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EXECUTIVE SUMMARY: THE WORKING RELATIONSHIP 

1 Normally NZTA prefer to describe participants as óco-fundersô or ópartnersô, but for ease-of-reference, we use the word óstakeholderô to describe the broad group of respondents who participated in this research. 

275 stakeholders took part in the survey during the month of June ïthe bulk of whom are senior decision-makers who interact with NZTA on a frequent basis.  Respondents come from a range of organisations 

including local government, infrastructure businesses, representative organisations, emergency services, central government, and others (e.g. regulatory organisations, Iwi, and research bodies).

Satisfaction among stakeholders1 has fallen since 2016.

NZTAôs stakeholder relationships are relatively weak, both historically and 

compared to other public sector agencies. Stakeholder satisfaction with the 

relationship their organisation has with NZTA has fallen from 67% in 2016 to 

45% in 2019. 

Dissatisfaction is largely due to 

difficulties stakeholders face in 

working with NZTA.

Stakeholders are most critical of a 

perceived lack of responsiveness and 

poor co-ordination across the 

organisation. In particular they are 

frustrated with NZTAôs inability to 

solve problems and issues quickly 

when they arise, inefficient 

processes, and the inability of 

different parts of NZTA to work well 

together.  The most common word 

used to describe NZTAôs brand-

personality is óbureaucraticô.

While the professionalism of 

NZTAôs staff is recognised and 

valued, there are calls for greater 

empowerment.

Stakeholders generally see NZTA 

staff as being professional, 

knowledgeable, and interested. In 

contrast to the organisationôs 

processes, individuals at NZTA are 

often seen as óresponsiveô to 

stakeholder queries. However, 

stakeholders identify that staff lack 

sufficient autonomy; only one in four 

agree that NZTA staff have an 

appropriate level of decision-making 

authority.

There is scope and demand to use 

communications more effectively to 

improve stakeholder relationships.

Stakeholders want NZTA to be more 

open about sharing information (such 

as funding available and rationale for 

decisions). Stakeholders are looking 

for increased two-way dialogue with 

NZTA on matters of importance and 

on emerging trends and opportunities 

in their sector. 

The stakeholders who are most critical 

of NZTA are those who do not have a 

point-of-contact at NZTA (these are 

often stakeholders with senior roles in 

their own organisation ïsuch as 

Senior Managers).

The difficulties in the working 

relationship are particularly 

pronounced for those submitting or 

implementing business cases.

Those involved in a business-case in 

the past-two years are particularly 

critical of delays in NZTAôs decision 

making processes. They often perceive 

that NZTA have failed to meet agreed 

timelines and believe that NZTA should 

improve communication with them 

throughout the process. These 

stakeholders work closely with NZTA 

but their overall satisfaction is relatively 

low compared to other groups of 

stakeholders.
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EXECUTIVE SUMMARY: OUTCOMES, THE ABILITY TO ADAPT AND MOVING FORWARD

1 Senior staff include Chief Executive. Executive, or Board members, and senior management / Directors of Regional Relationships.
2 Local Government includes District / City Authorities, Regional / Transit Authorities, and Regional Transport Committee members (excluding NZTA staff on these committees)

Stakeholders question NZTAôs performance on 

safety.

Around one in three stakeholders rate NZTAôs 

performance on safety positively. This includes 

ensuring the land transport system minimises harm to 

people, and that road vehicles, commercial road 

transport and rail are safe. 

Stakeholders question NZTAôs ability to adapt to 

change.

One in three stakeholders agree that NZTA makes 

effective use of transport technology to implement 

projects in new ways, and only 18% feel the Transport 

Agency responds in a timely manner to changes in the 

wider environment.

Audiences to pay particular attention to

Throughout the research there are a number of stakeholder groups who consistently rate NZTA lower than average. NZTA needs to pay particular attention 

to how it can better support these audiences and build more positive relationships. The audiences include:

Priority areas to focus on and invest in.

Statistical analysis identifies two key areas that have the greatest impact on improving stakeholder satisfaction:

Beyond NZTA, stakeholders lack 

confidence that the land transport 

system is appropriately adapting to 

climate change.

Only 8% express confidence. 

Å Improving NZTA processes to be efficient and effective

Å Solving problems and issues quickly when they arise

Stakeholders identify three main opportunities to improve the working relationship they have with NZTA:

Å Stakeholders with no point of contact

Å Senior stakeholders1

Å Those who have recently submitted or implemented a business case

Å Local Government2
Å Those involved in regional 

transport planning and 

funding/investment decisions

Increase organisational responsiveness

Å Providing NZTA staff with an appropriate 

level of decision making authority

Key ways in which stakeholder communications can be improved include:

Å Communicating with stakeholders so that 

they feel like their needs are being 

prioritised appropriately

Å Ensuring NZTA learns from its 

experiences

Å Enabling different parts of NZTA to 

work well together

Å Improving two way dialogue on matters 

of importance

Å Openly sharing information (such as 

information about funding available 

and rationale for decisions)
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BACKGROUND / OBJECTIVES

The success of most businesses is built on strong relationships that take time 

to develop, and are based on trust and respect. The NZ Transport Agency is 

no exception. 

The Transport Agency has a need to measure and track its performance on 

key stakeholder engagement measures.

Specific objectives of this research are:

Å To understand how stakeholders perceive current engagement with 

NZTA.

Å To identify potential improvements from a stakeholder perspective.

Å To establish baselines to assess how NZTA is perceived by stakeholders 

on a number of measures included in the Transport Agencyôs 2018/19 

Position Statement.

NZTA commissioned Colmar Brunton to undertake a survey to understand how it is perceived by its current stakeholders across a number of areas. The Transport Agency 

has undergone a recent period of significant change, so it is important to understand where they currently sit in terms of stakeholder engagement.


