
Introduction:
The Waikato District Council has an ongoing need to measure how satisfied residents are with resources, facilities and services provided by the Council. Key Research has developed a comprehensive mechanism for providing
this service.

Research Objectives:
- To determine residents’ satisfaction with various Council services and facilities
- To identify progress towards Key Performance Indicators (KPIs) in Council’s Annual Report
- To establish perceptions regarding organisational reputation, including how competent Council is perceived to be and the affinity residents have developed for Council
- To assess changes in satisfaction over time and measure progress towards the Long-Term Plan objectives and new strategic plan

Methodology:
A mixed method approach to data collection is used consisting of a postal invitation to an online survey, with a hard copy survey back up.
Invitation letters, containing an embedded link to an online survey are sent to a random selection of residents. Reminder postcards are sent a week to ten days later to optimise response from the online survey. The original
invitation letters are accompanied by hard copy surveys. Free post services are made available and responses are data entered into our secure web-based platform for analysis.

Post data collection the sample is weighted so it is aligned with known population distributions for the Waikato District Council area, as per the Census 2018 results, based on suburb, age, gender and ethnicity.

To maximise the sample for each ward for more accurate reporting, the wave data is rolled:
1. Q1 2023/24 combines data from W3 2022/23, W4 2022/23 and W1 2023/24. Sample size (n) = 382
2. Q2 2023/24 combines data from W4 2022/23, W1 2023/24 and W2 2023/24. Sample size (n) = 380
3. Q3 2023/24 combines data from W1 2023/24, W2 2023/24 and W3 2023/24. Sample size (n) = 383
4. Q4 2023/24 combines data from W2 2023/24, W3 2023/24 and W4 2023/24. Sample size (n) = 361

Year-to-date data (YTD) shows unrolled data.
Due to rounding, percentages may add to just over or under (+/- 1%) totals.

Wave
W1 2022/2023 -------- Sample size (n) = 88
W2 2022/2023 -------- Sample size (n) = 134
W3 2022/2023 --------- Sample size (n) = 130
W4 2022/2023 --------- Sample size (n) = 125
W1 2023/2024 --------- Sample size (n) = 127
W2 2023/2024 --------- Sample size (n) = 128
W3 2023/2024 --------- Sample size (n) = 128
W4 2024/2025 --------- Sample size (n) = 105

Press the summary button below to proceed to the overall summary page. From
that page you can then navigate further to within each measured area.

Use the drop down menues to display the results by Ward/Total and show data
per each wave/YTD.
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Key Findings

Summary

Water

Waste

Roading

Core services

Reputation

Local Issues

Safety

Other Services

Value for money

Public Facilities

Interactions

Communication

Total

%7-10

Total
n=361

Sample Profile - Total

Age Gender

26% 28% 28%
17%

18 to 34 years 35 to 49 years 50 to 64 years 65 years or over

50% 50%

Male Female

40%

Overall Performance Overall reputation

48%

Overall value for money

31% 47%

Overall core services

72%

Overall quality of life

Effort to conduct
business with

council

47%

Overall public toilet

73%

 Local parks and reserves including sports
fields / playgrounds

75%

Overall cemeteries

81%

Regular kerbside collection service

44%

Availability of local councillor

25%

Council engages regarding key issues

34%

Ease of access and clarity of information

59%

Overall services received2.7

Benchmarking



Summary

49% 45% 40%

23% 26% 29%

#N/A #N/A

Overall performance - Total

2021/22
(n=412)

2022/23
(n=421)

2023/24
(n=448)

43% 40% 31%

32% 34% 38%

#N/A #N/A

Value for money - Total

2021/22
(n=360)

2022/23
(n=401)

2023/24
(n=430)

Sig Diff

59% 54% 48%

15% 17% 15%

#N/A #N/A

Overall core services - Total

2021/22
(n=420)

2022/23
(n=451)

2023/24
(n=474)

Sig Diff

53% 47% 46%

20% 18% 23%

#N/A #N/A

Overall reputation - Total

2021/22
(n=389)

2022/23
(n=407)

2023/24
(n=425)

77% 73% 71%

9% 7% 11%

#N/A #N/A

Quality of life - Total

2021/22
(n=426)

2022/23
(n=452)

2023/24
(n=473)

62% 62% 57%

18% 19% 23%

#N/A #N/A

Prepared civil defence emergency - Total

2021/22
(n=428)

2022/23
(n=457)

2023/24
(n=480)

YTD

* small sample size

Total Benchmarking
Dissatisfied (%1-4)

Satisfied (%7-10)

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Reputation

YTD

* small sample size

Dissatisfied (%1-4)

Satisfied (%7-10)

53% 47% 46%

20% 18% 23%

#N/A #N/A

Overall reputation - Total

2021/22
(n=389)

2022/23
(n=407)

2023/24
(n=425)

48% 43% 40%

25% 18% 27%

#N/A #N/A

Leadership - Total

2021/22
(n=349)

2022/23
(n=354)

2023/24
(n=369)

47% 39% 38%

29% 26% 30%

#N/A #N/A

Trust - Total

2021/22
(n=372)

2022/23
(n=381)

2023/24
(n=399)

34% 37% 31%

33% 31% 37%

#N/A #N/A

Financial management - Total

2021/22
(n=300)

2022/23
(n=303)

2023/24
(n=329)

54% 52% 50%

19% 16% 19%

#N/A #N/A

Quality of services - Total

2021/22
(n=398)

2022/23
(n=417)

2023/24
(n=429)

Total Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)

Key Findings

Summary

Water

Waste

Roading

Core services

Reputation

Local Issues

Safety

Other Services

Value for money

Public Facilities

Interactions

Communication



Core Services

YTD

* small sample size

40% 35% 28%

27% 34% 38%

#N/A #N/A

Roading and footpaths - Total

2021/22
(n=426)

2022/23
(n=456)

2023/24
(n=475)

Sig Diff

72% 68% 69%

11% 14% 13%

#N/A #N/A

Waste management - Total

2021/22
(n=412)

2022/23
(n=449)

2023/24
(n=471)

71% 64% 58%

10% 8% 12%

#N/A #N/A

Public facilities - Total

2021/22
(n=372)

2022/23
(n=410)

2023/24
(n=431)

58% 53% 48%

16% 21% 23%

#N/A #N/A

Water management - Total

2021/22
(n=345)

2022/23
(n=372)

2023/24
(n=379)

59% 54%
48%

15% 17% 15%

#N/A #N/A

Overall core services - Total

2021/22
(n=420)

2022/23
(n=451)

2023/24
(n=474)

Sig Diff

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Water Management

YTD

* small sample size

74% 70% 66%

6% 15% 17%

#N/A #N/A

Overall sewerage system - Total

2021/22
(n=141)

2022/23
(n=135)

2023/24
(n=143)

61% 65% 67%

16% 19% 19%

#N/A #N/A

The quality of the water - Total

2021/22
(n=197)

2022/23
(n=182)

2023/24
(n=219)

58% 53% 48%

16% 21% 23%

#N/A #N/A

Water management - Total

2021/22
(n=345)

2022/23
(n=372)

2023/24
(n=379)

74% 71% 66%

7% 12% 18%

#N/A #N/A

The reliability of the sewerage system -
Total

2021/22
(n=144)

2022/23
(n=135)

2023/24
(n=144)

50% 45% 43%

24% 30% 30%

#N/A #N/A

Overall stormwater system - Total

2021/22
(n=365)

2022/23
(n=394)

2023/24
(n=427)

50% 45% 43%

27% 30% 31%

#N/A #N/A

Keeping roads and pavements free from
flooding - Total

2021/22
(n=397)

2022/23
(n=432)

2023/24
(n=453)

84% 85% 83%

7% 6% 8%

#N/A #N/A

The reliability of the water supply - Total

2021/22
(n=200)

2022/23
(n=184)

2023/24
(n=220)

68% 69% 69%

14% 17% 16%

#N/A #N/A

Overall water supply - Total

2021/22
(n=194)

2022/23
(n=184)

2023/24
(n=214)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Waste Management

YTD

* small sample size

60%
72% 65%

15% 14% 14%

#N/A #N/A

 Refuse transfer stations - Total

2021/22
(n=160)

2022/23
(n=177)

2023/24
(n=204)

80% 79% 82%

10% 11% 9%

#N/A #N/A

Regular kerbside collection service - Total

2021/22
(n=417)

2022/23
(n=449)

2023/24
(n=468)

68% 66% 66%

16% 21% 15%

#N/A #N/A

Council's recycling services - Total

2021/22
(n=358)

2022/23
(n=412)

2023/24
(n=432)

72% 68% 69%

11% 14% 13%

#N/A #N/A

Waste management - Total

2021/22
(n=412)

2022/23
(n=449)

2023/24
(n=471)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Roading and footpath

YTD

* small sample size

48% 36% 32%

30% 36% 38%

#N/A #N/A

The safety of the roads - Total

2021/22
(n=417)

2022/23
(n=461)

2023/24
(n=475)

47% 35% 26%

31% 39% 50%

#N/A #N/A

The sealed roading network - Total

2021/22
(n=426)

2022/23
(n=470)

2023/24
(n=485)

Sig Diff

31% 29% 19%

37% 43% 46%

#N/A #N/A

The unsealed roading network - Total

2021/22
(n=286)

2022/23
(n=328)

2023/24
(n=344)

Sig Diff

43% 41% 40%

29% 33% 31%

#N/A #N/A

 The availability of footpaths - Total

2021/22
(n=396)

2022/23
(n=430)

2023/24
(n=442)

46% 44% 40%

27% 29% 31%

#N/A #N/A

How well footpaths are maintained - Total

2021/22
(n=373)

2022/23
(n=411)

2023/24
(n=417)

33% 28% 21%

39% 45% 53%

#N/A #N/A

How well the roads are maintained - Total

2021/22
(n=426)

2022/23
(n=463)

2023/24
(n=480)

Sig Diff

40% 35%
28%

27%
34% 38%

#N/A #N/A

Roading and footpaths - Total

2021/22
(n=426)

2022/23
(n=456)

2023/24
(n=475)

Sig Diff
36% 40% 38%

37% 36% 37%

#N/A #N/A

The availability of cycleways - Total

2021/22
(n=295)

2022/23
(n=344)

2023/24
(n=345)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Value for money

YTD

* small sample size

72% 68% 69%

12% 11% 11%

#N/A #N/A

Payment arrangements are fair and reasonable -
Total

2021/22
(n=344)

2022/23
(n=375)

2023/24
(n=403)

31% 28% 21%

46% 46% 51%

#N/A #N/A

Annual property rates are fair and reasonable -
Total

2021/22
(n=369)

2022/23
(n=399)

2023/24
(n=445)

Sig Diff

42% 37% 35%

42% 37% 41%

#N/A #N/A

Water rates are fair and reasonable - Total

2021/22
(n=246)

2022/23
(n=285)

2023/24
(n=297)

72% 64% 66%

13% 14% 10%

#N/A #N/A

Invoicing is clear and correct - Total

2021/22
(n=355)

2022/23
(n=386)

2023/24
(n=426)

43% 40%
31%

32% 34% 38%

#N/A #N/A

Value for money - Total

2021/22
(n=360)

2022/23
(n=401)

2023/24
(n=430)

Sig Diff

42% 42% 36%

29% 32% 32%

#N/A #N/A

Fees and charges are fair and reasonable - Total

2021/22
(n=300)

2022/23
(n=344)

2023/24
(n=373)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Other Services

YTD

* small sample size

34% 38% 35%

36% 38% 38%

#N/A #N/A

 Litter, illegal dumping and graffiti control - Total

2021/22
(n=390)

2022/23
(n=404)

2023/24
(n=439)

57% 57%
49%

21% 18% 21%

#N/A #N/A

Animal management (dogs or stock control) - Total

2021/22
(n=324)

2022/23
(n=352)

2023/24
(n=381)

Sig Diff

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Contact with council

YTD

* small sample size

Total

75%
61% 67%

16% 22% 13%

#N/A #N/A

How easy it was to make your enquiry or request -
Total

2021/22
(n=145)

2022/23
(n=132)

2023/24
(n=157)

60%
45% 47%

29%
46% 36%

#N/A #N/A

How long it took to resolve the matter - Total

2021/22
(n=132)

2022/23
(n=130)

2023/24
(n=152)

73%
56% 62%

19% 28% 25%

#N/A #N/A

The information provided being accurate - Total

2021/22
(n=129)

2022/23
(n=124)

2023/24
(n=148)

75%
62% 64%

18% 26% 23%

#N/A #N/A

Council staff’s understanding of what you wanted -
Total

2021/22
(n=138)

2022/23
(n=128)

2023/24
(n=154)

69%
53% 55%

20%
32% 26%

#N/A #N/A

Overall service received - Total

2021/22
(n=142)

2022/23
(n=129)

2023/24
(n=156)

63% 51% 58%

22% 28% 26%

#N/A #N/A

Effort to conduct your business with Council - Total

2021/22
(n=142)

2022/23
(n=132)

2023/24
(n=157)

2.4 2.7 2.6

Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Community safety and civil defence

YTD

* small sample size

81% 77% 73%

6% 9% 13%

#N/A #N/A

During the day - Total

2021/22
(n=424)

2022/23
(n=461)

2023/24
(n=481)

77% 73% 71%

9% 7% 11%

#N/A #N/A

Quality of life - Total

2021/22
(n=426)

2022/23
(n=452)

2023/24
(n=473)

62% 57% 50%

19% 22%
30%

#N/A #N/A

After dark - Total

2021/22
(n=396)

2022/23
(n=452)

2023/24
(n=479)

Sig Diff

6% 2% 3%
1%

3% 2%

17%
14% 17%

36%
40% 37%

39% 41% 42%

Self-reliant in event of civil defence emergency - Total

2021/22
(n=441)

2022/23
(n=69)

2023/24
(n=77)

Total

Very self-reliant

Fairly self-reliant

Somewhat self-reliant

Not at all self-reliant

Unsure

Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Local issues and outcomes

YTD

* small sample size

31% 27% 23%

35%
46% 46%

#N/A #N/A

Good understanding of the work and activities - Total

2021/22
(n=328)

2022/23
(n=374)

2023/24
(n=388)

60% 54% 59%

20% 18% 18%

#N/A #N/A

Community spirit - Total

2021/22
(n=407)

2022/23
(n=431)

2023/24
(n=453)

40% 35% 31%

34% 34% 40%

#N/A #N/A

Community receives its fair share of funding and
resources - Total

2021/22
(n=298)

2022/23
(n=324)

2023/24
(n=340)

47% 46% 43%

26% 25% 30%

#N/A #N/A

Availability of your local councillor - Total

2021/22
(n=254)

2022/23
(n=263)

2023/24
(n=285)

77% 73% 71%

9% 7% 11%

#N/A #N/A

Quality of life - Total

2021/22
(n=426)

2022/23
(n=452)

2023/24
(n=473)

51% 48% 41%

19% 17% 22%

#N/A #N/A

You’re confident that the District is going in the right
direction - Total

2021/22
(n=254)

2022/23
(n=394)

2023/24
(n=407)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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4
Public Facilities

YTD

* small sample size

9% 10% 13%
#N/A #N/A

Huntly – Huntly Aquatic Centre - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

44% 44%
50%

#N/A #N/A

Community halls - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

36% 35% 37%

#N/A #N/A

District library services - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

81% 78% 82%

#N/A #N/A

Local park and reserve - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

67% 67% 69%

#N/A #N/A

Public toilet - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

3% 6% 4% #N/A #N/A

Tuakau Centennial Pool - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

3% 4% 6% #N/A #N/A

Ngaruawahia Swimming Pool - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

36% 33% 36%

#N/A #N/A

Cemeteries - Total

2021/22
(n=444)

2022/23
(n=477)

2023/24
(n=488)

Usage Satisfaction

 Visited in Past 12 MonthsTotal Benchmarking

Showing sig diff for 2023/24 and 2022/23
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elena
Public Facilities

YTD

* small sample size

User

71%
64% 58%

10% 8% 12%

#N/A #N/A

Public facilities - Total

2021/22
(n=372)

2022/23
(n=410)

2023/24
(n=431)

91% 90% 89%

5% 4% 4%

#N/A #N/A

The district library services -  (User) (Total)

2021/22
(n=167)

2022/23
(n=156)

2023/24
(n=165)

81% 77% 74%

5% 6% 9%

#N/A #N/A

Local park and reserve -  (User) (Total)

2021/22
(n=328)

2022/23
(n=357)

2023/24
(n=379)

59% 51% 48%

18% 20% 24%

#N/A #N/A

Public toilet -  (User) (Total)

2021/22
(n=269)

2022/23
(n=300)

2023/24
(n=318)

75% 76% 74%

5% 5% 8%

#N/A #N/A

Cemeteries -  (User) (Total)

2021/22
(n=136)

2022/23
(n=148)

2023/24
(n=165)

78% 77% 73%

2% 6% 7%

#N/A #N/A

Community halls -  (User) (Total)

2021/22
(n=173)

2022/23
(n=191)

2023/24
(n=219)

68% 75% 73%

14% 11% 8%

#N/A #N/A

Public swimming pools -  (User) (Total)

2021/22
(n=44)

2022/23
(n=64)

2023/24
(n=73)

Usage Satisfaction

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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Communication

YTD

* small sample size

32% 29% 25%

32% 36%
43%

#N/A #N/A

The public are consulted about the right issue - Total

2021/22
(n=349)

2022/23
(n=393)

2023/24
(n=418)

39% 33% 34%

30% 32% 36%

#N/A #N/A

How easy it is to access information about key issues -
Total

2021/22
(n=349)

2022/23
(n=387)

2023/24
(n=414)

39% 33% 33%

32% 31% 36%

#N/A #N/A

The information available on these issues is clear and
instructive - Total

2021/22
(n=351)

2022/23
(n=379)

2023/24
(n=404)

37%
29% 29%

33% 36% 40%

#N/A #N/A

There is a suitable range of consultation options
available - Total

2021/22
(n=309)

2022/23
(n=338)

2023/24
(n=355)

48% 41% 36%

28% 30%
40%

#N/A #N/A

I know how to provide feedback to Council on issues
that are relevant to me or may affect me - Total

2021/22
(n=331)

2022/23
(n=381)

2023/24
(n=408)

37% 31% 28%

36% 36% 43%

#N/A #N/A

Council clearly explains or communicates the reasons
for the decisions it needs to make, even if I don't

always agree with those decisions - Total

2021/22
(n=361)

2022/23
(n=384)

2023/24
(n=418)

Total
Dissatisfied (%1-4)

Satisfied (%7-10)
Benchmarking

Showing sig diff for 2023/24 and 2022/23 (7-10)
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2022/2023 Council Benchmarking

Wave4 2022-23

45 48
57

35

58

30 29

39

23
32

61
69

76

52

83

38

52 50

33

63

Overall

Overall satisfaction Overall reputation Core service
deliverables

Value for money Enquiry handling

71

53

67

34

61

29

45

16

83
74

85

51

61

50

67

33

Core service deliverables

Public facilities and open
spaces

Water management Waste management and
minimisation

Roading Infrastructure

53

67

81

65
72 74

29

48

69

53

41

53

74 78

92

74

91 93

50

62

80

66 65 61

Three waters

Water
management

Water supply Reliability of water
supply

Quality of water
(including taste,

clarity and odour)

Sewerage /
wastewater

systems

Reliability of
sewerage /
wastewater

67

79

55

45

69

38

85 85

6867

81

38

Waste management

Waste management Kerbside general Litter Control

48 46 43

35

51

29 31 30
24

35

69
63 62

57

67

52
48

42

30

54

Reputation

Overall reputation Leadership Trust Financial management Quality of services

79 80
69 74

56
69 63

53 56

29

90 96
84 84

68
77 76 71 78

45

Services and facilities managed by the Council

Parks, reserves and
green spaces

Libraries Public Swimming pools
and aquatic centres

Cemeteries Public toilet

32
27 26

20

42
47

52
46

13
7 11

4
12

27

39 38

51 48
40

29

65 63
66

54

33

20
24

17

42 39 39 38

Roading

Roading Maintenance
of roads /
quality of

Quality of the
Council’s

sealed roads

Quality of
Council’s

unsealed roads

Levels of
safety when

driving on the

Maintenance
of footpaths /

quality of

The availability
of footpaths

The availability
/ suitability of
cycle ways /

34 30
37

70 72

23 24
17

65 69

46
39

51

77 75

33
24

38

65
71

Value for money

Value for money Annual property rates
are fair and reasonable

Water rates are fair and
reasonable

Invoicing is clear and
correct

Payment arrangements
are fair and reasonable

79

50

67

37

88

6467

38

Value for money

Quality of Life District is going in the right direction
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