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shortages of water in the summer 
periods. Over six years they have 
experienced drought across five 
summers. On the other hand, only 
recently, in Dunedin, Christchurch, 
Timaru and Otago there has been 
'once in 500-year' flooding events. 

The impacts of climate change 
will likely increase the severity 
of such extreme conditions, 
impacting the water sector. For 
example, Auckland's Ardmore 
Water Treatment Plan has been 
affected by recent storms in the city 
which have significantly reduced 
its treatment capacity and placed 
significant pressure on the system. 

The New Zealand Water Consumer 
Survey sought consumer perception 
on water sources. The Survey 
also sought information on 
concerns for water shortage from 
New Zealanders at both local and 
whole-of-country scale. 

Results summary 

When asked about the source of 
water for their usual residence, 
36% of respondents thought they 
received most of their water from a 
dam or reservoir, 18% selected river 
abstraction and 16% from a bore or 
groundwater source. The majority 
of New Zealanders do receive their 
water from surface water (dams or 
reservoirs) , rivers and groundwater. 
However 9% were unsure where 
their water is sourced from . 

Concern about water shortage 
across the country is widespread. 
More than four out of every five 
respondents (87%) were somewhat 
to very concerned about water 
shortage in the whole of New 
Zealand . Concerns about water 
shortage at a local area level were 
also high, with 76% of respondents 
somewhat to very concerned . 

Concern about water shortage is 
consistently high across participants 
in city/urban , regional centres 
and rural locations . Results for 
respondents in rural areas were 
slightly higher at 89% (compared to 
86% in urban and regional centres) 
in the concern for New Zealand 
as a whole category. This is an 
opportunity for water suppliers 
to engage with the community to 
share water resource management 
initiatives with their customers. 

Where does your water come from? 

36% 

A dam or reservoir 

16% 

A bore or groundwater source 

18% 

River abstraction 

• A rainwater tank 

-A combination of the above 

II 
Other source 

-Unsure 

lw, 
No response 
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Where water actually comes from: 

• Groundwater 32% 

• Dam or Reservoir 5% 

• Surface Water 63% 

(Rivers and Lakes) 

RESULTS 

Based on research produced for 
the Ministry for the Environment 
(Aqualinc Research , 2011 ), 
consumptive water allocation in 
New Zealand can be attributed to 
the following three sources: 

• Surface water, i.e. rivers and lakes 
(approximately two thirds) 

• Groundwater (approximately a third) 

• Reservoirs or dams, largely fed by 
rivers (5%) 

This data is based on consented 
water allocation , rather than 
consumption . It provides an 
understanding of where our water 
is sourced from , but is not a precise 
measure and does not take into 
account direct sources , for example 
rainwater collection/rainwater tanks. 

Sources of water vary significantly 
from region to region , with most 
of Auckland's water sourced from 
reservoirs , whereas Canterbury's 
water source is a split between 
groundwater and surface water. 
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How concerned are you about water shortage? 

In New Zealand 

In your local area 23% 

0% 25% 50% 75% 100% 

• Very concerned Concerned • Somewhat concerned • Not concerned at all Unsure 

RESULTS There is significant concern about 
water shortage in New Zealand, both 
on a whole-of-country scale and a 
local scale. The availability of water 
is important to New Zealanders and 

How concerned are you about water shortage - urban vs rural? 

Somewhat 
to very 
concerned 
responses 

City/urban Regional centre 

Given the concern for water 
shortages , it is interesting to 
explore how respondents feel 

the vast majority are concerned 
about the sustainability of supply, 
regardless of whether they live in a 
rural or urban environment. 

Rural or sma ll community 

about personal water use. 
Perceptions on saving water are 
considered in the next sect ion . 

19 



32

20 

SAVING WATER 

Context 

Public awareness of the importance 
of saving water has increased in the 
past decade. This is due to initiatives 
from government, local councils 
and a general rising awareness 
of environmental conservation . 

In 2003 the government created 
the Sustainable Water Programme 
of Action, which is coordinated by 
the Ministry for the Environment and 
the Ministry for Primary Industries. 
This was driven by the need to 
manage increasing demands for 
potable water in New Zealand. 

Increasing population, climate 
change and challenges in 
water resource management 
will further escalate the need 
for water efficiency. 

A lack of knowledge about how 
much water is used, is a key issue. 
Without water meters, it is hard to 
drive effective behavioural change. 

Water efficiency and being more 
aware of water use reduces 
wastage. There are many ways to 
be more water efficient in the home 
and at work. These initiatives vary 
from everyday habits, for example 
shorter showers or switching 
off the tap when brushing teeth , 
to installing efficient fixtures 
and using recycled water. 

The survey sought information on 
what motivates people to save 
water; what respondents currently 
do to save water; and how well 
consumers believe water suppliers 
are assisting with water efficiency. 

Results summary 

Concern about saving water is 
a high priority for the majority 
of respondents and there are 

several key motivators. The 
main driver for respondents to 
save water is "doing their bit for 
the environment", with 67% of 
respondents selecting this . Saving 
money is also a driver for 35% of 
respondents to reduce water use. 

Auckland is the only region 
in the country where saving 
money is a greater motivator 
than environmental concerns, 
for respondents over 30 years 
old . This may be due to the fact 
that many Auckland residents 
are charged for both water and 
wastewater on a volumetric 
basis and therefore have 
closer scrutiny of costs. 

The vast majority of respondents 
are conscious about saving water 
and already do something to 
reduce water use. Respondents 
take everyday initiatives to save 
water at home, including waiting 
for a full load before using the 
dishwasher or washing machine 
(74%) , and turning the tap off 
when brushing teeth (73% ). 

Only 32% of respondents 
believe that their water supplier 
is good at helping consumers 
save water in the home. 

There is scope for water suppliers 
to undertake further initiatives to 
assist and motivate the community 
to become more water efficient. 
This is reflected in the responses 
of "government rebate" and "offers 
from my water provider to install 
water saving devices" motivating 
respondents to save water. 
Installing water meters would allow 
water suppliers to know where and 
when water is used and to help to 
better manage demand. It will also 
encourage water consumers to 

ATTACHMENT Ia) 

take responsibility for their usage 
and save water more effectively. 

What motivates you to save 
water? Please tick all that apply. 

67% 

To do my bit for the environment 

36% 

Water is scarce so I should use less 

35% 

Save money 

-Water restriction notices 

II 
No response 

II 
I don't really worry about saving water 

I s% 
Offers from my water provider to 
install water saving devices 

14% 
Government 

RESULTS 

The majority of respondents are 
motivated to save water, with only 
4% not concerned with saving water. 
The major driver for respondents is 
to do their bit for the environment 
with 67% of respondents selecting 
this . This is consistent across all age 
groups. 36% of respondents also 
believe water is scarce, so we should 
be using less. Another key driver 
is saving money for consumers, 
with 35% reducing water use to 
save money. 

More than one in five respondents 
(21 %) savewateron a "reactive" 
basis , saving water when there 
are water restriction notices. 
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Five per cent of respondents save 
water if there are offers from their 
water provider to install water 
efficient devices and 4% when 
there is a government rebate. 

From a regional perspective, 
Auckland is the only region 
in the country where saving 
money is the highest motivator. 
In Auckland, where water and 
wastewater is generally metered 
and charged for on a volumetric 
basis , the leading driver is to 
save money at 68% , followed by 
environmental concerns at 66% . 

However, this motivator 
is for age groups over 
30, with those aged 
18-30 concerned more 
for the environment. 

Interestingly, this is not reflected 
in other areas with volumetric 
water charging , with areas such 
as Bay of Plenty, Nelson and 
Northland noting environmental 
concern as their highest motivator. 
These areas however do not have 
volumetric wastewater charging 
in place like Auckland . Motivators 
to save money are the lowest 
in Canterbury, Hawke's Bay, 
Marlborough and the West Coast. 
In these regions , respondents do 
not generally pay for water on a 
volumetric basis or pay at all. 

The vast majority of respondents 
are conscious about saving water 
and currently do something to 
reduce water use. Only 2% of 
respondents don't take any action 

Thinking about your water supplier, how would you rate their performance on 
"Helping your house to become more water efficient" 

0% 10% 20% 30% 40% 50% 60% 
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to reduce water use at home. Four 
out offive (80%) respondents take 
everyday initiatives to save water 
at home, including waiting for a full 
load before using the dishwasher 
orwashing machine (74%) and 
turning the tap off when brushing 
teeth (73%). 54% of respondents 
take shorter showers and 67% of 
respondents will fix leaking taps. 

A significant proportion of 
respondents go the "extra step" in 
saving water, with 26% installing 
water efficient taps and shower 
heads, 19% monitoring water 
use regularly and 4% using a 
greywater capture system. 

70% 80% 90% 100% 

• Verygood Good • Average or fair • Poor • Very poor Unsure 

RESULTS 

There is a wide variance in consumer 
beliefs regarding water supplier's 
performance in helping with water 
efficiency. Thirty-two per cent of 
respondents bel ieve their water 
supplier does a "good" or "very 
good" job at helping them be more 
water efficient at home. More than 
two in five people (46%), believe 

thei r water supplier could do better, 
rating them as either "average 
or fair", "poor" or "very poor". 

Water suppliers have provided a 
varying degree of resources for 
the community including rebates 
and water efficiency publications. 
Water providers could consider 
doing more to educate people about 
water availability, sustainability 
and how to be water efficient. 
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turn off tap while 
brushing teeth 

wait for a full load 
before turning on 
dishwasher or 
washing machine 
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In New Zealand, free access 

to clean water is considered 

a fundamental right. The 

current government's view 

(September 2017) is that no 

one owns water and there is 

no fixed cost or price allocated 

to the physical resource of 

water itself. 

Under the Resource Management 
Act(1991 ), local councils, who have 
authority over water allocation, 
can charge only to recover 
the costs involved in treating, 
transferring, maintaining and 
operating water infrastructure. 

Free access to clean water is 
considered a fundamental right. This 
is potentially a contributing factor for 
the high water usage per capita and 
economic incentives could lead to 
more efficient water usage practices. 

This issue attracts strong opinions 
both in New Zealand and globally. 
Parliamentary Commissioner for 
the Environment, Jan Wright, says 
pricing water makes economic sense 
where it is scarce and used for 
production. Having a price on water 
could result in better allocation and 
management of water resources. 
Currently water is allocated on 
a "first come, first served" basis, 
resulting in inefficiency and a third 
of allocated holdings being unused. 

The New Zealand Water Consumer 
Survey investigated consumer 
perceptions regarding billing of 
water; attitudes to the price of water; 
and whether or not consumers 
believe there should be a cost when 
taking water from the environment. 

VALUE 

Context 

Pricing of an essential service 
presents challenges to the 
industry and government. In 
New Zealand, there is no fixed 
cost or price allocated to the 
physical resource of water itself. 

The survey sought to investigate 
consumers' perception on the 
value of water in New Zealand 
and if respondents are aware 
of how much they pay for their 
water. Furthermore, respondent's 
consideration of the impact of cost 
on their usage and perception of 
value for money was surveyed. 
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Results summary 

New Zealand consumers have 
varying opinions on water pricing . 
Fourty-three per cent think the 
pricing of water is "about right", 
whilst 31% believe it is too high 
and 9% believe it is too low. The 
response changes depending on 
region , for example in Auckland 
where water and wastewater is 
charged on a volumetric basis , a 
larger percentage of people believe 
the price of water is too high (45%) 

and fewer people are "unsure". 
In other regions, where water is not 
charged volumetrically, more of the 
population is "unsure". 

Respondents had varying responses 
on whether the cost of water 
impacts how much they use. 
Fifty-nine per cent of respondents 
agree that the cost of water has 
an impact on how much they use, 
whereas 14% disagree. This is 
greater in areas where water is 
charged on a volumetric basis . 

How would you describe the price of water? 

0% 10% 20% 30% 40% 50% 60% 

WATE ATTAOiMENT raJ 

Hence, increasing the cost of water 
will likely decrease water usage and 
result in more efficient uses of water, 
although the degree of elasticity 
depends on several socio-economic 
factors . As explored in the previous 
section , respondents are concerned 
about water shortages and therefore 
there are people likely to see 
value in water pricing reflecting 
the scarcity of the resource. 

70% 80% 90% 100% 

• Much too high Too high • About right • Too low • Much too low Unsure 

Please indicate whether you agree or disagree which each of the following statements on water pricing. 

The cost of water is good 
value for money when 

compared with other services 
(e.g. electricity, gas, telephones) 

The cost of water has an 
impact on how much you use 

• Strongly agree 

22% 

0% 25% 50% 75% 

Agree • Neither agree nor disagree • Disagree • Strongly disagree 

100% 

Unsure 

25 
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RESULTS 

Respondents were divided as to 
whether current prices are too high 
or low and whether the price of 
water is value for money. Fourty
three per cent think the pricing 
of water is "about right", whilst 
31% believe it is too high and 9% 
believe it is too low. Similarly, 42% 
of respondents believe the cost 
of water is good value for money 
when compared with other services 
and 12% do not think water is value 
for money. 

There is a significant proportion of 
respondents who are "unsure" about 
the price of water. Seventeen per 
cent are unsure about it and one in 
five respondents (20%) are unsure 
about the value for money. This 
is an opportunity for engagement 
with consumers to further inform 
them of what they are paying for, 
by for example breaking down 
bills and benchmarking pricing . 

These responses all change 
depending on region , for example 
in Auckland where water and 
wastewater is charged on a 
volumetric basis , a larger percent 
of respondents believe the water 
price is too high (45%) and less 
respondents are "unsure". In 
other regions , where water is 
not charged volumetrically, more 
of the population is "unsure". 

The cost of water appears to 
have a significant impact on 
how much water is used. Almost 
three in five (59%) respondents 
bel ieve that the cost of water 
affects the amount they use. 

Based on these results , changing the 
cost of water will likely affect water 
usage. Increasing the cost of water 
may reduce usage of water and also 
increase efficiency of allocation. 

TRANSPARENCY 

Context 

In New Zealand, water pricing for 
consumers varies from region to 
region. Most water suppliers charge 
for the water they supply, either 
as part of rates or on a volumetric 
basis via a water bill. In some areas, 
consumers pay a fixed charge for 
their water. Some consumers don't 
pay anything for their water. 

This variance leads to varying 
perceptions on the value of water. 

There is a growing desire for 
transparency in water pricing and 
flexibility of choice. Additionally, 
there is national interest in 
putting a price on water for all 
users with the belief that this 
will create greater incentive to 
use the available resources in 
a more efficient, sustainable 
and less wasteful manner. 

The Water Consumer Survey sought 
to understand how consumers 
currently pay and how they would 
prefer to pay, as well as their 
satisfaction with water providers. 

ATTACHMENT lfi) 

Results summary 

A large proportion of New Zealanders 
believe that pricing of water should 
be based on how much water is used 
rather than a fixed charge. More 
than three in five respondents (63%) 
agree that they would prefer to pay 
for how much water they use rather 
than a fixed charge. Regions where 
there are no volumetric charges have 
a stronger response, with more of 
the respondents strongly agreeing . 

This is consistent with the discussion 
regarding water billing and a 
general desire for water to be 
priced on a value basis. However 
from the "Value" section, it appears 
approximately 74% of people also 
believe that the price is "about 
right" or "too high". This raises the 
question of whether respondents 
are aware of what they are paying 
and what is currently being charged . 

This can be seen as a driver 
for water metering and greater 
knowledge of the volume of 
water being used. Additionally, 
water suppliers could consider 
undertaking educational campaigns 
to address the large proportion 
of respondents who are unsure 
about the specifics of their water 
bills, or additional information 
could be provided in the bill 
itself, as well as benchmarking 
pricing against other services. 

In addition to this , more than 
half the respondents (55%) are 
happy with the current billing 
and payment processes. 
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Are you billed 
for water usage 

at home? 

ATTAOiMENT lfi] 

Yes, I pay a variable monthly 
or quarterly water bill based 

on how much I use 
59% 

Yes, water is 
included in my rates 

No, I do not pay for water -

Other B3 
Yes, I pay a fixed amount for 

my water bill regardless • 3% 
of how much water I use 

Unsure 11% 

I:G\*1 

25% 

I I 

I I 
Ill 
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RESULTS 

The method of paying for water varies 
across New Zealand. Fifty-nine per 

cent of respondents believed they 
pay a variable monthly or quarterly 
bill based on how much they use. 
Only 3% of respondents pay a fixed 
amount for their water bill regardless 
of how much water they use, 
however 25% of respondents believe 
water is included in their rates. 

Seven percent (7%) of respondents do 
not pay for water. Thirteen per cent of 
these respondents receive their water 
from rainwater tanks, 12% receive 
their water from river abstraction 
and 32% from bore or ground 
watersource. Fifteen percent (15%) 
of these respondents are unsure 
where their water comes from. 

Consumer perceptions appear 
to be aligning with a desire for 
transparent pricing . More than three 
in five respondents (63%) agree 

that they would prefer to pay for 
how much water they use rather 
than a fixed charge. One in four 
respondents (25%) neither agree or 
disagree or are unsure and 12% of 
respondents disagree and would 
prefer to pay a fixed charge. 

Pay-for-use pricing could support 
demand management and water 
resource allocations. In cities 
where there are large infrastructure 
upgrades it would also help in terms 
of pricing models that would drive 
behaviour. For example, smart 
water meters with peak and off
peak pricing models would help 
incentivise customers to use water 
in low demand periods , thereby 
delaying or reducing needs for 
costly infrastructure upgrades. 

More than half the respondents 
(55%) are happy with the current 

billing and payment process. Eleven 
per cent believe the water suppliers 
are average or fair. Almost one in 
three respondents (31 %) are unsure. 
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CHARGING FOR TAKING WATER 

Context 

In New Zealand, there is no charge 
for the physical resource of water. 
Under the Resource Management 
Act(1991 ), local councils, who have 
authority over water allocation, can 
charge only to recover the costs 
involved in treating, transferring, 
maintaining and operating 
water infrastructure. The current 
government's view, (September 
2017) is that no one owns water 
and there is no fixed cost or price 
allocated to the physical resource of 
water itself. 

In the cases where consumers pay 
a fixed charge for potable water or 
have their own water abstraction 
method, they can use as much water 
as they like, at minimal cost. 

This issue has become highly 
debated in New Zealand recently, 
with the spotlight focussing on 
commercial users, particularly water 
bottlers, paying minimal charges for 
water abstraction . 

The survey sought respondents' 
perceptions on these controversial 
issues and if there should be a 
charge for taking water, particularly 
where profit is made from 
commercial activities. 

Results summary 

New Zealanders responded 
strongly to the need for a charge for 
abstracting water, with almost nine in 
ten (89%) respondents agreeing that 
there should be a cost when taking 
water from the environment for 
bottled water and similar industries. 
Similarly, 77% of respondents agreed 
that there should be a cost when 
taking water from the environment 
for agriculture and horticulture. 
This is generally consistent across 
urban, regional and rural areas. 

Almost three in five people (59%) 
believe that there should be a 
cost when taking water from 
the environment for all users. 
This is less than the response 
for commercial activities , 
however still relatively high. 

What are you paying for in your water bill? Please tick all that apply. 

The water I use 

Maintenance of water assets 

The treatment of water 

Delivery of water 

Unsure 

0% 10% 20% 
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Fourty-two per cent believe they 
are paying for the water they 
use and 15% of respondents 
are unsure of what they are 
paying for in their water bill. 

Respondents are therefore 
generally in favour of paying for 
what they use, however there is a 
proportion of consumers who are 
unsure what they are paying for. 

Water suppliers could consider 
undertaking educational campaigns 
to address the large proportion 
of respondents who are unsure 
about the specifics of their water 
bills, or additional information 
could be provided in the bill itself. 

Furthermore, respondents 
believe that there should be 
a cost to take water from the 
environment, particularly if it 
is for a commercial activity. 

30% 40% 50% 
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When used for bottled water 
and similar industries (%) 

When used for 
agriculture and horticulture (%) 

For all users (%) 

I I I I 
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Strongly agree, or 
agree responses 

There should be a cost 
when taking water 
from the environment 
for all users 

There should be a cost 
when taking water 
from the environment 
for agriculture and 
horticulture 

There should be a cost 
when taking water 
from the environment 
for bottled water and 
similar industries 

City/urban Regional centre 

RESULTS 

New Zealanders have responded 
strongly to the need for a charge 
for abstracting water, with almost 
nine in ten (89%) respondents 
agreeing that there should be a 
cost when taking water from the 
environment for bottled water and 
similar industries. Seventy-seven 
per cent of respondents agreed that 
there should be a cost when taking 
water from the environment for 
agriculture and horticulture. Almost 
three in five people (59%) believe 

ATTACHMENT 18] 

Rural or small community 

that there should be a cost when 
taking water from the environment 
for all users. Th is is less than the 
response for commercial activities, 
however still relatively high. 

Interestingly, these responses are 
consistent across city, regional 
and rural regions . There was a 
very strong response country
wide for this issue. Respondents , 
widespread , believe that there 
should be a cost to take water 
from the environment particularly 
if it is for a commercial activity. 
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The customer is seen as 

a significant influence in 

shaping the water industry. 

Customers are the heart 

of the industry and drive 

the future. As technology 

changes and communication 

increasingly becomes digital, 

so do customer demands. 

Customer service has always 
been important to water suppliers. 
However there is an increasing 
focus on being customer-centric and 
responding to customer needs. 

The customer experience and 
the service expectation of 
customers continues to grow as 
organisations, including those 
outside of the water industry, 
invest in innovation to improve 
the customer experience. As this 
investment grows, it further raises 
the expectations of the customers. 

These expectations are set by the 
interactions they have with all the 
various organisations they deal 
with on a daily basis. Price alone 
is not the only significant metric, 
with an ever growing number of 
organisations seeking to differentiate 
on service delivery and reliability. 

Furthermore, in a technologically 
changing environment, customer 
expectations of communication 
methods, availability of data and 
timeliness is rapidly increasing. 
Industry needs to now support a 
wide array of customer contact 

ATTACHMENTifi) 

points, from the traditional 
(telephone and email) to digital 
channels including web, mobile 
(including apps) and social media. 

Understanding the customer 
will be key to providing the 
response that is expected. 

WATER QUALITY 

Context 

The quality of water is central 
to the role of water suppliers. 
Water suppliers are responsible 
for abstracting, treating and 
transferring clean drinking water. 
This water is treated to the 
Drinking Water Standards for 
New Zealand 2005 (revised 2008). 

Water quality is becoming an 
increasing concern. Recently, 
media has brought to light 
cases of contaminated water 
being consumed, especially 
in regional and rural areas. 

There has been considerable 
media coverage of a recent 
contamination event in the town 
of Havelock North, where it is 
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believed that heavy rain washed 
livestock faeces into a surface 
pond, which then contaminated a 
nearby water bore. This resulted in 
over 5,000 cases of gastroenteritis 
and a government inquiry. 

Impacts of climate change, including 
increased extreme events, will 
likely further impact water quality. 
Lower flows in summer and higher 
temperatures could result in algal 
growth. Extreme flooding events 
could result in sewer overflows and 
contamination of water sources. 

The survey sought to understand 
consumer perceptions of the 
quality of potable water supplied. 

Results summary 

New Zealanders have a 
high confidence in the 
quality of water 
supplied. More than four 
in five respondents 
(83%) are confident that 

their water suppliers provide high 
quality drinking water. 

The level of confidence varies 
depending on the participant's 
environment. Eighty-seven per 
cent of respondents in urban areas 
selected "good" or "very good". This 
reduces to 64% for those in rural 
areas. This is potentially due to the 
media bringing attention to cases 

Does the water supplied to your home ever ... (Please tick all that apply.) 

taste different 

1 

WAH ATTAOiMENT raJ 

of contaminated sources of water in 
rural areas and the quality of water. 
Almost half of respondents in rural 
or regional areas (42%) experience 
changes in the look, taste or smell 
of their drinking water. Respondents 
in urban or city areas generally 
experience a higher quality of water 
than those in rural or reg ional areas. 

Respondents see drinking water 
quality as a high priority with 89% 
somewhat to very concerned 
about drinking water quality in 
New Zealand and 76% somewhat 
to very concerned about drinking 
water quality in their local area. This 
is highest in rural and regional areas . 

o/o 
look different n e f the above 

smell different 

35 
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RESULTS 

More than three in five respondents 
(62%) notice no changes to the 
water quality supplied to their home. 
However, approximately a third 
(34%) of respondents have noticed 
the water supply to their home 
tasted different, looked different or 
discoloured or smelled different. 

This varies depending on the 
region , with respondents living 
in regional centres and rural or 
small communities experiencing 
greater changes in water quality: 
42% of people in these regions 
have experienced changes in 
water quality. 

Thinking about your water supplier, how would you rate their performance on 
"Providing high quality drinking water?" 

0% 10% 20% 30% 40% 50% 60% 

ATTACHMENT lfi] 

Due to the concern from 
respondents regarding the drinking 
water quality, it is important that 
water suppliers to continue to 
maintain a high standard of drinking 
water quality, with a particular focus 
on regional and rural areas. 

70% 80% 90% 100% 

• Very good Good • Average to fair • Poor • Very poor Unsure 

RESULTS 

More than four in five respondents 
(83%) are confident that their water 
suppl iers provide high quality 
drinking water. Ten per cent of 
respondents believe the water 
suppliers have an "average or fair" 
performance in providing high quality 
drinking water and 5% believe they 
have "poor performance". 

Thinking about your water supplier, how would you rate their performance on 
"Providing high quality drinking water- urban vs rural?" 

Very good 
or good 
responses 

City/urban Reg ion a I centre 

The level of confidence varies 
depending on the participant's 
environment. Eight seven percent 
(87%) of respondents in urban areas 
selected "good" or "very good". This 
reduces to 78% in regional centres 
and 64% for those in rural areas . 

The majority of consumers 
are confident in water 
suppliers' performance. 

Rural or small community 
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How concerned are you about drinking water quality? 

In New Zealand 

In your local area 

I I I 
Very Concerned Somewhat Not concerned Unsure 

concerned concerned at all 

RESULTS 

Drinking water quality is a priority for New Zealanders, with 
89% somewhat to very concerned about drinking water quality 
in New Zealand and 76% somewhat to very concerned about 
drinking water quality in their local area. Those in regional and 
rural areas are most concerned about the drinking water quality. 

The majority of respondents see water qua l.it.~ i+l. !jilil&ral 
as central to a positive customer experienc e. 

AlTACHMENTial 

"In general 
the water 
quality in 
New Zealand 
is good but 
government 
help is 
required 
to enable 
smaller 
communities 
to bring 
themselves 
up to 
standard." 
CONSUMER 
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SERVICE DELIVERY 

Context 

Customer service is a priority for 
most organisations, including 
the water industry. Expectations 
regarding level of service 
continue to grow as organisations 
invest in innovation to improve 
the customer experience. 

Price alone is not the only significant 
metric, with an ever growing 
number of organisations seeking 
to differentiate on service delivery 
and reliability. Understanding the 
customer will be key to providing 
the response that is expected. 

Many organisations are 
currently striving to become 
more customer-centric. 

Results summary 

In general, respondents believe 
water suppliers are either good or 
very good at what can be included 
as the "core" requirements of a 
water supplier- scoring highly in 
consumer confidence, including 
the quality of water (83%), billing 
and payment processes (55%) and 
reliabilityofservice(57%) . 

Almost three in five respondents 
(58%) also believe that water 
suppliers provide high quality 
customer service. This is higher in 
urban or city centres than rural or 
small communities. 

Areas that are not "traditional" 
requirements of the water supplier 
are fast becoming imperative to the 
industry, and this is where there 
is most scope for water suppliers 
to improve. Only approximately 

VI 17 

ATTAOiMENTI8] 

one in three respondents (32%) 
believe water suppliers are helping 
them become more water efficient, 
27% of respondents are confident 
in water suppliers providing 
new connections and 42% of 
respondents believe water suppliers 
are environmentally responsible. 

There is an overall confidence in 
the performance of water suppliers . 
However there is scope to improve 
in areas that are important to 
consumers and a requirement to 
involve consumers in this process. 
The changing priorities of consumers 
are evident, especially towards an 
environmental focus. Consumers will 
hold water suppliers accountable 
for their responsibilities, particularly 
towards the environment. This is 
an opportunity for water suppliers 
to take initiative and work towards 
consumer expectations. 

Thinking about your water supplier, how would you rate their performance on the following areas? 

Providing high quality drinking water 

Providing high quality customer service 

Being efficiently managed 

Being environmentally responsible 

Providing reliable service and 
responding quickly to faults 

Providing new connections 

Billing and payment processes 

Helping your house to become 
more water efficient 

Informing you of suppy interruptions 
or service changes 

• Very good 

0% 

Good 

20% 40% 60% 80% 100% 

• Average or fair • Poor • Very poor Unsure 

39 
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RESULTS 

Respondents believe their water 
suppliers provide high quality 
drinking water (83%) and provide 
a high quality customer service 
(58%). This reduces to 53% in 
regional centres and 49% in rural 
and small communities. This is also 
significantly higher (76%) in our 
largest urban area, Auckland . 

Respondents are reasonably 
confident in reliability of service 
(57%) and billing and payment 
processes (55%). This confidence in 
reliability of service reduces in rural 
and small communities to 48% . 

There is much scope to improve 
in areas that are increasingly 
becoming priorities for consumers. 
Only one in three respondents 
(32%) believe water suppliers are 
helping them become more water 
efficient, approximately one in 
four (27%) are confident in water 
suppliers providing new connections 
and approximately two in five 
respondents (42%) believe water 
suppliers are environmentally 
responsible. This is generally 
consistent across the country. 

There is an opportunity for water 
suppliers to take responsibility for 
their environmental impacts and 
meet consumer expectations. 

COMMUNICATION 

Context 

As organisations push to 
become more customer-centric, 
it is important to understand 
what consumers think about 
current communication practices 
and how they would like to 
be communicated with. 

In a fast-paced, technologically 
evolving environment, customers' 
priorities and expectations 
are changing. Communication 
can either increase customer 
satisfaction, or frustrate customers, 
depending on how it is undertaken. 
This applies to frequency of 
communication as well as method. 

The survey sought to understand 
how customers view communication 
by water suppliers and understand 
communication preferences. 

Results summary 

More than half of respondents 
(55%) believe the communication 
from water suppliers is currently 
"about right". Approximately 
one in three respondents (34%) 
would prefer more communication 
from water utilities . 

r ? How much communication do you want to receive from your water supp 1er. 

• A lot more More Currently about right 

ATTACHMENT Ia] 

There was a strong response in 
method of communication with 
66% of respondents selecting their 
preferred method of communication 
as email. This is consistent across 
all age groups, from 18 to 70+. Mail 
and social media are other forms 
of communication selected by 
respondents , with phone calls and 
text messages the least popular 
overall . Approximately one in four 
respondents (23%) would like to be 
communicated via mail and one in 
five respondents (20%) would like 
to communicate via social media. 

Those under 50 years of age 
also prefer social media and mail , 
whilst those above 50 years of 
age prefer mail and phone calls . 

This feedback is valuable to water 
providers in terms of reviewing 
and improving their approach to 
customer interaction. This is an 
opportunity for water suppliers 
to tailor their communication 
interfaces for different generations . 
For example to engage more 
effectively with the younger 
generation water suppliers can 
invest in digital tools , such as apps , 
web interfaces and social media. 

100% 

• Less • A lot less Unsure 
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The future is uncertain for 

every industry, including the 

water industry.ln a changing 

world, with innovative 

technology, increasing 

urbanisation, mass migration 

and climate change, water 

suppliers must be resilient 

to shock and adapfive 

to change. 

In a time of rapid change, the 
future is likely to be completely 
different from the world today. 
Social, technological, economic, 
environmental and political trends 
are likely to look unrecognisable. 

The population of New Zealand is 
growing fast with rapid urbanisation 
shifting the population from rural to 
urban centres. The water industry 
needs to provide resources for 
the growing population. The aging 
population trend across New Zealand 
will see the median age rise by 2050 
from 36 years to 43 years and the 
percentage of the population over 
60risesignificantly(StatsNZ,2011 ). 
Such changes will change the focus 
of the services industry and impact 
water demand. 

There is also a trend towards 
increasing responsibility for 
the environment and health. 
As observed already in this survey, 
respondents are concerned with 
the environmental impacts and will 
hold water suppliers accountable 
for their environmental concern and 
water quality. 

The water industry is likely to 
be affected by a technologically 
changing world. Smart meters, 
electronic leak detection and 
smart network analysis will enable 
networks to automatically respond 
to change. Big data will enable water 
suppliers to better understand the 
complex analytics behind various 
issues, including water supply 
and demand. 

Climate change will be a major 
factor for New Zealand and a large 
proportion of impacts will be felt 
through water. The Ministry for 
the Environment has provided 
projections on how each region of 
New Zealand, as well as the country 
as a whole, could be affected by 
climate change. There will be more 
extreme events and variability
flooding and storms will become 
more intense, drought will affect the 
eastern regions of New Zealand, 
rising sea levels and river flows will 
impact water infrastructure and water 
quality. Longer summers and higher 
temperatures, reducing soil moisture 
and groundwater supply, will impact 
water supply. It is important for water 
suppliers to adapt to such changes. 
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