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Annual Resident Survey  
Annual Library Survey 
Annual Housing for Older Persons Survey 
Annual Iwi Relationship Survey 

Following the 2021-2022 year Ōtorohanga District Council (council)
undertook the first of what will be ongoing Annual Surveys. The purpose
of the surveys is to engage with Ōtorohanga residents and Iwi leaders to
determine levels of satisfaction with and perceptions of Council’s
services, assets, performance, and quality of relationships, to prioritise
improvement opportunities that will be valued by the community. 

Council will be seeking trends and outcomes from implementing
improvement plans when comparing annual surveys year on year. 

A total of four targeted surveys were conducted:  

Annual surveys

Ko ia kahore nei I rapu tē kitea
He who does not seek will not find
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survey
objectives

 
To provide a comparable measure of
satisfaction with the Council’s
performance in relation to
relationships, performance, services
and assets.  

To identify the best opportunities for
Council to further improve
satisfaction.  

To assess changes in satisfaction
over time and to facilitate
measurement of progress against
the Long Term Plan.  
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Data collection was undertaken by way of online surveys, with hard copies of the Annual Residents
Survey and Library Survey available from the libraries and customer experience centre. The survey was
open for a 3 week period from 30 June 2022 - 22 July 2022.

For residents of Councils ‘Housing for Older Persons’ units hard copies of the Annual Resident Survey,
Annual Library Survey and Annual Housing for Older Persons Survey were hand delivered with a return
stamped envelope included. 

The library survey was sent via email directly to all library members who had used the library during the 2
year period of the 2020-2021 and 2021-2022 years. It was further linked in the annual resident survey. 

The Iwi Relationship survey was emailed to a compiled list of 27 iwi leaders. As council is aware this list
may not be exhaustive, an invitation was extended to forward the survey to leaders whose iwi boundaries
overlap with councils. It was requested that if that invitation was accepted council were given details of
new recipients to ensure they were included in survey distribution in following years. 

Survey Method  

Advertising of the Annual resident survey was by way of 
King Country News, Facebook, Instagram, and marketing material in the Library and Customer Experience Centre 
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Margin of error (MOE) tells the reader how
much they might expect the survey
results to reflect the views of the overall
population and is used to measure how
effective the survey is. 

The smaller the margin of error, the more
confidence the reader may have in the
results. The bigger the margin of error, the
farther the results might stray from the
views of the total population. 

The general acceptable margin of error
falls between 4% and 8% at 95%
confidence level.
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Margin
of Error 



14% 9%

19% 19%

Response rates
 

for 2021-2022 

Resident Survey Library Survey

Housing for Older
Persons Survey

Iwi Relationship
Survey

& Margin for error %

46 Submissions 99 Submissions

14 Submissions 10 Submissions

Margin of error for
each survey 

The Resident Survey was not limited by age however the
assumption is that those 14 and under will be less likely to
complete the survey, and indeed the youngest age bracket
of 2021-2022 submitters was 20-30. The margin of error has
therefore been calculated on data provided by the Statistics
New Zealand 2018 Census for the age 15 years and over,
being 7818 residents.  A total of 46 submissions were
received making the  MOE  14%.  Council should aim for a
minimum of 150 submissions from 7818 residents

The Library Survey was distributed to active users, defined as
those that have used their library card in the past two years,
560 in total. A total of 99 submissions were received, making
the MOE 9%. Council should aim for a minimum of 110
submissions from 560 active library users.

The Housing for Older Persons Survey was distributed to a
total of 28 occupied units with 14 submissions received,
making the MOE 19%. Council should aim for a minimum of
24 submissions from 28 tenants.

The Iwi Relationship Survey was distributed to a total of 27
email addresses with 10 submissions received, making the
MOE 19%. Council should aim for a minimum of 23
submissions from 27 email recipients

Even though the surveys received a low number of of
submissions for the first of what will be ongoing Annual
Surveys council still considers that overall, the 2021-2022
surveys' are a positive result for Ōtorohanga District Council
and gives foundation to build on in coming years. 
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annual
resident 
survey
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Annual Resident Survey
SNAP SHOT
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Very Satisfied
40%

Satisfied
28%

OK
20%

Don't know
12%

Satisfaction with
Kerbside Rubbish & Recycling

Satisfaction with
Communication

Satisfaction with the
VARIETY of Parks and Reserves

Satisfaction with the
QUALITY of Parks and reserves

Level of trust in the
Ōtorohanga District Council

Satisfaction with
Councils overall performance

Satisfied
36.4%

Very Satisfied
27.3%

OK
11.1%

Very Unsatisfied
11.1%

Unsatisfied
9.1%

Don't know
5.1%

Very Satisfied
61%

Satisfied
22.1%

OK
11.7%

Don't know
2.6%

Very Satisfied
35%

OK
32%

Satisfied
21%

Very Unsatisfied
3%Unsatisfied

9%

Satisfied
44%

Very Satisfied
22%

OK
15%

Very Unsatisfied
12%

Don't know
5%

Unsatisfied
2%

Satisfied
44%

Very Satisfied
27%

OK
12%

Unsatisfied
10%

Very Unsatisfied
5%

Don't know
2%



survey
demographics
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65 and over
44.4%

30-50
31.3%

50-65
20.2%

20-30
4%

Ōtorohanga Urban
57%

Kāwhia
15%

Ōtorohanga Rural - West of SH3 
15%

Ōtorohanga Rural - East of SH3
11%

Not Sure
2%

What age group
are you in?

Where do you live?



Of the 46 survey submissions received, 26 said they received
kerbside collection and 25 rated their satisfaction level

 

Kerbside collection
rubbish & recycling   
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Very Satisfied
40%

Satisfied
28%

OK
20%

Don't know
12%

How satisfied are you with
the overall service of weekly

kerbside collection?

Reduce the cost of rubbish bags 

More care to be taken when collecting
rubbish and recycling 

Replace bags with wheelie bins 

Establish green waste/compost
recycling to divert waste from landfill. 

Replace stolen recycling bins 

Themed responses to 

How could Council improve the
weekly kerbside collection? 

 
 
 



communication
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Satisfied
36.4%

Very Satisfied
27.3%

OK
11.1%

Very Unsatisfied
11.1%

Unsatisfied
9.1%

Don't know
5.1%

Do you think Ōtorohanga District Council
communicates well with the community?

Facebook
24.2%

Community Newsletters (Letter box drop)
22.2%

Newspaper
19.2%

Direct email (e-newsletter)
15.2%

Other
11.1%

Website
8.1%

Satisfied
45%

Very Satisfied
18%

OK
16%

Unsatisfied
14%

Don't know
5%

Very Unsatisfied
2%

Other
39%

Key Council decisions
14%

Disruptions to services
13%

Projects
12%

Fees and charges
11%

News
11%

What are your preferred ways of receiving Council
communication? You can choose up to three.

Do you get (or can you find) Council information
you need when you need it?

What information is important to you,
and you want to receive communications about?



Themed answers to How could Council
improve the weekly kerbside
collection? 

Reduce the cost of rubbish bags 

More care to be taken when collecting
rubbish and recycling ensuring
everything is collected 

Replace bags with wheelie bins 

Establish green waste/compost
recycling to divert this waste from
landfill. 

Replace stolen recycling bins for the
elderly 

themed responses to 
questions   
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What other topics are important for
you to know more about and would
like Council to include in future
communications?

How could Council improve the way
it communicates?

Event and Celebrations 

Services, activities and who to contact 

Staff changes, major issues effecting the

communities and what council is doing

to fix/mitigate 

How consultation works 

What rates contribute to 

Improve response time to  emails, phone

calls and service requests 

Use an app or text message system to

inform residents 

Letterbox drops 

Increase social media engagement 

Make workshops more transparent 

Improve the website  

Report council decisions and reasoning

It became apparent through a number of responses that
there is lack of understanding of what council controls
and does not control. This was demonstrated through
comments that requested council inform residents of
power outages and school upgrades. 



parks and reserves  
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Other entries
36.6%

Huiputea Reserve ŌTOROHANGA
18.8%

Ōtorohanga Domain  ŌTOROHANGA
12.5%

Stopbank Walkway  ŌTOROHANGA
11.6%

Island Reserve  ŌTOROHANGA
10.7%

Reg Brett 'Kiwiana Playground' ŌTOROHANGA
9.8%

Select all the council owned or managed 
parks & reserves you have visited in the past 12 months Very Satisfied

47%

Satisfied
40%

OK
9%

Don't know
2%

Do you think that the Ōtorohanga District
has a good VARIETY of parks and reserves?

are you satisfied with the 
quality of parks and reserves?

Very Satisfied
35%

OK
32%

Satisfied
21%

Very Unsatisfied
3%Unsatisfied

9%



Themed answers to How could Council
improve the weekly kerbside
collection? 

Reduce the cost of rubbish bags 

More care to be taken when collecting
rubbish and recycling ensuring
everything is collected 

Replace bags with wheelie bins 

Establish green waste/compost
recycling to divert this waste from
landfill. 

Replace stolen recycling bins for the
elderly 

Outdoor Gym equipment/ Adult exercise

park 

Pathways for cycling and bike trails 

Improve dog friendly areas /parks

Increase native planting 

themed responses to 
questions   
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How could we improve the VARIETY of
parks or reserves? 

How could we improve the QUALITY of
parks or reserves? 

Improve lighting 

Protection of native birds 

Upgrade pathways and bollards 

Improve maintenance levels 

Increase awareness of parks and reserves 
Promote history and significance of parks 
Extend bike trail to Waitomo 

Outside the scope of the question, but worth
noting, were the following comments: 



trust

Satisfied
48.4%

Very Satisfied
24.2%

Very Unsatisfied
13.2%

OK
6.6%

Don't know
5.5%

Unsatisfied
2.2%
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How much do you trust the
Ōtorohanga District Council?

Please tell us the reason for your
trust rating? 

Service and activity 

 undertaken with

consideration, visions, good

advice, good practices by

elected officials and staff 

Staff are helpful,  friendly and

visible in the community

Honest

Improvements are visible in

areas of staff,

communication, and

transparency 

No noise control service 

Calls not returned 

Lack of transparency and

communication 

Rates increases 

Quality of finished jobs

How satisfied are you with
Councils overall performance?  

Satisfied
44%

Very Satisfied
27%

OK
12%

Unsatisfied
10%

Very Unsatisfied
5%

Don't know
2%



annual
library
survey
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survey
demographics
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Ōtorohanga 
93%

Kāwhia
7%

What age group
are you in?

Where do you live?

19-65
53%

65+
43%

Under 12
3%12-18

1%



Very Satisfied
78.8%

Satisfied
14.1%

OK
3%

Themed responses to 

How has the COVID-19 response changed
the way you use the library?  

 
 
 

Changes in opening hours

Increased use of the online resources 

Used Click and Courier service

Use service less frequently 

Stay for a shorter period  

How happy are you with the service
you receive from Library staff?
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Don't 
know

3%
Very

Unsatisfied
1.1%



library
services
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Very Satisfied
78.8%

Satisfied
14.1%

OK
3%

How happy are you with the service you
receive from Library staff?

Don't know
41%

Very Satisfied
39%

Satisfied
14%

OK
6%

How do you rate the collection of books,
DVDs, magazines, and other materials?

How do you rate the Library programmes offered? 
classes, holiday activities, story time, after school activities,

adult reading...

How do you rate our online resources? 
 website, apps, e-books, digital newspapers 

and magazines, digital resources...

Very Satisfied
56.1%Satisfied

29.6%

OK
7.1%

Don't know
7.1%

Don't know
42%

Very Satisfied
30%

Satisfied
23%OK

3%

Unsatisfied
2%

Very
Unsatisfied

1.1%

Don't 
know

3%



Themed answers to How could Council
improve the weekly kerbside
collection? 

Reduce the cost of rubbish bags 

More care to be taken when collecting
rubbish and recycling ensuring
everything is collected 

Replace bags with wheelie bins 

Establish green waste/compost
recycling to divert this waste from
landfill. 

Replace stolen recycling bins for the
elderly 

themed responses to 
questions   

Page nineteen

How could we improve the collection
for you?

How could we improve online
resources for you?   

Improve Kāwhia collection 

Free rural delivery 

Increase collection variety                             

including local history 

Improve website  

Help residents with digital capability 

How could we improve the
programmes for you?   

Advertising or promotion of the

programmes  

How could we improve the printing,
scanning, photocopying, wi-fi and
internet services for you?   

A fax/photocopier at Kāwhia 

Reduce fees for printing/photocopying 

How could we improve the
accessibility for you?   

Increase car parks at Ōtorohanga Library 

A covered area near the entrance of

Ōtorohanga for mobility scooters to park 

Steep entrance to Kāwhia Library 

How could we improve the improve
the functionality of seating, tables,
and furnishings for you?

More space  

Larger library for Kāwhia 

More furniture 

Refurbishment/Repaint 



annual
Housing for
Older
persons
survey
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survey
demographics

4 years +
50%

2-4
29%

1-2 years
21%

Windsor Court, Ōtorohanga
38.4%

Elizabeth Pl, Ōtorohanga
38.4%

Rosamond Tce, Kāwhia
23.2%
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How long have
you lived there?

Where do you live?



comfort &
safety
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Very Satisfied
83%

Satisfied
17%

How comfortable is your unit?

Very Satisfied
82%

Satisfied
18%

To what level do you think your unit is safe?

How satisfied are you with the overall 
condition of your housing unit?

How safe do you feel in your
housing community?

Very Satisfied
83%

Satisfied
17%

Very Satisfied
83%

Satisfied
17%



Service

Very Satisfied
45.5%

Satisfied
27.3%

OK
9.1%

Don't know
9.1%

Very Unsatisfied
9.1%
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If you have made a maintenance request
in the past year, how happy were you

with response time?

How could we improve
the comfort of the unit
for you?   

Kitchen layout and

flooring

To what level do you think that the unit is
warm, dry and weathertight?

Very Satisfied
83%

Satisfied
17%

Very Satisfied
45.5%

Satisfied
30.7%

OK
7.9%

Very Unsatisfied
7.9%

Unsatisfied
7.9%

How satisfied are you with the
lawns and gardens of the communal areas? 

How could we improve
the safety of the unit
for you?   

Increase lighting in

carpark 

How do you think the
lawns and communal
garden could be
improved?   

Increase maintenance

Themed responses to 



annual
Iwi
Relationship
survey
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Satisfied
60%

Very Satisfied
30%

Don't know
10%

It's better
78%

Don't know
22%

survey
Results
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How much do you
trust the

Ōtorohanga
District Council?

Has council improved
its relationships with Iwi leaders

compared to last year?



Themed responses to 
the question ... 
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What is your reason for why council HAS
IMPROVED ITS relationships with Iwi
leaders, OR NOT? What advice can you give council to

improve its authentic, strong and
productive relationships with Iwi
leaders?  

Be transparent 

Engage early and often

Develop policies and templates that

support authentic Iwi/Māori engagement

Regular meetings on council and Iwi

activities and strategic plans seeking

alignment where possible

Be prepared for post settlement economic

growth of Iwi

Ensure Te Tiriti training for staff and elected

members  

Support demonstrated through Iwi COVID response 

Authentic engagement and attendance at hui

Proactive in building partnership with Māori

Positive relationships that are still developing

Support  from council leaders

Genuinely interest in the views of mana whenua 



trust
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Please tell us the reason for your trust rating? 

Council has been responsive and

follows through with commitments

Council are willing to accept new

challenges, embrace opportunities

and learn from mistakes

The relationships are solid

Although improvements are

happening they could happen

faster



Me mahi tahi tātou mō
te oranga o te katoa

We must work together for the
wellbeing of all
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