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2.4 Understanding our Customer’s Needs 
As part of our systems thinking approach, all public calls to Council regarding transportation 
are recorded and trends are monitored quarterly.  A review of public calls in 2017 confirmed 
that the vision and core values remain current.  As Council has improved its workflow and 
processes over the past eight years, the number of calls on what matters to our customers has 
shifted from efficient work practises and quality outcomes to timely intervention and informed 
customers.  This reflects where our effort has been placed in the past. 

The numbers of calls are tracked, with an objective of reducing the number of calls over time.  
A reducing trend indicates that Council is delivering the vision and meeting the core values as 
defined in section 1.4.  A reduction in the number of calls also assists to improve efficiency as 
work can be undertaken in a more co-ordinated, proactive manner rather than in a reactive 
manner.   

Figure 2.2 shows that cumulative annual calls numbers have remained at a largely steady level 
over three of the last four years. Increased numbers of public calls continue to show a clear link 
to weather events.  This can be seen in the rise in calls in the late autumn and winter of 2014, 
2015 and 2017, but also in the rise in calls experienced in January and February 2016 
(significant rainfall events). 

 

 
Figure 2.2   Cumulative Number of Calls per Annum 

 

Calls are also tracked by type to identify the area where more focussed efforts are required.  
Drainage and unsealed roads remain as the two areas experiencing the highest number of 
calls. However, the trend towards a steady number of annual calls is also demonstrating a 
reduction in the variance of the total numbers of calls by type. 

Analysis of calls has identified issues which predictably result in increased calls and the 
subsequent reactive responses being required. This is particularly apparent for call types 
typically associated with autumn and winter conditions experienced on our network, and 
significant rainfall events.  Reductions in calls have occurred due to a more targeted effort in 
addressing these issues before they become a problem. 

However, there is some evidence that calls received over the summer months are trending 
slightly higher over the 2014/15 – 2016/17 periods. 
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Levels of service
The CODC records all calls from the public related to transportation. They identify 
themes and monitor trends from these calls on a quarterly basis. The number of calls 
is tracked, with an objective of reducing the number of calls over time. The council 
also tracks calls by type to identify the area where focused efforts are required. 

Here are some examples: 
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The increase in calls in 2014/15 was due in part to restrictions on our ability to undertake 
proactive drainage work as a result of reduced funding, tight constraints on the grading 
program, and increased demand for improved level of service on some roads. These issues 
were then addressed by targeting work effectively from the start of the 2015-2018 AMP cycle. 

 

 
Figure 2.3   Calls by Fault per Annum 

 

Council also undertakes an annual resident opinion survey where a random selection of 
residents are asked to rate their satisfaction level with Council services.  The past 15 year’s 
results of this survey relating to roading activities are shown in Figure 2.4. 

 

 
Figure 2.4   Resident Opinion Survey Levels of Satisfaction for Transportation Assets 
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The CODC undertakes an annual resident opinion survey where a random group of 
residents is asked to rate their level of satisfaction with services. The results of that survey 
are given below.“ “
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