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EXECUTIVE SUMMARY 
 
 
Southern Institute of Technology (SIT) was commissioned by Clutha District Council to 
undertake a resident survey.  During a period from the 6th of November and finishing on the 
22th of November 2012, 1152 people were contacted to take part in a survey regarding the 
satisfaction levels of existing Clutha District Council services.     
 
The main research objective of the survey was to gather information that would assist the 
Clutha District Council in providing effective and efficient services to the Clutha community.  
The key areas of focus for the survey were water, roading, waste, community services, library 
services, communication with the council, performance of the organisation and elected 
members and general questions about living in the Clutha district. It was also an objective to 
compare results with previous research undertaken over the last five years. 
 
Overall, findings mainly produced similar ratings to the previous five research periods.  There 
were some significant differences and some of these may have resulted due to a change in 
the wording of some questions in previous survey periods.  Below is a summary of the main 
findings for 2012. 
 
Water Services 
The highest rating for water services was achieved by sewerage services with 4.32, followed 
by storm water services with an average satisfaction rating of 3.89, water supply services - 
pressure and flow with an average satisfaction rating of 3.81, and the lowest rating was for 
taste and cleanliness of the water supply with 3.46.  The stormwater service rating was 
significantly up on that from last year, but in line with the 2010 result.   
 
Roading Services 
Footpaths received an average satisfaction rating of 3.59, followed by level of maintenance for 
local sealed roads rated 3.47, local roads appropriate for travel needs rated 3.43 and last was 
the level of maintenance for local gravel roads rated at 3.07.  There was a significant increase 
in the rating for footpaths, up to 3.59 in 2012 from 3.19 in 2011.  When asked about the safe 
travelling speed on local roads, 55% of respondents felt that a safe travelling speed on gravel 
roads was less than 69 kilometres per hour, and 69% of respondents felt that they could 
safely travel at 90 kilometres per hour or more on local sealed roads. 
 
Waste Services 
When considering waste services wheelie bins received an average satisfaction of 4.07 and 
the Mt Cooee Landfill a rating of 3.78.  When compared to results from the previous year, 
wheelie bins had a significant decrease in satisfaction rating, (4.56 in 2011, compared to 4.07 
in 2012). 
 
Sixty one percent of respondents were able to mention at least two things that people could 
do to reduce the amount of waste, and this was a significant decrease from 2011 when 79% 
mentioned two things, but still higher than the other survey period results. The most popular 
ways of reducing waste mentioned by respondents were recycling (71%) and composting 
(50%). Three quarters of respondents currently compost. 
 
Community Services 
The following average satisfaction ratings were achieved for community services: information 
centres (4.50), cemeteries (4.12), community centre or hall (4.09), parks and reserves (4.01), 
playgrounds (4.00), sportsgrounds (4.00). The lowest rating satisfaction levels were received 
for swimming pools (3.74), and public toilets (3.46).  
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Almost all of the ratings for the community services were very similar to the previous year. 
The exception to this was a significant increase for swimming pools, up to 3.74 in 2012 from 
3.22 in 2011.  
 
Library Services 
When reviewing library services, the overall library service received a rating of 4.52, the 
highest rating received for any service in this period. The availability of books rated 4.25, and 
the rating for the library opening hours was 4.15. 
 
When considering ratings received in the previous survey period there were no significant 
changes. 
 
Communication with the Council 
The majority of respondents (93%) said they had seen the council newsletter in the last 
12 months.  Twenty three percent of respondents had visited the Clutha District Council 
website, with 62% of these respondents visiting the site a few times during the past year, and 
20% of respondents visiting it monthly. This represents a significant increase in respondents 
accessing the website monthly up from 9% in 2011.  
 
Elected Members and Organisational Performance 
When reviewing elected members and organisational performance, the advice and helpfulness 
of Council staff rated the highest at 3.67, followed by the overall performance of the Clutha 
District Council rating (3.62), the decision-making, planning and leadership of the elected 
members (3.43), and finally having a say in council decision making and planning (3.28).  
 
When compared to results from the previous survey period there were no significant changes.   
 
Civil Defence Emergency 
Respondents were asked if they had personally taken any steps to prepare for a civil defence 
emergency, and over half (52%) said they had.  This represents a significant decrease from 
2011 when 59% said they had taken steps to prepare.   
 
General Questions 
Respondents were asked to what extent they agreed with three statements concerning the 
Clutha District. All statements scored above 3.5, on a scale where one is strongly disagree and 
five is strongly agree.  The highest scoring statement was “The Clutha District is a safe place 
to live” (4.29), followed by “There is a great sense of community where I live” (4.16) and 
“The Clutha District is a good place to make a living” (3.68).  There were no significant 
changes in these average ratings. 
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INTRODUCTION 
 
Southern Institute of Technology (SIT) was commissioned by Clutha District Council to 
undertake a resident survey.  During a period of just over two weeks, starting on the 6th of 
November and finishing on the 22th of November 2012, 1152 people were contacted to take 
part in a survey regarding the satisfaction levels of existing Clutha District Council services.  A 
response rate of 52.6% was achieved, with 606 people agreeing to take part in the survey.   
 
Survey Purpose 
The aim of the survey was to obtain information that would help the Clutha District Council in 
providing effective and efficient services to the Clutha district community. The research was 
also conducted so that comparisons could be made with similar research that was conducted 
during the same time period in 2007, 2008, 2009, 2010 and 2011. 
 
In particular, the main objectives of this survey were: 
 
1 To ascertain the satisfaction level of important key services provided within the Clutha 

District.  

The five key service areas were: 
• Water services (water supply, sewerage, and stormwater) 
• Roading services 
• Waste services (e.g. wheelie bins, Mt Cooee landfill) 
• Community services (e.g. information centres, sportsgrounds, swimming pools, 

playgrounds etc.) 
• Library services 

2 To determine the satisfaction levels and effectiveness of communication methods used to 
contact the Clutha District Council. 

3 To establish the level of satisfaction regarding elected representatives and the Clutha 
District Council as an organisation. 

4 To determine whether or not residents had taken any steps to prepare for a civil defence 
emergency. 

5 To identify any significant changes when results from 2012 are compared with findings 
from research collected during the previous five years.  

 
Methodology 
This was a stratified random survey, as it was important to achieve random representation 
from all communities in the Clutha district.  People were contacted using a commercial 
database product.  
 
A team of SIT survey interviewers undertook telephone interviews over a period of just over 
two weeks during November 2012, from 5.30 to 8.30pm. 
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Section One – Water Services 
 
Using a scale of one to five, where one is very dissatisfied and five is very satisfied, 
respondents who indicated they live in a rural area were asked about their level of satisfaction 
regarding sewerage, stormwater and water supply services. These respondents were asked if 
they had any comments as to why they had given a particular rating.  

 
1.1 Summary of Satisfaction Levels Regarding Water Services 
 
On a scale where one is very dissatisfied and five is very satisfied, the water services in the 
district ranged from an average of 4.32 for sewerage services to 3.46 for the taste and 
cleanliness of the water supply.  Stormwater services received a rating of 3.89, and the 
pressure and flow of water supply services received an average satisfaction rating of 3.81. 
 
In comparison to previous years, the result for sewerage services and water supply services 
(pressure and flow) were very similar to those in 2010 and 2011.  The rating for stormwater 
services has significantly increased from that in 2011, more in line with the result found in 
2010.  The rating for water supply services (taste and cleanliness) has increased.   (The 
questions about both aspects of water supply services i.e. pressure and flow, and taste and 
cleanliness were re-worded in 2010 which may have influenced the findings.) 
 
Graph 1:   Summary of satisfaction levels regarding water services 
 

 

0

0.5

1

1.5

2

2.5

3

3.5

4

4.5

5

2007 2008 2009 2010 2011 2012

Water Services

Sewerage Services

Stormwater Services

Water Supply Services –
pressure & flow

Water Supply Services –
taste & cleanliness

Water Services Satisfaction Level 
2007 2008 2009 2010 2011 2012 

Sewerage Services 4.28 4.38 4.31 4.35 4.32 4.32 
Stormwater Services 3.63 3.76 3.62 3.82 3.64 3.89 
Water Supply Services – pressure and 
flow 

4.06 3.94 4.05 3.79 3.81 3.81 

Water Supply Services – taste and 
cleanliness 

3.33 3.36 3.48 3.18 3.37 3.46 



S
S

V
S
N
D
V
D
T

Clutha Dis
Prepared b

1.2 
 
When a
90% of
satisfied
very dis
 
The res
fewer r
45% in 
 
. 
 
Graph 
 

 
 

            
1 For 200
Balclutha
2 Exclude
3 Exclude
4 Exclude
5 Exclude

0%

10%

20%

30%

40%

50%

60%

Sewerage 
Services 

Very Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total 

strict Council – R
by: Southern In

Sewerage

asked how s
f the respon
d.  Only tw
ssatisfied.  

sults were v
respondents
2012 comp

h 2:    Level

                  
07, 2008 and 2
a, Clinton, Heri
es 65 responde
es 103 respond
es 166 respond
es respondents

Very Satisfie

2007 
Raw 
Data 

%

216 50
151 35
45 10
13 3
5 2

4351 100

Resident Satisfa
nstitute of Techn

e Services 

satisfied the
ndents indic
wo percent 

very similar
s were very
pared with 4

l of satisfa

                  
2009 only resp
iot, Kaitangata
ents who were
dents who we
dents who we
s who said the

ed Satisfi

20
% Raw 

Data 
0% 238 
5% 164 
0% 33 
% 12 
% 3 

0% 450 

action Survey 20
nology 

ey were wit
cated that t
of respond

to the find
y satisfied t
48% in 201

action of se

 

 
pondents from
a, Kaka Point, 
e from the are
re from the ar
re from the ar
ey live in a rur

ed N

Sewera

008 
% Ra

Da
53% 23
36% 22
7% 4
3% 7
1% 7

100% 50

 

012 

th their sew
they were s
dents were 

dings from t
this time w
1 and 52%

ewerage s

m the following
 Lawrence, Mi
eas mentioned
reas mentione
reas mentione
ral area and th

eutral

age Serv

2009 
aw 
ata

% 

32 46% 
23 44% 
40 8% 
7 1% 
7 1% 

092 100%

werage serv
satisfied, wi
dissatisfied

the previou
when compa
 in 2010. 

services 

g areas were a
ilton, Owaka, 
d above but w
ed above but w
ed above but w
hose who are 

Dissatisfied

vices

2010
Raw 
Data

%

238 52
166 36
39 8%
11 2%
5 1%

4593 100

vice during 
ith 45% ver
d, with 1% 

us four surv
ared to the

asked to rate t
Stirling, Tapan
ho were not o
who were not 
who were not 
not on a sewe

Very Dissatis

20
% Raw 

Data 
% 213 
% 173 
% 39 
% 10 
% 5 

0% 4404 

the past 12
ry satisfied 
dissatisfied

vey periods;
e previous y

their sewerage
nui, and Waih
on a sewerage
on a sewerag
on a sewerag

erage scheme

sfied

20

20

20

20

20

20

011 
% Ra

Da
48% 17
39% 17
9% 34
2% 3
1% 3

100% 39

7 

2 months, 
and 45% 

d and 1% 

; however 
years, i.e. 

 

e supply: 
hola. 
e scheme. 
ge scheme. 
ge scheme. 
. 

07

08

09

10

11

12

2012 
w 
ta

% 

75 45% 
78 45% 
4 9% 
3 1% 
3 1% 

35 100%



Sto
Ser

Ver
Sat
Neu
Diss
Ver
Diss
Tot

Clutha Dis
Prepared b

1.3  
 
Seventy
stormw
satisfied
with 8%
 
The per
year, an
with 63
respond
18% in 
 
When a
dissatisf
 

Graph 
 

 
 
1.4  
 

            
6 For 200
services: 
7 Exclude
scheme. 
8 Exclude
scheme. 
9 Exclude

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

ormwater 
rvices 

ry Satisfied 
isfied 
utral 
satisfied 
ry 
satisfied 
tal 

strict Council – R
by: Southern In

Stormwat

y two perce
water service
d and 30% 

% dissatisfie

rcentage of
nd more in
3% in 2011
dents being
2011. 

asked to c
fied focused

h 3:    Level

Water Sup

                  
07, 2008 and 2

Balclutha, Clin
es 111 respond

es 167 respond

es respondents

Very Satisfie

2007 
Raw 
Data 

%

130 31
133 32
61 15
51 12
40 10

4156 100

Resident Satisfa
nstitute of Techn

ter Service

ent of the re
es that they
of respond

ed and 2% v

f responden
 line with s
1 and 69%

g dissatisfied

comment o
d on issues 

l of satisfa

pply 

                  
2009 only resp
nton, Kaitanga
dents who we

dents who we

s who said the

d Satisfie

S

20
% Raw 

Data 
1% 141 
2% 164 
5% 64 
2% 48 
0% 30 

0% 447 

action Survey 20
nology 

es 

espondents 
y had recei
ents very sa
very dissati

nts satisfied
satisfaction 

% in 2010. 
d with the s

on the reas
such as a b

action of st

 
pondents from
ata, Kaka Poin
re from the ar

re from the ar

ey live in a rur

ed Ne

Stormwa

008 
% Ra

Da
32% 12
37% 19
14% 10
11% 5
7% 3

100% 51

 

012 

who were 
ived in the 
atisfied. Te
sfied. 

d was signif
levels achi
 This incr

stormwater

son for th
build-up of 

tormwater

m the following
nt, Lawrence, 
reas mentione

reas mentione

ral area and th

eutral D

ater Ser

2009 
aw 
ata

% 

22 24% 
96 38% 
02 20% 
59 12% 
33 6% 

12 100%

asked this 
last 12 mo
n percent o

ficantly up w
eved in 20
ease in sat

r services, i.

eir rating,
water, flood

r services

g areas were a
Milton, Owaka

ed above but w

ed above but w

hose who are 

Dissatisfied

rvices 

2010
Raw 
Data

%

141 31
171 38
70 16
47 10
20 4%

4497 100

question we
onths, with 
of responden

when comp
10, i.e. 72%
tisfaction w
.e. 10% in 

those resp
ding, and d

asked to rate t
a, and Tapanu
who were not 

who were not 

not on a storm

Very Dissatisf

20
% Raw 

Data 
% 113 
% 163 
% 86 
% 44 
% 33 

0% 4398 

ere satisfied
42% of res
nts were di

pared to the
% in 2012 
was reflecte
2012 comp

pondents w
rainage issu

their stormwa
ui. 
on a stormwa

on a stormwa

mwater schem

fied

200

200

200

201

201

201

011 
% Ra

Da
26% 11
37% 16
20% 74
10% 32
8% 7

100% 39

8 

d with the 
spondents 
ssatisfied, 

e previous 
compared 
ed in less 
pared with 

who were 
ues.  

 

ter 

ater 

ater 

me. 

7

8

9

0

1

2

2012 
w 
ta

% 

17 30% 
65 42% 
4 19% 
2 8% 
7 2% 

59 100%



Clutha Dis
Prepared b

Respon
satisfac
cleanlin
 
1.4.1  
 
Respon
supply. 
respond
supply. 
 
The nu
survey 
2011 an
 
Graph 
 

 
 
 

0%

10%

20%

30%

40%

50%

60%

70%

80%

Source of 
Water 
Supply 
Town Wate
Supply 
Rural Water
Scheme 
Own Water 
Supply 
Both 
Don’t Know 
Other 
Total 

strict Council – R
by: Southern In

dents were
ction with th
ness of the w

Source of 

dents were
 Sixty eig

dents were 

mber of re
period, but
nd 67% in 2

h 4:   Source

Town Water
Supply

200
Raw 
Data 

r 397 

r 142 

111 

2 
 1 

2 
655 1

Resident Satisfa
nstitute of Techn

e asked que
he pressure
water suppl

Water Sup

e asked whe
ght percent

on a rura

espondents 
t similar to 
2010.  

ce of water

Rural Water
Scheme

So

7 

% Raw
Data

61% 417 

22% 90 

17% 76 

0% 13 
0% 6 
0% 1 

100% 603 

action Survey 20
nology 

estions rega
e and flow o
y. 

pply 

ether or not
t indicated 
l scheme.  

on the tow
the results 

r supply 

 

r Own Wate
Supply

ource of

2008 
w 
a % R

D
69%

15%

13%

2%
0%
1%

100% 6

 

012 

arding the 
of the supp

t they were
they were

 A further 

wn water s
from 2010

r Both

f Water 

2009
Raw 
Data % 

475 75%

103 16%

39 6%

2 0%
2 0%
12 2%

633 100%

source of t
ly of water,

e on a rural
e on a tow
8% of res

supply was 
0, i.e. 68% 

Don’t Kno

Supply

2010
Raw 
Data %

419 67

133 2

64 10

4 0
2 1
6 1

% 628 10

their water 
, as well as 

water sche
wn water s
spondents h

significantl
in 2012 co

ow Other

20

% Raw 
Data 

7% 446 

1% 96

0% 60

0% 2
1% 2
1% 0
00% 606 

r supply, th
s rating the 

eme or a to
supply and
had their o

ly less than
mpared wit

r

20

20

20

20

20

20

011 

% Ra
Da

74% 41

16% 13

10% 4

0% 7
0% 3
0% 2

100% 60

9 

e level of 
taste and 

own water 
d 22% of 
own water 

n the last 
th 74% in 

 

07

08

09

10

11

12

2012
aw 
ata % 

13 68%

33 22%

8 8%

7 1%
3 0%
2 0%
06 100%



Clutha Dis
Prepared b

1.4.2  
 

Respon
flow of 
were sa
the pre
dissatisf
 

Satisfac
Howeve
periods
respond
79% in 
 

A numb
pressur
pressur
 

Graph 
 

 

            
10 Care m
asked ab
11 Only re
asked thi

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Water 
Supply – 
Pressure 
and Flow 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied
Very 
Dissatisfied
Total11 

strict Council – R
by: Southern In

Pressure a

dents using
their water

atisfied and
essure and f
fied, and 3%

ction levels 
er the resul
.  There w
dents who w
2009, 77%

ber of resp
re and flow
re. 

h 5:   Level 

                  
must be taken 
out the reliabi
espondents wh
s question. 

Very Satisfie

2007

Raw 
Data 

230 

194 
60 

d 30 

d 
26 

540 1

Resident Satisfa
nstitute of Techn

and Flow o

g a town or
r supply.  O
d 25% very
flow of thei
% of respon

were very
lts found in
was howev
were satisfie

% in 2008, a

pondents wh
.  Respond

of satisfac

                  
when compar
ility of their w
ho identified t

ed Satisfi

Water S

7 2

% Raw
Data

43% 171 

36% 218 
11% 59 
6% 34 
5% 25 

100% 507 

action Survey 20
nology 

of Water S

r rural wate
Of these res

satisfied. T
ir water sup
ndents who

y similar to
n the three 
ver a chan
ed in 2012 
nd 79% in 

ho were sa
ents who w

ction regar

 
ring previous s
ater supply, ra

themselves as 

ed Ne

Supply ‐

2008 

a % R
D

34% 2

43% 2
12% 
7% 
5% 

100% 5

 

012 

Supply10 

er scheme o
spondents, 7
Twelve perc
pply, and t

o were very 

o those fou
most recen

nge to this
was 71% c
2007.  

atisfied still 
were dissat

arding pres

survey periods
ather than spe
being on a to

eutral D

‐ Pressu

2009

Raw 
Data % 

214 37%

241 42%
78 13%
29 5%
16 3%

578 100%

or both were
71% were s
cent of res
his included
dissatisfied

und in the
nt survey pe
s question 
compared w

indicated a
isfied main

ssure and f

s because dur
ecifically being
own water sup

Dissatisfied

ure and 

2010

Raw 
Data %

172 3

204 3
96 1
43 8
36 7

% 551 10

e asked abo
satisfied, w
pondents w
d 9% of res
d. 

 previous 
eriods are l
in 2010.  

with 70% in

a range of 
ly comment

flow of wa

ing 2007-2009
g asked about 
pply or a rural 

Very Dissatis

Flow

20

% Raw 
Data 

1% 134 

7% 243 
7% 107 
8% 34
7% 21

00% 539 

out the pre
with 46% sta
were dissati
spondents w

two survey
lower than 
The perce

n 2011, 68%

problems 
ted about 

ater supply

9 respondents
t pressure and
water scheme

sfied

200

200

200

201

201

201

011 

% Ra
Da

25% 14

45% 25
20% 8
6% 5
4% 1

100% 55

10 

essure and 
ating they 
sfied with 
who were 

y periods.  
the other 

entage of 
% in 2010, 

with their 
low water 

ly 

 

s were 
d flow. 
e were 

07

08

09

10

11

12

2012

aw 
ata % 

40 25%

56 46%
88 16%
1 9%
8 3%

53 100%



Clutha Dis
Prepared b

1.4.2.1
 
Almost 
the pres
The ove
sample 
 
When c
is very 
to the o
79% in 
 
Graph 
 

 
 
 
 
 

            
12 Care m
asked ab

0%

10%

20%

30%

40%

50%

60%

Town 
Water 
Supply – 
Pressure 
and Flow 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total 

strict Council – R
by: Southern In

1  Pressure

three quar
ssure and f
erall level o
i.e. 74% fo

comparing t
similar to th
other years
2008 and 8

h 6:   Level 

                  
must be taken 
out the reliabi

Very Satisfie

Tow

2007 

Raw 
Data %

191 48

133 34
34 9
20 5
16 4

394 100

Resident Satisfa
nstitute of Techn

e and Flow

rters (74%)
flow of their
of satisfacti
or town sup

the results w
he result fo
, i.e. 74% 
82% in 200

of satisfac

                  
when compar
ility of their w

ed Satisfi

wn Wat

20

% Raw 
Data 

8% 147 

4% 183 
% 43 
% 24 
% 20 

0% 417 

action Survey 20
nology 

w of Water

) of respond
r water sup
on for thos

pply respond

with previou
ound in 201
in 2012 com
7.  

ction regar

 
ring previous s
ater supply, ra

ed Ne

er Supp

008 

% Ra
Da

35% 18

44% 20
10% 5
6% 2
5% 8

100% 47

 

012 

r Supply –

dents using
pply, with 47
se on the t
dents, comp

us years the
1 and 2010
mpared to 

arding pres

survey periods
ather than spe

eutral

ply ‐ Pre

2009 

aw 
ata % 

82 38% 

08 44% 
55 12% 
22 5% 
8 2% 

75 100%

Town Sup

g a town w
7% being s
town supply
pared with 7

e level of sa
0, but is sig
73% in 201

ssure and f

s because dur
ecifically being

Dissatisfied

essure a

2010

Raw 
Data %

140 33

153 37
72 17
28 7%
25 6%

418 100

pply12 

water supply
satisfied and
y was highe
71% for all 

atisfaction fo
nificantly do
11, 70% in 

flow of tow

ing 2007-2009
g asked about 

Very Dissatis

nd Flow

20

% Raw 
Data 

% 121 

% 200 
% 75 
% 28 
% 16 

0% 440 

y were sati
d 27% very
er than for
respondent

or town wa
own when 
2010, 82%

own water 

9 respondents
t pressure and

sfied

w

200

200

200

201

201

201

011 

% Ra
Da

28% 11

45% 19
17% 56
6% 38
4% 15

100% 41

11 

sfied with 
y satisfied. 
r the total 
ts. 

ter supply 
compared 

% in 2009, 

supply 

 

s were 
d flow. 

07

08

09

10

11

12

2012 

w 
ta % 

10 27% 

94 47% 
6 14% 
8 9% 
5 4% 

13 100%



Clutha Dis
Prepared b

1.4.2.2
 
Just ab
the pre
overall 
total sa
 
When c
up from
periods 
66% in 
 
 
Graph 
 

 
 
 
 
 
 

            
13 Care m
asked ab

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Rural 
Water 
Scheme – 
Pressure 
and Flow 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total 

strict Council – R
by: Southern In

2  Pressure

bout two-thi
essure and f
level of sat
mple i.e. 65

comparing t
m the resu

with 65% 
2008 and 6

h 7:   Level 

                  
must be taken 
out the reliabi

Very Satisfie

Rur

2007 

 
Raw 
Data %

37 26

59 42
26 18
10 7
10 7

142 100

Resident Satisfa
nstitute of Techn

e and Flow

irds (65%) 
flow of thei
tisfaction fo
5% for rura

the results 
lt found in 
found in 2

68% in 200

of satisfac

                  
when compar
ility of their w

ed Satisfi

ral Wate

20

 
% 

Raw 
Data 

6% 24 

2% 35 
8% 16 
% 10 
% 5 

0% 90 

action Survey 20
nology 

w of Water

of respond
ir supply, w
or those on
al supply res

from previo
2011 but 

2012 compa
7.  

ction regar

 
ring previous s
ater supply, ra

ed Ne

er Schem

008 

% Ra
Da

27% 3

39% 3
18% 2
11% 7
6% 8

100% 10

 

012 

r Supply –

dents using 
with 45% b
 the rural s
spondents, 

ous surveys
similar to 

ared with 5

arding pres

survey periods
ather than spe

eutral

me ‐ Pre

2009 

aw 
ata % 

32 31% 

33 32% 
23 22% 
7 7% 
8 8% 

03 100%

Rural Sch

a rural wa
eing satisfie
supply was 
compared w

s the level 
the results

59% in 201

ssure and f

s because dur
ecifically being

Dissatisfied

essure a

2010

Raw 
Data %

30 23

51 40
23 18
15 12
10 8%

129 100

eme13 

ater scheme
ed and 20%
significantl

with 71% fo

of satisfact
s found in 
1, 63% in 

flow of rur

ing 2007-2009
g asked about 

Very Dissatis

and Flow

20

% Raw 
Data 

% 13 

% 43 
% 30 
% 6 
% 4 

0% 96 

e were sati
% very satis
ly lower tha
or all respon

tion was sig
the previo
2010, 63%

ural water s

9 respondents
t pressure and

sfied

w

200

200

200

201

201

201

011 

% Ra
Da

14% 27

45% 60
31% 31
6% 13
4% 2

100% 13

12 

sfied with 
sfied. The 
an for the 
ndents. 

gnificantly 
us survey 

% in 2009, 

scheme 

 

s were 
d flow. 

07

08

09

10

11

12

2012 

w 
ta % 

7 20% 

0 45% 
1 23% 
3 10% 
2 2% 

33 100%



Clutha Dis
Prepared b

1.4.3  
 
Respon
cleanlin
were sa
respond
 

When c
satisfied
51% in 
 

When 
mention
chlorine
Some re
cleanlin
 

Graph 
 

 
 
 

            
14 Care m
asked ab
15 Only re

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

Water 
Supply – 
Taste and 
Cleanliness 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total15 

strict Council – R
by: Southern In

Water Sup

dents using
ness of thei
atisfied, wi
dents were 

compared t
d over the 
2011 and 4

asked for 
ned reasons
e). Many of 
espondents

ness.  

h 8:   Level 

                  
must be taken 
out the quality
espondents on

Very Satisfie

W

2007 

Raw 
Data %

107 20

167 31
119 22
97 18
53 10

543 100

Resident Satisfa
nstitute of Techn

pply Taste

g a town o
r water sup
ith 42% sa
dissatisfied

to the prev
results fou

44% in 201

the reason
s such as: 
those who

s who were 

of satisfac

                  
when compar
y of their wate
n a town wate

d Satisfie

Water Su

20

% Raw 
Data 

0% 88 

1% 175 
2% 118 
8% 81 
0% 44 

0% 506 

action Survey 20
nology 

e and Clean

or rural wat
pply during 
atisfied and
, with 13% 

vious survey
nd in 2011
0.  

n for their
issues with

o indicated a
satisfied sti

ction regar

 

 
ring previous s
er supply, rath
r supply or a r

ed Ne

upply ‐ T

008 

% Ra
Da

17% 10

35% 22
23% 13
16% 7
9% 3

100% 57

 

012 

nliness14 

ter scheme 
the past tw

d 12% very
 dissatisfied

y periods t
1 and 2010,

r rating, th
 the colour
a neutral ra
ill indicated

arding wate

survey periods
her than speci
rural water sc

eutral D

Taste an

2009 

aw 
ata % 

05 18% 

23 39% 
35 23% 
77 13% 
38 7% 

78 100%

or both w
welve mont
y satisfied.
d and 4% ve

here was a
, with 54%

hose respo
r, taste and
ating said th
 a range of 

ter taste an

s because dur
fically being a

cheme were as

Dissatisfied

nd Clean

2010

Raw 
Data %

68 12

174 32
155 28
95 17
58 11

550 100

were asked 
ths. Of thes
  Seventee
ery dissatisf

an increase
% satisfied in

ondents wh
 smell (par
hey used a 
issues with

nd cleanlin

ing 2006-2009
asked about th
sked this ques

Very Dissatisf

nliness

20

% Raw 
Data 

% 82 

% 197 
% 146 
% 72 
% 44 

0% 541 

about the 
se respond
en percent 
fied. 

e in those w
n 2012 com

ho were d
rticularly the
filter for th

h the water 

ness 

9 respondents
he taste and c
stion. 

fied

2007

2008

2009

2010

201

2012

011 

% Ra
Da

15% 69

36% 23
27% 15
13% 72
8% 23

100% 55

13 

taste and 
ents 54% 
of these 

who were 
mpared to 

issatisfied 
e smell of 

heir water.  
taste and 

 

s were 
leanliness. 

7

8

9

0

1

2

2012 

w 
ta % 

9 12% 

34 42% 
55 28% 
2 13% 
3 4% 

53 100%



Clutha Dis
Prepared b

1.4.3.1
 
Over ha
cleanlin
percent
level of
i.e. 54%
 
When c
users re
2011, 4
 
Graph 
cleanli
 

 
 
 

            
16 Care m
asked ab

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Town 
Water 
Supply – 
Taste and 
Cleanliness 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total 

strict Council – R
by: Southern In

1  Water Ta

alf (56%) o
ness of thei
t were dissa
f satisfactio
% for town s

compared to
egarding ta
44% in 2010

h 9:   Level 
iness 

                  
must be taken 
out the quality

Very Satisfie

Town

2007 

Raw 
Data %

72 18

122 31
87 22
76 19
40 10

397 100

Resident Satisfa
nstitute of Techn

aste and C

of responde
r water su
atisfied, wit
n for those
supply resp

o results fro
ste and clea
0.   

of satisfac

                  
when compar
y of their wate

d Satisfie

n Water

20

% Raw 
Data 

8% 77 

1% 142 
2% 99 
9% 68 
0% 30 

0% 416 

action Survey 20
nology 

Cleanliness

nts using a
pply, with 
th 12% bei

e on the tow
pondents, co

om previou
anliness ha

ction regar

 

 
ring previous s
er supply, rath

ed Ne

r Supply

008 

% Ra
Da

18% 8

34% 19
24% 11
16% 5
7% 2

100% 47

 

012 

s – Town S

a town wate
43% being
ing dissatis
wn supply w
ompared wi

us year the 
d significan

arding town

survey periods
her than speci

eutral D

y ‐ Taste

2009 

aw 
ata % 

84 18% 

96 41% 
12 24% 
58 12% 
25 5% 

75 100%

Supply16 

er supply w
g satisfied a
fied and 3%
was slightly
ith 56% for

level of sat
ntly increase

wn water su

s because dur
fically being a

Dissatisfied

e and Cle

2010

Raw 
Data %

46 11

137 33
129 31
64 15
42 10

418 100

were satisfie
and 13% ve
% very diss
y higher as 

all respond

tisfaction fo
ed to 56% i

upply – tas

ing 2007-2009
asked about th

Very Dissatisf

eanlines

20

% Raw 
Data 

% 68 

% 162 
% 126 
% 55 
% 33 

0% 444 

ed with the 
very satisfie
satisfied. T
for the tot

dents. 

or town wat
in 2012 fro

ste and 

9 respondents
he taste and c

fied

ss

200

200

200

201

201

201

011 

% Ra
Da

15% 54

36% 17
28% 11
12% 51
7% 14

100% 41

14 

taste and 
d. Fifteen 
he overall 
tal sample 

ter supply 
m 51% in 

 

s were 
leanliness. 

07

08

09

10

11

12

2012 

w 
ta % 

4 13% 

76 43% 
18 28% 
1 12% 
4 3% 

13 100%



Clutha Dis
Prepared b

1.4.3.2
 
Just ove
and cle
Twenty 
dissatisf
for the 
respond
 

When c
regardin
2012 fro
 

Graph 
 

 

  

            
17 Care m
asked ab

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

Rural 
Water 
Scheme – 
Taste and 
Cleanliness 
Very 
Satisfied 
Satisfied 
Neutral 
Dissatisfied 
Very 
Dissatisfied 
Total 

strict Council – R
by: Southern In

2  Water Ta

er half (52%
eanliness of
y three perc
fied. The ov
 total sam
dents. 

comparing 
ng the tast
om 51% in 

h 10:    Leve

                  
must be taken 
out the quality

Very Satisfie

Rural

2007 

Raw 
Data %

33 23

44 31
31 22
21 15
13 9

142 100

Resident Satisfa
nstitute of Techn

aste and C

%) of respo
f their wat
cent of resp
verall level 

mple i.e. 52

the results
te and clean
2011. 

el of satisf

                  
when compar
y of their wate

ed Satisfi

l Water 

20

% Raw 
Data 

3% 11 

1% 33 
2% 19 
5% 13 
% 14 

0% 90 

action Survey 20
nology 

Cleanliness

ondents usin
ter supply, 
pondents w
of satisfact

2% for rura

s from the 
nliness of r

faction reg

 

 
ring previous s
er supply, rath

ed Ne

Scheme

008 

% Ra
Da

12% 2

37% 2
21% 2
14% 1
16% 1

100% 10

 

012 

s – Rural S

ng a rural w
with 41%

were dissati
tion for thos
al supply r

last three
rural water 

garding ru

survey periods
her than speci

eutral

e ‐ Taste

2009 

aw 
ata % 

21 20% 

27 26% 
23 22% 
9 18% 
3 13% 

03 100%

Scheme17

water schem
 being sat
sfied, with 
se on the ru
respondents

survey pe
schemes h

ural water t

s because dur
fically being a

Dissatisfied

e and Cl

2010

Raw 
Data %

22 17

34 26
26 20
31 24
16 12

129 100

me were sa
isfied and 
16% dissa

ural supply 
s, compare

eriods, the 
as slightly 

taste and 

ing 2007-2009
asked about th

Very Dissatis

leanline

20

% Raw 
Data 

% 14 

% 34 
% 20 
% 16 
% 11 

0% 95 

atisfied with
11% very 

atisfied and
was slightly

ed with 56

level of sa
increased t

cleanlines

9 respondents
he taste and c

sfied

ess

200

200

200

201

201

201

011 

% Ra
Da

15% 14

36% 55
21% 34
17% 21
12% 9

100% 13

15 

 the taste 
satisfied. 

 7% very 
y lower as 
% for all 

atisfaction 
to 52% in 

ss 

 

s were 
leanliness. 

07

08

09

10

11

12

2012 

w 
ta % 

4 11% 

5 41% 
4 26% 
1 16% 
9 7% 

33 100%



 

Clutha District Council – Resident Satisfaction Survey 2012  16 
Prepared by: Southern Institute of Technology 

Section Two– Roading Services 
 
Respondents were asked about their level of satisfaction regarding local roads and footpaths.  
All respondents were asked if they had any comments as to why they had given a particular 
rating. Respondents were also asked about the speed that they believed they could safely 
travel on local roads. 

 
2.1  Summary of Satisfaction Levels Regarding Roading Services 
 
Using a scale, where one is very dissatisfied and five is very satisfied, the average level of 
satisfaction for four individual aspects of roading services was determined. The aspects of 
roading services received an average satisfaction rating of between 3.59 for footpaths and 
3.07 for the level of maintenance for local gravel roads.   
 
When compared to the previous year the rating for footpaths increased significantly i.e. 
footpaths received a rating of 3.59 in 2012 compared with 3.19 in 2011.  The rating for the 
level of maintenance of local sealed roads decreased down to 3.47 in 2012, compared with 
3.62 in 2011.  The ratings for local sealed roads appropriate for travel needs and level of 
maintenance for local gravel roads were similar to those found in 2011.   
 
Graph 11:   Summary of satisfaction levels regarding roading services 
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Section Three – Waste Services 
 
Respondents were asked about their level of satisfaction regarding two different waste 
services provided in the district: the wheelie bin service and the Mt Cooee Landfill. 
Respondents who had had used the services in the past twelve months were asked to rate 
their satisfaction with the services and the reason for their satisfaction rating.  All respondents 
were asked to name at least two things that people could do to reduce the amount of waste 
they produce, and if they compost. 
 
3.1      Summary of Satisfaction Levels Regarding Waste Services 
 

Waste services received average satisfaction ratings of 4.07 for wheelie bins and 3.78 
for the Mt Cooee Landfill, where one is very dissatisfied and five is very satisfied.   
 
When compared to the previous survey period the satisfaction rating for wheelie bins 
deceased significantly down to 4.07 in 2012 from 4.56 in 2011. 
 
 

Graph 18:   Summary of satisfaction levels regarding waste services 
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Section Four – Community Services 
 
Respondents were asked about their level of satisfaction regarding eight different community 
services or facilities provided in the district, such as information centres, swimming pools, and 
playgrounds. Respondents were asked to rate the service only if they had used it in the last 
12 months; the respondents were then asked to explain their satisfaction rating.   

4.1      Summary of Satisfaction Levels Regarding Community Services 
 
Community services received satisfaction ratings ranging from an average of 3.46 to 4.50, 
where one is very dissatisfied and five is very satisfied.  Information centres and cemeteries 
received the highest average ratings with 4.50 and 4.12 respectively. 

The lowest rating satisfaction levels were received for public toilets (3.46) and swimming 
pools (3.74). The remaining services received the following ratings: community halls (4.09), 
parks/reserves (4.01), playgrounds (4.00), and sportsgrounds (4.00). 

Many of the ratings for the community services were similar to those for the previous year. 
The only significant increase was for swimming pools (i.e. 3.74 in 2012 compared with 3.22 in 
2011).  

 

Graph 24:   Summary of satisfaction levels regarding community services 
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Section Five – Library Services 
 

Respondents who indicated they used library services were asked about their overall level of 
satisfaction regarding library services provided in the district, as well as their rating regarding 
opening hours, and the availability of books.  Respondents were then given the opportunity to 
explain why they had given particular ratings 
 
5.1 Summary of Satisfaction Levels Regarding Library Services 
 

The ratings for library services ranged from 4.15 to 4.52, where one is very dissatisfied and 
five is very satisfied.  The overall library service received a rating of 4.52, the availability of 
books rated 4.25 and library opening hours was rated 4.15. 
 

When compared to ratings received in the previous survey period, all of the library service 
ratings were very similar.   
 
Graph 33:   Summary of satisfaction levels regarding library services 
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Section Seven – Elected Members and Organisational 
Performance 
 
Respondents were asked about their level of satisfaction regarding the performance of 
different Council groups, as well as the overall performance of the Clutha District Council.  
Respondents were also asked to comment on the ratings that they had given. 

 
7.1  Summary of Satisfaction Levels for Elected Members and Organisational 

Performance 
 
Satisfaction ratings for the four aspects of elected members and organisational performance 
ranged from 3.28 to 3.67. The advice and helpfulness of Council staff rated the highest at 
3.67, followed by the overall performance of the Clutha District Council rating at 3.62.  
 
When compared to results from the previous survey period all of the average ratings had 
gone down slightly, except for having a say in council decision-making and planning, which 
went up slightly.   
 
Graph 40:   Summary of satisfaction levels regarding elected members and 
organisational performance 
 

 
 

 
  

                                                 
28 In 2010 the word ‘effectiveness’ was replaced with the word ‘helpfulness’ in this question. 
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Section Nine – General Questions 
 
Respondents were asked to what extent they agreed with three statements concerning the 
Clutha District. These statements included such things as whether or not respondents agreed 
that the Clutha District was a safe place to live.  Respondents rated each statement using a 
five point scale where five was strongly agree and one was strongly disagree.   
 
9.1  Summary of Level of Agreement with Statements 
 
The highest scoring statement was “the Clutha District is a safe place to live” receiving an 
average rating of 4.29, followed by “there is a great sense of community where I live” with 
4.16.  The lowest scoring statement was “the Clutha District is a good place to make a living” 
receiving an average of 3.68. 
 
When considering the ratings given in the previous survey period there was an increase in the 
level of agreement across all of the statements. 
 
Graph 46:  Summary of agreement regarding statements about Clutha District  
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Section Ten – Summary of all Satisfaction Levels 
 
10.1 Summary of Average Ratings  
 
Table 10.1 lists all 25 aspects about which respondents were asked to indicate their 
satisfaction level.  The services are listed in order of their average satisfaction rating in 2012, 
with the highest aspect first, where five is very satisfied and one is very dissatisfied.  
 
Table 10.1:   Respondents ratings for the service aspects identified in the research 
 
Service Aspect 
 

Average Rating 

2007 2008 2009 2010 2011 2012 Var33 
1. Overall Library Services 4.66 4.74 4.59 4.56 4.54 4.52 -0.02 
2. Information Centre 4.59 4.72 4.57 4.51 4.56 4.50 -0.06 
3. Sewerage Services 4.28 4.38 4.31 4.35 4.32 4.32 0 
4. Availability of Books   4.28 4.36 4.30 4.25 -0.05 
5. Library Opening Hours   4.28 4.18 4.18 4.15 -0.03 
6. Cemeteries 4.15 4.23 4.10 4.15 4.04 4.12 +0.08 
7. Community Centre or Hall 4.20 4.28 4.25 4.06 4.10 4.09 -0.01 
8. Wheelie Bins  4.73 4.71 4.66 4.64 4.56 4.07 -0.49 
9. Parks and Reserves 4.05 4.06 4.06 4.14 3.94 4.01 +0.07 
10. Playgrounds 4.09 4.17 4.01 4.11 4.05 4.00 -0.05 
11. Sportsgrounds 4.06 4.10 3.89 3.88 4.00 4.00 0 
12. Stormwater Services 3.63 3.76 3.62 3.82 3.64 3.89 +0.25 
13. Water Supply Services – Pressure and 

Flow 4.06 3.94 4.05 3.79 3.81 3.81 0 

14. Mt Cooee Landfill Station 3.85 4.02 3.94 3.99 3.95 3.78 -0.17 

15. Swimming Pools 3.6 3.57 3.32 2.92 3.22 3.74 +0.52 

16. Advice and Helpfulness of Council staff 3.47 3.49 3.70 4.08 3.72 3.67 -0.05 
17. Overall Performance of the Clutha 

District Council 3.62 3.59 3.63 3.65 3.67 3.62 -0.05 

18. Footpaths 2.81 2.83 3.06 3.06 3.19 3.59 +0.40 
19. Level of Maintenance for Local Sealed 

Roads     3.62 3.47 -0.15 

20. Public Toilets 3.47 3.55 3.30 3.31 3.38 3.46 -0.08 
21. Water Supply Services – Taste and 

Cleanliness 3.33 3.36 3.48 3.18 3.37 3.46 -0.09 
22. Local Roads Appropriate for Travel 

Needs  3.28 3.49 3.46 3.40 3.48 3.43 -0.05 
23. Decision Making, Planning and 

Leadership of Elected Members 3.49 3.46 3.56 3.52 3.44 3.43 -0.01 
24. Having a say in Council Decision 

Making and Planning     3.25 3.28 +0.03 

25. Level of Maintenance for Local Gravel 
Roads     3.09 3.07 -0.02 

 
  

                                                 
33 Variance between 2012 and 2011. 
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