
INTERNATIONAL
RESEARCH CONSULTANTS LTD

STRATEGIC PLANNING & BRAND SOLUTIONS

Rodney District CouncilRodney District Council
Annual Residents Survey 2007Annual Residents Survey 2007

A survey of residents from 
Rodney District

2007

A survey of residents from A survey of residents from 
Rodney DistrictRodney District

20072007



INTERNATIONAL
RESEARCH CONSULTANTS LTD

STRATEGIC PLANNING & BRAND SOLUTIONS

MethodologyMethodology



A telephone surveyA telephone survey

•• Of 483 people from Rodney DistrictOf 483 people from Rodney District

•• Fieldwork by DigiPoll using a structured questionnaireFieldwork by DigiPoll using a structured questionnaire

•• Mainly week nights after 5:00 p.m. and weekends Mainly week nights after 5:00 p.m. and weekends 
9:00 a.m. to 9:00 p.m. 9:00 a.m. to 9:00 p.m. 

•• Aged 18 or olderAged 18 or older

•• Randomly selected across the region Randomly selected across the region 

•• Combination of rateCombination of rate--paying home owners and renterspaying home owners and renters
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Customer Satisfaction IndexesCustomer Satisfaction Indexes
(CSI Scores) (CSI Scores) 

The Customer Satisfaction Index
(CSI score) converts each respondents 

answer across the satisfaction scale to a 
score out of 100.  

The CSI score is 10 times the individual 
score based on the 11 point satisfaction 

scale
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Need to define acceptable level Need to define acceptable level 
of performance of performance -- CSI ScoresCSI Scores



Definition of Acceptable StandardsDefinition of Acceptable Standards

61 or lower61 or lowerNeeds significant improvementNeeds significant improvement66 or lower66 or lower

62 62 –– 6767

68 68 –– 7272

73 73 –– 7676

77 77 -- 7878

79 or higher79 or higher

No Customer No Customer 
Choice Choice (Non Elective (Non Elective 
Services / Internal)Services / Internal)

Fair: Needs improvementFair: Needs improvement67 67 –– 7272

Good performance, but with potential Good performance, but with potential 
for improvementfor improvement73 73 –– 7777

Very good performanceVery good performance78 78 –– 8181

Excellent performanceExcellent performance82 82 -- 8383

Exceptional performanceExceptional performance84 or higher84 or higher

Corporate Standards for Corporate Standards for 
Customer Satisfaction Customer Satisfaction 

Customer 
Choice
(Elective Services)
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Overall Performance Overall Performance 
of Council in past yearof Council in past year



Overall Performance of CouncilOverall Performance of Council
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Overall Performance of CouncilOverall Performance of Council
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'I don’t feel like we get much 
for what we pay for our 
rates' (Western Ward, 

Kumeu: SS = 4)

'Because they were easy 
to deal with, friendly' 

(Eastern Ward, Silverdale 
South: SS = 10)



Performance of Council in Comparison to HamiltonPerformance of Council in Comparison to Hamilton
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Overall Satisfaction: Reasons for Rating Overall Satisfaction: Reasons for Rating 
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'I resent paying extra for 
waterways. I have no 

footpaths, my front berm 
is not sealed. I don’t use 
the beaches and the park 
and I get charged to use 
them’ (Western Ward, 
Helensville: SS = 8)

'I have been satisfied with 
any contact I had' (Northern 
Ward, Warkworth: SS = 10)

'Because they don’t listen to people, they 
just don’t take any notice of the public,

Council just don’t work together’ (Eastern 
Ward, Red Beach: SS = 3)



Satisfaction by ServicesSatisfaction by Services
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Overall Satisfaction by Key VariablesOverall Satisfaction by Key Variables
56.5

57.6
56.7

55.7

58.5
54.2

53.8
59.1

53.5
56.2

60.5

61.4
56.5
56.0

55.4
68.8

38.7
57.4

69.9

483

159
180
144

255
196

205
278

46
318
115

77
147
158

445
38

118
196
118

0 20 40 60 80 100

Total

Northern Ward
Eastern Ward

Western Ward

Live in Town
Live in the Country

Men
Women

Under 35 years
35 - 64 years

65+ years

Less than $30,000
$30,000 to

More than $70,000

Pay rates
No rates

Rates poor value
Rates neither

Rates good value

CSI Score

CSI Score
# of respondents



INTERNATIONAL
RESEARCH CONSULTANTS LTD

STRATEGIC PLANNING & BRAND SOLUTIONS

Most Important IssuesMost Important Issues



Most Important Issues Council Should Be Looking AtMost Important Issues Council Should Be Looking At
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(Eastern Ward: 
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Residential RatesResidential Rates



The majority paid ratesThe majority paid rates

No rates
8.4% Residential 

Rates
87.0%

Commercial 
Rates
1.0%

Both
3.6%
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Value from Residential RatesValue from Residential Rates
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Value from Rates Value from Rates -- Comparison to HamiltonComparison to Hamilton
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Value from Rates by Overall SatisfactionValue from Rates by Overall Satisfaction
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Satisfaction with individual services / facilities / Satisfaction with individual services / facilities / 
amenities appears to be driven by value for ratesamenities appears to be driven by value for rates
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Local Service CentresLocal Service Centres



Satisfaction with Council Service Satisfaction with Council Service CentresCentres
77% had some contact with Council Service Centres
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Usage of Usage of 
Facilities and AmenitiesFacilities and Amenities



Usage of Council Facilities / AmenitiesUsage of Council Facilities / Amenities
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Changes In Usage of Council Facilities / AmenitiesChanges In Usage of Council Facilities / Amenities
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Satisfaction with Satisfaction with 
Facilities and AmenitiesFacilities and Amenities



Satisfaction with Facilities and AmenitiesSatisfaction with Facilities and Amenities
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Changes in Satisfaction with Facilities and AmenitiesChanges in Satisfaction with Facilities and Amenities
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Satisfaction with Satisfaction with 
Services and FacilitiesServices and Facilities



Type of road currently live besideType of road currently live beside
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Satisfaction with Services and FacilitiesSatisfaction with Services and Facilities
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CSI Score and Trend
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Satisfaction with the Facilities and Services in Rodney by WardSatisfaction with the Facilities and Services in Rodney by Ward
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Satisfaction with the Overall Quality and Reliability of the MaiSatisfaction with the Overall Quality and Reliability of the Mains ns 
Water Supply in Rodney by WardWater Supply in Rodney by Ward
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Satisfaction with Overall Quality and Maintenance Satisfaction with Overall Quality and Maintenance 
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Satisfaction with the Council keeping Rodney residents well Satisfaction with the Council keeping Rodney residents well 
informed of what they are doing in the Rodney areainformed of what they are doing in the Rodney area -- trendstrends
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Satisfaction with the Council is open and honest in Satisfaction with the Council is open and honest in 
their dealings with Rodney residents their dealings with Rodney residents –– trendstrends
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ConclusionsConclusions
• The overall performance of Council is rated with a CSI score of 

56.5, 3.0 points higher than the 53.5 recorded in 2006.  
However, the CSI score of 56.5 still implies respondents have 
some serious issues with the performance of Council.

• Value for Rates tends to have a major ‘negative’ impact on 
satisfaction with all factors. 

• The type of services and facilities the respondent gets from 
Council has a significant impact on the level of satisfaction with 
Council overall as well as the value for rates

• Only 26% of those who paid residential rates (n = 441) thought 
they received good value for their rates. 

• Most important issues Council should be looking at this year; 
roading and traffic (50%), Town planning/development/growth 
(38%), followed by Council concerns (27%), upgrading of 
facilities or facilities needed (17%), rates concerns, (16%), 
environmental protection (14%) and concerns about law and 
order (13%)



ConclusionsConclusions
• The majority of respondents rated their satisfaction with most Council Facilities and 

Amenities with scores that reflected satisfaction The CSI scores range from a high of 83.3 
for ‘the Libraries’ down to 67.3 for the ‘Public toilets’. There were a mix of 6 increases and 7 
decreases in CSI scores from last year.

• The CSI Scores for Council Services and Facilities range from a high of 81.1 for ‘having a 
reliable supply of water to home (e.g. lack of cut-offs, failure of supply)’ down to just 53.8 
for ‘The price of water supplied’ and 57.0 for ‘the quality of drinking water supplied to 
residents homes (e.g. taste, colour, purity)’. There were a mix of 9 increases and 10 
decreases in CSI scores from last year. 

• The CSI scores for Planning and Building Services again infer there are serious issues with 
the services this group provides. 

• Satisfaction with the Resource Consent and Building Consent processes are rated much 
lower than the other factors (CSI scores of 35.8 and 38.1 respectively).  Both of these CSI 
scores infer the respondents have serious issues with these services. 

• Satisfaction with the Councils Local Service Centres rated with a CSI score of 68.5, similar 
to 2006 and higher than the satisfaction with overall performance of Council

• A significant proportion of respondents were dissatisfied (scores 0 – 3) with each of the 
General aspects of the Council. This ranged from 24% for ‘The Council being open and 
honest in their dealings with Rodney residents’ up to 36% for ‘Feeling like you can make a 
difference to how the Council approaches issues that affect the Rodney area’. 

• The quality of life in Rodney District was rated with an overall CSI score of 77.7, down 0.5 
points from 2006 but still reflecting excellent satisfaction

• Overall, the results are similar to 2006, and these again reflect the residents of Rodney have 
a diverse range of issues with the services provided by Council
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