
From: Information Management Team  
Sent: Friday, 4 November 2022 5:16 pm 
To: Gavin Bird <fyi-request-20825-14804c17@requests.fyi.org.nz> 
Subject: Official Information request - Copy of report to CLT on the state of Customer Services at 
HCC 
 
Kia ora Gavin 
 
Thank you for your information request dated 10 October 2022. 
 
Please find attached the information requested, including the excerpt of the minutes of the CLT 
meeting on 12 September 2022.  Please note that some personal information has been withheld 
from the presentation under section 7(2)(a) of the LGOIMA, to protect the privacy of the individual 
involved.  In making our decision to withhold this information, we considered the public interest in 
making the information available and have determined that it does not outweigh the need to 
protect the privacy of this person. 
 
You have the right to seek an investigation and review by the Ombudsman of this response. 
Information about how to make a complaint is available at www.ombudsman.parliament.nz or 
freephone 0800 802 602. 
 
Ngā mihi 
  
Susan Sales 
Ringa Āwhina Tāhūhū ki Te Koromatua | Senior Advisor Te Kaunihera o Te Awa Kairangi | Hutt City 
Council, 30 Laings Road, Private Bag 31912, Lower Hutt 5040, New Zealand 
Paetukutuku: www.huttcity.govt.nz 
 
 
 
-----Original Message----- 
From: Gavin Bird <fyi-request-20825-14804c17@requests.fyi.org.nz>  
Sent: Monday, 10 October 2022 10:09 pm 
To: Information Management Team <informationmanagementteam@huttcity.govt.nz> 
Subject: [EXTERNAL] Official Information request - Copy of report to CLT on the state of Customer 
Services at HCC 
 
Dear Hutt City Council, 
 
Please provide a copy of the report to CLT, approx mid September, that was presented by Stephen 
Beckett on the current state of Customer Services at HCC. 
 
Please also include any minutes on discussion by CLT members about the report and presentation.   
 
Yours faithfully, 
 
Gavin Bird 
 
------------------------------------------------------------------- 
 
This is an Official Information request made via the FYI website. 



 
Please use this email address for all replies to this request: 
fyi-request-20825-14804c17@requests.fyi.org.nz 
 
Is informationmanagementteam@huttcity.govt.nz the wrong address for Official Information 
requests to Hutt City Council? If so, please contact us using this form: 
https://fyi.org.nz/change_request/new?body=hutt_city_council 
 
Disclaimer: This message and any reply that you make will be published on the internet. Our privacy 
and copyright policies: 
https://fyi.org.nz/help/officers 
 
If you find this service useful as an Official Information officer, please ask your web manager to link 
to us from your organisation's OIA or LGOIMA page. 
 
 
------------------------------------------------------------------- 
 



Customer Service Overview - Presentation Diane Robertson and Stephen Beckett joined the 
meeting. 
  
Diane noted how this presentation came about on the back of a number of issues.  
  
Stephen took CLT through some information around the current state. Shared a diagram about 
different ways that items come through to the team. Noted that 'report a problem' has come to the 
end of its lifecycle so we cannot do more development with it which is a challenge. 
  
Key challenges were discussed including reporting and resourcing.   
 
Jo queried how we are aligning our technology systems. Discussed the need for process work to take 
place first to ensure that the right technology systems are put in place. Jarred noted there is 
definitely a balance between process work and technology adjustment to ensure that quick wins can 
be achieved, and longer-term solutions implemented.  
  
Jarred noted the level of urgency on some of these items.  
  
Kelly noted there is more we can do working together.  Recruitment is a challenge.   
   
Kara suggested that maybe we need to do a review to of what we are doing to make this change.  
  
Asked that Lyndon, Kelly and Jarred to meet offline to discuss what could be done.  
  
Diane Robertson and Stephen Beckett left the meeting. 
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Who We AreChannels & Customer Experience

People
Behaviour sits at the centre of effective design that means understanding interactions and barriers. We listen and 
observe.

Information, Data and Values
By researching, monitoring, and measuring we can improve, personalise, automate, and map what is of the most 
value when considering processes and technology.

Customer touchpoints and channels
We look across both physical and technical to connect the dots.

Technology Design
Our goal is to simplify by implementing agile and easy to use technology solutions that aid staff and customers.
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