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Waka Kotahi commissioned Kantar Public (formerly Colmar Brunton)' to undertake a third stakeholder survey to understand how it is perceived by current stakeholders across
a number of areas, and if there has been any changes since the survey in 2020.

The success of most businesses is built on strong relationships that take time
to develop, and are based on trust and respect. Waka Kotahi is no exception. | i

Waka Kotahi has an ongoing need to measure and track its performance on ‘ oapers ;
key stakeholder engagement measures. g

Specific objectives of this research are:

To understand how stakeholders perceive current engagement with Waka
Kotahi.

To identify potential improvements from a stakeholder perspective.

To provide updated measures and change to the baselines found in 2019
to assess shifts in how Waka Kotahi is perceived by stakeholders on a
number of metrics included in the agency’s 2020/21 Position Statement.

1| The joint social research teams across Colmar Brunton and Kantar New Zealand transitioned into Kantar Public (our joint parent company) on 1 July 2021. This means we have a single
research team of around 20 skilled and talented social researchers in Aotearoa, who in turn are supported by the global Kantar Public network.
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1
2 | |
o 0 Respondents were sourced from a list of stakeholders
YY) provided by Waka Kotahi. Nicole Rosie, CE sent a |
prenotification email in advance of the survey invite. I
I
I
31 May to 25 June 2021 Findings based on the full
@ . An initial invite was sent on 31 May, with reminder emails sent on 8, I sample have a margin of
14, and 24 June. | errorof +/-4.8% (at the 95%
Note: Council stakeholders received their initial invite on 8 June, as 31 May I confidence Ievel)'

coincided with the announcement of indicative Council NLTP funding.

The response rate was calculated using the following information.

280/ This response rate is broadly in line with «  Colmar Brunton sent out a total of 1,133 survey invites via email.
(adjust g) C;mgrri,[zg:gg ng?:?;aﬁfgivﬁﬁsze&gn 10 ‘bouncebacks’ (i.e. invalid email addresses) were received from the initial Waka Kotahi CE invite.
adjuste :

(28%). +  Six percent of those surveyed had not interacted within the last 12 months (used to adjust the
response rate).

Individual percentages do not always sum to the ‘nett percentages’.
This is due to rounding.

Differences are reported both at a total level (between 2020 and 2021) and at a sub-group level.

Any differences reported in this research are significant at the 95% confidence level.
Nett figures are reported on the full base, however when the ‘don’t
know’ responses make up a significant proportion of answers, a nett
figure excluding don’t know is also included.

Before the third reminder we cut four banks of questions from the survey in order to reduce the
interview length and maximise the response rate. This cut the survey down to 12 minutes in the
last week of fieldwork.

*Note: 285 stakeholders completed the survey through to Section N (the penultimate section) and were considered to be ‘full completes’. KANTAR PUBLIC 2021 | 3
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Stakeholder ' satisfaction in consistent with 2020. Stakeholder satisfaction with relationship with Waka Kotahi
Sttakgholtdgér;; s?_’lcisfaction(;/yith ’;h?ir ;glatiﬁnship with V(;/?kaﬂK;tahi has heclldt 2021 54 19V I
steady a 0. However, dissatisfaction has increased to o, compared to
2020. This is a general pattern throughout the research, and indicates 2020 A -
increasing polarisation in stakeholders’ views and experiences of Waka 2019 45 - 24 S
Kotahi. Our analysis indicates that this polarisation is not a result of the % Satisfied =% Neutral ~ w% Dissatisfied
timing of the survey coinciding with the most recent round of funding
decisions.

Despite a lack of growth in satisfaction, there have However, there is work to be done in order to standardise the experience that stakeholders are having, and

R L T LR R R A el C A Pl i7X Ml curb the polarisation of their views.

Increasing negative ratings on almost all measures, yet consistent positive ratings, indicate a disparity in the engagement that
stakeholders are receiving from Waka Kotahi.

Stakeholders with a Maori affiliation have
higher than average satisfaction (62%). They
also rate Waka Kotahi more positively than
average across a number of measures.

It is possible that this baseline of negative sentiment is creeping up due to teething issues with the recent introduction of the
regional model at the operational level. A number of stakeholders spontaneously mention issues with the reorganisation (such
as losing their contacts within Waka Kotahi) as detrimentally impacting their relationship with the agency. Additionally, a

Stakeholders are increasingly mentioning greater proportion of stakeholders reference communication issues as a negative aspect of their relationship than in 2020.

strong or improving working relationships with
Waka Kotahi. They are also more likely to feel
that they have access to staff than they did in
2020. This, combined with fewer stakeholders
saying that they have no point of contact at
Waka Kotahi, indicates the good work that the
agency is doing in engaging with their
stakeholders.

Waka Kotahi needs to work to ensure that stakeholders have a clear understanding of who they can engage within their
region as a result of the reorganisation. While there are some improving relationships, ensuring that new points of contact and
structures are communicated is paramount. This should help to bring negative sentiment back down.

Additionally, those interacting with Waka Kotahi for planning / funding tend to rate the agency less positively than average.
Business case submitters are also generally rating the business case process less positively than they did in 2020. Roughly
one-third of stakeholders fall under each of these groups, making lessening negative ratings in these areas an important area
to work on moving forwards.

Normally Waka Kotahi prefer to describe participants as ‘co-funders’ or ‘partners’, but for ease-of-reference, we use the word ‘stakeholder’ to describe the broad group of respondents who participated in this research. 297 stakeholders took part in the survey during the
month of June — the bulk of whom are senior decision-makers who interact with Waka Kotahi on a frequent basis. Respondents come from a range of organisations including local government, infrastructure businesses, representative organisations, emergency
services, central government, and others (e.g. regulatory organisations, Iwi, and research bodies).

2 | Maori affiliation includes stakeholders who: work for a Maori business / a business with strong Maori ownership / values, identify as Maori, or work on Maori projects
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EXECUTIVE SUMMARY: PRIORITY AREAS MOVING FORWARD \7“’£§!§A’;‘5J§E?TAH'

The key pain points for stakeholders remain the same as in 2020. This indicates scope for continued
improvement in those priority areas, highlighted below:

Primary area to focus on and invest
Statistical analysis shows the key
opportunity to improve stakeholder
satisfaction is around being:

Secondary area to focus on and L 0
invest : :
The analysis also shows that there is an I
opportunity to better: : :

\ /)

Audiences to pay particular attention to: »
Throughout the research, some stakeholder groups
consistently rate Waka Kotahi lower than average. /

Waka Kotahi needs to pay particular attention to
how it can better support these audiences and build

e ; ; : ; . Stakeholders involved in
more positive relationships. The audiences include: . . istri
Stakeholders with no Stakeholders from Industry / regional transport planning Stakeholders from District /

- Representative and fundina/investment City Authorities
point of contact’ organisations decigionsz

1| However, this is a shrinking group of stakeholders

2 | Throughout the report, this is referred to as ‘interacting in the Planning & Funding space’ KANTAR PUBLIC 2021 | 6



OVERALL
SATISFACTION AND
PERCEPTIONS OF
WAKA KOTAHI

NZ TRANSPORT
AGENCY

\V‘NA KA KOTAHI




%NAKA KOTAHI

NZ TRANSPORT
AGENCY

OVERALL SATISFACTION

Stakeholders’ satisfaction with their relationship with Waka Kotahi has remained stable following the significant improvement seen in 2020. Overall satisfaction is consistent

with 2020, sitting at 54%. However, there is greater polarisation in 2021, with the proportion dissatisfied with their relationship having increased from 18% in 2020 to 27% in
2021. As in previous years, satisfaction with Waka Kotahi is lower than the average for other similar public sector stakeholder studies.

% NETT % NETT
SATISFIED? % Very satisfied = % Fairly satisfied = % Neither satisfied nor dissatisfied ®% Fairly dissatisfied ®% Very dissatisfied ®% Don't know DISSATISFIEDt
2021 | 54 15 39 19 Vv 21 A 6
A
2020 | 54 13 41 28 15 3
2019 | 45 10 34 24 26 3)
ICANTAR PUBLIC

. o . o o , AV Significantly higher / lower than previous year
Source: QF1:How satisfied or dissatisfied are you with the current relationship your organisation has with Waka Kotahi? KANTAR PUBLIC 2021 | 8
Base: All stakeholders (2021 n=309, 2020 n=297, 2019 n=271). t Nett scores are sometimes slightly different from the face-value sum of their components due to rounding of decimal places (e.g. 10.33% + 34.32% = 45% rounded).
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Stakeholders involved in work nationwide, those with a Maori affiliation, and those with a point of contact at Waka Kotahi are more likely than average to be satisfied. Stakeholders

with no point of contact, District / City authorities, those who submitted a business case, and those interacting in the Planning & Funding space are less likely than average to be
satisfied.

SUBGROUP SIGNIFICANT DIFFERENCES: % SATISFIED Stakeholders involved in
work nationwide

Those who submitted a v
business case AVERAGE: 54%

District / City Authorities Stakeholders with a Maori
affiliation
Those who interact
Stakeholders with no point for Planning & Stakeholders who
of contact Funding have a point of contact
Emergency services (n=18%) 94%
Central government agency (n=19)* 79%
Taloller=1\Y/= 0 Wi (n=11)" 8 of 11
organisational Kl 66%
subgroup satisfaction Bl 48%
scores Local Government? (n=131) 44%
(*caution very small samp|e)1 » District/ City Authorities (n=110) 42%
Regional / Transit Authorities (n=21)* 52%
Industry/representative organisation (n=48) 42%

Source: QF1: How satisfied or dissatisfied are you with the current relationship your organisation has with Waka Kotahi? | Base: All stakeholders (n=309)
1| Satisfaction for Health Agencies or Research Agencies have not been included in this report as the sample size is only 2.
2 | Local Government is the combined grouping of District / City Authorities, and Regional / Transit Authorities

KANTAR PUBLIC 2021 | 9
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Stakeholders without a point of contact continue to be the least satisfied with Waka Kotahi, indicating the need for easy access to staff. Positively, this group has been growing
smaller year-on-year, although they remain a priority area for 2021.

Currently, do you know who to contact at Waka Kotahi to discuss matters, escalate issues, or
raise queries?

Stakeholders who do not have a point of contact at
Waka Kotahi are the least satisfied with their
relationship:

% satisfied =0=% dissatisfied

L)\?:j'
2019 2020 2021

“Project delivery and reporting can be

“Another restructure recently makes it confusing - needs clearer
difficult to know who’s doing what responsibility lines externally which
again.” will reduce escalations to senior
executives.”

“It is hard to find the actual decision makers within the organisation.”

Source: D2
Base: All stakeholders (2021 n=309, 2020 n=297, 2019 n=275)

% Yes m% No m% Not relevant (e.g. not involved in land-transport issues)

2021 86
2020 81
2019 80

SUBGROUP SIGNIFICANT DIFFERENCES: NO POINT OF CONTACT

Less likely to not have a point of contact than
average (12%):

More likely to not have a point of contact than
average (12%):

Stakeholders who have contact Stakeholders with a Maori

less often affiliation
Stakeholders who interact with 180 Stakeholders involved in work
Specialist / Operations staff /o nationwide

Stakeholders who have at

1 kehol
Senior stakeholders least weekly contact

KANTAR PUBLIC 2021 | 10
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This slide summarises the two key areas to focus on to improve overall satisfaction. The next few slides describe how we identified these satisfaction drivers. The key areas of

focus are in line with 2020.

Stakeholders continue to see opportunities to improve the way that
Waka Kotahi works with them by:

1 Agile and * Improving Waka Kotahi processes to be efficient and effective

Responsive Optimise internal . Solving problems and issues when they arise
processes to

maximise support
to stakeholders

Ensuring Waka Kotahi learns from its experiences

" \\ Stakeholders continue to see opportunities to improve the way that
| : Waka Kotahi uses their information by:
: ] * Ensuring Waka Kotahi takes the time to understand stakeholders
1 . . y
: 2 Partner | organisation’s needs
| | Treat « Prioritising those needs appropriately
] | stakeholders as _ o
] : partners rather + Taking stakeholder expertise into account
\\ / than customers
4

Stakeholders continue to want Waka Kotahi to see them as valued partners, and to enjoy a two-way relationship. Waka Kotahi needs to
ensure that stakeholder needs are met by demonstrating their value, whilst also showing the importance of stakeholder knowledge and
expertise in the work that Waka Kotahi does. For some, this relationship is currently more transactional than mutually beneficial.

KANTAR PUBLIC 2021 | 11
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We have undertaken statistical analysis to determine how important different survey items are in determining overall satisfaction. We then mapped their relative importance
against performance to help determine priority actions. The way in which Waka Kotahi works with stakeholders remains a primary area for action and investment. While

staff and communication are areas of strength for Waka Kotahi, they have slightly less of an impact on satisfaction than in 2020.

DRIVERS OF SATISFACTION — KEY THEMES

Attributes in this box have a high performance rating, and
a high impact on satisfaction

Attributes in this box have a lower performance
rating, but a high impact on satisfaction

High Working with Waka

Kotahi —
ACTION: Key focus area, invest celebrate

to increase performance

[ { The drivers of satisfaction have been
J ‘Waka Kotahi staff determine_d through a gorrelation an_alysis.
O We do this by measuring the association
O between two continuous variables (in this
case the question / measure, e.g. Waka
Kotahi staff, and overall satisfaction). The
magnitude of the correlation coefficient
indicates the strength of the association. A
standardized beta coefficient compares the
strength of the effect of each individual
independent variable on satisfaction. The
higher the absolute value of the beta
coefficient (indicated on the Y-axis), the
stronger the effect.

Waka Kotahi
Communication

Impact on satisfaction

Low

Low Agreement with each question High

Source: B1/C1/D1/F1 . 2021 r\:\l 2020 O 2019 KANTAR PUBLIC 2021 | 12

Base: All stakeholders (n=309)
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In line with both 2020 and 2019, having efficient and effective processes, solving problems quickly, and learning from experience all have a high impact on overall satisfaction, but low
performance. Therefore, investing in these areas continues to be a priority in order to increase stakeholder satisfaction. Improving how Waka Kotahi partners with stakeholders — by

prioritising their needs, taking the time to understand their needs, and taking their expertise into account, remains a second priority investment area.

DRIVERS OF SATISFACTION

Attributes in this box have a lower performance rating, but a high Attributes in this box have a high performance rating, and a high
impact on satisfaction impact on satisfaction
. R ~ Committed to working in partnership with your
ngh /, - Takes the time tO\\ organisatlon g

| Prioritises the understand your 1

: needs of your organisation’s |

| organisation needs 1

I appropriately | Shows leadership when appropriate

v ., e e e el N : Staff are collaborative
Learns from its experiences ‘, Takes your expertise into ) Engages in two-way dialogue on matters of importance to your organisation
c ; account when making i .
) o : 'decisions e TS | Staff are focused on solutions
3 Processes are efficient and effective 1 Y D °® oStaff show aninterest in your area of work /
3 1 _ .
% Solves problems and issues quickly ==~~~ "7 7T 7777777~ Staff are responsive when @ @ @ reeion
= when they arise 1 you have problems or Staff engage with the right representatives in your
@ ! Clearly articulates queries sector
(= N 4
) e ——————————————————————————————————— < a long-term
© Openly shares information vision Staff understand the In general, you find it easy to contact relevant staff
= Different parts of Waka Kotahi work transport-related @
= well together ) . ® . needs and concerns
- Staff are provided with an appropriate of your local area @ Staff are knowledgeable
level of decision-making authority Is open ang Engages with you °
transparent about ;pout emersin
key influenceson  trands an% & St?ﬁc beha}/le
funding opportunities in professionaty
your7rr22igquork Clearly communicates transport priorities
Low
Low Agreement with each question High
S :B1/C1/D1/F1
Base: All stakeholders (n=309) B1— WORKING WITH WAKA KOTAHI C1-COMMUNICATION (@) D1-STAFF KANTAR PUBLIC 2021 | 13
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Fifty-eight percent of stakeholders are able to spontaneously name a positive aspect of their relationship with Waka Kotahi. Of these stakeholders, 68% mention Waka

Kotahi staff, once again referencing the strong staff performance ratings. More stakeholders mention positive engagement than in previous years, with references to
accessibility and Waka Kotahi advocating on stakeholders’ behalf having increased since 2020.
-

%

%

NETT STAFF / 43
RELATIONSHIPS 22
Accessibility (staff, nationwide, L _ Ik A 20
information) 36
Open communication / communicates . 131
Staff are engaging / good / decisions / easy to communicate with 12 . 16
committed / helpful / Willing / focused on achieving solutions 9
knowledgeable / honest B 13
Collaborative 17 A
10 12

Advocates for regions / organisations / o
stakeholders 1 I
2 6

Aware it needs to change / has gone
through change / right direction 9

Strong working relationships /
improving relationships

Industry / organisation engagement 11
3 4
N
Responsive 7
Positive interactions 6
. HEE®E Top=2021
Understanding W 5 . P
3 | Middle = 2020
4 m  Bottom =2019
Source: F3: What, if anything, do you consider to be positive or good about your relationship with Waka Kotahi? Sianifi v higher /| h
Base: All stakeholders who provided a positive response (excl. don't know or nothing positive) (2021 n=179, 2020 n=180; 2019 n=180) AV p;gCilc;S:n;garlg er / lower than KANTAR PUBLIC 2021 | 14

Note: responses less than 5% are not charted
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Fifty-three percent of stakeholders are able to spontaneously name a negative aspect of their relationship with Waka Kotahi. This is higher than in 2020 (47%), reinforcing
the higher levels of dissatisfaction. Of these 53%, 58% mention something related to bureaucracy or a lack of responsiveness (reflecting the need to invest in responsive

systems). Positively, fewer stakeholders mention internal structure issues than in 2020. However, more stakeholders reference communications issues (22% compared to
11% in 2020).

0
NETT BUREAUCRACY / UNRESPONSIVENESS

I 19

. Lack of collaboration / partnership 1518
Slow / unresponsive 8
q 14
= 9 Lack of accountability / action on issues 5
Staff changes / don’t know who is responsible C 14 .
i 7,
- . N s Need to improve engagement 3
Political interference / Government policies 8
Hard to establish good working relationships 55
Internal structure issues m 15 . = 5
16 Inconsistent 5
7
i 22
Inward looking cB NETT COMMUNICATION ISSUES TN 224
- 7 o o EE—— 14 A
Don’t know who to contact / who makes decisions l'46 Communications issues / poor communication 12
Centralised structure / lack of regional autonomy  mtem 13 Difficult to get information ™ ¢
-5
R . § Lack of transparency
. ) 5 Difficult to raise issues 124
Inflexible / unagile H 5 40
\ NETT OTHER q
Don’t understand different views l 5 12
5 q A
Lack of funding g
NETT DECISION-MAKING ISSUES ﬂ o —
33 Lack of institutional knowledge 67
. .. 24
Issues with decisions m 29 Confused priorities '357 EEEEE Top = 2021
. o 5 [ ] ] B Middle = 2020
Funding distributions . g Lacking leadership u 25 m Bottom = 2019
Source: F3: What, if anything, do you consider to be negative or bad about your relationship with Waka Kotahi? o )
Base: All stakeholders who provided a response (excl. don't know or nothing negative) (2021 n-165, 2020 n=137; 2019 n=154) AV Significantly higher / lower than KANTAR PUBLIC 2021 | 135

previous year
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Just over one quarter (28%) of stakeholders are willing to advocate for Waka Kotahi — in line with 2020. The proportion of critics remains the same as in 2020 (21%). Advocacy
levels also remain notably lower than for similar public sector stakeholder studies. A number of groups are more likely than average to advocate for Waka Kotahi, including:

Operations-level stakeholders, suppliers, those interacting in the Safety & Regulation space, those interacting with the Auckland / Northland offices, those with a Maori
affiliation, and with a point of contact.

SUBGROUP DIFFERENCES

ADVOCACY FOR WAKA KOTAHI More likely than average to be advocates:

% Operations-level stakeholders ~ 50%
ADVOCATES 17% 30% 28% % | think so well of them, | P °
would speak highly of them Suppliers 48%
4 6 6 without being asked ADVOCATES i °
13 Those interacting in the Safety & 429
% | would speak highly of them Regulation space ’
24 22 if someone asked my opinion 0
28 /0 Those interacting with the Auckland / 38%
Northland offices ’

47 % On balance, | have a neutral
opinion of them, seeing both

positives and negatives Stakeholders with a Maori affiliation —~ 38%
47 49

® % | would be critical of them if Those with a point of contact 31%
someone asked my opinion

® % | think so poorly of them, | Less likely to be advocates:

would be critical without being
——— — 6 | asked CRITICS

2019 2020 2021 m % Don't know

Those with no point of contact 5%
Industry / Representative Organisations 15%

Those interacting with the Tauranga / o
. > 17%
Hamilton offices

Stakeholders with no Maori affiliation 21%

Source: J2: Thinking about everything you know about Waka Kotahi, please click on the statement that best reflects your opinion and perceptions.
Base: All stakeholders (n=307) AW Significantly higher / lower than previous year KANTAR PUBLIC 2021 | 16
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As shown on the earlier drivers analysis slide, learning from experiences, solving problems quickly, and ensuring processes are efficient and effective are the primary areas
of focus. Building partnership relationships will also help increase stakeholder satisfaction.

DRIVERS OF SATISFACTION - INDIVIDUAL MEASURES WORKING WITH WAKA KOTAHI

Attributes in this box have a lower performance rating, but a high Attributes in this box have a high performance rating, and a high
impact on satisfaction impact on satisfaction
. D < Committed to working in partnership with your
High y Takes the time to ¥, organisation
| Prioritises the understand your !
1 needs of your organisation’s |
| organisation needs )
1 appropriately 1 Shows leadership when appropriate
1
P e Sa 1
i Learns from its experiences R 1
1 1 1
S : Takes your expertise into account !
'-3 ! Processes are efficient and effective :when making decisions in your ,'
© ! ) . area_of work / region .7
4 K Solves problems and issues qwckly" “““““““ J/region.
= i when they arise 1
n '\ ]
g N //
©
S Different parts of Waka Kotahi work
£ well together
Low

Low Agreement with each question High

Source: B1/C1/D1/F1

Base: All stakeholders (n=309) D1 - STAFF KANTAR PUBLIC 2021 | 18

B1 - WORKING WITH WAKA KOTAHI C1 - COMMUNICATION .
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The way in which Waka Kotahi works remains a pain point for stakeholders. As seen for overall satisfaction, performance on the key drivers of satisfaction has also
plateaued in 2021. There has been a significant increase in dissatisfaction with ‘prioritising the needs of your organisation’, which has returned to 2019 levels of
disagreement. It is important to be aware that there is a worrying drift upwards in disagreement on many of the drivers, and four of the six are now have higher

disagreement than agreement levels.

ll \‘
i % Agree ——% Disagree 55 52 54 E
: 34 34 36 o) 1
| O —— —0 . 274 22 23 26 30 :
27 31 34
\\ 2019 2020 2021 2019 2020 2021 2019 2020 2021 /I
,/, SECONDARY FOCUS: PARTNER N
! Prioritises the needs of your organisation Takes the time to understand your organisations Takes your expertise into account when making 1
: appropriately needs decisions in your area of work/region E
: % Agree =% Disagree A :
‘ ° 9 °Hisag 49 49 49 49 .
i 41 40 4 30, 41 40 :
‘ 33 O— - O— —0 ]
N 2019 ______2020._________ 2021 ... 2019 . _...2020 ________ 2021 __________.2019 _________ 2020 ________: 2021 ____.
Source: B1: How much do you agree or disagree with each statement about Waka Kotahi? KANTAR PUBLIC 2021 | 19

Base: All stakeholders (n=309) AW Significantly higher / lower than previous year
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WORKING WITH WAKA KOTAHI: POSITIVE SUB-GROUP DIFFERENCES EWAKA KOTAHI

Stakeholders interacting with the Auckland / Northland offices, those with a Maori affiliation, and those interacting with Waka Kotahi operations staff tend to rate working with

Waka Kotahi more positively than average.

Committed to working in | Shows leadership @ Takes your expertise Learns from its Prioritises the needs of Solves problems and Different parts of Processes are
partnership with your where into account when experiences your organisation issues quickly when NZTA work well efficient and
organisation appropriate making decisions appropriately they arise together effective
Total
59% 51% 49% 34% 33% 30% 23% 22%
Agree:

Groups more likely than average to agree

* Those interacting with | ¢ Operations-level * Operations-level e Operations-level * Those who work for a * Those with a Maori * Those who work e Operations-
the Auckland / stakeholders stakeholders (73%) stakeholders (67%) Maori business / business affiliation (41%) for a Maori level
. o . o .
Northland offices (70%) - Suppliers (64%) . Those with a Mori with stro.ng Maori bus!ness/ . stakeholders
(72%) affiliation (44%) ownership values (49%) business with (42%)
. . *  Those with a Maori ? . . . strong Maori
* Those involved in e * Those interacting with the .
. ) affiliation (61%) * Those who have not ownership values
work nationwide submitted a Auckland / Northland 4%
(70%) e Those with at least . offices (46%) (42%)
business case (41%)
weekly contact
(58%)

Source: B1

Base: All stakeholders (n=309) Stars indicate the key drivers of satisfaction that have been identified as needing improvement KANTAR PUBLIC 2021 | 20
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Stakeholders from industry / representative organisation, those interacting in the Planning & Funding space, and District / City Authorities tend to rate working with Waka

Kotahi less positively than average.

Committed to working
in partnership with
your organisation

Total [ 5g,, 51%
Agree:

Groups less likely than average to agree

e Industry / Representative e Industry/
organisation (44%)

(31%)

Source: B1
Base: All stakeholders (n=309)

Takes your expertise
into account when
making decisions

Shows leadership
where appropriate

Representative
organisation

Takes the time to
understand your
organisation’s needs

49% 49%

Those interacting in * Those who

the Planning & submitted a business
Funding space case (40%)

(44%)

Senior stakeholders
(43%)

District / City
Authorities (35%)

Those with less
frequent contact
(37%)

Learns from its

experiences

34%

Mid-level
stakeholders (24%)

Those who have
submitted a
business case (24%)

Prioritises the needs
of your organisation
appropriately

33%

District / City
Authorities (18%)

Those interacting
in the Planning &
Funding space
(28%)

Those who
submitted a
business case
(24%)

Those interacting
with the
Tauranga /
Hamilton offices
(20%)

Stars indicate the key drivers of satisfaction that have been identified as needing improvement

Different parts | Processes are
of NZTA work efficient and
well together effective

23% 22%

* Industry / Rep * District / City
organisation Authorities
(10%) (15%)

* Those
interacting in
the Planning
& Funding
space (16%)

KANTAR PUBLIC 2021 | 21
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DRIVERS OF SATISFACTION: COMMUNICATION o erae
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As shown earlier, the communications attributes have become somewhat less important in driving satisfaction. At an individual level, there are no areas to invest in,

however engaging in two-way dialogue remains an area of strength, to maintain and celebrate.

DRIVERS OF SATISFACTION

Attributes in this box have a lower performance rating, but a high Attributes in this box have a high performance rating, and a high
impact on satisfaction impact on satisfaction
High
Engages in two-
way dialogue on
matters of
@importance to your
c organisation
.0
©
o
2
prer)
»
g Engages with you about emerging trends and opportunities in your area of work /
S Clearly articulates a long-term vision @ region
g P ([ ] ® |s open and transparent about key influences on funding
= Openly shares information
Clearly communicates transport priorities
o
Low
Low Agreement with each question High
Source: B1/C1/D1/F1
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DRIVERS OF SATISFACTION: STAFF \‘7"’@!&@5!29’*”

AGENCY

As with previous years, the key drivers analysis highlights staff performance as an area of strength. There are no key areas to invest in with staff satisfaction, but a number

of areas to maintain and celebrate.

DRIVERS OF SATISFACTION

Attributes in this box have a lower performance rating, but a high Attributes in this box have a high performance rating, and a high
impact on satisfaction impact on satisfaction
High
Staff are collaborative Staff
® understand the
transport- ; ;
c related needs  Staff show an interest in your area of
-3 . and concerns of Work / region
o Staff are focused on solutions @ your local area °®
‘% ()
-2 Staff are responsive when you @ @ Staff engage with the right representatives in
o have problems or queries your sector
c
o
pre)
o
g Staff are provided with an appropriate, In general, you find it easy to contact relevant staff@
level of decision-maki hori
£ evel of decision-making authority Staff are knowledgeable @
Staff behave
professionally
Low

Low Agreement with each question High

Source: B1/C1/D1/F1

Base: All stakeholders (n=309) D1 - STAFF KANTAR PUBLIC 2021 | 25
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FOR MORE INFORMATION

Kantar Public
PLEASE CONTACT: Level 9, 101 Lambton Quay

Wellington 6011

Phone (04) 913 3000




IMPORTANT INFORMATION

Research Association NZ Code of Practice

Kantar Public practitioners are members of the Research Association NZ and are obliged to comply with the Research Association NZ
Code of Practice. A copy of the Code is available from the Executive Secretary or the Complaints Officer of the Society.

Confidentiality
Reports and other records relevant to a Market Research project and provided by the Researcher shall normally be for use solely by the
Client and the Client’s consultants or advisers.

Research Information
Article 25 of the Research Association NZ Code states:
a. The research technique and methods used in a Marketing Research project do not become the property of the Client, who has no
exclusive right to their use.
b. Marketing research proposals, discussion papers and quotations, unless these have been paid for by the client, remain the
property of the Researcher.
c. They must not be disclosed by the Client to any third party, other than to a consultant working for a Client on that project. In
particular, they must not be used by the Client to influence proposals or cost quotations from other researchers.

Publication of a Research Project
Article 31 of the Research Association NZ Code states:
Where a client publishes any of the findings of a research project the client has a responsibility to ensure these are not misleading. The
Researcher must be consulted and agree in advance to the form and content for publication. Where this does not happen the Researcher
is entitled to:

a. Refuse permission for their name to be quoted in connection with the published findings

b. Publish the appropriate details of the project

c. Correct any misleading aspects of the published presentation of the findings

Electronic Copies

Electronic copies of reports, presentations, proposals and other documents must not be altered or amended if that document is still
identified as a Kantar Public document. The authorised original of all electronic copies and hard copies derived from these are to be
retained by Kantar Public.

Kantar Public New Zealand is certified to International Standard ISO 20252 (2012). This project will be/has been completed in compliance
with this International Standard.

This presentation is subject to the detailed terms and conditions of Kantar Public, a copy of which is available on request or online here.

ICANTAR PUBLIC



http://colmarbrunton.co.nz/images/dims/Colmar_Brunton_Terms_&_Conditions_2015.pdf
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