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1 Summary of Findings
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Summary of Findings

1.1  Summary of Levels of Service Results:
General Service Satisfaction Survey 2019
Top performing services
V| LOS target met > | LOS target not met > (85%+ satisfaction)
N Moderate performing service aQ Under performing services A Increase in satisfaction score by
(between 50% to 84% satisfaction) (less than 50% satisfaction) 4% or more since last year
— Satisfaction score remained same or w, Decrease in satisfaction score by 4% Deleted level of service or not a level of
within 3% of last year or more since last year service
NA | No information available
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4.1.18 Participation in and contribution
Governance and At least
Governance Decision Maki to Council decision-making Yes 1% X — 0 32% 29%
ecision vlaking (understandingof decisionmaking) °
6.9.1.5 To manage and maintain Public
Monuments, Sculptures, Artworks
apd I?grks Heritage Bu:l_dmgs of _ Yes >90% X NA m 1% NA
significance (presentation of public
) monuments, sculptures
Heritage (parks | and artworks)
Parks, Heritage | assets) — ]
6.1.9.6 To manage and maintain Public
and Coastal
. Monuments, Sculptures, Artworks
Environment and Parks Heritage Buildings Yes >70% X NA m 63% NA
of significance (parks heritage
buildings)
6.8.4.2 Overall customer satisfaction
Parks and
E h with the presentation of the City’s Yes >80% / NA m 82% NA
oreshore Parks (inner city parks)
8.0.3 Customer satisfaction with
At | t
kerbside collection service for No e?s X W f>, 88% 93%
recyclable materials 90%
8.1.4 Customer satisfaction with
At least
Refuse Disposal | Solid Waste kerbside collection service for No o X — f} 88% 89%
residual waste 90%
8.2.3 Customer satisfaction with
At least
kerbside collection service for organic No 80% / — m 84% 83%
material °
16.0.3 Improve resident satisfaction
. re Yes | 238% | X | AP | LN | 21% | 20%
Roads and Roads and with road condition
Footpaths Footpaths ; ; ;
16.0.9 Improve resident satisfaction o o o
with footpath condition Yes 252% X M C\ 4% 34%
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14.0.3 Proportion of residents with
Stormwater Stormwater
Dra Drai the management of the Council’s Yes | 2371% | / | AP | LN | 4T% | 35%
rainage rainage stormwater network
10.5.2 Improve perception that o o o
Christchurch is a cycling friendly city Yes 253% / M m 64% 51%
Active Travel
16.0.10 Improve the perception that o
Christchurch is a walking friendly city Yes > 84% / M Q 85% 6%
Transportation 10.3.3 Improve customer perception
of the ease of use of Council on- street Yes >50% x M Q o o
parking facilities 49% 39%
Parking
10.3.7 Improve customer perception
of vehicle and personal security at Yes >50% / M m 5 489%
Council off-street parking facilities 59% 8%
Wastewater 11.0.1.16 Proportion of residents
Collection, satisfied with the reliability and o N o
Wastewater Treatment and responsiveness of Council wastewater Yes 279% X W m % 79%
Disposal services
12.0.1.13 Proportion of residents
satisfied with the reliability of Council | Yes | >85% | X NA M\ | 8% NA
water supplies
12.0.1.14 Proportion of residents
Water Supply Water Supply satisfied with the responsiveness of Yes >85% X NA m 60% NA
Council water supplies
12.0.2.19 Proportion of residents
satisfied with the quality of Council Yes >65% X W o 37% 79%'
water supplies
Overall Satisfaction with Council
NA 2% %
Performance A’ 62% 5%
Ease of Interaction with Council NA M 4% 65%

1 Question wording used pre 2019: Overall how satisfied or dissatisfied are you with the quality of the
water supply? This includes things such as its taste, pressure and appearance (there was also a
minor question wording change in 2016)
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1.2 Additional Service SatisfactionResults

Service Detail

Jed\ 1seT 9oulS pual]
21095 uolloeysies
ul s@2IAI8S Bulwioyiad
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Percentage of residents that have confidence the Council makes
decisions in the best interests of the city

2
>
2
>

45% 40%

Governance and | Percentage of residents that feel the public has some or a large

influence on the decisions the Council makes 55%

34% 33%
Decision Making

Percentage of residents that feel they can participate in and
contribute to Council decision making (opportunities to have a say 50% X
and processes easy to engage with)

39% 28%

ARIRARERAR
2121212 2D

Emergency Improve the level of community and business awareness and o o
. ; NA NA 69% %
Preparedness preparedness of risks from hazards and their consequence
Events and i i i
. Lfead the promotion a:jd rparketmg of Christchurch events and the 90% X 73% 70%
Festivals city as an events destination
. . Residents are satisfied with Council provision of information available o o o3
City Promotions to them about events, activities and attractions in Christchurch 85% X 67% 2%

2 Ifthe 2017-18 level of service target was applied to the 2018-19 result, would the service have passed
the 2017-18 target?

3  From 2018 onward, this measure focuses on information about events, activities and attractions,
whereas prior to this, the measure focused on information about events and festivals only
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1.3 Key Recommendations

The 2019 General Services Satisfaction Survey identifies improvements in
perception of the Council’s performance amongst Christchurch City residents.

This is best exemplified in the level of overall satisfaction with the services
the Council provides, which has risen to 62% from 55% recorded in 2018, a

statistically significant increase returning satisfaction levels closer to the long-
term average.

One particular area of success, where the Council has achieved a high
satisfaction score (>85%), above Levels of Service (LOS) targets, and seen an
increase in satisfaction since 2018, is in improving perceptions that Christchurch
is a walking-friendly city (85% satisfaction, up from 76% in 2018).

({1 There’s a good variety to go for outdoor activities. That the walking

options are generally well looked after. The cycling tracks, as in the cycle
ways or the biking you can do along the rivers, you know the different
options. There’s a variety of options for people who want to be doing
something different. The mountain biking tracks around the port hills
and Victoria tracks and the Halswell quarry. There’s a large variety on
offer for that and that’s what we like.

This is part of a larger trend whereby residents are displaying higher satisfaction
with the presentation of outdoor precincts in the city, in keeping with ongoing
redevelopment and regeneration. A new measure, satisfaction with the
presentation of inner city parks, reported satisfaction levels of 82%, above the
LOS target of 80%, while perceptions that Christchurch is cycling-friendly city
also saw a significant increase (64% vs 51% in 2018).
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Refuse disposal is another success area, with all three related measures
achieving above 80% satisfaction, above or close to LOS targets. Waste
management services were the ones more likely to be called out as particular
successes in residents’ verbatim comments:

One service the Council is performing best in

Waste management 29%

Libraries 1%
Parks, reserves and green spaces 8%
Events/ activities 6%

Recreation & Sport Centres 5%

Base: (n=776)

Describe why you think the Council is performing best in this area

Waste management: Reliable 12%

Waste management: Timely collection

. 1%
and service

Waste management: Generally good 79
service/no issues °
Parks, reserves and green spaces: Well

o 6%
presented and maintained

Libraries: Good service / good libraries 5%

Base: (n=776)
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However, this report also clearly illustrates that Christchurch City Council
continues to face significant challenges moving forward. Residents continue to
identify the quality of roading and footpaths as areas of major concern, and while
progress has been made in both these areas since 2018 (20% -> 27% and 34%

-> 41% respectively), both levels fall well short of LOS targets and a majority of
residents being satisfied.

(11 The Council are spending millions of dollars on moving monuments from
the square, they are spending money unwisely while road repairs need to
be done on the majority of Christchurch.

(11 lam in a wheelchair. The footpaths are no good for me, they are not

properly accessible, and because we live on the East side, we get
forgotten.

Parking, both on-street and off-street, is in a similar situation, where satisfaction
levels with parking facilities (ease of use and security) have increased year-on-
year, but remain at a relatively low level (49% and 59% respectively).

(11 Well there is a lot of buildings that have been built around the hospitals,
there is no parking for people who are visiting the hospital, on the streets
or you have to walk quite a bit when there should be car parking beside
the hospital, that makes people’s lives easier.

The ‘three waters’ are another area of concern. Stormwater drainage has seen
an increase in satisfaction, and has met its LOS targets, but less than half
(47%) of residents remain satisfied with the Council’s performance. Wastewater
collection has seen a dip in satisfaction levels (71%, down from 79% in 2018).
However, the drinking water supply has emerged as a key issue. Satisfaction
levels for reliability and responsiveness regarding water supply performed
moderately, although below LOS targets. The main area of concern is water
quality with many residents mentioning chlorination as an undesirable attribute.

(11 Some areas still have chlorine, looking after the maintenance of the
aquifers, it’s maintained to a high standard obviously, but protecting
the public health is important too. | would like the Council to look into
allergies that people have had to chlorine in the water. | have developed
dermatitis from the chlorine in the water. | have talked to numerous

people that also suffer from it. There has been no information from the
Council about this problem.

10
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It is in this area that public perception of the Council’s performance falls furthest
short of Levels of Service targets (37% satisfaction vs 65% target). Water quality
(especially chlorination) and roading were the two service areas most frequently
mentioned in verbatim responses to the question of what the Council should be
doing better:

One service the Council must improve

Roading 28%

Water supply AN

Footpaths and walkways %

Waste management %

The Council/ decision making/ financial
management

%

Base: (n=776)

Describe what you think Council should be doing to improve performance in this area

Water supply: Remove chlorine/ other
. 12%
additives

Roading: Fix roads/ make smooth/ 8%
remove potholes °

Roading: Better quality repair/ less 8%
frequent repair/ faster repair °

Roading: Improve traffic control/ flow/ 6%
accessibility °
Roading: Prioritise/ focus repairs where

5%
needed most

Base: (n=776)

1
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2019 also saw the introduction of new Levels of Service measures surrounding
the maintenance of public assets such as monuments and heritage buildings.
While the majority of residents are satisfied with the Council’s performance here,
satisfaction levels are below targets.

Finally, public understanding of Council governance and decision-making
remains weak, with levels stable year-on-year (32% vs 29% in 2018) and below
LOS targets.

(11 There’s an awful lot of meetings, but no decision making. We need to get
on and get things done, particularly in the residential red zone, and the
big empty spaces to make it feel like a city

In summary, the 2019 Survey shows a significant increase in public satisfaction
with Council services, while also highlighting some new and ongoing challenges.
Roading and water quality are the issues at the forefront of public consciousness,
and thus represent the most likely issues to address to further increase
satisfaction levels in general.

12
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2 Research Method

2.1 Research Context

The Christchurch City Council’s (CCC) annual General Service Satisfaction
Survey (the Survey) has been conducted since 1991to measure resident
satisfaction with Council services.

The Survey’s main focus is measurement of satisfaction with Council services
and facilities detailed in the Long Term Plan (LTP). This includes general
services that most or all residents in the city use, e.g. water supply, waste
collection and road surfaces and so on. A representative sample of all city
residents aged 18 and over has been used to obtain resident satisfaction levels
and compare them with the corresponding Level of Service (LOS) targets set out
inthe LTP.

2.2 Research Design

The 2019 Residents’ Survey was completed using a telephone only method that
called landlines and cell phones in the Christchurch and Banks Peninsula region.

The fieldwork was undertaken between 28th February and 16th April 2019, with
piloting taking place on February 28th and then surveying taking place between
the 4th March and 16th April 2019. This fieldwork period was more elongated
than in previous years (roughly twice the duration of 2018, and extending over
two weeks later in the year), with a major factor being the Christchurch terrorist
attack which took place on March 15th. The attack had a severe effect on the
psyche of the city, and therefore on residents’ willingness to take the survey.
There was a complete moratorium placed on calling for 9 days, and survey
response rates from that point on remained lower than expected.

2.1 Survey Response Rate 2019 vs 2018 for comparison

2019 2018
IT:J;?:S;?HSGGSS unusable, non-qualifiers and 7471 2205
Interrupted surveys 137 98
Refusals 2784 1335
Valid surveys 779 772
Survey Response Rate 10.4% 35%

Survey response rate was also hampered by a long interview length, averaging
25.5 minutes. With survey response rates dropping rapidly across the market
research field, this is an area which will need to be addressed in future: the
Annual Survey is overly long for many residents, overburdening them and
introducing a greater non-response bias whereby only those residents prepared
to commit to a half-hour interview end up having their voice heard.

14
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Sampling for the 2019 survey was conducted through a randomised quota
approach. Quotas were set to ensure that age, gender and geographic bias were
not introduced to the sample frame (see Section 3). A set sampling interval
ensured a random selection of numbers from throughout the region were called
and statistical margins of error can be applied to the results with confidence.

The maximum margin of error for the achieved sample of n=776 is +/-3.5% at a

95% confidence level.

2.3 Sample Composition

The achieved survey sample is representative of the Christchurch City and Banks

Peninsula population in terms of age, gender and community board.

2.2 Age
% Population Proportion of Number of
(2013 Census) respondents respondents
18-24 14% 15% 13
25-49 43% 40% 313
50-64 24% 26% 203
65+ 19% 19% 147
2.3 Gender
% Population Proportion of Number of
(2013 Census) respondents respondents
Male 50% 50% 391
Female 50% 49% 384
Gender diverse - 0% 1
2.4  Community Board
% Population Proportion of Number of
(2013 Census) respondents respondents
Banks Peninsula 2% 2% 17
Coastal-Burwood 14% 15% 17
Fendalton-Waimairi- 19% 18% 136
Harewood
H.alsweII—Hornby— 19% 21% 166
Riccarton
Linwood-Central- 20% 209 167
Heathcote
Papanui-Innes 13% 1% 84
Spreydon-Cashmere 13% 1% 89

15
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2.4 Notes on Reporting Conventions

Levels of resident satisfaction with services are measured in this report by first
removing all respondents who answered ‘don’t know’, ‘not applicable’ or similar;
then, combing the scores for the top two responses: satisfied and very satisfied
(or similar). When reporting at a topline level and comparting to LOS targets,

we have reported rounded whole numbers. In the detailed findings, all charts
and tables measuring satisfaction show percentages to one decimal place, to
increase granularity and reduce instances where rounding may cause apparent
asymmetry between charts and tables.

16
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3 Detailed Findings

3.1 Strategic Governance

3.1.1 Participation in and contribution to Council decision-making
(understanding of decision making) (LOS 4.1.18)

Survey participants were asked to evaluate the City Council in relation to their
governance role and the decision-making process used. Three factors were
rated using a five-point Likert scale, where 1= strongly agree/very satisfied; 3
= neither agree nor disagree/neither satisfied nor dissatisfied; and 5 = strongly
disagree/very dissatisfied:

“Thinking about Christchurch City Council, how much do you agree
or disagree with the statement “l understand how the Council makes
decisions?”

“Overall, how satisfied or dissatisfied are you with the accuracy of the
information provided to you about Council decisions?”

“Overall, how satisfied or dissatisfied are you that the public receives
information about decision making in a prompt and timely manner?”

On average, 32% rated the Council’s decision-making process favourably. This
result falls below the Level of Service (LOS) target of 41%.

3.1 Ratings of participation in and contribution to Council decision-making

Understanding of Council 34.2% 34.0% 31.8%

decision-making

Accuracy of information 34.9% 34.0% 31.1%
Information is prompt 32.2% 33.9% 33.9%

and timely

Average rating 33.7% 34.0% 32.3%

W Disagree/dissatisfied
Neither agree nor disagree/neither satisfied nor dissatisfied
B Agree/satisfied

Base: Total sample excluding don’t know/not applicable (n=767/768/761)

18
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3.2  Ratings of participation in and contribution to Council decision-making

@ g
S g @ »
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3, 3 ~ Q= P <
Iad o0 o 232 ) o
L= o' Q 7 0o ~ «Q
S g » o 173 0 ~a » o
= 30 2 833 2 20
52 &2 & 823 & &2
Understanding of Council decision- n 9 70 192 261 188 56
making % 91% 250% B341% 24.5% 7.3%
n 8 73 195 261 181 58
Accuracy of information
% 9.5% 254% 33.9% 23.6% 71.6%
n 15 65 180 258 211 47
Information is prompt and timely
% 85% 237% 339% 277% 6.2%
AVERAGE RATING 9.0% 247% 34.0% 253% 7.0%

Don’t know/not applicable responses have not been included in all percentages

3.3  Average ratings of participation in and contribution to Council decision-making

33.7% 34.0%
Disagree/dissatisfied Neither agree nor
disagree/neither satisfied nor
dissatisfied

LTP LOS Target
4.1.18:
1%

Agree/satisfied

Base: Total sample excluding don’t know/not applicable

19
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3.2 Parks, Heritage & Coastal Environments

3.2.1 To manage and maintain Public Monuments, Sculptures,
Artworks and Parks Heritage Buildings of significance
(presentation of public monuments, sculptures and artworks)
(LOS 6.9.1.5)

Survey participants were asked to evaluate the appearance and condition of
public monuments, statues, war memorials, sculptures, fountains and artworks
that reflect the City’s heritage and character. Two factors were rated using a five-
point Likert scale, where 1 = very satisfied; 3 = neither satisfied nor dissatisfied;
and 5 = very dissatisfied:

“Christchurch has a range of public monuments, statues, war memorials,
sculptures, fountains and artworks that reflect the City’s heritage and
character. Overall, how satisfied or dissatisfied are you with the appearance
of these objects?”

“Overall, how satisfied or dissatisfied are you with their condition?”

On average, 71% were satisfied with the appearance and condition of the
monuments. This result falls below the Level of Service (LOS) target of 90%.

3.4  Satisfaction with appearance and condition of monuments and other heritage
objects

M Dissatisfied Neither satisfied nor dissatisfied M Satisfied

Base: Total sample excluding don’t know/not applicable (n=763/745)
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3.5  Satisfaction with appearance and condition of monuments and other heritage

objects
4
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n 13 1 48 174 323 207
Satisfaction with their appearance
% 1.4% 6.3% 22.8% 42.3% 271%
n 31 9 38 165 374 159
Satisfaction with their condition
% 1.2% 51% 221% 50.2% 21.3%
AVERAGE RATING 1.3% B7% 225% 46.3% 24.2%

Don’t know/not applicable responses have not been included in all percentages

3.6 Average level of satisfaction with monuments and other heritage objects

LTP LOS Target
6.9.1.5:
90%
70.5%
22.5%
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable
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3.2.2 To manage and maintain Public Monuments, Sculptures,
Artworks and Parks Heritage Buildings of significance (parks
heritage buildings) (LOS 6.1.9.6)

Survey participants were asked to evaluate the appearance and condition of
the city’s heritage buildings. Two factors were rated using a five-point Likert

scale, where 1 = very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very

dissatisfied:

“Christchurch’s heritage buildings provide the City with a reminder of
a former time. They are often used as community centres, residential
properties and commercial activities such as accommodation and
restaurants. Overall, how satisfied or dissatisfied are you with the
appearance of the city’s heritage buildings?”

“Overall, how satisfied or dissatisfied are you with the condition of these
buildings?”

On average, 63% were satisfied with the appearance and condition of the
heritage buildings. This result falls below the Level of Service (LOS) target of
70%.

3.7 Satisfaction with appearance and condition of city’s heritage buildings

Satisfaction with their appearance 21.9% 68.3%
Satisfaction with their condition A 29.5% 57.8%

Average rating HiEeRA 25.7% 63.1%

m Dissatisfied Neither satisfied nor dissatisfied m Satisfied

Base: Total sample excluding don’t know/not applicable (n=748/745)
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3.8  Satisfaction with appearance and condition of city’s heritage buildings
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n 28 18 55 164 389 122
Satisfaction with their appearance
% 24% 14% 21.9% 52.0% 16.3%
n 31 19 76 220 329 101
Satisfaction with their condition
% 26% 10.2% 29.5% 44.2% 13.6%
AVERAGE RATING 25% 88% 257% 481% 14.9%

Don’t know/not applicable responses have not been included in all percentages

3.9 Average level of satisfaction with city’s heritage buildings

LTP LOS Target

6.9.1.6

70%

63.1%

25.7%
1.3%
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable
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3.3 Refuse Disposal

3.3.1 Customer satisfaction with kerbside collection service for
Recyclable materials (LOS 8.0.3)

Survey participants were asked to rate their satisfaction with kerbside collection
of recyclable waste. This was rated using a five-point Likert scale, where 1= very
satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very dissatisfied:

“Thinking now about the Council rubbish and recycling collection, Overall
how satisfied or dissatisfied are you with the Council’s kerbside collection of
recyclable materials (your yellow bin)?”

88% of residents were satisfied with kerbside recycling. This result falls almost
in line with the Level of Service (LOS) target of 90%.

3.10 Satisfaction rates with kerbside recycling waste (yellow bin)

LTP LOS Target

8.0.3:
90%
88.0%
6.0% 6.0%
[ ]
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base Total sample excluding don’t know/not applicable (n=765)

24
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3.11  Satisfaction with kerbside recycling waste-yellow bin

2
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= o o o9 o o
n 1 1.0% 50% 6.0% 38.0% 50.0%
Satisfaction with kerbside recycling
% 9 36 45 294 381

Don’t know/not applicable responses have not been included in all percentages
3.3.2 Customer satisfaction with kerbside
collection service for Residual waste (LOS 8.1.4)

Survey participants were asked to rate their satisfaction with kerbside collection
of residual waste. This was rated using a five-point Likert scale, where 1= very
satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very dissatisfied:

“Overall how satisfied or dissatisfied are you with the Council’s kerbside
collection of rubbish (your red bin)?”

88% of residents were satisfied with kerbside residual waste. This result falls
almost in line with the Level of Service (LOS) target of 90%.

3.12  Level of satisfaction with kerbside residual waste (red bin)

LTP LOS Target
8.1.4:
90%

5.4% 6.9%
[ ]
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=767)
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3.13  Satisfaction with kerbside residual waste-red bin
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n 9 34 53 294 378
Satisfaction with kerbside rubbish
% 1.0% 44% 6.9% 38.3% 49.3%

Don’t know/not applicable responses have not been included in all percentages
3.3.3 Customer satisfaction with kerbside
collection service for Organic material (LOS 8.2.3)

Survey participants were asked to their satisfaction with kerbside collection of
organic material. This was rated using a five-point Likert scale, where 1= very
satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very dissatisfied:

“Overall how satisfied or dissatisfied are you with the Council’s kerbside
collection of organic material (your green bin)”

84% of residents were satisfied with kerbside collection of organic material. This
result exceeds the Level of Service (LOS) target of 80%.

3.14  Level of satisfaction with kerbside organic material (green bin)

LTP LOS Target
8.2.3:
80%
83.7%
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=765)
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3.15  Satisfaction with kerbside organic material-green bin
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Satisfaction with organic material
% 29% 59% T16% 36.3% 47.3%

Don’t know/not applicable responses have not been included in all percentages
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3.4 Sewage and Stormwater

3.4.1 Provide wastewater collection in a safe, convenient and efficient

manner (LOS 11.0.1.6)

Survey participants were asked to evaluate certain aspects of wastewater

collection and the sewerage system. Three factors were rated using a five-point
Likert scale, where 1 = very satisfied; 3 = neither satisfied nor dissatisfied; and 5

= very dissatisfied:

“Wastewater collection is about the underground pipes that take wastewater
(eg. from your toilets, showers etc) away from homes and to the treatment
plant. Overall how satisfied or dissatisfied are you that there is minimal
odour from the sewerage system”

“Overall how satisfied or dissatisfied are you that the wastewater services
are reliable?”

“Overall how satisfied or dissatisfied are you that the Council repairs
wastewater faults and investigates wastewater complaints in a timely
manner?”

On average, 71% were satisfied with the sewerage and wastewater facilities. Th
result falls below the Level of Service (LOS) target of 79%.

3.16  Satisfaction with sewerage and wastewater services

is

Satisfied with minimal odour from sewerage M 17.8% 73.0%
system
Satisfied that wastewater servicesare J 16.4 78.9%
reliable
Satlsfle(_j that repair a_nd cgmplamts are . 20.4% 60.2%
investigated in a timely manner

Average rating E 21.2% 70.7%

m Dissatisfied Neither satisfied nor dissatisfied M Satisfied

Base: Total sample excluding don’t know/not applicable (n=747/756/703)
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3.17 Satisfaction with sewerage and wastewater services
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Minimal odour from sewerage n 29 1 57 133 332 214
system % 15% 7.6% 17.8% 44.4% 286%
n 20 4 31 124 379 218
Wastewater services are reliable
% 0.5% 41% 16.4% 501% 28.8%
Repairs and complaints are n 73 22 51 207 303 120
investigated ina tlmely manner % 31% 7.3% 204% 431% 171%
AVERAGE RATING 17% 6.3% 21.2% 45.9% 24.8%

Don’t know/not applicable responses have not been included in all percentages

3.18 Average Level of satisfaction with sewerage and wastewater services

21.2%
Dissatisfied Neither satisfied nor
dissatisfied

LTP LOS Target
11.0.1.6:

79%

Satisfied

Base: Total sample excluding don’t know/not applicable
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3.4.2 Proportion of residents with the management of the Council’s
Stormwater network (LOS 14.0.3)

Survey participants were asked to evaluate certain aspects of the city’s
waterways and stormwater network. Four factors were rated using a five-point
Likert scale, where 1 = very satisfied; 3 = neither satisfied nor dissatisfied; and 5
= very dissatisfied:

“Christchurch has a number of waterways such as The Avon, Heathcote and
Styx rivers, tributary waterways such as St Albans and Cashmere streams
and utility waterways such as outfall drains, roadside swales and timbered
drains. Overall, how satisfied or dissatisfied are you with the condition of
waterways?”

“Overall, how satisfied or dissatisfied are you with the condition of
waterway margins?”
“Overall, how satisfied or dissatisfied are you with the appearance of
Christchurch’s waterway margins?”

“Overall how satisfied or dissatisfied are you that the city’s stormwater
management systems operate effectively to ensure that the risk of flooding
is minimized?”

On average, 47% were satisfied with the stormwater network. This result lies
above the Level of Service (LOS) target of 37%.

3.19 Satisfaction with waterways and stormwater network

Condition of waterways 39.0% 24.8% 36.0%

Condition of waterway margins 21.7% 26.7% 52.0%

Appearance of Christchurch’s 19.3% 28.1% 53.0%

waterway margins

Stormwater systems operate
effectively to ensure that the risk of 26.7% 27.2% 46.0%
flooding is minimised

Average rating 26.7% 26.7% 46.6%

m Dissatisfied Neither satisfied nor dissatisfied m Satisfied

Base: total sample excluding Don’t know/not applicable (n=755/764/766/750)

30



RESEARCH FIRST

2019 General Service Satisfaction Survey

3.20 Ratings of aspects of waterways and stormwater network

researchfirst.co.nz

o 3§ 52
3 < = <
- = ()
I o O Qo =
s = = & =0 cn 3
o3 5} 5} X} 5} 5}
oo o o o0 o o
n 21 72 223 187 224 49
Condition of waterways
% 9.5% 29.5% 24.8% 297% 6.5%
n 12 38 128 204 314 80
Condition of waterway margins
% 50% 16.8% 26.7% 411% 10.5%
Appearance of Christchurch’s n 10 27 121 215 312 o
waterway margins % 3.5% 15.8% 281% 407% 1.9%
Stormwater systems operate n 26 39 161 204 280 66
effectively to ensure that the risk of
flooding is minimised % 52% 21.5% 27.2% 37.3% 8.8%
AVERAGE RATING 5.8% 20.9% 26.7% 37.2% 9.4%

Don’t know/not applicable responses have not been included in all percentages

3.21 Level of satisfaction with waterways and stormwater network

26.7%

dissatisfied

Dissatisfied Neither satisfied nor

LTP LOS Target
14.0.3:

37%

46.6%

Satisfied

Base: Total sample excluding don’t know/not applicable
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3.5 Transportation
3.5.1 Maintain the perception that Christchurch is a walking friendly
city (LOS 16.0.10)

Survey participants were asked to evaluate how walking friendly they perceive
Christchurch city to be. This factor was rated using a five-point Likert scale,
where 1= very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very

dissatisfied:

“Overall, how much would you agree or disagree that Christchurchis a
walking friendly city?”

85% were in agreement that Christchurch is a walking friendly city. This result is
just over the Level of Service (LOS) target of 84%.

3.22 Perceptions around Christchurch being a walking friendly city

LTP LOS Target
16.0.10:
84%

4.4%
10.5%
[
Disagree Neither agree nor Agree
disagree

Base: Total sample excluding don’t know/not applicable (n=770)

3.283 Ratings towards Christchurch being a walking friendly city
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Christchurch is a walking friendly n 6 5 29 81 353 302
city % 0.6% 3.8% 10.5% 45.8% 39.2%

Don’t know/not applicable responses have not been included in all percentages
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3.5.2 Improve perception that Christchurch is a cycling friendly city
(LOS10.5.2)
Survey participants were asked to rate how cycle friendly the city is. This was
done using a five-point Likert scale, where 1= strongly agree; 3 = neither agree
nor disagree; and 5 = strongly disagree:
“Now, | would like to ask you some questions about active travel

in Christchurch. Overall, how much do you agree or disagree that
Christchurch is a cycle friendly city?”

On average, 64% agreed Christchurch is a ‘cycle-friendly’ city. This result
exceeds the Level of Service (LOS) target of 53%.

3.24  Perceptions about cycle friendly atmosphere

LTP LOS Target
10.5.2:
53%

22.3%

Disagree Neither agree nor Agree
disagree

Base: Total sample excluding don’t know/not applicable (n=759)

3.25 Ratings of how cycle friendly Christchurch city is
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=] 4 [=4
o5 22 g
g S [N7)) lw] Q-(:’D- Q
:g 7= o o= > <
8~ @8 e @& @ @
g3 iCh @ o o @ @
= o< o © o0 o o
n 17 23 81 169 312 174
Christchurch is a cycle friendly city
% 3.0% 107% 22.3% 41% 22.9%

Don’t know/not applicable responses have not been included in all percentages
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3.6 Roads and Footpaths

3.6.1 Maintain resident satisfaction with roadway condition (LOS
16.0.3)

Survey participants were asked to rate their satisfaction with the condition of

roadways in Christchurch, excluding the residential red zone roads. This was

done using a five-point Likert scale, where 1= very satisfied; 3 = neither satisfied

nor dissatisfied; and 5 = very dissatisfied:

“Overall how satisfied or dissatisfied are you with the condition of
Christchurch’s roads, excluding the residential red zone roads?”

27% residents were satisfied with the roads. This result falls below the Level of
Service (LOS) target of 38%.

3.26 Satisfaction with condition of roads excluding residential red zone roads

LTP LOS Target
16.0.3:
38%

26.4%

Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=772)

3.27 Satisfaction with condition of roads excluding residential red zone roads

g <
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55 &g @ sr & @
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n 4 103 258 204 180 27
Condition of roads
% 13.3% 33.4% 26.4% 23.3% 3.5%

Don’t know/not applicable responses have not been included in all percentages
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3.6.2 Maintain resident satisfaction with footpath condition (LOS
16.0.9)

Survey participants were asked to rate their satisfaction with the condition of
footpaths in Christchurch. This was done using a five-point Likert scale, where 1
= very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very dissatisfied:

“Overall how satisfied or dissatisfied are you with the condition of
Christchurch’s footpaths, excluding the residential red zone footpaths?”

41% residents were satisfied with the footpaths in the city. This result falls under
the Level of Service (LOS) target of 52%.

3.28 Satisfaction with condition of footpaths excluding residential red zone footpaths

LTP LOS Target
16.0.9:
52%

S 28.8%
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=764)

3.29 Satisfaction with condition of footpaths excluding residential red zone footpaths
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Condition of footpaths excluding n 12 55 179 220 267 43
residential red zone footpaths % 7.2% 23.4% 28.8% B34.9% 5.6%

Don’t know/not applicable responses have not been included in all percentages
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3.7 Water Supply

3.7.1 Proportion of residents satisfied with the quality of Council
water supplies (LOS 12.0.2.19)

Survey participants were asked to rate their satisfaction with the quality of water
supply. This was done using a five-point Likert scale, where 1= very satisfied; 3 =
neither satisfied nor dissatisfied; and 5 = very dissatisfied

“Overall how satisfied or dissatisfied are you with the quality of the water
supply?”

37% of residents were satisfied with the quality of water supply. This result falls
below the Level of Service (LOS) target of 65%.

3.30 Satisfaction with quality of water supply

LTP LOS Target
12.0.2.19:
65%

17.9%

Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=765)

3.31 Satisfaction rating with quality of water supply
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n il 127 220 137 180 101
Quality of water supply
% 16.6% 28.8% 17.9% 23.5% 13.2%

Don’t know/not applicable responses have not been included in all percentages
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3.7.2 Proportion of residents satisfied with the responsiveness of
Council water supplies (LOS12.0.1.14)

Survey participants were asked to rate their satisfaction with the responsiveness
of water supply in Christchurch. This was done using a five-point Likert scale,
where 1= very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very
dissatisfied

“Overall, how satisfied or dissatisfied are you that the Council repairs
water leaks, restores water interruptions and investigates water supply
complaints in a timely manner?”

60% of residents were satisfied with the with the responsiveness offered by the
Council. This result falls below the Level of Service (LOS) target of 85%.

3.32 Satisfaction rating regarding Council repairs and attending to water supply
complaints in a timely manner

LTP LOS Target
12.0.1.14:
85%

23.1%
16.8%
Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: Total sample excluding don’t know/not applicable (n=764)

3.33 Satisfaction rating regarding Council repairs and attending to water supply
complaints in a timely manner
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Council repairs leaks and n 49 39 83 168 292 145
investigates complaints in a timely
manner % 54% 1.4% 231% 40.2% 19.9%

Don’t know/not applicable responses have not been included in all percentages
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3.7.3 Proportion of residents satisfied with the reliability of Council
water supplies (LOS 12.0.1.13)

Survey participants were asked to rate their satisfaction with an aspect of the
reliability of Council water supply. This was done using a five-point Likert scale,
where 1= very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very
dissatisfied

“Overall, how satisfied or dissatisfied are you that the water supply is
reliable?”

81% of residents were satisfied with the with the reliability of water supply. This
result falls below the Level of Service (LOS) target of 85%.

3.34 Satisfaction with reliability

LTP LOS Target
12.0.1.13:
85%

Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base Total sample excluding don’t know/not applicable (n=727)

3.35 Satisfaction rating with reliability of water supply
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n 12 13 63 72 352 264
Quality of water
% 17% 82% 94% 461% 34.6%

Don’t know/not applicable responses have not been included in all percentages
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3.8 Parking
3.8.1 Improve customer perception of the ease of use of Council on-
street parking facilities (LOS 10.3.3)

Survey participants were asked to rate their satisfaction with respect to parking
facilities. Four factors were evaluated using a five-point Likert scale, where 1=
very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very dissatisfied

“Overall how satisfied or dissatisfied are you with the ease of use of on-street
parking meters?”

“Overall how satisfied or dissatisfied are you with the range of Council
parking facilities available to you?”

“Overall how satisfied or dissatisfied are you with the information provided
by the Council about parking options?”

“Overall how satisfied or dissatisfied are you with the ease of use of Council
parking?”

On average, 49% of residents were satisfied with aspects of parking. This result
just falls below the Level of Service (LOS) target of 50%.

3.36 Satisfaction rating for on-street parking facilities

Ease of use of on-street > . o
parking meters 21.9% 23.4% 54.7%
Range of parking faC|_||t|es 271% 25.1% 47.8%
available
Information provided 5 . o
about parking options 24.7T% 35.1% 40.3%
Ease of use of Council parking 19.1% 28.2% 52.7%

Average rating 23.2% 27.9% 48.9%

m Dissatisfied Neither satisfied nor dissatisfied ™ Satisfied

Base: Total sample excluding don’t know/not applicable (n=702/728/730/727)
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Ease of use of on-street parking n 74 49 105 164 275 109
meters % 70% 15.0% 234% 39.2% 15.5%
n 48 43 154 183 267 81
Range of parking facilities available
% 59% 21.2% 251% 36.7% Mi1%
Information provided about parking n 46 38 142 256 222 72
options % 52% 19.5% 351% 30.4% 9.9%
n 49 29 110 205 286 97
Ease of use of Council parking
% 4.0% 161% 28.2% 39.3% 13.3%
AVERAGE RATING 55% 177% 279% 36.4% 12.5%

Don’t know/not applicable responses have not been included in all percentages

3.38 Average rating for parking facilities

23.2%

Dissatisfied

27.9%

Neither satisfied nor

dissatisfied

LTP LOS Target

10.3.3:

50%

Satisfied

Base: Total sample excluding don’t know/not applicable
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3.8.2 Improve resident perception of motor vehicle safety and
personal security at parking facilities (LOS 10.3.7)

Survey participants were asked to rate motor vehicle safety at run-off street
parking. Three factors were rated using a five-point Likert scale, where 1=
strongly agree; 3 = neither agree nor disagree; and 5 = strongly disagree:

“Overall, how much would you agree or disagree that your motor vehicle is
saferin Council run off-street parking compared to on street parking?”

“How much would you agree or disagree that you feel safe using Council run
off-street parking sites during the day?”

“How much would you agree or disagree that you feel safe using Council
run off-street parking sites after dark?”

On average, 59% agreed that they feel safe using off-street parking. This result

exceeds the Level of Service (LOS) target of 50%.

3.39 Safety in off-street parking facilities

Motor vehicle is safer in Council run
off-street parking compared to
on street parking

Feel safe using Council run off-street o o
parking sites during the day E 19.14 T7.4%
Feel safe using Council run S o o
off-street parking sites after dark c0:6% 82.4% gle

Average rating fiRey/ 29.5% 58.6%

m Disagree Neither agree nor disagree B Agree

Base: Total sample excluding don’t know/not applicable (n=713/711/655)
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3.40 Perceptions over Safety of motor vehicles
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Motor vehicle is safer in Council run n 63 12 70 263 269 99
off-street parking compared to on
street parking % 17% 9.8% 36.9% 37.7% 13.9%
Feel safe using Council run off- n 65 3 22 136 336 214
street parking sites during the day % 04% 34% 191% 47.3% 301%
Feel safe using Council run off- n 121 27 108 212 232 76
street parking sites after dark % 41% 16.5% 32.4% 35.4% 11.6%
AVERAGE RATING 2% 9.8% 29.5% 401% 18.5%

Don’t know/not applicable responses have not been included in all percentages

3.41 Average level of agreement with motor vehicle safety

LTP LOS Target

10.3.7:

50%

58.6%

29.5%
11.8%
Disagree Neither agree nor Agree
disagree

Base: Total sample excluding don’t know/not applicable
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3.9 Parks and Green Spaces

3.9.1 Overall customer satisfaction with the presentation of the City’s
Parks (inner city parks) (LOS 6.8.4.2)

Survey participants were asked to rate their satisfaction with respect to parks
and green spaces. Two factors were evaluated using a five-point Likert scale,
where 1= very satisfied; 3 = neither satisfied nor dissatisfied; and 5 = very
dissatisfied.

“Overall, how satisfied or dissatisfied are you with the appearance of central
city parks and green spaces?”

“Overall, how satisfied or dissatisfied are you with the condition of these
parks and green spaces?”

On average, 82% of residents were satisfied with parks and green spaces. This
result just falls above the Level of Service (LOS) target of 80%

3.42 Satisfaction about parks and green spaces

Appearance of central city parks aniggiig ! 14 81.2%
Condition of central city parks and green H 14] 81.9%
spaces
Average rating I 14| 81.5%
m Dissatisfied  Neither satisfied nor dissatisfied B Satisfied

Base: total sample excluding Don’t know/not applicable (n=776/776)

3.43 Satisfaction about parks and green spaces
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Appearance of central city parks n n 2 33 109 378 243
and green spaces % 0.3% 43% 14.2% 494% 31.8%
Condition of these parks and green n 10 0 28 m 411 216
Spaces % 0% 37% 14.5% 53.7% 28.2%
AVERAGE RATING 01% 4.0% 14.3% 51.5% 30.0%

Don’t know/not applicable responses have not been included in all percentages
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3.44 Average rating of satisfaction regarding parks and green spaces

4.1%

Dissatisfied

14.3%

Neither satisfied nor
dissatisfied

LTP LOS Target
6.8.4.2:
80%

Satisfied

Base: total sample excluding Don’t know/not applicable
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3.10 Overall Satisfaction and Opportunities for
Improvement

Overall satisfaction has risen to 62% from 55% recorded in the previous year.
Residents recognised three areas where the Council performs well to be Waste
management, Libraries and maintaining parks, reserves and green spaces.

When asked to choose one service that must be improved residents noted
Roading (28%), Water supply (21%) and Foothpaths and walkways (5%) as the
top three that need to be addressed.
3.10.1 Overall satisfaction with the Council’s performance
“Overall, how satisfied or dissatisfied are you with the performance of
Christchurch City Council in delivering its services over the last 12 months?”

3.45 Level of satisfaction with the Council’s performance

22.8%

Dissatisfied Neither satisfied nor Satisfied
dissatisfied

Base: total sample excluding Don’t know/not applicable (n=769)

3.46 Satisfaction with the Council’s performance
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Council’s performance in delivering n 7 28 89 175 376 101
service over the last 12 months % 36% 11.6% 22.8% 48.9% 131%

Don’t know/not applicable responses have not been included in all percentages
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3.47 Satisfaction with the Council’s performance over time

2% 9% T7% _18% 24%

62%

55%
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3.48 Dissatisfaction with the Council’s performance over time
7% 9% 6% 159 19%
. . ° 1% 13% 13% 5%
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Residents were asked to elaborate on why they thought they were satisfied/
dissatisfied with the Council

3.49 Reasons for satisfaction/dissatisfaction with the Council

Reasons Percentage n

Council is doing a good job overall 18% 138
Happy with services provided 18% 136
Unhappy with services provided 17% 134
No problems/ issues 9% 73
Respond to problems/ concerns 8% 59
Room for improvement 6% 46
Slow to/ don’t respond to problems/ concerns 6% 43
Good customer service 5% 41
Disapprove of Council spending 4% 34
Lack of public consultation 4% 32
Poor communication 4% 29
Disapprove of water chlorination handling 3% 27
Good communication 3% 25
Poor customer service 3% 22
Happy with how Council handled things after terrorist 2% 18
attack

Unhappy about water bottling plant 2% 15
Council is doing a poor job overall 1% 10
Council needs to take more action 1% 9
Unhappy with rebuild progress 1% 9
Difficulties reporting issues to Council 1% 7
Unhappy with Mayor 1% 7
Disapprove of lime scooters 1% 6
Other 3% 27

Don’t know 7% 58
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Residents were also asked to state what they thought was the best service that
the Council provides.

“Thinking about all the services the Council provides, which is the one
service you feel the Council is performing the best in delivering?”

3.50 The one service you feel the Council is performing the best in

Service Percentage n
Waste management 29% 228
Libraries 1% 89
Parks, reserves and green spaces 8% 63
Events/ activities 6% 44
Recreation & Sport Centres 5% 41
Water supply 5% 40
Public space cleaning/ City beautification 5% 36
Sewerage/ Wastewater 4% 30
Facilities and services in general 3% 25
Information and communication 3% 20
Roading 2% 18
Public transport 2% 17
Earthquake recovery/ rebuild 2% 16
Cycleways 1% 1
Rates/ spending/ financial management 1% 8
Emergency preparedness/ response/ victim support 1% 5
Animal control 1% 4
Other 4% 32
Don’t know/ nothing 16% 121
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Furthermore, respondents were asked to describe in as much detail as possible
why they thought Council was performing the best in said area.

“Please describe in as much detail as possible why you think the Council is

performing best in this area?”

3.51 Reasons why the Council performs best in mentioned areas

Service Detail Percentage n
Reliable 12% 94
Timely collection and service 1% 87
Generally good service/no issues 7% 51
Proper collection/no residue left behind 5% 35
x:izegement Communicate issues 2% 14
Availability of bins/ good size bins 2% 13
Recycling and recycling options 2% 12
Friendly/ responsive staff 1% 7
Other 1% 8
Good service / good libraries 5% 35
Availability of and access to libraries 4% 30
Availability and variety of good/current 2% 29
Libraries resources/activities
Good/ modern infrastructure 3% 24
Good librarians/ staff 2% 15
Free access/ free access to materials 1% 9
Well presented and maintained 6% 47
Availability/number/variety 1% 10
:r?;kgs’rggzesr;:ies Good service to have 1% 7
Good for the children 1% 6
Other 1% 5
Roadworks/ Maintenance 1% 5
Roading Improved network/services 1% 4
Other 1% 8
Good quality 1% 5
Cycleways
Availability/ number 1% 5
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Service Detail Percentage n
Public transport ~ Generally a good/efficient service 1% 9
Availability/ number/ range 3% 26
Providing information on events 1% 10
Free/ affordable 1% 7
Events
Well organised 1% 6
Family friendly/ for all ages 1% 5
Other 1% 6
Availability and access to swimming pools 2% 13
Recreation & Clean/ well maintained 1% 1
Sport Centres Generally good service 1% 8
Other 1% 10
Generally good service 3% 23
Water supply
Well maintained 1% 5
No issues with chlorine 1% 5
Adequate and regular supply 1% 5
Water quality/ taste is good 1% 5
Sewerage/ Generally good service 3% 23
Wastewater Well maintained 1% 5
Good progress being made 3% 22
Rebuild
Improving the look of the city 1% 4
Public space Keeping spaces/ city clean 3% 24
cleaning/ City
beautification Attract tourists/ businesses 1% 4
Rates spending
and financial Generally good spending/ management 1% 4
management
Information and S
Good communication/ clear 2% 16

communication
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Service Detail Percentage n

Emergency

preparedness Well prepared/ good response 1% 8

and response

Community Involvement of council 1% 6

Support

Animal control Good service 1% 4

Facilities and

services in Generally good service 2% 15

general

Other 4% 32

Don’t know 18% 136
(11 I would say that rubbish cans placed on the parks are always empty. It’s

always clean and it’s hard to find rubbish. Sign boards are everywhere

which is helpful. There are a lot of benches, and kid’s area is filled and it’s

good.

The shooting and stuff. They rallied around the victims of the shooting;
but not just that, but in other events and times of need the Council acts
as a family. They have a lot of services available to help people who need

them.
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Respondents were asked to state the one service they thought was most
important for the Council to improve.

Thinking about all the services the Council provides, which is the one
service you feel is most important for Council to improve over the next 12
months?

3.52 One service that is most important to improve

Service to improve Percentage n
Roading 28% 215
Water supply 21% 160
Footpaths and walkways 5% 40
Waste management 5% 40
The Council/ decision making/ financial management 5% 36
Parking 4% 31
Sewerage/ Wastewater 4% 29
Public transport 3% 23
Information and communication 3% 23
Waterways 3% 21
Earthquake recovery/ rebuild 3% 21
Parks, reserves and green spaces 2% 14
Consents process 2% 14
Public space cleaning/ City beautification 2% 14
Cycleways 1% 7
Recreation & Sports Centres 1% 5
Events/ activities 1% 4
Housing 1% 4
Other 5% 39
Don’t know/ nothing 13% 104
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Council must do to improve its performance in the respective areas.

“Please describe in as much detail as possible what you think Council

should be doing to improve its performance in this area?”

3.583 What should the Council be doing to improve in mentioned area

Area Detail Percentage
Remove chlorine/ other additives 12% 92
Fix th Il i i
ix : e wells/ bore/ aquifer/ pumping 39 o7
stations
Improve or retain quality/ smell/ taste/ 3% 20
appearance
Halt sale of water to commercial interests 2% 17
Water supply
Fix leaks 1% 10
Better communication/ consultation 1% 8
Devote more resource to fixing issues/ Keep 1% 7
to timeline °
Other 2% 12
Fix roads/ make smooth/ remove potholes 8% 65
Bett lit ir/ | f t i
etter qua .I y repair/ less frequent repair/ 8% 63
faster repair
Improve traffic control/ flow/ accessibility 6% 45
Roading Prioritise/ focus repairs where needed most 5% 37
Better communication/ consultation 2% 13
Allocate resources correctly 1% 10
Other 2% 12
Fix footpaths/ make smooth/ remove 3% 20
hazards
Footpaths Improve accessibility 1% 5
Clear debris/ overhanging foliage 1% 4
Cycleways Make more user-friendly/ Less obstructive/ 1% 4

Safer
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Area Detail Percentage
Avoid over expenditure/ expenditure on 1% 10
unnecessary projects
Developing clear plans and budgets/ long 1% 9
term/independent thinking °

. o Increase council transparency/ address 1% 9

Council decision-  ¢orruption/ accountability

making/financial \156 consultation on new building spending/ . 9

management more consultation generally ?
Focus more on infrastructure/services 1% 7
Improve communication and monitoring 1% 6
Faster action on rebuild projects 1% 4
Clear leaves, dry grass, weeds/ mow lawns

Public space Y9 / / 1% 9

. ) prune trees

cleaning/ City C I should ol T | -

beautification ouncil should clean up/ increase cleaning 1% 4
frequency
Reduce the time and costs related to the 1% 6

Consents process °

process Raise standards for the approval process/ 1% 4
streamline the process
More parking/better quality parking 3% 21

Parking Lower the cost/make it free in some areas 1% 6
Fair enforcement/better enforcement 1% 4
More efforts made to dredge/ keep clean

Waterways ge/ P / 2% 17
clean up pollutants

Sewerage/ Improve drainage/ runoff 1% 1

Wastewater Regular maintenance of drains and culverts 1% 5
Develop routes/services that meet all 1% 9
customers needs °
Improve service to raise usage/ improve the

Public transport p_ v Vi ise usage/ improv 1% 8
service generally
Increase the number of buses and trips/ 1% 4
reduce waiting time °
Improve communication with the public/ o

Information and ; 2% 14
improve transparency

communication
More consultations 1% 6
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Parks, reserves More facilities 1% 4
and green spaces  |mprove maintenance/repair of park facilities 1% 6
Better recycling options / information 2% 13
Provide bigger bins/ more bins/ same size
. . 2% 13
Waste bins/ replacement of bins
management Increase collection frequency/ change time 1% 6
of collection °
Proper/ better collection of waste 1% 5
Earth k
r:(:rov::J:/ reebuild Speed up the rebuild and rebuild processes 1% 4
Other 2% 15
Don’t know 18% 137
(11 Clean up general rubbish. | want to know what happens to the rubbish

after the council has collected it, and if there is anything that | can do to
help with the bigger picture. What happens to all of our rubbish at the
dump.

We’ve got to get rid of the chlorination. We had the best water in the
country until about a year ago, so we got to get water right, that is my
biggest thing. | think there are too many cycle lanes, but above all, it’s
water. We pay rates on infrastructure — we don’t pay to build cycle lanes.
That’s been the case for a couple of years, so the infrastructure’s been
run down.

I think the council, through the counsellors, should remember the
policies they stood for council on and the fact that they are there on
behalf of the voters and not on behalf of the council management and
the people who run the various services. They are there for us and
sometimes it doesn’t seem like they remember that.
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3.10.2 Ease of interaction with the Council

“How much do you agree or disagree that the Council has made it easy for
you to interact with it regarding your service needs?”

3.54 Level of satisfaction with ease of interaction

18.3%
Disagree Neither agree nor disagree Agree

Base: total sample excluding Don’t know/not applicable (n=761)

3.55 Satisfaction with the Council’s interaction

< z
g @ 2o
3, < = 5_" 5
> & o 9 29 b
e
g 3 ] ] 2o 7 »
(2l e} [ [ [V (V) 1Y)
5= (=4 (=4 oo [=4 [=4
5> & e 25 g2 2
o3 ) %) ¥} %) o
= o o o0 o o
Council has made it easy for you n 15 15 44 139 380 183
to interact with it regarding your
% 20% 5.8% 18.3% 49.9% 24.0%

service needs

Don’t know/not applicable responses have not been included in all percentages
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3.11 Additional Service Performance Results

The following results are for measures which no longer have Levels of Service
targets. They are reported here for the purpose of future comparison.

3.12.1 Public participation in Community and City Governance and
Decision Making

“Overall, how satisfied or dissatisfied are you that the Council makes
decisions that are in the best interests of the city?”

“Overall, how satisfied or dissatisfied are you with the opportunities to have
a say in what Council does?”

“Overall, how satisfied or dissatisfied are you that the Council’s decision
making processes are easy to use or engage with?”

3.56 Perceptions around Council’s decision making

Council makes decisions that are

in the best interests of the city 25.5% 29.1% 45.4%

Opportunltles to have a 28.9% 32 6% 38.6%
say in what Council does

Council's decision making processes

are easy to use or engage with 33.2% 36.6% 30.1%

m Dissatisfied Neither satisfied nor dissatisfied H Satisfied

Base: total sample excluding Don’t know/not applicable (n=773/761/740)
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3.57 Satisfaction with the Council’s interaction

o 3§ 52
3 < = <
L 5 )
-+ o O Qo =
s = = & =0 cn 3
e 8 5 88 » 8
o3 5} 5} X} 5} 5}
o o o o0 o o
Council makes decisions that are in n 3 57 140 225 260 o
the best interests of the city % 7.4% 181% 291% 33.6% 11.8%
Opportunities to have a say in what n 15 56 164 247 236 58
Council does % 74% 216% 32.5% 31.0% 7.6%
Council’s decision making n 36 60 186 271 184 39
processes are easy to use or
% 81% 251% 36.6% 24.9% 5.3%

engage with

Don’t know/not applicable responses have not been included in all percentages

“Overall, how much influence do you feel the public has on the decisions the
Council makes?”

3.58 Level of influence the public has on Council decision making

Influence the public has on . o .
Council decision making ZERA B2k R’

= No influence Smallinfluence ®Some influence MLarge influence

Base: total sample excluding Don’t know/not applicable (n=768)

3.59 Level of influence the public has on Council decision making

a|qeo|dde
j10U/Moud] },uoq
aouanjjul oN
aouanjul [jlews
aouanjjul sawos
aouanjjul abie]

W

0 324 233 1

>
(00]
©

Level of influence the public has on
Council decision making % 23.4% 42.2% 30.3% 4.0%

Don’t know/not applicable responses have not been included in all percentages
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3.12.2 Events and Festivals

“Overall, how satisfied or dissatisfied are you with the range of events and
festivals?”

3.60 Levels of satisfaction with range of events and festivals

Satisfaction with range o o
of events and festivals 20.4% 72.5%

M Dissatisfied Neither satisfied nor dissatisfied = M Satisfied

Base: total sample excluding Don’t know/not applicable (n=768)

3.61 Levels of satisfaction with range of events and festivals

g 3 28
=3 ez 5
~+ o O Qo -
o x 3 & 53 <
g 3 0 o o0 »n 0
=2 > 2 a2 2 2
S E o o o0 o o
= = =oh = =
g3 @ @ ® ® ® ®
®S o o oo o o
Satisfaction with range of events n 8 48 157 353 204
and festivals % 0.8% 6.3% 20.4% 46.0% 26.6%

Don’t know/not applicable responses have not been included in all percentages
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3.12.3 Civil Defence and Emergency Management

“Has your household done any of following to prepare in case of a natural
disaster?

Stored enough water for three days
Stored enough food for three days

Secured heavy household items that might fall in an earthquake eg.
furniture, water cylinder etc.”

“Does your household have an up-to-date emergency plan?”

3.62 Preparing for a natural disaster

Stored enough water for three days 37.9% 62.1%

Stored enough food for three days 14.9% 85.1%

Secured heavy household items that

o, o,
might fall in an earthquake 25.1% 74.9%
Does your household have an 5 o
up-to-date emergency plan? 44.9% 55.1%
ENo HMYes

Base: total sample excluding Don’t know/not applicable (n=764/764/764/752)

3.63 Preparing for a natural disaster

Yes No Don’t know

Stored enough water for three days n 476 291 9

% 62.1% 37.9%

n 655 15 6
Stored enough food for three days

% 85.1% 14.9%
Secured heavy household items that n 572 192 12
might fall in an earthquake % 74.9% 251%
Does your household have an up-to-date n 414 338 24
emergency plan? % 551% 44.9%

Don’t know/not applicable responses have not been included in all percentages
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3.12.4 City Promotions

“Overall, how satisfied or dissatisfied are you that the information you
receive is timely, relevant and accurate?”

3.64 Satisfaction rates about timely, relevant and accurate information

Information received is timely, relevant and
normat fvedistimely, retev 24.8% 66.8%
accurate

H Dissatisfied Neither satisfied nor dissatisfied M Satisfied

Base: total sample excluding Don’t know/not applicable (n=769)

3.65 Satisfaction rates about timely, relevant and accurate information

g > 52
5 < S = <
- > (]
> 5 = 9 20 b
]
g 3 ? ? ? o wn »
=2 2 2 22 2 2
o3 o o oo o o
oS o o o0 o o
Satisfaction about timely, relevant n 7 20 46 189 357 157
and accurate information % 26% 6.0% 24.6% 464% 20.4%

Don’t know/not applicable responses have not been included in all percentages
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4.1 Findings by Community Board

The following section details survey findings by Community Board.

411 Governance and Decision making

“Thinking about Christchurch City Council, how much do you agree

or disagree with the statement ‘| understand how the Council makes

decisions’?”
4.1 Understanding of Council Decision Making
5
» g o3 z
D [ o 0
=] n s =. [7) o
x o o =, s
» -2 9 - o 3
S ® $¥ 8% _sg _BT 3
~3. 355 =% 529 532 58T =T
55 §2 3F3<€ 138 Nse 188 I3
L2 29 oog 05 w8F g3 ®3
Jdy Jda &55 JFL 285 252 £J
Strongly agree 59% 6.2% 67% 6.6% 11% 4.2% 1.0%
Agree 29.4% 23.9% 281% 23.5% 259% 23.0% 23.2%
Neither agree nor disagree 23.5% 381% 30.3% 31.9% 32.6% 40.0% 29.3%
Disagree 176% 23.0% 247% 28.9% 237% 23.6% 26.8%
Strongly disagree 23.5% 88% 101% 9.0% 6.7% 91%  9.8%
“Overall, how satisfied or dissatisfied are you with the accuracy of the
information provided to you about Council decisions?”
4.2  Satisfaction with the Accuracy of Information about Council Decisions
5
0 - = T
2 9 5 3 > )
=] @ s = 7] ™
7] g s 7 H E
g w £¢ g¢ _F& _BT 2
3 = =23 S20 S5ga S8 =T
>3 @12 §3% 135 lzo 18§ J3
L2 2% wog 905 W8T 2g2 o3
Jdz Ja L85 JTL S8as5 25< £
Very satisfied 6.3% 70% 4.5% 104% 8.8% 4.2% 107%
Satisfied 6.3% 20.2% 191% 24.5% 24.3% 217% 25.0%
Neither satisfied nor dissatisfied 43.8% 38.6% 36.0% 32.5% 35.3% 31.9% 28.6%
Dissatisfied 25.0% 25.4% 281% 23.9% 25.0% 25.3% 26.2%
Very dissatisfied 18.8% 8.8% 124% 8.6% 6.6% 10.8% 9.5%
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“Overall, how satisfied or dissatisfied are you that the public receives
information about decision making in a prompt and timely manner?”

4.3  Satisfaction that Information About Decision Making is Prompt and Timely

5
O r = T
& S 5 3 g
3 7 s = ] ™
5 8 g = 5§ 3
S © £¢ 3% _F& _BT 2
~3 =5 Aga 520 S3a :,gI -
55 §s 3F3<€ 138 lse 188 T3
L2 28 wa§ 985 w85 233 @3
Jdo Jo L83 JgL 283 25< £3
Very satisfied 1.8% 44% 34% 80% 7.6% 61% 4.8%
Satisfied 1.8% 281% 25.0% 27.6% 32.6% 28.0% 25.3%
Neither satisfied nor dissatisfied 52.9% 377% 39.8% 331% 26.5% 341% 31.3%
Dissatisfied 59% 21.9% 20.5% 227% 27.3% 23.2% 301%
Very dissatisfied 176% 79% 1.4% 86% 61% 85% 84%
“Overall, how satisfied or dissatisfied are you that the Council makes
decisions that are in the best interests of the city?”
4.4  Satisfaction that Council makes Decisions in the Best Interest of the City
3
o - 2. T
o o 5 3 o
D [ > 0
3 7] s = 7] o
= o ) =3 = 3
» “IL o T8 T @ o
& w 9L o > DT 2
~3. 355 =2%35 529 533 38F <oF
55§ 332 138 Nse 188 I3
L2 29 oog 505 wSF g3 ®3
Jdy Jda &55 JFL 285 252 £
Very satisfied 0.0% 10.3% 6.7% 15.8% 13.2% 10.8% 13.3%
Satisfied 59% 34.2% 38.2% 35.2% 36.8% 31.9% 28.9%
Neither satisfied nor dissatisfied 471% 291% 22.5% 24.2% 30.9% 33.7% 301%
Dissatisfied 35.3% 171% 25.8% 17.0% 14.0% 16.3% 20.5%
Very dissatisfied 1.8% 94% 6% 71.9% 51% 72% 1.2%
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“Overall, how much influence do you feel the public has on the decisions the

Council makes?”
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4.5 Public Level of Influence in the Democratic Process

5
g g - -

o o a5 T

3 7 s = ] ™

5 8 s I 8 3
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3 o€ =23 S20 S33 58I =%

55 §s 3F3<€ 138 lse 188 T3

Le 22 ®od 05 wS8F 233 3

Jdy Jda &g5 JFL S8as5 252 £J
Large influence 59% 26% 22% 43% 45% 42% 6.0%
Some influence 17.6% 28.4% 258% 32.9% 321% 279% 37.3%
Small influence M.2% B17% 472% 37.8% 47.0% 41.8% 253%
No influence 35.3% 17.2% 247% 25.0% 16.4% 26.1% 31.3%

“Overall, how satisfied or dissatisfied are you with the opportunities to have a say

in what Council does?”

4.6  Satisfaction with Opportunities to Have a Say in What Council Does

5
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£ S 5 3 -
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x o o = s °
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Very satisfied 6.3% 96% 46% 93% 68% 67% 84%
Satisfied 37.5% 27.8% 31.0% 321% 331% 30.3% 30.1%
Neither satisfied nor dissatisfied 25.0% 357% 40.2% 29.6% 28.6% 327% 32.5%
Dissatisfied 12.5% 21.7% 161% 18.5% 26.3% 23.6% 22.9%
Very dissatisfied 18.8% 52% 8.0% 105% 53% 67% 6.0%
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“Overall, how satisfied or dissatisfied are you that the Council’s decision

making processes are easy to use or engage with?”

4.7  Satisfaction with Council’s Decision making Processes Being Easy to Use or

Engage with
5
0 - = T
2 9 5 3 > ]
3 7] s = [ ™
= o o =3 s 3
‘" T o 3 Im g 3
S w ¥ % o BT 32
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Very satisfied 6.3% 27% 34% 81% 54% 56% 3.8%
Satisfied 18.8% 25.5% 21.8% 30.0% 24.8% 19.4% 29.5%
Neither satisfied nor dissatisfied 25.0% 34.5% 31.0% 32.5% 442% 36.3% 44.9%
Dissatisfied 43.8% 271.3% 34.5% 194% 20.2% 31.3% 15.4%
Very dissatisfied 6.3% 10.0% 9.2% 10.0% 54% 71.5% 6.4%
4.1.2 City Promotions
“Overall, how satisfied or dissatisfied are you that the information you
receive is timely, relevant and accurate?”
4.8 Satisfaction with timely, relevant and accurate information
5
» g 3 z
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S 7] s = [ ©
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Very satisfied 1.8% 121% 18.0% 21.7% 201% 26.4% 22.6%
Satisfied 471% 56.0% 50.6% 45.8% 50.0% 374% 41.7%
Neither satisfied nor dissatisfied 35.3% 20.7% 21.3% 241% 231% 25.2% 33.3%
Dissatisfied 0.0% 7.8% 56% 48% 6.0% 92% 1.2%
Very dissatisfied 59% 34% 45% 36% O07% 18% 1.2%
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“Overall, how satisfied or dissatisfied are you with the range of events and

festivals?”

4.9  Satisfaction with Variety of Events and Festivals

5
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Very satisfied 17.6% 24.8% 20.2% 30.7% 26.3% 26.5% 30.1%
Satisfied 471% 479% 52.8% 42.9% 4714% 42.8% 45.8%
Neither satisfied nor dissatisfied 35.3% 20.5% 23.6% 20.2% 18.0% 20.5% 18.1%
Dissatisfied 0.0% b51% 22% 55% 83% 96% 4.8%
Very dissatisfied 0.0% 1.7% 11% 06% 0.0% 0.6% 1.2%
4.1.3 Waterways
“Overall how satisfied or dissatisfied are you with the condition of
waterways?”
4.10 Satisfaction with Condition of Waterways
5
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4 S 5 3 g
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Very satisfied 0.0% 27% 59% 6.8% 44% 93% 1.0%
Satisfied 18.8% 221% 28.2% 327% 341% 29.0% 31.7%
Neither satisfied nor dissatisfied 31.3% 257% 21.2% 22.8% 281% 27.8% 18.3%
Dissatisfied 31.3% 383.6% 36.5% 26.5% 29.6% 241% 32.9%
Very dissatisfied 18.8% 15.9% 8.2% M11% 37% 99% 6.1%
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“Overall how satisfied or dissatisfied are you with the condition of waterway

margins?”
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4.11  Satisfaction with condition of waterway margins
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Very satisfied 6.7% 6.8% 46% 12.2% MN1% 13.3% 12.3%
Satisfied 46.7% 37.6% 48.3% 43.3% 43.7% 352% 40.7%
Neither satisfied nor dissatisfied 20.0% 31.6% 26.4% 20.7% 24.4% 33.9% 22.2%
Dissatisfied 20.0% 171% 13.8% 18.9% 17.8% 121% 22.2%
Very dissatisfied 67% 6.8% 69% 49% 3.0% 5b5% 2.5%
“Overall how satisfied or dissatisfied are you with the appearance of
Christchurch’s waterway margins?”
4.12 Satisfaction with appearance of waterway margins
3
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Very satisfied 0.0% 17% 8.0% 127% 14.8% 14.0% 13.6%
Satisfied 31.3% 35.0% 44.3% 479% 39.3% 39.0% 38.3%
Neither satisfied nor dissatisfied 43.8% 29.9% 341% 17.6% 28.9% 341% 23.5%
Dissatisfied 18.8% 214% 91% 176% 156% 10.4% 22.2%
Very dissatisfied 6.3% 6.0% 4.5% 42% 15% 24% 2.5%
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“Overall how satisfied or dissatisfied are you that the city’s stormwater
management systems operate effectively to ensure that the risk of flooding
is minimised?”

4.13 Satisfaction with City’s Storm Water Management Systems to avoid risk of

flooding
5
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Very satisfied 77% 35% 34% 124% 718% 10.5% 13.3%
Satisfied 30.8% 31.3% 31.8% 36.0% 414% 43.8% 36.1%
Neither satisfied nor dissatisfied 30.8% 261% 352% 26.7% 30.5% 22.2% 25.3%
Dissatisfied 30.8% 29.6% 25.0% 19.3% 17.2% 19.8% 19.3%
Very dissatisfied 0.0% 9.6% 45% b5.6% 3.1% 37% 6.0%
4 1.4 Rubbish and Recycling
“Overall how satisfied or dissatisfied are you with the Council’s kerbside
collection of recyclable materials (your yellow bin)?”
4.14  Satisfaction with collection of recyclable materials (yellow bin)
5
0O - = T
2 9 5 3 > ]
=] 7] s = [7) ©
= & ) 3 s o
m - ow I8 Im z g
? w g O g - T ,3:
~3 =5 =23 S20 533 S8 =T
25 3 F3< 138 lso IeS I3
L2 28 2§ @05 w8F ogz °3
Jdsg Ja L35 JFTL 2335 23< £J
Very satisfied 30.8% 51.3% 51.7% 457% 54.5% 46.7% 55.4%
Satisfied 231% 37.6% 427% 451% 38.8% 33.9% 32.5%
Neither satisfied nor dissatisfied 231% 6.0% 45% 30% 30% 97% 712%
Dissatisfied 0.0% 4.3% 11% 55% 3.0% 79% 4.8%
Very dissatisfied 231% 09% 0.0% 0.6% 07% 1.8% 0.0%
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“Overall how satisfied or dissatisfied are you with the Council " s kerbside
collection of rubbish (your red bin)?”

4.15 Satisfaction with collection of rubbish (red bin)
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Very satisfied 30.8% 51.3% 47.2% 471.6% 51.9% 47.9% 53.6%

Satisfied 30.8% 36.8% 44.9% 39.0% 38.5% 34.5% 40.5%
Neither satisfied nor dissatisfied 0.0% 6.0% 56% 713% 59% 10.9% 3.6%
Dissatisfied 0.0% 51% 22% 55% 37% 61% 2.4%
Very dissatisfied 38.5% 09% 0.0% 06% 0.0% 06% 0.0%

“Overall how satisfied or dissatisfied are you with the Council " s kerbside
collection of organic material (your green bin)?”

4.16  Satisfaction with collection of organic material (green bin)
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Very satisfied 30.8% 47.9% 517% 44.5% 49.3% 494% 42.9%

Satisfied 231% 33.3% 34.8% 39.0% 36.6% 354% 40.5%

Neither satisfied nor dissatisfied 0.0% 11% 6.7% 67% 671% 671% 9.5%
154% 43% 45% 67% 52% T19% 3.6%

Dissatisfied

Very dissatisfied 30.8% 34% 22% 3.0% 22% 0.6% 3.6%
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4.1.5 Roading
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“Overall how satisfied or dissatisfied are you with the condition of
Christchurch’s roads, excluding the residential red zone roads?”

4.17 Satisfaction with roading
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Very satisfied 5.9% 1.7% 11% 6.0% 37% 3.6% 24%
Satisfied 17.6% 15.5% 21.6% 22.3% 29.6% 247% 26.2%
Neither satisfied nor dissatisfied 41.2% 23.3% 284% 28.3% 28.9% 241% 22.6%
Dissatisfied 23.5% 37.9% 352% 31.3% 311% 34.3% 33.3%
Very dissatisfied 1.8% 21.6% 13.6% 12.0% 6.7% 13.3% 15.5%
“Overall how satisfied or dissatisfied are you with the condition of
Christchurch“s footpaths, excluding the residential red zone footpaths?”
4.18 Satisfaction with condition of footpaths
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Very satisfied 6.7% 4.3% 11% 6.1% 6.7% 67% 1.3%
Satisfied 46.7% 23.5% 37.5% 341% 38.5% 37.6% 36.6%
Neither satisfied nor dissatisfied 33.3% 31.3% 28.4% 287% 32.6% 24.8% 26.8%
Dissatisfied 18.3% 30.4% 23.9% 23.2% 17.8% 24.2% 23.2%
Very dissatisfied 0.0% 104% 91% 719% 4.4% 6.71% 6.1%
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4.1.6 Water
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“Overall how satisfied or dissatisfied are you that there is minimal odour

from the sewerage system?”

4.19 Satisfaction with minimal odour from sewerage system
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Very satisfied 18.2% 24.3% 27.6% 23.3% 33.6% 287% 39.8%
Satisfied 63.6% 357% 48.3% 497% 45.0% 427% 42.2%
Neither satisfied nor dissatisfied 91% 22.6% 207% 15.3% 137% 21.7% 13.3%
Dissatisfied 91% 12.2% 23% 1N.0% 7.6% 57% 3.6%
Very dissatisfied 0.0% 5.2% 11% 06% 0.0% 1.3% 1.2%
“Overall how satisfied or dissatisfied are you that the wastewater services
are reliable?”
4.20 Satisfaction with reliability of wastewater services
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Very satisfied 8.3% 224% 322% 23.8% 30.6% 31.3% 39.8%
Satisfied 50.0% 51.7% 494% 54.9% 53.0% 45.6% 43.4%
Neither satisfied nor dissatisfied 25.0% 19.0% 14.9% 16.5% 14.2% 181% 13.3%
Dissatisfied 16.7% 52% 23% 4.9% 1.5% 50% 3.6%
0.0% 1.7% 1.1% 0.0% 07% 0.0% 0.0%

Very dissatisfied
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wastewater faults and investigates wastewater complaints in a timely

manner?”

4.21 Satisfaction with repairs and complaints
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Very satisfied 27.3% 10.3% 134% 19.5% 18.2% 18.3% 20.0%
Satisfied 18.2% 477% 476% 42.9% 455% 39.9% 38.7%
Neither satisfied nor dissatisfied 27.3% 29.0% 28.0% 27.9% 30.6% 30.7% 30.7%
Dissatisfied 18.2% 121% 61% 7.8% 25% 8.5% 4.0%
Very dissatisfied 91% 09% 49% 19% 33% 26% 6.7%
“Overall how satisfied or dissatisfied are you with the quality of the water
supply?”
4.22 Satisfaction with quality of water supply
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Very satisfied 25.0% 13.8% 12.5% 10.9% 16.3% 12.0% 13.3%
Satisfied 25.0% 241% 19.3% 20.0% 32.6% 211% 241%
Neither satisfied nor dissatisfied 16.7% 17.2% 18.2% 18.8% 14.8% 16.9% 24.1%
Dissatisfied 16.7% 284% 31.8% 31.5% 237% 31.9% 24.1%
Very dissatisfied 16.7% 16.4% 18.2% 18.8% 12.6% 181% 14.5%
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“Overall, how satisfied or dissatisfied are you that the water supply is

reliable?”

4.23 Satisfaction with reliability of water supply
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Very satisfied 36.4% 35.0% 37.5% 26.5% 39.8% 33.3% 40.5%
Satisfied 27.3% 40.2% 52.3% 56.6% 44.4% 41.8% 40.5%
Neither satisfied nor dissatisfied 91% 12.0% 34% 9.0% 6.8% 10.9% 14.3%
Dissatisfied 271.3% Mi1% 34% 6.6% 9.0% 109% 3.6%
Very dissatisfied 0.0% 1.7% 34% 12% 0.0% 3.0% 1.2%
“Overall, how satisfied or dissatisfied are you that the Council repairs
water leaks, restores water interruptions and investigates water supply
complaints in a timely manner?”
4.24 Satisfaction with repair of water leaks, restoring water interruptions and
investigating water supply complaints in a timely manner
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Very satisfied 28.6% 171% 13.4% 147% 26.6% 21.5% 25.6%
Satisfied 14.3% 39.6% 451% 474% 40.3% 32.3% 41.5%
Neither satisfied nor dissatisfied 21.4% 27.0% 18.3% 19.9% 21.0% 29.7% 19.5%
Dissatisfied 214% 15.3% 159% 13.5% 7.3% 8.2% 8.5%
Very dissatisfied 14.3% 09% 73% 45% 48% 82% 4.9%
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4.1.7 Active Travel

“Overall, how much do you agree or disagree that Christchurch is a cycle
friendly city?”

4.25 Agreement that Christchurch is a cycle friendly city
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Strongly agree 25.0% 174% 287% 24.8% 24.6% 19.8% 23.8%
Agree 37.5% 40.0% 40.2% 40.4% 38.8% 43.8% 44.0%
Neither agree nor disagree 18.8% 261% 161% 20.5% 27.6% 21.6% 20.2%
Disagree 12.5% 12.2% 12.6% 9.9% 75% MN7% 10.7%
Strongly disagree 6.3% 43% 23% 43% 1.5% 3.1% 1.2%
“And in relation to this, how often have you cycled on a public road in
Christchurch in the last 12 months?”
4.26 Frequency of cycle travel on public roads in last 12 months
5
» g o3 z
L o o o
=] @ s = [7) ©
5 g 8 I 5 3
o o) 9%’ s nj; o T 2
3 S =25 T80 S33 58I =%
>3 1% 73% L33 L=z 188 I3
L2 28 2§ @05 w8F ogz o3
Jdz Ja L85 JTL S2a35 25< £J
Allthetime, by thatimeanabout ¢ oo 170 4579 24% 59% 00% 71%
every day
F tly, by that | t least
requently, bythatimeanatieast o9  137% 13.5% 14.5% 81% 1.4% 131%
once a week
(0] i Ily, by that | d
ccasionally, by tnat Imean around 1> 5% 12.0% 67% 157% 16.9% 157% 19.0%
once a month
Rarely, by that | th
arely, bythat imeanno morethan oz 5o, 171%  157% 181% 18.4% 16.9% 15.5%
afew times a year
Never 62.5% 55.6% 483% 494% 507% 47.0% 452%
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“Overall, how much do you agree or disagree that Christchurch is a walking

friendly city?”

4.27 Agreement that Christchurch is a walking friendly city
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Strongly agree 29.4% 359% 43.2% 376% 41.5% 427% 34.5%
Agree 58.8% 47.0% 39.8% 491% 481% 39.6% 50.0%
Neither agree nor disagree 1.8% 10.3% 10.2% 91% 8.9% 12.2% 13.1%
Disagree 0.0% 6.8% 45% 36% 00% 5b5% 24%
Strongly disagree 0.0% 0.0% 23% 06% 15% 0.0% 0.0%
4.1.8 Parking
“Have you parked a car in a Council parking facility in the last 12 months?”
4.28 Usage of Council parking facility
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Yes 941% T16.7% 7191% 76.2% 83.7% 80.6% 82.1%
No 59% 23.3% 20.9% 23.8% 16.3% 19.4% 17.9%
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“Overall how satisfied or dissatisfied are you with the ease of use of on-street

parking meters?”

4.29 Satisfaction with ease of use of on-street parking meters
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Very satisfied 214% 15.2% 16.0% 12.3% 19.2% 16.4% 13.0%
Satisfied 357% 36.2% 387% 39.0% 41.6% 36.2% 46.8%
Neither satisfied nor dissatisfied 28.6% 26.7% 24.0% 26.0% 224% 197% 20.8%
Dissatisfied 14.3% 14.3% 12.0% 17.5% 12.0% 17.8% 13.0%
Very dissatisfied 0.0% 76% 93% 52% 4.8% 99% 6.5%
“Overall how satisfied or dissatisfied are you with the range of Council
parking facilities available to you?”
4.30 Satisfaction with range of Council parking facilities available
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Very satisfied 0.0% 101% 16.5% 9.6% 10.8% 10.8% 13.6%
Satisfied 50.0% 26.6% 354% 38.9% 40.0% 36.7% 39.5%
Neither satisfied nor dissatisfied 214% 33.0% 21.5% 29.3% 20.0% 241% 21.0%
Dissatisfied 214% 22.0% 20.3% 17.8% 24.6% 21.5% 21.0%
Very dissatisfied 71% 83% 6.3% 4.5% 46% T10% 4.9%
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“Overall how satisfied or dissatisfied are you with the information provided
to you by the Council about parking options?”

4.31 Satisfaction with the information provided by Council about parking options

5
O r = T
& S 5 3 g
3 7 s = ] ™
5 8 g I 5 3
T ) I y =
s _f _§9 g5 28 2T 2
~2. S5 o5 :!-rg Soo 3°I ST
33 Jg 335 L3S Lze 188 F3
Le 22 ®od 05 wS8F 233 3
Jz Ja Ls3 IJgL Sa3 25< £]
Very satisfied 6.7% 37% 101% 7.6% 13.0% 14.3% 8.9%
Satisfied 20.0% 28.7% 27.8% 32.5% 321% 29.2% 32.9%
Neither satisfied nor dissatisfied 338.3% 25.9% 36.7% 36.3% 39.7% 33.5% 39.2%
Dissatisfied 26.7% 29.6% 22.8% 191% 13.7% 174% 15.2%
Very dissatisfied 18.3% 12.0% 2.5% 4.5% 15% 5.6% 3.8%
“Overall how satisfied or dissatisfied are you with the ease of use of Council
parking?”
4.32 Satisfaction with the ease of use of Council parking
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Very satisfied 12.5% 13.8% 12.5% 14.3% 12.3% 181% 141%
Satisfied 25.0% 29.4% 38.8% 39.6% 485% 356% 487%
Neither satisfied nor dissatisfied 50.0% 321% 28.8% 26.6% 24.6% 30.6% 21.8%
Dissatisfied 6.3% 18.3% 16.3% 16.2% 12.3% 15.0% 141%
Very dissatisfied 6.3% 64% 38% 32% 23% 56% 1.3%
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“Overall, how much do you agree or disagree that your motor vehicle is safer

researchfirst.co.nz

in Council run off-street parking compared to on street parking?”

4.33 Agreement that vehicle is safer in Council run off-street parking compared to on

street parking
5
0 - = T

2 9 5 3 > ]

3 7] s = [ ™

= by o =, = 3

= = 0w I8 Im 2 g

s w ye of we 2T 2

= ~C ~0x SO0 o=2 S oIT —=

35 52 53¢ T30 722 T99 SL

2 I8 13s L3> Ls L5 =]

nLe 29 0ol 05 W8T o2 ®3

=3 o 20 Sa o0 oT ®

Jds Ja L83 JsL 2a3 25< £3
Strongly agree 18.8% 9.2% 16.5% 13.2% 16.9% 16.9% 7.5%
Agree 18.8% 39.4% 329% 377% 387% 383% 41.3%
Neither agree nor disagree 56.3% 38.5% 45.6% 351% 33.9% 331% 37.5%
Disagree 0.0% M9% 5B1% 1M9% 89% 1.0% 8.8%
Strongly disagree 6.3% 09% 0.0% 20% 16% 06% 50%

“How much do you agree or disagree that you feel safe using Council run off-

street parking sites during the day?”

4.34 Agreement that residents feel safe using run off-street parking sites during the

day
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Strongly agree 26.7% 24.8% 34.6% 32.2% 36.0% 284% 23.4%
Agree 46.7% 50.5% 42.3% 461% 44.8% 43.2% 62.3%
Neither agree nor disagree 20.0% 22.0% 19.2% 17.8% 15.2% 24.5% 13.0%
Disagree 0.0% 28% 26% 39% 32% 39% 1.3%
Strongly disagree 6.7% 00% 1.3% 0.0% 08% 0.0% 0.0%
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“How much do you agree or disagree that you feel safe using Council run off-

street parking sites after dark?”

researchfirst.co.nz

4.35 Agreement that residents feel safe using run off-street parking sites after dark
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Strongly agree 14.3% 8.3% 10.0% 13.5% 184% 8.3% 9.3%
Agree 357% 271% 44.3% 38.3% 38.6% 26.9% 44.0%
Neither agree nor disagree 21.4% 31.3% 32.9% 29.8% 29.8% 39.3% 30.7%
Disagree 14.3% 24.0% 10.0% 17.0% 1.4% 221% 9.3%
Strongly disagree 14.3% 94% 29% 1.4% 1.8% 34% 6.0%
4.1.9 Heritage Assets
“Overall, how satisfied or dissatisfied are you with the appearance of these
[heritage assets]?”
4.36 Satisfaction with the appearance of heritage assets
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Very satisfied 35.3% 22.6% 23.6% 26.2% 27.8% 30.3% 30.0%
Satisfied 35.3% 43.5% 43.8% 46.3% 421% 36.4% 45.0%
Neither satisfied nor dissatisfied 176% 261% 25.8% 17.7% 22.6% 26.7% 18.8%
Dissatisfied 1.8% 70% 45% 79% 53% 55% 6.3%
Very dissatisfied 0.0% 09% 22% 1.8% 23% 1.2% 0.0%
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“Overall, how satisfied or dissatisfied are you with their condition [heritage

assets]?”

4.37 Satisfaction with the condition of heritage assets
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Very satisfied 17.6% 16.2% 24.7% 23.0% 21.2% 23.5% 18.2%
Satisfied 471% 51.4% 447% 52.2% 52.3% 46.9% 54.5%
Neither satisfied nor dissatisfied 23.5% 261% 224% 18.6% 22.0% 22.2% 23.4%
Dissatisfied 59% 54% T11% 50% 23% 6.8% 3.9%
Very dissatisfied 59% 0.9% 1.2% 1.2% 23% 06% 0.0%
“Overall, how satisfied or dissatisfied are you with the appearance of the
city’s heritage buildings?”
4.38 Satisfaction with the appearance of city’s heritage buildings
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Very satisfied 18.8% 15.9% 18.6% 17.0% 15.7% 17.4% 11.4%
Satisfied 43.8% 47.8% 453% 52.2% 56.7% 53.4% 557%
Neither satisfied nor dissatisfied 37.5% 23.9% 23.3% 22.6% 17.2% 19.9% 25.3%
Dissatisfied 0.0% 10.6% 10.5% 6.9% 6.0% 6.8% 51%
Very dissatisfied 0.0% 18% 23% 13% 45% 25% 2.5%

81



RESEARCH FIRST

2019 General Service Satisfaction Survey

researchfirst.co.nz

“Overall, how satisfied or dissatisfied are you with the condition of these

[heritage] buildings?”

4.39 Satisfaction with the condition of city’s heritage buildings
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Very satisfied 12.5% 14.8% 14.9% 11.4% 14.9% 154% 8.9%
Satisfied 43.8% 42.6% 391% 525% 43.3% 42.3% 40.5%
Neither satisfied nor dissatisfied 37.5% 30.4% 32.2% 241% 291% 26.9% 40.5%
Dissatisfied 0.0% 1M.3% 1M.5% 95% 97% 122% 7T1.6%
Very dissatisfied 6.3% 09% 23% 25% 3.0% 32% 2.5%
41.9 Parks
“Overall, how satisfied or dissatisfied are you with the appearance of central
city parks and green spaces?”
4.40 Satisfaction with the appearance of central city parks and green spaces
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Very satisfied 176% 27.0% 32.2% 32.9% 33.3% 33.3% 32.9%
Satisfied 52.9% 53.0% 46.0% 47.0% 489% 47.3% 57.3%
Neither satisfied nor dissatisfied 176% 13.9% 14.9% 15.2% 141% 16.4% 71.3%
Dissatisfied 1.8% 61% 6.9% 49% 37% 1.8% 24%
Very dissatisfied 0.0% 0.0% 0.0% 0.0% 0.0% 1.2% 0.0%
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“Overall, how satisfied or dissatisfied are you with the condition of these
parks and green spaces?”

4.41 Satisfaction with the condition of central city parks and green spaces
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Very satisfied 23.5% 25.2% 26.4% 271.3% 31.9% 29.3% 28.9%
Satisfied 471% 53.9% 56.3% 55.8% 54.1% 48.2% 57.8%
Neither satisfied nor dissatisfied 294% 16.5% 1.5% 127% 111% 19.5% 10.8%
Dissatisfied 0.0% 43% 57% 42% 30% 30% 24%
Very dissatisfied 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

4110 Disaster Preparedness

“Has your household done any of the following to prepare in case of a natural

disaster:

Stored enough water for three days

Stored enough food for three days

Secure heavy household items that might fall in an earthquake?”

4.42 Disaster preparedness

Location Yes No
Banks Peninsula (n=17) 82.4% 17.6%
Coastal-Burwood (n=117) 68.4% 31.6%
Spreydon-Cashmere (n=89) 70.8% 29.2%
Stored enough water for Linwood-Central-Heathcote 61.2% 38.8%
three days (n=167)
F:;dsaGI;on—Waimairi—Harewood 60.9% 391%
Halswell-Hornby-Riccarton (n=166) 53.4% 46.6%
Papanui-Innes (n=84) 60.2% 39.8%
Banks Peninsula (n=17) 94.1% 5.9%
Coastal-Burwood (n=117) 89.7% 10.3%
Spreydon-Cashmere (n=89) 86.5% 13.5%
Stored enough food for Linwood-Central-Heathcote 86.1% 13.9%
three days (n=167)
z:ne:%ag;on—Waimairi—Harewood 85.1% 14.9%
Halswell-Hornby-Riccarton (n=166) 81.2% 18.8%
Papanui-Innes (n=84) 80.7% 19.3%
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Location Yes No
Banks Peninsula (n=17) 88.2% 1.8%
Coastal-Burwood (n=117) 79.1% 20.9%
Spreydon-Cashmere (n=89) 73.9% 26.1%
Secure heavy household Linwood-Central-Heathcote o o
items that might fall in an (n=167) 77.9% 22.1%
earthquake RYVN TS
Fendalton-Waimairi-Harewood 778% 2099
(n=136)
Halswell-Hornby-Riccarton (n=166) 67.3% 32.7%
Papanui-Innes (n=84) 71.6% 28.4%
“Does your household have an up-to-date emergency plan?”
4.43 Having an up to date Emergency plan
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Yes 52.9% 64.9% 50.6% 621% 51.9% 43.6% 61.0%
No 471% 351% 494% 379% 481% 56.4% 39.0%
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“Overall, how satisfied or dissatisfied are you with the performance of

Christchurch City Council in delivering its services over the last 12 months?”

4.44 Satisfaction with performance of Christchurch City Council in delivering its

services
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Very satisfied 0.0% 145% 9.2% 13.3% 156% 10.3% 19.0%
Satisfied 31.3% 47.0% 52.9% 53.3% 46.7% 485% 46.4%
Neither satisfied nor dissatisfied 25.0% 231% 21.8% 21.2% 274% 21.8% 20.2%
Dissatisfied 31.3% 12.8% 12.6% 9.1% 96% 1.5% 131%
Very dissatisfied 125% 26% 34% 30% O07% 71.9% 1.2%
“Why do you say so? (in reference to performance of Council in delivering its
services over last 12 months)”
4.45 Reasons for satisfaction with performance of Christchurch City Council in
delivering its services (coded table)
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Council is doing a good job overall 6% 15% 19% 22% 18% 16% 19%
Happy with services provided 12% 13% 16% 17% 21% 18% 20%
Unhappy with services provided 35% 16% 19% 18% 16% 17% 13%
No problems/ issues - 14% 7% 8% 12% 10% 7%
Respond to problems/ concerns 12% 8% 15% 4% 8% 5% 1%
Room for improvement 18% 7% 7% 7% 6% 3% 6%
Slow to/ don’t respond to 12% 6% o9 3% 5% 8% 7%
problems/ concerns
Good customer service - 7% 1% 8% 6% 3% 6%
Disapprove of Council spending - 3% 4% 4% % 4% 4%
Lack of public consultation - 3% 7% 4% 2% 6% 4%
Poor communication 12% 2% 2% 4% 5% 5% 1%
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D|sap.rove of water chlorination . 5% 2% 3% 29 29 1%
handling
Good communication - 2% 2% 4% 4% 3% 6%
Poor customer service - 2% 4% 2% 1% 5% 2%
He_lppy with how C.ounC|| handled 6% 1% 2% 2% 29 2% 2%
things after terrorist attack
Unhappy about water bottling plant 6% 2% 2% 1% 1% 2% 4%
Council is doing a poor job overall - 1% 2% 1% 1% 1% 2%
Council needs to take more action - 1% 1% 1% 3% - 1%
Unhappy with rebuild progress - 3% 1% 1% 1% 1% 1%
D|ff|cullt|es reporting issues to ) 1% ) 29, 1% 1% _
Council
Unhappy with Mayor 6% 1% - 1% 1% - 2%
Disapprove of lime scooters - 1% 1% 1% 1% 1% -
Other 12% 4% 2% 4% 2% 4% 4%
Don’t know 6% 8% 8% 8% 7% 8% 6%
4111 Things Done Well and Opportunities for Improvement
“Thinking about your overall experience in interacting with the Council over
the last 12 months, how much do you agree or disagree that the Council has
made it easy for you to interact with it regarding your service needs?”
4.46 Agreementthat Council has made it easy for you to interact with it
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Strongly agree 18.8% 23.3% 267% 21.5% 28.2% 23.5% 22.9%
Agree 37.5% 56.0% 44.2% 58.3% 49.6% 42.8% 48.2%
Neither agree nor disagree 125% 147% 221% 12.3% 171.6% 241% 21.7%
Disagree 25.0% 4.3% 58% 55% 3.1% 72% 6.0%
Strongly disagree 6.3% 1.7% 1.2% 25% 15% 24% 1.2%
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“Thinking about all the services the Council provides, which is the one
service you feel the Council is performing the best in delivering?”

4.47 One service you feel the Council is performing the best in delivering (coded table)
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Waste management 6% 28% 33% 31% 28% 31% 29%
Libraries 18% 12% 12% 10% 1% 13% 10%
Parks, reserves and green spaces 12% 9% 13% 8% 7% 5% 8%
Events/ activities 6% 3% 7% 5% 7% 7% 6%
Recreation & Sport Centres 12% % 1% 4% 7% 7% 2%
Water supply - 3% 2% 4% 7% 7% 8%
Publlc. §pa<.;e cleaning/ City } 5% 3% 8% 3% 4% 5%
beautification
Sewerage/ Wastewater 6% 1% 6% 5% 3% 4% 4%
Facilities and services in general - 5% 4% 3% 4% 2% -
Information and communication 6% 3% 2% 2% 3% 1% 5%
Roading - 2% 2% 5% 1% 2% 2%
Public transport - - 4% 2% 5% 1% 1%
Earthquake recovery/ rebuild 6% 4% - 2% 1% 1% 5%
Cycleways - - 3% 2% 1% 2% 1%
Rates/ spending/ financial 6% ) ) 2% 1% 1% 2%
management
Emergency Pre_paredness/ . 1% ) ) 2% 1% 0%
response/ victim support
Animal control - 2% - - - 1% 1%
Waterways - - - 1% 1% - -
Community support - 2% - - - 1% -
Footpaths and walkways - - 1% 1% - - -
Parking - 1% - - - 1% -
Other - 3% 6% 6% 3% 4% 5%

Don’t know/ nothing 35% 20% 10% 15% 14% 16% 15%
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“Please describe in as much detail as possible why you think the Council is

performing best in this area?”

researchfirst.co.nz

4.48 Reasons for Council performing best in mentioned area (coded table)
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Waste management: Reliable 6% 15% 12% 1% 13% 1% 12%
Wast t: Timel
aste management: 1imely 0% 9% M%  13% 10% 14%  10%
collection and service
Waste ma.nagemfant: Generally 0% 4% 10% 8% 59% 8% 59
good service/no issues
Waste .managemfent: Proper . 0% 3% 7% 2% 3% 49 10%
collection/no residue left behind
Waste management: Communicate 0% 3% 6% 0% 3% 1% 0%
issues
Waste manageme.nt: Availability of 0% o9 1% 1% 1% 2% 5%
bins/ good size bins
Waste'manag.]ement: Recycling and 0% 3% 1% 1% 1% 1% 29
recycling options
Waste management: Friendly/ 0% 0% 29, 1% 0% 1% 1%
responsive staff
Waste management: Other 0% 0% 2% 1% 1% 1% 0%
I_.|bra.r|es: Good service / good 12% 6% 3% 5% 3% 29 29
libraries
lelrarle.s: Availability of and access 0% 5% 3% 2% 4% 6% 2%
to libraries
Libraries: Availability and va.rl.et.y of 6% 29 29 4% 6% 4% 5%
good/current resources/activities
!_ibraries: Good/ modern 6% 2% o9 29 29 29 0%
infrastructure
Libraries: Good librarians/ staff 6% 2% 3% 0% 3% 2% 2%
lerar|e§: Free access/ free access 6% 0% 0% o9 1% 1% 1%
to materials
Libraries: Other 0% 1% 0% 0% 0% 1% 1%
Parks, reserves and grgen §paces: 6% 5% 10% 6% 5% 5% 6%
Well presented and maintained
Parl.<s, r.e_serves and gre.en spaces: 0% 29, 39 1% 1% 1% 1%
Availability/number/variety
Parks, reserves and green spaces: 0% 3% o9 1% 0% 0% 0%

Good service to have
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Parks, reserves and green spaces: o o o o o o o
Good for the children 0% 2% 2% 0% 1% 0% 1%
Parks, reserves and green spaces: 0% 0% 1% 0% 1% 1% 2%
Other
Roading: Roadworks/ Maintenance 0% 0% 2% 0% 1% 1% 0%
Roac.ilng: Improved network/ 0% o9 1% 0% 0% 0% 1%
services
Roading: Other 0% 0% 0% 2% 1% 1% 0%
Footpaths: Well maintained 0% 0% 0% 0% 0% 1% 0%
Footpaths: Good accessibility 0% 0% 0% 1% 0% 0% 0%
Cycleways: Good quality 0% 0% 1% 1% 0% 1% 1%
Cycleways: Availability/ number 0% 0% 2% 0% 1% 1% 0%
Cycleways: Other 0% 0% 1% 1% 0% 0% 0%
Pu.bl.lctransp.ort: Generally a good/ 0% 0% 1% o9 3% 0% 1%
efficient service
P'ublictransport: Punctual 0% 0% 0% 1% 1% 0% 1%
timetables
Public t t:
ut? ic transport: Good coverage/ 0% 0% 1% 0% 1% 0% 0%
variety of routes
Public transport: Other 0% 0% 0% 0% 1% 1% 0%
Events/ activities: Availability/ 0% 0% 6% 29, 49% 59% 59
number/ range
!Events/ gctlvmes: Providing 0% 2% 1% 1% 2% 1% 1%
information on events
Events/ activities: Free/ affordable 0% 0% 2% 1% 1% 1% 2%
Events/ activities: Well organised 0% 0% 0% 2% 1% 1% 0%
Event tivities: Family fri |
vents/ activities: Family friendly/ 0% 0% 1% 0% 1% 1% 0%
for all ages
Events/ activities: Other 6% 0% 1% 1% 0% 2% 0%
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Recreation & Sport Centres:
Availability and access to swimming 0% 4% 0% 1% 2% 2% 0%
pools
Recreat.lon.&Sport Centres: Clean/ 0% 3% 0% 1% 2% 2% 0%
well maintained
Recreation & Sport (?entres: 6% 1% 0% 1% 1% 1% 2%
Generally good service
Recreation & Sport Centres: Other 0% 1% 0% 1% 1% 2% 1%
Wate.zr supply: Generally good 0% 1% 1% o9 29 3% 0%
service
Water supply: Malhten'ance done 0% 1% 0% 1% o9 1% 2%
promptly/ well maintained
Water supply: No issues with 0% 2% 0% 0% 0% 2% 0%
chlorine
Water supply: Adequate and regular 0% 0% 1% 0% 1% 1% 2%
supply
Wat ly: Wat lity/ tast
Water supply: Water quality/ taste o 500 9o, 0% 1% 1% 1%
is good
Sewerage./ Wastewater: Generally 0% 1% 3% 29 3% 29 29
good service
Sev_vera.ge/ Wastewater: Well 6% 0% 1% 1% 0% 1% 0%
maintained
S.eweragfe/ WasFewater: Not . 0% 0% 1% 0% 0% 0% 0%
discharging during emergencies
Waterways: Well maintained/ clean 0% 1% 0% 1% 0% 0% 0%
The rebuild: Good progress being 6% 3% o9 29 29 1% 5%
made
Th ild: | ing the look of
e r.ebm d: Improving the look o 0% 1% 0% 1% 1% 0% 0%
the city
The rebuild: Other 0% 0% 0% 1% 0% 0% 1%
Public space cleaning/ City
beautification: Keeping spaces/ city 0% 3% 1% 5% 1% 4% 4%
clean
Public space cleaning/ City
beautification: Attract tourists/ 0% 1% 1% 1% 0% 0% 1%

businesses
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Rates spending and financial
management: Generally good 6% 0% 0% 1% 0% 1% 0%
spending/ management
Rates spending and financial 0% 0% 0% 1% 0% 0% 2%
management: Other
Information and communication:
. 6% 1% 2% 2% 2% 2% 4%
Good communication/ clear
Information and communication: 0% 1% 0% 0% 0% 0% 1%
Other
Emergency preparedness and
response: Well prepared/ good 0% 2% 0% 0% 1% 2% 0%
response
Commun'ity Support: Involvement 0% 29, 0% 0% 0% 2% 0%
of council
Animal control: Good service 0% 2% 0% 0% 0% 1% 1%
Facilities and services in general:
. 0% 4% 4% 1% 2% 1% 0%
Generally good service
Other 0% 3% 7% 7% 2% 4% 2%
Don’t know 35% 21% 12% 16% 16% 19% 17%
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“Thinking about all the services the Council provides, which is the one
service you feel is most important for Council to improve over the next 12

months?”

4.49 Most important service for Council to improve over next 12 months (coded table)
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Roading 24% 32% 25% 21% 26% 29% 38%
Water supply 12% 19% 27% 22% 20%  20% 18%
Footpaths and walkways 0% 5% 4% 5% 7% 5% 5%
Waste management 12% 0% 6% 5% 3% 8% 7%
T_he C(?uncﬂ/ decision making/ 0% 3% 8% 29 8% 29 2%
financial management
Parking 0% 2% 7% 4% 5% 4% 4%
Sewerage/ Wastewater 0% 5% 8% 5% 3% 1% 1%
Public transport 6% 1% 2% 4% 4% 4% 1%
Information and communication 0% 2% 0% 4% 4% 4% 2%
Waterways 0% 4% 2% 5% 1% 1% 1%
Earthquake recovery/ rebuild 6% 3% 0% 4% 5% 2% 0%
Parks, reserves and green spaces 6% 3% 0% 1% 1% 2% 2%
Consents process 6% 2% 0% 1% 2% 3% 1%
Publlc. §pa(.:e cleaning/ City 6% 2% 3% 0% 2% 2% 1%
beautification
Cycleways 0% 1% 1% 1% 1% 1% 1%
Recreation & Sports Centres 0% 2% 1% 1% 0% 0% 1%
Events/ activities 0% 0% 0% 1% 1% 1% 0%
Housing 0% 0% 0% 2% 1% 0% 0%
Other 18% 6% 2% 5% 5% 4% %
Don’t know/ nothing 6% 18% 10% 15% 12% 14% 10%
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“Please describe in as much detail as possible what you think Council
should be doing to improve its performance in this area?”

4.50 What Council should be doing to improve (coded table)
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Roading: Fix roads/ make smooth/ 12% 13% 9% 6% 5% 6% 13%
remove potholes
Roading: B li ir/ |
oading ettler quality repélr/ ess 0% 1% 2% 9% 10% 8% 10%
frequent repair/ faster repair
Roading: | ffi |
oading: Improve traffic control/ 6% 3% 10% 2% 7% 5% 1%
flow/ accessibility
Roading: Prioritise/ focus repairs 0% 9% 6% 29 29 29 1%
where needed most
Roading: Better communication/ 0% o9 0% 1% 1% 29 2%
consultation
Roading: Allocate resources 0% 1% P 1% 0% 29 o9
correctly
Roading: Other 0% 0% 1% 1% 1% 3% 4%
Footpaths: Fix footpaths/ make 0% P o9 o9 3% 39 29
smooth/ remove hazards
Footpaths: Improve accessibility 0% 1% 2% 1% 1% 0% 0%
Footpaths: Clear debri
ootpaths: Clear debris/ 0% 1% 0% 1% 0% 0% 1%
overhanging foliage
Footpaths: Better guallty repalr/. 0% 2% 0% 0% 1% 0% 0%
less frequent repair/ faster repair
Foo.t;.aath.s: Pedestrian right of way 0% 0% 0% 0% 1% 1% 0%
clarifications
Footpaths: Improve street lighting 0% 0% 0% 1% 0% 0% 0%
Cycleways: Make more user-
- . 0% 1% 2% 0% 0% 1% 0%
friendly/ Less obstructive/ Safer
Cycleways: Clearer delineation 0% 1% 0% 1% 1% 0% 0%
between cycleways/ road lanes
Cyclgways: Ensu.re cycleways on 0% 1% 1% 0% 0% 0% 0%
arterial roads/ direct routes
Cycleways: Other 0% 0% 0% 2% 1% 0% 0%
Wat ly: R hlori
ater supply: Remove chlorine/ 2% 13% 13% 15% 10% 10%  10%

other additives
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Water s ly: Fix the wells/ bore
aquifer/ur?t‘:r:pir:; stat\il\;ns/ / 6% 8% 6% 4% 1% A% A%
Water supply: Improve or retain 0% 1% 29, 29, 3% 3% 59%
quality/ smell/ taste/ appearance
Water suppl)l/: Halt sale of water to 0% P 1% o 29 39 1%
commercial interests
Water supply: Fix leaks 0% 1% 2% 1% 1% 1% 2%
Water su.pply: Better ' 0% 29, 1% 1% 1% 1% 1%
communication/ consultation
Water supply: Devote more
resource to fixing issues/ Keep to 0% 1% 1% 1% 1% 0% 1%
timeline
Water supply: Other 0% 2% 2% 1% 4% 1% 0%
Council decision-making/
fi ial t: Avoid
inancia marﬁagemen v9| 0% 0% 3% 1% 3% 1% 0%
over expenditure/ expenditure on
unnecessary projects
Council decision-making/financial
management: Developing clear 0% 0% 0% o9 29 0% 0%
plans and budgets/ long term/
independent thinking
Council decision-making/financial
t: il
management: Increase counci _ 0% 0% 3% 1% 0% 2% 1%
transparency/ address corruption/
accountability
Council decision-making/financial
managem.en’_c: More co!qsultanon 0% 0% 2% 1% 29 1% 0%
on new building spending/more
consultation generally
Council decision-making/financial
management: Focus more on 6% 1% 2% 1% 1% 1% 0%
infrastructure/services
Council decision-making/
financial management: Improve 6% 1% 0% 1% 1% 0% 2%
communication and monitoring
Council decision-making/financial
management: Faster action on 0% 0% 1% 1% 1% 0% 0%
rebuild projects
Council decision-making/financial
management: Reduce spending on 0% 0% 1% 0% 0% 1% 0%

Councillors
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Council decision-making/financial
management: Devise a better rates 0% 2% 0% 0% 0% 0% 0%
system
Council decision-making/financial
unctidectsi ing/financi 0% 0% 0% 0% 1% 1% 1%
management: Other
Public space cleaning/ City
beautification: Clear leaves, dry 0% 1% 3% 0% 1% 1% 1%
grass, weeds/ mow lawns/ prune
trees
Public space cleaning/ City
beautification: Council should clean 0% 0% 1% 0% 1% 1% 1%
up/ increase cleaning frequency
Public space cleaning/ City
beautification: Provide feedback 6% 1% 0% 0% 1% 0% 0%
and representation
Public space cleaning/ City
beautification: Side streets and 0% 0% 1% 0% 0% 0% 0%
roadsides need attention
Public space cleaning/ Cit
Hblie spac Ing/ City 0% 0% 0% 0% 1% 0% 0%
beautification: Planting more trees
Consents process: Reduce the time 6% 0% 0% 1% 1% 2% 0%
and costs related to the process
Consents process: Raise standards
for the approval process/ 0% 0% 0% 1% 1% 1% 0%
streamline the process
Consents process: Process
needs to be more inclusive/ less 0% 2% 0% 1% 0% 0% 0%
adversarial
Cons.ents pr0<.:ess: Improving 0% 0% 0% 0% 1% 1% 0%
staffing/ quality of staff
Parking: M king/bett
arking: More parking/better 0% 2% 4% 2% 2% 2% 5%
quality parking
Parking: L h ke i
ar .|ng ower the cost/make it 0% 0% 2% 0% 1% 1% 1%
free in some areas
Parking: Fair enforcement/better 0% 0% 0% 1% 1% 1% 0%
enforcement
Parking: Increase the time limit 0% 0% 2% 0% 1% 0% 0%
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Waterways: More efforts made
to dredge/ keep clean/ clean up 0% 4% 1% 4% 1% 1% 1%
pollutants
Waterways: Clamping down on
dumping of waste into waterways/ 0% 1% 1% 0% 0% 0% 0%
prevent pollution
Waterways.: Planting along the river/ 0% 0% 0% 1% 1% 0% 0%
make the rivers more presentable
Watervvlays: BU|.Id|ng flood 0% o9 0% 0% 0% 0% 0%
protection barriers
WaFerways: Pay attentlor] to the 0% 0% 0% 1% 0% 0% 0%
entire waterway not sections
Waterways: Improve the 0% 1% 0% 0% 0% 0% 0%
development process
Sevyerage/ Wastewater: Improve 0% 2% 3% 3% 0% 1% 0%
drainage/ runoff
Sev_verage/ Wastew_ater: Regular 0% 0% 2% 1% 0% 0% 1%
maintenance of drains and culverts
Sewerage/ Wastewater: Reduce 0% 0% 0% 1% 1% 0% 0%
unpleasant smells
Sewerage/ Wastewater: Other 0% 1% 0% 0% 1% 0% 0%
Public transport: Develop routes/
services that meet all customers 0% 0% 0% 1% 2% 2% 1%
needs
Public transport: Improve service
to raise usage/ improve the service 6% 0% 2% 2% 0% 1% 0%
generally
Public transport: Increase the
number of buses and trips/reduce 0% 0% 0% 1% 1% 0% 0%
waiting time
Put?lictransport: Buses should have 0% 1% 0% 0% 1% 0% 1%
a wider network
Public transport: Drivers need to 0% 0% 1% 1% 0% 0% 0%
keep to the timetables
Public t t: tti t
%Jb ic transport: Cu mg.rou es 0% 0% 1% 1% 0% 0% 0%
without proper consultation
Publi A i
ublic transport: Add / improve bus 0% 0% 1% 1% 0% 0% 0%
stops
Public transport: Make the service 0% 0% 0% 0% 1% 1% 0%

more affordable
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Public transport: Reinstate
c:nclelled seﬁ)'vices | 0% 0% 0% 0% 0% 1% 0%
Information and communication:
Improve communication with the 0% 2% 0% 4% 1% 2% 1%
public/ improve transparency
Inf ti dC ication:
n orrT]a jon an om.mumca ion 0% 0% 0% 0% 1% 1% 0%
Consistency and clarity
Parks, reserves and green spaces:
Improve maintenance/repair of park 0% 3% 0% 1% 1% 1% 0%
facilities
Parks, rels.e.rves and green spaces: 6% 0% 0% 0% 1% 1% 1%
More facilities
Parks, reserves and green spaces:
Adding more plants and trees/ 0% 0% 0% 0% 0% 1% 1%
increasing variety of plants
Park :
O?;;, reserves and green spaces 0% 1% 0% 1% 0% 0% 0%
R i :
ecreation & Sport.s.Cf‘entres 6% 1% 0% 1% 1% 0% 1%
Construct more facilities
Recreation & Sports Centres: Make 0% 0% 0% 1% 0% 0% 1%
them cheaper/ open them for longer
Recreation & Sports Centres:
Construct better quality facilites/ 0% 1% 0% 0% 0% 0% 0%
add improvements
Events/ activities: Improvement
vents/ activities: Improv 0% 0% 0% 0% 1% 1% 0%
communication about events
Eve.nts/ activitie.s: Providing . 0% 0% 0% 1% 0% 0% 0%
options for the disabled community
Events/ activit.ielsi Provide more 0% 0% 0% 0% 0% 1% 0%
events and activities
Wast t: Bett
aste management: Setter 6% 0% 1% 2% 1% 2% 2%

recycling options / information
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Waste management: Provide bigger
bins/ more bins/ same size bins/ 0% 2% 3% 1% 0% 2% 2%
replacement of bins
Waste management: Increase
collection frequency/ change time 0% 0% 0% 0% 1% 2% 1%
of collection
Waste _management: Proper/ better 6% 0% 0% 1% 0% 1% 1%
collection of waste
Waste management: Better
delineation / education of recycling/ 0% 0% 2% 0% 0% 1% 0%
organic/waste
Waste management: Cost of
collections/bins should be 0% 0% 0% 1% 0% 1% 0%
reconsidered
Earthquake recovery/ rebuild:
Speed up the rebuild and rebuild 0% 0% 0% 1% 1% 1% 0%
processes
Earthquake recovery/ rebuild:
Doing the job correctly/ better 0% 1% 0% 0% 1% 0% 0%
rebuild decisions
Earthguake recovery/ rebuild: More 6% o9 0% 0% 0% 0% 0%
attention to the red zones
Earthquake recovery/ rebuild:
Maintaining weather wrapped 0% 0% 0% 1% 0% 0% 0%
buildings
Earth ki ild:
ar .qua e recqvery/ rebuild 0% 0% 0% 1% 0% 0% 0%
Rebuild on reclaimed land
Earthquake recovery/ rebuild: Not
% % % % % 1% %
rebuilding the Cathedral 0 0 0 0 0 0
Earthquake recovery/ rebuild: . 0% 0% 0% 0% 1% 0% 0%
Management of Heritage properties
Other 12% 5% 1% 2% 1% 1% 0%
Don’t know 6% 20% 15% 19% 15% 22% 14%
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4.2 Findings by Age/Gender

The following section details survey findings by Age and Gender

2019 General Service Satisfaction Survey

4.2.1Governance and Decision making

researchfirst.co.nz

“Thinking about Christchurch City Council, how much do you agree
or disagree with the statement ‘l understand how the Council makes

decisions’?”

4.51 Understanding of Council Decision Making

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 71% 8.1% 5.5% 8.3% 10.8% 3.7%
Agree 23.0% 25.5% 25.6% 22.1% 25.3% 23.5%
Neither agree nor 381%  345%  281% 37.9%  307%  37.6%
disagree
Disagree 25.7% 21.6% 29.1% 26.2% 22.9% 27.2%
Strongly disagree 6.2% 10.3% 1.6% 5.5% 10.3% 7.9%
“Overall, how satisfied or dissatisfied are you with the accuracy of the
information provided to you about Council decisions?”
4.52 Satisfaction with the Accuracy of Information about Council Decisions
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 8.0% 7.8% 5.0% 10.3% 9.8% 5.3%
Satisfied 27.7% 25.2% 18.8% 23.4% 25.1% 22.1%
Neithersatisfiednor — y ) 6o 324%  802%  345%  315%  36.6%
dissatisfied
Dissatisfied 16.1% 26.5% 28.7% 25.5% 22.7% 28.2%
Very dissatisfied 3.6% 8.1% 17.3% 6.2% 10.9% 7.9%

“Overall, how satisfied or dissatisfied are you that the public receives
information about decision making in a prompt and timely manner?”

4.53 Satisfaction that Information About Decision Making is Prompt and Timely

18-24 25-49 50-64 65+ Male Female

(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 9.9% 5.9% 5.0% 5.6% 7.4% 47%
Satisfied 39.6%  28.3% 19.4% 28.9% 27.6% 26.8%
Neither satisfied nor 37.8% 33.2%  33.8% 32.4% 317% 34.9%
dissatisfied
Dissatisfied 10.8% 251% 27.4% 25.4% 23.5% 22.9%
Very dissatisfied 1.8% 7.5% 14.4% T7% 8.4% 8.1%
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“Overall, how satisfied or dissatisfied are you that the Council makes
decisions that are in the best interests of the city?”

4.54 Satisfaction that Council makes Decisions in the best Interest of the City

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 221% 121% 7.5% 8.9% 14.4% 9.2%
Satisfied 42.5% 36.4% 26.4% 30.8% 30.5% 36.9%

Neither satisfied nor 31.0% 284%  204%  28.8%  274%  30.9%

dissatisfied
Dissatisfied 4.4% 16.0% 26.4% 21.9% 19.7% 16.2%
Very dissatisfied 0.0% 7.0% 10.4% 9.6% 7.9% 6.8%

“Overall, how much influence do you feel the public has on the decisions the
Council makes?”

4.55 Public Level of Influence in the Democratic Process

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Large influence 6.3% 5.1% 2.0% 2.8% 57% 2.4%
Some influence 59.8% 29.2% 21.6% 22.1% 28.4% 32.5%
Small influence 30.4% 44.6% AT7% 46.9% 38.7% 45.9%
No influence 3.6% 21.2% 34.7% 28.3% 27.3% 19.3%

“Overall, how satisfied or dissatisfied are you with the opportunities to have a say
in what Council does?”

4.56 Satisfaction with Opportunities to Have a Say in What Council Does

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 13.3% 6.4% 41% 10.6% 8.5% 6.7%
Satisfied 39.8% 30.5% 28.7% 28.2% 29.5% 32.6%

Neithersatisfiednor g oo, 5549, 354%  246%  306%  34.5%

dissatisfied
Dissatisfied 17.7% 21.9% 20.5% 25.4% 22.3% 20.9%
Very dissatisfied 0.0% 5.8% 11.3% 11.3% 9.1% 5.3%
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“Overall, how satisfied or dissatisfied are you that the Council’s decision
making processes are easy to use or engage with?”

4.57 Satisfaction with Council’s Decision making Processes Being Easy to Use or

Engage with
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 12.6% 4.9% 2.1% 4.4% 5.3% 5.3%
Satisfied 30.6% 29.1% 15.4% 23.7% 27.4% 22.2%
Neither satisfied nor 37.8%  333%  394%  39.3%  34.0%  39.4%
dissatisfied
Dissatisfied 16.2% 25.8% 30.9% 23.0% 24.3% 26.1%
Very dissatisfied 2.7% 6.9% 12.2% 9.6% 9.0% 6.9%
4.2.2 City Promotions
“Overall, how satisfied or dissatisfied are you that the information you
receive is timely, relevant and accurate?”
4.58 Satisfaction with timely, relevant and accurate information
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 16.1% 17.7% 22.0% 27.4% 19.5% 21.4%
Satisfied 52.7% 50.8% 36.5% 45.9% 45.0% 48.0%
Neithersatisfiednor o550, 208%  330%  17.8%  254%  237%
dissatisfied
Dissatisfied 6.3% 51% 7.0% 6.2% 8.0% 4.0%
Very dissatisfied 1.8% 3.5% 1.5% 27% 21% 2.9%
“Overall, how satisfied or dissatisfied are you with the range of events and
festivals?”
4.59 Satisfaction with Variety of Events and Festivals
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 21.6% 26.8% 26.7% 29.7% 21.7% 31.6%
Satisfied 46.8% 45.2% 46.0% 46.9% 48.3% 43.7%
Neither satisfiednor 5,70, 5139 21.8% 16.6%  227% 17.9%
dissatisfied
Dissatisfied 10.8% 6.1% 4.0% 6.2% 6.2% 6.3%
Very dissatisfied 0.0% 0.6% 1.5% 0.7% 1.0% 0.5%
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4.2.3 Waterways

“Overall how satisfied or dissatisfied are you with the condition of
waterways?”

4.60 Satisfaction with Condition of Waterways

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied M17% 7.8% 3.6% 3.6% 6.8% 6.2%
Satisfied 37.8% 28.3% 27.4% 29.3% 32.2% 271%
Neithersatisfiednor 55 400 267%  20.8% 271% 234%  26.3%
dissatisfied
Dissatisfied 24.3% 26.7% 36.5% 30.0% 28.1% 30.9%
Very dissatisfied 27% 10.4% MnN7% 10.0% 9.6% 9.5%

“Overall how satisfied or dissatisfied are you with the condition of waterway
margins?”

4.61 Satisfaction with condition of waterway margins

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 17.9% 8.8% 9.0% 10.5% M.7% 9.0%
Satisfied 35.7% 43.2% 40.8% 41.3% 41.4% 40.9%

Neithersatisfied nor 55 o 5799 254%  210%  255%  28.0%

dissatisfied
Dissatisfied 13.4% 15.6% 15.9% 23.1% 16.1% 17.4%
Very dissatisfied 0.0% 4.5% 9.0% 4.2% 5.2% 47%

“Overall how satisfied or dissatisfied are you with the appearance of
Christchurch s waterway margins?”

4.62 Satisfaction with appearance of waterway margins

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 20.5% 12.9% 8.5% 77% 13.7% 9.8%
Satisfied 384%  43.5% 37.8%  40.6% 381%  43.5%
Neither satisfied nor 277% 271% 200%  28.0%  282%  28.0%
dissatisfied
Dissatisfied 12.5% 12.6% 18.4% 217% 16.3% 15.3%
Very dissatisfied 0.9% 3.9% 5.5% 21% 3.6% 3.4%
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“Overall how satisfied or dissatisfied are you that the city’s stormwater
management systems operate effectively to ensure that the risk of flooding
is minimised?”

4.63 Satisfaction with City’s Storm Water Management Systems to avoid risk of

flooding
18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 19.1% 6.6% 5.6% 9.9% 10.2% 7.4%
Satisfied 40.0% 35.5% 37.9% 38.3% 41.8% 32.8%
Neither satisfied nor 255%  28.6% 221% 32.6% 25.1% 29.5%
dissatisfied
Dissatisfied 14.5% 21.1% 28.7% 17.7% 18.0% 251%
Very dissatisfied 0.9% 8.2% 5.6% 1.4% 5.0% 5.2%

4.2.4 Rubbish and Recycling

“Overall how satisfied or dissatisfied are you with the Council’s kerbside
collection of recyclable materials (your yellow bin)?”

4.64 Satisfaction with collection of recyclable materials (yellow bin)

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 46.0% 477% 46.5% 62.0% 49.4% 50.1%
Satisfied 38.1% 39.4% 42.0% 31.7% 40.5% 36.4%
Neither satisfied nor 8.0% 5.8% 6.5% 3.5% 4.4% 7.4%
dissatisfied
Dissatisfied 71% 6.1% 3.0% 21% 4.2% 5.3%
Very dissatisfied 0.9% 1.0% 2.0% 0.7% 1.6% 0.8%

” Overall how satisfied or dissatisfied are you with the Council s kerbside
collection of rubbish (your red bin)?”

4.65 Satisfaction with collection of rubbish (red bin)

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 40.7% 46.1% 50.0% 61.8% 49.9% 48.6%
Satisfied 38.9% 40.3% 40.0% 31.3% 39.7% 37.0%
Neither satisfied nor 12.4% 77% 4.5% 4.2% 5.5% 8.4%
dissatisfied
Dissatisfied 8.0% 4.5% 4.5% 1.4% 4.2% 47%
Very dissatisfied 0.0% 1.3% 1.0% 1.4% 0.8% 1.3%
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“Overall how satisfied or dissatisfied are you with the Council " s kerbside
collection of organic material (your green bin)?”

4.66 Satisfaction with collection of organic material (green bin)

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 44.2% 471% 42.5% 57.0% 46.2% 48.3%
Satisfied 42.5% 36.8% 39.0% 26.8% 36.1% 36.7%
Neither satisfied nor 11.5% 6.5% 6.5% 8.5% 7.5% 77%
dissatisfied
Dissatisfied 1.8% 6.1% 9.0% 4.2% 6.5% 5.3%
Very dissatisfied 0.0% 3.5% 3.0% 3.5% 3.6% 21%
4.2.5 Roading

“Overall how satisfied or dissatisfied are you with the condition of
Christchurch’s roads, excluding the residential red zone roads?”

4.67 Satisfaction with roading

18-24 25-49 50-64 65+ Male Female

(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 5.3% 4.5% 2.0% 21% 3.8% 31%
Satisfied 23.0% 26.3% 19.3% 22.8% 23.3% 23.4%
Neither satisfied nor 34.5% 22.4% 23.3% 331% 27.2% 25.7%
dissatisfied
Dissatisfied 30.1% 32.7% 35.6% 34.5% 331% 33.9%
Very dissatisfied 71% 14.1% 19.8% 7.6% 12.6% 13.9%

“Overall how satisfied or dissatisfied are you with the condition of
Christchurch s footpaths, excluding the residential red zone footpaths?”

4.68 Satisfaction with condition of footpaths

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 12.4% 5.8% 3.0% 3.6% T71% 4.2%
Satisfied 407% 381% 26.6% 35.0% 377% 32.3%
Neither satisfied nor 31.9% 24.4% 32.7% 30.7% 29.3% 28.3%
dissatisfied
Dissatisfied 13.3% 25.0% 25.1% 25.7% 20.7% 26.2%
Very dissatisfied 1.8% 6.7% 12.6% 5.0% 5.2% 8.9%
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4.2.6 Water

“Overall how satisfied or dissatisfied are you that there is minimal odour
from the sewerage system?”

4.69 Satisfaction with minimal odour from sewerage system

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 27.7% 251% 28.0% 38.1% 30.3% 27.0%
Satisfied 40.2% 46.5% 45.6% A1.7% 47.2% A1.7%
Neither satisfied nor 24.1% 18.8% 171% 1.5% 135%  22.3%
dissatisfied
Dissatisfied 71% 7.6% 8.3% 7.2% 7.4% 7.6%
Very dissatisfied 0.9% 2.0% 1.0% 1.4% 1.6% 1.4%

“Overall how satisfied or dissatisfied are you that the wastewater services
are reliable?”

4.70 Satisfaction with reliability of wastewater services

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 31.2% 28.2%  26.3% 32.1% 320%  256%
Satisfied 495%  50.2% 551% 436%  492%  50.9%
Neither satisfied nor 15.6% 15.9% 15.2% 20.0% 14.1% 18.9%
dissatisfied
Dissatisfied 37% 4.9% 3.0% 4.3% 3.9% 4.3%
Very dissatisfied 0.0% 1.0% 0.5% 0.0% 0.8% 0.3%

“Overall how satisfied or dissatisfied are you that the Council repairs
wastewater faults and investigates wastewater complaints in a timely

manner?”

4.71 Satisfaction with repairs and complaints

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 200%  14.6% 15.0% 23.0% 18.5% 15.7%
Satisfied 427%  456%  439%  365%  47.3%  38.8%
Neither satisfied nor 345%  30.3%  256%  286%  249%  33.9%
dissatisfied
Dissatisfied 27% 7.0% 0.4% 87% 5.6% 9.0%
Very dissatisfied 0.0% 2.4% 61% 3.2% 3.6% 2.6%
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“Overall how satisfied or dissatisfied are you with the quality of the water

supply?”

4.72 Satisfaction with quality of water supply

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 16.8% 1.0% 12.0% 16.8% 17.8% 8.5%
Satisfied 25.7% 26.9% 21.5% 17.5% 23.8% 23.3%
Neither satisfied nor 142%  204%  18.0% 15.4% 204%  15.4%
dissatisfied
Dissatisfied 35.4% 25.9% 26.5% 32.9% 23.3% 34.2%
Very dissatisfied 8.0% 15.9% 22.0% 17.5% 14.7% 18.6%
“Overall, how satisfied or dissatisfied are you that the water supply is
reliable?”
4.73 Satisfaction with reliability of water supply
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 36.3% 36.3% 29.9% 36.1% 38.2% 31.0%
Satisfied 39.8% 44.8% 51.7% 45.8% 44.2% 48.1%
Neither satisfied nor 14.2% 9.2% 7.0% 9.7% 8.8% 101%
dissatisfied
Dissatisfied 9.7% 7.8% 8.5% 7.6% 7.3% 9.0%
Very dissatisfied 0.0% 2.0% 3.0% 0.7% 1.6% 1.9%

“Overall, how satisfied or dissatisfied are you that the Council repairs
water leaks, restores water interruptions and investigates water supply
complaints in a timely manner?”

4.74 Satisfaction with repair of water leaks, restoring water interruptions and
investigating water supply complaints in a timely manner

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 25.2% 19.9% 16.7% 20.5% 20.5% 19.4%
Satisfied 40.5% 40.1% 427% 36.4% 41.9% 38.5%
Neither satisfied nor 27.0% 25.7% 19.3% 19.7% 211% 25.4%
dissatisfied
Dissatisfied 7.2% 9.2% 14.1% 15.9% 1.2% 7%
Very dissatisfied 0.0% 51% 7.3% 7.6% 5.3% 51%
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4.75 Agreement that Christchurch is a cycle friendly city

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 34.5% 24.5% 16.4% 19.1% 24.2% 21.7%
Agree 38.1% 40.0% 431% 43.3% 40.8% 41.5%
Neither agree nor 17.7% 21.0% 24.6% 25.5% 22.4% 22.2%
disagree
Disagree 71% 1.3% 1.3% 1.3% 8.9% 12.2%
Strongly disagree 2.7% 3.2% 4.6% 0.7% 3.7% 2.4%
“And in relation to this, how often have you cycled on a public road in
Christchurch in the last 12 months?”
4.76 Frequency of cycle travel on public roads in last 12 months
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
All the time, by that | 11.5% 7.4% 5.0% 2.0% 6.9% 57%
mean about every day
Frequently, by that |
mean at least once a 10.6% 141% 12.9% 7.5% 15.1% 8.9%
week
Occasionally, by that
I mean around once a 16.8% 16.7% 16.3% 6.1% 16.2% 13.1%
month
Rarely, by that | mean
no more than a few 19.5% 21.5% 15.3% 9.5% 16.4% 18.3%
times a year
Never 41.6% 40.4% 50.5% 74.8% 45.4% 54.0%
“Overall, how much do you agree or disagree that Christchurch is a walking
friendly city?”
4.77 Agreement that Christchurch is a walking friendly city
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 45.5% 40.3% 35.1% 37.8% 38.9% 39.7%
Agree 43.8% 49.8% 44.6% 40.6% 46.1% 457%
Neither agree nor 71% 8.0% 1.9% 16.8% 10.4% 10.7%
disagree
Disagree 1.8% 1.9% 7.4% 4.2% 3.4% 3.9%
Strongly disagree 1.8% 0.0% 1.0% 0.7% 1.3% 0.0%
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4.2.8 Parking

“Have you parked a car in a Council parking facility in the last 12 months?”

4.78 Usage of Council parking facility

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Yes 69.6% 85.9% 82.2% 71.9% 81.2% 78.5%
No 30.4% 14.1% 17.8% 28.1% 18.8% 21.5%

“Overall how satisfied or dissatisfied are you with the ease of use of on-street
parking meters?”

4.79 Satisfaction with ease of use of on-street parking meters

18-24 25-49 50-64 65+ Male Female

(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 15.7% 19.5% 12.4% 10.7% 16.0% 15.1%
Satisfied 36.3%  444%  34.6% 36.1% 30.5%  39.0%
Neither satisfied nor 31.4% 21.5% 25.4% 18.0% 235%  23.0%
dissatisfied
Dissatisfied 14.7% 8.5% 17.8% 26.2% 13.2% 16.9%
Very dissatisfied 2.0% 61% 9.7% 9.0% 7.8% 61%

“Overall how satisfied or dissatisfied are you with the range of Council
parking facilities available to you?”

4.80 Satisfaction with range of Council parking facilities available

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 9.3% 13.1% 9.1% 10.9% 9.8% 12.6%
Satisfied 28.0% 40.0% 36.9% 35.7% 39.6% 33.8%

Neither satisfied nor 35.5%  23.0%  26.2%  202%  222%  27.9%

dissatisfied
Dissatisfied 23.4% 19.3% 20.3% 24.8% 21.7% 20.7%
Very dissatisfied 3.7% 4.6% 7.5% 8.5% 6.8% 5.0%
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“Overall how satisfied or dissatisfied are you with the information provided
to you by the Council about parking options?”

4.81 Satisfaction with the information provided by Council about parking options

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 12.1% 11.5% 6.9% 8.5% 9.7% 10.1%
Satisfied 24.3% 28.9% 33.3% 34.9% 30.5% 30.4%

Neithersatisfiednor 0 oo 3619%  333%  31.0%  350%  352%

dissatisfied
Dissatisfied 20.6% 18.7% 21.2% 17.8% 18.6% 20.4%
Very dissatisfied 2.8% 4.9% 5.3% 7.8% 6.2% 3.9%

“Overall how satisfied or dissatisfied are you with the ease of use of Council
parking?”

4.82 Satisfaction with the ease of use of Council parking

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 12.1% 14.9% 11.6% 13.3% 13.2% 13.5%
Satisfied 33.6% 42.2% 42.9% 32.0% 41.5% 37.2%

Neither satisfied nor 36.4% 26.1% 25.9% 29.7% 25.3% 31.0%

dissatisfied
Dissatisfied 15.0% 13.2% 14.8% 20.3% 15.4% 14.9%
Very dissatisfied 2.8% 3.6% 4.8% 47% 4.6% 3.4%

“Overall, how much do you agree or disagree that your motor vehicle is safer
in Council run off-street parking compared to on street parking?”

4.83 Agreement that vehicle is safer in Council run off-street parking compared to on

street parking
18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 19.0% 1.3% 141% 15.6% 13.1% 14.8%
Agree 457% 38.1% 32.1% 38.5% 40.6% 34.9%
Neither agree nor 27.6% 38.7% 39.1% 36.9%  350%  38.9%
disagree
Disagree 6.7% 10.3% 12.5% 7.4% 9.2% 10.2%
Strongly disagree 1.0% 1.7% 2.2% 1.6% 2.2% 1.1%

109



RESEARCH FIRST 2019 General Service Satisfaction Survey researchfirst.co.nz

“How much do you agree or disagree that you feel safe using Council run off-
street parking sites during the day?”

4.84 Agreement that residents feel safe using run off-street parking sites during the

day
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 271% 32.0% 32.0% 25.4% 31.5% 28.8%
Agree 49.5% 46.7% 44.4% 50.8% 46.2% 48.1%
Neither agree nor 19.6% 17.3% 202%  214% 18.7% 19.7%
disagree
Disagree 2.8% 37% 3.4% 1.6% 31% 31%
Strongly disagree 0.9% 0.3% 0.0% 0.8% 0.6% 0.3%

“How much do you agree or disagree that you feel safe using Council run off-
street parking sites after dark?”

4.85 Agreement that residents feel safe using run off-street parking sites after dark

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 9.5% 13.9% 10.7% 8.5% 13.6% 9.5%
Agree 33.3% 37.8% 32.7% 35.1% 7% 28.5%
Neither agree nor 42.9%  288%  339%  287% 331% 31.6%
disagree
Disagree 14.3% 16.3% 16.1% 20.2% 8.9% 24.7%
Strongly disagree 0.0% 3.1% 6.5% 7.4% 2.7% 57%

4.2.9 Heritage Assets

“Overall, how satisfied or dissatisfied are you with the appearance of these
[heritage assets]?”

4.86 Satisfaction with the appearance of heritage assets

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 366%  267%  223%  27.3% 27.0% 27.3%
Satisfied 411% 42.8%  426%  420%  439%  408%
Neither satisfied nor 17.9% 23.5% 27.4% 18.9% 21.3% 24.4%
dissatisfied
Dissatisfied 4.5% 5.5% 61% 9.8% 5.5% 6.9%
Very dissatisfied 0.0% 1.6% 1.5% 21% 2.3% 0.5%
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“Overall, how satisfied or dissatisfied are you with their condition [heritage
assets]?”

4.87 Satisfaction with the condition of heritage assets

18-24 25-49 50-64 65+ Male Female
(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 27.7% 23.8% 15.3% 18.8% 223%  204%
Satisfied 50.9%  47.3%  497% 57.1% 49.9%  504%
Neither satisfied nor 17.0% 225%  28.0% 17.3% 22.3% 221%
dissatisfied
Dissatisfied 4.5% 4.2% 6.3% 6.0% 3.4% 6.8%
Very dissatisfied 0.0% 2.3% 0.5% 0.8% 21% 0.3%

“Overall, how satisfied or dissatisfied are you with the appearance of the
city’s heritage buildings?”

4.88 Satisfaction with the appearance of city’s heritage buildings

18-24 25-49 50-64 65+ Male Female

(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 25.0% 15.0% 12.2% 17.7% 17.2% 15.4%
Satisfied 50.9% 52.6% 51.3% 52.5% 49.2% 55.0%
Neither satisfied nor 17.0% 21.9% 24.9% 22.0% 22.5% 211%
dissatisfied
Dissatisfied 71% 7.2% 8.5% 6.4% 71% 7.6%
Very dissatisfied 0.0% 3.3% 3.2% 1.4% 4.0% 0.8%

“Overall, how satisfied or dissatisfied are you with the condition of these
[heritage] buildings?”

4.89 Satisfaction with the condition of city’s heritage buildings

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 23.2% 12.3% 8.5% 15.4% 12.4% 14.8%
Satisfied 40.2% 46.0% 441% 43.4% 46.3% 421%
Neithersatisfiednor  ,g 600 og5%  324%  287%  265%  32.5%
dissatisfied
Dissatisfied 8.0% 9.7% 12.2% 10.3% 1.1% 9.3%
Very dissatisfied 0.0% 3.6% 2.7% 2.2% 3.7% 1.4%
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4.2.10 Parks

“Overall, how satisfied or dissatisfied are you with the appearance of central
city parks and green spaces?”

4.90 Satisfaction with the appearance of central city parks and green spaces

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 37.5% 28.8% 28.6% 38.0% 30.9% 32.7%
Satisfied 39.3% 51.3% 54.3% 46.5% 50.8% 48.1%
Neither satisfied nor 17.9% 14.7% 13.1% 12.0% 13.4% 14.9%
dissatisfied
Dissatisfied 5.4% 4.8% 3.5% 3.5% 4.6% 4.0%
Very dissatisfied 0.0% 0.3% 0.5% 0.0% 0.3% 0.3%
“Overall, how satisfied or dissatisfied are you with the condition of these
parks and green spaces?”
4.91 Satisfaction with the condition of central city parks and green spaces
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 31.3% 27.2% 24.7% 32.9% 28.6% 27.9%
Satisfied 491% 55.6% 571% 48.3% 55.2% 52.3%
Neither satisfied nor 16.1% 13.4% 14.6% 15.4% 12.6% 16.2%
dissatisfied
Dissatisfied 3.6% 3.8% 3.5% 3.5% 3.6% 3.7%
Very dissatisfied 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%
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4.2 11 Disaster Preparedness

“Has your household done any of the following to prepare in case of a natural
disaster:

Stored enough water for three days
Stored enough food for three days
Secure heavy household items that might fall in an earthquake?”

4.92 Disaster preparedness

Age (years) Yes No
18-24 (n=113) 41.1% 58.9%
25-49 (n=313) 57.8% 42.2%
Stored enough water for 50-64 (n=203) 72.6% 21.4%
three days 65+ (n=147) 72.6% 27.4%
Male (n=391) 62.1% 37.9%
Female (n=384) 61.9% 38.1%
18-24 (n=113) 70.3% 29.7%
25-49 (n=313) 82.3% 17.7%
Stored enough food for 50-64 (n=203) 90.1% 9.9%
three days 65+ (n=147) 95.2% 4.8%
Male (n=391) 86.8% 13.2%
Female (n=384) 83.2% 16.8%
18-24 (n=113) 61.1% 38.9%
25-49 (n=313) 73.4% 26.6%
Secure heavy household 50-64 (n=203) 80.7% 19.3%
items that might fall in an
earthquake 65+ (n=147) 80.1% 19.9%
Male (n=391) 76.2% 23.8%
Female (n=384) 73.7% 26.3%

“Does your household have an up-to-date emergency plan?”

4.93 Having an up to date Emergency plan

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Yes 41.0% 56.0% 56.8% 61.0% 52.5% 57.5%
No 59.0% 44.0% 43.2% 39.0% 47.5% 42.5%
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4.2.12 Overall Satisfaction

“Overall, how satisfied or dissatisfied are you with the performance of
Christchurch City Council in delivering its services over the last 12 months?”

4.94 Satisfaction with performance of Christchurch City Council in delivering its

services
18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Very satisfied 15.9% 12.8% 8.9% 17.7% 12.3% 14.0%
Satisfied 56.6% 49.2% 46.5% 45.4% 46.0% 52.0%
Neither satisfied nor 230%  240%  22.3%  206%  237% 21.6%
dissatisfied
Dissatisfied 4.4% 10.5% 16.8% 12.1% 13.1% 10.0%
Very dissatisfied 0.0% 3.5% 5.4% 4.3% 4.9% 2.4%

“Why do you say so? (in reference to performance of Council in delivering its
services over last 12 months)”

4.95 Reasons for satisfaction with performance of Christchurch City Council in
delivering its services (coded table)

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Council is doing a

) 26% 18% 15% 15% 18% 18%

good job overall
Happy with services

) 19% 21% 13% 14% 16% 19%
provided
Unhappy with 9% 19% 18% 20% 18% 16%
services provided
No problems/ issues 13% 9% 8% 10% 10% 9%
Respond to problems/ 3% 7% 7% 14% 7% 8%
concerns
Room for 6% 8% 4% 3% 7% 5%
improvement
Slow to/ don’t
respond to problems/ 3% 5% % % % 4%
concerns
Good customer 3% 4% 6% 9% 4% 7%
service
Dlsapprove of Council 0% 29 8% 29 5% 29
spending
Lack of public 2% 4% 5% 4% 3% 5%
consultation
Poor communication 4% 4% 4% 2% 4% 3%
Dlsaprovg of waterj 1% 5% 2% 3% 4% 3%
chlorination handling
Good communication 4% 4% 3% 1% 3% 4%
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18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Poor customer service 1% 3% 3% 3% 4% 2%
Happy with how
Councilhandled 4% 1% 0% 5% 2% 3%
things after terrorist
attack
Unhéppy about water P 1% o9 3% o9 o9
bottling plant
Coun.cllls doing a 0% P 1% 1% o9 1%
poor job overall
Council n.eeds to take 0% 1% 39 0% 29 1%
more action
Unhappy with rebuild 2% 1% 2% 0% 1% 2%
progress
PIffICU|tIeS reportmg 0% 0% 1% 2% 1% 1%
issues to Council
Unhappy with Mayor 0% 1% 1% 2% 1% 1%
Disapprove of lime 1% 0% 0% 2% 1% 0%
scooters
Other 1% 4% 5% 3% 3% 4%
Don’t know 18% 8% 4% 4% 6% 9%

4.213 Things Done Well and Opportunities for Improvement

“Thinking about your overall experience in interacting with the Council over
the last 12 months, how much do you agree or disagree that the Council has
made it easy for you to interact with it regarding your service needs?”

4.96 Agreement that Council has made it easy for you to interact with it

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Strongly agree 27.9% 21.8% 22.0% 28.7% 20.6% 27.6%
Agree 45.0% 54.7% 45.5% 497% 51.2% 48.5%
Neither agree nor 225%  16.9%  205%  147% 18.5% 18.0%
disagree
Disagree 2.7% 5.5% 8.0% 5.6% 7.3% 4.2%
Strongly disagree 1.8% 1.0% 4.0% 1.4% 2.3% 1.6%
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“Thinking about all the services the Council provides, which is the one
service you feel the Council is performing the best in delivering?”

4.97 One service you feel the Council is performing the best in delivering (coded table)

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Waste management 22% 26% 33% 37% 30% 29%
Libraries % 13% 10% 13% 9% 14%
Parks, reserves and 1% 9% 8% 3% 9% 7%
green spaces
Events/ activities 6% 7% 4% 5% 3% 9%
Recreation & Sport 1% 9% 5% 2% 6% 5%
Centres
Water supply 4% 4% 6% T% 8% 2%

Public space
cleaning/ City 1% 4% 4% 1% 3% 6%
beautification

Sewerage/ 1% 3% 5% 6% 6% 2%
Wastewater

!:aC|I|t|es and services 3% 29, 3% 6% 3% 49
in general

Information and 2% 2% 4% 2% 2% 3%
communication

Roading 1% 3% 2% 2% 3% 1%
Public transport 3% 3% 1% 1% 2% 2%
Earthquake recovery/ 29, 29, 3% 1% 29, 29,
rebuild

Cycleways 0% 1% 1% 3% 2% 1%
Rates/ spending/ 0% 1% 2% 1% 1% 1%
financial management

Emergency

preparedness/ 1% 1% 1% 0% 1% 0%
response/ victim

support

Animal control 1% 1% 0% 1% 1% 1%
Waterways 0% 0% 0% 1% 0% 1%
Community support 1% 1% 0% 0% 0% 1%
Footpaths and 0% 1% 0% 0% 0% 1%
walkways

Parking 1% 0% 0% 0% 1% 0%
Other 8% 4% 3% 3% 5% 3%
Don’t know/ nothing 25% 14% 14% 14% 15% 16%
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“Please describe in as much detail as possible why you think the Council is
performing best in this area?”

4.98 Reasons for Council performing best in mentioned area (coded table)

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Waste management:

Reliable 4% 14% 12% 15% 13% 1%
Waste management:
Timely collection and 12% 1% 10% 12% 1% 1%

service

Waste management:
Generally good 7% 3% 10% 8% 7% 6%
service/no issues

Waste management:
Proper collection/no 1% 2% 8% 8% 5% 4%
residue left behind

Waste management:

) ) 0% 2% 3% 1% 1% 2%
Communicate issues

Waste management:
Availability of bins/ 1% 1% 3% 2% 2% 1%
good size bins

Waste management:
Recycling and 2% 1% 2% 1% 1% 2%
recycling options

Waste management:
Friendly/ responsive 0% 1% 2% 1% 1% 1%
staff

Waste management:

3% 1% 1% 1% 1% 1%
Other

Libraries: Good
service / good 1% 4% 4% 8% 3% 6%
libraries

Libraries: Availability
of and access to 4% 4% 5% 2% 3% 5%
libraries

Libraries: Availability
and variety of good/
current resources/
activities

4% 4% 3% 4% 3% 5%

Libraries: Good/

. 0% 4% 4% 2% 3% 4%
modern infrastructure

Libraries: Good

librarians/ staff 0% 4% 1% 1% 1% 8%

Libraries: Free
access/ free access to 0% 1% 1% 2% 1% 2%
materials

Libraries: Other 1% 1% 0% 0% 1% 0%
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18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Parks, reserves
and green spaces: o . o o o o
Well presented and 1% 8% 5% 1% % 5%
maintained
Parks, reserves
and green spaces: o . o o o .
Availability/number/ 1% 2% 1% 1% 1% 2%
variety
Parks, reserves and
green spaces: Good 1% 1% 0% 1% 1% 1%
service to have
Parks, reserves and
green spaces: Good 1% 1% 0% 1% 1% 1%
for the children
Parks, reserves and 1% 0% 1% 1% 1% 0%
green spaces: Other
Ro?dmg: Roadworks/ 0% 0% 0% P 1% 0%
Maintenance
Roading: Improved 0% 1% 0% 0% 1% 0%
network/services
Roading: Other 1% 1% 0% 2% 2% 0%
Footpaths: Well 0% 0% 0% 1% 0% 0%
maintained
Footpaths: Good 1% 0% 0% 0% 0% 0%
accessibility
Cycleways: Good 0% 1% 0% 1% 1% 1%
quality
Cycleways: o o o o o o
Availability/ number 0% 0% 1% 1% 1% 1%
Cycleways: Other 0% 0% 0% 1% 0% 1%
Public transport:
Generally a good/ 2% 1% 0% 1% 1% 1%
efficient service
Publlctraqsport: 0% 1% 0% 0% 1% 0%
Punctual timetables
Public transport:
Good coverage/ 0% 1% 0% 0% 0% 0%
variety of routes
Public transport: 1% 0% 0% 0% 0% 0%

Other
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Events/ activities:
Availability/ number/
range

2%

4%

4%

3% 2%

5%

Events/ activities:
Providing information
on events

3%

1%

1%

0% 0%

2%

Events/ activities:
Free/ affordable

0%

1%

1%

1% 0%

2%

Events/ activities:
Well organised

1%

1%

0%

2% 1%

1%

Events/ activities:
Family friendly/ for all
ages

0%

1%

0%

1% 0%

1%

Events/ activities:
Other

1%

1%

1%

1% 1%

1%

Recreation & Sport
Centres: Availability
and access to
swimming pools

1%

3%

1%

1% 1%

2%

Recreation & Sport
Centres: Clean/ well
maintained

0%

3%

0%

1% 2%

1%

Recreation & Sport
Centres: Generally
good service

0%

1%

2%

1% 2%

1%

Recreation & Sport
Centres: Other

0%

3%

1%

0% 2%

1%

Water supply:
Generally good
service

2%

2%

1%

4% 3%

1%

Water supply:
Maintenance done
promptly/ well
maintained

1%

1%

2%

1% 2%

1%

Water supply: No
issues with chlorine

2%

0%

1%

0% 1%

1%

Water supply:
Adequate and regular
supply

0%

1%

1%

1% 1%

0%

Water supply: Water
quality/ taste is good

0%

0%

1%

1% 1%

0%

Sewerage/
Wastewater:
Generally good
service

2%

2%

3%

5% 5%

1%
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18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Sewerage/
Wastewater: Well 0% 0% 1% 1% 1% 1%
maintained

Sewerage/
Wastewater: Not
discharging during
emergencies

0% 0% 0% 1% 0% 0%

Waterways: Well

S 1% 0% 0% 0% 0% 1%
maintained/ clean

The rebuild: Good

. 2% 3% 4% 2% 2% 3%
progress being made

The rebuild:
Improving the look of 2% 0% 1% 0% 0% 1%
the city

The rebuild: Other 0% 0% 0% 0% 0% 1%

Public space

cleaning/ City

beautification: 6% 3% 2% 1% 3% 3%
Keeping spaces/ city

clean

Public space
cleaning/ City
beautification: Attract
tourists/ businesses

1% 1% 0% 0% 1% 1%

Rates spending
and financial
management:
Generally good
spending/
management

0% 1% 0% 1% 0% 1%

Rates spending
and financial 0% 0% 1% 0% 1% 0%
management: Other

Information and
communication: Good 3% 3% 2% 1% 1% 3%
communication/ clear

Information and

o 0% 0% 0% 1% 0% 0%
communication: Other

Emergency

preparedness and

response: Well 3% 1% 1% 0% 1% 1%
prepared/ good

response
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18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Community Support:

Involvement of 3% 1% 0% 0% 0% 1%
council

Amn?alcontroI:Good 1% 1% 0% 1% 1% 1%
service

Facilities and services

in general: Generally 1% 2% 1% 3% 2% 2%
good service

Other 3% 4% 5% 5% 5% 3%
Don’t know 28% 16% 15% 16% 17% 18%

“Thinking about all the services the Council provides, which is the one
service you feel is most important for Council to improve over the next 12
months?”

4.99 Most important service for Council to improve over next 12 months

18-24 25-49 50-64 65+ Male Female

(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)
Roading 27% 30% 29% 22% 30% 25%
Water supply 15% 22% 20% 22% 18% 23%
Footpaths and 2% 4% 7% 6% 4% 6%
walkways
Waste management 7% 6% 3% 5% 4% 6%
The Council/ decision
making/ financial 0% 4% 6% 7% 4% 6%
management
Parking 7% 4% 3% 3% 4% 4%
Sewerage/ 4% 3% 4% 4% 4% 3%
Wastewater
Public transport 2% 3% 2% 5% 3% 3%
Informat|‘on e.and 1% 2% 5% 3% 4% 29
communication
Waterways 4% 3% 2% 2% 3% 3%
Earthquake recovery/ 3% 2% 4% 3% 3% 29
rebuild
Parks, reserves and 1% 29 29 1% 29 29
green spaces
Consents process 2% 2% 2% 1% 3% 1%
Public space
cleaning/ City 1% 1% 2% 3% 2% 2%
beautification
Cycleways 3% 0% 1% 1% 1% 1%
Recreation & Sports 1% 1% 1% 0% 0% 1%

Centres
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18-24 25-49 50-64 65+ Male Female

(n=113)  (n=313) (n=203) (n=147) (n=391) (n=384)
Events/ activities 2% 1% 0% 0% 1% 0%
Housing 1% 1% 0% 0% 1% 1%
Other 2% 4% 8% 6% 5% 5%
Don’t know/ nothing 25% 13% 8% 13% 13% 14%

“Please describe in as much detail as possible what you think Council
should be doing to improve its performance in this area?”

4.100 What Council should be doing to improve (coded table)

18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Roading: Fix roads/
make smooth/ 5% 9% 8% 9% 8% 8%
remove potholes

Roading: Better
quality repair/ less
frequent repair/ faster
repair

7% 12% 8% 3% 8% 9%

Roading: Improve
traffic control/ flow/ 5% 5% 8% 5% 7% 5%
accessibility

Roading: Prioritise/
focus repairs where 5% 5% 6% 1% 3% 6%
needed most

Roading: Better
communication/ 1% 2% 1% 3% 1% 2%
consultation

Roading: Allocate

1% 1% 1% 1% 2% 1%
resources correctly
Roading: Other 1% 1% 2% 2% 2% 1%
Footpaths: Fix
footpaths/ make o9 3% 3% 3% o9 3%
smooth/ remove
hazards
Footpa.th_s.: Improve 1% 0% 1% 1% 0% 1%
accessibility
Footpaths: Clear
debris/ overhanging 0% 0% 1% 1% 0% 1%
foliage
Footpaths: Better
quality repair/ less 0% 1% 0% 0% 0% 1%

frequent repair/ faster
repair

Footpaths: Pedestrian
right of way 0% 0% 0% 1% 0% 0%
clarifications
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Footpaths: Improve
street lighting

0%

0%

0%

0% 0%

0%

Cycleways: Make
more user-friendly/
Less obstructive/
Safer

0%

0%

0%

1% 1%

0%

Cycleways: Clearer
delineation between
cycleways/ road lanes

1%

0%

0%

1% 1%

0%

Cycleways: Ensure
cycleways on arterial
roads/ direct routes

1%

0%

0%

0% 0%

0%

Cycleways: Other

0%

1%

0%

1% 1%

0%

Water supply:
Remove chlorine/
other additives

1%

14%

1%

10% 1%

13%

Water supply: Fix the
wells/ bore/ aquifer/
pumping stations

3%

3%

3%

5% 3%

4%

Water supply:
Improve or retain
quality/ smell/ taste/
appearance

2%

4%

2%

2% 2%

3%

Water supply: Halt
sale of water to
commercial interests

0%

3%

2%

3% 1%

4%

Water supply: Fix
leaks

0%

1%

1%

3% 1%

2%

Water supply: Better
communication/
consultation

1%

2%

0%

1% 1%

2%

Water supply: Devote
more resource to
fixing issues/ Keep to
timeline

0%

2%

0%

1% 1%

1%

Water supply: Other

0%

2%

0%

3% 1%

2%

Council decision-
making/financial
management: Avoid
over expenditure/
expenditure on
unnecessary projects

0%

0%

2%

3% 1%

2%
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+
(n=147)

Male
(n=391)

Female
(n=384)

Council decision-
making/financial
management:

Developing 0%
clear plans and

budgets/ long term/
independent thinking

1%

1%

2%

1%

1%

Council decision-
making/financial

management:

Increase council 0%
transparency/

address corruption/
accountability

1%

2%

1%

2%

0%

Council decision-
making/financial
management: More
consultation on new 0%
building spending/

more consultation

generally

1%

1%

2%

1%

2%

Council decision-
making/financial
management:
Focus more on
infrastructure/
services

0%

1%

1%

1%

0%

2%

Council decision-
making/financial
management:
Improve
communication and
monitoring

0%

0%

2%

1%

1%

1%

Council decision-
making/financial
management: Faster 0%
action on rebuild

projects

0%

1%

1%

1%

0%

Council decision-
making/financial
management: 0%
Reduce spending on
Councillors

0%

0%

1%

0%

1%

Council decision-
making/financial
management: Devise
a better rates system

0%

0%

0%

0%

0%

1%

Council decision-
making/financial 0%
management: Other

1%

0%

0%

0%

1%
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Public space
cleaning/ City
beautification: Clear
leaves, dry grass,
weeds/ mow lawns/
prune trees

0%

1%

1%

3% 0%

2%

Public space
cleaning/ City
beautification:
Council should clean
up/ increase cleaning
frequency

0%

0%

0%

2% 0%

1%

Public space
cleaning/ City
beautification:
Provide feedback and
representation

0%

0%

0%

1% 1%

0%

Public space
cleaning/ City
beautification: Side
streets and roadsides
need attention

0%

0%

0%

0% 0%

0%

Public space
cleaning/ City
beautification:
Planting more trees

0%

0%

0%

0% 0%

0%

Consents process:
Reduce the time and
costs related to the
process

1%

1%

0%

1% 1%

0%

Consents process:
Raise standards for
the approval process/
streamline the
process

0%

1%

0%

1% 1%

0%

Consents process:
Process needs to be
more inclusive/ less
adversarial

0%

0%

1%

0% 1%

0%

Consents process:
Improving staffing/
quality of staff

0%

0%

0%

0% 1%

0%

Parking: More
parking/better quality
parking

5%

2%

2%

2% 3%

3%

Parking: Lower the
cost/make it free in
some areas

3%

0%

1%

0% 1%

1%
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Parking: Fair
enforcement/better
enforcement

0%

1%

0%

1% 1%

1%

Parking: Increase the
time limit

1%

0%

1%

0% 1%

0%

Waterways: More
efforts made to
dredge/ keep clean/
clean up pollutants

4%

2%

2%

2% 2%

2%

Waterways: Clamping
down on dumping of
waste into waterways/
prevent pollution

0%

0%

0%

1% 0%

0%

Waterways: Planting
along the river/make
the rivers more
presentable

0%

0%

0%

1% 0%

0%

Waterways: Building
flood protection
barriers

0%

0%

0%

0% 0%

0%

Waterways: Pay
attention to the entire
waterway not sections

0%

0%

0%

0% 0%

0%

Waterways: Improve
the development
process

0%

0%

0%

0% 0%

0%

Sewerage/
Wastewater: Improve
drainage/ runoff

1%

1%

2%

2% 2%

1%

Sewerage/
Wastewater: Regular
maintenance of drains
and culverts

1%

0%

1%

1% 0%

1%

Sewerage/
Wastewater: Reduce
unpleasant smells

0%

0%

0%

1% 0%

1%

Sewerage/
Wastewater: Other

0%

1%

0%

0% 1%

0%

Public transport:
Develop routes/
services that meet all
customers needs

2%

1%

1%

1% 2%

1%

Public transport:
Improve service to
raise usage/ improve
the service generally

0%

1%

0%

2% 2%

1%

126



RESEARCH FIRST

2019 General Service Satisfaction Survey

researchfirst.co.nz

18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Public transport:
Increase the number
of buses and trips/
reduce waiting time

0%

0%

1%

1% 1%

0%

Public transport:
Buses should have a
wider network

1%

0%

0%

1% 1%

0%

Public transport:
Drivers need to keep
to the timetables

0%

1%

0%

1% 0%

1%

Public transport:
Cutting routes without
proper consultation

0%

1%

0%

0% 0%

1%

Public transport: Add
/ improve bus stops

0%

0%

0%

1% 0%

0%

Public transport:
Make the service
more affordable

0%

0%

0%

1% 1%

0%

Public transport:
Reinstate cancelled
services

0%

0%

0%

1% 0%

0%

Information and
communication:
Improve
communication with
the public/ improve
transparency

0%

2%

2%

2% 2%

1%

Information and
communication: More
consultations

0%

1%

1%

0% 1%

0%

Information and
Communication:
Consistency and
clarity

0%

0%

0%

1% 1%

0%

Parks, reserves

and green spaces:
Improve maintenance/
repair of park facilities

0%

1%

2%

0% 1%

1%

Parks, reserves and
green spaces: More
facilities

0%

1%

0%

1% 0%

1%

Parks, reserves

and green spaces:
Adding more plants
and trees/increasing
variety of plants

0%

0%

0%

1% 1%

0%
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18-24 25-49 50-64 65+ Male Female
(n=113) (n=313) (n=203) (n=147) (n=391) (n=384)

Parks, reserves and

1% 0% 0% 0% 1% 0%
green spaces: Other

Recreation & Sports
Centres: Construct 1% 1% 1% 0% 1% 1%
more facilities

Recreation & Sports
Centres: Make them
cheaper/ open them
for longer

0% 0% 1% 0% 0% 0%

Recreation & Sports

Centres: Construct

better quality 0% 0% 0% 0% 0% 0%
facilities/ add

improvements

Events/ activities:
Improvement
communication about
events

2% 0% 0% 0% 1% 0%

Events/ activities:
Providing options
for the disabled
community

0% 0% 0% 0% 0% 0%

Events/ activities:
Provide more events 0% 0% 0% 0% 0% 0%
and activities

Waste management:
Better recycling 0% 2% 1% 2% 1% 2%
options / information

Waste management:

Provide bigger bins/

more bins/ same size 3% 1% 2% 1% 1% 2%
bins/ replacement of

bins

Waste management:
Increase collection
frequency/ change
time of collection

3% 1% 0% 0% 1% 1%

Waste management:
Proper/ better 1% 0% 1% 1% 1% 0%
collection of waste

Waste management:

Better delineation

/ education of 1% 0% 0% 1% 0% 1%
recycling/organic/

waste
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18-24
(n=113)

25-49
(n=313)

50-64
(n=203)

65+ Male
(n=147) (n=391)

Female
(n=384)

Waste management:
Cost of collections/
bins should be
reconsidered

0%

0%

1%

0% 0%

1%

Earthquake recovery/
rebuild: Speed up the
rebuild and rebuild
processes

1%

0%

1%

0% 1%

1%

Earthquake recovery/
rebuild: Doing the
job correctly/ better
rebuild decisions

0%

0%

0%

1% 1%

0%

Earthquake recovery/
rebuild: More
attention to the red
zones

0%

0%

1%

1% 0%

1%

Earthquake recovery/
rebuild: Maintaining
weather wrapped
buildings

0%

0%

0%

0% 0%

0%

Earthquake recovery/
rebuild: Rebuild on
reclaimed land

0%

0%

0%

0% 0%

0%

Earthquake
recovery/ rebuild:
Not rebuilding the
Cathedral

0%

0%

0%

0% 0%

0%

Earthquake recovery/
rebuild: Management
of Heritage properties

0%

0%

0%

1% 0%

0%

Other

2%

2%

2%

3% 3%

1%

Don’t know

33%

16%

13%

16% 17%

19%

129



RESEARCH FIRST

2019 Residents’ Survey researchfirst.co.nz

4.3 Questionnaire

Good <time of day>, my name is <name> and I'm calling from Research First. Today I'm calling on behalf of Christchurch
City Council. We are conducting a survey about residents’ satisfaction with Council services.

May | speak to the youngest person aged 18 or over in your household?

Is now a good time or would you prefer | called you back?

Interviewer: please make an appointment to speak to the youngest person in the household if they are not currently
available. Only ONE survey allowed per household.

Most questions will offer you a scale where you can rate your level of satisfaction or agreement. There is space towards
the end of the survey where you can tell us what you think in more detail.

Read out only if necessary

1. This survey is one of several ways in which the Council obtains feedback each year
2. The survey will take around 20 minutes depending on your answers

3. Everything you tell me will be treated as strictly confidential.

4. There are no right or wrong answers to these questions.

Tips and clarification

If necessary:

Our website is www.researchfirst.co.nz. We are a market research company based in Christchurch. Our Freephone
number is 0508 473 732.

How do you have my details?

We have a database of randomly generated landline numbers or cell phone numbers given to us during a previous survey.
If necessary - do not offer this unless they are irate:

If you no longer wish to be considered for market research projects | can add you to the do not call register. Click on the
'DNC' button to add them.

Part One: Quota Demographics

Recording statement: all our calls are recorded for quality assurance
purposes.

1. Firstly, have you lived in Christchurch for at least 12 months? Do not read out. Select one. SINGLE
CODE

O | Yes (continue)

O | No (NQ exit page)

2. Which suburb do you live in? Type first few letters of location and select from drop-down. If none of
these, select "Z - None of these'. SINGLE CODE

DROP DOWN MENU, AUTOCODE WARD BASED ON CLIENT
SUPPLIED LIST (like done for Community Events J1947)

O | Harewood O | Halswell

O | waimairi O | Riccarton

O | Papanui O | spreydon

O | Fendalton O | central

O | Innes O | cashmere

O | Burwood O | Linwood

O | Coastal O | Heathcote

o Hornby O | Banks Peninsula

3. Which of these age groups do you fall into? Read out. Select one. SINGLE CODE
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18-24
25-49
50-64
65+

Bl —

4. Which of the following best describes you? Read out. Select one. SINGLE CODE

1 Male
2 Female
3 Gender diverse

Part Two: Introduction Statement

Interviewer, read out: I'm going to ask you to tell me how satisfied or dissatisfied you are with some of the activities
Christchurch City Council is involved with and how strongly you agree or disagree with particular statements. Remember,
there are no right or wrong answers and we are just interested in your opinion.

Part Three: City Promotions

Interviewer, read out: Firstly, thinking about city events and festivals.

The Council provides information about a range of city events and festivals, and information about activities such as walking
or biking in the city or on the Port Hills, walking on the Pier and about attractions such as the Botanic Gardens. Thinking
now about the information provided to you by the Council about events, activities and attractions.

5. Overall, how satisfied or dissatisfied are you that the information you receive is timely, relevant and
accurate. Please answer this question on a scale from 1 to 5 where 1 stands for ‘very satisfied’, 2 is
‘satisfied’, 3 is ‘neither satisfied not dissatisfied’ 4 is ‘dissatisfied’ and 5 stands for ‘very dissatisfied’?
SINGLE CODE PER ROW

Read out if necessary: Timely means that information is available at an
appropriate time to decide what events, activities and attractions you
want to attend or participate in.

Read out if necessary. Accurate means that Council information is
factually correct

Very satisfied
Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

Very dissatisfied

O| O] O O O] O

Do not read out: Don’t know/ not applicable

6. The Council supports a range of events and festivals such as Kids Fest, the International Jazz and Blues
Festival, Le Race and local community events. Overall, how satisfied or dissatisfied are you with the
range of events and festivals? Select one. SINGLE CODE Do not read full scale only repeat if necessary

Read if necessary: Range means the variety of events and festivals
available during the year.

1 | Very satisfied

2 | satisfied

3 Neither satisfied nor dissatisfied
2
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4 | Dissatisfied

5 | Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Four: Governance and Decision-Making

Interviewer, read out: Now, some questions about governance and decision making in our city.

7. Thinking about Christchurch City Council, how much do you agree or disagree with the statement ‘|
understand how the Council makes decisions’? Please answer this question on a scale from 1to 5
where 1 stands for ‘strongly agree’ 2 is ‘agree’, 3 is ‘neither agree not disagree’ 4 is ‘disagree’ and 5

stands for ‘strongly disagree’ Select one. SINGLE CODE

1 Strongly agree

Agree

Neither agree nor disagree

Disagree

al Bl N

Strongly disagree

99 | Don’t know/ not applicable Do not read out

8. Overall, how satisfied or dissatisfied are you with the accuracy of the information provided to you about
Council decisions? Read out This includes things such as getting enough information about decisions,
being able to rely on what you have been told and getting a clear, transparent and consistent message.

Please answer this question on a scale from 1 to 5 where 1 stands for ‘very satisfied’, 2 is ‘satisfied’, 3 is
‘neither satisfied not dissatisfied’ 4 is ‘dissatisfied’ and 5 stands for ‘very dissatisfied’” Select one. SINGLE

CODE

N

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

gl B W N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

9. Overall, how satisfied or dissatisfied are you that the public receives information about decision making
in a prompt and timely manner? Do not read full scale only repeat if necessary. Select one SINGLE

CODE

1 Very satisfied

2 Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

Very dissatisfied

99 | Don'’t know/ not applicable Do not read out
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10. Overall, how much influence do you feel the public has on the decisions the Council makes? Please

answer this question on a scale from 1 to 4 where 1 stands for ‘large influence’ 2 is ‘some influence’, 3 is

‘small influence’ and 4 stands for ‘no influence’. Select one. SINGLE CODE

Large influence

Some influence

Small influence

Bl Wl N

No influence

99 | Don’t know/ not applicable Do not read out

11. Overall, how satisfied or dissatisfied are you that the Council makes decisions that are in the best
interests of the city? Please answer this question on a scale from 1 to 5 where 1 stands for ‘very
satisfied’, 2 is ‘satisfied’, 3 is ‘neither satisfied not dissatisfied’ 4 is ‘dissatisfied’ and 5 stands for ‘very

dissatisfied’” Select one. SINGLE CODE

N

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

gl Bl W N

Very dissatisfied

99

Don’t know/ not applicable Do not read out

12. Overall, how satisfied or dissatisfied are you with the opportunities to have a say in what Council does?

Do not read full scale only repeat if necessary. Select one. SINGLE CODE

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

a| | W N

Very dissatisfied

Don’t know/ not applicable Do not read out

13. Overall, how satisfied or dissatisfied are you that the Council's decision making processes are easy to

use or engage with?

Read out if necessary This includes things such as provision of clear
instructions about processes and timelines, having a range of options for
engaging with the Council, and accessibility of Council staff, councillors
and community board members to talk about decisions. Do not read full
scale only repeat if necessary. Select one. SINGLE CODE

N

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

gl B W N

Very dissatisfied
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‘ 99 | Don’t know/ not applicable Do not read out

Part Five: Waterways

Interviewer, read out: Christchurch has a number of waterways such as The Avon, Heathcote and Styx rivers, tributary
waterways such as St Albans and Cashmere streams and utility waterways such as outfall drains, roadside swales and
timbered drains.

14. Overall, how satisfied or dissatisfied are you with the condition of waterways? Select one. SINGLE
CODE Do not read full scale only repeat if necessary.

Read out if necessary: Condition includes things such as maintenance
and upkeep
Very satisfied

Satisfied

N

Neither satisfied nor dissatisfied

Dissatisfied

g B WO N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

READ OUT Waterway margins are typically the two metre strip from the water’s edge to the top of the bank and are often
planted with shrubs, grasses and reeds.

15. Overall, how satisfied or dissatisfied are you with the condition of waterway margins? Select one.
SINGLE CODE. Do not read full scale only repeat if necessary.

Read out if necessary: Condition includes things such as maintenance
and upkeep

-

Very satisfied
Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

al B WO N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

16. Overall, how satisfied or dissatisfied are you with the appearance of Christchurch’s waterway margins? Select one.
SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: Appearance includes things such as the layout and type of plantings (or shrubs, grasses and
reeds)

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

g B W N -

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

READ OUT: Christchurch's stormwater management involves managing stormwater through things such as rivers,
waterways timbered drains and stormwater pipes.

5
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17.

Overall how satisfied or dissatisfied are you that the city's stormwater management systems operate effectively to

ensure that the risk of flooding is minimised? Select one. Do not read full scale only repeat if necessary. SINGLE CODE

1

Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

2
3
4
5

Very dissatisfied

99 [ Don’t know/ not applicable Do not read out

Pa

rt Six: Rubbish and Recycling

Interviewer, read out: Thinking now about the Council rubbish and recycling collection... | now have a series of questions
about the Council run three-bin kerbside collection service.

18.

Overall how satisfied or dissatisfied are you with the Council’s kerbside collection of recyclable materials
(your yellow bin)? Select one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes things such as the Council having
a good understanding of resident recycling needs and issues, provision
of clear and accurate information about what can go in the yellow bins
and about collection days and changes, prompt addressing of issues if
they arise, and the user friendliness of the bins and service.

Very satisfied

2 Satisfied
3 Neither satisfied nor dissatisfied
4 Dissatisfied
5 Very dissatisfied
99 | Don’t know/ not applicable Do not read out
19. Overall how satisfied or dissatisfied are you with the Council’s kerbside collection of rubbish (your red
bin)? Select one. SINGLE CODE. Do not read full scale only repeat if necessary
Read out if necessary: This includes things such as the Council having
a good understanding of resident rubbish collection needs and issues,
provision of clear and accurate information about what can go in red bins
and about collection days and changes, prompt addressing of issues if
they arise, and the user friendliness of the bins and service.
1 Very satisfied
2 Satisfied
3 Neither satisfied nor dissatisfied
4 Dissatisfied
5 Very dissatisfied
99 | Don’t know/ not applicable Do not read out
20. Overall how satisfied or dissatisfied are you with the Council’s kerbside collection of organic material
(your green bin)? Select one. SINGLE CODE. Do not read full scale only repeat if necessary
6
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Read out if necessary: This includes things such as the Council having
a good understanding of resident organics collection needs and issues,
provision of clear and accurate information about what can go in the
green bins and about collection days and changes, prompt addressing
of issues if they arise, and the user friendliness of the bins and service.

1 Very satisfied
Satisfied

2

3 Neither satisfied nor dissatisfied
4 Dissatisfied
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Seven: Roading
Interviewer, read out: Thinking now about the condition of the city’s roads and footpaths (condition includes maintenance
and upkeep)...

21. Overall how satisfied or dissatisfied are you with the condition of Christchurch’s roads, excluding the
residential red zone roads? Select one. SINGLE CODE Do not read full scale only repeat if necessary

1 Very satisfied
Satisfied

2

3 Neither satisfied nor dissatisfied
4 Dissatisfied
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

22. Overall how satisfied or dissatisfied are you with the condition of Christchurch’s footpaths, excluding the
residential red zone footpaths? Select one. SINGLE CODE. Do not read full scale only repeat if
necessary

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

2
3
4 Dissatisfied
5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Eight: Water

Interviewer, read out: | now want to ask you a series of questions about the city’s waste water collection and water supply.
Read out if necessary: Wastewater collection is about the underground pipes that take wastewater (eg. from your toilets,
showers etc) away from homes and to the treatment plant. It is not about storm water collection that collects water in
gutters and storm water drains.

23. Overall how satisfied or dissatisfied are you that there is minimal odour from the sewerage system?
Select one. SINGLE CODE. Do not read full scale only repeat if necessary
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Read out if necessary: This includes odours from manholes in the streets

and from treatment plants such as the one at Bromley and smaller plants
on Banks Peninsula

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

|l B W] N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

24. Overall how satisfied or dissatisfied are you that the wastewater services are reliable? Select one.

SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: Reliable means wastewater is collected, carried,
treated and disposed of without blockages and overflows

(Read out if required: Overflow means wastewater coming out of toilets
or gully traps on private property or manholes on roads)

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

al & W N

Very dissatisfied

99 [ Don’'t know/ not applicable Do not read out

25. Overall how satisfied or dissatisfied are you that the Council repairs wastewater faults and investigates
wastewater complaints in a timely manner? Select one. SINGLE CODE. Do not read full scale only

repeat if necessary

Read out if necessary: Faults include blockages, overflows or broken
pipes

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

2
3
4 Dissatisfied
5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Interviewer, read out: Thinking now about water supply. This is about clean, drinkable water being supplied to your house

26. Overall how satisfied or dissatisfied are you with the quality of the water supply? Select one. SINGLE

CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes things such as its taste, appearance
(eg. sediment free) and with minimal water odour.

1 Very satisfied

2 Satisfied
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Neither satisfied nor dissatisfied
4 Dissatisfied

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

27. Overall, how satisfied or dissatisfied are you that the water supply is reliable? Select one. SINGLE
CODE. Do not read full scale only repeat if necessary

Read out if necessary: Reliable means that unplanned water shutoffs
are kept to a minimum and pressure/flow is maintained

1 Very satisfied

Satisfied

2

3 Neither satisfied nor dissatisfied
4 Dissatisfied
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

28. Overall, how satisfied or dissatisfied are you that the Council repairs water leaks, restores water

interruptions and investigates water supply complaints in a timely manner? Select one. SINGLE CODE.
Do not read full scale only repeat if necessary

1 Very satisfied

Satisfied

2

3 Neither satisfied nor dissatisfied
4 Dissatisfied
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Nine: Active Travel

Interviewer, read out: Now, | would like to ask you some questions about active travel in Christchurch. Active travel is
human-powered travel such as walking, cycling, skating and using manual wheelchairs.

29. Overall, how much do you agree or disagree that Christchurch is a cycle friendly city? Select one.
SINGLE CODE. Please answer this question on a scale from 1 to 5 where 1 stands for ‘strongly agree’,
2 is ‘agree’, 3 is ‘neither agree nor disagree’, 4 is ‘disagree’ and 5 stands for ‘strongly disagree’

Read out if necessary: By cycle friendly | mean cyclists being able to
travel safely and conveniently around the city by cycle (e.g. using the
roads and cycle lanes; showing support for cyclists by understanding
their needs; provision of accurate information about the cycling network;
and user friendliness of signage and information.

1 Strongly agree
2 Agree
3 Neither agree nor disagree
4 Disagree
5 Strongly disagree
9
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| 99 | Don’t know/ not applicable Do not read out

30. And in relation to this, how often have you cycled on a public road in Christchurch in the last 12 months?
What best describes your cycle frequency...READ OUT options. Select one. SINGLE CODE

1 All the time, by that | mean about every day

2 Frequently, by that | mean at least once a week

3 Occasionally, by that | mean around once a month

4 Rarely, by that | mean no more than a few times a year
5  Never

| 99 | Don’t know/ not applicable Do not read out

Interviewer, read out: Now thinking about the extent to which Christchurch is walking-friendly..

Read out if necessary: This includes things such as pedestrians being able to travel safely and conveniently around the
city on foot; showing support for pedestrians by understanding their needs; provision of accurate information about the
pedestrian network; and user friendliness of signage and pedestrian information.

31. Overall, how much would you agree or disagree that Christchurch is a walking friendly city? Select one.
SINGLE CODE. Do not read full scale only repeat if necessary

N

Strongly agree

Agree

Neither agree nor disagree

Disagree

Al B WO N

Strongly disagree

99 | Don’t know/ not applicable Do not read out

Part Ten: Parking

Interviewer read out: Thinking now about parking a vehicle in Christchurch..

32. Have you parked a car in a Council parking facility within the last 12 months? This includes on-street and
off-street parking. Select one. SINGLE CODE

O | Yes
O [ No

O | Do not read out: Don’t know/ not applicable

33. Overall how satisfied or dissatisfied are you with the ease of use of on-street parking meters? Select
one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes things such as clear instructions for
using meters, the process of purchasing and processing of tickets,
parking meters working correctly and response from the Council when
the meters are not working.

1 Very satisfied
2 Satisfied
3 Neither satisfied nor dissatisfied
4 Dissatisfied
10
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5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

34. Overall how satisfied or dissatisfied are you with the range of Council parking facilities available to you?
Select one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes both on-street and off-street Council
motor vehicle parking including parking permits and availability of
mobility parking

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

af K W N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

35. Overall how satisfied or dissatisfied are you with the information provided by the Council about parking
options? Select one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes things such as the clarity and
accuracy of parking information, instructions and signage.

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

af B W N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

36. Overall how satisfied or dissatisfied are you with the ease of use of Council parking? Select one.
SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes things such as finding a park for

your vehicle either on-street or in parking buildings, finding updates
about parking changes, restrictions and charges and the processes for
paying a fine or getting a parking permit including temporary, residential
and mobility parking permits.

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

2
3
4 Dissatisfied
5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

37. Overall, how much would you agree or disagree that your motor vehicle is safer in Council run off-street
parking compared to on street parking? Select one. SINGLE CODE. Read full scale

11

140



RESEARCH FIRST

2019 Residents’ Survey researchfirst.co.nz

Read out if necessary: This includes things such as theft, damage from
other cars or from pillars, posts, bollards or other obstacles and damage
from people such as vandalism, etc

N

Strongly agree

Agree

Neither agree nor disagree

Disagree

A Bl W N

Strongly disagree

99 | Don’t know/ not applicable Do not read out

Interviewer read out: Thinking about your personal safety,

38. How much would you agree or disagree that you feel safe using Council run off-street parking sites
during the day? Select one. SINGLE CODE. Do not read full scale only repeat if necessary

N

Strongly agree

Agree

Neither agree nor disagree

Disagree

gl B WO N

Strongly disagree

99 | Don’t know/ not applicable Do not read out

39. How much would you agree or disagree that you feel safe using Council run off-street parking sites after
dark? Select one. SINGLE CODE. Do not read full scale only repeat if necessary

1 Strongly agree

Agree

Neither agree nor disagree

Disagree

gl Bl W N

Strongly disagree

99 | Don’t know/ not applicable Do not read out

Part Eleven: Heritage Assets

Interviewer read out: Christchurch has a range of public monuments, statues, war memorials, sculptures, fountains and

artworks that reflect the City's heritage and character.

40. Overall, how satisfied or dissatisfied are you with the appearance of these objects? Select one. SINGLE CODE. Do

not read full scale only repeat if necessary

Read out if necessary: Appearance includes things such as their layout, type and style
1 Very satisfied

Satisfied

Dissatisfied

2
3 Neither satisfied nor dissatisfied
4
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

41. Overall, how satisfied or dissatisfied are you with their condition? Select one. SINGLE CODE. Do not read full scale
only repeat if necessary

Read out if necessary: Condition includes things such as their maintenance and upkeep

12
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1 Very satisfied

Satisfied

Dissatisfied

2
3 Neither satisfied nor dissatisfied
4
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Interviewer read out: Christchurch's heritage buildings provides the City with a reminder of a former time. They are often
used as community centres, residential properties and commercial activities such as accommodation and restaurants.
They are maintained and conserved by the Council.

42. Overall, how satisfied or dissatisfied are you with the appearance of the
city's heritage buildings? Select one. SINGLE CODE. Do not read full scale
only repeat if necessary

Read out if necessary: Appearance includes things such as their layout,
type and style

1 Very satisfied

Satisfied

2

3 Neither satisfied nor dissatisfied
4 Dissatisfied
5

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

43. Overall, how satisfied or dissatisfied are you with the condition of these buildings? Select one. SINGLE
CODE. Do not read full scale only repeat if necessary

Read out if necessary: Condition includes things such as their
maintenance and upkeep

1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

g B W N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Twelve: Parks
Interviewer read out: Thinking now about central city parks, river banks and squares...
Read out: This includes small city parks and reserves, squares such as Cranmer, Latimer and Victoria Square and the
inner city Avon/Otakaro river banks, but it excludes Hagley Park and the Botanic Gardens.

44. Overall, how satisfied or dissatisfied are you with the appearance of central city parks and green spaces? Select one.
SINGLE CODE. Do not read full scale only repeat if necessary
Read out if necessary: Appearance includes things such as the park layout, plants, trees and/or gardens

1 Very satisfied

Satisfied

2
3 Neither satisfied nor dissatisfied
4

Dissatisfied
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5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

45. Overall, how satisfied or dissatisfied are you with the condition of these parks and green spaces? Select
one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: Condition includes things such as maintenance and
upkeep

1 Very satisfied

2 Satisfied

3 Neither satisfied nor dissatisfied

4 Dissatisfied

5 Very dissatisfied

99 | Don’t know/ not applicable Do not read out

Part Thirteen: Disaster Preparedness

46. Has your household done any of following to prepare in case of a natural disaster? Select one. SINGLE
CODE PER ROW

E
S
©
4
Q
3 o c 5
> z Qn
a) Stored enough water for three days 9 e} ¢
b) Stored enough food for three days @) e} [¢)
c) Secured heavy household items that might fall in ¢ e} ©)
an earthquake eg. furniture, water cylinder, etc

47. Does your household have an up-to-date emergency plan? Select one. SINGLE CODE

Read out if necessary: A household emergency plan outlines a
household’s preparation for natural disasters

O | Yes
O | No

O | Don’'t know/ not applicable Do not read out

Part Fourteen: Overall Satisfaction

Interviewer read out: We have nearly finished the survey, but first | would like to ask you some questions about your
impressions of the Council overall.

Id like you to think about the dealings you've had with Christchurch City Council, all the things it has done over the last 12
months, and all the services and facilities that Christchurch City Council provides.

48. Overall, how satisfied or dissatisfied are you with the performance of Christchurch City Council in
delivering its services over the last 12 months? Select one. SINGLE CODE. Do not read full scale only
repeat if necessary

14
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1 Very satisfied

Satisfied

Neither satisfied nor dissatisfied

Dissatisfied

al & WO N

Very dissatisfied

99 | Don’t know/ not applicable Do not read out

49. Why do you say so? Open ended response. Probe to clarify. CODING REQUIRED

+ o Don’t know/nothing

Part Fifteen: Things Done Well, and Opportunities for Inprovement

Interviewer read out: All Christchurch residents use Council services over the course of a year. This could be by seeking
advice, making an enquiry, complaint or payment, making a submission, applying for consent or visiting a public library or
swimming pool. This also includes having your rubbish or sewerage collected or using roads and the water supply.

50. Thinking about your overall experience in interacting with the Council over the last 12 months, how much
do you agree or disagree that the Council has made it easy for you to interact with it regarding your
service needs? Select one. SINGLE CODE. Do not read full scale only repeat if necessary

Read out if necessary: This includes prompt and efficient service
delivery. It also includes service delivered by knowledgeable Council
staff who understand your needs, who show you respect, and who
provide you with accurate advice or effective options that address your
needs or resolve your issues.

1 Strongly agree

Agree

Disagree

2
3 Neither agree nor disagree
4
5

Strongly disagree

99 | Don’t know/ not applicable Do not read out

Interviewer read out: Now we have four questions about the best things the Council does and the things that need improving
most.

Read out only if necessary Often when we do these surveys, it's the detailed things people tell us about what Council is
doing well, and what it is not doing quite so well, that provide the most powerful feedback.

51. Thinking about all the services the Council provides, which is the one service you feel the Council is
performing the best in delivering? Probe to clarify. Open ended response CODING REQUIRED. Single
service only

+ 0 Don’'t know/nothing — SKIP TO Q53

52. Please describe in as much detail as possible why you think the Council is performing best in this area?
Probe to clarify. Probe to no. Open ended. CODING REQUIRED

+ 0 Don’t know/nothing
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53. Thinking about all the services the Council provides, which is the one service you feel is most important
for Council to improve over the next 12 months? Probe to clarify.. Open ended. CODING REQUIRED.
Single service only

+ 0 Don’'t know/nothing — SKIP TO Q55

54. Please describe in as much detail as possible what you think Council should be doing to improve its
performance in this area? Probe to clarify. Probe to no Open ended. CODING REQUIRED

+ 0 Don’t know/nothing

Part Sixteen: Completion

55. For future feedback about their services and issues impacting on Christchurch residents would you
consent to Christchurch City Council holding your email address? Your survey responses will always be
made anonymous, and your email address will not be used for any other purposes and will not be
supplied to any third parties.

O | Yes (write email address)
O | No

56. And finally, may | have your name and cellphone number for auditing purposes?

Name:

Phone number:

16
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