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Are New Zealanders concerned about the availability and quality of water? 
Does this vary between urban, regional and rural areas? 

 

What motivates people to save water at home? 

Who should pay for water; and how should we be charged for it? 

Do consumers think that they receive good service from their water 

supplier? 
How concerned are Kiwis about the health of our waterways? 
Are we confident that the future of our water is in good hands? 



The New Zealand Water Consumer Survey 
is the first nationwide examination of 
what New Zealanders think about critical 
issues associated with water.  
 



and what better way 
than to ask them?  

Customers are central 
to the work of the 
water utilities 
therefore it is 
imperative to 
understand their 
needs, concerns and 
values – 

The Importance 
of the Customer 



Trusted by our 

communities to 

deliver exceptional 

performance  

every day 



We are courageous  

and innovative in solving 

customer problems and 

constantly improving our 

level of service 
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weeks 7 

Survey approach and delivery 

31 questions, developed by the 
Steering Committee based on key 
issues 

4,500 
More 
than 

questions 

More than 4,500 completed responses  
– five times the political polling response 
rate 

$2000 prize draw  

31 
$2000 

Conducted over 7 weeks, circulated to 
customers across the nation 



Key issues 

A desire to  move to customer centricity  

The need to accommodate rapid growth 

Water quality and health concerns in regional and rural areas 

Climate change resilience 

Drought and water shortage 

Waterway contamination, especially by sewer overflows 

The need for national governance of water services 

Charging for water abstraction and transparency in water 
pricing  



Survey 
Questions 

• Drinking water quality  

• Water concerns 

• Saving water at home 

• The price of water 

• Billing 

• Extracting water from 
the environment 

• Communication with 
your water supplier 

• Customer Service  

• Water management: 
water suppliers, 
government and 
ownership 

• Water knowledge 

• Quality of waterways 



Demographics 
Where you live? What is your gender? 

What 

region do 

you live in? 

How old 

are you? 

Do you 

currently 

work or have 

you worked 

in the water 

sector? 

How would you describe 

your usual residence? 

83% 

Separate or 

detached house 

9% 

Flat, unit or 

apartment 

6% 

Semi-detached, 

row or townhouse 

2% 

Other 

Do you own or rent 

your usual residence? 



Data visualisation tool 

Take an interactive 

look at your local area 

Gisborne 

Nelson 

Wellington 

West Cost 

www.waternz.org.nz/watersurvey 

http://www.waternz.org.nz/watersurvey


Water use and efficiency 

Price of water 

Customer experience 

Future of water 

Healthy waterways 

Key 
themes in 
the report 



83% 89% 

67% 
63% 

86% 
are concerned about 
drinking water quality 
in New Zealand 

said the main driver to 
save water is “doing 
their bit for  
the environment”  

are confident that 
their water suppliers 
provide high quality 
drinking water 

are concerned 
about water 
shortages 

agree that they 
would prefer to pay 
for how  much 
water they use 
rather than a 
fixed charge 



73% 
are concerned 
about poor water 
quality in their 
waterways 

58% 
believe that water 
suppliers provide high 
quality customer 
service 

89% 
agree that there should be 
a cost when taking water 
from the environment for 
bottled water and similar 
industries 

59% 
believe that 
there should be 
a cost when 
taking water 
from the 
environment for 
all users 



85% are somewhat to very 
concerned regarding 
climate change 
impacts 

63% 
stated that litter and 
floating plastics were 
the pollutants in their 
local area that 
concerned them the 
most 

16% 
agree that local and national 
governments work together 
to make the right decisions 
for New Zealand’s water 
resources 

19% 
of respondents agree 
that local and national 
governments 
adequately plan for the 
future 



Comparison with the 2016 Australian Water Outlook 

Water  

shortage 

Climate  

change 

Price  

of water 

86% 

94% 

85% 

84% 

31% 

39% 

43% 

34% 

think it’s 

too high 

think it’s 

about 

right 

think it’s 

too high 

think it’s 

about 

right 

are 

concerned 

are 

concerned 

are 

concerned 

are 

concerned 



Comparison with the 2016 Australian Water Outlook 

High quality 

of service 

Government 

decisions 

Saving water 

58% 

74% 

50% 

71% 

are NOT 

confident 

are NOT 
confident 

are 

confident 

are 

confident 

highest  

motivator  

environmental 

concerns 

highest  

motivator  

environmental 

concerns 



Comparison with the 2016 Australian Water Outlook 

Water suppliers plan 

for future needs 

Quality of water vs. 

level of urbanisation 

quality  

of water 

declines 

in rural 

regions 

quality  

of water 

declines 

in rural 

regions 

29% 

54% 

are 

confident 

are 

confident 



What this means 
for the industry 
 

Leadership in 
saving water and 
tackling climate 
change 



What this means 
for the industry 
 

Community 
engagement and 
knowledge sharing 



What this means 
for the industry 
 

Efficiency in governance 
and processes with a 
forward thinking approach 



What this means 
for the industry 
 

Quality of water 
and waterways 
across all regions 



What this means 
for the industry 
 

Key infrastructure  



Next steps 

Regular follow-up 
surveys 

Regional analysis 

Engagement with industry, 
suppliers, customers and 
government 



Conclusions 

The importance of customer focus 

Consumers drive for environmental 
concerns and concern for climate change 

Transparency in pricing and charging for 

use 

The concern of consumer for their 
waterways 

The importance of consistent water quality 
across urban, regional and rural areas 

The future of water 



To access the survey report, go to 
www.waternz.org.nz/watersurvey 

Contact us 

Daniel Lambert, Regional Water Leader 
daniel.lambert@arup.com 

James Peveril, Senior Civil Engineer 
james.peveril@arup.com 

John Pfahlert, CEO, Water New Zealand 
ceo@waternz.org.nz 

New Zealand Water Consumer Survey 2017 



Thank you 


