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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Overall Performance of Council

Respondents were asked ‘thinking not only about the Elected Members and Council Staff but also the services
and facilities the Council provides and using the same scale where 0 is very dissatisfied to 10 being very
satisfied, how satisfied are you with the Overall Performance of Council in the past 12 months?'.

Three quarters of respondents (76%) rated their satisfaction with the Overall Performance of Council
with scores that reflect satisfaction (Scores of 7 — 10). The mode was a score of 8 (32%) and 17%
rated the Overall Performance of Council with a score of 9 or 10 (exceeded expectations). A seventh
of the sample (14%) were neutral (Scores 4 — 6) and only seven people (1.1%) were actually
dissatisfied (Scores 0 — 3). The CSI Score was 75.2, up 0.3 points from the July 2008 — June 2009
period.
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Comparison of years

The chart below compares this data for the past 17 years (except 1997), from 1991 to 2009. The CSI
Score for October 2008 — September 2009 is 75.2, up 0.3 points from the July 2008 — June 2009
result.
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009)

Prepared for Hamilton City Council

Overall Satisfaction Trends on an Annual Basis

The following chart shows the CSI Scores have stayed at a high level for the past 5 years although
there appears to be a slight downward trend. The CSI score of 75.2 is 0.3 points higher than that
recorded in July 2008 — June 2009 which was the lowest recorded since 2005. Similar to previous

guarters it appears there is a cyclical pattern in overall satisfaction.
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Overall Satisfaction Trends on a Quarterly Basis

The following chart shows the quarterly trend in the CSI Scores for the Overall performance of the
Council in the past 12 months. The CSI scores have varied 6.6 points over the first 13 measures, from
a high of 79.3 to a low of 72.7. The latest quarter’'s CSI Score of 75.7 is in the middle of the range and

on par with the trend line, which continues to show a marginal decline.
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009)

Prepared for Hamilton City Council

Overall Satisfaction: Reasons for feeling this way

The respondents were asked why they rated the Overall Performance of Council the way they did.
This question was asked as an open question with the answers grouped together for analysis
purposes. There was a range of responses, with some respondents offering positive reasons for
giving a high score while others offered reasons for giving a lower score. On a Moving Annual Total
basis (October 2008 — September 2009), the main positive comments revolved around the feeling that
Council was doing a good job or working well for the city (15%) or the fact there were no problems
(8%) and positive comments about the staff (6%). The main negative comment had to do with
concerns with specific services (7%), concerns with the Elected Members (3%) and financial concerns

(3%).
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Please note the percentages are based on the four quarters from October 2008 — September 2009
but only the verbatim comments from the September 2009 quarter are included in this report.

Positive comments
Working well for the city: MAT 1 15.1%2 (MAT n = 106)

Many respondents felt Council was working well for the city and doing a good job (14.7% or 26
respondents this quarter). These respondents commented: (SS = satisfaction score)

'| think they do a good job. Especially the staff members;
they are always so polite and helpful. ' (SS = 10)
'l just think who we voted in are doing a great job.' (SS = 10)
"They are all doing the job' (SS = 10)
‘They do a great job. | am very satisfied. ' (SS = 10)
"They're doing what they can ' (SS = 10)

'l just feel they are doing a good job. They have a new bus service for the kids.' (SS = 9)
'‘Because of the way they are doing everything up.' (SS =9)

'| keep a good eye on what they are doing and they are doing a good job.
I was in the Council for 20 years. | retired 20 years ago.' (SS =9)

'‘They seem to be there with new ideas, vibrant city, work always being done.
They do a good job' (SS =9)

'| think they all do a good job. They are trying to promote Hamilton and bring in
outsiders for various events.' (SS = 8)

'It's great they are trying very hard to improve Hamilton and making it better place to live' (SS = 8)
'‘Because of the improvements in the city, I'm quite happy with it' (SS = 8)
'No one else will do it; they get on and do it."' (SS = 8)
‘They are fairly good.' (SS = 8)
"They do a good job in general, it can't be easy.’ (SS = 8)

'Doing a good job. Not happy with some things and some staff are fine, some are not' (SS =7)
'| think they’re doing a good job but there’s room for improvement. ' (SS = 7)
"They are doing a good job but there could be improvements' (SS =7)

'They think they have done a really good job particularly in doing up the CBD
and some roading work around my area.' (SS =7)

'‘Generally they do the good job.' (SS =7)

'| think the Council are good and | think they are improving and doing a pretty good job' (SS = 7)
‘They are doing a good job.' (SS =7)
"They are doing their job adequately. ' (SS =7)
‘They do a good job; the decisions they are making seems to be the right ones.' (SS =7)
"They do their best.' (SS =7)

'Nothing, they have performed adequately' (SS = 5)

1 MAT relates to the 12 month Moving Annual Total. This quarter this is October 2008 — September 2009

2 please note the percentages are based on the four quarters from October 2008 — September 2009 but only the verbatim
comments from the September 2009 quarter are included in this report.
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Specific services: MAT 5.5% (MAT n = 39)

A number of respondents (9.0% or 16 respondents this quarter) mentioned specific services that the
Council provided as the reason for rating their overall satisfaction with the score they chose. These
comments included:
"The library is good' (SS = 10)
‘They have a lot of good facilities and made Garden Place look a lot sharper
and the buses are excellent.' (SS = 10)

'l think capital is the main problem; it is a humanistic size and easy to
get around the city and very few traffic problems' (SS = 9)

'l just feel they are doing a good job. They have a new bus service for the kids.' (SS = 9)
‘They have improved areas around town and upgraded a bit' (SS = 9)
"Think it is improving a lot like at the Hamilton Gardens; the stuff - it is really good there too' (SS = 9)

'My street is kept nice. The parks are lovely.' (SS = 8)

‘All of the toilets around Hamilton are very good. The staff at Main Library are excellent.
The bus facilities are excellent. ' (SS = 8)

'No problem with staff, the Museum is always impeccably kept and | love the exhibits. The Council
office staff were knowledgeable and honourable. The library staff are always good.' (SS = 8)

'l think they all do a good job. They are trying to promote Hamilton and
bring in outsiders for various events.' (SS = 8)

'‘Because it's reasonably clean and there is not much tagging and
everything is recycled well and the roads are well improved.' (SS = 8)

'‘Because they have done a lot to upgrade the roads to make things safer.' (SS = 8)

‘Making more of an effort to clean up Hamilton. Instead of filling in pot holes they are re-laying roads.
Revamping of Greenwood Street. Improvement of traffic systems.' (SS = 8)

'Seen so many things happening - widening the roads etc. Going to turn out really good.
Makes it safer. Chartwell area expanded' (SS = 8)

"They think they have done a really good job particularly in doing up the CBD
and some roading work around my area.' (SS =7)

'Because of the possible changes being made in Garden Place' (SS = 6)

No problems: MAT 8.0% (MAT n = 56)

Fifteen respondents or 8.5% for this quarter were not aware of any problems and felt that things were
running smoothly:

'I'm very impressed' (SS = 10)

'Feel that there is no reason to complain. Whenever | needed services they were readily available.
The Council services sorted my problems quickly.' (SS = 9)

‘All is good' (SS =9)

'It's great they are trying very hard to improve Hamilton and making it better place to live' (SS = 8)
'Across the board there is no issue other (than) the Waterworld' (SS = 8)
‘Got no complaints' (SS = 8)
'I'm just a very happy citizen in Hamilton.' (SS = 8)

International Research Consultants Ltd September 2009
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

'I'm quite comfortable what they are doing' (SS = 8)
‘It's good.' (SS = 8)
'No complaints' (SS = 8)
‘No complaints dealing with any of the staff; no problems.' (SS = 8)

'| have not had any problems.' (SS =7)
'I'm happy with how things are. ' (SS =7)
‘Never had a reason to complain' (SS =7)

'No major complaint' (SS =7)

Good staff: MAT 5.7% (MAT n = 40)

This was followed by 9 respondents for this quarter or 5.1% who mentioned good Management or
Staff. This included comments like:

'| think they do a good job. Especially the staff members;
they are always so polite and helpful. ' (SS = 10)

"Their thoughtfulness and the honour that they afford to us and the respect
that they give the people. ' (SS = 10)

‘They have been good, polite and friendly' (SS = 10)

'‘Because they are pleasant and helpful.' (SS = 9)
'l use the community centre, and the response | get from them is really good.' (SS = 9)
'Pleased with what they do and how they keep us informed' (SS = 9)

‘All of the toilets around Hamilton are very good. The staff at Main Library are excellent.
The bus facilities are excellent. ' (SS = 8)

'No problem with staff, the Museum is always impeccably kept and | love the exhibits. The Council
office staff were knowledgeable and honourable. The library staff are always good.' (SS = 8)

'People are very pleasant and helpful' (SS = 8)

Good Service: MAT 5.5% (MAT n = 39)

Nine respondents commented on getting good service this quarter (5.1%):

'| feel they provided good service.' (SS = 10)
‘They have been doing better.' (SS = 10)

'Feel that there is no reason to complain. Whenever | needed services they were readily available.
The Council services sorted my problems quickly.' (SS = 9)

'I've always got good service wherever | go' (SS = 9)

'‘Because the effort of the Councils are made' (SS = 8)
"Their facilities are good, welcoming and user friendly for locals' (SS = 8)
"They have always pretty quick responding to any problems.' (SS = 8)

'Doing a good job. Not happy with some things and some staff are fine, some are not' (SS =7)

'People make mistakes. But they explain very well so we understand
and they fix the problem." (SS =7)

International Research Consultants Ltd September 2009
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Public consultation / feedback: MAT 1.0% (MATn=7 )

Others (1.7% or 3 respondents this quarter) commented positively about the public consultation or
feedback. These comments included:

'Everything is well maintained - information on what's going on' (SS = 9)
'| think Hamilton has improved as a city; there is more communication.' (SS = 7)

‘They try to communicate in what's happening' (SS = No answer)

Hamilton good place to live: MAT 1.8% (MAT n = 13)

Two respondents or 1.1% of respondents for the September quarter commented that Hamilton was a
great place or a good place to live:

'| think Hamilton has improved as a city; there is more communication.' (SS = 7)
'| think that Hamilton is improving and getting better. Yeabh, it's a good place to live in.' (SS = 7)

Beautification /clean roads: MAT 0.9% (MAT n = 6)

Two respondents (1.1%) commented about the city beautification or clean roads this quarter:

'Because they've made a lot of changes and it's looking a nice place,
but then they make changes to our neighbourhood and don't tell us how it affects us,
e.g. not telling us our water would be cut off' (SS = 8)

'‘My street is kept nice. The parks are lovely.' (SS = 8)

Elected Members - positive: MAT 3.3% (MAT n = 23)
One respondent (0.6% this quarter) made positive comments about the Elected Members / Council
and offered comments that included:

'l just think who we voted in are doing a great job.' (SS = 10)

Other positive: MAT 10.5% (MAT n = 74)

There was a range of other comments from respondents who gave positive reasons for their
satisfaction scores and these included:
'‘Compared to Fiji it is a quiet and clean environment.' (SS = 10)
'l look what you get from other Councils and | just like how our Council deals with people.' (SS = 10)

‘| have lived in a lot of places. | have been in Hamilton for nine years and | think | have seen a lot of
improvement in the facilities. | think there is lots to do."' (SS = 10)

'| think capital is the main problem; it is a humanistic size and easy to get
around the city and very few traffic problems' (SS = 9)

'Because | see what they are doing and | believe it's good.' (SS = 9)
‘Everything is well maintained - information on what's going on' (SS = 9)

‘They seem to be improving gradually.' (SS = 8)
'10 is too perfect.' (SS = 8)
'‘Because there is lot of improvement in the CBD.' (SS = 8)

International Research Consultants Ltd September 2009
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

'‘Everything is available ' (SS = 8)
‘Everything’s coming along quite nicely.' (SS = 8)

'| have been in other places and | think we are fortunate in Hamilton. ' (SS = 8)
'| think they’re trying their best.' (SS = 8)
‘| will not give 10' (SS = 8)
'It's competent enough not (to) be noticed and not competent enough to be noticed' (SS = 8)
‘The Councils application to their duty deserves that rate' (SS = 8)

‘Don't have much to do with them, nothing bad' (SS =7)
'Well | guess | don't really know; | think the city is improving. ' (SS =7)
‘Because the community as whole' (SS =7)
'l am looking at how they look after 150,000 people; they cannot satisfy everyone. ' (SS =7)
'‘Well | notice the improvement' (SS =7)

Neutral comments
Room for improvement: MAT 7.0% (MAT n = 49)
There were also many respondents who made neutral comments including a number who commented
that they felt there was room for improvement. This was mentioned by 7.9% or 14 respondents this
guarter with comments that included: (SS = Satisfaction Score)
‘There are a few things that they are not taking care of' (SS = 8)
"There’s always room for improvement.’ (SS = 8)

'| think they’re doing a good job but there’s room for improvement. ' (SS = 7)
"They are doing a good job but there could be improvements' (SS = 7)

'| guess there is some things that can be improved on like the bus times being
more convenient and the drainage in my area' (SS =7)

'| think that they have not done the best job that they could have done.' (SS =7)

'| think there's room for improvement.' (SS =7)
'Room for improvement.' (SS =7)
'‘Room for improvement. Keep it up. ' (SS =7)
"Think they can still do more." (SS =7)

'‘Because they just need to make up their mind and do it, they just procrastinate
and they need to build bigger facilities.' (SS = 6)

"Things could be better' (SS = 6)

'‘Could be better. Wasting money as it could be spent better.
Victoria Street isn't that great after all the work is done.' (SS = 5)

'‘Need improvements' (SS = 5)

September 2009
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Don’t know / No reason: MAT 4.0% (MAT n = 28)
There were also many respondents who commented that they did not know or did not give any
particular reason for giving their particular score. These comments included:

'No comment' (SS = 10)
‘Most probably getting too old' (SS = 8)

'Haven't noticed' (SS =7)
'| haven't really had much contact with them so cannot really give much of a reason.' (SS =7)
'| just wasn’t aware that all those facilities were through the Council." (SS = 7)

'‘Because | can.' (SS = 6)
'‘No reason.' (SS =5)

'No comment' (SS = No answer)

Don't know what they do: MAT 4.1% (MAT n = 29)

A number of respondents mentioned that they did not know what Council did. This was mentioned by
seven respondents this quarter with comments that included:
‘Don't have much to do with them, nothing bad' (SS =7)
‘Don't have much to do with them.' (SS =7)
‘Just too busy with kids and don't go out and do too much.' (SS =7)

‘Very rarely have anything to do with them' (SS = 4)

‘Cause | have not been here for that long' (SS = No answer)
'Have no contact' (SS = No answer)
‘| don't have any dealings with them.' (SS = No answer)

Average performance: MAT 2.0% (MAT n = 14)

There were other comments offered about the average performance of Council (mentioned by 1
respondent or 0.6% for the September quarter). These comments included:

"They do a reasonable job, not outstanding but it's ok.' (SS = 5)

Negative comments
Concern with specific services: MAT 6.8% (MATn=4 8)

There were also many respondents who made negative comments or who offered a negative reason
for giving the overall satisfaction score that they gave. The most common negative comment was
concerning specific Council services (mentioned by 6.8% or 12 respondents this quarter). These
comments included: (SS = Satisfaction Score)

'On a couple of occasions | have made requests on issues about roading
and footpaths and nothing has been resolved. ' (SS = 8)
"The Victoria St upgrade could have been more pedestrian friendly, more trees' (SS = 8)

‘When | took my son to join the library. The lady was a bit rude and did not explain
properly the rules of the library (Dinsdale).' (SS = 8)

International Research Consultants Ltd September 2009
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HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

'Well | think there are a couple of things they should look at like
lower the rates and parking issue' (SS = 7)

'It's fair enough; it's just trying to call them and get through.' (SS =7)
'It's just that we lost the Waipa Delta and that was a bit of a let down' (SS = 7)
‘They did a terrible job of the main street' (SS = 7)

'l don't think we have enough events that go on.' (SS = 6)

'‘Could be better. Wasting money as it could be spent better. Victoria Street
isn't that great after all the work is done.' (SS =5)

'Well they seem hell bent on ruining the city centre with the roads being narrower and that stupid
media lane garden thing, they’re spending rate payer's money on stupid things. ' (SS = 5)

‘Just they aren’t doing anything to Hamilton City,
just some Hamilton parts they done but all Hamilton' (SS = 3)

'‘Because | think they are spending too much money on Hood Street and now ripping up the main
street when they could be improving other places.' (SS = 2)

Financial concerns: MAT 3.4% (MAT n = 24)

Seven respondents this quarter (4.0%) mentioned financial concerns. These comments included:

‘Won't be impressed if rates go up further (especially when you're on a fixed income)' (SS = 8)

‘Well | think there are a couple of things they should look at like
lower the rates and parking issue' (SS = 7)

"The rates are too high' (SS =7)

'‘Could be better. Wasting money as it could be spent better.
Victoria Street isn't that great after all the work is done.' (SS = 5)

‘Well they seem hell bent on ruining the city centre with the roads being narrower and that stupid
media lane garden thing, they’re spending rate payer's money on stupid things. ' (SS = 5)

'Because they could have saved on expenditure. That's chiefly the elected ones.' (SS = 5)

'‘Because | think they are spending too much money on Hood Street and now ripping up the main
street when they could be improving other places.' (SS = 2)

Concerns with Elected Members: MAT 3.4% (MATn=24 )

The next negative theme revolved around other concerns with the Elected Members (excluding
political in-fighting). This was mentioned by 2.8% or 5 respondents this quarter with the following
comments:

'‘Because | feel that although there are things | want Council to do differently.' (SS =7)
'Spending too much time engaged in meetings' (SS =7)
‘They need to be out and about and among the public a lot more' (SS = 7)

'| feel there is a lot of pettiness when it comes to Council things' (SS = 6)

'‘Because | don't think they are focusing on their core business.' (SS = 3)
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Not listen to community: MAT 1.3% (MAT n=9)

A small number (1.7% or 3 respondents this quarter) felt that the Council was not listening to their or
the community’s needs. They commented:

'‘Because they do things without thinking and without considering local opinion.
They have closed minds.' (SS = 6)

'All the reasons prior. (Don't feel they listen.
Don't think they have made any great changes)' (SS = 5)

‘They don't listen ' (SS =5)

Lack of information: MAT 1.6% (MAT n = 11)

Three respondents (1.7% for this quarter) said that Council did not provide enough information. The
comments for this quarter are as follows:

'‘Because they've made a lot of changes and it's looking a nice place,
but then they make changes to our neighbourhood and don't tell us how it affects us,
e.g. not telling us our water would be cut off' (SS = 8)

"They need to be more open with the public.' (SS =7)

'No communication from them whatsoever' (SS = No answer)

Staff concerns: MAT 1.4% (MAT n = 10)
Three respondents this quarter had concerns about the Staff:

'Doing a good job. Not happy with some things and some staff are fine, some are not' (SS =7)
'Reasonably pleased with the staff but probably could do more to help’ (SS =7)

'‘Because | think they give the impression that we are bound to them. And they have to realise that
we are customers. They are not very helpful. ' (SS = 3)

Non performance: MAT 1.3% (MAT n=9)

Another negative theme revolved around the feeling that the Council had not performed or had not
achieved what it had said it would or that it could achieve more. This was mentioned by only one
respondent this quarter (0.6%) with the following comment:

'‘Because they just need to make up their mind and do it, they just procrastinate and they need to
build bigger facilities." (SS = 6)

Management concerns: MAT 0.1% (MAT n=1)

One respondent this quarter had concerns about Management:
'Lack of involvement with the community' (SS = 7)
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Other negative: MAT 5.1% (MAT n = 36)

There was a range of other negative comments that included:

'Doing a good job. Not happy with some things and some staff are fine, some are not' (SS =7)
'‘Because when I've been in touch I've had to call 3 times to get a response’ (SS =7)

'‘Have been things | have rung about and they haven't been carried out.
So haven't been totally satisfied.' (SS = 7)

‘Don’t think anything happened in the last 12 months.' (SS = 6)
'We haven't had good dealings with them over the past year' (SS = 4)

‘Not happy with some of the decisions made' (SS = 3)
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Prepared for Hamilton City Council

Most important issues Council should be looking at

Respondents were asked ‘what, in your opinion, are the three main issues that Council should be looking at?’
This question was asked as an open question with the answers grouped together for analysis
purposes. There was a range of responses with the main comments covering transportation issues
(44%) which included roads (19%), traffic issues (14%), parking (10%), public transport (10%), and
road safety (4%). The second main issue covers law and order / safety issues (23%) which included
law and order (13%), safety (10%), and graffiti (6%). These were followed by rates (9%), recreational
facilities and services (8%) and city development / planning (6%).
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There are also a number of issues which were mentioned by smaller groups of respondents.
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Most important issues - 2006 to September 2009

Respondents were asked what the three most important issues were that Council should be looking

at.

Below is a table stating the most important issues for the years 2006, July 2006 — June 2007, July
2007 — June 2008, July 2008 — June 2009 as well as for the current Moving Annual Total result
(October 2008 — September 2009).

Half of the respondents (44.2%) mentioned a transportation related issue as one of their three most
important issues (i.e. anyone who mentioned either roads, traffic, public transport, parking, or road
safety). A fifth of the respondents (22.9%) mentioned a Safety / Law and Order related issue as one
of their three most important issues (i.e. anyone who mentioned Law and order, crime, safety, or

graffiti).

Roads (19%) was rated as the main individual issue while Traffic (14%) was the second most
commonly mentioned issue. Law and Order (13%) was the third most commonly mentioned issue
while Parking (10%) was the fourth most commonly mentioned important issue this year. This was
followed by Public transport (10%), Safety (10%), then Rates with 9%, and Recreational facilities

(8%).

2006

Jul 06 - Jun 07

Jul 07 - Jun 08

Jul 08 - Jun 09

Oct 08 - Sep 09

- Traffic, including
congestion
(36.6%)

- Roads (including
road maintenance,
development of
roads and
bypasses) (26.6%)

- Public Transport
(15.0%)

- Parking (8.3%)

- Traffic, including

congestion
(22.0%)

- Roads (including

road maintenance,
development of
roads and
bypasses) (20.3%)

- Law and Order

(10.9%)

- Public Transport

(10.4%)

- Road safety

(8.1%)

- Rates (7.2%)

- Roads (including

road maintenance,
development of
roads and
bypasses) (24.4%)

- Traffic, including

congestion
(20.1%)

- Law and Order

(14.5%)

- Rates (11.0%)

- Public Transport

(10.6%)

. Graffiti (9.4%)

- Roads (including

road maintenance,
development of
roads and
bypasses) (19.8%)

- Traffic, including

congestion
(16.2%)

- Law and Order

(14.7%)

- Public Transport

(11.7%)

- Parking (9.1%)

- Rates (9.0%)

- Roads (including

road maintenance,
development of
roads and
bypasses) (18.9%)

- Traffic, including

congestion
(13.9%)

- Law and Order

(12.5%)

- Parking (10.1%)

- Public Transport

(9.8%)

- Rates (9.1%)
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Please note the percentages are based on the four quarters from October 2008 — September 2009
but only the verbatim comments from the September quarter are included in this report.

The Important Issues included the following comment S:
Roads:MAT 3 18.9% (MAT n = 133) 4

The most common theme related to roads being an important issue (18.9% versus 24.4% in 2008,
20.3% in 2007, 26.6% in 2006 and 21.6% in 2005). By comparison this was 17.5% for the September
2009 quarter). These comments included °.

'‘Cobham Bridge and the traffic congestion during peak times; Should have kept the Waipa Delta;
See more police on the streets, get out of the cars'

'‘Parking and the roads. They spend money on things that should be better.
They have to fix things in the city centre; people don't go there as much because of it and taxis are
too expensive. They need to make better decisions; Putting in a proper licence that is displayed for
food safety. Like a grading system'

'Some of the roading repairs are not as good as they could be e.g. potholes in the roads; Brymer
Park ground drainage is shocking, after it has rained the ground is sodden. Also the grass is left too
long to be mown, because when it is mown the park looks terrible with big clumps of mown grass all

over the park, it looks like a hayfield ; Some walkways around town need to be improved'

'Providing cycle lane; Boardway around the river; Roundabouts'

'Mainly the traffic on all of the bridges. Particularly the Fairfield Bridge, it is such a problem you can
not get across it most of the time. Also the traffic on Wairere Drive is an issue; It would be great if
they could have a river walk on both sides of the river instead of just one side'

'A ring road around Hamilton; More bridges for crossing the river; | think that visitors ought to pay to
enter the Hamilton Gardens. Overseas people are very surprised that there is no entrance fee. '

‘Environmental issues i.e. gullies; Waterworks in Chartwell i.e. colouring and odour and roading i.e.
double lanes on Wairere Drive and Pukete Bridge;
Waterworld needs to maintain the level quality e.g. seating'

'Upgrading Hamilton City business (look of the place); Parking facilities;
Traffic (not enough road in and out)'

"To liven up the city centre without putting road through Garden Place; Extend parking during the
week, become 2 hours not 1 hour; Put a right arrow at Te Aroha Street and Peachgrove Road'

"They need to sort out the set up and layout of the roads. They went from traffic lights to
roundabouts and now they are back to traffic lights. They need to organise road markings a bit
better; Keeping the rubbish off roads'

'Safety downtown at night; Road maintenance'

'‘Deciding downtown where the pedestrian crossings are, if there is an area that is considered a
pedestrian crossing, paint white lines on the road or put the orange ball signs up; Return downtown
back to how it was 12 months ago as far public vehicle access goes'

'If you're relying on a bus it should turn up, they should do a survey to see when the best times are
to run the buses at peak times. 8-8.30am 5-5.30pm. All the roads in general. Especially if you take
the bus to work you're relying on the bus to get you there on time'

'Have a look at speed bumps to see if they are effective;
Manhole covers sticking out - hard on tyres with the sharp rims; Speeding in the 50 km roads- the
Council seem to have a blind spot in this area.’

'Road marking, especially Ellicott Road and Forest Lake Road lights. If you head up to the lights you
end up in the wrong lane, the road markings are shocking'

3 MAT relates to the 12 month Moving Annual Total. This quarter this is October 2008 — September 2009

4 please note the percentages are based on the four quarters from October 2008 — September 2009 but only the verbatim comments from
the September quarter are included in this report.

5 please note that when verbatim comments cover more than one point these are reported in total to keep comments in perspective. The
comments with multiple themes are repeated under each relevant section.
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‘Traffic control, wanted traffic lights at the junction of East Street and Peachgrove Road.'

'Eliminate unnecessary road digging; Parking that is not coin operated i.e. use of credit card
facilities; Have more education books available e.g. the needs for University and Wintec courses'

'‘Making Waikato Stadium bigger and better; Less roundabouts;
More community events in the northern areas.'

'‘Control the rates - in other words keeping expenditure down as the Council debt is very significant;
The upkeep of roads and foot paths'

‘Cleaner water, no fluoride; Better roading systems - congestion problems at peak traffic times;
Recycle more plastic types not just 1 and 2.’

‘The building - garbage near it. Always messy in some streets; City townhouses are run down;
Roads take too much time to be made.'

'Roading in the main roads - western side i.e. Frankton to the city and Hamilton East to Enderley and
visa versa; Waterways needs revamping e.g. the growing population'

'School safety for speeding around the area; State of our roads are pretty shocking'

'Hood rats in town; Victoria Street, can't do a u-turn, you have to go right down the end of town to the
next lights to turn around; Can't turn right into the Museum car park at night'

‘The crime rate throughout Hamilton; Maintaining road quality throughout the city'

'Roading; Traffic flow'
'Road congestion, there has been loads of road works and traffic backups'

‘Increased access over the river to increase traffic flow; Organising commuter transport to the centre
city. Monorail would be a good idea'

'Continuing to upgrade the roads e.g. the end of Tramway Road'
‘Look at opportunities whereby the lights are activated to do certain turns where there is no traffic'
'‘River Road and Wairere Roundabout'

Traffic:MAT 13.9% (MAT n = 98)

The next main theme related to traffic or issues related to traffic congestion and was mentioned by
13.9% (versus 20.1% in 2008, 22% in 2007 and 36.6% in 2006. By comparison this was 9.0% for the
September 2009 quarter). These comments included:

‘Cobham Bridge and the traffic congestion during peak times; Should have kept the Waipa Delta;
See more police on the streets, get out of the cars'

'Mainly the traffic on all of the bridges. Particularly the Fairfield Bridge, it is such a problem you can
not get across it most of the time. Also the traffic on Wairere Drive is an issue; It would be great if
they could have a river walk on both sides of the river instead of just one side'

‘Upgrading Hamilton City business (look of the place);
Parking facilities; Traffic (not enough road in and out)'

'Peak time traffic - CBD; Finishing the job of the street;
Tourist information. Having more tourists over'

‘Noise pollution. Better management of noise control, not waiting for 3 or 4 complaints to be made;
Speed of general traffic in suburban streets; Heavy traffic in suburban streets
whose foundations are not made for it.'

"Traffic congestion; Better lighting in alleyways in the city; More events in Hamilton'
"Traffic; Drunk and disorderly in entertainment areas; Cost and availability of parking'

‘Congestion on bridges at peak time. Fairfield and Wairere are two | use at peak time; Put more
cages (for safety) on the refuge islands; Lower the speed to 30 kms around the primary schools. '

'Get people to utilise public transport more and encouragement to use
public transport and less cars on the road'

‘They should look at managing traffic flow over the whole area’

International Research Consultants Ltd September 2009
Key Contact: John Dennis 09 424 0516 Page 20



HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

'‘Cleaner water, no fluoride; Better roading systems - congestion problems at peak traffic times;
Recycle more plastic types not just 1 and 2.’

'Roading; Traffic flow'
'Road congestion, there has been loads of road works and traffic backups'

‘The traffic is the number one issue to be dealing with and they need to differentiate rate payers;
Parking in the city centre which they've started and reviving the city centre;
Rubbish recycling issue and the cost.'
'Security at night; Utilise the river a lot more, | feel it is under utilised; Traffic congestion'

‘Traffic congestion, main roads going into town, bridges,
between 7.45 - 8.30am and evenings 4.45 - 5.30pm’

Public Transport: MAT 9.8% (MAT n = 69)

A tenth of the respondents (9.8%) felt public transport was an important issue with it being an issue
for 8.5% of respondents this quarter. Note: this was often mentioned as transport and it is possible
that some respondents were meaning private transport rather than public transport. However, since
we can't differentiate, all transport related issues are included in this section.

'If you're relying on a bus it should turn up, they should do a survey to see when the best times are
to run the buses at peak times. 8-8.30am 5-5.30pm. All the roads in general. Especially if you take
the bus to work you're relying on the bus to get you there on time'

'‘Go back to the basics, are people getting value for the rates, they should be saying how can they
have a no rates increase, they focus on their schemes and don't listen to the people. | think they
firstly need to focus on a good public transport; They need to focus on providing for the needs of

their citizens and social issues like the food bank'

'Improving their recycling; Noise during the night ; Their bus terminal is unsafe after 8pm at night.'
'Public transport; Spread of the city to the North'

'Get people to utilise public transport more and encouragement to
use public transport and less cars on the road'

'‘More Orbiter or bus stops in our area'

‘Increased access over the river to increase traffic flow; Organising commuter transport to the centre
city. Monorail would be a good idea'

'‘Bussing ; Expanding the recycling; Parking in the CBD is an issue.'

‘Water, too much chlorine in it which gives you cancer; We pay too much for the buses; we do not
even use them. Environmental tax, we pay for Lake Taupo, we shouldn't. Not good!

'Rates increases.; They operate the buses and we are paying for it'

'‘Continuance of water supply; Continuance of bus service; Make the streets safer in Hamilton'
'Public transport, running at more convenient times; Personal safety in evenings in the main city'

'More bus stops on Kahikatea Drive (Orbiter) for the older people.
Mahui Street needs more buses by Pak 'n' Save'

'‘Public transport, delivering a better service that will make more people use it
and not use their cars as much’

'Weekend transport. More frequent buses.'

Parking: MAT 10.1% (MAT n=71)

Slightly fewer, (11.3%) mentioned car parking issues this quarter, normally in the Central City.

'‘Parking and the roads. They spend money on things that should be better.
They have to fix things in the city centre; people don't go there as much because of it
and taxis are too expensive. They need to make better decisions; Putting in a proper licence that is
displayed for food safety. Like a grading system'
'Upgrading Hamilton City business (look of the place);
Parking facilities; Traffic (not enough road in and out)'
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"To liven up the city centre without putting road through Garden Place; Extend parking during the
week, become 2 hours not 1 hour; Put a right arrow at Te Aroha Street and Peachgrove Road'

'99 Massey Street -dilapidated home with gentleman who does not care properly for his property. It
is unhealthy and used as an area for glue sniffers. The home does not have a street number but can
imagine it's about n0.99. The gentleman needs to mow his lawn. And have his utilities hooked up;
Parking in town, seems difficult to get a park even for 5 or 10 minutes so are forced to use parking
buildings, taking more time and more expensive'

‘More mobility parking, especially near supermarkets, chemists and hospitals'

'Rates; Parking in city; Developing something by the river'
'Safety at night time especially in my area; The police using their sirens at inappropriate times like
12-1am; Parking improvements.'
‘Traffic; Drunk and disorderly in entertainment areas; Cost and availability of parking'
'Car parking i.e. access into the city centre'
'Parking, you can't get parks'

‘Eliminate unnecessary road digging; Parking that is not coin operated i.e. use of credit card
facilities; Have more education books available e.g. the needs for University and Wintec courses'

'Upgrading facilities; Parking in central city'
'Dog registration, it's terribly over priced, especially for pensioners; More car parks in the city and

more disabled car parks especially around social welfare.
When we're on a pension we can't afford to pay for the parking meters'

"The traffic is the number one issue to be dealing with and they need to differentiate rate payers;
Parking in the city centre which they've started and reviving the city centre;
Rubbish recycling issue and the cost.'

'‘Bussing ; Expanding the recycling; Parking in the CBD is an issue.'

'‘Cleaning up Garden Place, at times when you walk through there,
it feels like you may get accosted; Parking in central city during the week, nowhere to park;
Need to have more accessible parking for work people for central city, as there is never any parking
available during the week over by Memorial Drive.'

'Safety at night time and weekends; Improving the city so
people will visit the city more often; Parking'

‘They should be providing more parking in CBD'

'More parking during the week. Making the parking cheaper. This is in CBD;
In CBD there seems to be a lot of tramps. There is one man who yells at people. They are a public
nuisance; Where are the Community Constables; we need them. '

‘The parking in the city'

Road safety: MAT 4.1% (MAT n = 29)

This quarter 4.0% of respondents commented on the need for better road safety with comments that
included:

'l like them to fix up the local parks; Pedestrian crossings in local suburbs;
Stop loitering of big groups of teenagers'

'‘Safety of pedestrian crossing; Safety around schools; Boy racers.'
'In some streets, there are speeders who make a lot of noise. Boy racers need to be looked at'

‘Congestion on bridges at peak time. Fairfield and Wairere are two | use at peak time; Put more
cages (for safety) on the refuge islands; Lower the speed to 30 kms around the primary schools. '

'‘Boy racers, Patrolling it around weekends and school hours, around residential areas; Keeping
parks user friendly, upgrading and maintaining them; Dogs parks, keeping them maintained and safe
and make them a bit more monitored. '
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'School safety for speeding around the area; State of our roads are pretty shocking'
'Young people drinking and speeding on the roads'

Law and Order / Safety: MAT 22.9% (MAT n = 161)

The next main theme related to Law and Order, mentioned by 22.9% of respondents on a MAT basis
(16.4% of the respondents for this quarter) but this was articulated in two different ways. The main
comments (9.0% this quarter) revolved around law and order but included police, crime, boy racers
and law and order with comments that included:

'‘Cobham Bridge and the traffic congestion during peak times; Should have kept the Waipa Delta;
See more police on the streets, get out of the cars'
'‘Safety downtown at night; Road maintenance'
'Glass and graffiti free; Keeping rates to a minimum; Reducing spending’

‘Safety at night time especially in my area; The police using their sirens at
inappropriate times like 12-1am; Parking improvements.'

"Traffic; Drunk and disorderly in entertainment areas; Cost and availability of parking'

'Safety of pedestrian crossing; Safety around schools; Boy racers.'
'In some streets, there are speeders who make a lot of noise. Boy racers need to be looked at'

'Hood rats in town; Victoria Street, can't do a u-turn, you have to go right down the end of town to the
next lights to turn around; Can't turn right into the Museum car park at night'

"The crime rate throughout Hamilton; Maintaining road quality throughout the city'

'Boy racers, Patrolling it around weekends and school hours, around residential areas; Keeping
parks user friendly, upgrading and maintaining them; Dogs parks, keeping them maintained and safe
and make them a bit more monitored. '

"To encourage people to plant more native trees; To reduce the burglary in Hamilton'
'Security at night; Utilise the river a lot more, | feel it is under utilised; Traffic congestion’
"Young people drinking and speeding on the roads'

'‘Making sure the streets are safe; See to the complaints'

'‘More parking during the week. Making the parking cheaper. This is in CBD; In CBD there seems to
be a lot of tramps. There is one man who yells at people. They are a public nuisance;
Where are the Community Constables; we need them. '

'‘Gangs; Street crime’

Safety: MAT 9.8% (MAT n = 69)

The second theme with Law and Order related to the safety of residents (often mentioned as security
or in tandem with other law and order comments). This was mentioned by 6.8% of respondents this
qguarter and their comments included:

'Safety downtown at night; Road maintenance'

‘They should look at Environment Waikato fees; Old power lines and post need upgrading;
Improving Garden Place and safety of the city at night'

'Improving their recycling; Noise during the night ; Their bus terminal is unsafe after 8pm at night.'

'‘Safety at night time especially in my area; The police using their sirens at inappropriate times like
12-1am; Parking improvements.'

‘The recycling as they do not accept all plastics; Trimming more of the trees;
Make the city safer in the evenings'

'Safety at night time and weekends; Improving the city so people
will visit the city more often; Parking'
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'‘Safety; Residential issues'

'Cleaning up Garden Place, at times when you walk through there,
it feels like you may get accosted; Parking in central city during the week, nowhere to park;
Need to have more accessible parking for work people for central city, as there is never any parking
available during the week over by Memorial Drive.'

'‘Continuance of water supply; Continuance of bus service; Make the streets safer in Hamilton'

'‘Safety, would like to feel that my family is safe; New residential developments that are being
planned, small section size etc'

'Making sure the streets are safe; See to the complaints'
'Public transport, running at more convenient times; Personal safety in evenings in the main city'

Graffiti: MAT 5.8% (MAT n = 41)
Graffiti was mentioned by 2.8% of respondents this quarter with comments that included:
‘Glass and graffiti free; Keeping rates to a minimum; Reducing spending’
'Graffiti; A lot of money spent on Claudelands Showgrounds'
‘Graffiti; Too many young people hanging out in the Garden Place'
‘Graffiti *
'‘Keep on top of graffiti / maintenances’

Rates: MAT 9.1% (MAT n = 64)
A number of the sample (9.6% this quarter) mentioned rates as an issue. These comments included:
"They should look at Environment Waikato fees; Old power lines and post need upgrading;
Improving Garden Place and safety of the city at night'

'‘Go back to the basics, are people getting value for the rates, they should be saying how can they
have a no rates increase, they focus on their schemes and don't listen to the people. | think they
firstly need to focus on a good public transport; They need to focus on providing for the needs of

their citizens and social issues like the food bank'

'Glass and graffiti free; Keeping rates to a minimum; Reducing spending’
'Rates; Parking in city; Developing something by the river'
"The rates keep going up'

'‘Control the rates - in other words keeping expenditure down as the Council debt is very significant;
The upkeep of roads and foot paths'

‘The traffic is the number one issue to be dealing with and they need to differentiate rate payers;
Parking in the city centre which they've started and reviving the city centre;
Rubbish recycling issue and the cost.'

'‘Lower residential rates; Improve recycling system'

‘Lowering our rates. Some of the things we are paying for that we may not use especially when we
are not having anything to do with it, | think that it is unfair; Youth: Telling parents there are other
options when their children are not attending school. | see heaps of them all the time not at school.
Make parents aware of these alternatives as some do not know.'

'Water, too much chlorine in it which gives you cancer; We pay too much for the buses; we do not
even use them. Environmental tax, we pay for Lake Taupo, we shouldn't. Not good!

"Take fluoride out of the drinking water; Environment Waikato,
didn't know my rates are going towards shares'

‘To control the rates; To improve the water supply’
'Rates increases.; They operate the buses and we are paying for it'
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'Keeping rates under control; Elected Councillors should work together better than what they do’
‘Lowering the rates i.e. elderly; Facility for an Arts / Crafts Centre - not Art Gallery'
'Cutting the rates'

'‘Reducing rates, house prices have dropped, so too should rates'

Recreational facilities / services: MAT 7.5% (MAT n  =53)

Community events or recreational facilities were mentioned by 4.0% of respondents for this quarter.

'Environmental issues i.e. gullies; Waterworks in Chartwell i.e. colouring and odour and roading i.e.
double lanes on Wairere Drive and Pukete Bridge;
Waterworld needs to maintain the level quality e.g. seating'

'‘Make Hamilton a more interesting place; More to do around the river like the cafes;
Need to improve the recycling.'

'Pollution e.g. Fairfield, quality of streets like rubbish;
More activities for kids like an amusement park'

'Housing for the needy; After school programmes / projects for children from 5 years — 15 years;
Upkeep of public facilities overall’

‘Diversional recreation for Youth; Car burn-out track ; More child playgrounds in town’

'‘Ongoing upgrading i.e: Founders Theatre; Wave pool at Waterworld; Public toilets i.e. Frankton car
park needs monitoring during the business hours'

'‘More recreational areas where families can go and have barbeques and picnic areas'

Planning / City development: MAT 6.1% (MAT n = 43)

A number of respondents this quarter (5.1%) commented on Town planning as an issue. These
comments included:

'Deciding downtown where the pedestrian crossings are, if there is an area that is considered a
pedestrian crossing, paint white lines on the road or put the orange ball signs up; Return downtown
back to how it was 12 months ago as far public vehicle access goes'

‘Ensuring the CBD is kept vibrant, e.g. shopping or we will lose those people; Introducing one new
or updated facility a year e.g. the Zoo, have new animals so people come back. The car racing is
good ; Elected members need to make sure they are making contact with people at those events.'
'Public transport; Spread of the city to the North'
‘The building - garbage near it. Always messy in some streets; City townhouses are run down;
Roads take too much time to be made.'

'Roading in the main roads - western side i.e. Frankton to the city and Hamilton East to Enderley and
visa versa; Waterways needs revamping e.g. the growing population'

"The development toward Ngaruawahia and Peacock Road, this needs to be made so that people
want to live there; Continued development of river based activities and Waipa Delta replaced;
Getting more revenue from places such as the Stadium and other Council facilities'

'The types of development in the city; Reducing the sprawl in the city;
Making the central area more inviting.'

'‘Continuance of water supply; Continuance of bus service; Make the streets safer in Hamilton'

'‘Safety, would like to feel that my family is safe; New residential developments that are being
planned, small section size etc'
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Rejuvenate City Centre: MAT 5.1% (MAT n = 36)

On a quarterly basis 5.6% of respondents felt putting life back into the City Centre was an issue for
them.

'‘Parking and the roads. They spend money on things that should be better.
They have to fix things in the city centre; people don't go there as much because of it
and taxis are too expensive. They need to make better decisions; Putting in a proper licence
that is displayed for food safety. Like a grading system’

'Upgrading Hamilton City business (look of the place); Parking facilities;
Traffic (not enough road in and out)'

"To liven up the city centre without putting road through Garden Place; Extend parking during the
week, become 2 hours not 1 hour; Put a right arrow at Te Aroha Street and Peachgrove Road'

'Ensuring the CBD is kept vibrant, e.g. shopping or we will lose those people; Introducing one new
or updated facility a year e.g. the Zoo, have new animals so people come back. The car racing is
good ; Elected members need to make sure they are making contact with people at those events.'

‘They should look at Environment Waikato fees; Old power lines and post need upgrading;
Improving Garden Place and safety of the city at night'

'‘Peak time traffic - CBD; Finishing the job of the street;
Tourist information. Having more tourists over'

"The traffic is the number one issue to be dealing with and they need to differentiate rate payers;
Parking in the city centre which they've started and reviving the city centre;
Rubbish recycling issue and the cost.'

'‘Cleaning up Garden Place, at times when you walk through there,
it feels like you may get accosted; Parking in central city during the week, nowhere to park;
Need to have more accessible parking for work people for central city, as there is never
any parking available during the week over by Memorial Drive.'

'Safety at night time and weekends; Improving the city
so people will visit the city more often; Parking'

'The types of development in the city; Reducing the sprawl in the city;
Making the central area more inviting.'

Youth: MAT 5.1% (MAT n = 36)
Youth or concerns about youth was an important issue for 4.0% or 7 respondents this quarter.

"To get cyclists off the footpaths. In Victoria Street the cyclists go very fast especially off the footpath
on the Claudelands Bridge. If they were pushing their bikes across the bridge it would be ok but they
go very fast on the bikes. It is dangerous; To get owners of properties to keep their footpaths clear;
To get those people out of Garden Place using skateboards. '

'l like them to fix up the local parks; Pedestrian crossings in local suburbs;

Stop loitering of big groups of teenagers'

‘Graffiti; Too many young people hanging out in the Garden Place'
'Diversional recreation for Youth; Car burn-out track ; More child playgrounds in town'

'‘Lowering our rates. Some of the things we are paying for that we may not use especially when we
are not having anything to do with it, | think that it is unfair; Youth: Telling parents there are other
options when their children are not attending school. | see heaps of them all the time not at school.
Make parents aware of these alternatives as some do not know.'

'Young people drinking and speeding on the roads'
'Sort out the teenagers; Close the night clubs, too many teenagers in town'
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Expenditure: MAT 5.1% (MAT n = 36)

Expenditure was mentioned this quarter by 3.4% of respondents .

'‘Parking and the roads. They spend money on things that should be better.
They have to fix things in the city centre; people don't go there as much because of it and taxis are
too expensive. They need to make better decisions; Putting in a proper licence that is displayed for
food safety. Like a grading system'

'Glass and graffiti free; Keeping rates to a minimum; Reducing spending’
‘Graffiti; A lot of money spent on Claudelands Showgrounds'

‘Control the rates - in other words keeping expenditure down as the Council debt is very significant;
The upkeep of roads and foot paths'

'Stopping spending rates on car racing; Upgrading river bank track
(make it wider and repairs the surface and put in lights)'

‘They spend too much money on projects like on walkways. Like they spent 10m walking track cost
them $790,000; They need to have more sweepers on the streets during Autumn'

Events: MAT 5.0% (MAT n = 35)

A number commented on events either upcoming or those having taken place in Hamilton or the need
for more events (4.0% of respondents for this quarter).
'Getting more events into Hamilton; Clean up the Hamilton Lake and getting more use out of it'
‘Traffic congestion; Better lighting in alleyways in the city; More events in Hamilton'
'Entertainment in the city; Different sports events'

'‘Making Waikato Stadium bigger and better; Less roundabouts;
More community events in the northern areas.'

'‘Westpac needs upgrade; Make the V8s cheaper for the residential’

'‘Creating more things to do in Hamilton. Movies are pretty generic. More attractions; Environmental
issues such as farming. Keeping the water ways clean; Maintenance of the Waikato River.'

'‘Looking at more teenage attractions'

Development of river area: MAT 4.8% (MAT n = 34)

A small number (5.6%) thought the development of the river area was an important issue this quarter
and commented:

'Providing cycle lane; Boardway around the river; Roundabouts'

‘Mainly the traffic on all of the bridges. Particularly the Fairfield Bridge, it is such a problem you can
not get across it most of the time. Also the traffic on Wairere Drive is an issue; It would be great if
they could have a river walk on both sides of the river instead of just one side'

'Make Hamilton a more interesting place; More to do around the river like the cafes;
Need to improve the recycling.'

‘Cleaning up the river and get rid of the carp; More planting up the river and the gullies and Council
land.; Actively get behind supporting the Sea Shepherd and its plight to save the whales.'

'Rates; Parking in city; Developing something by the river'

"They should have better access to the river. The river thing is our best feature and is lost as far as
seeing it. Maybe clear some of the damned trees are what | am trying to say'

‘The development toward Ngaruawahia and Peacock Road, this needs to be made so that people
want to live there; Continued development of river based activities and Waipa Delta replaced;
Getting more revenue from places such as the Stadium and other Council facilities'
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'Stopping spending rates on car racing; Upgrading river bank track
(make it wider and repairs the surface and put in lights)'

‘Security at night; Utilise the river a lot more, | feel it is under utilised; Traffic congestion’

Water: MAT 4.4% (MAT n = 31)

This was followed by a few respondents who thought the water was an important issue, (3.4% for the
guarter). This included comments like:

'Environmental issues i.e. gullies; Waterworks in Chartwell i.e. colouring and odour and roading i.e.
double lanes on Wairere Drive and Pukete Bridge;
Waterworld needs to maintain the level quality e.g. seating'

‘Cleaner water, no fluoride; Better roading systems - congestion problems at peak traffic times;
Recycle more plastic types not just 1 and 2.’

'Chlorine and fluoride should be taken out of water. Understand we must have chlorine to have clean
water but feel fluoride is unnecessary and a poison as | have kids and don’t want them affected.
Perhaps with city growth HCC could impose water restrictions;

Traffic is much better and rubbish collection works well’

'Water, too much chlorine in it which gives you cancer; We pay too much for the buses; we do not
even use them. Environmental tax, we pay for Lake Taupo, we shouldn't. Not good!

‘Take fluoride out of the drinking water; Environment Waikato,
didn't know my rates are going towards shares'

"To control the rates; To improve the water supply’

Cycling facilities: MAT 3.8% (MAT n = 27)

A few, (4.0% of respondents for the September quarter) said there was a need for improvement in the
cyclist’s facilities and commented:

'Providing cycle lane; Boardway around the river; Roundabouts'

'‘Cycling lanes are fairly unsafe, that's why we no longer cycle, the green paint is not efficient,
the lanes should be away from traffic; Waipa Delta, (the boat). It should have not gone to Auckland;
we've lost a good opportunity there. | would like to see a boat that can go to various places,
and get off at different sightseeing places in Hamilton. (e.g. Hamilton Gardens, Memorial Park and
past the St Andrews Golf Course)'

"To get cyclists off the footpaths. In Victoria Street the cyclists go very fast especially off the footpath
on the Claudelands Bridge. If they were pushing their bikes across the bridge it would be ok but they
go very fast on the bikes. It is dangerous; To get owners of properties to keep their footpaths clear;
To get those people out of Garden Place using skateboards. '

‘No footpath facilities i.e. corner of Naylor Street and Nixon Street; Cycling lanes needs to cater to
go around the corners e.g. towards Flagstaff'

'‘Businesses need to be looked after especially for the rates we pay and recycling for businesses
need to be improved, all my recycling comes home with me due to not being picked up; Do not
agree with cycle lanes, they tend to cycle right on the line or on the road side of the line'

'In Anglesea Street (behind the HCC offices) is very dangerous for cyclists. North Victoria Street
from Ward to Ulster Street is not safe for cyclists. There are no cycle lanes in this area. Whitiora
Bridge (westbound) is bad for cycles '

'Cycle lanes; more of them and more driver awareness of them'
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Recycling: MAT 3.8% (MAT n = 27)

4.5% of respondents for this quarter commented on the need for better recycling. These comments
included:
'Improving their recycling; Noise during the night ; Their bus terminal is unsafe after 8pm at night.'

'‘Businesses need to be looked after especially for the rates we pay and recycling for businesses
need to be improved, all my recycling comes home with me due to not being picked up; Do not
agree with cycle lanes, they tend to cycle right on the line or on the road side of the line'

'Make Hamilton a more interesting place; More to do around the river like the cafes;
Need to improve the recycling.'

‘Cleaner water, no fluoride; Better roading systems - congestion problems at peak traffic times;
Recycle more plastic types not just 1 and 2.’

‘The recycling as they do not accept all plastics; Trimming more of the trees;
Make the city safer in the evenings'

"The traffic is the number one issue to be dealing with and they need to differentiate rate payers;
Parking in the city centre which they've started and reviving the city centre;
Rubbish recycling issue and the cost.'

‘Lower residential rates; Improve recycling system'
'‘Bussing ; Expanding the recycling; Parking in the CBD is an issue.'

Environmental protection: MAT 3.6% (MAT n = 25)

A number (2.8% this quarter) commented on environmental protection as an issue.

‘Environmental issues i.e. gullies; Waterworks in Chartwell i.e. colouring and odour and roading i.e.
double lanes on Wairere Drive and Pukete Bridge;
Waterworld needs to maintain the level quality e.g. seating'

'Cleaning up the river and get rid of the carp; More planting up the river and the gullies and Council
land.; Actively get behind supporting the Sea Shepherd and its plight to save the whales.'

'Pollution e.g. Fairfield, quality of streets like rubbish;
More activities for kids like an amusement park'

'‘Creating more things to do in Hamilton. Movies are pretty generic. More attractions; Environmental
issues such as farming. Keeping the water ways clean; Maintenance of the Waikato River.'

"To encourage people to plant more native trees; To reduce the burglary in Hamilton'

Parks & gardens: MAT 3.6% (MAT n = 25)

A number of respondents (3.4%) felt parks and gardens were an issue and commented:
'A ring road around Hamilton; More bridges for crossing the river; | think that visitors ought to pay to
enter the Hamilton Gardens. Overseas people are very surprised that there is no entrance fee. '

'l like them to fix up the local parks; Pedestrian crossings in local suburbs;
Stop loitering of big groups of teenagers'

'Getting more events into Hamilton; Clean up the Hamilton Lake and getting more use out of it'

'‘Boy racers, Patrolling it around weekends and school hours, around residential areas; Keeping
parks user friendly, upgrading and maintaining them; Dogs parks, keeping them maintained and safe
and make them a bit more monitored. '

"The recycling as they do not accept all plastics; Trimming more of the trees;
Make the city safer in the evenings'

'‘Just maintaining city parks, maybe making some of them a bit nicer'
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Rubbish collection/cost: MAT 3.6% (MAT n = 25)

One respondent (0.6% on a quarterly basis) commented on rubbish collection or rubbish disposal as
an issue.

'Rubbish bins around Hamilton East area’

Clean city: MAT 2.7% (MAT n = 19)

A few respondents (2.3%) mentioned the general cleanliness of the city or cleaning parts of this as
one of the three most important issues for the quarter. These comments included:

‘They need to sort out the set up and layout of the roads.
They went from traffic lights to roundabouts and now they are back to traffic lights. They need to
organise road markings a bit better; Keeping the rubbish off roads'

'Pollution e.g. Fairfield, quality of streets like rubbish;
More activities for kids like an amusement park'

‘The building - garbage near it. Always messy in some streets; City townhouses are run down;
Roads take too much time to be made.'

"They spend too much money on projects like on walkways. Like they spent 10m walking track cost
them $790,000; They need to have more sweepers on the streets during Autumn'

Street lighting: MAT 2.6% (MAT n = 18)

A number of respondents (1.7% for the quarter) mentioned street lighting as one of the three most
important issues. These comments included:
‘Traffic congestion; Better lighting in alleyways in the city; More events in Hamilton'
'Lighting could be improved'
‘Lack of lighting on the streets in my area'

Market the City / tourism: MAT 2.4% (MAT n = 17)

Marketing of the city or tourism was mentioned by 1.1% of respondents this quarter:.
'Peak time traffic - CBD; Finishing the job of the street;
Tourist information. Having more tourists over'
‘Developing something iconic for Hamilton, something to draw tourism'

Walkways: MAT 2.0% (MAT n = 14)

A number of respondents (2.3%) commented on the need for better walkways as an issue in the
September quarter. These comments included:

'Some of the roading repairs are not as good as they could be e.g. potholes in the roads; Brymer
Park ground drainage is shocking, after it has rained the ground is sodden. Also the grass is left too
long to be mown, because when it is mown the park looks terrible with big clumps of mown grass all

over the park, it looks like a hayfield ; Some walkways around town need to be improved'

'Providing cycle lane; Boardway around the river; Roundabouts'

'Mainly the traffic on all of the bridges. Particularly the Fairfield Bridge, it is such a problem you can
not get across it most of the time. Also the traffic on Wairere Drive is an issue; It would be great if
they could have a river walk on both sides of the river instead of just one side'

'Stopping spending rates on car racing; Upgrading river bank track
(make it wider and repairs the surface and put in lights)'
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Sportsgrounds / facilities: MAT 2.0% (MAT n = 14)

There was several comments about sportsgrounds that included:

‘Some of the roading repairs are not as good as they could be e.g. potholes in the roads; Brymer
Park ground drainage is shocking, after it has rained the ground is sodden. Also the grass is left too
long to be mown, because when it is mown the park looks terrible with big clumps of mown grass all

over the park, it looks like a hayfield ; Some walkways around town need to be improved'

'Claudelands projects; Waikato Stadium'

'‘Better basketball facilities, ones that are better than Hamilton Stadium. The quality of the venue for
national events, for when having big games, we need to be able to cater for that'

City Beautification: MAT 1.8% (MAT n = 13)

No respondents mentioned city beautification this quarter.

Communication: MAT 1.8% (MAT n = 13)

Communication was mentioned by 1.7% of the sample this quarter.

'‘Ensuring the CBD is kept vibrant, e.g. shopping or we will lose those people; Introducing one new
or updated facility a year e.g. the Zoo, have new animals so people come back. The car racing is
good ; Elected members need to make sure they are making contact with people at those events.'

'‘Overall improvement of notifying the public on what they intend on doing, instead of just doing it with
Council decision. They need public opinion and input'

'For people that don't read publications or who have difficulty in reading there might be a way of
informing people via T.V about Council matters'

Footpaths: MAT 1.7% (MAT n = 12)
Footpaths or pedestrian access was mentioned this quarter by 1.1% of the respondents:

‘No footpath facilities i.e. corner of Naylor Street and Nixon Street; Cycling lanes needs to cater to
go around the corners e.g. towards Flagstaff'

'‘Control the rates - in other words keeping expenditure down as the Council debt is very significant;
The upkeep of roads and foot paths'

Playgrounds: MAT 1.7% (MAT n = 12)

A number of respondents commented on the need for better playgrounds and this was mentioned by
three respondents in the September quarter.
'Roaming dogs; Some of the playgrounds could do with a facelift'
"The playgrounds should have more to do for younger children’
‘Diversional recreation for Youth; Car burn-out track ; More child playgrounds in town’

Community: MAT 1.6% (MAT n =11)

Community support or community services were mentioned by 1.1% of the sample in the September
quarter.

'Go back to the basics, are people getting value for the rates, they should be saying how can they
have a no rates increase, they focus on their schemes and don't listen to the people. | think they
firstly need to focus on a good public transport; They need to focus on providing for the needs of

their citizens and social issues like the food bank'
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'‘Housing for the needy; After school programmes / projects for children from 5 years — 15 years;
Upkeep of public facilities overall’

Waipa Delta: MAT 1.6% (MAT n =11)

The Waipa Delta was mentioned by 1.7% of the sample as an issue in the September quarter.
'‘Cobham Bridge and the traffic congestion during peak times; Should have kept the Waipa Delta;
See more police on the streets, get out of the cars'

'‘Cycling lanes are fairly unsafe, that's why we no longer cycle, the green paint is not efficient, the
lanes should be away from traffic; Waipa Delta, (the boat). It should have not gone to Auckland,;
we've lost a good opportunity there. | would like to see a boat that can go to various places, and get
off at different sightseeing places in Hamilton. (e.g. Hamilton Gardens, Memorial Park and past the
St Andrews Golf Course)’

"The development toward Ngaruawahia and Peacock Road, this needs to be made so that people
want to live there; Continued development of river based activities and Waipa Delta replaced;
Getting more revenue from places such as the Stadium and other Council facilities'

Noise Control: MAT 1.4% (MAT n = 10)
A small number of respondents felt noise control was an issue with these comments for the quarter:

‘Noise control; Earlier closing for clubs’
'Improving their recycling; Noise during the night ; Their bus terminal is unsafe after 8pm at night.'

‘Noise pollution. Better management of noise control, not waiting for 3 or 4 complaints to be made;
Speed of general traffic in suburban streets; Heavy traffic in suburban streets
whose foundations are not made for it.'

"The noises at night'

Disabled access / facilities: MAT 1.3% (MAT n =9)

Disabled access was mentioned by two of the respondents in the September quarter.

'More mobility parking, especially near supermarkets, chemists and hospitals'

'Dog registration, it's terribly over priced, especially for pensioners; More car parks in the city and
more disabled car parks especially around social welfare. When we’re on a pension we can't afford
to pay for the parking meters'

Animal Control: MAT 1.1% (MAT n = 8)
A small number mentioned an issue with animal control with these comments for the quarter:

'Roaming dogs; Some of the playgrounds could do with a facelift'

'Dog registration, it's terribly over priced, especially for pensioners; More car parks in the city and
more disabled car parks especially around social welfare. When we’re on a pension we can't afford
to pay for the parking meters'

'Boy racers, Patrolling it around weekends and school hours, around residential areas; Keeping
parks user friendly, upgrading and maintaining them; Dogs parks, keeping them maintained and safe
and make them a bit more monitored. '
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Stormwater: MAT 0.9% (MAT n = 6)

A number (0.6% in the September quarter) commented on stormwater issues:

'Reaching all the population groups; Pipes need to be cleaned - pipes and gutter maintenance '

Arts / culture: MAT 0.7% (MAT n = 5)

There was a range of comments about arts / culture and it was mentioned by one respondent this
guarter and included:

‘Lowering the rates i.e. elderly; Facility for an Arts / Crafts Centre - not Art Gallery'

Councillor Concerns: MAT 0.7% (MAT n =5)

Concerns with Councillors was mentioned by two respondents in the September quarter.

‘Ensuring the CBD is kept vibrant, e.g. shopping or we will lose those people; Introducing one new
or updated facility a year e.g. the Zoo, have new animals so people come back. The car racing is
good ; Elected members need to make sure they are making contact with people at those events.'

'Keeping rates under control; Elected Councillors should work together better than what they do’

Public toilets: MAT 0.6% (MAT n = 4)

A small number (one respondent) commented on public toilets as an issue this quarter:

'‘Ongoing upgrading i.e: Founders Theatre; Wave pool at Waterworld; Public toilets i.e. Frankton car
park needs monitoring during the business hours'

Health System: MAT 0.6% (MAT n = 4)

There was a range of comments about the health system (mentioned by 0.6% of respondents for the
guarter) that included:

'‘Schools especially in Flagstaff and Hamilton North; Public health services'

Education: MAT 0.6% (MAT n = 4)

Education was mentioned by 0.6% of the sample in the September quarter.:
'Schools especially in Flagstaff and Hamilton North; Public health services'

Stadium: MAT 0.6% (MAT n = 4)

The Stadium was an issue mentioned by two respondents this quarter:

‘Claudelands projects; Waikato Stadium'

'Making Waikato Stadium bigger and better; Less roundabouts;
More community events in the northern areas.'
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Senior Citizens: MAT 0.6% (MAT n = 4)

Senior Citizens or facilities for the elderly were mentioned by one respondent this quarter.
'Looking after elderly people'

Other issues: MAT 11.8% (MAT n = 83)

There was a range of other issues that included:

'‘Parking and the roads. They spend money on things that should be better.
They have to fix things in the city centre; people don't go there as much because of it and taxis are
too expensive. They need to make better decisions; Putting in a proper licence
that is displayed for food safety. Like a grading system’

'Ensuring the CBD is kept vibrant, e.g. shopping or we will lose those people; Introducing one new
or updated facility a year e.g. the Zoo, have new animals so people come back. The car racing is
good ; Elected members need to make sure they are making contact with people at those events.'

‘Noise control; Earlier closing for clubs’

"To get cyclists off the footpaths. In Victoria Street the cyclists go very fast especially off the footpath
on the Claudelands Bridge. If they were pushing their bikes across the bridge it would be ok but they
go very fast on the bikes. It is dangerous; To get owners of properties to keep their footpaths clear;
To get those people out of Garden Place using skateboards. '

‘They should look at Environment Waikato fees; Old power lines and post need upgrading;
Improving Garden Place and safety of the city at night'

'99 Massey Street -dilapidated home with gentleman who does not care properly for his property. It
is unhealthy and used as an area for glue sniffers. The home does not have a street number but can
imagine it's about n0.99. The gentleman needs to mow his lawn. And have his utilities hooked up;
Parking in town, seems difficult to get a park even for 5 or 10 minutes so are forced to use parking
buildings, taking more time and more expensive'

'Reaching all the population groups; Pipes need to be cleaned - pipes and gutter maintenance'
'House property report'
'Housing, residential and building fees are too high'

'| think there should be an information centre at The Base.
Visitors often stop in there on their way into Hamilton'

‘Maintaining the infrastructure of what we have got'

'Eliminate unnecessary road digging; Parking that is not coin operated i.e. use of credit card
facilities; Have more education books available e.g. the needs for University and Wintec courses'

‘The development toward Ngaruawahia and Peacock Road, this needs to be made so that people
want to live there; Continued development of river based activities and Waipa Delta replaced;
Getting more revenue from places such as the Stadium and other Council facilities'

'Westpac needs upgrade; Make the V8s cheaper for the residential’
'‘Safety; Residential issues'

'‘Keep on top of graffiti / maintenances’
'Upgrading facilities; Parking in central city'
'Issues'’
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Positive comments: MAT 0.6% (MAT n = 4)

A few respondents either said there were no issues or made positive comments. There were two
positive comments offered this quarter:

‘Transport, it goes ok’

'Chlorine and fluoride should be taken out of water. Understand we must have chlorine to have clean
water but feel fluoride is unnecessary and a poison as | have kids and don’t want them affected.
Perhaps with city growth HCC could impose water restrictions;

Traffic is much better and rubbish collection works well’

Don't know / No answer: MAT 14.7% (MAT n = 104)

A number of respondents said they did not know what the most important issues were or did not
answer the question.
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Community involvement in decision making

The respondents were asked the following “Council tries to ensure that the community has meaningful input
into decision making on significant Council projects, processes and policy. Using a scale where 0 = very poor and
10 = very good, how would you rate the opportunities Council provides for community involvement in decision
making (e.g. making submissions to plans, involvement in working parties etc)?”

A quarter of the respondents (23%) did not answer this question, presumably because they had not
tried to be involved in Council decision making.

Under half of the respondents (39%) were satisfied that the Council provided good opportunities for
community involvement in decision making (Scores 7 — 10). The mode was a score of 7 (16%) and
10% rated this with a score of 9 or 10 (exceeded expectations).

A ninth of the respondents (11%) were dissatisfied that the Council provided good opportunities for
community involvement in decision making (Scores 0 — 3) while 27% rated this as neutral (Scores 4 —
6).

The CSI Score is 60.9, which is 0.4 points higher than the July 2008 - June 2009 result. This infers
there is some need to improve the way respondents perceive the opportunities for community
involvement in Council decision making.
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Input into decision making

Over a fifth of the sample (23%) did not
know or did not answer this question
this year.

A ninth of respondents rate the
opportunities Council provides for
community involvement in decision
making as poor (11%) while 10% rated
this as very good and 29% rate this as
good.

There has been a slight increase in the
Index for the opportunities for
community involvement in Council
decision making this year.

The Index is 60.9, which is 0.4 points
lower than the July 2008 - June 2009
result.
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Input into decision making: Trends on an Annual Bas is

The following chart shows the trend of the CSI Scores for the opportunities Council provides for
community involvement in decision making over the period 2001 to September 2009. The October
2008 — September 2009 result is 0.4 points above the July 2008 — June 2009. This is the second
lowest reading since 2004. There is still a clear downward trend in the CSI Scores since 2005.
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Input into decision making: Trends on a Quarterly B asis

The following chart shows the quarterly trend in the CSI Scores for the opportunities Council provides
for community involvement in decision making. The Index rose 0.3 points for the September quarter.

However, there continues to be a downward trend in the quarterly CSI scores.
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This quarter, the main reasons for feeling dissatisfied with the opportunities for community
involvement in decision making provided by Council were that Council don't let people know what is
going on or advertise the opportunities enough (10.7% of respondents): (SS = satisfaction score)

'‘Had no information' (SS = 0)
‘I am not notified in any way to know what is going on.' (SS = 0)

'‘Because | don't think they advertise it enough.' (SS = 2)
'I knew of no consultation on what was happening with the main street' (SS = 2)
‘Don't hear much about anything' (SS = 2)

'‘Because | never received anything asking my opinion; never' (SS = 2)

‘I've never had anything in the mail about it or a phone call. You just don’t have the info; there’s the
website but who actually goes on it. ' (SS = 3)

'l don't think they're open enough about it.' (SS = 3)
‘Lack of communication to the public, not getting the info out the right way' (SS = 3)
‘It just doesn’t seem to be advertised that we can be involved.' (SS = 3)

'I'm just not aware of any opportunities to voice my opinion.' (SS = 4)

'‘Because I'm not aware of it."' (SS = 4)

September 2009
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'You have to look for the info."' (SS = 5)
"They don't advertise enough on certain things' (SS = 5)
'‘Well | don't hear about a lot of things' (SS = 5)
'| feel that the piece of paper they send out with the magazine is tokenism.' (SS = 5)

"They don't really ask us.' (SS = 5)
'| have not really seen much.' (SS =5)
'‘Because there are not much opportunities for community discussions.' (SS =5)

Some respondents felt they don't listen to public and go ahead regardless (9.0%):
"They don't seem to listen, decisions made elsewhere' (SS = 0)
'‘Because the Council is predetermined without consulting the public.' (SS = 0)

'| think they're just pathetic, they may ask you something
but they will do their own thing anyway.' (SS = 0)

'‘Council tends to make up its own mind before consulting the community' (SS = 1)

'‘Because | try to but they never listen and they closed the road from Pukete Road and Church Road
and I'm not satisfied with that' (SS = 2)

‘Even when they do give an opportunity they don’t take
much notice of what you have to say. ' (SS = 3)

'| feel Council have already made their plan.
They just want people to agree with what they are doing. ' (SS = 3)

'‘Because | think their consultation is appalling and their lack of ability to listen to the people, and
their determination to go ahead with grand projects anyway.' (SS = 3)

'‘Because they didn't listen to us in the past and because the same fellow is in charge.' (SS = 4)
"They don't have an option and don't have a choice.' (SS = 4)
"They take no notice of your comments, lack of trust' (SS = 4)

‘Just don't feel that they listen, they call for submissions but they don't take into account individual
areas needs.' (SS =4)

'We went for a meeting and it was all done before we got there and we had not been included in the
decision; we felt cheated by the council.' (SS = 5)

'A lot of things tend to be put to the public, the public don't get a say.
The decisions are already made.' (SS =5)

"Your opinion is just a dot on a piece of paper. ' (SS =5)
'‘Doesn't really matter what we say' (SS =5)
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Others suggested they did not make it easy to get involved (1.7%):

'Probably not a lot done. | do get mail but it's normally a ‘post your response in’ ones and | don't get
response, it's too hard to make a submission. It takes too long to do. ' (SS = 4)

'You really have to look for it, they are never easy to find' (SS = 4)

"The info they put out - it doesn't explain it very well. Have to go long way to find out how to make
submissions; we don't have a computer to find the info.' (SS = 5)

Two respondents either didn’t understand / get involved / take any notice (1.1%)
‘Not very interested.' (SS = 4)

'Only because | wasn't even involved in anything' (SS = 4)

Several other comments were offered

‘Chlorine, fluoride in the water is an issue. Would much rather it would not be in water. | have small
children and don't believe it has any benefits.' (SS = 3)

'l do other things for the Council' (SS =5)

"It is whether you have the time and are interested in that type of thing.' (SS =5)
‘At my age, | need to save the pennies to pay the rates' (SS = 5)

Other comments were offered that were negative

'‘Because | try to but they never listen and they closed the road from Pukete Road
and Church Road and I'm not satisfied with that' (SS = 2)

'‘Because sometimes not everyone agrees with what the Council says.' (SS = 3)

'‘Because they didn't listen to us in the past and because the same fellow is in charge.' (SS = 4)

Others didn’t know or didn’t wish to comment (2.3%).
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Submissions: Why less than satisfied with the outco me of involvement in
Council Decision making

The respondents were asked ‘How often have you being involved in Council decision making (e.g. making
submissions to plans, involved in working parties etc) in the past 12 months?'. They were then asked how

satisfied they were with the process Council used for that involvement or the outcome of that
involvement.

The respondents who rated the outcome of their involvement in Council Decision Making with a score
of 8 or less (on the scale where 0 is very dissatisfied to 10 being very satisfied) were asked why they
rated this the way they did (For the September 2009 quarter n = 14; 7.9% of the sample).

This question was asked as an open question with the answers grouped together for analysis
purposes.

This quarter, the main reasons for feeling dissatisfied with the outcome or process of being involved in
decision making provided by Council were that Council don't listen to public/go ahead regardless
(2.3% of respondents mentioned this) : (SS = satisfaction score)

'‘Because we are ignored. They waited a year and brought it up again and
hoped people would forget about it." (SS = 2)

"They chopped a lot of services; they based their decisions on money
rather than the good of the community. Liquor laws in Raglan - we are very dissatisfied
as they did not listen to the community at all.' (SS = 3)

'Was not transparent enough. It was too slow. | felt it was already a done deal. ' (SS = 4)
"Things going ahead of the public decision.' (SS = 7)

Other respondents felt they don't let people know what is going on or advertise the opportunities
enough (1.1% mention):

'Lack of feedback' (SS = 6)
'I don't know what the Council is capable of doing so | feel there is room for improvement.' (SS = 7)

Others suggested there was more public involvement needed (1.1% mention):

'l feel like only certain people will become involved and the Council needs to reach out to the
community more.' (SS = 0)

' feel that the population surveyed is too narrow to be said that it is Hamilton's opinion.' (SS = 5)

Others suggested they were not happy with the outcome (1.1% mention):

"They chopped a lot of services; they based their decisions on money
rather than the good of the community. Liquor laws in Raglan - we are very dissatisfied
as they did not listen to the community at all.' (SS = 3)

'On the corner of Clyde Street and Grey Street | think it is a ridiculous place
to put a shopping area.' (SS = 3)

International Research Consultants Ltd September 2009
Key Contact: John Dennis 09 424 0516 Page 41



HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Not understanding or not wishing to get involved was also suggested by one respondent (0.6%
mention)

'Because | don't use it.' (SS = 6)

Other comments were offered in response to opportunities of involvement in submissions by four
respondents

'No answer' (SS = 3)

'| see a lot of newsletters; if maybe they put advertising on TV because not everyone has the
internet and mainly everyone watches TV."' (SS =5)

'Cause they are taking so long and the kids need a skate park now and not in five years.' (SS = 5)
"The change to the issue' (SS =5)
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Quality of Council facilities and services in the p ast year

Respondents were asked ‘and using a 10 point scale where 0 = greatly deteriorated and 10 = greatly
improved, overall how would you rate the quality of Council facilities and services in the past 12 months?’

Over two thirds of the respondents, (72%) felt the quality of Council facilities and services had
improved in the past year, including 10% who rated this with a score of 10 (greatly improved). Only
eleven respondents (1.5%) felt the quality had deteriorated and only three respondents (0.5%) felt it
had greatly deteriorated. The Index is 73.6, an increase of 0.7 points from the July 2008 — June 2009

result.
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Quality Improvement Index: Trends on an Annual Basi s

The following chart shows the trend with the Improvement Index over the period 1993 to September
2009. The Index has historically shown rises and falls. The October 2008 — September 2009 result is
0.7 points above the July 2008 — June 2009 result. This is the second highest reading recorded to

date.
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Quiality Improvement Index: Trends on a Quarterly Ba  sis

The following chart shows the quarterly trend in the Index for the improvement in the quality of
Council's facilities and services in the past 12 months. The Index is 76.8 for the September 2009
guarter, an increase of 4.1 points over the previous quarter. The latest quarter’s Index is the highest
recorded to date and is well above the trend line of the last 13 quarters.
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Why think Council facilities and services have not improved

Respondents were asked ‘And using a 10 point scale where 0 = greatly deteriorated and 10 = greatly
improved, overall how would you rate the quality of Council facilities and services in the past 12 months?' The
respondents who rated the above question at 5 or less were asked ‘Why do you feel this way?'.

This question was asked as an open question with the answers grouped together for analysis
purposes. There were only 18 respondents who felt that the Council facilities had not improved
(scores of 5 or less). The main theme was that respondents felt that they were much the same as
they were 12 months ago. This included comments like: (S = improvement score)

"They haven't changed much.' (S = 4)

'12 months is a very short span of time for the Council to improve very much.' (S = 5)
'‘Because | haven't seen any changes in the past 12 months of the facilities.' (S = 5)
'Don't think there have been many improvements.' (S = 5)

'Don't think they have made any great changes. ' (S =5)

'l don't see any changes. ' (S =5)

'| think they have made great gains over the past 5 years or so but not that much has been done in
12 months that was a drastic change.' (S =5)

‘No change' (S =5)
"They haven't improved any of their services or facilities' (S = 5)

A few made suggestions for improvement:

'‘Well | feel that the main point is outside the tourist visits and they need more entertainment and |
think the Council never do any promotion about Hamilton' (S = 0)

"The cause of traffic because of unnecessary road changes' (S = 3)

'l think they waste too much money' (S = 5)
"They need to be more honest with what they're doing with our money as rate payers.' (S = 5)

There was one comment from a respondent who felt Council services and facilities were worse:

'Don't like what they have done down town.' (S = 5)

There was a range of positive comments from respondents:

'| think they have made great gains over the past 5 years or so but not that much has been done in
12 months that was a drastic change.' (S =5)

There was a range of other comments from respondents:

'‘Because often we would put up with barking dogs
and the Council wouldn't listen for 3 months' (S = 2)

'l just get sent through so many people to get something done.' (S = 4)
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Performance of Elected Members

Respondents were asked ‘Council is made up of two main groups — the Elected Members (the Councillors and
Mayor) and secondly the staff of Council that provide the various services and manage the various facilities.
Overall taking everything into account that has happened in the past year and using the same scale where 0 is
very dissatisfied to 10 being very satisfied, how satisfied are you with the Overall Performance of the Elected
Members of Council in the past year (i.e. the Mayor and Councillors)?’

Over half of the respondents (57%) were satisfied with the Overall Performance of the Elected
Members of Council in the past year (i.e. the Mayor and Councillors) (Scores of 7 — 10). The mode
was a score of 7 (23%). A ninth of the subgroup (11%) rated the Overall Performance of the Elected
Members with a score of 9 or 10 (exceeded expectations).

A fifth of the sample (21%) were neutral (Scores 4 — 6) while 20 respondents (2.8%) were actually
dissatisfied. The CSI Score was 70.4, down 0.2 points from the July 2008 - June 2009 result. The CSI
Score still reflects a good performance, but with potential for improvement
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Satisfaction with the Mayor or the Councillors Tren ds on an Annual Basis

The following chart shows the CSI Scores for the Overall Performance of the Elected Members of
Council have varied only 8 points for the past five years. The current CSI score of 70.4 is the lowest
recorded since 2004 and is 0.2 points lower than that recorded in July 2008 — June 2009.
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Satisfaction with the Mayor or the Councillors Tren ds on a Quarterly Basis

The following chart shows the quarterly trend in the CSI Scores for the Overall Performance of the
Elected Members of Council in the past 12 months. The CSI scores have varied 11 points over the
first 13 measures, from a high of 79.6 to a low of 69.0. The latest quarter's CSI Score of 71.9 is the
highest recorded since September 2008. However, there is still a downward trend in the CSI scores

over the past three years.
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Elected Members: Reasons why less than satisfied

The respondents who rated the Elected Members with a score of 5 or less (on the scale where 0 is
very dissatisfied to 10 being very satisfied) this quarter (n = 35; 20% of the sample) were asked why
they rated the Overall Performance of Elected Members the way they did®:.

This question was asked as an open question with the answers grouped together for analysis
purposes. There were only a small number of respondents who were less than satisfied and these
respondents offered a range of reasons for giving a lower score.

The most common reason for rating the Elected Members with a score of 5 or less (on the scale
where 0 is very dissatisfied to 10 being very satisfied) was because of concerns with Council
members. This was mentioned by 4.5% of the subgroup (8 respondents) with comments like:
(SS = satisfaction score)

'| think in terms of some of the people that are elected; | think half of them aren't qualified for the job;
you should be able to lead and some people just can't do that.' (SS = 3)

'| put the submissions through (was a spokesperson) and we got fobbed off.
They didn't take time to investigate the problem ' (SS = 3)

"The lack of working together as one unit.
Some people have been on the Council far too long." (SS = 4)

'They always change what is going to happen. ' (SS = 4)

‘Don't feel they listen' (SS =5)
‘They never listen' (SS =5)
‘That was in response to the liquor ban as they were not listening to the community.' (SS = 5)

'| think with my experience in dealing with them they tend to listen to the squeaky wheel. The ones
that are quiet and don't want to cause a fuss don't really get to have their say. ' (SS =5)

Non performance or poor decision making was mentioned by 3.4% of the subgroup (six respondents
this quarter) with the following comments:

'‘Because they have done nothing e.g. the V8 - they haven't done anything in
Frankton area itself' (SS = 0)

'Because again they won't listen, they just spent 60 million dollars to
upgrade the grounds in the middle of a recession.' (SS = 3)

'‘Because of the way some decisions are made;
no development on the river which is needed' (SS = 3)

"There are silly things happening. Stupid decisions being made.' (SS = 4)
"They haven't done anything' (SS = 4)

'Several were elected on the promise to keep the rates under control but they all seem to be in on
the spending spree when they should not have spent too much and take on more debt. They did not
do what they promised so | won't vote for them again.' (SS = 5)

6 please note that when verbatim comments cover more than one point these are reported in total to keep comments in perspective. The
comments with multiple themes are repeated under each relevant section.
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Two respondents mentioned infighting or division within the Council (1.1% this quarter). These
comments included:

"The lack of working together as one unit.
Some people have been on the Council far too long." (SS = 4)

'Info sharing is poor, working as individuals instead of a team' (SS = 4)

Lack of information was mentioned by two respondents this quarter (1.1%)

'Info sharing is poor, working as individuals instead of a team' (SS = 4)

‘Well | don't hear about a lot of things' (SS = 5)

A number of respondents (1.1% or 2 respondents this quarter) said they were not interested in the
Council. These comments included:

‘Don't take much notice' (SS = 5)

'‘Because | don't really know' (SS = 5)

There was one respondent this quarter who had financial concerns:

'‘Because again they won't listen, they just spent 60 million dollars to
upgrade the grounds in the middle of a recession.' (SS = 3)

One respondent (0.6% this quarter) mentioned poor Council services:

'‘Because once again, they tend to just pick areas and don't provide service to certain areas' (SS = 5)

There were two respondents this quarter who made other comments:
"They could do better' (SS = 5)
"They do their job and nothing else' (SS = 5)

Two respondents who were dissatisfied with the overall performance of the Elected Members did not
offer any comment.
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Satisfaction with Council Staff

Respondents who had some interaction with Council Staff were asked ‘thinking about the staff at all
Council facilities and using the same scale where 0 is very dissatisfied to 10 being very satisfied, how satisfied
are you with the Overall Performance of Council Staff in the past 12 months?’

The majority of respondents who had dealings with Council Staff (n = 534), are satisfied with the
Overall Performance of Council Staff in the past 12 months, (88%; scores of 7 — 10). A third of the
subgroup (37%) rated the Overall Performance of staff with a score of 9 or 10 (exceeded
expectations). The mode was a score of 8 (31%).

An eleventh of the sample (9%) were neutral (Scores 4 — 6) while nine respondents (1.7%) were
actually dissatisfied. The CSI Score was 80.3, a score that reflects an exceptional performance. This
is similar to the results from recent readings.
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Staff Satisfaction Trends on an Annual Basis

The following chart shows the CSI Scores have consistently remained at a high level for the past six
years. The current CSI score of 80.3 is 0.5 points higher than that recorded in July 2008 — June 2009.
Note: the low score in 2004 was due to changing the question to read ‘Management and Staff’; this was

changed back to ‘Staff’ only in 2005.
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Staff Satisfaction Trends on a Quarterly Basis

The following chart shows the quarterly trend in the CSI Scores for the overall performance of the
Staff in the past 12 months. The CSI scores have varied 5.1 points over the first 13 measures, from a
high of 81.3 to a low of 76.2. The latest quarter’s CSI Score of 81.3 is on par with the highest score

recorded by this quarterly monitor and on par with the trend line.
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Staff Satisfaction: Why less than satisfied

The respondents who rated the Staff or Management with a score of 5 or less (on the scale where 0 is
very dissatisfied to 10 being very satisfied) were asked why they rated the Overall Performance of
Staff the way they did (For the September 2009 quarter n = 6; 3.4% of the sample).

This question was asked as an open question with the answers grouped together for analysis
purposes. There was a range of responses which include: (SS = satisfaction score)

"Took too long to do anything' (SS = 0)
'‘We had a issue about the tree plant, we wrote the letter and they still didn't listen to us. ' (SS = 2)

‘| had reason to ring one of the staff about something that was happening in the street
but then | had another reason to ring. | rang about 4 times, left a message and no one got back to
me. | was really ticked off. ' (SS = 3)

‘A lot of the places are very, very good but the Council office,
you get shoved all over the place.' (SS = 5)

"They're not very sociable and not approachable. They just do their job.' (SS =5)
‘Well | mean the people are very nice but some of the Council rules are poorly' (SS =5)
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Garden Place

Reasons for being less than satisfied with the Gard  en Place

The respondents were asked how often they had visited Garden Place in Central Hamilton in the past
year. Those who had visited were then asked to rate their satisfaction with Garden Place (on the scale
where 0 is very dissatisfied to 10 being very satisfied). Half of the respondents rated Garden Place in
the September 2009 quarter with a satisfaction score lower than 8 (less than satisfied) (64
respondents). These respondents were asked ‘Can you tell me why you were not totally satisfied with
Garden Place?’ The main reason was that Garden Place had a rough element loitering. Their
comments included: (SS = satisfaction score)

‘It is a criminal place. Whenever you go there all of the criminals are hanging around.
They beg off you for cigarettes and matches. ' (SS = 0)

"Too much of a rough element hanging around there' (SS = 4)

‘| am disturbed in the way there are too many young males on skateboards and kicking balls.
| find they are outside the library and blocking the entrance.
They should have community constable to move people on ' (SS = 5)

‘There are a lot of young youth that hang out there.' (SS =5)

‘There a lot of non desirables hang around and drop cigarette butts on ground,
looks terrible’ (SS = 6)

"Too many kids hanging around.' (SS = 6)

‘The people that hang around is a bit intimidating.
The space is fine it's just the young kids that hang about." (SS = 6)

'‘Probably there are big crowds of youths hanging around and | take the kids there and the bad
language being used.' (SS =7)

‘Just seems to be a lot of delinquent young people there.' (SS =7)

'‘Any times | have been through that area there have been a
lot of teenagers smoking and drinking. ' (SS =7)

Not a nice environment:

‘Well | think there’s very little seating and it's old; need to improve and it's dirty looking and there’s no
parking or too expensive' (SS = 3)

'It's a bit boring and not very appealing' (SS = 5)
‘Not user friendly, not enough security. Parking' (SS = 6)
'It's not tidy ' (SS = 6)

'‘Probably there are big crowds of youths hanging around and | take the kids there and the bad
language being used."' (SS =7)

‘It is a big expense and it is not that much of an attractive place to be.' (SS = 7)

'| think that a lot of the businesses have left; it doesn't have the appeal it used to have.
Not as nice as the other areas in town.' (SS =7)

‘Mainly because of the security' (SS = 7)
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Nothing there:

'Well central seems boring' (SS = 4)

'It's a bit boring and not very appealing' (SS = 5)
'No focus; nothing happens there. ' (SS =5)
'Haven't had a need to go there. ' (SS =5)

'No need to use' (SS = 6)

'| think that a lot of the businesses have left; it doesn't have the appeal it used to have.
Not as nice as the other areas in town.' (SS =7)

"There’s not a lot there.' (SS =7)

Parking issues:

'Well | think there’s very little seating and it's old; need to improve and it's dirty looking and there’s no
parking or too expensive' (SS = 3)

'Not user friendly, not enough security. Parking' (SS = 6)

"It is a big expense and it is not that much of an attractive place to be.' (SS =7)

"It is getting there it is now mainly the parking issue really with not being
able to find a park and having to pay to park.' (SS =7)

Other:
'‘Well | think there’s very little seating and it's old; need to improve and it's dirty looking
and there’s no parking or too expensive' (SS = 3)
'It's crowded but no places to park or sit with family.' (SS = 5)
'It needs something like Hastings has (Rush Monroe Ice Cream Park).
Something that is to encourage people to come into that area more so to have
more buskers (good music) in the lunch hours.' (SS = 6)
'Should use better' (SS =7)
'‘Not wet weather friendly. ' (SS =7)
'Because it's not inclusive, there’s too much divisions.' (SS = 7)
'l think it's also a walking issue.' (SS =7)
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Individual Facilities and Services Verbatim Comment S
Methodology for Open Questions

Each quarter all respondents are asked the core questions (175 per quarter or 700 per year). Half of
the respondents are asked to rate their usage and satisfaction of one set of services and facilities
while the other half will rate the second set of facilities and services. Usage of all facilities and
services are rated by 87 respondents per quarter which equates to 350 per year).

Quarterly
Interviews
Each quarter all services
and facilities split into 2
streams similar to 2006 175 respondents per quarter — all are
\ asked core questions
87 respondents asked questions 88 respondents asked questions
about half of the facilities and about other half of the facilities and
services (i.e. all asked usage but services (i.e. all asked usage but
only users asked satisfaction) only users asked satisfaction)
Half of the facilities The other half the Half of the facilities The other half the
and services in this facilities and services and services in this facilities and services
stream asked ‘why’ if in this stream asked stream asked ‘why’ if in this stream asked
the score is less than 8 ‘why’ if the score is the score is less than 8 ‘why’ if the score is
in Q1 and Q3. less than 8 in Q2 and in Q1 and Q3. less than 8 in Q2 and
Q4. Q4.
(. J (. J
Y Y

All respondents are asked the core questions each quarter (175 per quarter or 700 per year)

Half of the respondents asked to rate usage and satisfaction of one set of services and facilities while the other half will
rate the second set of facilities and services. Usage of all facilities and services will be rated by 87 respondents per
quarter which will equate to 350 per year).

Note only users are asked to rate satisfaction so the number of respondents who rate satisfaction is dependant on the
proportion who actually used each service or facility.

The survey will be too long if we ask all users who are less than satisfied every quarter. To shorten the survey we only
ask the less than satisfied question for services and facilities from each stream each second quarter.

The services and facilities would oscillate between the two sets within each stream each quarter to ensure that there is
some feedback for each service and facility each vear.

Only users are asked to rate their satisfaction with each service so the number of respondents who
provide satisfaction ratings is dependant on the proportion who actually used each service or facility.
The survey would be too long to ask all users who are less than satisfied every quarter. To shorten
the survey we only ask the less than satisfied question for services and facilities from each stream
each second quarter.

The services and facilities would alternate between the two sets within each stream each quarter to
ensure that there is some feedback for each service and facility each year. This means that each
guarter, each service and facility is rated but the ‘why less than satisfied question’ is only asked every
alternative quarter.
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Explanation of the Measurement Process

The satisfaction questions use a scale which ranges from 0 being very dissatisfied to 10 being very
satisfied.

The interpretation framework covers two streams of Council provided services, those with Customer
Choice and those where there is No Customer Choice. Each of these streams has a different
satisfaction score interpretation. The Customer Choice services and facilities would normally expect to
receive higher satisfaction scores as dissatisfied customers take their business elsewhere.

With Customer Choice services, a score of 9 or 10 out of 10 reflects the level of service has exceeded
expectations. A score of 8 reflects that the level of service matches what the respondent was
expecting. Scores below 8 tend to reflect that there was some issue with the service provided, and
generally the lower the score, the more serious or important the issue is to the respondent.

For No Choice services, the customer has no option but to remain with the Council provided service
and therefore dissatisfied customers remain, frequently resulting in a lower average satisfaction score
e.g. they can not change suppliers if they are dissatisfied and therefore more dissatisfied “customers”
remain as users.

With No Customer Choice services, a score of 9 or 10 out of 10 also reflects the level of service has
exceeded expectations. A score of 7 or 8 reflects that the level of service matches what the
respondent was expecting. Scores below 7 tend to reflect that there was some issue with the service
provided, and generally the lower the score, the more serious or important the issue is to the
respondent.

Scale Customer Choice No Customer Choice

Very Satisfied 10 . .

g Exceeds Expectations Exceeds Expectations

8 Meets Expectation _

. Meets Expectation

6

Neutral 5

4 Lower than

3 Expectation — ask why | Lower than
Expectation — ask why

It has also been noted that the reasons for being less than satisfied with many of the services and
facilities remains the same from quarter to quarter or year to year e.g. the issues with the street
lighting or taste of the water are generally the same from one year to the next.

For this reason, Council Management decided it was better to only ask these questions each second
guarter rather than have a longer questionnaire.

The downside of quarterly interviewing is that there are a limited number of verbatim comments for a
number of services. This tends to be caused by two reasons:

1. There are few users who are less than satisfied with that facility or service e.g. Hamilton Gardens or
Hamilton Lakes

2. There are few users of that service in any quarter and consequently only a few people to rate satisfaction
and to provide reasons for being less than satisfied.
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Community Services

Gallagher Pools
Reasons for being less than satisfied with the Gall ~ agher Pools

Respondents who rated the Gallagher Pools with a satisfaction score lower than 8 (less than satisfied)
were asked ‘Can you tell me why you were not totally satisfied with the Gallagher Pools?’. In the September
guarter 2009 a third of the users were less than satisfied (4 respondents; 31%) and they commented:
(SS = satisfaction score)

‘There's really not much there, quite boring.' (SS =5)

‘I have had things gone missing out of my personal belongings quite often even though it was locked
in the lockers. They have not got family changing rooms' (SS = 6)

‘That it would be nice to have private spas' (SS = 6)

One respondent did not answer as to why he was dissatisfied.
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Waterworld
Reasons for being less than satisfied with Waterwor Id

Respondents who rated Waterworld with a satisfaction score lower than 8 (less than satisfied) were
asked ‘Can you tell me why you were not totally satisfied with Waterworld?’. In the September quarter 2009
nearly half of the users were less than satisfied (21 respondents; 45%) and the main reason given
was that the facilities were unclean. The comments included: (SS = satisfaction score)

It just could be a bit cleaner, there should be a bigger standard.' (SS = 6)

‘That middle pool where the kids mostly go inside. | think it is dirty. | think it is because everyone
goes in there, it needs to be cleaned more.' (SS = 6)

'| don't like the warm pool where the little kids go in.
The changing rooms were not very clean. ' (SS =7)

Needs upgrade:
‘Needs renovations.' (SS =7)
‘The facility is a bit old, needs a revamp.' (SS =7)

'l am elderly and | think it is capable of improvement' (SS =7)

More facilities:

‘Just the changing rooms. No family changing rooms as the little ones don't like going by themselves
into the dressing rooms.' (SS = 6)

'Parking is not as easy as it used to be.' (SS =7)

'‘Because of the seating (not much of it)' (SS =7)

Other comments:
‘Just too crowded a lot of times." (SS = 6)
'Probably because they have the indoor pools; | only like the outdoor pools.' (SS = 6)

'l thought it was a bit limited compared to others | have been to, but it's a smaller city here so | guess
we got to take that into account' (SS = 6)

‘When you go there, there are pools that are always blocked off so you never have full access. Not
everything is open to the public, it's all private.' (SS = 7)

'It's expensive.' (SS =7)
'‘Warm pool is not warm enough. Chlorine smell all the time ' (SS =7)

‘There was just something that didn't impress me.
The tiling is not very sensible; it's slippery when wet.' (SS = 7)

'It's busy there.' (SS =7)

'One off slow services' (SS =7)

Three respondents gave no reason as to why they were not totally satisfied with Waterworld.
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Founders Theatre

Reasons for being less than satisfied with Founders Theatre

Two fifths of the users of Founders Theatre in the September quarter 2009 rated this with a
satisfaction score lower than 8 (less than satisfied) (19 respondents; 40% of the users). These
respondents were asked ‘Can you tell me why you were not totally satisfied with Founders Theatre?’ The
main theme revolved around Founders Theatre needing an upgrade. The comments included: (SS =
satisfaction score)

Needs upgrade:
‘Needs upgrading' (SS = 4)

‘Needs upgrading' (SS = 5)
'‘Needs some updating' (SS =5)
‘It's old and overpriced for local Hamilton people to use it, like dance groups.' (SS = 5)

‘The cost and the outside doesn't look that nice (as in architectural)
and it's squashed but mainly the cost.' (SS = 6)

'Needs upgrading, bit tight, needs to have some comfortable seats.' (SS = 6)
'Old and grotty' (SS = 6)
'Needs renovating.' (SS = 6)

Seating:
'Poor seating in some locations; some of the seats have poor view.' (SS =5)
'Needs upgrading, bit tight, needs to have some comfortable seats.' (SS = 6)
‘Uncomfortable seating’ (SS = 6)
'l don't like the seating; it's not sloped enough' (SS =7)

Too small:

‘The cost and the outside doesn't look that nice (as in architectural)
and it's squashed but mainly the cost.' (SS = 6)

'Needs upgrading, bit tight, needs to have some comfortable seats.' (SS = 6)
‘Too small.' (SS=7)

Parking:
'Parking’ (SS =7)

Positive comments:
‘Don't go all the time but I love it there' (SS = 6)

Other comments:

‘The cost and the outside doesn't look that nice (as in architectural)
and it's squashed but mainly the cost.' (SS = 6)
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'Nothing' (SS =7)
'I've used it once. It was during graduation’ (SS =7)

Three respondents gave no reason why they were not totally satisfied with Founders Theatre.
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Central Library
Reasons for being less than satisfied with the Cent  ral Library

Over a third of the Central Library users from the September 2009 quarter (37%; 13 respondents)
rated the Central Library with a satisfaction score lower than 8 (less than satisfied). These
respondents were asked ‘Can you tell me why you were not totally satisfied with the Central Library?’ Their
comments included: (SS = satisfaction score)

Not enough resources:
‘Narrow range ' (SS = 4)
'‘Because they didn't have the books | wanted.' (SS = 6)

Don't use:
‘Don't use it often.' (SS = 6)

'‘Cos | have not used it that much so not too sure to give a higher rating' (SS = 6)

Parking:
'Bit difficult to get the car park' (SS = 6)

Other comments:

‘The convenience of where it's at in town. It's not a place where you can easily access.' (SS =5)

‘Just the service is not good' (SS = 5)

‘Lining up to use the computer and a whole (lot) of the young ones
wanting to jump on the internet.' (SS = 7)

‘There are always a lot of transient people in the library. They are grubby and they take food in to
the library. | prefer to use my suburban library at Hillcrest.
There is no such problem at Hillcrest. ' (SS =7)

‘Needs renovating.' (SS =7)

‘Their location. Sitting arrangements in the library' (SS = 7)

Two respondents gave no reason why they were not totally satisfied with the Central Library.
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Branch Library
Reasons for being less than satisfied with the Bran ch Library

Nearly a third of the Branch Library users from the September quarter 2009 (29%; 17 respondents)
rated the Branch Library with a satisfaction score lower than 8 (less than satisfied). These
respondents were asked ‘Can you tell me why you were not totally satisfied with the Branch Library?’ Their
comments included: (SS = satisfaction score)

Not enough in collection
‘They never have the book and not a big variety of what | am interested in. ' (SS = 4)
‘They don't have a big variety but has a lot of car parking.' (SS =5)
‘Narrow range' (SS =7)
‘Not a lot of variety' (SS =7)
‘It is small, less variety' (SS =7)

Didn’'t have what | wanted:
‘They never have the book and not a big variety of what | am interested in. ' (SS = 4)
'‘Because they didn't have the books | wanted.' (SS = 6)

'| think it is a bit small and there is not much parking and when you go and find books you will see
them on the computer system but they won't have them on display.' (SS =7)

Service issues:
'Service not that great' (SS =5)
‘Customer service unfriendly' (SS = 6)

‘They have poor service' (SS = 6)

Positive comments:
‘They don't have a big variety but has a lot of car parking.' (SS =5)
'It's ok' (SS =6)

Other comments:
‘Very small, need an upgrade ' (SS = 5)
‘| would rather go to the main library in town as it was quite boring' (SS = 5)

'| think it is a bit small and there is not much parking and when you go and find books you will see
them on the computer system but they won't have them on display.' (SS =7)

‘The way they set out their books' (SS = 7)

Three respondents gave no reason why they were not totally satisfied with their Branch Library.
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ArtsPost

Reasons for being less than satisfied with the Arts Post

Two fifths of the users of ArtsPost in the September 2009 quarter rated this with a satisfaction score
lower than 8 (less than satisfied) (8 respondents; 42% of the users). These respondents were asked
‘Can you tell me why you were not totally satisfied with ArtsPost?’ Their comments included: (SS =
satisfaction score)

'‘Hard to know what's going on there.' (SS = 5)

'Have not been there for approximately 2 and a half years. It is not something we use or have an
interest in. ' (SS =5)

‘A bit cluttered' (SS = 6)
‘| don't use it a lot and don't know the 'in's and out's' of it.' (SS =7)

'It's nice to look at but it's not something that really appeals to me' (SS =7)

Three respondents gave no reason as to why they were not totally satisfied with Artspost.
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Claudelands Events Centre
Reasons for being less than satisfied with The Clau  delands Events Centre

Over half of the users of The Claudelands Events Centre in the September 2009 quarter rated their
satisfaction with a score lower than 8 (less than satisfied) (27 respondents; 60% of the users). These
respondents were asked ‘Can you tell me why you were not totally satisfied with The Claudelands Events
Centre?’ Their comments included: (SS = satisfaction score)

Needs upgrade
‘It needs upgrading ' (SS = 2)
'It's too old." (SS = 2)

'Is very, very old; needs a revamp.' (SS = 4)

‘| don't like the layout and also the restrooms are way out the back' (SS = 5)
'It's old and it's cold and the floor is not very good either' (SS = 5)
‘It needed to be renovated but it is being done now.' (SS = 5)
‘Needs to be upgraded' (SS =5)
‘Big and old needs renovating' (SS =5)
‘It is cold and old.' (SS = 5)

'It's grotty and dirty ' (SS = 6)
‘It's old and don't like it as a place to go." (SS = 6)
‘It does not have an atmosphere that is welcoming.' (SS = 6)
It's old' (SS = 6)
It is still rutted' (SS = 6)
'It's a bit old." (SS = 6)

‘Venue that was there is not appealing to me."' (SS =7)
‘It's very old.' (SS =7)

Toilets
‘| don't like the layout and also the restrooms are way out the back' (SS = 5)
"The toilets in there are not enough.' (SS = 6)

‘Last time | was there it was to a book fair. It all seemed very bare. | could not use a toilet as they
were locked and a guard said no-one could use the toilets. ' (SS = 6)

Other comments
‘| have never been out there.' (SS =5)
'I know their tickets services worked so I'm a bit biased. ' (SS = 6)

‘That is going to be great once they have started doing it up; the pedestrian crossing needs looking
at' (SS=7)
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'Expects more events there' (SS =7)

'Finding your way around was hard' (SS =7)

Positive comments

"That is going to be great once they have started doing it up;
the pedestrian crossing needs looking at' (SS =7)

'It's alright, does what it's supposed to.' (SS =7)

Two respondents gave no reason why they were not totally satisfied with The Claudelands Events
Centre.
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Parks and Gardens

Parks and Gardens in General

Reasons for being less than satisfied with the Park s and Gardens in general

Respondents who rated the Parks and Gardens with a satisfaction score lower than 8 (less than very
satisfied) were asked ‘Can you tell me why you were not totally satisfied with the Parks and Gardens?’ Almost
a quarter of the users for the September 2009 quarter were less than satisfied with the Parks and
Gardens (23% of the users, 16 respondents).

The most common reason for rating the Parks and Gardens poorly was because respondents felt that
they needed to have more equipment / facilities. Comments included: (SS = satisfaction score)

Needs more equipment / facilities:
'‘Well there is something; there is only small playing ground' (SS = 3)
"There's not enough provision for children areas and not enough appropriate seating.' (SS =5)

‘Some parks are just a big field and little equipment. Chedworth Park is used for dumping rubbish’
(SS=7)
‘Not enough car parks or places to sit.' (SS =7)

Needs maintenance:
'Need a revamp; don't look that good' (SS = 6)

Litter / glass:

'l just think some of them aren't really clean and have a lot of graffiti and litter and some places you
have groups of people hanging around and sometimes you feel unsafe walking through them at
certain times.' (SS=7)

'‘Some parks are just a big field and little equipment.
Chedworth Park is used for dumping rubbish’ (SS = 7)

'‘Broken glass all over the place' (SS =7)

Tagging / graffiti:
'‘Because they get ruined by children and get burned and tagged and no one has respect for them.'
(SS=5)
"The graffiti is bad, it spoils it.' (SS = 7)
'l just think some of them aren't really clean and have a lot of graffiti and litter and some places you

have groups of people hanging around and sometimes you feel
unsafe walking through them at certain times.' (SS =7)

Safety:
'l just think some of them aren't really clean and have a lot of graffiti and litter and some places you
have groups of people hanging around and sometimes you feel
unsafe walking through them at certain times.' (SS = 7)
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Other:
‘Mainly not into sports' (SS = 6)
"Too crowded, they have a lot of use.’ (SS = 6)
‘They don't have much to offer' (SS =7)
'‘Because | am 71 and I've had an operation. ' (SS =7)
'‘Should be more improvement so it's more attractive to people' (SS =7)
Don't use:

'l don't really use them that much; | don't have the need to go to those places.' (SS =7)

One respondent gave no reason as to why they were not totally satisfied with Parks and Gardens in
General.
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Neighbourhood Parks
Reasons for being less than satisfied with the Neig hbourhood Parks

Almost two thirds of the users of the Neighbourhood Parks in the September 2009 quarter rated this
with a satisfaction score lower than 8 (less than satisfied) (26 respondents; 49% of the users). These
respondents were asked ‘Can you tell me why you were not totally satisfied with the Neighbourhood Parks?’
The main theme revolved around the fact that the Neighbourhood Parks needed more equipment /
facilities. These comments included: (SS = satisfaction score)

Need more equipment / facilities

‘There is like graffiti all over the playground and
there is not much of a park and the litter as well.' (Grandview: SS = 3)

‘There is like one budget slide and one swing and
one seesaw and it's not very clean' (Crawshaw: SS = 3)

‘There is only one walking distance park and nothing much in the park.' (Naylor: SS = 4)

'l just think it's under resourced, and the drainage not as maintained as it could be." (Clarkin: SS = 5)
‘There is not enough to do for younger kids.' (Rototuna: SS = 5)
‘More playground equipment for the children' (Nawton: SS = 5)
‘Not much equipment.' (Hamilton Lake: SS = 5)

'‘Basically exactly the same, only small and nothing much there' (Rototuna: SS = 5)

‘The quality aint that great. The playground at Enderley Park.' (University: SS = 6)
'‘Because the equipment is not suitable for the littlies.' (Dinsdale North: SS = 6)

‘The park by Bader Street needs tiding up as there is a lot of glass around. Also think could do with
more childrens' play equipment' (Bader: SS = 7)

‘No hand washing and toilets; not open enough' (Hamilton Central: SS = 7)
‘Not enough amenities, like toilets' (Maeroa: SS = 7)
'Some parks are just a big field and little equipment' (Chedworth: SS = 7)
'It's a bit crappy' (Beerescourt: SS =7)

Need to be better maintained

‘There is like one budget slide and one swing and
one seesaw and it's not very clean' (Crawshaw: SS = 3)

'l just think it's under resourced, and the drainage not as maintained as it could be." (Clarkin: SS = 5)

‘The park by Bader Street needs tiding up as there is a lot of glass around.
Also think could do with more childrens' play equipment' (Bader: SS = 7)

'‘Some at times, the grass in the winter looks like a hay paddock,
lawns could be mown more often to keep grass down' (Grandview: SS =7)
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Safety:

'l don't like the way the swings have quite a way for the road. | think it should be in an area where
there are more cars passing. It needs to be where people can see that the children are safe. | think
it is too secluded.' (Claudelands: SS = 4)

"They don't seem safe. They are gullies and isolated. ' (Chartwell: SS = 5)
'No hand washing and toilets; not open enough' (Hamilton Central: SS = 7)

'l was walking through there last year and someone tried to attack me.' (Enderley: SS =7)

Vandalism:
'‘Broken bottles among the bark' (Pukete West: SS = 0)

'‘Same (Broken glass all over the place)' (Crawshaw: SS = 2)

"There is like graffiti all over the playground and there
is not much of a park and the litter as well.' (Grandview: SS = 3)

'Lots of rubbish and bottles left around and graffiti' (Bryant: SS = 5)

Other comments :
"They get all dirty because of bikers' (Bader: SS = 6)

'‘Not perfect but just ok .' (Maeroa: SS =7)

Don’t use :

'Not used' (Hillcrest: SS = 6)
'l have no need to go to these parks.' (Porritt: SS = 6)
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Porritt Stadium
Reasons for being less than satisfied with Porritt Stadium

A third of the users of Porritt Stadium in the September 2009 quarter rated their satisfaction with a
score lower than 8 (less than satisfied) (six respondents; 55% of the users). These respondents were
asked ‘Can you tell me why you were not totally satisfied with the Porritt Stadium?’ Their comments included:
(SS = satisfaction score)
'‘Worn out' (SS =5)
'‘Needs upgrade' (SS =5)

'Do not go there very often.' (SS = 6)
'‘Not enough functions' (SS =7)

‘Not enough walking.' (SS =7)
'Nothing' (SS =7)
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Hamilton Lake

Reasons for being less than satisfied with the Hami Iton Lake

A third of respondents rated the Hamilton Lake in the September 2009 quarter with a satisfaction
score lower than 8 (less than satisfied) (17 respondents; 23% of the users). These respondents were
asked ‘Can you tell me why you were not totally satisfied with the Hamilton Lake?’ Their comments included:
(SS = satisfaction score)

Needs better facilities:

‘There is not a lot there. We live far from there. ' (SS = 4)
"There's not a lot there in terms of refreshments and whatnot.' (SS = 5)
'Difficulties with access, car parking limited to small spaces' (SS =7)
'Driving access is complicated and downgraded childrens facilities.' (SS = 7)

Needs maintenance:

'It's just because the lake is just so dirty.' (SS = 6)
"The lake is smelly and too much duck shit everywhere' (SS = 6)
‘The water maintenance is not that clean.' (SS = 7)

Other comments:
"It is just not appealing' (SS = 6)
‘When I'm trying to have a coffee the dude's always out with the leaf blower.' (SS = 7)
'Haven't been in a while' (SS =7)

'You can't swim ' (SS =7)

‘It's more to do with the weather.' (SS =7)
'| have no need to go there. ' (SS =7)

Four respondents gave no reason why they were not totally satisfied with Hamilton Lake.
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Water, Waste and Refuse

Refuse Transfer Station
Reasons for being less than satisfied with the Refu  se Transfer Station

Only 11% (six respondents) of those who had used the Refuse Transfer Station in the September
2009 quarter were less than satisfied (scores 0 — 7). They were asked ‘Can you tell me why you were not
totally satisfied with the Refuse Transfer Station?’ Their comments included: (SS = satisfaction score)

‘Well, we think their charges are higher than they need be
so we think twice about going there. ' (SS = 4)

‘They are changing it all around and the cost.' (SS =5)
‘No comment. | have never been there' (SS =5)

‘Not friendly assistance' (SS = 5)

‘Weighing procedures and cost' (SS = 6)

One respondent gave no reason as to why they were not totally satisfied with the Refuse Transfer
Station.
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Household Rubbish Collection

Reasons for being less than satisfied with the Hous ehold Rubbish Collection

Only 5% (four respondents) of those who had used the Household Rubbish Collection in the
September 2009 quarter were less than satisfied (scores 0 — 7). They were asked ‘Can you tell me why
you were not totally satisfied with the Household Rubbish Collection?’ Their comments included:

(SS = satisfaction score)
'‘Because they don't collect all plastic' (SS = 5)

'People put out boxes to collect the cans(where | live is around a lot of students and when they have
parties they have a lot of boxes of cans and they put them out in boxes) and they are not taken and
no note is left to let them know where they can get a green bin from." (SS = 5)

'‘Because they leave quite a bit of stuff behind.' (SS = 5)

'Should be twice a week.' (SS = 6)
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City’s Wastewater System
Reasons for being less than satisfied with the City 's Wastewater Drainage System

Five respondents (6%) rated the City’s Wastewater Drainage System in the September 2009 quarter
with a score lower than 7 (less than satisfied). These respondents were asked ‘Can you tell me why you
were not totally satisfied with the City’s Wastewater System?’ Their comments included: (SS = satisfaction
score)

'Had a few problems; not too bad' (SS =5)
‘It goes into the river.' (SS = 5)

'We have overflow sometimes' (SS = 6)

'Some places you can find a lot of blockage.' (SS = 6)

One respondent gave no reason as to why they were not totally satisfied with the City’'s Wastewater
System.
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Water Pressure
Reasons for being less than satisfied with the Wate  r Pressure of the City Water Supply

In the September 2009 quarter, only seven respondents (8%) rated the pressure of the City Water
Supply with a score lower than 7 (less than satisfied). These respondents were asked ‘Can you tell me
why you were not totally satisfied with the pressure of the City Water Supply?’ Their comments included:
(SS = satisfaction score)

'We live at the highest point in Dinsdale so the pressure is not good at all.' (SS = 4)

'It does not come out very fast; when you want to hose things down
it does not have much pressure.' (SS =5)

'Pressure could be better' (SS = 6)
"The shower pressure is slow' (SS = 6)
‘It could be a bit stronger, it's not always the best for showers and dishes' (SS = 6)
'Because it has dropped recently’ (SS = 6)

One respondent gave no reason as to why they were not totally satisfied with the Water Pressure.
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Clarity of Water Supply
Reasons for being less than satisfied with the clar ity of the City Water Supply

In the September 2009 quarter, five respondents (6%) rated the clarity of the City Water Supply with a
score lower than 7 (less than satisfied). These respondents were asked ‘Can you tell me why you were
not totally satisfied with the clarity of the City Water Supply?’ Their comments included:

(SS = satisfaction score)

'l think | notice didn't look that good ' (SS = 5)
'Sometimes | think its a bit murky. Sometimes it tastes like chlorine.' (SS = 5)

"It is the chlorine taste.' (SS = 6)
'We have a holiday home in Whitianga and compared to Whitianga it is not as good.' (SS = 6)

One respondent gave no reason as to why they were not totally satisfied with the Clarity of Water
Supply.
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Public Toilets

Reasons for being less than satisfied with the Publ ic Toilets

In the September 2009 quarter, 13 respondents (22%) rated the Public Toilets with a score lower than
7 (less than satisfied). These respondents were asked ‘Can you tell me why you were not totally satisfied
with the Public Toilets?’ The most common reasons for rating the Public Toilets at 7 or less on the 10
point satisfaction scale was to do with the fact that they were unclean or not well maintained. Their
comments included: (SS = satisfaction score)

Unclean / Poorly maintained
'‘Odour e.g. near the HCC building' (SS = 2)

'| found them really dirty." (SS = 3)
‘It was grubby.' (SS = 4)

‘Graffiti and they're smelly.' (SS = 5)

'They are never clean' (SS =5)

‘The state they are in' (SS = 6)
‘Some of them can be really filthy.' (SS = 6)
‘They weren't very clean when | used them.' (SS = 6)

‘They are sometimes dirty, not attended.' (SS = 6)

‘The toilet papers were all over floor; messy' (SS = 6)
‘Some public toilets; people mess in that' (SS = 6)

'‘Some of them are just really yuck. The one at the Waikato Stadium;
it is at the front of the building and people can see your feet and there is one toilet
for females and one toilet for males and it is closer to the door. | just think they should close the
door as our feet are exposed and makes me feel exposed.’ (SS = 6)

Other comments:
‘Just don't like them' (SS = 4)

'‘Some of them are just really yuck. The one at the Waikato Stadium;
it is at the front of the building and people can see your feet and there is one toilet
for females and one toilet for males and it is closer to the door. | just think they should close the
door as our feet are exposed and makes me feel exposed.’ (SS = 6)
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Roads and Traffic

Pedestrian Facilities
Reasons for being less than satisfied with the Pede  strian Facilities around Hamilton

In the September 2009 quarter, a tenth of the pedestrians (eight respondents; 10% of users) rated the
Pedestrian Facilities around Hamilton with a score lower than 7 (less than satisfied). These
respondents were asked ‘Can you tell me why you were not totally satisfied with the Pedestrian Facilities
around Hamilton?' The most common theme was that there were not enough crossings. Their
comments included: (SS = satisfaction score)

Not enough crossings
'| think they need a bit more 'get up and go'; there is also not enough of them' (SS = 0)

'‘Because | think they need more and | think refuge islands are not as clear as what they actually are.
They need to look at things from a pedestrian perspective and not a designers perspective.’ (SS = 3)

"There is not enough of them especially in my area and it's not safe for the kids' (SS = 4)
‘Not enough crossings in our area’ (SS =5)
'‘Because there's not many of them' (SS = 6)

Pathways

"The footpaths are not even and you trip over things.' (SS = 5)

Unsafe crossings:

'A lot of them are cobbled and the cobbling is uneven. There seems to be a lot of digging up and
obstacles in the way when this happens.' (SS = 5)

Refuge Islands

'‘Because | think they need more and | think refuge islands are not as clear as what they actually are.
They need to look at things from a pedestrian perspective and not a designers perspective.' (SS = 3)

Other comments
'| think they need a bit more 'get up and go'; there is also not enough of them' (SS = 0)

'A lot of them are cobbled and the cobbling is uneven. There seems to be a lot of digging up and
obstacles in the way when this happens.' (SS = 5)

'We could do with seating for the elderly' (SS =5)
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Hamilton Cycling Facilities
Reasons for being less than satisfied with the Hami Iton Cycling Facilities

In the September 2009 quarter, less than half of those who had used the Hamilton Cycling Facilities
(seven respondents; 41% of users) rated the Hamilton Cycling Facilities with a score lower than 7
(less than satisfied). These respondents were asked ‘Can you tell me why you were not totally satisfied with
the Hamilton Cycling Facilities?’ Their comments included: (SS = satisfaction score)

‘There are not enough of the cycle lanes.
There are lots of broken glasses on the cycle lanes.' (SS = 3)

‘There is not enough cycle lanes.' (SS = 3)
‘These peter out at the intersections. Where are you supposed to go?' (SS = 4)

'Road rage because people don't like cyclists. Some cycle tracks are too narrow.
In the CBD, drivers are very ignorant.' (SS =5)

'l don't feel safe as there are cars parked on cycle lanes at Forest Lake area.' (SS = 5)
‘They need work' (SS = 5)

‘Not enough of them. The traffiic ignores them and they are not continuous;
not enough signage for the traffic' (SS = 6)
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Convenience of Crossings
Reasons for being less than satisfied with the Conv ~ enience of Crossings

In the September 2009 quarter, a fifth of those who had used the Crossings (15 respondents; 19% of
users) rated the convenience of crossings with a score lower than 7 (less than satisfied). These
respondents were asked ‘Can you tell me why you were not totally satisfied with the convenience of
crossings?’ Their comments included: (SS = satisfaction score)

Not enough crossings

'In Ward Street between the two malls they need to do something.' (SS = 0)
"They are too far apart, especially for the elderly’ (SS = 1)
'See previous comment (Not enough crossings in our area)' (SS = 3)

'Majority of crossings are at corners and that is dangerous. The crossings are too far apart and you
get a lot of jay walking (one crossing at either end of the street). For children crossing the road it can
be confusing being at the end of the street and it can be quite frightening for them.' (SS = 4)

'| feel that there needs to be more; closer together ' (SS = 5)
'Not so many crossings.' (SS =5)
'Not enough of them in my area’ (SS =5)

'Kahikatea Drive is very pedestrian unfriendly. There are no crossings and no bus stops. ' (SS = 6)

Unsafe crossings

'Majority of crossings are at corners and that is dangerous. The crossings are too far apart and you
get a lot of jay walking (one crossing at either end of the street). For children crossing the road it can
be confusing being at the end of the street and it can be quite frightening for them.' (SS = 4)

"The crossings are not convenient; Fairfield Bridge and River Road as a pedestrian you have dash to
get from island to island between cars. ' (SS = 4)

'l think there is room for improvement. There is a problem with the access way by the roundabout on
the corner of Thomas and Horsham Downs. You can not see over the hedge and it has nearly
caused all sorts of accidents so now | use an access way elsewhere. ' (SS = 6)

"They have changed some near a corner which is not a good idea as visibilty is poor around the
corner and it is dangerous.' (SS = 6)

Other comments

'Don't think they are where they ought to be; they have huge footpath down Nawton Road
and then nothing when you hit the roundabout so that's one example of
something bizarre they have done.' (SS = 3)

'Some places that don't work well.' (SS = 5)
'l think the area are very small for big town' (SS = 5)
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One respondent gave no reason why they were not totally satisfied with the Convenience of
Crossings.
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Visitor information Centre

Reasons for being less than satisfied with the Visi tor Information Facilities at the Hamilton
Transport Centre

In the September 2009 quarter, only one of those who had used the Visitor Information Facilities at
the Hamilton Transport Centre (one respondent; 4% of users) rated the Visitor Informtion Facilities
with a score lower than 7 (less than satisfied). This respondent was asked ‘Can you tell me why you were
not totally satisfied with the Visitor Information facilities at the Hamilton Transport Centre?” The comment
follows: (SS = satisfaction score)

‘The layout. And the pamplets we wanted they did not have. And the pamphlets that were available
five years ago were much better and now they are not available.' (SS = 6)
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Car Parking in Central City
Reasons for being less than satisfied with Car Park  ing in Central City

In the September 2009 quarter, almost half of the respondents (27 respondents; 44%) rated the
parking in the Central City with a score lower than 7 (less than satisfied). These respondents were
asked ‘Can you tell me why you were not totally satisfied with the car parking in Central City?’ The main theme
for being less than satisfied with the car parking in Central evolved around concerns with there not
being enough parking available. Their comments included: (SS = satisfaction score)

Not enough car parking

'It's terrible; it's hard to find, small and some are so expensive' (SS =1)

"Too expensive, short term especially. There are not enough parking places.' (SS = 2)
‘There's not enough of it. ' (SS = 2)

‘Not enough parking in the city, especially during peak season' (SS = 3)

‘There's not enough of it, people don't want to go three levels to park their car.
And the cost of it for the small amount of time.' (SS = 4)

"Too expensive and too hard to find free parking spaces and
| had a horrible experience at the library carpark. ' (SS = 4)

'‘Need more parks' (SS = 4)

'Difficult to get a park; also meter expensive' (SS = 5)
'l do not think there is enough parking.' (SS =5)

‘There is not enough, and they are too expensive.' (SS = 6)
‘Just crowdy and hard to park there.' (SS = 6)
‘There's just not a lot of it." (SS = 6)

‘It's hard to find a car parking.' (SS = 6)

‘It is hard to find a car park, it is really frustrating.
If | want to get a car park | have to get up early to get in to find a park.' (SS = 6)

‘Just is not enough' (SS = 6)
‘Not enough car parking.' (SS = 6)
‘Not enough' (SS = 6)

‘Sometimes | just need to do a few chores that would only take fifteen minutes. It does not seem that
there is any car parks available. | usually have to go into a car parking building.' (SS = 6)

‘| usually can not find one and then | have to pay to park. Most of the time | only need to be there for
a few minutes and | end up having to pay a few dollars just to do it.' (SS = 6)

'It's hard to get a park.' (SS = 6)

Too expensive

'It's terrible; it's hard to find, small and some are so expensive' (SS =1)
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"Too expensive, short term especially. There are not enough parking places.’ (SS = 2)

"There's not enough of it, people don't want to go three levels to park their car.
And the cost of it for the small amount of time.' (SS = 4)

"Too expensive and too hard to find free parking spaces and
| had a horrible experience at the library carpark. ' (SS = 4)

"The parking buildings; some of parking buildings have turns
that are too tight and the expense’ (SS = 4)

'Just the price is so expensive' (SS = 4)

'Difficult to get a park; also meter expensive' (SS = 5)

"There is not enough, and they are too expensive.' (SS = 6)
'Having to pay too much' (SS = 6)

Accessibility

"The parking buildings; some of parking buildings
have turns that are too tight and the expense' (SS = 4)

"The quality of it and is extremely narrow.' (SS = 5)
'‘Because its very narrow' (SS = 5)

‘Just crowdy and hard to park there.' (SS = 6)
'Very difficult to park' (SS = 6)

Other comments

"Too expensive and too hard to find free parking spaces and
| had a horrible experience at the library carpark. ' (SS = 4)

'It's always a hassle' (SS = 4)

"The quality of it and is extremely narrow.' (SS = 5)

'Sometimes | just need to do a few chores that would only take fifteen minutes. It does not seem that
there is any car parks available. | usually have to go into a car parking building.' (SS = 6)

International Research Consultants Ltd September 2009
Key Contact: John Dennis 09 424 0516 Page 85



HCC Residents Survey September 2009 (Oct 2008 — Sept 2009) Prepared for Hamilton City Council

Multi Level Car Park in Knox Street
Reasons for being less than satisfied with Multi Le vel Car Parking in Knox Street

In the September 2009 quarter, a seventh of the respondents (four respondents; 14%) rated the
parking in the Multi level car park with a score lower than 7 (less than satisfied). These respondents
were asked ‘Can you tell me why you were not totally satisfied with the multi level car parking?’. Their
comments included: (SS = satisfaction score)

'Its big post; it's hard to get in and out and hard for people to park' (SS =1)

‘Just seems to me not the right location. The Wilsons Parking on Victoria Street was good especially
when you have children but now I think that it is gone; that was convenient.' (SS = 4)

‘No, it seemed to be quite good' (SS =5)
'It's a little bit far from where | want to go.' (SS = 6)
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Traffic Management (Road Markings, Lights, Signs an  d Traffic Islands)

Reasons for being less than satisfied with the traf ~ fic management around the city (road
markings, lights, signs and traffic islands)

A sixth of the respondents in the September 2009 quarter, (15 respondents; 17% of users) rated the
traffic management around the city with a score lower than 7 (less than satisfied). These respondents
were asked ‘Can you tell me why you were not totally satisfied with the traffic management around the city?’
The main concern seemed to be a need for better planning and management. Their comments
included: (SS = satisfaction score)

‘There's no one to direct traffic ' (SS = 1)

'‘Because there is not always a lot of logic, they have intersection of Forest Lake Road, Avalon Road
and Ellicott Road. It had three ways and now it only has two so it will hold up the traffic; their
markings are going backwards and that's one of many examples.' (SS = 2)

‘Not enough of them. North inner city, Victoria Street. Better directions for people once they get to
the east side of the bridges (Fairfield and Boundary Road). ' (SS = 4)

'In Ward Street between the two malls they need to do something. They have narrowed the road on
Victoria so when we have to park it backs the traffic up.' (SS = 4)

'On one bend on our road they could extend the yellow lines.' (SS = 5)
‘They should be doing the cycle lane in our area’ (SS = 5)
'It's confusing.' (SS =5)

‘The traffic islands are not well planned as the streets of Hamilton are narrow and traffic islands
make those narrower near to intersections.' (SS = 5)

'No' (SS = 6)

‘There's this one traffic intersection, where there is a right turning arrow on Anglesea Street into
London Street. The arrow lane trigger is too far away and gets a bit hectic when turning.' (SS = 6)

‘Don't know if the markings on the roads are pedestrians or not.' (SS = 6)

"The lights you have to go through, the timing seems to be all wrong,
everything seems to be higgledy piggledy.' (SS = 6)

'‘Some are not painted properly' (SS = 6)

Two respondents gave no reason why they were not totally satisfied with Traffic Management.
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Street lighting in General
Reasons for being less than satisfied with the Stre et lighting in General

In the September 2009 quarter, a ninth of the respondents (10 respondents; 11%) rated the street
lighting in general with a score lower than 7 (less than satisfied). These respondents were asked ‘Can
you tell me why you were not totally satisfied with the street lighting in general?’

Their comments mainly revolved around there not being enough lighting and included: (SS =
satisfaction score)

Not enough lighting
‘There is not enough of it like the area Nawton. It's really dark and shadowy at night time' (SS = 3)

‘Certain areas have better lighting than others.' (SS = 4)

'‘Some side streets in city could do with more lighting for safety’ (SS = 5)

'Off the main routes it is sparse and can be very dark. Clarkin Road
is so much darker than River Road. ' (SS =5)

'In some areas there are just not enough. ' (SS =5)
'| think we need more' (SS =5)

Not maintained enough
"The lighting is not always on. ' (SS = 4)

'Lights that are out. ' (SS =5)

Two respondents gave no reason as to why they were not totally satisfied with Street lighting in
General.
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Footpaths in General
Reasons for being less than satisfied with the Foot paths in General

In the September 2009 quarter, almost a fifth of the respondents (17 respondents; 19%) rated the

footpaths in general with a score lower than 7 (less than satisfied). These respondents were asked
‘Can you tell me why you were not totally satisfied with the Footpaths in general?’ Their comments mainly

revolved around the footpaths not being well maintained and included: (SS = satisfaction score)

Not well maintained

‘Lots of people do not clear the footpaths such as camelia flowers and tree branches. | walk a lot
and have to watch very carefully for slippery footpaths. ' (SS = 3)

‘Tree roots get in the way but not sure what can be done to prevent that.
Would hate to see trees cut down.' (SS =5)

'‘Quite a bit of litter and broken bottles."' (SS =5)

'‘Because there are too many broken glasses, mostly from the recycling system.' (SS = 5)

‘Cobblestones can separate and then they are not easy to negotiate. ' (SS = 6)
'‘Because they are a bit dodgy.' (SS = 6)
'Falling to bits' (SS = 6)

'l think some areas desperately need more footpaths or improvement. In my area, people are
walking on the roads because there is no space on the footpaths.' (SS = 6)

Uneven surface

'Pavements are not too good. Uneven' (SS = 5)

'From my experience they are not always as even as they should be and when your elderly people
are walking along the street you will have a lot of problems when they fall and break bones.' (SS = 5)

‘Cobblestones can separate and then they are not easy to negotiate. ' (SS = 6)
‘They're not level.' (SS = 6)

Overgrown

‘Tree roots get in the way but not sure what can be done to prevent that.
Would hate to see trees cut down.' (SS =5)

‘There are quite a few trees overgrown and their leaves block the footpath.' (SS = 6)

Other comments

'l think some areas desperately need more footpaths or improvement. In my area, people are
walking on the roads because there is no space on the footpaths.' (SS = 6)

'‘Again | think they need more attention. They're slow to fix things, the same as the lighting down my
street. They're very dim, the ones that are actually working. We need more lighting.' (SS = 6)

‘Well it's not wide enough' (SS = 6)

‘There has been a bit of work done on them lately and it's a bit inconvenient. ' (SS = 6)

Four respondents gave no reason why they were not totally satisfied with the Footpaths in General.
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Streets in General
Reasons for being less than satisfied with the Stre  ets in General

In the September 2009 quarter, a fifth of the respondents (16 respondents; 18%) rated the streets in
general with a score lower than 7 (less than satisfied). These respondents were asked ‘Can you tell me
why you were not totally satisfied with the Streets in general?’ Their comments mainly revolved around them
not being well maintained and included: (SS = satisfaction score)

Not maintained well enough

'‘Some streets out of CBD could do with a clean up' (SS = 5)
‘Need a bit of tidying up.' (SS =5)

‘Not well maintained and manhole covers should be lowered' (SS =5)
'‘Some need some tidying up.' (SS = 6)

'l think they need cleaning up, a good clean would be good.' (SS = 6)

Lack of parking

‘Some of them have bad car parking, with the access to main shopping areas being poor.' (SS = 2)

‘Not enough street parking' (SS =5)

Too congested

‘There is a problem with congestion and traffic.' (SS = 6)

Other comments
'| do not use it that much' (SS =5)

‘At night time there are unsavoury people walking around. ' (SS = 5)
‘Takes a long time to fix the pot holes' (SS = 6)

‘They pit very easily (potholes); the road markings are not that great. ' (SS = 6)

‘There is a problem with congestion and traffic.' (SS = 6)

Four respondents gave no reason as to why they were not totally satisfied with the Streets in General.
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Communication and Marketing

Hamilton City Council Website
Reasons for being less than satisfied with the Hami lton City Council Website

In the September 2009 quarter, half of those who had used the Hamilton City Council website (nine
respondents; 38% of users) rated the Hamilton City Council Website with a score lower than 8 (less
than satisfied). These respondents were asked ‘Can you tell me why you were not totally satisfied with the
Hamilton City Council Website?’ Their comments mainly revolved around the website not being user
friendly and included:

'‘Make it more easier to navigate' (SS = 4)
'Hard to navigate.' (SS = 5)
'l get confused trying to find things.' (SS =7)
'Difficult to get around.' (SS =7)

Info concerns
'l guess | couldn't find what | wanted' (SS = 7)

Other comments

‘I am not comfortable with technology’ (SS = 6)

Three respondents did not answer the question.
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Appendix

Questionnaire
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