
Wellington office 
PO Box 11646 
Manners St, Wellington 6142 

Upper Hutt 
PO Box 40847 
1056 Fergusson Drive 

Masterton office 
PO Box 41 
Masterton 5840 

0800 496 734 
www.gw.govt.nz 
info@gw.govt.nz 

22 May 2023 

File Ref: OIAPR-1274023063-2083 

Tēnā koe 

Request for information 2023-097 

I refer to your request for information dated 24 April 2023, whi h was received by Greater 
Wellington Regional Council (Greater Wellington) on 24 April 2023. You have requested the 
following: 

“I'm writing from seeking inform tion under LGOIMA for reporting in the public interest. 

Please provide: 

All reports and summaries of Grea er Well ngton public transport customer/user surveys, as well as 
correspondence, internal and ex ernal, relat ng to those surveys (though excluding individual survey 
responses) covering the per od Mar h 6 to April 24.” 

Greater Wellington’s response follows: 

Metlink conducts an annual customer satisfaction survey, with the next one is due to proceed 
between 9 – 29 May 2023. The results of previous customer satisfaction surveys can be viewed on 
our websi e here: h ps //www.metlink.org.nz/news-and-updates/surveys-and-reports/customer-
satisfaction- urv y/ 

G eater Wellington Regional Council contracted leading marketing data and analytics company 
Kantar, to c nduct the ‘Community Research for Greater Wellington and Metlink’ survey between 1 
– 20 March 2023. Although this is not primarily a public transport customer/user survey, it did collect
public transport usage information.

Please find attached to this response, the Community Research survey conducted by Kantar on 
behalf of Greater Wellington in the period between 1 – 20 March and all related correspondence.  PR
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 Attachment 1 - Greater Wellington Questionnaire that was used to survey participants.

 Attachment 2 - Greater Wellington Community Research report that was conducted 1 – 20
March 2023.

 Attachment 3 – Internal correspondence between Greater Wellington and Me link staff  and
correspondence with Kantar and Colmar Brunton consultants who were engaged  work
with us on the survey.

 Attachment 4 – Horizon Research report which was disc ssed in th  internal
correspondence.

 Attachment 5 – External correspondence between Greater W llington and the consultancy
firm Kantar.

Some information has been withheld in Attachments 3 and 5 under section 7(2)(a) the Local 
Government Official Information and Meetings Act 1987 in order o protect the privacy of natural 
persons, including that of deceased natural persons.  

We have considered whether the public inter st in the r quested information outweighs Greater 
Wellington’s need to withhold certain aspe ts of the requested correspondence. As a result, we do 
not consider that the public interest outwe ghs Greater Wellington’s reason for withholding parts of 
the document under the grounds identif ed above.  

If you have any concerns with the de ision(s) referred to in this letter, you have the right to request 
an investigation and review by th  Ombuds an under section 27(3) of the Local Government Official 
Information and Meetings Act 1987.  

Please note that it is our policy o proactively release our responses to official information requests 
where possible. Our response to your request will be published shortly on Greater Wellington’s 
website with your personal nformation removed. 

Nāku iti noa, nā 

Sam ntha Gain 
Kaiwhakahaere Matua Waka-ā-atea | Group Manager Metlink 
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GREATER WELLINGTON BRAND RESEARCH 2023 

Screeners 

NUMERIC 
S1 Please type your age in the box below. 

DP: IF QUOTA FULL, ASK S2, S3, AND S4, AND F9 THEN THANK AND CLOSE. 

SR 
S2 Are you…? 

Male 1 
Female 2 
Another gender 3 

DP: IF QUOTA FULL, ASK S3, AND S4, AND F9 THEN THANK AND CLOSE. 

ASK ALL 
SR 
S3 Where do you live? 

Wairarapa 1 CONTINUE 
Kāpiti Coast 2 CONTINUE 
Porirua 3 CONTINUE 
Upper Hutt 4 CONTINUE 
Lower Hutt 5 CONTINUE 
Wellington City 6 CONTINUE 
Somewhere else in New Zealand 7 CLOSE 

DP: IF QUOTA FULL, ASK S4, AND F9, THEN THANK AND CLOSE. IF CODE 7, THANK AND CLOSE 
IMMEDIATELY. 

ASK ALL 
MR 
S4 Which modes of public transport have you used in the Wellington Region in the past 12 

months, f an ?  

Bus 1 
Train 2 
Harb ur erry (i e. services to/from Queens Wharf, 
Days Bay, Matiu/Somes Island)  3 

Have t used public transport 4 
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ASK ALL 
MR 
F9 Which of these ethnic groups best describe(s) you? 

You can choose more than one. 

New Zealand European 1 
Māori 2 
Samoan 3 
Cook Island Māori 4 
Tongan 5 
Niuean 6 
Other Pacific Island (please type in) 7 
Chinese 8 
Indian 9 
Other Asian (please type in) 10 
Other European (please type in) 11 
Other ethnic group (please type in) 12 

[Moved from the end of the questionnaire so we can set quotas by eth icity.] 
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Section A: Awareness of responsibilities 

TXT Thanks, you qualify for today’s survey. 

Now we’d like to ask you some questions about the Wellington Region. Which organisation 
or organisations do you think are mainly responsible for: [ … randomly assigned function from list below 
…], [ … randomly assigned function from list below …], [ … randomly assigned function from list below 
…], [ … randomly assigned function from list below …]; and managing the network of buses, trains, and 
harbour ferries (public transport) in the region? 
Please type your answer below. 
+ Don’t know

protecting native birds, animals, and plants in the region 1 
animal and plant pest control in the region 2 
ensuring communities in the region are prepared for and protected from the impact
of climate change 3 

the conservation of land in the region, ensuring it is protected for future use 4 
protecting people, houses, and land from flood damage 5 
ensuring soil, water, and air in the region are clean and healthy 6 
ensuring the Wellington Region’s harbours are safe and clean for all users 7 
managing regional parks 8 
managing pollution of the environment in the region 9 
ensuring the region’s rivers, streams, and lakes are clean a d healthy 10 
regional transport planning 11 
issuing resource consents for activities that impact the envi onment 12 
encouraging people to make sustainable tra sport choices (e.g., carpooling, cycling, 
or walking) that reduce pollution 13 

planning to protect communities from natu al ha ards (e.g., floods, sea-level rise, 
earthquakes, and extreme weather) 14 

Section B: Awareness of GW and Metlink 

ASK ALL 
SR 
B1 How much, if nything, do you know about what Greater Wellington Regional Council 

does? 

1…Noth ng at all 1 
2 2 
3 3 
4 4 
5 5 
6 6 
7…A great deal 7 
I have never heard of Greater Wellington Regional 
Council 

8 PR
A

E R

PROACT VE R
ELE

ASE

Attachment 1



ASK ALL 
SR 
B2 How much, if anything, do you know about what Metlink does? 

1…Nothing at all 1 
2 2 
3 3 
4 4 
5 5 
6 6 
7…A great deal 7 
I have never heard of Metlink 8 

Section C: Favourability, brand association, and reputation index 

ASK IF B1=1-7 (AWARE OF GW) 
SR 
C1 Which statement below best reflects your opinion and erception of Greater Wellington 

Regional Council? 

I think so well of them, I would speak highly of them 
without being asked 

1 

I would speak highly of them if someone asked my 
opinion 

2 

On balance, I have a neutral opinion of them, seeing 
both positives and negatives 

3 

I would be critical of them if someone asked my 
opinion 

4 

I think so poorly of them, I would be criti al without 
being asked 

5 

Don’t know 6 

ASK IF B1=1-7 (AWARE OF GW) 
SR 
C2 How does y ur opinion of Greater Wellington Regional Council now, compare to your 

opinion of them 12 months ago? 

1…I fee  much more negatively towards them now 
than I d d 12 months ago 

1 

2 2 
3 3 
4…My opinion of them now is the same as it was 12 
mon hs ago 

4 

5 5 
6 6 
7… I feel much more positively towards them now 
than I did 12 months ago 

7 

I wasn’t aware of Greater Wellington Regional Council 
12 months ago 

8 

Don’t know 9 
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ASK IF B2=1-7 (AWARE OF METLINK) 
SR 
C3 Which statement below best reflects your opinion and perception of Metlink? 

I think so well of them, I would speak highly of them 
without being asked 

1 

I would speak highly of them if someone asked my 
opinion 

2 

On balance, I have a neutral opinion of them, seeing 
both positives and negatives 

3 

I would be critical of them if someone asked my 
opinion 

4 

I think so poorly of them, I would be critical without 
being asked 

5 

Don’t know 6 

ASK IF B2=1-7 (AWARE OF METLINK) 
SR 
C4 How does your opinion of Metlink now, compare to your opi ion of them 12 months ago? 

1…I feel much more negatively towards them now 
than I did 12 months ago 

1 

2 2 
3 3 
4…My opinion of them now is the same as it was 12 
months ago 

4 

5 5 
6 6 
7… I feel much more positively towards them ow 
than I did 12 months ago 

7 

I wasn’t aware of Metlink 12 months ago 8 
Don’t know 9 
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Section D: Reputation index 

ASK IF B1=1-7 (AWARE OF GW) 
DYNAMIC GRID 
D1 For each statement that appears below, click to indicate how strongly you agree or disagree 

that statement applies to Greater Wellington Regional Council. 

ROWS - RANDOMISE 
Trust Listens to the public’s point of view 1 
Trust Uses ratepayer money responsibly 2 
Trust Is trustworthy 3 
Trust Can be relied upon to protect individuals’ personal information 4 
Social responsibility Behaves in a responsible way towards the environment 5 
Social responsibility Is a positive influence on society 6 
Social responsibility Has a positive impact on people’s mental and physical 

wellbeing 
7 

Social responsibility Helps people make a worthwhile contribution to so iety 8 
Social responsibility Protects our environment for future generations 9 
Fairness Treats their employees well 10 
Fairness Deals fairly with people regardless of their backg ound or role 11 
Leadership and success Is a forward-looking organisation 13 
Leadership and success Contributes to economic growth 14 
Leadership and success Is easy to deal with in a digital environmen 15 
Engagement Provides opportunities for peopl  t  have their say 16 
Engagement Keeps people informed about what it is doing 17 
Engagement Has working relationships with local iwi 18 

COLUMNS SR 
1…Strongly disagree 1 
2 2 
3 3 
4 4 
5 5 
6 6 
7…Strongly agree 7 
Don’t know 8 
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IF B1=1-7 (AWARE OF GW) 
MR - RANDOMISE 
D2 Which, if any, of the following particularly influence your view about Greater Wellington 

Regional Council? 
Please select all that apply. 

My experience dealing with Greater Wellington 
Regional Council, i.e, when you have been directly in 
contact with them about something, or they were in 
direct contact with you 

1 

My experience with the services or responsibilities of 
Greater Wellington Regional Council, e.g., regional 
parks, pollution control, pest control, etc. 

2 

What my friends or family have told me 3 
What I have seen or heard at community meetings or 
through community groups/organisations 

4 

What I’ve seen or heard in the media (e.g., TV, radio, 
newspapers, magazines, including their websites or 
social media channels) 

5 

What I’ve seen or heard on social media (e.g., 
Facebook, Twitter, Instagram) 

6 

What I’ve seen or heard on digital media (e.g., 
websites, blogs, podcasts, YouTube) 

7 

Something else (please tell us) 8 
None of these 9 
Don’t know 10 

ASK IF C2=1-3 (FEEL MORE NEGATIVELY TOWARDS GW THAN 12 MONTHS AGO) 
OPEN 
D3a Earlier, you said that you feel more negat ely towards Greater Wellington Regional Council 

now than you did 12 months ag  For what reasons do you feel more negatively? 
Please type your answer below. 
+ Don’t know

ASK IF C2=5-7 (FEEL MORE POSITIVELY TOWARDS GW THAN 12 MONTHS AGO) 
OPEN 
D3b Earlier, you said that you feel more positively towards Greater Wellington Regional Council 

now than you did 12 months ago. For what reasons do you feel more positively? 
Please type our answer below. 

 Don’t know 
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ASK IF B2=1-7 (AWARE OF METLINK) 
DYNAMIC GRID 
D4 For each statement that appears below, click how strongly you agree or disagree that 

statement applies to Metlink. 

ROWS - RANDOMISE 
Trust Listens to the public’s point of view 1 
Trust Uses ratepayer money responsibly 2 
Trust Is trustworthy 3 
Trust Can be relied upon to protect individuals’ personal information 4 
Social responsibility Behaves in a responsible way towards the environment 5 
Social responsibility Is a positive influence on society 6 
Social responsibility Has a positive impact on people’s mental and physical 

wellbeing 
7 

Social responsibility Helps people make a worthwhile contribution to society 8 
Social responsibility Protects our environment for future generations 9 
Fairness Treats their employees well 10 
Fairness Deal fairly with people regardless of their background o  role 11 
Leadership and success Is a forward-looking organisation 13 
Leadership and success Contributes to economic growth 14 
Leadership and success Is easy to deal with in a digital envi onment 15 
Engagement Provides opportunities for peopl  to have their say 16 
Engagement Keeps people informed about what it is doing 17 
Engagement Has working relationships wit  local iwi 18 

COLUMNS SR 
1…Strongly disagree 1 
2 2 
3 3 
4 4 
5 5 
6 6 
7…Strongly agree 7 
Don’t know 8 
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IF B2=1-7 (AWARE OF METLINK) 
MR - RANDOMISE 
D5 Which, if any, of the following particularly influence your view about Metlink? 

Please select all that apply. 

My experience using buses, trains, or harbour ferries 
in the Wellington Region 

1 

My experience using the Metlink website, app, or 
calling the service centre 

2 

What my friends or family have told me 3 
What I have seen or heard at community meetings or 
through community groups/organisations 

4 

What I’ve seen or heard in the media (e.g., TV, radio, 
newspapers, magazines, including their websites or 
social media channels) 

5 

What I’ve seen or heard on social media (e.g., 
Facebook, Twitter, Instagram) 

6 

What I’ve seen or heard on digital media (e.g., 
websites, blogs, podcasts, YouTube) 

7 

Something else (please tell us) 8 
None of these 9 
Don’t know 10 

ASK IF C4=1-3 (FEEL MORE NEGATIVELY TOWARDS METLINK THAN 12 MONTHS AGO) 
OPEN 
D6a Earlier, you said that you feel more negatively tow rds Metlink now than you did 12 months 

ago. For what reasons do you feel mo e negatively? 
Please type your answer below. 
+ Don’t know

ASK IF C4=5-7 (FEEL MORE POSITIVELY TOWARDS METLINK THAN 12 MONTHS AGO) 
OPEN 
D6b Earlier, you said that you feel more positively towards Metlink now than you did 12 months 

ago. For what reasons do you feel more positively? 
Please type you  answer below. 
+ Don’t know
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Section H: Community outcomes (priority, importance, and progress) 

HIntro  

[GW Logo]  

Greater Wellington Regional Council are kaitiaki (guardians) of the environment: the land, air, and 
water. The Council also help look after the harbour safety and co-ordinate civil defence and public 
transport. 

We’d like to ask you a few questions about Greater Wellington and the work Greater Well ngton 
Regional Council does. Your answers will help the Council understand what’s important to you and what 
you think they can do better. 

SHOW H1A TO H1D ON ONE SCREEN.  RANDOMISE THE ORDER THAT THE SEVEN GROUPS OF 
QUESTIONS (H1 TO H7) ARE SHOWN.  

Healthy waters for the environment and our people 

H1a How strongly do you agree or disagree with the stat ment
Our local fresh and coastal waters are clean and abund t. 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H1b How important s having healthy waters for you? 

1… Not at all important 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR

A

E R

PROACT VE R
ELE

ASE

Attachment 1



H1c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H1d Do you have any other comments on healthy waters? 
Please type your answer below. 
+ Don’t know

SHOW H2A TO H2D ON ONE SCREEN  

Protected and flourishing native bird, animal and plant life 

H2a How strongly do you agree or disagree with the st tement: 
I believe our native bird, animal and plant life in the Wellin ton region is treasured and 
protected, both on land and in the water 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H2b How important i  it to ou that we protect and care for native bird, animal and plant life? 

1… Not at all important 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H2c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H2d Do you have any other comments about our native bird, animal and plant life? 
Please type your answer below. 
+ Don’t know

SHOW H3A TO H3D ON ONE SCREEN  

Resilient and adaptable communities in a changing climate 

H3a How strongly do you agree or disagree with the st tement: 
My community is well prepared for the growing effects of c imate change and the hazards 
our region faces such as earthquakes, droughts and floods. 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H3b How important do you think building community preparedness is in order to limit the impact of climate 
change and oth  hazards? 

1… Not t all impor ant 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H3c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H3d Do you have any other comments on climate change and community resilience? 
Please type your answer below. 
+ Don’t know

SHOW H4A TO H4D ON ONE SCREEN  

Meaningful partnerships with mana whenua (local iwi) 

H4a How strongly do you agree or disagree with the st tement: 
I believe Greater Wellington delivers strong outcomes for Māori through enduring 
relationships with iwi/hapū (tribes/sub tribes) and council. 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H4b How important do you consider partnerships between council and mana whenua (local iwi) 
to be? 

1… Not at all impor ant 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H4c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H4d Do you have any other comments on relationships between Greater Wellington and tangata 
whenua (Māori, people of the land)?  
Please type your answer below. 
+ Don’t know

SHOW H5A TO H5D ON ONE SCREEN 

A strong and sustainable regional economy 
H5a How strongly do you agree or disagree with the st tement: 

I believe the Wellington Region has a sustainable ec nomy  with a healthy standard of living 
and wellbeing 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H5b How important i  a prosperous and thriving Wellington Region for current and future 
generations? 

1… Not at all impor ant 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H5c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H5d Do you have any other comments on economic development? 
Please type your answer below. 
+ Don’t know

SHOW H6A TO H6D ON ONE SCREEN.  

Safe, sustainable and effective transport network 

H6a How strongly do you agree or disagree with the st tement: 
My local transport networks are safe, well-organised  low c rbon, and meet my needs 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H6b How importan  is it to you to have safe, effective, and low carbon emission transport 
options connecti g our communities? 

1… Not at all important 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H6c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H6d Do you have any other comments on transport networks? 
Please type your answer below. 
+ Don’t know

SHOW H7A TO H7D ON ONE SCREEN  

Protect and manage land use for future generations 

H7a How strongly do you agree or disagree with the st tement: 
I believe that land is managed sustainably in the We lingto  Region, with urban and rural 
development that supports and enhances the envi onment and doesn’t negatively impact it. 

1… Strongly disagree 1 
2 
3 
4 
5 
6 

7… Strongly agree 7 
Don’t know 8 

H7b How important i  it to ou that land is protected for future generations and use? 

1… Not at all important 1 
2 
3 
4 
5 
6 

7… Extremely important 7 
Don’t know 8 PR
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H7c How well do you think we’re achieving at this? 

1… Not at all well 1 
2 
3 
4 
5 
6 

7… Extremely well 7 
Don’t know 8 

H7d Do you have any other comments on land management? 
Please type your answer below. 
+ Don’t know

H8a Which of the following is most important to you? 

Our local healthy fresh and coastal waters are clean 
and abundant 1 

Our native bird, animal and plant life is treasured and 
protected, both on land and in water 2 

My community is well prepared for the growing 
effects of climate change and the hazards our region 
faces such as earthquakes, droughts and floods 

3 

Greater Wellington delivers strong outcomes for 
Māori through enduring relationships with iwi/hapū 
and council 

4 

Wellington Region has a sustainable economy, with a 
healthy standard of living and wellbeing 5 

My local transport networks are safe, well-organised 
and meet my needs 6 

Urban and rural development support  and enhances 
the environment in the Welling on Region, and 
doesn’t negatively impact it 

7 

Don’t know 8 

IF H8A=8 SKIP TO DEMOGRAPHICS. 
H8b Which is second most important to you? 

DON T SHOW OUTCOME THAT WAS SELECTED IN H8A. 

Our loca  healthy fresh and coastal waters are clean 
and abund nt 1 

Our native bird, animal and plant life is treasured and 
p otected, both on land and in water 2 

My community is well prepared for the growing 
effects of climate change and the hazards our region 
faces such as earthquakes, droughts and floods 

3 

Greater Wellington delivers strong outcomes for 
Māori through enduring relationships with iwi/hapū 
and council 

4 

Wellington Region has a sustainable economy, with a 
healthy standard of living and wellbeing 5 
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My local transport networks are safe, well-organised 
and meet my needs 6 

Urban and rural development supports and enhances 
the environment in the Wellington Region, and 
doesn’t negatively impact it 

7 

Don’t know 8 

IF H8B=8 SKIP TO DEMOGRAPHICS. 
H8c Which is next most important to you? 

DON’T SHOW OUTCOME THAT WAS SELECTED IN H8B. 

Our local healthy fresh and coastal waters are clean 
and abundant 1 

Our native bird, animal and plant life is treasured and 
protected, both on land and in water 2 

My community is well prepared for the growing 
effects of climate change and the hazards our region 
faces such as earthquakes, droughts and floods 

3 

Greater Wellington delivers strong outcomes for 
Māori through enduring relationships with iwi/hapū 
and council 

4 

Wellington Region has a sustainable economy, with a 
healthy standard of living and wellbeing 5 

My local transport networks are safe, well-organised 
and meet my needs 6 

Urban and rural development supports and enhances 
the environment in the Wellington Region, and 
doesn’t negatively impact it 

7 

Don’t know 8 
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Section F: Demographics 

TXT Thanks, now we have a few questions about you. 

ASK IF S4=1 (USED BUSES) 
SR 
F1 Over the last 12 months, how often have you travelled by bus in the Wellington Region? 

Every weekday, including weekends 1 
Every weekday 2 
Three or four times a week 3 
Once or twice a week 4 
Once every two or three weeks 5 
Once a month 6 
Less often than once a month 7 
Don’t know 8 

ASK IF S4=2 (USED TRAINS) 
SR 
F2 Over the last 12 months, how often have you travelled by train in the Wellington Region? 

Every weekday, including weekends 1 
Every weekday 2 
Three or four times a week 3 
Once or twice a week 4 
Once every two or three weeks 5 
Once a month 6 
Less often than once a month 7 
Don’t know 8 

ASK IF S4=3 (USED FERRIES) 
SR 
F3 Over the last 12 month , how often have you travelled by harbour ferry in the Wellington 

Region? 

Every weekday, including weekends 1 
Every w ekday 2 
Three o  four times a week 3 
Once or t ice a week 4 
Once every two or three weeks 5 
O e a month 6 
Less often than once a month 7 
Don’t know 8 

ASK IF S4=1-3 (USE PUBLIC TRANSPORT) 
SR 
F4 For what purpose do you most often use public transport? 
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Work or commuting 1 
Study (getting to/from university, other place of 
study) 

2 

Personal appointments or errands 3 
Visiting friends or relatives 4 
Sports, recreation, or dining out 5 
Shopping (including using services such as banks or 
libraries) 

6 

Attending special events, e.g., concerts, sports 
games 

7 

Sightseeing 8 
Something else (please tell us) 9 

ASK ALL 
SR 
F5 Is your home…? 

Owned by you, solely or jointly, either outright or 
with a mortgage 

1 

Owned by someone else, that is, rented or leased 2 
Don’t know 3 

ASK ALL 
SR 
F6 Which of these best describes the type of area you live in? 

Urban 1 
Suburban 2 
Rural 3 

ASK ALL 
SR 
F8 Which one of these gro ps does the combined income of your household from all sources 

before tax fall in o? 

Under $10,000 1 
$10,001  $20,000 2 
$20,001 - $30,0 0 3 
$30,001  $40,000 4 
$40,0 1 - $50,000 5 
$50,001 - $60,000 6 
$60,001 - $70,000 7 
$70,001 - $80,000 8 
$80,001 - $90,000 9 
$90,001 - $100,000 10 
$100,001- $150,000 11 
$150,001- $200,000 12 
$200,001 or more 13 
Prefer not to say 14 
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ASK ALL 
SR 
F14 Do you have a health problem or long-term disability (lasting 6 months or more) that stops 

you from doing everyday things other people can do? 

Yes 1 
No 2 
Prefer not to say 3 

ASK ALL 
SR 
F15 Here are some descriptions of how different people feel about the environmen   Please 

select the description that best matches how you relate to the environment personally. 
Please select one only 

I actively follow green politics and believe in 
environmentalism as a vital part of New Zealand’s 
future.  

1 

I’m bored with all the talk about the environment. 
Everything with the environment is okay here where I 
live.  

2 

I think the environment where I live is in good shape 
and we don’t have to worry about it.  3 

I’m deeply passionate about the environment. I do 
everything I can to look after it and I actively 
encourage others to get involved.  

4 

I’m deeply connected with the environment n a 
spiritual and cultural way.  5 

I spend a lot of time outdoors in nature. I connect 
with nature at a very personal level d ing w at I love 
doing (e.g. tramping, biking, fishing  camping  
surfing, etc).  

6 

It’s sad to see the bad state th  environment is in, 
but I’m not sure if I can do anyth ng as an individual 
that will make a difference.  

7 

I want to make a difference, and I’ll will do what I 
can to help. Tell me h w I can contribute.  8 

I’m not really int rested n the environment. There 
are others – like the g vernment and councils who 
are taking care of t   

9 

I’ll do what I h ve o with environmental things – like 
separate our ho sehold rubbish - but it has to be 
conveni nt or el e I’m not interested.  

10 
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From: Amie Lightbourne
To: David Dillon; Victoria Forrest; Hannah Sedcole; Ashleigh Grindell
Cc: Charmaine Love; Matthew O"Driscoll
Subject: GW-Metlink Community Research 2023
Date: Wednesday, 12 April 2023 4:41:00 pm
Attachments: image001.png

Kia ora Metlink Comms team + Dave,

We have the 2023 research in from Kantar. 

There’s been a sizeable downshift for Metlink, so we wanted to share the results with you and
Metlink staff ahead of the rest of GW.

It does make for tough reading, but we run this research to hear the people’s oice – and it’s a
good reminder about what’s important to our customers and community.

There’s a lot of factors that Greater Wellington needs to take into acco nt when decision-making
and deciding direction. This research is an important one, but no  the only one   So while it’s
important to hear what people are saying, we will keep working on addressing the issues and
filling the gaps as best we can. We’re all in this together. We ll sha e the esearch with ELT on
Monday 24 April, all staff on 11 May, and councillors o  18 May.

It’s also worth noting that it’s a tough post-Covi  environment out there, people are feeling
pinched economically and dissatisfied about many things and Kantar have noticed this negativity
creeping into other research.

Today, Matt & I went through the re earch with Sam Gain and the Metlink managers (Fiona,
Bonnie, Emmet/Tim, Mel).  Sam w nts us to s are an abbreviated version of it with Metlink staff
to give them a heads up – which we’r  doing on Monday 17 March at 11.30am.  You might like
to attend (I’ll forward the invite)

I’d like to run throu h the full research with you, looking at diaries, 3pm on Monday. I’ll be in the
office, so will book a space.

Amie

akaurang Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nzPROACTIVE R
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From: Matthew O"Driscoll
To: Amie Lightbourne
Subject: RE: Community research - timelines
Date: Tuesday, 11 April 2023 11:15:05 am
Attachments: image001.png

Excellent – thanks Amie!

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Tuesday, 11 April 2023 11:02 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: RE: Community research - timelines

Hi Matt,

Kantar are aiming to get the report to me tomorrow morning so we have a cou le of h urs to
digest it before meeting at 1.30pm.  I think that’ll be fine.  I know the eport struc u e inside and
out and can talk to it.

I’ll send it to you when I get it, and let’s you and I take 15 mins b f re the Metlink meeting to
discuss what we want the Metlink team to take from it.

The meeting will be good timing, as I’m sure the Metlink managers may have questions or
specific deep dives that we can take back to Kantar.

Amie

From: Matthew O'Driscoll <Matth w.ODri co l@gw.govt.nz> 
Sent: Tuesday, 11 April 2023 10:04 a
To: Amie Lightbourne <Amie.L ghtbourne@gw.govt.nz>
Subject: RE: Communi y esearch  timelines

Kia ora

I’m back on deck now

How are Kan ar t acking on this one Amie?

Worst case scenario: for the Wednesday meeting we can get away with the excel  you shared
with e the other week.

Matt

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Thursday, 6 April 2023 8:36 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Cc: Charmaine Love <Charmaine.Love@gw.govt.nz>
Subject: RE: Community research - timelines
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From: Matthew O"Driscoll
To: Amie Lightbourne
Subject: RE: Community research - timelines
Date: Wednesday, 12 April 2023 9:51:00 am
Attachments: image001.png

Thanks Amie,

I’ve had a quick read and it all makes sense to me.

I’ll have to go through the verbatims again out of personal curiosity to see how much LGWM
feedback is being attributed to us.

Matt

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Wednesday, 12 April 2023 9:30 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: FW: Community research - timelines

Hi Matt,

Here’s the report. I’m going to spend some time going thr ugh it, then have a quick chat with
Kantar to discuss their thoughts, and give you a call to discuss late morning.

Call me if you need me.

Amie

From:  (MBWCB) <e @kantarpublic.com> 
Sent: Wednesday, 12 Ap il 2023 9 08 am
To: Amie Lightbour e <Amie Lightbourne@gw.govt.nz>
Cc: MBWCB  < @kantarpublic.com>
Subject: RE: Community search - timelines

Ata mārie

The eport is attached. Sounds good, I should be pretty easy to catch this morning, my number
is

M +

Cheers,

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Wednesday, 12 April 2023 8:58 am
To:  (MBWCB) < @kantarpublic.com>
Cc:  (MBWCB) < @kantarpublic.com>
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From: Matthew O"Driscoll
To: Amie Lightbourne
Subject: Re: ELT Monday 24 April
Date: Thursday, 13 April 2023 10:57:30 am
Attachments: image001.png

image002.png

I’ll get Rebecca to have a look when my next scheduled catch up with him is and we’ll get
you along to that :)

Get Outlook for iOS

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz>
Sent: Thursday, April 13, 2023 10:55:53 AM
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: FW: ELT Monday 24 April

Hi Matt,

Unfortunately I missed out on a spot at 24 April ELT, so it’s going to be 8 M y

Shall we share the report with Nigel as that’s a long delay between Met ink staff knowing on 17
April and Nigel being informed.

I’ve attached the Exec Summary that we could share with Nigel.  What do you think?

Amie

From: Abby Meehan <Abby.Meehan@gw.govt.nz> 
Sent: Thursday, 13 April 2023 8:33 am
To: Amie Lightbourne <Amie.Ligh bourne@gw.govt.nz>
Cc: Rebecca Dobbs Rebecca.Dobbs@gw.govt.nz>; Charmaine Love
<Charmaine.Love@gw.govt.n >
Subject: RE: ELT Mond y 2  April

Mōren  Amie,

Unf rtunatel  there is no longer any space at ELT for this item to be added on Monday 24th

A ril.

The next available date is Monday 8 May, with reports being due on Wednesday 3 May.

Can you also confirm you have ELT approval please.

Ngā mihi,

Abby

Abby Meehan
(She/Her)
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From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Friday, 31 March 2023 2:05 pm
To: Abby Meehan <Abby.Meehan@gw.govt.nz>
Subject: ELT Monday 24 April

Hi Abby,

Just confirming that due to Anzac day on 25th, the ELT meeting will be on Monday 24 April?  You
did say so in your last email, but just planning timelines so checking for the 100%.

Amie

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.n

PROACTIVE R
ELE

AS

PROACT VE R
ELE

ASE

Attachment 3



From: Matthew O"Driscoll
To: Amie Lightbourne; Michelle Groves
Subject: RE: Meeting for all Metlink staff
Date: Friday, 31 March 2023 11:49:48 am
Attachments: image001.png

Sam definitely needs to be at the meeting.

Michelle are you able to talk with Sam please and see when she’d like to have the meeting.

Matt

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Friday, 31 March 2023 11:48 am
To: Michelle Groves <Michelle.Groves@gw.govt.nz>
Cc: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: RE: Meeting for all Metlink staff

Hi Michelle,

SLT meeting - that’s great thank you.

Matt – is this okay re the whole of Metlink meeting? Go ahead without Sam?

Amie

From: Michelle Groves <Michelle.G oves@gw.govt.nz> 
Sent: Friday, 31 March 2023 11:3  am
To: Amie Lightbourne <Amie Lightbo rne@gw.govt.nz>
Subject: RE: Meeting for all M tlink staff

There is a Senior Leadership Team meeting on Wed 12 April – I will add you and Matt to the first
half hour of that at 30pm.

For the all of Metlink meeting w/c 17 April, just letting you know that Sam is on leave from 18-24

April  and her d ry is already full on the 17th.  So Sam will not be present at this meeting.

Michelle

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Friday, 31 March 2023 10:50 am
To: Michelle Groves <Michelle.Groves@gw.govt.nz>
Subject: Meeting for all Metlink staff

Hi Michelle,

Can you also book in a meeting for all Metlink staff, called Annual research update, where
Customer Engagement will present the latest findings from the Greater Wellington and Metlink
Community Research.
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Book it for 1 hour the week of 17 April – 21 April.

BTW – the meeting below with SLT – book for 30 mins.

Thanks

Amie

From: Amie Lightbourne 
Sent: Friday, 31 March 2023 9:45 am
To: Michelle Groves <Michelle.Groves@gw.govt.nz>
Subject: Meeting with Metlink SLT

Kia ora Michelle,

I look after our annual Greater Wellington and Metlink Community R search, where we ask
people in our region how they feel about GW and Metlink and th  work we are doing. 

We have the 2023 results back, and after discussion wi  Bonnie a d Sam Gain, Matt O’Driscoll
and I would like to set up a briefing meeting with the Metli k Senior Leadership team to go
through it with them.

Would you be able to book that in for us? Could we make the meeting Wed 12 or Thu 13 April?
Invite Matt and myself.

Thanks

Amie

makaurangi Amie Lightbourne
Kait h ohu Matua | Brand and Insights Lead
G eater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz
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From: Matthew O"Driscoll
To: Amie Lightbourne
Subject: RE: Metlink
Date: Friday, 31 March 2023 10:20:16 am
Attachments: image002.png

image003.png

Definitely book in the second meeting as you won’t get in people’s diaries otherwise – just call it
an annual research update so you don’t spook the horses.

Having had a quick look at the TE comments we should present alongside the comm research to
round the picture out

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Friday, 31 March 2023 10:12 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: Metlink

Hi Matt,

A few thoughts I’m keen to get your opinion on:

It might be a good idea to wait to get Michelle to b ok in the 2nd briefing with the wider
Metlink team as it will indicate something is up and no one will want to wait that long.
Shall we book it after we’ve met with the SL ?

The Transport Emissions survey has some r ults that might also feed into this Metlink
reputation discussion. At the tim  I shared it with Bonnie and David Boyd, and at Bonnie’s
request I also shared th  rep rt with Metlink Senior Leadership Team in an email with
some highlights. But… st week we got an additional piece to the research – the analysis
of all the comments. Ther  were so many comments made pertaining to public transport
and reliability issues that Grant Fletcher and I had to make it a separate job with the
research agency to an lyse them all.  I hadn’t got round to sharing that with anyone in
Metlink yet, bu  now  think that I should.  Have a look at the research report and tell me
what you th k  Over half the additional comments were on public transport and
reliabilit   The sheer quantity of responses we got on this survey (over 2,000), and the
number o  additional comments (unexpected) suggest that the sentiment on public
transp rt has had a strong impact on this more general survey of reducing transport
emis ions. 

The report updated with comments (p12 and 30) :  Transport Emissions in the Wellington
egion FINAL.docx

Amie
makaurangi Amie Lightbourne

Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz
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From: Matthew O"Driscoll
To: Amie Lightbourne; Charmaine Love
Subject: RE: 2023 Community Research - timelines check in
Date: Thursday, 30 March 2023 3:09:57 pm
Attachments: image001.png

Hi Amie,

Thank you for taking me through this yesterday. I’ve now had the opportunity to do the same
with Bonnie and Sam.

They were prepared for an outcome like this but would like to buy some time before it goes to
ELT to get their SLT and all Metlink staff briefed.

They are concerned with the current Metlink morale and want to be able to repar  mes aging
that they are taking a range of actions to address the issues that the research i hlights

To that effect can we action the following:

1. Push our ELT paper out to late April/early May.

2. Set up two meetings via Sam’s PA Michelle Groves:

Week of Monday 10 April – a brie ing with Metl nk’s SLT
Week of Week of Monday 17 April –  briefing to the whole of Metlink.

Let me know if you need any help with this

Matt

From: Amie Lightbourne <Am e.Lightbourne@gw.govt.nz> 
Sent: Wednesday, 29 March 2023 2:59 pm
To: Matthew O'Dri ll <Matthew.ODriscoll@gw.govt.nz>
Subject  FW: 2 23 Community Research - timelines check in

FYI

From   (MBWCB) < @kantarpublic.com> 
Sent: Wednesday, 29 March 2023 1:59 pm
To: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz>
Cc:  (MBWCB) < @kantarpublic.com>
Subject: RE: 2023 Community Research - timelines check in

Kia ora Amie

We have run some of Metlink’s data for you, unfortunately we don’t have the reputation scores
back yet so we have used a few of the reputation questions instead. These should give you an

PROACTIVE R
ELE

AS

PROACT VE R
ELE

ASE

Attachment 3



PROACTIVE R
ELE

AS

PROACT VE R
ELE

ASE

Attachment 3



From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Thursday, 23 March 2023 1:09 pm
To:  (MBWCB) < @kantarpublic.com>;  (MBWCB)

@colmarbrunton.co.nz>
Subject: 2023 Community Research - timelines check in

Hi Mike,

What are the odds of getting the draft report on Wed 5 April?  I’ve just realised that Easter 

Friday 7th – Mon 10th, and I have an ELT spot to present the results on Tue 11th morning  Would
be good to have a day to digest them. 

Also, just a reminder for Topline Metlink bullet points in the interim fo  the Metlink team. Any
ideas what date that might come in, so I can plan?

Amie

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Well ngton 6011
Follow us online: Facebook | Twit r | gw.govt.nz

ATTENTION: This corresponden e is confidential and intended for the named recipient(s) only. If
you are not the nam d recipient and receive this correspondence in error, you must not copy,
distribute or take a y action n reliance on it and you should delete it from your system and
notify the sender immediate y. Unless otherwise stated, any views or opinions expressed are
solely those of th  author, and do not represent those of the organisation.
ATTENTION: T is correspondence is confidential and intended for the named recipient(s) only. If
you are no  the amed recipient and receive this correspondence in error, you must not copy,
dis ribute or ake any action in reliance on it and you should delete it from your system and

otify the sender immediately. Unless otherwise stated, any views or opinions expressed are
s lely those of the author, and do not represent those of the organisation.
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From: Matthew O"Driscoll
To: Amie Lightbourne
Cc: Charmaine Love
Subject: RE: 2023 Greater Wellington and Metlink Community Research
Date: Monday, 6 March 2023 12:18:21 pm
Attachments: image001.png

I’m happy with this but let’s get Donna and Nigel across the line first.

Will mention at ELT next week.

Matt

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Monday, 6 March 2023 11:27 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Cc: Charmaine Love <Charmaine.Love@gw.govt.nz>
Subject: 2023 Greater Wellington and Metlink Community Research

Kia ora Matt,

If you remember in my review paper for this research,  talke  about a move to make the
research results more available to the public this year.

In the interests of transparency and showin  that e are asking and listening to the public, I’d
like to publish a summary of the 2023 res arch esults on the website, and potentially issue a
media release (if you agree).

Wellington City Council does this w h their resident survey.
https://wellington.govt.nz/ ws-and-e ents/news-and-information/our-
wellington/2021/08/rms-survey and-results

I’ll prep for this in my roll-ou  plan, but we can discuss this again once we have the results.  I just
wanted to remind yo  of my thinking, as I’ll put the job into integration shortly and external
media and w bsit  might come up as an option.

Ngā mihi
Am e

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz
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From: Matthew O"Driscoll
To: Amie Lightbourne
Subject: RE: 2023 GW-Metlink Community Research
Date: Monday, 27 March 2023 8:38:22 am
Attachments: image001.png

That’s great news – thanks for making this a priority

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Friday, 24 March 2023 11:18 am
To: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz>
Subject: FW: 2023 GW-Metlink Community Research

Hi Matt,

Kantar say they should be able to get us some Metlink topline by Weds next w k.

Amie

From: Matthew O'Driscoll <Matthew.ODriscoll@gw.govt.nz> 
Sent: Monday, 20 February 2023 2:52 pm
To: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz>
Subject: RE: 2023 GW-Metlink Community Research

Thanks Amie

I’m not sure if this is possible but could we get Kanatar to prioritise sending us
preliminary/snapshot results for Metlink o er Greater Wellington?

Background: There’s a pa er g ing to EL  to stand up a crisis response to the ongoing bus driver
shortage and reputati /brand w l be one of the indicators of health and need for action.

Matt

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent  Mon ay, 20 February 2023 2:30 pm
To  David Bo d <David.Boyd@gw.govt.nz>; Charmaine Love <Charmaine.Love@gw.govt.nz>;
Victoria Forrest <Victoria.Forrest@gw.govt.nz>; Matthew O'Driscoll
<Matthew.ODriscoll@gw.govt.nz>
Cc: George Cook <George.Cook@gw.govt.nz>
Subject: 2023 GW-Metlink Community Research

Kia ora koutou katoa

FYI The GW-Metlink community research will be live in market between 2-19 March capturing
peoples’ thoughts and opinions on Greater Wellington and Metlink; 1,000 people across the
Wellington region.

I’ll keep in touch with Vic on anything that crops up for Metlink in that time, but let me know if
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Page 2 
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Summary of results 

Targets for next 10 years 

The Greater Wellington Regional Land Transport Plan (RLTP) is the blueprint for the region’s 
transport network. As part of the blueprint three targets were set for the next 10 years.  

These are: 

• Safety - 40% fewer deaths & serious injuries on our roads
• Reduce emissions - 35% less carbon emissions from transport
• Mode share - 40% increase in the share of trips by active travel and public tr nspo t

Respondents were asked about how they felt about these targets. 

The target with the highest approval rate was Safety. 41% said that the Safety target was 
“about right”. 25% said it was “too ambitious”. The groups more like y to think that it is “too 
ambitious” are: 

• Living in Te Awa Kairangi ki Uta / Upper Hutt (37%)
• Living in Wairarapa (46%)
• Males (32%)
• 55-64 year olds (30%)
• Māori (40%).

42% said the target to  Reduce emissio s wa  “not ambitious enough”. The groups more likely 
to think this were: 

• Living in Pōneke / Wellington City ( 7%)
• 16-24 year olds (57%)
• 25-34 year olds (54%)

Nearly a quarter (24%) believed it was “too ambitious”. The groups more likely to think this 
were: 

• Li ing in Kāpiti Coast (33%)
• Livi g in Te Awa Kairangi ki Uta / Upper Hutt (37%)
• iving in Wairarapa (35%)
• M les (31%)
• 65 74 year olds (30%)
• Māori (39%)

32% said Mode share target was “about right”. 
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Investment Priorities 

Of five priority areas cited to respond to the most significant and urgent transport problems in 
the region, Public Transport Capacity was the most important.  95% said it was “very 
important/important”. 74% said it was “very important”. Respondents more likely to think it 
“very important” were: 

• Living in Pōneke / Wellington City (79%)
• Female (80%)
• 25-34 year olds (81%).

Travel Choice was very important to 56% of respondents. The respondents who we e more 
likely to think it “very important” were: 

• Living in Pōneke / Wellington City (61%)
• Females (64%)
• 16-24 year olds (71%)
• 25-34 year olds (65%)
• 35-44 year olds (62%).

72% strongly agreed/agreed that “Reduced transpor  emi sions wil  benefit everyone”.  70% 
also believed that the government (central and loca ) nee s  do more to reduce transport 
emissions.  

Changing travel behaviour 

Respondents were asked about the trips hey made and whether or not they would change 
their travel behaviour to some hing that p oduces lower emissions.  

Just as many respondent  said they were likely to change travel behaviour as not change their 
behaviour.  

The trip most lik ly to change was for Work, work related reasons - 39% said they were 
extremely likely/ ikely to c ange (18% extremely likely).to change and.  

• 23% of 35-44 y ar olds said they were extremely likely to change.

40% said th y were extremely unlikely/unlikely to change their behaviour for work travel (25% 
xtremel  unl kely). Respondents who are extremely unlikely to change were: 

• Liv ng in Te Awa Kairangi ki Uta / Upper Hutt (39%)
• Living in Wairarapa (37%)

Males (28%)
• 65-74 year olds (30%).
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Current infrastructure and solutions – Public transport 

When asked about infrastructure, there was a strong belief that the infrastructure needed to 
improve before people could change their travel behaviour. Overall, 72% said they agreed with 
this statement, 43% agreeing strongly .  

93% of respondents said that improved frequency, coverage, quality and cost of public 
transport is the solution that will work best for Wellington region to reduce vehicle emissions. 

97% of respondents living in Wairarapa picked this statement as the solution for reducing 
emissions.  

59% said there was not enough public transport in their area. The respondents more kely to 
have said this were: 

• Living in Wairarapa (83%)
• 35-44 year olds (64%)
• Māori (73%).

In order to reduce vehicle emissions, respondents were asked which incentives or regulations 
they would support. Public transport quality had high t level of support: Overall,  92% said 
they “extremely support/support it” (70% said they “ext emely support” it). 

The respondents more likely to “extremely pport” were: 

• Living in Pōneke / Wellingto  City 73%)
• Females (77%)
• 25-34 year olds (8 %).

Reducing public transport fares was the second incentive chosen by respondents. 57% said 
they “extremely support” t. Overall this has 84% said they “extremely support/support it.” 

The respo dent  more likely to “extremely support” were: 

• Fema s (63%)
• 25 34 year olds (72%).
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2. Importance of investment priorities

Respondents were told that the “RLTP identifies five priority areas requiring investment over the 
next 10 years. These transport investment priorities are designed to respond to the most 
significant and urgent transport problems in the region.” 

The priority areas respondents were asked about were: 

• Public Transport Capacity - Build capacity and reliability into the Wellington Region s
rail network and into Wellington City's public transport network to accommodate
future demand.

• Travel Choice - Make walking, cycling and public transport a safe sustainable and
attractive option for more trips throughout the region.

• Strategic access - Improve access to key regional destinations, such as por s, airports
and hospitals for people and freight.

• Safety - Improve safety, particularly at high-risk inter ections and on high-risk rural and
urban roads.

• Resilience - Build resilience into the region's t ansport ne w rk by strengthening
priority transport lifelines and improving re unda y i  the system.

When asked which of the five priority areas requiring investment were important to them 
respondents gave all priority areas a high rating of Very important/important of 78% or more. 

Public Transport Capacity was by far the most important with 95% said it was very 
important/important. 74% sai  it was ery important to them. 

91% said Strategic acc ss was very important/important. 46% said it was very important. 

88% rated Resilience as very important/important with 44% said it was very important.  

84% said Safety was y important/important with 38% said it was very important.  

78% ra ed T avel Choice as very important/important. 56% said it was very important. 
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Cycling (includes cycle lanes) 

There are two camps for cycling and in particular cycle lanes. Some who say more are required as 
it’s dangerous and it is taking a long time to build them. The other group saying too much is being 
spent on cycle ways and more needs to be directed to road improvement.  

Below is an example of comments that cover this. 

“Please spend less on cycleways for a handful of commuters and concentrate on better roads 
and public transport. Wgtn is not designed for cyclists i.e. wind, weather, hills etc. I live n 
Whitby which is a fast growing suburb but the infrastructure is not growing with it. I drive 
over the Haywards twice every day and although it is being upgraded I was surp ised to see 
that it does not have a proper median barrier for the entire length of what we know is a 
dangerous road and one of Wgtn's main arterial routes.” 

“From what I have observed the answer to these priorities so far appear  to focus entirely on 
cycling and removing car parks, ignoring public transport and walking. More cyc e ways are 
not needed as they are expensive and exclude anyone who does not or cannot cycle (eg. 
parents, those who can’t afford bikes, older people, the disabled .). Publ c transport is far 
more inclusive and more sustainable over all terrain and weat ers and should be the focus of 
council efforts.” 

“Difficult to express my preferences. Reduce co2 number 1. B tter public transport and much 
better cycling facilities needed. Cycling facilities prog ess is painfully slow. Nothing 
whatsoever in Upper Hutt. Really hopeless situation out here and getting worse. Council anti 
cycling.” 

“Push for the Levin bypass to be completed. Pr vide more off-street places and tracks for 
cycling. Improve cross-city flow round Basin Reserve and Mt Victoria Tunnel.” 

“Wellington's public tra sport is absolutely dismally pathetic and overpriced, and cycling is 
horrendously dange ou  still and needs vast improvement.” 

Improvements/ inv tmenst t  roads 

When talking about the roads, respondents mentioned that they needed improvement or 
investments. The urrent state of the roads was not to an expected standard or see as resilient 
for the future.  

“S fety improvements is about changing behaviour as well as improvements in our roads. 
Wellin ton can't change behaviour on its own. Also needs judges to be consistent in 
senten ing....which they are not.” 

“We need to stop slowing motorists down as a safety improvement, rather we need to 
improve our road design and maintenance. SH2 should not be going through the CBD. Busses 
can use roads too. We don’t have practical public transport alternatives in the Wairarapa 
due to our population. The train is always late, and the times are terrible. You can’t catch it 
to the airport reliably.” 

“With regards to the resilience in the system...this shouldn't necessarily mean new road 
ways. But improving the ones we have. Otherwise I feel this priority will just be used to justify 
new roads when the bigger priorities should be mode shift to reduce emissions and mitigate 
climate change. The safety priority should also take into consideration global evidence about 
road design. Making roads wider with bigger shoulders etc seems safer bit actually makes 
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drivers feel safe to go faster thus actually making them more dangerous. Safety should be 
viewed from every angle as well, how is this road safe for walkers, cyclists and drivers 
(putting the more vulnerable as top priority) rather than just making something safe for 
drivers.” 

Safety 

Safety covers a variety of areas. Some talk about the roads being maintained or improved to 
make it safer for driving. There is also a group who talk about making it safer for cyclists.  

“I am a cyclist but find some of the cycle lanes make me feel unsafe therefore I do not u e 
them.” 

“As a car driver, regular user of public transport and previous cyclist I grieve the mess that s 
cycle lanes in Wellington. Doesn’t achieve safe separation on any of these routes. T e routes 
I used to use are now less safe!” 

“All you are doing is listing the priorities, but the key is how you are going abo t them. For 
example, "improving safety" is all about slowing down as if that is t e only way to achieve. 
How about building safer roads and looking at driver competen e? A h ge number of 
numbers drive too closely and don't the signalling rules at ro ndabo ts. Re-licencing would 
be better than ridiculously slow speed limits. Secondly, why do s he aim to improve access 
for cyclists and walkers always assume making th ngs hard  for drivers? Parking spaces are 
disappearing all over the place. This will not reduce t e number of drivers. It will increase 
carbon output as drivers cruise round looking for a park, reduce the income for the council 
from parking fees, and increase the profits f Wilson Parking who will happily take up 
whatever the council loses. I suppor  cycling bu  the proportion of money on this tiny 
minority of road users is seriously excessive.” 

“Repair the roads to an international standard install more passing lanes .most off the 
vehicles traveling the oads are modern safe machines, the roads are third world .” 

“Prioritising road safety ha  led to frustrating changes to road rules, and ongoing road works 
that have made travel between towns in Wairarapa more difficult. This has not been 
accompanied by impro ements in public transport so it has led to decreased utility for 
reside ts  and that is fuelling frustration. Please prioritise improving public transport within 
Wairarapa and between Wairarapa and Wellington.” 
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= extremely likely/likely 
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6. Infrastructure needs to improve to change travel behaviour.

When asked about infrastructure, there was a strong belief that the infrastructure needed to 
improve before people were able to change their travel behaviour. 72% said they agreed/s rongly 
agreed with this statement. 43% agreed strongly that it needed to change.  

At 52%, 25-34 year olds were more likely to agree strongly with the infrastructure needing to 
improve befor  changing travel behaviour.  

7% f males were more likely to disagree strongly with this statement. 
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7. Can people do more to reduce transport emissions?

When asked if they think they could do more to reduce transport emissions, 43% said they 
agreed/strongly agreed. 35% of this group agreed and 8% strongly agreed. Around a third (34%) 
strongly disagreed/disagreed. 

18% of responde ts in Te Awa Kairangi ki Tai / Lower Hutt strongly disagreed with this 
statement and a so 21% o  respondents in Wairarapa.  

42% of 35 44 year olds greed they could do more to reduce transport emissions. 
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8. Solutions to reduce vehicle emissions.

When asked about solutions to reduce vehicle emissions that work best for the region, 
improving frequency, coverage, quality and cost of public transport was picked by the majority 
(93%).  

93%

41%

34%

33%

21%

13%

9%

Improved frequency, coverage, quality and
cost of public transport

Increasing the benefits and subsidies to
make low-emission cars more attractive

(e.g. discounts, increased parking…

Greater encouragement to use more active
modes of travel (e.g. walking, running,

cycling)

Creating denser communities to minimi e
the work commute time

Making it more expensive/restrictiv  to
own a high-emitting ca  (e.g. highe
cost/taxes, parking fees, r stricted…

Greater use of carpooling/car sharing

Have  personalised app to track and
enco rage alt rnative travel behaviour

Thinking about the various solutions to reducing vehicle emissions, 
which solutions do you think will work best for Wellington as a region?
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10. Incentives to reduce emissions

In order to reduce vehicle emissions, respondents were asked which incentives or regulations 
they would support. Significantly improving the reach, frequency and quality of public 
transport quality had highest level of support:92% said they “extremely support/support it” 
(with 70% being  “extremely support”. 

This was followed by reducing public transport fares. 57% said they “extremely support” it. 
84% said they “extremely support/support it.” 

The incentive with lowest support was financial incentives to work from home. 19% aid they 
“extremely support” it and 45% said they “extremely support/support it  
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“Consider other micro-mobility, eg scooters, and what routes they can use. Please make 
cycling safe. Protected cycle lanes and a connected cycle network. Current unreliability of 
public transport is causing many people to choose to drive.” 

“Public transport is the most useful thing you can invest in. If you are disabled, 
biking/walking is completely inaccessible and frankly in a city like Wellington able bodied 
people have enough trouble being physically fit enough to bike as it is. Think about people 
who carry more than a laptop with them to work or school, and not to mention parents 
trying to transport kids. Buses are the most accessible transportation for people in the ity, 
and this only works if the buses run and are on time.” 

“For me I carry a lot of equipment and various and random hours, which makes public 
transport not an option and biking not an option. For me electric/hybrid is he bet e  option 
but the city seems to be reducing the ability to drive. We are losing car parks l ft rig t and 
centre and bike lanes are taking over suburbia.” 
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From:  (MBWCB)
To: Amie Lightbourne
Cc:  (MBWCB)
Subject: RE: 2023 Community Research - timelines check in
Date: Wednesday, 29 March 2023 2:00:34 pm
Attachments: image001.png

Metlink.xlsx

Kia ora Amie

We have run some of Metlink’s data for you, unfortunately we don’t have the reputation scores
back yet so we have used a few of the reputation questions instead. These should give you an
overview of what’s going on. I have included a few of GW’s results in the attached too so you can
compare them.

At a high level Metlink’s results are showing:
Brand familiarity is up (66% this year from 56% last year)
Advocacy is down

Just 10% of people feel positively towards Metlink (down fr m 15% last year)
44% feel negatively, up from 27% last year

Attribute statements are down across the board. These fo  had the biggest declines:
Keeps people informed about what it is doing (d wn 12%points)
Is trustworthy (down 11%points)
Has a positive impact on people’s mental and physical wellbeing (down 11%points)
Is a forward-looking organisation (down 9%points)

Verbatim comments provided tended to focus on the services being unreliable and service
cancelations. I have included all of hese n the ast tab so you can read through them and
pick out any that are particularly use ul .

I hope this helps. Let us know if you eed more info. Otherwise, we will have the full report over
to you next week.

From: Amie L gh bourne <Amie.Lightbourne@gw.govt.nz> 
Sen  Friday  24 March 2023 11:23 am
T :  (MBWCB) @kantarpublic.com>;  (MBWCB)
< @kantarpublic.com>
Subject: RE: 2023 Community Research - timelines check in

Awesome thanks . Sounds good.

Amie

From:  (MBWCB) < @kantarpublic.com> 
Sent: Friday, 24 March 2023 10:41 am
To: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz>;  (MBWCB)

PROACTIVE R
ELE

AS

PROACTIVE R
ELE

ASE

Attachment 5



< @kantarpublic.com>
Subject: RE: 2023 Community Research - timelines check in

Mōrena Amie,
The odds are good.  It is a tight timeline but we can do it.

The data is being processed at the moment and so we should be able to get you Metlink results
Wednesday next week.

Ka kite

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Thursday, 23 March 2023 1:09 pm
To:  (MBWCB) < @kantarpublic.com>;  (MBWCB)
< @colmarbrunton.co.nz>
Subject: 2023 Community Research - timelines check in

Hi ,

What are the odds of getting the draft report on Wed 5 April?  I’ve just realised that Easter is

Friday 7th – Mon 10th, and I have an ELT spot to present the results on Tue 11th morning. Would
be good to have a day to digest them. 

Also, just a reminder for Topline Metlink bu et points in the interim for the Metlink team. Any
ideas what date that might come n, so I c n plan?

Amie

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Gre te  Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz

ATTENTION: This correspondence is confidential and intended for the named recipient(s) only. If
you are not the named recipient and receive this correspondence in error, you must not copy,
distribute or take any action in reliance on it and you should delete it from your system and
notify the sender immediately. Unless otherwise stated, any views or opinions expressed are
solely those of the author, and do not represent those of the organisation.
ATTENTION: This correspondence is confidential and intended for the named recipient(s) only. If
you are not the named recipient and receive this correspondence in error, you must not copy,
distribute or take any action in reliance on it and you should delete it from your system and
notify the sender immediately. Unless otherwise stated, any views or opinions expressed are
solely those of the author, and do not represent those of the organisation.
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Hi 

Okay, that should be fine.  I’ve got a meeting to run through it with the Metlink senior leadership
team on Wednesday at 1.30pm, so if you can get it to me by Wednesday 11am at the latest (so I
can do a quick study), that’d be handy.

If it’s going to take longer, let me know on Tuesday and we’ll reschedule the meeting.  We want
the research to be the best it can be, so if you need more time to give us the best insights, let us
know.

Amie

From:  (MBWCB) < @kantarpublic.com> 
Sent: Wednesday, 5 April 2023 10:43 am
To: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz>
Cc:  (MBWCB) < @kantarpublic.com>
Subject: RE: Community research - timelines

Kia ora Amie

Unfortunately we are running a little behind with the re or ing, unpicking the downward shifts is
taking a little extra time this year. Would it be okay if we got it over to you next week?

Thanks 

From:  (MBWCB) @kantarpublic.com> 
Sent: Thursday, 30 March 2023 3:54 pm
To: Amie Lightbourne <Amie.Li htbourne@gw.govt.nz>;  (MBWCB)
< @kantarpublic.co >
Subject: RE: Community research - timelines

Thanks for the pdate

chee s

From  Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Thursday, 30 March 2023 3:25 pm
To:  (MBWCB) < @kantarpublic.com>;  (MBWCB)
<E @colmarbrunton.co.nz>
Subject: Community research - timelines

Hi guys,

You can go back to the original timeline for the draft report – Thu 6 April.

The team are changing how we roll this out, so we won’t need it on 5 April.
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From:  (MBWCB)
To: Amie Lightbourne
Cc: l (MBWCB)
Subject: RE: Feedback to draft report
Date: Wednesday, 12 April 2023 4:00:32 pm
Attachments: image001.png

Hi Amie

Thanks for this. That should be fine, we will aim to have it over to you by EOD Tuesday 18 April

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Wednesday, 12 April 2023 3:46 pm
To: MBWCB) @kantarpublic.com>
Cc:  (MBWCB) @kantarpublic.com>
Subject: Feedback to draft report

Hi 

Here’s my feedback on the draft. I’ll get the Community O tcomes section feedback to you
tomorrow morning once I have a clear brain to think about it

I need to supply the final report to ELT by Wed esday 19 April. Will you be able to make the
changes and provide the final report by tha  time

Amie

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater W llington Te Pane Matua Taiao
021 194 9 60
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz

A TENT ON: This correspondence is confidential and intended for the named recipient(s) only. If
yo  re not the named recipient and receive this correspondence in error, you must not copy,
distribute or take any action in reliance on it and you should delete it from your system and
notify the sender immediately. Unless otherwise stated, any views or opinions expressed are
solely those of the author, and do not represent those of the organisation.PROACTIVE R
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From: (MBWCB)
To: Amie Lightbourne
Subject: RE: Feedback - time to discuss today?
Date: Thursday, 13 April 2023 11:58:02 am
Attachments: image001.png

Hi Amie

I can do now if you are free. Otherwise from about 2.30pm onwards is good for me.

Might be a good idea to teams as I’d quite like to show you a couple of things I’m working o .

From: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Thursday, 13 April 2023 11:43 am
To:  (MBWCB) @kantarpublic.com>
Subject: Feedback - time to discuss today?

Hi 

I have my ideas for how to analyse/present the Community Out mes section.

Do you have time to discuss today? Let me kn w when suits.

Amie

makaurangi Amie Lightb urne
Kaitohutohu Matu  | Brand and Insights Lead
Greate  W llington Te Pane Matua Taiao
021 194 9160

00 Cuba St, Te A o, Wellington 6011
Follow us nline: Facebook | Twitter | gw.govt.nz

ATTENTION: Th  correspondence is confidential and intended for the named recipient(s) only. If
yo  are not t e named recipient and receive this correspondence in error, you must not copy,
distr bute or take any action in reliance on it and you should delete it from your system and
notify the sender immediately. Unless otherwise stated, any views or opinions expressed are
solely hose of the author, and do not represent those of the organisation.
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From:  (MBWCB)
To: Amie Lightbourne
Cc: MBWCB)
Subject: RE: Question - Awareness
Date: Tuesday, 18 April 2023 1:45:04 pm
Attachments: image001.png

FINAL GW Research Questionnaire 2023.docx

Hi Amie

I have attached the final questionnaire for you.

Re. below, we removed all of section A and replaced it with one new question which was
designed purely to simulate a consistent survey experience for participants (between 2022 d
2023). This question is not used in the analysis and reporting. The awareness section in he
report is now only B1 and B2 which measure ‘familiarity’ of Greater Welling on an  Metli k.
Perhaps the awareness section heading is a little misleading? If so maybe it’s b t we r name it.

From: Amie Lightbourne <Amie.Lightbourne@gw.govt nz> 
Sent: Tuesday, 18 April 2023 9:51 am
To:  (MBWCB) @kantarpub ic.com>
Cc:  (MBWCB) @kantarpublic.com>
Subject: Question - Awareness

Hi 

I presented the results to all Metlink staff yesterday (just a few slides in advance of the final
report) and there was a questi n about the Awareness section. They wanted to know what
Awareness question we sked.  I r alised I needed to follow up with you on what we did in the
end…

We talked about keeping the ‘brand responsibility questions’ in the survey (“section A”) because
you thought y u need d them for the Awareness measure, but in the report, I see you only
quot  B1 a d B  and the source.  Can you confirm if you asked the question/used the results of
‘se tion A’?

T anks

Amie

makaurangi Amie Lightbourne
Kaitohutohu Matua | Brand and Insights Lead
Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz
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ATTENTION: This correspondence is confidential and intended for the named recipient(s) only. If
you are not the named recipient and receive this correspondence in error, you must not copy,
distribute or take any action in reliance on it and you should delete it from your system and
notify the sender immediately. Unless otherwise stated, any views or opinions expressed are
solely those of the author, and do not represent those of the organisation.
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From: MBWCB)
To: Amie Lightbourne
Cc:  (MBWCB)
Subject: RE: Question - Awareness
Date: Friday, 21 April 2023 1:33:14 pm
Attachments: image001.png

Greater Wellington Community Research Wave 5 2023.pptx

Hi Amie

I have attached the updated report for you. Hopefully we have covered off everything discussed.

There were a couple of queries in the word doc which I have answered below.

High wage earners – why? They are more likely to work in the city and Wellington city h s a lot
of well-paid public service roles? Or lower income are more accepting of a si uatio  they an’t
change?

Hard to tell, yes the high income earners are a little more likely to live in W ll ngton City
but I don’t think we can attribute the results to this.
We do notice this trend across other surveys, the higher income ea ners do have a
tendency to have lower levels of satisfaction with customer se vice organisations.   

Metlink - Fairness – Treats their employees well. When I shar d the report yesterday to our
Metlink managers, they focussed on their assumption th  the public believe Metlink employ the
bus drivers (not the operators – NZ Bus and Tranzurban etc.) Did you spot any comments that
confirm or deny this? It would be good to prove it ither way.

I think that’s a very valid assumption. Mo t of the comments read as though people think
Metlink directly employs / is respon ible for the drivers:

“Unreliable services and unfai  paym nt for staff. I understand money can be tight
but lack of drivers causes flow on effects for the entire city. Bus drivers are more
valuable than metlink believes ”
“Bus services have been consistently declining for over a year now and Metlink
have done nothi g to truly address the problem. I have also heard anecdotally that
Metlink treats driv rs terribly and are part of the reason why there is a driver
shortag .
“They cancel buses without notice. Pay their drivers poorly.”

Let me know if you want to have a chat.

Tha ks,

F om: Amie Lightbourne <Amie.Lightbourne@gw.govt.nz> 
Sent: Tuesday, 18 April 2023 2:37 pm
To:  (MBWCB) @kantarpublic.com>
Cc:  (MBWCB) @kantarpublic.com>
Subject: RE: Question - Awareness

Hi 

Thanks for that. I remember now – it’s coming back to me.  We included this so there was a level
of understanding of what we mean by what does Greater Wellington do – so they can verify
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makaurangi

Greater Wellington Te Pane Matua Taiao
021 194 9160
100 Cuba St, Te Aro, Wellington 6011
Follow us online: Facebook | Twitter | gw.govt.nz

ATTENTION: This correspondence is confidential and intended for the named recipient(s) on y. If
you are not the named recipient and receive this correspondence in error, you must not copy
distribute or take any action in reliance on it and you should delete it from your syste  and
notify the sender immediately. Unless otherwise stated, any views or opinions express d are
solely those of the author, and do not represent those of the organisation.
ATTENTION: This correspondence is confidential and intended for the name  recip ent(s) only. If
you are not the named recipient and receive this correspondence in error, you must n t copy,
distribute or take any action in reliance on it and you should delete it om your sy em and
notify the sender immediately. Unless otherwise stated, any view  or opinions expressed are
solely those of the author, and do not represent those of the o ganis tion.
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