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1 Executive Summary 
This report presents findings from the Q2 2025/26 Invercargill City Council Residents Satisfaction Survey. 
The findings are cumulative year-to-date, representing combined responses from Q1 and Q2 of the 
2025/26 survey year, plus a targeted bus user survey. This provides a more comprehensive picture of 
resident satisfaction and service usage patterns than quarterly data alone. Two additional quarters of data 
collection remain scheduled for 2025/26. 

1.1  Survey Overview 

In Q2 2025/26, 726 residents participated in the survey through five collection channels: postal letters 
(37%), bus surveys (21%), the LetsTalk online platform (16%), library intercepts (16%), and social media 
(6%). The survey measured satisfaction with Council services, community engagement, and identified 
priorities for improving Invercargill. 

1.2  Key Findings 

Service Satisfaction Levels 

Library services recorded the highest satisfaction at 92% (n=343), followed by Civic Theatre at 87% (n=230) 
and Parks & Recreation at 84% (n=338). Bus service quality recorded 79% satisfaction (n=205). Splash 
Palace measured 77% satisfaction (n=178), whilst He Waka Tuia recorded 67% (n=84). 

Bus service cost recorded 57% satisfaction (n=209). Scottish Hall and Public Toilets both measured 56% 
satisfaction (n=54 and n=213 respectively). Rugby Park measured 42% satisfaction (n=107). 

Democratic processes recorded 35% satisfaction (n=391). 

Comparison with Previous Years 

Historical tracking data shows changes in satisfaction levels compared to the 2024/25 annual survey: 

• Library satisfaction increased from 75% to 92% 

• Parks & Recreation increased from 73% to 84% 

• Civic Theatre increased from 71% to 87% 

• Bus service quality increased from 55% to 79% 

• Splash Palace increased from 65% to 77% 

• He Waka Tuia increased from 54% to 67% 

• Scottish Hall increased from 51% to 56% 

• Public Toilets increased from 36% to 56% 

• Rugby Park increased from 34% to 42% 

• Democratic processes increased from 23% to 35% 

• Bus service cost remained stable at 57% 

Service Usage Patterns 

Among respondents, Parks & Recreation demonstrated the highest level of regular usage, with 71% of 
respondents using these facilities at least monthly (15% daily, 28% at least once a week, 13% at least once 
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a fortnight, 15% at least once a month). Library services showed 47% using them at least monthly. Bus 
services showed 32% regular usage (at least monthly), with 10% using it daily and 16% at least weekly; 
however, 55% of respondents indicated they never use it. 

Community Engagement 

In the current survey period, 69% of respondents (n=270) indicated they had not participated in any 
community engagement activities in the past 12 months. Among those who did participate, 15% (n=59) 
had made a submission to Council, 14% (n=56) had provided feedback via social media, and 9% (n=34) had 
attended a community consultation or drop-in session or attended council-hosted events. 

Satisfaction with opportunities for community involvement stood at 35%, with 9% most satisfied and 26% 
somewhat satisfied. A significant proportion (44%) remained neutral on this measure. 

Council Contact Experiences 

Among respondents who answered the contact recency question (n=414), 39% reported never having 
contacted Council, whilst 34% had contacted Council within the last six months. The most common reasons 
for contacting Council were general enquiries (26%), dog registration (20%), and rates enquiries (20%). 

Phone (51%) and visiting Council offices (42%) were the most common methods of contact, followed by 
email (24%) and the Council website (23%). 

Satisfaction with Council contact experiences varied: Council staff professionalism and efficiency measured 
67% satisfaction (n=184), response to enquiries measured 66% (n=182), and Building, Planning and/or 
Property Records Department measured 66% satisfaction (n=44). Building Consent process measured 64% 
satisfaction (n=14), whilst Resource Consent process measured 25% (n=4). 

Priorities for Invercargill 

Respondents identified various priorities for making Invercargill a better place to live, with 1,224 coded 
topics across nine categories. The most commonly mentioned themes related to environment and amenity 
(202 mentions), general priorities (199 mentions), and transport and infrastructure (82 mentions). Key 
specific topics included CBD revitalisation, core services focus, youth facilities, road conditions, and 
concerns about wasteful spending and rates increases. 

1.3  Demographic Profile 

The Q2 2025/26 sample demonstrated the following characteristics: 

• Age: Those aged 65+ comprised 26% of respondents (n=185), 35-44 represented 19% (n=136), and 
55-64 represented 17% (n=120) 

• Gender: Female residents comprised 63% of respondents (n=398), males represented 35% (n=225) 

• Ethnicity: Pākehā/New Zealand European represented 86% (n=319), Māori represented 11% (n=40) 
among 371 responses to this question 

• Employment: Full-time employed comprised 45% (n=166), retired represented 28% (n=105) among 
369 responses to this question 

• Resident Status: ICC residential ratepayers comprised 83% (n=404), ICC residents (non-ratepayers) 
represented 11% (n=54) 

• Location: Responses were received from 40 different locations across Invercargill, with Windsor 
(9%), Richmond (7%), and Otatara (6%) among the most represented areas 
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1.4  Next Steps 

These Q2 2025/26 findings provide a robust mid-year picture of resident satisfaction and priorities. Two 
additional quarters of data collection remain scheduled, which will enable continued tracking of 
satisfaction and usage patterns throughout the year. The final annual report will synthesise findings across 
all four quarters to provide a comprehensive understanding of resident experiences with Council services 
and community priorities for 2025/26. 

  

https://publicvoice.co.nz/


ICC Satisfaction Survey – Q2 2025/26 – External Report  

PublicVoice  7 

2 Methodology 
2.1  Survey Design and Purpose 

The Invercargill City Council Residents Satisfaction Survey 2025/26 is a quarterly survey programme 
measuring resident satisfaction with Council services, community engagement, and priorities. This 
quarterly approach tracks satisfaction and service usage patterns across the 2025/26 financial year, 
identifying seasonal variations and monitoring changes in resident sentiment. This report presents 
cumulative year-to-date findings from Q1 and Q2, plus a targeted bus user survey. 

2.2  Changes from Previous Financial Year 

The 2025/26 methodology differs from 2024/25 in ways that may influence comparability of results. 

Shift to Postal Surveys as Primary Method 

The most notable change for 2025/26 is the introduction of postal surveys as the primary data collection 
method, replacing the previous all-online approach: 

2024/25 approach: Data collection relied exclusively on digital channels (LetsTalk online platform and 
social media). 

2025/26 approach: Postal surveys became the primary method (37% of year-to-date responses, n=267). 
Paper questionnaires with reply-paid envelopes were posted to randomly selected residential addresses 
across the Invercargill district. 

The existing digital channels now serve as secondary collection methods: LetsTalk (16%, n=118), library 
intercepts (16%, n=117), and social media (6%, n=44). A targeted bus user survey contributed an additional 
21% of responses (n=156). 

Potential Impact on Results 

The shift to postal surveys as the primary method may have influenced 2025/26 results in several ways: 

Demographic reach: Postal surveys reached residents less likely to participate through digital-only 
methods, including those with limited internet access or less comfortable with online participation. 

Response patterns and online negativity bias: Research shows that individuals who hold strong opinions 
about a topic—whether positive or negative—are more likely to participate in voluntary surveys than those 
with neutral views. This can make self-selected samples less representative of the broader population. 
Online surveys may be particularly susceptible to negativity bias, where dissatisfied residents are more 
motivated to participate than satisfied residents. 

The postal component involves proactive outreach to a random sample of residential addresses rather 
than relying solely on self-selection. This approach may counteract online negativity bias and provide a 
more balanced reflection of current resident sentiment. Qualitative feedback received in 2025/26 appears 
similar in themes to previous years, suggesting the observed changes in satisfaction levels may reflect 
methodological influences rather than shifts in actual service quality or resident sentiment. 

Sample composition: Year-to-date respondents were 63% female, 35% male, with 26% aged 65+. 

Interpreting 2025/26 Results 

Given these methodological changes, it remains difficult to determine whether observed differences from 
2024/25 reflect: 
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• Genuine shifts in resident sentiment and service quality, or 

• The influence of the expanded data collection approach reaching a more representative sample 

Subsequent quarters (Q3 and Q4) will continue to clarify whether observed patterns reflect 
methodological influences or ongoing sentiment shifts. By maintaining consistent methodology across all 
four quarters of 2025/26, the quarterly series will enable reliable tracking of satisfaction trends throughout 
the year. 

When comparing 2025/26 to the previous financial year, these methodological changes should be 
considered alongside any apparent shifts in satisfaction levels. 

2.3  Data Collection Methods 

Postal Survey 

Paper questionnaires with reply-paid envelopes were sent to randomly selected residential addresses 
across the Invercargill district, accounting for 37% (n=267) of year-to-date responses. This serves as the 
primary data collection method for 2025/26. 

Bus User Survey 

A targeted survey of bus service users was conducted on-board buses during 8–20 December 2025, 
accounting for 21% (n=156) of year-to-date responses. Two bus ambassadors administered surveys to 
passengers across all routes, covering weekday and Saturday services from early morning through to the 
last runs of the day. Each passenger was offered the opportunity to complete a survey, with ambassadors 
tracking participation to avoid duplicates. This intercept approach captured feedback directly from regular 
bus users, complementing the broader population sample and providing more representative data on bus 
service satisfaction. 

Library Intercept Surveys 

Trained survey collectors conducted face-to-face intercepts at library locations, with participants 
completing paper questionnaires on-site. This contributed 16% (n=117) of year-to-date responses. Library 
intercepts were undertaken to collect more on-site responses for library-specific questions, similar to 
approaches previously used for other facilities. 

Online Platform (LetsTalk) 

The survey was available through Council’s LetsTalk online engagement platform, accessible via the Council 
website. This accounted for 16% (n=118) of year-to-date responses and serves as a secondary collection 
method. 

Social Media 

The survey was promoted through Council’s social media channels, with links to the online questionnaire. 
Social media contributed 6% (n=44) of year-to-date responses and serves as a secondary collection 
method. 
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2.4  Survey Period 

Year-to-date data collection covers Q1 (1 July to 30 September 2025) and Q2 (1 October to 31 December 
2025), representing the first half of the 2025/26 financial year. The bus user survey was conducted during 
the Q2 period. 

2.5  Response Rate and Sample Size 

Year-to-date achieved 726 responses across the five collection channels (387 in Q1, 183 in Q2 from the 
main survey channels, plus 156 from the bus user survey). Partial responses were included provided 
respondents answered the first substantive question (pride in Invercargill), maximising usable data whilst 
ensuring all responses contained meaningful information. Response rates varied across questions, with 
earlier questions receiving higher response rates than later questions. Sample sizes are noted throughout 
the report (n=X). 

2.6  Questionnaire Design 

The questionnaire included: 

• Demographics: Age, gender, ethnicity, employment status, resident status, location 

• Service Usage: Frequency of use for nine Council services and facilities 

• Service Satisfaction: Satisfaction ratings for services used 

• Community Engagement: Participation in engagement activities and satisfaction with opportunities 
for involvement 

• Community Pride: Agreement with statements about pride in Invercargill and Bluff 

• Council Contact: Contact patterns, methods, reasons, and satisfaction 

• Open-ended Comments: Qualitative feedback on services and priorities 

Question types included multiple choice, five-point Likert scales for satisfaction/agreement measures, and 
open-ended questions. Screening questions ensured respondents only answered satisfaction questions for 
services they had used. 

The bus user survey focused specifically on bus service usage and satisfaction questions, with a shortened 
questionnaire appropriate for on-board completion. 

2.7  Data Analysis 

Quantitative data were analysed using descriptive statistics, including frequency distributions and cross-
tabulations by demographic variables. Satisfaction measures combined ‘satisfied’ and ‘most satisfied’ 
responses (or ‘agree’ and ‘strongly agree’ for agreement statements). 

Qualitative responses were coded thematically, with topics categorised into broader themes. Multiple 
topics could be identified within a single response, resulting in topic counts that may exceed the number of 
respondents. 

Historical tracking data from previous survey periods (2021/22, 2022/23, 2023/24, 2024/25) provide 
context for 2025/26 findings. Comparisons between periods describe observed differences without 
attributing causation. Given methodological changes, comparisons with 2024/25 should consider both 
genuine changes in sentiment and potential influences from the expanded data collection approach. 
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Weighting Approach 

2025/26 data have not been weighted. Previous annual surveys weighted responses based on 
demographic characteristics (age, gender, and ethnicity) compared to 2023 Census data for the Invercargill 
population. For the quarterly surveys in 2025/26, demographic weighting will be considered and applied (if 
required) in the final annual report once the full year’s data has been collected (approximately 1,500+ 
responses). This approach ensures: 

• More stable weighting calculations based on a larger sample size 

• Consistency in demographic patterns across all four quarters can be assessed 

• Both weighted and unweighted annual results can be presented for comparison 

Year-to-date reports present unweighted data, with demographic composition clearly noted to support 
interpretation of findings. 

2.8  Demographic Representativeness 

Key characteristics of the year-to-date sample: 

• Strong representation from older residents (26% aged 65+) 

• Higher proportion of female respondents (63%) compared to male (35%) 

• Predominantly Pākehā/New Zealand European respondents (86%) 

• Majority were ICC residential ratepayers (83%) 

• Geographic spread across 40 locations within the Invercargill district 

• Improved representation of younger and working-age residents through the bus user survey 

Approximately 49% of respondents chose not to answer ethnicity questions and 49% did not answer 
employment status questions, meaning these characteristics are unavailable for all respondents. This 
higher non-response rate reflects the inclusion of the shorter bus user survey, which did not include all 
demographic questions. 

2.9  Limitations and Considerations 

Considerations when interpreting year-to-date findings: 

• Temporal snapshot: Year-to-date data (July–December 2025) represents the first two of four 
quarterly data collections planned for 2025/26 

• Methodological changes: Introduction of postal surveys as the primary method and inclusion of 
targeted bus user surveys may affect comparability with 2024/25 

• Self-selection: Participation remained voluntary across all channels, which may introduce response 
bias 

• Sample size variation: Response rates varied across questions and services, with some measures 
based on small samples 

• Demographic representation: Some groups, particularly some ethnic communities, were less 
represented 

• Seasonal effects: Year-to-date findings (July–December) may reflect seasonal patterns that differ 
from the full year 

• Non-response: Approximately 49% did not answer ethnicity and employment status questions 
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• Unweighted data: Year-to-date data are unweighted; demographic weighting will be considered for 
the annual report 

• Bus survey influence: Bus service satisfaction figures are substantially influenced by the targeted 
bus user survey, which captured feedback from regular users 

These year-to-date findings represent the mid-point of a year-long study. Subsequent quarters will provide 
additional context and enable identification of patterns across the full year. When comparing 2025/26 to 
previous periods, consider both genuine sentiment shifts and potential methodological influences. 
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3 Demographics 
The demographic characteristics of survey respondents provide insight into who participated in the 
2025/26 ICC Residents Satisfaction Survey. Understanding the demographic composition helps 
contextualise the findings and assess how well the sample represents Invercargill’s population. 

3.1  Survey Response Sources 

Survey responses were collected through five primary channels: postal letters (37%), bus surveys (21%), 
the LetsTalk online platform (16%), library intercepts (16%), and social media outreach (6%). This multi-
channel approach ensured broad community engagement, capturing perspectives from residents who 
prefer different modes of participation. The bus survey component specifically captured feedback from 
regular public transport users, providing more representative data on this service. The response rate from 
traditional postal surveys demonstrates continued effectiveness of this method among Invercargill 
residents, while the combined digital channels (LetsTalk and social media) accounted for just over one-fifth 
of responses. 

 
Figure 1: Distribution of survey responses by collection method (n=726) 
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3.2  Age Distribution 

The age distribution shows strong representation from older residents, with those aged 65 and over 
comprising just over one-quarter (26%) of respondents. The 35-44 age group represented the second-
largest cohort at 19%, followed by those aged 55-64 (17%) and 45-54 (14%). Younger residents were better 
represented than in previous surveys, with those aged 25-34 comprising 12%, 18-24 representing 5%, and 
14-17 year-olds making up 6% of respondents. The higher proportion of younger respondents reflects the 
inclusion of the bus survey, which captured more young and working-age residents. 

 
Figure 2: Age distribution of survey respondents (n=704) 
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3.3  Gender Identity 

Female residents comprised nearly two-thirds (63%) of respondents, while males represented 35%. A small 
number of respondents identified in other ways (1%) or preferred not to disclose their gender (1%). The 
higher proportion of female respondents is consistent with typical patterns in community survey 
participation. This gender distribution should be considered when interpreting satisfaction results, 
particularly for services with gender-differentiated usage patterns. 

 
Figure 3: Gender identity distribution of respondents (n=634) 
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3.4  Ethnicity 

The majority of respondents identified as Pākehā/New Zealand European (86%). Māori represented 11% of 
respondents, while those identifying as Other comprised 9%. Pacific Islander represented 1% and Asian 2% 
of the sample. It is important to note that only 371 respondents (51% of the total sample) answered the 
ethnicity question. Given that respondents could select multiple ethnicities, the percentages total more 
than 100%. The relatively low response rate to the ethnicity question reflects both the inclusion of the 
shorter bus user survey (which did not include all demographic questions) and limited representation of 
some ethnic groups, suggesting the findings may not fully capture the perspectives of Invercargill’s diverse 
communities. Targeted engagement with these groups should be considered for future surveys. 

 
Figure 4: Ethnic diversity of survey respondents (n=371) 
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3.5  Employment Status 

Nearly half of respondents who disclosed their employment status were employed full-time (45%), with 
retired residents comprising the second-largest group at 28%. Part-time workers represented 11% of 
respondents, while self-employed residents made up 5%. Those who preferred not to say (4%), students 
(2%), those unemployed but not receiving benefits (2%), and beneficiaries (2%) were less represented in 
the sample. Note that only 369 respondents (51% of the total sample) provided employment information. 
This employment profile aligns with the age distribution, reflecting the high proportion of older, potentially 
retired residents who participated through the main survey channels. 

 
Figure 5: Employment status distribution of respondents (n=369) 
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3.6  Resident Status 

The vast majority of respondents were ICC residential ratepayers (83%), representing property-owning 
residents. ICC residents who are not ratepayers comprised 11% of the sample, while “Other” represented 
4%, and non-residential ratepayers made up 2%. This distribution is appropriate for a residents’ 
satisfaction survey, with representation from ratepayers who have a direct financial stake in Council 
services and operations. 

 
Figure 6: Resident status distribution of respondents (n=489) 

3.7  Location 

Responses were received from 40 different locations across Invercargill, demonstrating good geographic 
coverage. The highest response rates came from Windsor (9%), Richmond (7%), and Waikiwi (6%). Other 
well-represented suburbs included Otatara (6%), Appleby (5%), Gladstone (5%), Glengarry (5%), Grasmere 
(5%), Heidelberg (5%), and Strathern (5%). The remaining locations each contributed smaller proportions 
of responses. This geographic spread suggests the survey successfully captured perspectives from across 
the city, rather than being dominated by responses from only a few suburbs. 
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4 Service Usage Patterns 
This chapter examines how Invercargill residents use various Council-provided services and facilities. 
Understanding usage patterns helps Council allocate resources effectively, identify underutilised services, 
and recognise opportunities to enhance service delivery to meet community needs. 

4.1  Overview of Council Services 

The survey assessed usage frequency across nine key Council services: 

• Bus Service 

• Splash Palace (aquatic centre) 

• Rugby Park (stadium) 

• Scottish Hall 

• Civic Theatre 

• Parks & Recreation (recreational spaces) 

• He Waka Tuia (museum and art gallery) 

• Library services 

• Public Toilets throughout the Invercargill district 

Respondents indicated how frequently they use each service, ranging from daily use to never using the 
service. 

Response rates varied by service, with the Library receiving the highest number of responses (n=476), 
followed by Bus Service (n=472), Parks & Recreation (n=363), Splash Palace (n=357), and Civic Theatre 
(n=355). Services with lower response rates included Public Toilets (n=349), Rugby Park (n=344), Scottish 
Hall (n=339), and He Waka Tuia (n=291). 

4.2  Usage Frequency Analysis 

High-frequency services (at least monthly usage by majority of users): 

• Parks & Recreation demonstrates the highest level of regular usage, with 71% of respondents using 
these facilities at least monthly (combining daily, weekly, fortnightly, and monthly usage). This 
includes 15% who use parks daily and 28% who use them at least weekly. 

• Library also shows strong regular usage, with 47% of respondents using it at least monthly, 
including 2% daily users and 18% weekly users. 

Moderate-frequency services (regular monthly usage by approximately one-quarter to one-third of users): 

• Bus Service shows increased regular usage following the targeted bus survey, with 32% of 
respondents using the service at least monthly (10% daily, 16% at least weekly, 2% at least 
fortnightly, 4% at least monthly). However, 55% of respondents still indicated they never use it. The 
bus survey component specifically captured regular bus users, providing more representative 
feedback on this service. 

• Splash Palace exhibits moderate regular usage, with 25% of respondents using the facility at least 
monthly (combining daily through monthly usage). 

• Public Toilets show similar patterns, with 22% reporting monthly or more frequent usage. 

Occasional-use services (predominantly used less than monthly): 

https://publicvoice.co.nz/


ICC Satisfaction Survey – Q2 2025/26 – External Report  

PublicVoice  19 

• Civic Theatre demonstrates a different usage pattern, with 47% of respondents using it once or 
twice a year, compared to 6% who use it at least monthly. 

• Rugby Park shows predominantly occasional usage patterns, with 22% of respondents visiting once 
or twice a year and another 26% visiting less often than yearly, while 4% report at least monthly 
usage. 

• He Waka Tuia exhibits occasional usage, with 7% reporting at least monthly use, 16% using it once 
or twice a year, and 20% using it less often than yearly. 

Services with low regular utilisation: 

• Scottish Hall shows 59% of respondents never using the facility, with 1% reporting regular (at least 
weekly) usage. 

Frequency of ICC Council Services Usage 

Frequency 
Parks & 

Recreation 
Library 

Bus 
Service 

Splash 
Palace 

Public 
Toilets 

He Waka 
Tuia 

Civic 
Theatre 

Rugby 
Park 

Scottish 
Hall 

Daily 15% 2% 10% 2% 2% 0% 1% 0% 0% 

At least once a 
week 28% 18% 16% 12% 4% 2% 1% 1% 1% 

At least once a 
fortnight 13% 12% 2% 5% 6% 1% 1% 1%  

At least once a 
month 

15% 15% 4% 6% 10% 4% 3% 2%  

Once every 2-3 
months 

16% 14% 3% 11% 20% 6% 12% 3% 1% 

Once or twice a 
year 8% 10% 4% 15% 19% 16% 47% 22% 13% 

Less often than 
yearly 2% 12% 6% 17% 15% 20% 24% 26% 26% 

Never 3% 16% 55% 32% 24% 51% 12% 44% 59% 

Total n=363 n=476 n=472 n=357 n=349 n=291 n=355 n=344 n=339 

Table 1: Frequency of Council services usage by Invercargill residents 
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5 Service Satisfaction 
Resident satisfaction with Council services and facilities is examined in this chapter. Respondents were 
screened based on their responses to usage frequency questions; only those who had used a Council 
service or facility were invited to provide satisfaction ratings. 

5.1  Overall Satisfaction with Council Services 

Overall satisfaction levels varied across Council services. Library services recorded the highest satisfaction 
at 92% (n=343), followed by Civic Theatre at 87% (n=230) and Parks & Recreation at 84% (n=338). 

Bus service quality recorded 79% satisfaction (n=205), reflecting feedback from the targeted bus user 
survey which captured regular bus users. Splash Palace showed 77% satisfaction (n=178), whilst He Waka 
Tuia recorded 67% satisfaction (n=84). 

Bus service cost recorded 57% satisfaction (n=209). Scottish Hall and Public Toilets both recorded 56% 
satisfaction, with sample sizes of n=54 and n=213 respectively. 

Rugby Park showed 42% satisfaction (n=107). 

Democratic processes recorded the lowest satisfaction at 35% (n=391). 

 
Figure 7: Overall satisfaction with ICC services (n=valid responses for each service) 
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5.2  Satisfaction Trends Over Time 

Historical tracking data from 2021/22 to 2025/26 shows changes in satisfaction levels across multiple 
years: 

• Library satisfaction measured 92% in 2025/26, compared to 75% in 2024/25. Previous years showed 
87% in 2021/22, 84% in 2022/23, and 81% in 2023/24. 

• Parks & Recreation satisfaction measured 84% in 2025/26, compared to 73% in 2024/25, 75% in 
2023/24, and 80% in both 2021/22 and 2022/23. 

• Civic Theatre satisfaction measured 87% in 2025/26, compared to 71% in 2024/25. This is the 
second year where tracking data is available for this service. 

• Splash Palace satisfaction measured 77% in 2025/26, compared to 65% in 2024/25, 56% in 2023/24, 
67% in 2022/23, and 74% in 2021/22. 

• Bus services satisfaction in 2025/26 measured 79% for service quality and 57% for cost. Previous 
years showed: 55% service quality and 57% cost in 2024/25; 46% service quality and 48% cost in 
2023/24; 34% service quality and 64% cost in 2022/23; and 38% service quality and 65% cost in 
2021/22. The significant increase in service quality satisfaction (from 55% to 79%) reflects the 
inclusion of the targeted bus survey, which captured feedback directly from regular bus users. 

• He Waka Tuia satisfaction measured 67% in 2025/26, compared to 54% in 2024/25, 23% in 
2023/24, 17% in 2022/23, and 19% in 2021/22. 

• Scottish Hall satisfaction measured 56% in 2025/26, compared to 51% in 2024/25. This is the 
second year where tracking data is available for this service. 

• Public Toilets satisfaction measured 56% in 2025/26, compared to 36% in 2024/25. Rugby Park 
satisfaction measured 42% in 2025/26, compared to 34% in 2024/25. 

• Democratic processes satisfaction measured 35% in 2025/26, compared to 23% in 2024/25, 22% in 
2023/24, and 18% in both 2021/22 and 2022/23. 

Overall Satisfaction with ICC Services - Tracking Over Time 

Year Library Civic 
Theatre 

Parks & 
recreation 

Splash 
Palace 

Bus 
service 

cost 

Scottish 
Hall 

Bus 
service 
quality 

Public 
Toilets 

Rugby 
Park 

He 
Waka 
Tuia 

Democratic 
processes 

'21-
22 87% - 80% 74% 65% - 38% - - 19% 18% 

'22-
23 

84% - 80% 67% 64% - 34% - - 17% 18% 

'23-
24 

81% - 75% 56% 48% - 46% - - 23% 22% 

'24-
25 

75% 71% 73% 65% 57% 51% 55% 36% 34% 54% 23% 

'25-
26 92% 87% 84% 77% 57% 56% 79% 56% 42% 67% 35% 

Table 2: Satisfaction trends with ICC services from 2021/22 to 2025/26 
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5.3  Satisfaction by Age and Gender 

Satisfaction levels varied across demographic groups for Council services. 

Age-based patterns: 

• Library satisfaction ranged from 86% to 95% across age groups, with those aged 35-44 showing 95% 
satisfaction and those aged 65+ showing 94% satisfaction. 

• Parks & Recreation satisfaction ranged from 81% to 88% across age groups, with the 14-24 age 
group showing 88% satisfaction and those aged 45-54 showing 85% satisfaction. 

• Civic Theatre satisfaction ranged from 76% to 92% across age groups, with those aged 55-64 and 
65+ both showing 92% satisfaction. 

• Splash Palace satisfaction ranged from 72% to 89% across age groups, with those aged 65+ showing 
89% satisfaction and those aged 55-64 showing 79% satisfaction. 

• Public Toilets satisfaction ranged from 31% to 70% across age groups, with those aged 65+ showing 
70% satisfaction and those aged 14-24 showing 31% satisfaction. 

• Bus service quality satisfaction showed strong results across age groups: 80% among 14-24 year 
olds (n=45), 69% among 25-34 (n=29), 86% among 35-44 (n=36), 59% among 45-54 (n=17), 83% 
among 55-64 (n=46), and 57% among 65+ (n=14). 

• Bus service cost satisfaction measured: 44% among 14-24 (n=45), 43% among 25-34 (n=30), 50% 
among 35-44 (n=36), 44% among 45-54 (n=16), 83% among 55-64 (n=46), and 64% among 65+ 
(n=14). 

Gender-based patterns: 

• Library satisfaction measured 94% among female respondents and 89% among male respondents. 

• Parks & Recreation satisfaction measured 85% among female respondents and 83% among male 
respondents. 

• Civic Theatre satisfaction measured 88% among female respondents and 89% among male 
respondents. 

• Splash Palace satisfaction measured 77% among female respondents and 76% among male 
respondents. 

• Scottish Hall satisfaction measured 53% among female respondents and 39% among male 
respondents. 

• Rugby Park satisfaction measured 47% among female respondents and 35% among male 
respondents. 

• Bus service quality satisfaction measured 83% among male respondents (n=60) and 76% among 
female respondents (n=131). 

• Bus service cost satisfaction measured 55% among male respondents (n=62) and 57% among 
female respondents (n=130). 

• Public Toilets satisfaction measured 57% among female respondents and 55% among male 
respondents. 

• Democratic processes satisfaction measured 36% among female respondents and 32% among male 
respondents. 
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Overall Satisfaction with ICC Services by Age and Gender 

Service 14-24 25-34 35-44 45-54 55-64 65+ Male Female Total 

Library 
91% 

(n=23) 
86% 

(n=37) 
95% 

(n=79) 
88% 

(n=43) 
89% 

(n=45) 
94% 

(n=113) 
89% 

(n=110) 
94% 

(n=219) 
92% 

(n=343) 

Parks & 
recreation spaces 

88% 
(n=16) 

83% 
(n=42) 

83% 
(n=63) 

85% 
(n=60) 

81% 
(n=57) 

85% 
(n=96) 

83% 
(n=133) 

85% 
(n=186) 

84% 
(n=338) 

Civic Theatre 
91% 

(n=11) 
85% 

(n=26) 
80% 

(n=41) 
76% 

(n=38) 
92% 

(n=38) 
92% 

(n=72) 
89% 

(n=76) 
88% 

(n=138) 
87% 

(n=230) 

Splash Palace 
75% 
(n=8) 

72% 
(n=25) 

72% 
(n=46) 

72% 
(n=32) 

79% 
(n=29) 

89% 
(n=36) 

76% 
(n=58) 

77% 
(n=111) 

77% 
(n=178) 

Bus service - cost 
44% 

(n=45) 
43% 

(n=30) 
50% 

(n=36) 
44% 

(n=16) 
83% 

(n=46) 
64% 

(n=14) 
55% 

(n=62) 
57% 

(n=130) 
57% 

(n=209) 

Bus service - 
quality 

80% 
(n=45) 

69% 
(n=29) 

86% 
(n=36) 

59% 
(n=17) 

83% 
(n=46) 

57% 
(n=14) 

83% 
(n=60) 

76% 
(n=131) 

79% 
(n=205) 

Scottish Hall 
50% 
(n=4) 

25% 
(n=4) 

30% 
(n=10) 

50% 
(n=8) 

73% 
(n=11) 

75% 
(n=16) 

39% 
(n=18) 

53% 
(n=30) 

56% 
(n=54) 

He Waka Tuia 40% 
(n=5) 

75% 
(n=12) 

71% 
(n=21) 

67% 
(n=12) 

67% 
(n=18) 

64% 
(n=14) 

61% 
(n=23) 

69% 
(n=55) 

67% 
(n=84) 

Public Toilets 
31% 

(n=16) 
46% 

(n=26) 
56% 

(n=45) 
48% 

(n=33) 
61% 

(n=36) 
70% 

(n=56) 
55% 

(n=84) 
57% 

(n=115) 
56% 

(n=213) 

Rugby Park 
60% 
(n=5) 

50% 
(n=12) 

35% 
(n=23) 

30% 
(n=20) 

48% 
(n=21) 

50% 
(n=22) 

35% 
(n=48) 

47% 
(n=55) 

42% 
(n=107) 

Democratic 
processes 

50% 
(n=18) 

31% 
(n=45) 

25% 
(n=68) 

37% 
(n=68) 

40% 
(n=63) 

35% 
(n=125) 

32% 
(n=150) 

36% 
(n=206) 

35% 
(n=391) 

Table 3: Overall satisfaction with ICC services by age and gender 
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5.4  Library Services 

With 92% satisfaction, library services recorded the highest satisfaction level amongst all Council services 
measured. A total of 343 respondents who had used library services in the past 12 months provided 
satisfaction ratings. 

Qualitative Feedback 

Respondents frequently praised the library’s friendly and helpful staff, the wide range of books and 
resources available, and the welcoming atmosphere of the space. Many also mentioned appreciation for 
specific programmes and activities, particularly children’s services such as story time and Wriggle & Rhyme. 

Library Services 

Respondents frequently praised library staff for being friendly and helpful, and expressed appreciation for 
the range of books, children’s activities, school holiday programmes, and facilities including parking. Some 
respondents mentioned concerns about the popularity of strength and balance classes exceeding room 
capacity, accessibility challenges for wheelchair users particularly regarding the automated toilets, and 
suggestions for expanding the e-book selection for newer releases. 

Theme Frequency 

Library Services 309 

    Support: Library staff 92 

    Support: Library facilities 77 

    Support: Library collections 52 

    Support: Library children services 41 

    Support: Library programmes 36 

    Support: Library online services 7 

    Consider: Connected library network 4 
Table 4: Comments regarding satisfaction with library services 
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5.5  Civic Theatre 

Civic Theatre recorded 87% satisfaction, with 230 respondents who had used the facility in the past 12 
months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently praised the Civic Theatre as a beautiful, well-maintained heritage building with 
friendly, helpful staff and quality events. Some respondents raised concerns about accessibility issues 
including lift reliability, tight seating with limited legroom, and a lack of baby change facilities in male 
toilets. 

Community Facilities 

Respondents frequently expressed pride in the Civic Theatre, describing it as a beautiful, well-maintained 
asset to Invercargill with friendly and helpful staff. Some respondents raised concerns about slippery tiles 
outside the building, limited disability parking, insufficient staffing at refreshment areas during busy shows, 
and the comfort or layout of seating. 

General Priorities 

Respondents expressed appreciation for the Civic Theatre as a venue and praised the helpful staff, while 
also noting that ticket prices and cost of living are limiting their ability to attend more frequently. Some 
respondents mentioned wanting more events that cater to their interests, including chamber music and 
social activities. 

Theme Frequency 

Community Facilities 145 

    Support: Civic Theatre quality 111 

    Support: Civic Theatre staff 18 

    Concern: Civic Theatre accessibility 8 

    Concern: Civic Theatre maintenance 8 

General 4 

    Support: Invercargill pride 4 

General Priorities 3 

    Consider: Entertainment options 3 
Table 5: Comments regarding satisfaction with Civic Theatre 
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5.6  Parks and Recreation Spaces 

Parks and Recreation spaces recorded 84% satisfaction, with 338 respondents who had used these spaces 
in the past 12 months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently praised Queens Park and other green spaces as well-maintained assets for 
walking, family activities, and dog walking. Common suggestions included upgrading playground 
equipment, improving mowing frequency, and adding more facilities such as toilets and rubbish bins, while 
some respondents noted concerns about drainage issues and the condition of specific areas like Sandy 
Point. 

Environment & Amenity 

Respondents frequently expressed pride and appreciation for Queens Park and other green spaces, 
describing them as well-maintained assets that impress visitors. Some respondents raised concerns about 
toilet facilities needing upgrades, long grass and weed maintenance, footpath conditions, tree removal 
decisions, and suggestions for improved play equipment and better distribution of amenities across 
different areas. 

Customer Service 

Respondents frequently praised the professionalism and hard work of parks staff, particularly those 
maintaining Queens Park, with many noting their friendly and approachable nature. Some respondents 
raised concerns about communication issues, including difficulty navigating multiple council departments 
and requests for better transparency around tree removal decisions, while others mentioned accessibility 
challenges for wheelchair users. 

Theme Frequency 

Environment & Amenity 235 

    Support: Parks quality 96 

    Support: Queens Park 56 

    Consider: Playground upgrades 19 

    Support: Walking tracks 17 

    Concern: Grass mowing frequency 15 

    Concern: Tree management 11 

    Support: Sandy Point 7 

    Concern: Weed control 5 

    Concern: Public toilet cleanliness 3 

    Consider: More public toilets 3 

    Consider: More street beautification 3 

Customer Service 8 

    Support: Staff professionalism 8 

Animal Services 7 

    Concern: Dog waste problem 4 
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Theme Frequency 

    Support: Dog friendly city 3 

Parks & Recreation 5 

    Support: Parks and facilities 5 

General Priorities 3 

    Consider: Community events 3 
Table 6: Comments regarding satisfaction with parks and recreation spaces 
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5.7  Splash Palace 

Splash Palace recorded 77% satisfaction, with 178 respondents who had used the facility in the past 12 
months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently mentioned concerns about pricing being too expensive for families, as well as a 
need for more family changing rooms. Many respondents commented positively on the cleanliness of the 
facility and the helpfulness of staff. 

Community Facilities 

Respondents frequently praised Splash Palace as a great facility with friendly, helpful staff and clean, well-
maintained amenities. Common concerns mentioned included overcrowding in lanes and the sauna, the 
need for improved or additional changing rooms, inconsistent availability of features like the hydroslide, 
and pricing for regular users. 

General Priorities 

Respondents frequently mentioned concerns about the cost of using Splash Palace, particularly for families 
wanting to use the hydroslide, while also acknowledging the facility as a quality asset with helpful staff and 
noting appreciation for recent upgrades and the introduction of Māori signage. 

Theme Frequency 

Community Facilities 137 

    Support: Splash Palace quality 58 

    Consider: Splash Palace upgrades 20 

    Support: Splash Palace staff 17 

    Concern: Splash Palace maintenance 9 

    Concern: Splash Palace overcrowding 9 

    Concern: Splash Palace changing rooms 8 

    Concern: Splash Palace closures 8 

    Support: Splash Palace programmes 8 

General Priorities 4 

    Concern: Cost of living 4 
Table 7: Comments regarding satisfaction with Splash Palace 
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5.8  Bus Services 

Bus services recorded higher satisfaction levels following the targeted bus user survey, with 79% satisfied 
with service quality (n=205) and 57% with cost (n=209). The substantial increase in service quality 
satisfaction compared to previous years reflects that the bus survey captured feedback directly from 
regular bus users, who have more positive experiences with the service. 

Qualitative Feedback 

Respondents most commonly mentioned concerns about the bus timetable, including limited evening and 
weekend services, route frequency, and the service not running late enough. Cost was frequently raised, 
with several respondents describing the service as overpriced, while driver behaviour received mixed 
feedback ranging from praise for helpfulness to concerns about rudeness and unsafe driving. 

Transport & Infrastructure 

Respondents mentioned a range of views on the bus service, with some praising friendly drivers and the 
free or convenient aspects of the service, while others raised concerns about cost, limited timetables 
(particularly evening, weekend, and Sunday services), route coverage including the lack of service to Bluff, 
driver behaviour, bus accessibility for wheelchairs, and the need for better technology integration such as 
Google Maps compatibility and eftpos payment options. 

Theme Frequency 

Transport & Infrastructure 36 

    Concern: Bus timetable 11 

    Support: Bus service 11 

    Concern: Bus route coverage 7 

    Concern: Bus technology 3 

    Concern: Bus size 2 

    Consider: Free bus service 2 
Table 8: Comments regarding satisfaction with bus services 
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5.9  He Waka Tuia 

He Waka Tuia recorded 67% satisfaction, with 84 respondents who had used the facility in the past 12 
months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently praised the exhibitions, particularly the Play exhibition series, and commented 
positively on the friendly and helpful staff. Several respondents mentioned that the space is too small and 
expressed a desire for a larger facility, while others noted parking difficulties affecting accessibility. 

Community Facilities 

Respondents frequently praised He Waka Tuia’s exhibitions, particularly the Play series for families, and 
commended the friendly and helpful staff, with many describing it as a valuable community asset. Some 
respondents noted concerns about the limited size of the space, parking availability for those with mobility 
issues, and a desire for better communication about events, while others expressed anticipation for the 
museum’s completion. 

Theme Frequency 

Community Facilities 46 

    Support: He Waka Tuia exhibitions 29 

    Concern: He Waka Tuia size 7 

    Support: He Waka Tuia staff 6 

    Consider: Museum completion 4 
Table 9: Comments regarding satisfaction with He Waka Tuia 
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5.10  Scottish Hall 

Scottish Hall recorded 56% satisfaction, with 54 respondents who had used the facility in the past 12 
months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently mentioned the Scottish Hall as a functional and affordable venue for community 
events, with several specifically noting its suitability for the Rotary book sale. Some respondents described 
the facility as old or in need of maintenance, while others appreciated its historical character and practical 
nature. 

Community Facilities 

Respondents expressed a range of views on Scottish Hall, with many describing it as a good, functional 
venue suitable for community events such as the Rotary book sale, while others noted it is old, basic, or in 
need of attention or upgrade. Some respondents mentioned pricing considerations, with comments on 
affordability and suggestions that rent may be too high. 

Theme Frequency 

Community Facilities 24 

    Support: Scottish Hall adequate 16 

    Concern: Scottish Hall condition 5 

    Consider: Scottish Hall pricing 3 
Table 10: Comments regarding satisfaction with Scottish Hall 
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5.11  Public Toilets 

Public Toilets recorded 56% satisfaction, with 213 respondents who had used public toilet facilities in the 
past 12 months providing satisfaction ratings. 

Qualitative Feedback 

Respondents most frequently commented on cleanliness, with mixed views ranging from praise for well-
maintained facilities to complaints about dirty or poorly serviced toilets. Several respondents expressed 
frustration with the Exeloo automated toilets, particularly regarding toilet paper dispensing and time 
limits, while others noted concerns about the availability and number of public toilets across the city. 

Environment & Amenity 

Respondents frequently commented on the cleanliness of public toilets, with many noting they are 
generally clean and well-maintained while others expressed concerns about inconsistent standards and the 
need for more frequent cleaning. Several respondents mentioned the importance of keeping toilets 
available, particularly expressing concern about the potential closure of the Wachner Place toilets, and 
acknowledged the valuable work done by cleaning staff. 

Theme Frequency 

Environment & Amenity 131 

    Support: Public toilet service 60 

    Concern: Public toilet cleanliness 35 

    Concern: Public toilet availability 26 

    Consider: More public toilets 10 
Table 11: Comments regarding satisfaction with public toilets 
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5.12  Rugby Park 

Rugby Park recorded 42% satisfaction, with 107 respondents who had used the facility in the past 12 
months providing satisfaction ratings. 

Qualitative Feedback 

Respondents frequently mentioned frustration with the grandstand being partially closed or unusable, with 
many calling for repairs to make the full seating capacity available. Several respondents noted the venue 
needs general upgrades and could be used more often for events, while others commented positively on 
the facility serving its purpose well for rugby and sports events. 

Community Facilities 

Respondents frequently expressed frustration about the grandstand being only partially usable due to 
closure of sections, with many calling for repairs to restore full capacity. Other comments mentioned the 
need for facility upgrades, increased utilisation of the venue for events, and concerns about parking 
availability, toilet cleanliness, and the general tired appearance of the facilities. 

Theme Frequency 

Community Facilities 61 

    Concern: Rugby Park maintenance 22 

    Concern: Rugby Park grandstand 15 

    Concern: Rugby Park underutilised 13 

    Consider: Rugby Park events 11 
Table 12: Comments regarding satisfaction with Rugby Park 
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6 Community Engagement 
This chapter examines resident engagement with Council decision-making processes and satisfaction with 
opportunities for community involvement. 

6.1  Satisfaction with Community Engagement Opportunities 

Satisfaction with opportunities for community involvement in Council decision-making measured 35% 
(n=391). The distribution of responses showed 44% of respondents selected ‘Neutral’, whilst 26% were 
‘Somewhat satisfied’ and 9% were ‘Most satisfied’. On the dissatisfied end, 13% were ‘Somewhat 
dissatisfied’ and 8% were ‘Least satisfied’. 

 
Figure 8: Satisfaction with opportunities for community involvement (n=391) 
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6.2  Engagement Activities Participation 

Respondents were asked about their participation in various community engagement activities in the past 
12 months. A total of 69% of respondents (n=270) indicated they had not participated in any of the listed 
engagement activities. 

Among those who did participate: 

• 15% (n=59) had made a submission to Council 

• 14% (n=56) had provided feedback via social media 

• 9% (n=34) had attended a community consultation or drop-in session 

• 9% (n=34) had attended Council-hosted events 

• 6% (n=24) had attended a Council meeting or hearing 

 
Figure 9: Participation in community engagement activities (n=391) 
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6.3  Engagement Satisfaction by Age and Gender 

Satisfaction with community engagement opportunities varied across demographic groups. 

Age-based patterns: 

• Satisfaction ranged from 25% to 50% across age groups 

• The 14-24 age group showed the highest satisfaction at 50% (n=18) 

• The 35-44 age group showed the lowest satisfaction at 25% (n=68) 

• Other age groups showed: 25-34 at 31% (n=45), 45-54 at 37% (n=68), 55-64 at 40% (n=63), and 65+ 
at 35% (n=125) 

Gender-based patterns: 

• Female respondents measured 36% satisfaction (n=206) 

• Male respondents measured 32% satisfaction (n=150) 

Engagement Satisfaction by Age and Gender 

Measure 14-24 25-34 35-44 45-54 55-64 65+ Male Female Total 

Satisfaction with 
engagement 
opportunities 

50% 
(n=18) 

31% 
(n=45) 

25% 
(n=68) 

37% 
(n=68) 

40% 
(n=63) 

35% 
(n=125) 

32% 
(n=150) 

36% 
(n=206) 

35% 
(n=391) 

Note: Percentages show respondents who selected 'Most satisfied' or 'Somewhat satisfied' 

Table 13: Satisfaction with community engagement opportunities by age and gender 
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6.4  Engagement Activities by Age and Gender 

Participation in engagement activities showed varied patterns across demographic groups. 

Age-based patterns: 

• Younger respondents (14-24) showed higher participation in Council-hosted events (28%) and 
making submissions (28%) 

• The 25-34 age group showed the highest rate of providing social media feedback (24%) 

• Participation in Council meetings/hearings was highest among the 14-24 age group (22%) 

• The “None of the above” response ranged from 60% (55-64) to 75% (65+) 

Gender-based patterns: 

• Male respondents showed higher participation rates in community consultation/drop-in sessions 
(12% vs 6%) 

• Female respondents showed slightly higher participation in social media feedback (15% vs 13%) 

• Participation in making submissions was similar between genders (15% each) 

• The “None of the above” response was higher among female respondents (71% vs 68%) 

Engagement Activities by Age and Gender 

Activity 14-24 25-34 35-44 45-54 55-64 65+ Male Female Total 

Made a submission 
28% 
(n=5) 

13% 
(n=6) 

15% 
(n=10) 

15% 
(n=10) 

27% 
(n=17) 

9% 
(n=11) 

15% 
(n=22) 

15% 
(n=31) 

15% 
(n=59) 

Attended council 
meeting/hearing 

22% 
(n=4) 

2% 
(n=1) 

4% 
(n=3) 

6% 
(n=4) 

8% 
(n=5) 

6% 
(n=7) 

5% (n=8) 4% (n=8) 
6% 

(n=24) 

Community 
consultation/drop-in 

17% 
(n=3) 

2% 
(n=1) 

10% 
(n=7) 

9% 
(n=6) 

10% 
(n=6) 

8% 
(n=10) 

12% 
(n=18) 

6% 
(n=13) 

9% 
(n=34) 

Social media feedback - 
24% 

(n=11) 
15% 

(n=10) 
18% 

(n=12) 
13% 
(n=8) 

12% 
(n=15) 

13% 
(n=20) 

15% 
(n=31) 

14% 
(n=56) 

Council-hosted events 
28% 
(n=5) 

7% 
(n=3) 

4% 
(n=3) 

7% 
(n=5) 

8% 
(n=5) 

9% 
(n=11) 

9% 
(n=13) 

9% 
(n=18) 

9% 
(n=34) 

None of the above 
72% 

(n=13) 
64% 

(n=29) 
74% 

(n=50) 
65% 

(n=44) 
60% 

(n=38) 
75% 

(n=94) 
68% 

(n=101) 
71% 

(n=146) 
69% 

(n=270) 

Note: Percentages show respondents who participated in each activity (multiple selections possible) 

Table 14: Participation in community engagement activities by age and gender 
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6.5  Qualitative Feedback on Community Engagement 

Respondents frequently expressed a view that the council does not listen to community feedback and that 
decisions appear to be made before public consultation takes place, with Wachner Place and the museum 
cited as examples. Many respondents mentioned being unaware of opportunities to participate or finding 
them difficult to access, particularly for those not using online or social media channels, while others noted 
a lack of follow-up communication about how their feedback influenced decisions. 

Community Engagement 

Respondents frequently expressed frustration that consultation processes feel tokenistic, with decisions 
appearing to be made before public input is sought and feedback seemingly ignored, citing examples such 
as Wachner Place and the museum project. Some respondents acknowledged that engagement 
opportunities exist but called for better advertising of these options, more accessible timing for working 
people, clearer communication about how feedback influences decisions, and greater transparency around 
spending. 

Customer Service 

Respondents most commonly mentioned concerns about poor communication from the council, noting 
they do not receive information about opportunities for involvement or council decisions via email, mail, or 
social media. Some respondents also raised concerns about lack of response or follow-up to submissions, 
while one respondent expressed satisfaction with staff professionalism and engagement. 

Rates & Financial 

Respondents expressed frustration that consultation processes feel tokenistic, with decisions appearing to 
be made before community input is sought, citing examples such as Wachner Place and the museum 
project. Concerns were also raised about wasteful spending, cost overruns on legacy projects, and a desire 
for greater transparency around how ratepayer money is used. 

Theme Frequency 

Community Engagement 154 

    Concern: Feedback ignored 43 

    Concern: Consultation tokenism 33 

    Support: Good engagement opportunities 27 

    Consider: Two-way communication 13 

    Support: Social media presence 6 

    Concern: Council behaviour 5 

    Concern: Lack of follow-up 5 

    Concern: Online only engagement 5 

    Consider: More public meetings 5 

    Consider: Varied pop-up hours 5 

    Support: Survey opportunities 4 

    Consider: Plain English explanations 3 
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Theme Frequency 

Customer Service 7 

    Concern: Poor communication 7 

Rates & Financial 3 

    Concern: Wasteful spending 3 
Table 15: Comments regarding satisfaction with community engagement opportunities 
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7 Community Pride 
This chapter examines resident pride in living in Invercargill and Bluff, along with priorities residents 
identified for making Invercargill an even better place to live. 

7.1  Pride in Living in Invercargill 

Among the 441 respondents who answered this question, 71% agreed or strongly agreed with the 
statement “I feel proud to live in Invercargill.” The response distribution showed 44% selected ‘Agree’ and 
27% selected ‘Strongly agree’. On the neutral to disagree end, 22% selected ‘Neutral’, 5% selected 
‘Disagree’, and 3% selected ‘Strongly disagree’. 

 
Figure 10: Pride in living in Invercargill (n=441) 
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7.2  Pride in Living in Bluff 

Among the 8 Bluff respondents who answered this question, 74% agreed or strongly agreed with the 
statement “I feel proud to live in Bluff.” The response distribution showed 12% selected ‘Agree’ and 62% 
selected ‘Strongly agree’. On the neutral to disagree end, 12% selected ‘Neutral’, and 12% selected 
‘Strongly disagree’. 

Due to the small sample size (n=8), these findings should be interpreted with caution and serve primarily as 
an indicator of sentiment among Bluff respondents who participated. 

 
Figure 11: Pride in living in Bluff (n=8) 
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7.3  Priorities for Making Invercargill a Better Place to Live 

Respondents were asked what Council should prioritise to make Invercargill an even better place to live. A 
total of 1,224 coded topics were identified across responses, with themes grouped into nine categories. 

Qualitative Feedback 

Respondents most commonly mentioned infrastructure improvements including roads, water systems and 
footpaths, along with better maintenance of parks, reserves and public spaces. Many also raised concerns 
about Council spending and fiscal responsibility, particularly regarding the clock project, while others 
mentioned the need for more youth and family activities, support for local businesses, and completion of 
the museum. 

Environment & Amenity 

Respondents frequently mentioned the need for better maintenance of green spaces, centre plots, and 
roundabout plantings, with many calling for more colourful gardens and regular lawn mowing throughout 
the city. Other common themes included concerns about derelict and run-down buildings detracting from 
the city’s appearance, requests for green waste bins, more facilities and activities for young people, and 
ensuring neglected private properties are cleaned up. 

General Priorities 

Respondents mentioned a wide range of priorities including improving core infrastructure such as roads 
and water services, creating more activities and opportunities for young people and families, reducing 
wasteful spending on vanity projects, supporting local businesses, and maintaining clean and attractive 
public spaces particularly in the CBD and suburban areas like Glengarry and South City. 

Transport & Infrastructure 

Respondents frequently mentioned concerns about road conditions, pothole repairs, and the quality of 
road resurfacing work, alongside calls for improved public transport services including more frequent bus 
timetables, extended operating hours, and better route coverage. Other transport-related topics included 
parking availability and affordability in the city centre, safer pedestrian crossings and walkways, and 
advocacy for better flight connections to Wellington and Auckland. 

Rates & Financial 

Respondents frequently expressed concern about rates increases and called for Council to exercise greater 
budget discipline, reduce wasteful spending, and prioritise core services such as roading, water 
infrastructure, and parks maintenance over discretionary projects. Many mentioned frustration with cost 
overruns on Council projects, excessive use of consultants, and a perception that ratepayer feedback is 
often ignored when decisions are made. 

Community Facilities 

Respondents frequently mentioned the importance of completing the museum, with many expressing 
eagerness for it to reopen, alongside maintaining and improving public amenities such as parks, Splash 
Palace, libraries, and sports facilities. Other topics raised included addressing derelict buildings in the city 
centre, providing more affordable family-friendly activities and entertainment options, and ensuring green 
spaces like Donovan Park and Queens Park are preserved and well-maintained. 

Community Engagement 

Respondents frequently expressed concerns about Council spending, rates increases, and cost overruns on 
projects, while calling for greater transparency, budget discipline, and genuine consultation where public 
feedback is actually listened to rather than ignored. Many also mentioned the need for better 
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communication between councillors, less internal conflict, and more engagement with residents across the 
community. 

Theme Frequency 

Environment & Amenity 202 

    Consider: CBD revitalisation 38 

    Consider: More street beautification 28 

    Concern: Derelict buildings 20 

    Support: Parks and facilities 15 

    Concern: Grass mowing frequency 14 

    Support: Parks quality 13 

    Consider: Building owner enforcement 13 

    Concern: Street appearance 12 

    Consider: Playground upgrades 11 

    Consider: Green waste bin 8 

    Concern: Suburb inequality 7 

    Concern: Tree management 6 

    Support: Queens Park 5 

    Support: Walking tracks 5 

    Support: Sandy Point 4 

    Concern: Weed control 3 

General Priorities 199 

    Consider: Core services focus 34 

    Consider: Youth facilities 26 

    Consider: Community events 19 

    Consider: Business support 16 

    Consider: Housing development 13 

    Concern: Safety concerns 12 

    Consider: Entertainment options 12 

    Consider: Health services advocacy 10 

    Consider: Family focus 9 

    Concern: Cost of living 7 

    Consider: Population growth 7 

    Consider: City promotion 6 

    Consider: Community meeting spaces 5 

    Consider: Second water source 5 

    Support: Current direction 5 
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Theme Frequency 

    Consider: Bluff improvements 4 

    Consider: Cultural diversity 3 

    Consider: Treaty recognition 3 

    Support: Invercargill pride 3 

Transport & Infrastructure 82 

    Concern: Road condition 27 

    Concern: Parking availability 7 

    Concern: Hoon drivers 6 

    Consider: Active transport infrastructure 6 

    Consider: Free bus service 6 

    Consider: Pedestrian cycling safety 6 

    Concern: Bus route coverage 5 

    Concern: Footpath condition 5 

    Concern: Parking costs 4 

    Consider: Traffic calming 4 

    Concern: Bus timetable 3 

    Consider: Better drainage 3 

Rates & Financial 77 

    Concern: Wasteful spending 28 

    Concern: Rates increases 17 

    Concern: High rates 15 

    Consider: Budget discipline 13 

    Consider: Rates rebate 4 

Community Facilities 21 

    Consider: Museum completion 17 

    Support: Splash Palace quality 4 

Community Engagement 20 

    Concern: Council behaviour 9 

    Consider: Two-way communication 7 

    Concern: Feedback ignored 4 

Animal Services 6 

    Consider: More dog parks 6 

Library Services 5 

    Support: Library facilities 5 
Table 16: Priorities for making Invercargill a better place to live 
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8 Council Contact and Satisfaction 
This chapter examines patterns of Council contact and satisfaction with contact experiences. The findings 
cover when residents contacted Council, their reasons for contact, methods used, and satisfaction with 
various aspects of the contact process. 

8.1  Council Contact Recency 

Among respondents who answered the contact recency question (n=414), 39% reported never having 
contacted Council, whilst 34% had contacted Council within the last six months. Those who had contacted 
Council between six months and one year ago comprised 12% of respondents, whilst 9% had contacted 
Council one to two years ago, and 7% more than two years ago. 

 
Figure 12: Council contact recency (n=414) 
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8.2  Reasons for Contacting Council 

Among those who had contacted Council and specified their reason (n=253), the most common contact 
types were: 

• General enquiries: 26% 

• Dog registration: 20% 

• Rates enquiries: 20% 

• Complaint or service issues: 13% 

• Parks and recreation matters: 13% 

• Road infrastructure issues: 13% 

• Property file requests: 12% 

• Other reasons: 12% 

• Animal services: 11% 

• Waste collection issues: 11% 

• Building consent information: 9% 

• Building consent applications: 8% 

• Land information memorandum requests: 6% 

• Other planning information: 5% 

• Resource consent information: 3% 

• Resource consent applications: 2% 

Note that respondents could select multiple reasons for contact, so percentages total more than 100%. 

 
Figure 13: Reasons for contacting Council - multiple selections allowed (n=253) 
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Among those who had contacted Council and selected ‘Other’ (n=30), the following additional reasons 
were specified: 

Other Contact Reason Frequency 

As a contractor to the council 1 

Bee card 1 

Building WOF 1 

I am a youth councillor 1 

I requested a rebate on my rates as I'm a pensioner. 1 

New Total Mobility Card 1 

Overdue rates 1 

Parking 1 

Parking for Disabled/Parking Permit holders, and do we still get the 30 minute conciliation as was 
before the new meters went in? 

1 

Parking ticket 1 

Pay a $70 fine - I was a minute over time! I'd gone to the toilet at GWD's 1 

Purchase of tickets for events at Civic theatre 1 

Reported dumped rubbish on our road 1 

Reporting someone living in a tent in softball fields in trees . Nothing has been done 1 

Street sweeping as leaves blocked drains 1 

To find out why our Lim report said we were on the public waste system but we are not and the 
council won’t do anything to help. If the lim report had been accurate it would have made us think 
twice before we purchased our property or at least have us some bartering room with the previous 
owner. 

1 

To get wheelie bin clips 1 

Trees in neighbor's yard 1 

Various submissions. 1 

Voting form for glass bin etc 1 

Water upgrade 1 

Weed infestation on Myers reserve 1 

Work matters - I work with some of the legends at ICC 1 

Youth Council presentation to CWC. 1 

buying event tickets 1 

cemetery, complaint 1 

information 1 

parking ticket dispute 1 

top up bee card. lower bus costs please 1 

with councillor 1 
Table 17: Other reasons for contacting Council (multiple mentions consolidated) 

  

https://publicvoice.co.nz/


ICC Satisfaction Survey – Q2 2025/26 – External Report  

PublicVoice  48 

8.3  Methods of Council Contact 

Among those who specified how they contacted Council (n=253), contact methods used were: 

• Phone: 51% 

• Visiting Council offices: 42% 

• Email: 24% 

• Council website: 23% 

• Other methods: 7% 

Respondents could select multiple contact methods, so percentages total more than 100%. 

 
Figure 14: Methods of Council contact - multiple selections allowed (n=253) 
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8.4  Overall Contact Satisfaction 

Satisfaction with Council contact experiences varied across different measures: 

• Council staff professionalism and efficiency: 67% (n=184) 

• Council staff response to enquiries: 66% (n=182) 

• Building, Planning and/or Property Records Department: 66% (n=44) 

• Building Consent process: 64% (n=14) 

• Resource Consent process: 25% (n=4) 

Note that the Resource Consent process satisfaction was based on a very small sample size (n=4), limiting 
the reliability of this measure. 

 
Figure 15: Overall satisfaction with Council contact experiences (n=valid responses for each measure) 
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8.5  Customer Service Staff Satisfaction 

Respondents who had contacted Council in the past 12 months provided feedback on their experience with 
customer service staff. 

Qualitative Feedback 

Respondents frequently described customer service staff as friendly, helpful, and efficient, particularly 
when interacting with front desk and phone staff. However, several respondents mentioned issues with 
follow-up communication, unresolved complaints, and difficulties when matters were escalated to specific 
departments such as building, roading, or animal control. 

Customer Service 

Respondents mentioned a mix of experiences with Council customer service staff, with many praising staff 
as friendly, helpful, professional and knowledgeable, particularly at reception and for rates-related 
enquiries. However, concerns were also raised about lack of follow-up on reported issues, no responses to 
emails or complaints, slow response times, and staff sometimes being unable to provide answers or 
resolve problems. 

Community Engagement 

Respondents frequently expressed frustration with a lack of follow-up and feedback after lodging issues 
with Council, with many stating they never heard back or that reported problems remained unresolved. 
While some respondents acknowledged that front-line staff were helpful and professional, concerns were 
raised about issues not being escalated or addressed by those with decision-making authority. 

Theme Frequency 

Customer Service 127 

    Support: Staff professionalism 43 

    Support: Helpful follow-up 21 

    Support: Quick response 15 

    Concern: No response received 11 

    Support: Staff knowledge 8 

    Concern: Staff knowledge 7 

    Concern: Incorrect information provided 6 

    Concern: Poor communication 6 

    Concern: Staff attitude 6 

    Concern: Staff response time 4 

Community Engagement 15 

    Concern: Lack of follow-up 12 

    Concern: Feedback ignored 3 

Animal Services 4 

    Concern: Animal control response 4 
Table 18: Comments regarding satisfaction with customer service staff 
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8.6  Building and Resource Consent Process Satisfaction 

Respondents who had applied for building or resource consent in the past 12 months provided feedback 
on their experience with the consent process. 

Qualitative Feedback 

Respondents mentioned a mix of positive and negative experiences with consent processes, with several 
noting efficient and helpful service while others raised concerns about inconsistent inspections, 
communication issues, and time-consuming processes. Some respondents also commented on staff 
helpfulness and the clarity of information provided. 

Customer Service 

Respondents mentioned a range of customer service experiences, with some praising staff for being 
professional, helpful, and providing quick responses, while others expressed concerns about inconsistent 
information, limited communication, staff quoting rules rather than helping, and inspection inconsistencies 
causing delays and additional costs. 

Building & Planning 

Respondents mentioned a mix of experiences with building and consent processes, with some praising 
quick property file requests and professional staff, while others expressed concerns about inconsistent 
building inspections, communication issues, time-consuming processes, and frustration with staff focusing 
on rules rather than solutions. Rural rates fairness regarding stormwater consent charges was also raised 
as a concern. 

Theme Frequency 

Customer Service 7 

    Support: Staff professionalism 3 

    Concern: Poor communication 2 

    Support: Quick response 2 

Building & Planning 4 

    Concern: Consent processing delays 2 

    Support: Property file service 2 
Table 19: Comments regarding satisfaction with building and resource consent process 
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