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Overall ratings - Perceptions of Hutt City Council’s Standard of Customer Service
versus Expectations of Service From Excellent Organisations

Base: All respondents
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9 out of 10 visitors to the Hutt City Council Customer Service Centre rated the 
overall standard of customer service as Very Good or Good.  This has increased 
slightly since last year’s measure. 

Overall Opinion of Hutt City Council’s Standard of Customer Service

September
2000

September
2001

Mean score: 4.36

Mean score: 4.28
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Summary of overall ratings for five service dimensions –
2001, 2000 and 1999 surveys.

Mean 
Score
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Strongly disagree Disagree Neither/nor Agree Strongly agree

Sept 00 (n=288)
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Overall average score for 
responsiveness
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Overall average score for 
reliability

Overall average score for 
assurance

Overall average score for 
empathy

Overall average score for 
tangibles

Sept 01 (n=300) 87% 4.13

Sept 01 (n=298) 4.0883%

Sept 01 (n=295) 3.9275%

Sept 01 (n=297) 82% 4.04

Sept 01 (n=292) 70%
3.74
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3.83
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Derived Importance: Standard of Service Statements

Shows a sincere interest in solving customers problems
Has staff who are always easy to approach for assistance
Performs the service right the first time
Has staff who are always courteous with customers
When it promises to do something by a certain time, will do it by that time
Tells customers when they can expect services to be performed
Has staff who respond to customer requests in a timely fashion
Has staff who understand the specific needs of their customers 
Has staff who are easy to contact
Has visually appealing facilities
Has staff who are prepared to go the extra mile for customers
Has materials (such as pamphlets or letters) that are visually appealling
Has staff who act in professional way
Has staff with the knowledge to answer customer questions
Customers can feel confident that requests to make changes to their records will be correct first time
Has staff who can be relied upon to keep customers informed when necessary
Customers can feel confident they will deal with most appropriate staff member for their enquiry

Most
Important

Least
Important
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Doing things when promised remains the biggest priority for improvement.  
Performs the service right the first time, a priority for improvement last year, is 
now a service strength for Hutt City Council.

Customers confident dealing with most appropriate staff member

Staff keep customers informed when necessary 

Changes to customer records correct first time 

Staff with knowledge to answer customer questions

Visually appealing materials 

Staff act in professional way

Staff prepared to go extra mile for customers

Visually appealing facilities

Staff easy to contact

Staff understand specific needs of customers
Staff respond to customer requests in timely fashion

Tell customers when can expect services to be performed

Will do something in time promised 

Staff courteous with customers

Performs service right first time 

Staff easy to approach
for assistance

Sincere interest in solving
customers problems
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