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Rationale

Itis proposed that an 85% target be set to reflect a minimum expected level of satisfaction. Research details a target of 85% as world class. As is evident now with

satisfaction levels with our phone and face to face channels this target is a starting point.

The current catch-all level of service compromises the ability to monitor the individual customer experience and enables a focused approach to gather data and
develop strategies for improvement. Based on the channel chosen for that interaction, customer satisfaction with first point of contact Council services has vary-
ing degrees of expectation. When the very human element of any interaction is removed, reducing traditional forms of communication down to written word,
considerations such as staff manner, support, responsiveness, process and accessibility vary considerably.

Therefore, individual level of service targets are proposed for face to face, email and phone interactions, as well as the inclusion of increased customer touch
points for feedback. The targets suggested are reflective of feedback commentary received via our resident surveys.

Note that the proposed target for email satisfaction is set at 75% for 2020/21 Annual Plan. The targets to be proposed for email from 2021/22 (through the LTP)

are as follows:
2021/22: 80%
2022/23: 85%
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Proposed amendment to Level of Service

Performance Standards - Levels of Service Method of Measurement Actual Performance Target
LOS number | Description 2020/21
26.7.1 Citizen and Customer expectations | Via Citizen Experience Surveys and 2018/19: 86% across all channels At least 95% of citizens and
for service response are delivered in | quality monitoring 2017/18: 88% across all channels customers are satisfied or very
a timely manner 2016/17:90% across all channels satisfied by the quality of the
2015/16:90% across all channels service received at the first
point of contact via walk in
2018/19: 98% walk-in services.
2017/18: 97% walk-in
2016/17: 95% walk-in
2015/16: 97% walk-in
2014/15: 98% walk-in
26.7.2 Citizen and Customer expectations | Via Citizen Experience Surveys and 2018/19: 70% email At least 75% of citizens and
for service response are delivered in | quality monitoring 2017/18: 72% email customers are satisfied or very
a timely manner 2016/17: 82% email satisfied by the quality of the
2015/16: 84% email service received at the first
2014/15: 78% email point of contact via email.
2.6.7.3 Citizen and Customer expectations | Via Citizen Experience Surveys and 2018/19: 85% phone At least 85% of citizens and
for service response are delivered in | quality monitoring 2017/18:90% phone customers are satisfied or very
a timely manner 2016/17:90% phone satisfied by the quality of the
2015/16: 88% phone service received at the first
2014/15:91% phone point of contact via phone.
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Current Level of Service

Performance Standards Results | Method of Measurement | Current Performance Benchmarks Future Performance (Targets)
Levels of Service Year 1 Year 2 Year 3 Year 10
LOS number | Description 2018/19 2019/20 2020/21 2027/28
2.6.7 Citizen and Customer Via Citizen Experience | Satisfaction levels of Auckland At least At least At least Citizens
expectations for service Surveys and quality Citizen and Customer City Council | 87% of 89% of 89% of and
response are delivered in monitoring Services at first point of 85% citizens and | citizensand | citizensand | customers
a timely manner contact: customers | customers customers are satisfied
are satisfied | are satis- are satisfied | orvery
. orverysat- | fiedorvery | orvery satisfied
Allchannels: isfied by the | satisfied satisfied with “first
2018/19: 86% qualityof | bythe by the point of
2017/18: 88% the service | quality of quality of contact”
2016/17: 90% received the service | theservice across all
atthefirst | received received service
NeTol)
2015/16:90% point of at the first at the first channels.
contact. point of point of
contact. contact.

Christchurch Otautahi | Our Draft Annual Plan 2020-21

82



Ly Information Services

Position Name
Approval by General Manager |GM Consenting & Compliance Carolyn Gallagher
Activity Manager (Submitter) |Head of Business Solutions Sam Hay
Author [ Proposer Head of Business Solutions Sam Hay

Rationale

Land and Property Information Services are an essential customer service which supports the development of land and residential and commercial building
activities across Christchurch. Part of this service involves the copying of information pertaining to specific properties as requested by customers. Each year we
process some 7000 requests for such information.

The current level of service which specifies the time taken from request to issue of a hard copy (5 working days) or scanned copy (2 working days) stipulates a
Performance target of 99%.

On review of actual operational experience in the sourcing of property file information staff now recommend that this performance level be reduced to 95% as a
target across both residential and commercial files. While this is an achievable performance target it will require improvements in current systems to ensure that
all relevant information is collated in a timely and responsive manner.
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Proposed amendment to Level of Service

9.4.2

Provide customers with access to
property files.

Monthly Tableau report.

Dec 2019: 94.34%
Nov 2019: 94.59%
Oct 2019:95.77%

95% of customers receive property files within
5 working days of request (subject to payment
of fees).

9.4.3

Provide customers with access to
property files that are already stored
electronically.

Monthly Tableau report.

Dec 2019:97.30%
Nov 2019: 95.61%
Oct 2019: 96.95%

95% of customers receive property files within
2 working days of request (subject to payment
of fees).

Christchurch Otautahi | Our Draft Annual Plan 2020-21

84



Current Level of Service

Performance Standards Results Method of Measure- | Current Performance Benchmarks | Future Performance (Targets)

Levels of Service ment Year 1 Year 2 Year 3 Year 10

LOS number | Description 2018/19 2019/20 2020/21 2027/28

9.4.2 Provide Statutory obligations | Timeframes are Dec 2019: 94.34% Provide 99% | Provide 99% | Provide 99% | Provide 99%
customers are met by Council monitored and Nov 2019: 94.59% of customers | of customers | of customers | of customers
with access to measured.usmg Oct 2019: 95.77% with access | with access | with access | with access
property files computerised to property | to property | to property | to property

reports files within | files within | files within | files within
5 working 5 working 5 working 5 working
days of days of days of days of
request request request request
(subjectto | (subjectto | (subjectto | (subjectto
payment of | paymentof | paymentof |payment of
fees) fees) fees) fees)

943 Provide Statutory obligations | Timeframes are Dec 2019: 97.30% Provide 99% | Provide 99% | Provide 99% | Provide 99%
customers are met by Council monitored and Nov 2019: 95.61% of customers | of customers | of customers | of customers
with access asitis reasonably measured using ) with access | with access | with access | with access

. . . Oct 2019: 96.95%

to property practicable to provide | computerised to property | to property | to property | to property

files that are electronically stored | reports files within | files within | files within | files within

already stored filesin a shorter 2 working 2 working 2 working 2 working

electronically timeframe days of days of days of days of
request request request request
(subjectto | (subjectto | (subjectto | (subjectto
payment of | paymentof | paymentof |payment of
fees) fees) fees) fees)
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