June 2026 Customer Report
Rolling 12-month customer interaction volume average is 5913 per month    
This month’s customer volume total: 5110
(reception = 842, phone = 1836, email = 1417, online form = 20, social 995, afterhours = due 7/6)

· Total customer interaction volume increased by 627 against June 2025.
· Customer sentiment tracking was neutral/positive.
· Total service level for all calls remained at 92% 
· Total customer satisfaction June rating at 94%.  
Enquiry themes:
· Rates: balance enquiry, direct debit enquiry, mailing address change, email rates invoice, solicitor enquiry and mortgage collection.  
· Transport – routine enquiries: Lost Property, Driver behaviour, timeliness. 
· Social media – highest contact posts: Win moisture meter, Oamaru air quality, Muddy creek drop in session.
· Aonui reception visitors still increasing.  Enquiries increased by another 130 visitors in June to total: 842.  Compared to June 2025: 219.  



Reception Customer Survey – AI Overview from “Happy or Not” Supplier
The survey question is "Overall, how satisfied are you with the service you received today?”
Data runs from 2023 through mid-2026 across two service centres: Queenstown and Dunedin. With 5,002 total responses and positive feedback at 92%, ORC is performing at an exceptionally high level.

Customer Satisfaction Results (2023–mid-2026)
· 5,002 responses received across the Dunedin and Queenstown service centres.
· 92% positive feedback (85% Very Happy, 7% Happy). 

Key Trends
· Customer satisfaction has improved over time: 
· 2023: ~89
· 2024: ~89
· 2025: ~93
· 2026 YTD: ~95 (highest so far) 
· Peak customer feedback volumes occur around midday.
· Satisfaction drops during the 1:00 pm hour, potentially linked to lunchtime staffing or wait times. 
· Weekday satisfaction is consistently high, with no significant day-of-week effects. 

	Main Strengths
	Main Opportunities for Improvement

	· Staff friendliness is the standout positive factor (2,253 positive mentions).
· Staff knowledge and issue resolution are also highly valued. 
	· Wait times are the most common complaint (40 mentions).
· Occasional concerns regarding staff friendliness (32), although positive comments vastly outweigh complaints. 



Overall Assessment
ORC's customer satisfaction results are excellent and continuing to improve, with frontline staff being the key driver of positive experiences. Improving lunchtime queue management or staffing could further lift satisfaction scores. 
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Total CX volume x enquiry type
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