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Objectives and Methodology

3

Introduction

• Hauraki District Council has an ongoing need to measure customer satisfaction with the building and resource consents process.

Objectives 

The primary research objectives are to:

• Measure levels of satisfaction with all aspects of the process;

• Determine and explore reasons for dissatisfaction;

• Identify the most important factors that are driving satisfaction, or dissatisfaction;

• Explore the key areas for improvement.

Methodology

• A statistically robust quantitative survey conducted online with a sample of n=144 customers for building consent (n=116) and resource 

consent (n=28).

• Email invitation to residents who recently completed the process of obtaining a building or resource consent (quarterly).

• The overall results have a margin of error of 7.26% at the 95% confidence level.

• The ratings between 6 and 10 on the scale signify total satisfaction, while ratings from 1 to 5 indicate total dissatisfaction.

• Due to rounding, percentages may add to just over or under +/- 1%.
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Executive Summary

• The majority of applicants (74%) are satisfied, overall, with the overall customer experience, with Resource Consent applicants more satisfied 

(77%) than Building Consents applicants (73%).

• Apart from Timeliness and Frequency of contact, Resource Consent applicants are noticeably more satisfied with the specific aspects of the 

overall application process. 

• Overall, the survey responses reveal some key differences in satisfaction with the customer experience between resource and building 

consents applicants.

• The majority of respondents are satisfied with each aspect of the overall process. However, The frequency of contact to inform you about 

progress with the application is the aspect with the highest overall dissatisfaction (36%).

• For building consent applicants, the area for priority for improvement is ‘The timeliness of the process’.

• For resource consent applicants, ‘The frequency of contact to inform you about progress with the application’ is an aspect of priority for 

improvement.



Overall Satisfaction
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Overall Satisfaction with the Customer Experience

6

Notes:

Q7. Now, thinking about the overall experience of your customer service, using a scale of 1 to 10 where 1 is ‘Very poor’ and 10 is ‘Excellent’, how would you rate your 

customer experience?

Excludes ‘don’t knows’

Most respondents (74%) rated their overall customer experience as somewhat good, good or excellent. Resource Consent applicants have rated 

their satisfaction with their overall customer experience as higher (77%) than Building Consents applicants (73%).

11% 13%
4%

7% 5%
15%

9% 10% 4%

8% 9%

4%

30% 27% 42%

35% 36%
31%

Excellent (9-10)

Good (7-8)

Somewhat good (6)

Somewhat poor (5)

Poor (2-4)

Very poor (1-2)

n=136

Total
Building 

Consent

Resource 

Consent
n=110 n=26
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Reasons for Rating
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Notes:

Q7A. Can you tell us why you gave that rating? (Please provide as much detail as possible).

Respondents gave a wide variety of reasons for their customer experience rating, with responses also differing quite significantly between 

Resource Consent and Building Consent applicants.

n=139

38%

8%

6%

15%

9%

4%

3%

3%

24%

Good/happy/helpful staff/easy to deal with/good service

Helpful staff / good customer service

Happy with the process / no issues

Unhelpful staff/inspectors/disconnect between 

departments/inconsistency

Delays/difficult process/complicated/frustrating/stressful/additional costs 

incurred

Lack of communication / confirmation of receipt of application

Surveyor / architect completed resource consent application

Need to keep to timeframes / too slow

Other

Building 

Consent

Resource 

Consent

48% -

- 39%

- 32%

19% -

12% -

- 18%

- 14%

- 14%

28% 11%

n=111 n=28
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Satisfaction with the Overall Process

8
Notes:

Q5. Thinking about the information you received from your most recent application, how would you rate your satisfaction with each of the following:

Excludes ‘don’t knows’

Apart from Timeliness and Frequency of contact, Resource Consent applicants are noticeably more satisfied with the various aspects of the 

overall application process. 

Total Building Consent Resource Consent

%6-10 Mean %6-10 Mean %6-10 Mean

The clarity of the forms you had to fill in 81% 7.6 79% 7.4 86% 8.2

The advice given to you to help complete forms 76% 7.3 74% 7.1 84% 7.9

The information given to you initially about all the requirements you would need 

to meet
68% 6.8 65% 6.6 82% 7.8

The timeliness of the process 66% 6.6 67% 6.6 60% 6.4

The frequency of contact to inform you about progress with the application 64% 6.5 64% 6.5 64% 6.4

n=138 n=144 n=113 n=116 n=25 n=28
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Suggestions for Improvement

9
Notes:

Q6. What other comments could you make that would help the Hauraki District Council to improve the service it provides to people who make application/s? (Please 

provide as much detail as possible.) 

‘Council staff not knowledgeable/unprofessional/unhelpful’ is a priority area for building consent applicants.

‘Better communication / provide updates’ is an area of focus for resource consent applicants.

n=98

15%

28%

14%

11%

10%

7%

31%

All good/happy with Council/no problems/good 

service

Council staff not 

knowledgeable/unprofessional/unhelpful

Process was 

difficult/stressful/complicated/challenging/incurred 

extra costs

Improve delays/timeliness of processes

More clear, specific communication of what's needed 

in detail, plain language

More help with Alpha One portal/website

Other

Building Consent

23%

32%

27%

23%

14%

5%

5%

5%

Happy with the service / no issues

Better communication / provide updates

Surveyor / planner completed resource consent 

application

Provide and keep to timeframes

Only one RFI to streamline process / reduce delays

Maintain continuity of service by providing staff cover

Keep resource consent costs down

Other

Resource Consent
n=22
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Satisfaction with the Overall Process: Total
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Notes:

Q5. Thinking about the information you received from your most recent application, how would you rate your satisfaction with each of the following:

n=138 

Excludes ‘don’t knows’

The majority of respondents are somewhat satisfied, satisfied or very satisfied with each aspect of the overall process. However, The frequency of 

contact to inform you about progress with the application is the aspect with the highest overall dissatisfaction (36%).

5%

7%

12%

14%

12%

5%

5%

11%

9%

14%

9%

12%

9%

10%

10%

10%

10%

8%

7%

9%

28%

26%

21%

29%

24%

43%

40%

39%

30%

32%

Very dissatisfied (1-2) Dissatisfied (1-4) Somewhat dissatisfied (5) Somewhat satisfied (6) Satisfied (7-8) Very satisfied (9-10)

Performance

(%6-10)

Mean

(Max 10)

81% 7.6

76% 7.3

68% 6.8

66% 6.6

64% 6.5

The clarity of the forms you had to fill in

The advice given to you to help complete forms

The information given to you initially about all the 

requirements you would need to meet

The timeliness of the process

The frequency of contact to inform you about progress 

with the application



CUSTOMER SATISFACTION SURVEY 2023 

Satisfaction with the Overall Process: Building Consent
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Notes:

Q5. Thinking about the information you received from your most recent application, how would you rate your satisfaction with each of the following:

n=113 

Excludes ‘don’t knows’

For building consent applicants, the area with the most potential for improvement is ‘The frequency of contact to inform you about progress with 

the application’.

5%

8%

13%

12%

11%

6%

6%

10%

12%

14%

9%

12%

10%

10%

11%

11%

10%

9%

9%

8%

28%

26%

30%

20%

25%

40%

39%

28%

36%

32%

Very dissatisfied (1-2) Dissatisfied (1-4) Somewhat dissatisfied (5) Somewhat satisfied (6) Satisfied (7-8) Very satisfied (9-10)

Performance

(%6-10)

Mean
(Max 10)

79% 7.4

74% 7.1

67% 6.6

65% 6.6

64% 6.5

The clarity of the forms you had to fill in

The advice given to you to help complete forms

The timeliness of the process

The information given to you initially about all the 

requirements you would need to meet

The frequency of contact to inform you about progress 

with the application



CUSTOMER SATISFACTION SURVEY 2023 

Satisfaction with the Overall Process: Resource Consent
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Notes:

Q5. Thinking about the information you received from your most recent application, how would you rate your satisfaction with each of the following: 

n=25

Excludes ‘don’t knows’

For resource consent applicants, ‘The frequency of contact to inform you about progress with the application’ and ‘The timeliness of the process’ 

are the aspects with the most potential for improvement.

5%

5%

9%

16%

20%

5%

12%

8%

9%

11%

5%

8%

12%

5%

11%

5%

12%

27%

26%

27%

20%

24%

55%

47%

50%

32%

36%

Very dissatisfied (1-2) Dissatisfied (1-4) Somewhat dissatisfied (5) Somewhat satisfied (6) Satisfied (7-8) Very satisfied (9-10)

Performance

(%6-10)

Mean
(Max 10)

86% 8.2

84% 7.9

82% 7.8

64% 6.4

60% 6.4

The clarity of the forms you had to fill in

The advice given to you to help complete forms

The information given to you initially about all the 

requirements you would need to meet

The frequency of contact to inform you about 

progress with the application

The timeliness of the process



Projects



CUSTOMER SATISFACTION SURVEY 2023 

Number of Projects

14
Notes:

Q1.How many different projects have you sought consent for during the last 12 months?

The majority of respondents have submitted applications for a building (59%) or resource consents (64%) for a single property.

60% 59%
64%

22% 22%
21%

16% 16%
14%

2% 3%

Not sure

More than five

Two to five

One

n=144

Total Building 

Consent

Resource 

Consent

n=116 n=28



CUSTOMER SATISFACTION SURVEY 2023 

Property type

15
Notes:

Q1.How many different projects have you sought consent for during the last 12 months?

More than two in three resource consent applications were for their own property (68%), whilst building consent applicants were equally likely to 

be for their own property as for someone else’s.

53% 49%

68%

47% 51%

32%

Someone else's
property

Own property

n=144

Total Building 

Consent

Resource 

Consent

n=116 n=28



Drivers of Perception
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Drivers of Perception

17

Customer Value Management (CVM) Model

 In determining the drivers of perception, the overall satisfaction score is analysed using multiple regression analysis within a Customer Value

Management (CVM) model. Multiple regression is a statistical technique used to analyse the relationship between a single dependent variable,

in this case, ‘overall satisfaction’ with several independent variables, these being the various elements within the CVM model otherwise known

as the overall level drivers.

 The objective of the analysis is to use the independent variables to predict the overall satisfaction score thereby understanding the relative

influence that each of these independent variables has on explaining satisfaction. Each independent variable is weighted by the regression

analysis with these weights denoting the contribution (or impact) of each of the independent variables.

Rather than asking customers what is

important, the CVM model uses

multiple regression analysis to derive

the importance (impact) scores

Overall level drivers

Dependent Variable

Independent VariablesOverall Satisfaction with 

Customer Experience (%6-10)

The advice given to you to 

help complete forms

The frequency of contact 

to inform you about 

progress with the 

application

The clarity of the forms 

you had to fill in

The information given to 

you initially about all the 

requirements you would 

need to meet

The timeliness of the 

process
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Drivers of Perception

18

36%

30%

22%

11%

74%

66%

68%

76%

64%

81%

Impact
Perfor-
mance

Impact
Perfor-
mance

- 73% - 77%

46% 67% NCI 60%

28% 65% 34% 82%

23% 74% 20% 84%

3% 64% 46% 64%

NCI 79% NCI 86%

Poor
(% 1-4)

Resource Consent

18%

24%

23%

13%

26%

10%

Building Consent

Performance
(% 6-10)

Impact 
(Importance)

Overall Satisfaction with Customer Experience

The timeliness of the process

The information given to you initially about all the 
requirements you would need to meet

The advice given to you to help complete forms

The frequency of contact to inform you about progress with 
the application

The clarity of the forms you had to fill in NCI

For resource consent applicants, Timeliness of the process has the greatest impact on overall satisfaction. Whilst for building consent applicants, 

The frequency of contact to inform you about progress with the application has the biggest impact on satisfaction. 



Priority Matrix
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Priority Matrix: Interpreting the results
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Importance 
Index/Impact

High

Low High
Performance

Strategy is to MAINTAIN the 
current status

PRIORITY opportunities since 
these attributes strongly 
influence perceptions but 

performance is low

Low priorities but these 
need to be MONITORED

Opportunities to PROMOTE
since performance is high but 

the benefit is not widely 
appreciated

Any element within this area 
represents the best opportunity for 

improvement and should be 
considered a priority that would be 

most valued by customers.

These attributes have the most 
impact on the overall evaluation 

and as performance is already high 
the strategy is one of maintaining 

performance.

There are opportunities to leverage 
these aspects by promoting what 
Council is doing well but not being 

well recognised or valued, or 
potentially performance could be 

relaxed without harm.

Priority opportunities to improve performance can be identified by doing an analysis of the performance

measures altogether.
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Priority Matrix – all respondents
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The advice given to you to help 
complete forms

The clarity of the forms you had 
to fill in

The information given to you 
initially about all the 

requirements you would need to 
meet

The frequency of contact to inform you 
about progress with the application

The timeliness of the process

HighLow

Relative Performance

Improvement opportunities

High

Monitor Promote

Maintain

Overall, there are several areas for improvement amongst both sets of applicants.

All performance measures are analysed altogether. Impact scores are adjusted by the higher impact scores (overall level drivers). The
matrix is calibrated based on the minimum, maximum and average scores for the y-axis (adjusted impact) and x-axis (performance).
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Priority Matrix: Building and Resource consent
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The advice given to you 
to help complete forms

The clarity of the forms you had 
to fill in

The information given to you initially about all 
the requirements you would need to meet

The frequency of contact to inform you 
about progress with the application

The timeliness of the process

HighLow

Relative Performance

Improvement opportunities

High

Monitor Promote

Maintain

Given the variation in responses, each type of application requires a slightly different emphasis on their specific priorities for focus and 

improvement.

All performance measures are analysed altogether. Impact scores are adjusted by the higher impact scores (overall level drivers). The
matrix is calibrated based on the minimum, maximum and average scores for the y-axis (adjusted impact) and x-axis (performance).

The advice given to you to 
help complete forms

The clarity of the forms you had 
to fill in

The information given to you 
initially about all the 

requirements you would need to 
meet

The frequency of contact to inform you 
about progress with the application

The timeliness of the processBuilding consent

Resource consent
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General Comments
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Whilst Council staff receive positive feedback, the wider process and timeframes are areas for future improvement.

Notes:

Q8.Are there any comments or feedback that you would like to make? 

28%

2%

2%

19%

11%

4%

2%

Happy with Council/staff helpful

Happy with HDC service and staff

Maintain continuity of service by providing staff cover

Frustrating/stressful/expensive/difficult/lengthy process

Timeframes must be adhered too / timeliness issues / too slow

Provide more communication and updates

Room for improvement

n=47

Building 

Consent

Resource 

Consent

34% -

- 11%

- 11%

24% -

- 56%

- 22%

- 11%

n=38 n=9



Sample Profile
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Sample Profile
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Total

% Counts

1 Building Consent 81% 116

2 Resource Consent 19% 28

TOTAL 100% 144



CUSTOMER SATISFACTION SURVEY 2023 

Sample Profile: Profession
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Total Building Consent Resource Consent

Application profession % Counts % Counts % Counts

1 Professional (surveyor, planner, engineer, etc.) 82% 56 81% 48 89% 8

2 Developer or property manager 10% 7 10% 6 11% 1

3 On behalf of someone else but not as professional 4% 3 5% 3 - -

4 Others 3% 2 3% 2 - -

Resource Consent

Application process % Counts

1 Notified application 11% 3

2 Non-notified application 50% 14

4 Don’t know 25% 7

5 Others 14% 4
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Sample Profile: Area
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Total Building Consent Resource Consent

Area % Counts % Counts % Counts

Plains

1 Kaiaua 28% 10 33% 10 - -

2 Kaihere 6% 2 7% 2 - -

3 Kerepehi 14% 5 7% 2 50% 3

4 Ngatea 39% 14 37% 11 50% 3

5 Turua 14% 5 17% 5 - -

Waihi

6 Waihi 69% 43 67% 33 77% 10

7 Waikino 13% 8 14% 7 8% 1

8 Waitakaruru 3% 2 2% 1 8% 1

9 Whiritoa 15% 9 16% 8 8% 1

Paeroa

10 Paeroa 100% 35 100% 31 100% 4

11 Others 8% 11 5% 6 18% 5
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