


GROUPS OF ACTIVITIES ENVIRONMENTAL SUSTAINABILITY AND HEALTH

People want to live in a place that helps them look
after the environment by making it easy for them
to recycle. They want a city to have reliable and
efficient waste and recyclables kerbside collection
services. They want to minimise the amount of
waste that goes into landfills.

Businesses also rely on the efficient collection of
waste from their business.

An efficient and safe waste collection and disposal
is essential for the health and quality of life of the
community and environment, and supports the
business activities in the City. The Council also has
legislative reasons for its involvement in Rubbish
and Recycling:

« the Health Act 1956, which requires the Council
to provide ‘sanitary works, the definition of
which includes works for the collection and
disposal of refuse

« the Waste Minimisation Act 2008, which
encourages waste minimisation and a decrease
in waste disposal.

Asset condition and performance

All Awapuni landfill assets are in good condition or
better. The landfill is operated in compliance with

resource consents for the discharge of leachate,
landfill gas, dust, odour and waste management.

The transfer stations and recycling facilities are less
than 10 years old and in good condition or better.
The transfer station has sufficient capacity to meet
current and projected waste flows although at times

traffic queues are longer than desirable at all facilities.
Community feedback indicates a desire for extended

operating hours and the Council will review this issue
as the Waste Minimisation Plan is developed.
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The Council provides a weekly rubbish and
kerbside collection of recyclables.

The Council provides a waste transfer station at
Ashhurst that is open on Tuesdays, 1pm-3pm,
and Saturdays, 10am-4pm.

The Council provides green waste disposal
and recycling facilities, and environmental
education.

The Council provides a twice-weekly rubbish
and recycling collection in the Central Business
District.

The Council maintains and develops the
rubbish and recycling system to meet the

current and future needs in a cost-effective way.

The Council manages its Rubbish and Recycling
Activity in a financially responsible way.

Residents’ satisfaction with the Council’s kerbside collection is
increases. The average of the last three surveys is 79% very/fairly
satisfied. (This information comes from the Communitrak Survey,
which is carried out every two years. The next survey is in
February 2010.)

The transfer station is open for the stated hours.
(Currently achieved.)

The household collection of rubbish and recyclables is provided
weekly. (Currently achieved.)

The number of complaints about rubbish collection decreases (five
year trend). (In 2007/08 there were 291 complaints.)

The volume of waste going to the landfill is reduced. The Council
and Waste Minimisation Task Force will set specific targets by June
2009.

The collection of rubbish and recyclables in the CBD is provided
twice weekly. (Currently achieved.)

A 20 year asset management plan is in place for Rubbish

and Recycling. This plan is independently audited by asset
management consultants and is formally reviewed at three-yearly
intervals. The next review is due by June 2012.

(Plan is currently in place.)

The budget set by the Council is not exceeded.
(New performance measure.)

The Council will be improving the level of service it
provides for recycling collections (see the following
section on major projects).

The Council is currently reviewing its Waste
Minimisation Plan. This is in light of the new
Waste Minimisation Act. The Act creates a waste
minimisation levy. The funds from this can be used
by Councils to improve their waste minimisation
actions.

The Council was assisted by a Waste Minimisation
Taskforce (including community and industry
representatives) to review the Waste Minimisation
Plan. Consultation took place concurrent to that
of the Draft 10 Year Plan, and the results of that
consultation will go to a Council Committee
meeting in August.
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The Taskforce mentioned above developed

some options to improve the Council’s waste
minimisation actions. The main one of these is
to improve kerbside collections for recycling by
using wheelie bins instead of the current plastic
supermarket bags. The cost of introducing this
(56 million, plus there are ongoing costs) has
been included in the 10 Year Plan, but further
investigation will be undertaken as to the type of
bin that will be used. The Council expects this new
service to add about $40.00 to the rates paid by
households.

The Council has also provided funding for an
enhanced organic waste collection and treatment
service. We have also provided funding each year
to assist waste minimisation activities within the
community.

In the Draft 10 Year Plan, the Council proposed
not to fund a community facility to assist
diverting waste away from landfills (this is called
a Resource Recovery Park). However, as a result
of consultation, we have now decided to include
funding for this for the years 2011 to 2015. This
funding will be subject to a feasibility study being
undertaken between 2009 and 2011.

Significant negative effects

The Activity has the following significant negative

effects. They are being managed as indicated:

+ Leachates discharging from the landfill and
sediment eroding off the landfill can result in
degradation of the environment if they are not
contained. Mitigation of these effects is through
a system of leachate and stormwater collection
and return to the wastewater treatment plant.
In addition there is extensive groundwater
monitoring required by resource consents for
substances that may have toxic effects.

 Various gases including methane, ammonia,
hydrogen sulphide and nitrogen may be
produced in the landfill and released into the
atmosphere. A grid of collection wells has been
established on the landfill with the collected gas
being used for energy generation. This greatly
reduces release of environmentally
harmful emissions.
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RUBBISH AND RECYCLING - ACTIVITY

2008/09 2009/10 2010/1 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE
865  Recycling 810 893 1,616 1,663 1,701 1,748 1,788 1,840 1,885 1,936
905  Waste Collection 1,120 1,199 1,281 1,361 1,442 1,525 1,612 1,650 1,690 1,727
1,770 Total Revenue 1,930 2,092 2,897 3,024 3,143 3,273 3,400 3,490 3,575 3,663
EXPENSES
3,592 Recycling 4,234 5,093 6,140 6,341 6,616 6,747 6,853 6,980 7,068 7,134
1,267 Waste Collection 1,563 1,654 1,749 1,839 1,931 2,025 2,122 2,172 2,226 2,274
4,859 Total Expenses 5,797 6,747 7,889 8,180 8,547 8,772 8,975 9,152 9,294 9,408
3,089  NET OPERATING COST OF ACTIVITY GROUP 3,867 4,655 4,992 5,156 5,404 5,499 5,575 5,662 5,719 5,745
RATING REQUIREMENTS
(16)  Less Depreciation (178) (496) (825) (834) (877) (885) (893) (932) (933) (1935)
- Plus Net Capital Renewal (3 Year Average) 18 36 54 225 401 580 594 608 635 661
- Plus Debt Repayment 7 190 392 424 459 500 546 591 638 689
3,073  RATES REQUIREMENT 3,714 4,385 4,613 4,971 5,387 5,694 5,822 5,929 6,059 6,160
CAPITAL EXPENDITURE
- Renewal - - 53 54 55 567 580 594 608 621
3,205 New 3,614 6,497 627 653 556 508 175 119 185 -
3,205  Total Capital Expenditure 3,614 6,497 680 707 611 1,075 755 713 793 621
FUNDED BY
100 External Revenue New - - - - - - - - - -
- Rates 18 36 54 225 401 580 594 608 635 661
3,105  New Borrowing / (Repayment) 3,596 6,461 626 482 210 495 161 105 158 (40)
3,205 Total 3,614 6,497 680 707 611 1,075 755 713 793 621
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RUBBISH & RECYCLING - OPERATING PROGRAMMES

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
374 Waste Minimisation - Funding to Assist Activities 152 156 161 165 169 172 176 180 185 189
TOTAL OPERATING PROGRAMMES 152 156 161 165 169 172 176 180 185 189
RUBBISH AND RECYCLING — CAPITAL RENEWAL
2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
185 Awapuni Landfill - Roading and Drainage Replacements - - 53 54 55 57 58 59 61 62
385  Wheelie Bin and Truck Replacement - - - - - 510 522 534 547 559
TOTAL RENEWAL - - 53 54 55 567 580 593 608 621
Funded by Council (Rates and borrowing) - - 53 54 55 567 580 593 608 621
RUBBISH AND RECYCLING — CAPITAL NEW
2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
375 Awapuni Landfill - Commercial Lease Site Development 52 51 53 - 50 - 52 - 55 -
3 Awapuni Landfill - Resource Consent “Aftercare” Works 156 161 165 169 - - - - - -
8 Awapuni Landfill - Site Works for Commercial, Educational 106 M 144 213 228 224 123 119 130 -
and Recreational Activities
404 (/Forward - Landfill Gas Utilisation Part 2 300 - - - - - - - - -
17 Waste Minimisation - Community Facility to Assist Diverting - - 265 271 277 283 - - - -
Waste Away from Landfill
18 Waste Minimisation - Introduction of Recycling Wheelie Bins 3,000 3,087 - - - - - - - -
16 Waste Minimisation - Organic Waste Collection and/or - 3,087 - - - - - - - -
Treatment Service
TOTAL CAPITAL NEW 3,614 6,497 627 653 555 507 175 119 185 -
Funded by Council (Rates and borrowing) 3,614 6,497 627 653 555 507 175 119 185 -
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Stormwater

What the Council does

The City has developed and operates a network of
drainage systems throughout the City to provide
flood protection for buildings within the urban
area and a collection and discharge system for the
roading network and private property.

These systems consist of 251 km of piped drains,
9.5 km of culverts, 14 pump stations, 59 flood
gates and 22 km of open drains. There are 18,500
properties connected to the system.

Horizons Regional Council is responsible for
protecting the City from flooding of the Manawatu
River and Mangaone Stream.

The Council develops and implements a

Stormwater asset management plan to ensure that

these assets can deliver agreed levels of service

to existing and future customers in the most cost

effective way. This involves:

+ maintaining the condition and reliability of the
assets

« maintaining the technical performance of the
assets

+ maintaining user satisfaction

+ acting in an environmentally sustainable way

+ incorporating technical advances as appropriate
(or as they arise).

The Council manages this Activity to ensure that its
environmental impacts are minimised. Stormwater
contamination from both urban and rural run-off
increases the environmental impact of stormwater
discharges. The Council manages this impact
through education, as well as monitoring and
treatment (as appropriate) the quality of the run-off.
The Council also works with the Regional Council to
ensure the environmental impacts are minimised.

Why the Council does this and its
contribution to Council vision

and major goals

Stormwater contributes to all three of the

Council City goals of people wanting to live here,
businesses wanting to be here and environmental
sustainability.

People want to live in a place that has reliable

and well maintained stormwater systems so that
their homes, workplaces and other buildings are
protected from flooding. Business people do not
want their businesses to be disrupted by flooding.

Poor infrastructure, such as stormwater, can give a
city a negative image, making it harder to attract
people and businesses.
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The purpose of the stormwater system is to protect
building floor levels from flooding during heavy
rain.

People also want to make sure that discharge
from the Council’s stormwater system has minimal
environmental impact. For more information

on what the Council does to make sure that the
Stormwater Activity contributes to environmental
sustainability, see the following section on
Significant Negative Effects.

The legislative rationale for the Council’s
involvement in the Stormwater Activity is
contained in:

« the Local Government Act 2002 (section 130),
which requires the Council to maintain the water
services that it has developed, and

+ the Health Act 1956, which requires the Council
to provide ‘sanitary works; the definition of
which includes stormwater drainage works.

Asset condition and performance

The majority of the pipe network is less than 50
years old and at an early stage in their life-cycle (the
expected life for most pipe materials of 100 to 150
years). Pipelines generally have capacity, although
in some areas of intensive development design
capacity has been exceeded resulting in localised
flooding in extreme rainfall events.

The pump stations are all relatively young and are
in good condition. The capacity of each station

in conjunction with storage is adequate to meet
pumping needs.
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How people can judge the Council’s success

LEVELS OF SERVICE

The Council provides protection of buildings
from internal flooding from major flood events.
(Horizons Regional Council is responsible for
protecting the City from the Manawatu River and
Mangaone Stream.)

The Council provides an efficient collection and
disposal system to minimise the impact of major
storm events on access through the City due to
flooding.

The Council provides monitoring of stormwater
drains and response capability to minimise
environmental impact of contaminated
discharges.

The Council maintains and develops the
stormwater system to meet the current and
future needs in a cost-effective way.

The Council manages its Stormwater Activity in a
financially responsible way.

PERFORMANCE MEASURES

Residents’ satisfaction with the Council’s stormwater services is
maintained or increased. The average of the last three surveys
is 80% very/fairly satisfied. (This information comes from the
Communitrak Survey, which is carried out every two years. The
next survey is in February 2010.)

Greater than 98% of properties are protected from a 100 year
flood event. The current figure is over 98%.

More than 95% of complaints are responded to in a timely
fashion. (i.e, 90% of urgent complaints responded to within one
hour; 90% of minor complaints within two hours and non-urgent
within five working days.) (This is a new measure.)

No contaminated discharges that are likely to affect aquatic life or
discolour water. (None in 2007/08.)

A 20 year asset management plan is in place for Stormwater. This
plan is independently audited by asset management consultants
and is formally reviewed at three-yearly intervals. The next review
is due by June 2012. (Plan is currently in place.)

The budget set by the Council is not exceeded.
(New performance measure.)
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Major issues and projects

in the next 10 years

The Council will work with Horizons Regional Council
to obtain consent for stormwater discharges that will
include higher environmental impact requirements.
This will improve stormwater quality and the aquatic
health of the City’s waterways. Consultation will be
undertaken as part of this.

The Council will also enhance the stormwater
system so that less ponding occurs in City streets
during heavy periods of rain.

The effects of climate change may contribute to a
greater than average number of extreme weather
events such as substantial rainfall leading to flooding.
The Council will include this increased possibility in
planning for future stormwater capacity.

Significant negative effects

The significant negative effects of the Stormwater
Activity are the discharge into natural streams and
rivers of:

+ Stormwater run-off contaminated with items
such as sediments, oils, greases, metals and
organic material washed from roads and other
impervious areas; and rubbish and contaminants
illegally discharged into the stormwater system.
In rural areas, run-off may be contaminated with
herbicides, pesticides, fertilisers and animal waste.

« Stormwater run-off contaminated with sewage
overflowing from the wastewater system due to
the ingress of stormwater during extreme wet
weather.

The Council mitigates these potential adverse effects
by a mix of public education, regulatory, monitoring,
corrective work and emergency response measures.
An enhanced programme of operational and capital
works is proposed to reduce these impacts over time.
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STORMWATER - ACTIVITY

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

REVENUE
- Total Revenue - - - -

EXPENSES
3,477 Stormwater Collection & Disposal 3,436 3,623 3,649 3,711 3,968 4,066 4,127 4,373 4,434 4,395
3,477 Total Expenses 3,436 3,623 3,649 3,711 3,968 4,066 4,127 4,373 4,434 4,395
3,477  NET OPERATING COST OF ACTIVITY GROUP 3,436 3,623 3,649 3,711 3,968 4,066 4,127 4,373 4,434 4,395
RATING REQUIREMENTS
(838)  Less Depreciation (974) (1,139) (1,152) (1,169) (1,305) (1,322) (1,340) (1,501) (1,526) (1,542)
366 Plus Net Capital Renewal (3 Year Average) 725 563 397 191 197 203 210 217 228 238
- Plus Debt Repayment 79 95 189 233 277 365 486 560 636 715
3,005  RATES REQUIREMENT 3,266 3,142 3,083 2,966 3,137 3,312 3,483 3,649 3,772 3,806
CAPITAL EXPENDITURE
366 Renewal 670 690 815 185 191 197 203 210 216 224
442 New 572 847 1,241 3,177 1,317 1,355 804 2,556 855 1,410
808  Total Capital Expenditure 1,242 1,537 2,056 3,362 1,508 1,552 1,007 2,766 1,071 1,634
FUNDED BY
20 Development Contribution 11 20 23 23 24 25 25 26 27 28
366 Rates 725 563 397 191 197 203 210 217 228 238
422 New Borrowing / (Repayment) 506 954 1,636 3,148 1,287 1,324 772 2,523 816 1,368
808  Total 1,242 1,537 2,056 3,362 1,508 1,552 1,007 2,766 1,071 1,634
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STORMWATER — OPERATING PROGRAMME

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 201718 2018/19

ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

365 City Wide - Stormwater Consent Investigations for Urban Areas of 30 - - - - - - . - _
the City

TOTAL OPERATING PROGRAMMES 30 - - - - - - - - -

STORMWATER - CAPITAL RENEWAL

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19

ID Name $'000s $'000s §'000s $'000s $'000s $'000s $'000s $'000s §'000s $'000s
22 City Wide - Restoring Flood Capacity of Stormwater Channels - - 106 109 112 116 120 123 127 132
21 City Wide - Stormwater Pipe Upgrades 50 52 53 54 56 58 60 62 64 66
20 City Wide - Stormwater Pump Station Upgrades 20 21 21 22 22 23 24 25 25 26
19 Ferguson Street (Botanical Road to Pitt Street) - 600 618 635 - - - - - - -
Stormwater Upgrade
TOTAL RENEWAL 670 691 815 185 190 197 204 210 216 224
Funded by Council (Rates and borrowing) 670 691 815 185 190 197 204 210 216 224
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STORMWATER — CAPITAL NEW

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 201718 2018/19

D Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

44 Albert Street - New Stormwater Pipeline to Protect Churchill - - - 816 - - - - - -
Avenue Catchment

52 City Wide - Installation of Stormwater Systems to Newly Rezoned - - - 1,087 - - - - - -
Residential Areas

49 City Wide - Major Stormwater Drainage Channel Upgrades - - - - - - - - - 658

50 City Wide - New Pipes to Redirect Stormwater Flows Away from - 103 106 109 112 116 120 123 127 132
Sewer Systems

51 City Wide - Stormwater Subdivision Contributions 222 229 235 241 249 257 266 274 283 292

23 City Wide - Stormwater Upgrading in Conjunction with Roading 250 258 265 272 281 289 299 308 318 329
Improvements

24 Kawau Stream (Rangitikei Street to Darren Lane) - Flow Capacity - 258 - - - - - - - -
Improvements

197 New Industrial Areas - Supporting Stormwater Systems - - - - - - - 1,850 - -

45 Upper Kawau Stream Catchment - Diversion Pipeline Works in - - 529 544 562 578 - - - -
Albert and Featherston Streets

46 Urban Waterways - Installation of Local Treatment Devices - - 106 109 112 116 120 - 127 -

27 Wyndham Street, Ashhurst (vicinity of Oxford Street) - Stormwater 100 - - - - - - - - -
Improvements

TOTAL CAPITAL NEW 572 848 1,241 3,178 1,316 1,356 805 2,555 855 1,411

Funded by Council (Rates and borrowing) 561 828 1,218 3,155 1,292 1,331 780 2,529 828 1,383
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Wastewater

What the Council does

The Council provides wastewater systems for the
safe and reliable collection, treatment and disposal
of wastewater (sewage) from residential, industrial
and commercial properties.

There are three separate public wastewater systems
servicing Palmerston North City. These cover the

main urban area of the City, Ashhurst and Aokautere.

The system consists of one treatment plant, two
treatment ponds (at Aokautere and Ashhurst), 375
km of pipelines, and 25 pump stations.

The Council develops and implements a

Wastewater asset management plan to ensure that

these assets can deliver agreed levels of service

to existing and future customers in the most cost

effective way. This involves:

« maintaining the condition and reliability of the
assets

+ maintaining the technical performance of the
assets

« maintaining user satisfaction

« acting in an environmentally sustainable way

+ incorporating technical advances as appropriate
(or as they arise).

Key environmental sustainability issues for this

activity are:

+ minimising the amount of electricity and
chemicals used

« investigating and developing, where economic
outcomes are favourable, further gas generation
utilisation projects

- developing a sustainable solution for sludge
disposal

« managing demand by an ongoing programme
of inflow and infiltration reduction to reduce wet
weather flows in the sewerage network

« developing an education programme to reduce
the amounts of phosphates in the wastewater
received at the Wastewater Treatment Plant.

Why the Council does this and its
contribution to Council vision

and major goals

Wastewater helps achieve the Council’s City goals
of people wanting to live here, businesses wanting
to be here and environmental sustainability.

People expect modern cities to have reliable,
safe and well maintained wastewater systems
(sewerage) for residential, industrial and
commercial properties.
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Wastewater is something that people don't want
to have to think about - it should just “disappear
down the drains”.

Businesses also rely on reliable and efficient
wastewater systems to remove wastewater
from their place of business. A lack of reliable
wastewater systems can give a city a bad image,
which makes it hard to attract businesses.

People also want to make sure that wastewater
is properly treated so that discharge from the
system has minimal environmental impact. For
more information on how the Council ensures
that the wastewater systems are environmentally
sustainable see page 166, on Significant
Negative Effects.

Adequate systems for the disposal of wastewater
are a fundamental requirement for the health and
general wellbeing of the community.

Legislative rationale for continued Council
involvement in the Wastewater Activity and
ownership of assets is contained in:
the Local Government Act 2002 (section130)
which requires the Council to continue to
provide wastewater services and maintain its
capacity to do so

« the Health Act 1956, (section 25) which requires
the Council to provide ‘sanitary works, the
definition of which includes “works for the
disposal of sewage”.

Asset condition and performance

The wastewater reticulation is in a good condition.
This reflects the relatively young age profile of the
system, with 60% of the pipelines installed after
1960. The capacity of the system is sufficient to
carry dry weather flows. Overloading of sections
of the reticulation has reduced during wet weather
due to the ongoing work on reducing the entry of
stormwater to the wastewater system.

The majority of pump stations are in good to
excellent condition. They generally have the
capacity to pump incoming flows without the need
to call on backup pump capacity and generally
have storage to accommodate 3-4 hours dry
weather inflow in the unlikely event of a pump
station failure. The only pump station with capacity
issues is Maxwell’s Line that has difficulty coping
with very wet weather flows.

The treatment plants have been well maintained
and are generally in good condition. The
replacement of the aeration system at Totara Road
has been brought forward as the energy savings
will provide a positive benefit.

Recent improvements at the Totara Road Treatment
Plant gave it the capacity to meet wastewater
inflows through to 2025 on current forecasts. A
programme of treatment process improvements

is being carried out at the Totara Road Treatment
Plant to enable the higher effluent standards
required by the Discharge Consent to be met.

UV irradiation was installed in 2004 to reduce
bacterial levels. A phosphorus reduction plant was
completed in 2008.

The resource consents for the Aokautere and
Ashhurst treatment ponds discharges expire during
the 10 year period. The Draft Plan includes funding
for capital expenditure to improve discharge
quality from these plants.
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How people can judge the Council’s success

LEVELS OF SERVICE

The Council provides a safe and reliable collection
system for wastewater.

The Council provides advance notice of planned
work that would affect supply.

The Council disposes of wastewater to
environmentally acceptable standards.

The Council maintains and develops the
wastewater system to meet the current and
future needs in a cost-effective way.

The Council manages its Wastewater Activity in a
financially responsible way.

PERFORMANCE MEASURES

Residents’ satisfaction with the Council’s wastewater collection
is maintained or increased. The average of the last three surveys
is 93% very/fairly satisfied. (This information comes from the
Communitrak Survey, which is carried out every two years. The
next survey is in February 2010.)

At least 24 hours' notice is given to affected parties of planned
shutdowns. (Currently achieved.)

There is a decreasing number of complaints received
about sewer overflows (five year trend).
(In 2007/08 19 complaints were received.)

Full compliance with environmental effect monitoring conditions
in discharge consents. (None in 2007/08.)

A 20 year asset management plan is in place for Wastewater. This
plan is independently audited by asset management consultants
and is formally reviewed at three-yearly intervals. The next review
is due by June 2012. (Plan is currently in place.)

The budget set by the Council is not exceeded.
(New performance measure.)
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Major issues and projects

in the next 10 years

Improvements to the Totara Road Treatment Plant
are continuing, with $150,000 budgeted in 2011/12
for odour control, $100,000 budgeted in 2012/13
for gallery improvements, and $6million for sludge
disposal between 2012/13 and 2013/14.

The Aokautere treatment ponds will be
decommissioned and the wastewater will be
pumped to the City’s reticulation at Aokautere
Drive, thus improving the quality of treated effluent
into the Manawatu River.

The Ashhurst treatment ponds will either be
upgraded or the waste will be pumped to the City’s
Totara Road Wastewater Treatment Plant.

Significant negative effects

Significant negative effects associated with the
Wastewater Activity, and the way the Council
mitigates these, are:

+ The discharge of treated wastewater effluent
to the Manawatu River. The quality of effluent
discharged to the Manawatu River is regulated
by resource consent conditions which ensure
that potential negative effects associated with

the discharges are managed to acceptable levels.

+ Overflows from the wastewater system. These
may result from:

- overloading of the wastewater system during
rainfall due to the entry of stormwater runoff
(infiltration and inflow)

- blockages of wastewater pipelines

- malfunction of utility installations such as
pumping stations.

To prevent these from occurring the Council:

- has programmes to reduce the entry of
stormwater to the wastewater system from
private properties

- renews pipelines where there is excessive
entry of stormwater and/or groundwater
through defects in the pipes

- provides additional capacity in parts of the
wastewater system.

+ The disposal of wastewater treatment by-products
such as biosolids (stabilised solids extracted from
the wastewater during the treatment process). The
Council has management procedures in place for
the disposal of wastewater treatment by-products.
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WASTEWATER — ACTIVITY

2008/09 2009/10 2010/1 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE
380  Treatment & Disposal 1,426 1,469 1,510 1,551 1,405 1,244 1,287 1,327 1,370 1,415
320 Wastewater Collection 420 458 498 511 528 543 562 580 598 618
700 Total Revenue 1,846 1,927 2,008 2,062 1,933 1,787 1,849 1,907 1,968 2,033
EXPENSES
1,796 Treatment & Disposal 1,952 2,002 2,058 2,114 2,184 2,247 2,326 2,398 2,475 2,556
4,749 Wastewater Collection 4,625 5,028 5,075 5,297 5,805 6,711 6,732 7,094 7,182 7,121
6,545  Total Expenses 6,577 7,030 7,133 7,411 7,989 8,958 9,058 9,492 9,657 9,677
5,845  NET OPERATING COST OF ACTIVITY GROUP 4,731 5,103 5,125 5,349 6,056 7,171 7,209 7,585 7,689 7,644
RATING REQUIREMENTS
(1,788)  Less Depreciation (1,661) (1,936) (11,954) (11,987) (2,209) (2,415) (2,428) (2,701) (2,736) (2,752)
345 Plus Net Capital Renewal (3 Year Average) 1,039 927 796 761 728 693 716 857 1,023 1,190
- Plus Debt Repayment 76 92 184 228 296 407 529 607 687 770
4,402  RATES REQUIREMENT 4,185 4,186 4,151 4,351 4,871 5,856 6,026 6,348 6,663 6,852
CAPITAL EXPENDITURE
345 Renewal 1,130 1,215 773 794 820 670 694 715 738 1,118
601  New 430 670 2,541 5,328 3,595 312 323 2,800 344 395
946 Total Capital Expenditure 1,560 1,885 3,314 6,122 4,415 982 1,017 3,515 1,082 1,513
FUNDED BY
233 Development Contribution 132 229 267 274 281 288 295 305 313 322
345 Rates 1,039 927 796 761 728 693 716 857 1,023 1,190
368 New Borrowing / (Repayment) 389 729 2,251 5,087 3,406 1 6 2,353 (254) 1
946 Total 1,560 1,885 3,314 6,122 4,415 982 1,017 3,515 1,082 1,513
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WASTEWATER - CAPITAL RENEWAL

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 201718 2018/19

D Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

54 City Wide - Wastewater Pipe Upgrades 500 515 529 544 562 578 598 617 637 986

65 City Wide - Wastewater Pump Station Upgrades 30 31 32 33 34 35 36 37 38 66

179 Totara Road Wastewater Treatment Plant - Equipment Upgrades, - 52 212 217 225 58 60 62 64 66
Including Screening Replacement

345 Totara Road Wastewater Treatment Plant - Replacement of Sewer 600 618 - - - - - - - -
Pond Aerators

TOTAL RENEWAL 1,130 1,216 773 794 821 671 694 716 739 1,118

Funded by Council (Rates and borrowing) 1,130 1,216 773 794 821 671 694 716 739 1,118

WASTEWATER - CAPITAL NEW

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 201718 2018/19

ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

56 Aokautere Village - Replacement of Sewer Pond System with - 412 - - - - - - - -
Connection to City System

59 Ashhurst Pond Consent Improvements - - 2,118 - - - - - - -

403 (/Forward - Wastewater 2006 180 - - - - - - - - -

210 City Wide - Installation of Wastewater Systems to Newly Rezoned - - - - - - - 2,467 - -
Industrial Areas

100 City Wide - Installation of Wastewater Systems to Newly Rezoned - - - 1,631 - - - - - -
Residential Areas

73 City Wide - Wastewater Subdivision Contributions 200 206 212 217 225 231 239 247 255 263

346 Totara Road Wastewater Treatment Plant - Health and Safety - - 159 109 - - - - - -
Improvements Concerning Digester Gas

79 Totara Road Wastewater Treatment Plant - Sludge Disposal - - - 3,317 3,314 - - - - -

198 Totara Road Wastewater Treatment Plant and Pump Stations - Flow 50 52 53 54 56 81 84 86 89 132
(apacity Improvements

TOTAL CAPITAL NEW 430 670 2,542 5,328 3,595 312 323 2,800 344 395

Funded by Council (Rates and borrowing) 298 441 2,275 5,054 3,314 24 28 2,495 31 73
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Water

What the Council does

The Council provides a safe and reliable supply
of water to residential, industrial and commercial
properties.

There are three public water supply systems:
Palmerston North main urban area, Ashhurst and
the Linton rural area.

These systems consist of two dams at Turitea, four
reservoirs, five bores, one full treatment plant

and two chlorination plants, 491 km of piped
reticulation, and fire hydrants together with valves,
tobies and water meters which supply water to
approximately 27,200 properties.

The Council develops and implements a Water

asset management plan to ensure that these assets

can deliver agreed levels of service to existing and

future customers in the most cost effective way.

This involves:

+ maintaining the condition and reliability of the
assets

« maintaining the technical performance of the
assets

« maintaining user satisfaction

+ acting in an environmentally sustainable way

+ incorporating technical advances as appropriate
(or as they arise).

Why the Council does this and its
contribution to Council vision

and major goals

Like the previous Activities, Water contributes to
the goals of making Palmerston North a city where
people and business want to be, and to making it a
more environmentally sustainable city.

An adequate supply of water suitable for drinking
is a fundamental requirement for the health and
general well-being of the community. People want
to live in a city that has clean and safe drinking
water. They want enough water pressure to have
a“decent” shower. They want enough water for
general household use, such as watering their
gardens. They also want the Council to have a
water conservation strategy.

Businesses and industry also rely on a good supply
of water.

Residents and businesses expect the water system
to be reliable and well maintained. It should keep
up with growth in the City.

The Water Activity also supports community safety
through the fire fighting capability of the
water system.

PART ONE

169



GROUPS OF ACTIVITIES ENVIRONMENTAL SUSTAINABILITY AND HEALTH

The Council contributes to environmental
sustainability through the Water Activity by trying
to reduce the amount of water that people use

(eg limiting demand for garden watering in the
summer months) and by reducing the amount of
water lost by leaks in the system. It also promotes
opportunities for the efficient use of water. As
well as this it ensures that its treatment plant and
pumps are efficient. The Council also maintains the
ecological condition of the Turitea Reserve and the
Turitea Stream.

Further ways in which the Water Activity
contributes to environmental sustainability are
outlined in the section on Significant

Negative Effects.

Legislative rationale for continued Council

involvement in the Water Activity and ownership of

assets is contained in

- the Local Government Act 2002 (section130)
which requires the Council to continue to
provide water services and maintain its capacity
todoso

+ the Health Act (Drinking Water) Amendment Act
2007 sets out the legal requirements for water
supplies.

Asset condition and performance

The City’s water supply reservoirs are in good
condition. The water supply bores have been
upgraded in recent years and they are also in good
condition. Access to water supply catchments is
controlled to minimise the risk of contamination
of the source water. Problems are experienced
with levels of iron and manganese in both the
Ashhurst and main Palmerston North water
supplies. Although not a health issue, this can affect
the aesthetic properties of the water and lead to
discoloured water complaints. Replacement of the
Ashhurst bore is planned for quality and operating
cost reasons.

There is currently no storage on the City side of

the Manawatu River. Reservoir tanks are to be
installed at both Takaro and Papaoiea Park bores in
the 2010/11 year. These will extend the life of the
bores, to allow for a higher level of treatment of the
bore water and to provide for a limited supply of
water in a disaster.

The overall condition of treatment facilities is very
good to excellent and they have adequate capacity
for the next 20 years.

The water supply reticulation is generally in very
good condition. Asbestos cement is the predominant
pipe material making up approximately 42% of the
reticulation. Some problems have been experienced
with horizontal cracking and softening of the pipe
walls of pre 1961 pipe.

The system meets all fire fighting requirements and
targets for service pressure.

Problems with iron and manganese deposits on
the inside of cast iron pipes can lead to discoloured
water complaints. The Council has put in place

a pipe replacement programme to reduce
discoloured water complaints.
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The Council provides a good quality, safe and reliable water
supply at suitable pressure (e.g., for a“decent shower”) for
household use with limited supply for garden watering.

The Council provides a continuous reliable supply at a flow
suitable for commercial and industrial needs and at a quality
equal to domestic supply and provision of advance notice of
unavoidable disruptions.

The Council provides suitable pressure flow and hydrant
locations for fire fighting.

The Council provides responsible environmental management
of water catchments.

The Council maintains and develops the water system to meet
the current and future needs in a cost-effective way.

The Council manages its Water Activity in a financially
responsible way.

Residents’ satisfaction with the Council’s water supply is maintained
or increased. The average of the last three surveys is 78% very/fairly
satisfied. (This information comes from the Communitrak Survey, which
is carried out every two years. The next survey is in February 2010.)

The number of discoloured water incidents, beyond those caused by
notified planned actions, be reduced to no more than four per year.
(This is a new performance measure and will be revised when the cast
iron renewal project is complete).

The Council complies 100% with current Drinking Water Standards for
New Zealand. (100% compliance achieved in 2007/08.)

There is a decreasing number of complaints received about lack of
pressure (five year trend). (In 2007/08 89 complaints were received.)

At least 24 hours’ notice is given to affected parties of planned
shutdowns. (Target met in 2007/08.)

100% compliance with New Zealand Fire Service requirements for fire
hydrants.

Full compliance with consent monitoring conditions that relate to
environmental effects. (Full compliance achieved.)

A 20 year asset management plan is in place for Water. This plan is
independently audited by asset management consultants and is
formally reviewed at three-yearly intervals. The next review is due by
June 2012. (Plan is currently in place.)

The budget set by the Council is not exceeded.
(New performance measure.)
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Major issues and projects

in the next 10 years

The Council is continuing with the programme

to fix discoloured water in the City. It does this
through our “swabbing station”, which basically
runs a big sponge through the main water supply
pipes to clean them out on a regular basis. All of
the sediment from this sponging goes out into the
river. We have consent to do this, but only when
there is a decent amount of flow in the river. Hence,
we can't do the sponging during drier weather. In
the meantime it has reduced the speed of water
flow in the pipes, which stops a lot of the sediment
being knocked off and coming out of people’s taps
before it can be swabbed out into the river.

During a swabbing process the dislodged sediment
can affect people’s water so the Council runs any
local areas of discoloured water out into the street
gutters and then into the stormwater system. This
is called the flushing programme.

In the past four years the Council has replaced
28km of cast iron pipes with plastic ones, and will
complete another 23km by the end of 2012/13
when this programme is scheduled for completion.

The Council is mitigating the possible loss of
water supply through works such as replacing the
Ashhurst bore, building new water main pipes,
Turitea Dam improvements, and duplicating the

pipeline between the dam and the treatment plant.

Water is now recognised as a finite resource, and
access to good supplies of water will become a
core issue in the sustainability debate for the City.
Looking ahead to future demand for water, and
for the most sustainable use of water resources,
Council may place a greater emphasis on dual
water supply systems for households. Making use
of “grey-water” systems or roof-collected rainwater
for non-potable (not for drinking) water purposes
(such as garden irrigation) will be investigated as
part of the District Plan review.

Reducing per capita water consumption from

the reticulated water supply also minimises or
postpones the need for additional infrastructure to
accommodate growth.

Climate change, particularly extreme weather
events, may place additional burdens on limited
water resources. More frequent or severe summer
droughts, and lower than average winter rainfalls
may mean the Council has to take a more active

role in water management through leakage
reduction and implementation and review of water
demand management plans.

Central government periodically raises standards
for drinking water. This places additional costs on
the Council, as work is required to upgrade current
treatment processes. Funds have been budgeted
for 2015/16 for upgrades due to the review of the
Drinking Water Standards.

Significant negative effects

Significant negative effects associated with the

Water Activity and their mitigation include:

+ The effects of the extraction of water on the
Turitea Stream. This is regulated by conditions of
Resource Consents which ensure that potential
adverse effects are managed to acceptable levels

+ The effects on the environment of discharges of
chlorinated water from maintenance activities
or pipeline failures. Discharges of chlorinated
water from the water supply system are of short
duration, chlorine levels in the water are low
and any effects are likely to be localised and
relatively minor
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+ Property damage resulting from mains failures.
The Council has renewal programmes for the
water supply mains to minimise the incidence of
pipeline failures

+ The disposal of water supply treatment by-
products (such as treatment sludges, backwash
water). The Council has management procedures
in place for the disposal of water supply
treatment by-products.
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WATER — ACTIVITY

2008/09 2009/10 2010/ 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE
1,650 Water Distribution 1,650 1,700 1,747 1,794 1,853 1,907 1,974 2,035 2,100 2,170
1,650 Total Revenue 1,650 1,700 1,747 1,794 1,853 1,907 1,974 2,035 2,100 2,170
EXPENSES
5,249 Water Collection 4,526 4,983 5,252 5,476 5,845 5,983 6,182 6,871 7,123 7,164
1,171 Water Distribution 939 966 994 1,019 1,053 1,084 1,120 1,155 1,193 1,231
679 Water Treatment 787 810 833 855 883 909 940 969 1,001 1,033
7,099  Total Expenses 6,252 6,759 7,079 7,350 7,781 7,976 8,242 8,995 9,317 9,428
5,449  NET OPERATING COST OF ACTIVITY GROUP 4,602 5,059 5,332 5,556 5,928 6,069 6,268 6,960 7,217 7,258
RATING REQUIREMENTS
(1,988)  Less Depreciation (1,778) (2,088) (2,114) (2,176) (2,420) (2,440) (2,464) (2,810) (2,859) (2,878)
2,180 Plus Net Capital Renewal (3 Year Average) 2,694 2,566 2,603 2,640 2,988 3,016 3,084 2,634 2,542 2,436
- Plus Debt Repayment 69 87 173 213 254 334 443 511 582 654
5,641  RATES REQUIREMENT 5,587 5,624 5,994 6,233 6,750 6,979 7,331 7,295 7,482 7,470
CAPITAL EXPENDITURE
2,180 Renewal 2,975 2,570 2,536 2,593 2,679 2,647 3,637 2,763 2,852 2,288
1,300  New 1,480 2,915 4,500 3,045 1,606 2,312 3,350 3,762 1,337 1,381
3,480  Total Capital Expenditure 4,455 5,485 7,036 5,638 4,285 4,959 6,987 6,525 4,189 3,669
FUNDED BY
247 Development Contribution 139 242 282 289 297 304 312 322 331 341
2,180 Rates 2,694 2,566 2,603 2,640 2,988 3,016 3,084 2,634 2,542 2,436
1,053 New Borrowing / (Repayment) 1,622 2,677 4,151 2,709 1,000 1,639 3,591 3,569 1,316 892
3,480  Total 4,455 5,485 7,036 5,638 4,285 4,959 6,987 6,525 4,189 3,669
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WATER — CAPITAL RENEWAL

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 201718 2018/19

ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

67 Ashhurst - Water Supply Bore Replacement 500 - - - - - - - - -

218 (ity Wide - Water Pipe Replacements 2,150 2,215 2,276 2,338 2,415 2,312 2,393 1,850 1,910 1,973

214 ity Wide - Water Toby and Meter Replacements 150 155 159 163 168 185 191 197 204 210

207 Turitea Water Treatment Plant - General Upgrades 50 52 53 54 56 52 54 56 57 59

117 Turitea Water Treatment Plant - Poly Dose Equipment 30 - - - - - - - - -
Improvements

88 Turitea Water Treatment Plant - Rehabilitation of Lower Dam - - - - - - 598 - - -
Pipeline to the Plant

90 Turitea Water Treatment Plant - Rehabilitation of Water Supply - - - - - - - 617 637 -
Pipeline to Harts Road Reservoirs

344 Turitea Water Treatment Plant - Replacement of “Streaming Current - 52 - - - - - - - -
Monitor”

89 Turitea Water Treatment Plant - Replacement of Sludge Pipeline to - - - - - 58 359 - - -
Summerhill Drive

83 Turitea Water Treatment Plant - Sludge Treatment (Lamella Plate) 50 - - - - - - - - -
Replacement

78 Turitea Water Treatment Plant - Turbidity Meter Replacement 10 10 " - - - - - - -

199 Water Supply - Turitea Dam and City Bore Upgrades 35 88 37 38 39 40 42 43 45 46

TOTAL RENEWAL 2,975 2,572 2,536 2,593 2,678 2,647 3,637 2,763 2,853 2,288

Funded by Council (Rates and borrowing) 2,975 2,572 2,536 2,593 2,678 2,647 3,637 2,763 2,853 2,288
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WATER - CAPITAL NEW

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19

D Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s

87 Albert Street (Manawatu River to Ferguson Street) - Construction - 464 476 - - - - - - -
of New Water Supply Pipeline

131 Ashhurst / Palmerston North - Construction of New Water Supply - - 2,859 - - - - - - -
Trunk Pipeline

406 (/Forward - Water Mini Hydro Expansion 150 - - - - - - - - -

222 (ity Wide - Installation of Water Systems to Newly Rezoned - - - - - - - 2,467 - -
Industrial Areas

215 City Wide - Installation of Water Systems to Newly Rezoned - - - 1,631 - - - - - -
Residential Areas

246 City Wide - Water Subdivision Contributions 200 206 212 217 225 231 239 247 255 263

132 College Street (Botanical Road to Maxwells Line) - - - - 326 337 - - - - -
Construction of New Water Supply Pipeline

135 Kelvin Grove - Construction of Duplicate Water Pipeline System - - - - - - - 925 955 986

69 Manawatu Riverbank (Fitzherbert Avenue to Brightwater Terrace) - 700 721 4 - - - - - - -
Construction of New Water Supply Pipeline

84 Takaro and Papaioea Park Bores - Construction of New Water - 515 - - - - - - - -
Supply Storage Tanks

127 Turitea Valley Road / Pacific Drive - Water Supply Link - 773 - - - - - - - -

128 Turitea Water Supply Catchment - Land Purchase - - - - - 1,387 - - - -

129 Turitea Water Treatment Plant - Access Road Improvements - - - 217 225 - - - - -

91 Turitea Water Treatment Plant - Construction of Duplicate Water - - - 544 562 578 - - - -
Pipeline from Lower Dam to Harts Road Reservoirs

249 Turitea Water Treatment Plant - Level of Service Improvements 80 155 53 54 56 58 60 62 64 66

124 Turitea Water Treatment Plant - Upgrade to Respond to 2014 - - - - - - 2,991 - - -
Review of Drinking Water Standards

205 Water Supply - Turitea Dam and City Bore Improvements 350 82 159 54 202 58 60 62 64 66

TOTAL CAPITAL NEW 1,480 2,916 4,500 3,043 1,607 2,312 3,350 3,763 1,338 1,381

Funded by Council (Rates and borrowing) 1,341 2,674 4,218 2,754 1,310 2,008 3,038 3,441 1,007 1,040

176 10 YEAR PLAN 2009/19



ater,
astewater

Stormwater
ervices
ssessments
ummary

Water Services Assessments are required by the
Local Government Act 2002 for territorial authorities
to show that drinkable water supply, and wastewater
and stormwater collection and disposal within

the City are adequate to meet current and future
communities’ needs. These assessments are required
to include areas not currently serviced by Council
infrastructure. A summary of the Assessments has to
be included in the 10 Year Plan.

The assessments were carried out by Maunsells Ltd, a
national engineering consultancy firm, in 2005. Itis
planned to undertake the assessments again within
the next three years, in alignment with the review of
the community outcomes in 2011.

The summaries show that all the Council’s water
systems are of good quality. No high priority issues
were identified.

The primary goals of the Council’s water supply

function are:

+ to ensure that adequate and secure community
supplies of potable water are provided for all
existing and projected commercial, industrial,
and domestic purposes

+ to encourage the use of effective water
conservation practices, and to minimise waste.

The Council provides and maintains drinking water

supply infrastructure in the urban areas of the City.

This consists of:

+ source - upper and lower Turitea Dams with five
supplementary bores

- treatment - water treatment plant for the dam
supplies, chlorination and fluoridation of the
bore supplies

« storage - reservoirs

« distribution - pipelines and booster pumping
stations.

The remainder of the City is generally supplied with
drinking water sourced from rainwater tanks or
bores. Palmerston North's temperate climate and
reasonably even rainfall patterns result in year round
inflows to rainwater tanks. Further, the area within
Palmerston North’s territorial boundaries is small
with most unserviced properties within 15 minutes
drive of the public water supply. There are water
tanker connection facilities within the public system.
Risks to the community relating to the absence of a
water supply are therefore considered to be low.




The following considerations are addressed within

these assessments for both current and future

communities:

+ quality - the quality of the water consumed by
the community

- adequacy - the quantity of water supplied to the
community.

The quality and adequacy of water supply within
Palmerston North are generally good and cater for
current demands. Processes are in place to ensure
that future demands will also be met, including
ongoing monitoring, modelling, analysis and
planning, a programme of capital improvement
works, and implementation of demand
management strategies. No major public health or
environmental risks were identified.

The primary goals of the Council’s wastewater

function are:

+ to ensure that all community sanitary wastes are
satisfactorily collected, treated and disposed of
in order to protect the health and safety of the
public, and to protect and enhance the quality of
the natural environment

« to encourage the use of advanced technologies
for providing higher quality, reliable, and cost-

effective treatment, disposal and reuse options.

The Council provides and maintains wastewater

infrastructure in the urban areas of the City. This

consists of:

« collection — gravity pipes, pumping stations and
pumping mains

- treatment - conventional treatment plant for the
main urban area providing tertiary treatment
capability, with small two-stage oxidation ponds
for the smaller developed areas

. disposal - discharge into the Manawatu River
and landfilling of biosolids.

Linton Army Camp collects and treats wastewater
generated within the camp, as well as the small
Linton Rural settlement adjacent to the camp.
Treated effluent from this scheme is currently
discharged to the Manawatu River, although it is
planned to convey this effluent to the main city
treatment plant for further treatment.

The remainder of the City is generally serviced by
on-site septic tanks and effluent disposal fields. Soil
conditions are considered to be generally suitable
for on-site disposal, although there are thought to
be some localised areas where soil permeability is
not ideal. Effluent field overload may occasionally

result with consequent seepage of effluent to

the surface and the risk of entry to adjacent
watercourses. Overall risks to the community
relating to the absence of a reticulated wastewater
service are considered to be low.

The following considerations are addressed within

these assessments for both current and future

communities:

« public health — impacts from outflows or
discharge of wastewater

- environment - impacts from outflows or
discharge of wastewater.

The quality and adequacy of wastewater services
within Palmerston North to meet public health

and environmental issues are generally good and
cater for current demands. Processes are in place

to ensure that future demands will also be met,
including ongoing monitoring, modelling, analysis
and planning, a programme of capital improvement
works, and implementation of demand
management strategies such as stormwater inflow
and infiltration control.

The primary goals of the Council’s stormwater
function are:




« to ensure that stormwater is controlled and
disposed of in order to protect the health and
safety of the people, land and property

- to have efficient and effective stormwater
infrastructure.

Secondary goals, which are gaining importance, are:

+ to protect and enhance the life-supporting
properties and quality of the streams and rivers

.+ to encourage the use of low-impact stormwater
management practices where practicable.

Horizons Regional Council is responsible for regional
flooding protection, and consequently manage the
larger watercourses, such as the Manawatu River.
Supporting this, the Council provides and maintains
stormwater drainage infrastructure in the urban areas
of the City. This typically consists of a conventional
gravity drainage stormwater system, comprising of a
network of pipes and open channels, which convey
stormwater to natural watercourses. Nine pumping
stations are included within the network to allow

for discharge of stormwater runoff during periods of
high flows within the receiving streams.

In the rural and undeveloped areas, public
stormwater drainage systems are usually limited
to those provided alongside the public roading

network. The level of development in rural areas
is significantly less than within urban areas, and
much of the runoff from roof surfaces is stored
within rainwater tanks for drinking water supplies.
Consequently, levels of runoff in rural areas are
significantly less than within urban areas and can
be adequately disposed of on an individual basis.
Risks to the community relating to the absence

of a reticulated stormwater service are therefore
considered to be low.

The northern urban areas of Palmerston North are
protected from inundation from the Mangaone
Stream by a system of automatic tipping flood
gates which are activated to divert excess flows
to designated floodplains once a critical stream
level is reached. Horizons Regional Council’s flood
control telemetry system will pre-warn farmers to
allow for stock relocation. Major flood protection
work on the Manawatu River over the years by
Horizons Regional Council has greatly reduced the
flooding risk to the City.

The following considerations are addressed within
these assessments for both current and future
communities:
« environment - impacts from

contaminated stormwater

« public health - including both health impacts
from contaminated stormwater, and from
flooding of habitable floors.

The adequacy of stormwater services, as measured
by level of flooding protection, and quality of

the receiving waters within Palmerston North are
generally good and cater for current demands.

No major public health or environmental risks were
identified. Processes are in place to ensure that
future demands will also be met, including ongoing
monitoring, modelling, analysis and planning, a
programme of capital improvement works, and
implementation of demand management strategies.
A significant amount of capital works has been
implemented over the last 14 years to address
stormwater flooding issues as recommended in the
City’s Comprehensive Stormwater Management
Plan. As the flooding protection across the City
approaches the target levels (as specified in the
asset management plan), the Council is preparing

to further investigate quality aspects of

stormwater discharges.

To see a full version of these assessments contact the
Customer Service Centre.
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Commercial or Strategic
Investments

Corporate Support

Customer Services

Entrance to the PNCC Customer Service Centre




Support
Services

The Support Services Group of Activities consists of:

« Commercial or Strategic Investments
» Corporate Support
+ Customer Services

These have been grouped together because they support the Council’s
other Activities. For example, they provide the Council with other income
sources that allow it to reduce the amount needed from ratepayers. They
provide the Council’s financial, human resources and information systems
that all the other Activities depend upon. They also provide a “first point
of contact” between residents and the Council about the whole range of
things that people talk to the Council about. In that way they contribute
indirectly to all five of the Council's major goals.




SUPPORT SERVICES GROUP

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE
10,859 Commercial Or Strategic Investments 9,941 9,979 9,959 9,661 9,504 9,639 9,655 9,753 9,459 9,250
800 Corporate Support 1,197 1,230 1,263 1,295 1,329 1,363 1,400 1,443 1,480 1,523
131 Customer Services - - - - - - - - - -
11,790 Total Revenue 11,138 11,209 11,222 10,956 10,833 11,002 11,055 11,196 10,939 10,773
EXPENSES
6,948  Commercial Or Strategic Investments 7,223 7,325 7,491 7,729 8,197 8,456 8,787 9,103 9,054 9,371
2,209 Corporate Support 1,224 1,203 1,377 1,226 1,193 1,319 1,272 1,246 1,329 1,300
1,453 Customer Services - - - - - - - - - -
10,610 Total Expenses 8,447 8,528 8,868 8,955 9,390 9,775 10,059 10,349 10,383 10,671
(1,180)  NET OPERATING COST OF ACTIVITY GROUP (2,691) (2,681) (2,354) (2,001) (1,443) (1,227) (996) (847) (556) (102)
RATING REQUIREMENTS
(3,601)  Less Depreciation (3,759) (3,953) (4,046) (14,285) (4,471) (5,014) (5,247) (5,462) (5,207) (5,256)
2,753 Plus Net Capital Renewal (3 Year Average) 3,172 3,571 4,204 4,653 4,635 4,497 4,484 4,250 411 3,906
- Plus Debt Repayment 308 257 473 676 721 865 906 995 1,036 983
(2,028)  RATES REQUIREMENT (2,970) (2,806) (1,723) (957) (558) (879) (853) (1,064) (616) (469)
CAPITAL EXPENDITURE
2,753 Renewal 3,228 2,912 3,375 4,425 4814 4,720 4,371 4,401 4,679 3,669
893 New 1,074 351 373 607 760 673 699 753 792 846
2,115 Investment Additions - - - 2,000 - - - - - -
5,761 Total Capital Expenditure 4,302 3,263 3,748 7,032 5,574 5,393 5,070 5,154 5,471 4,515
FUNDED BY
- External Revenue New 38 48 45 44 49 16 - 8 - -
2,753 Rates 3,172 3,571 4,204 4,653 4,635 4,497 4,484 4,250 41 3,906
3,008  New Borrowing / (Repayment) 1,092 (356) (501) 2,335 890 880 586 896 1,360 609
5,761 Total 4,302 3,263 3,748 7,032 5,574 5,393 5,070 5,154 5,471 4,515
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Commercial
or Strategic
Investments

What the Council does

The Council has a range of assets that it owns for
commercial or strategic reasons. These include the
Long Term Investment Fund, the Palmerston North
International Airport and the Gordon Kear Forest.

The Council also has 96 Public Housing Units at
three locations around the City (Achilles Court,
Amesbury Place and Waiheke Court). These are
part of the Council’s Investment Activity because
rents are charged at market rates.

Why the Council does this

The Council owns these assets because they
generate revenue which helps fund the services it
provides to residents. This reduces the amount it
needs in rates.

The Council also acts as a “friendly landlord” for the
Public Housing Units by not requiring potential
tenants to have rental references, New Zealand
citizenship or a credit history in this country.
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This means that there is a social aspect to this
housing that helps new migrants and international
students to get a footing in the housing market in
Palmerston North.

The Council manages these assets through the
Liability Management and Investment Policy (see
page 47 of Part Two) and the Airport Statement of
Intent. Hence there are no external levels

of service.

Major issues and projects
in the next 10 years

The Council has decided that as a significant
borrower it is no longer prudent for the Long Term
Investment Fund to be retained. An exit strategy has
been approved which aims to wind the Fund down
in an orderly manner which minimises the likelihood
of the Council incurring losses from the process. For
the purposes of this Plan it has been assumed the
Fund will be progressively wound down over ten
years and the withdrawals be used to either repay
term debt or in substitution for new debt.

The Council has agreed to provide up to $2 million of
additional capital to Palmerston North Airport Ltd to
assist with planned capital development.

Provision of the sum will be subject to the company
providing an acceptable business case. For the
purpose of this Plan it has been assessed the capital
will be required in 2012/13 but the timing will be
dependent on when the business case is produced.

In the past the Council has formed holding companies
to run part of its operations. It did this in some
instances because it was a requirement of the law at
the time or in other cases it was the most effective
way for the Council to run the operation concerned.
Sometimes the Council needs to act quickly to take
advantage of opportunities so it is prudent for the
Council to have a company framework in place in
case it is required.

The Local Government Act requires the Council
to consult with the public if it plans to establish a
council controlled organisation such as a company.

The Council proposes to form a“shelf company”
called Palmerston North City Holdings Ltd which,

for the time being, will be inactive. As an inactive
company it will be exempted from the administrative
requirements of a council controlled organisation.

If the company is activated in future, its status as

an exempted organisation will be reviewed and
changed if appropriate.

Significant negative effects

There are no significant negative effects from this
Activity.
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COMMERCIAL OR STRATEGIC INVESTMENTS — ACTIVITY

2008/09 2009/10 2010/1 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE
3,516 External Contracts 4,277 4,392 451 4,624 4,739 4,858 4,984 5,143 5,282 5,446
680  Investment Property 506 597 613 629 644 660 678 699 718 740
4,440 Investments (including Investment Fund) 3,070 2,843 2,631 2,148 1,800 1,738 1,546 1,391 875 407
400 Investments in Companies (inc. Airport) 180 185 190 195 199 204 210 216 222 229
752 Laboratory (External Contracts) 976 1,002 1,029 1,055 1,082 1,109 1,137 1,174 1,205 1,243
289 Print Synergy 146 150 154 158 162 166 170 176 181 186
781 Public Rental Housing 785 809 830 854 877 903 930 954 975 998
10,858 Total Revenue 9,940 9,978 9,958 9,663 9,503 9,638 9,655 9,753 9,458 9,249
EXPENSES
3,352 External Contracts 3,864 4,021 4,135 4,352 4,615 4,822 5,050 5,385 5174 5,342
886 Investment Property 347 361 362 359 362 373 377 380 379 378
396 Investments (including Investment Fund) 399 355 310 266 226 195 220 221 270 319
817 Investments in Companies (inc. Airport) 688 689 691 692 863 865 866 868 870 871
862  Laboratory (External Contracts) 1,077 1,119 1,143 1,170 1,199 1,226 1,228 1,262 1,301 1,325
130 Print Synergy 97 14 49 74 102 101 156 83 113 176
505  Public Rental Housing 751 766 802 816 830 873 890 904 947 960
6,948  Total Expenses 7,223 7,325 7,492 7,729 8,197 8,455 8,787 9,103 9,054 9,371
(3,910) NET OPERATING COST OF ACTIVITY GROUP (2,717)  (2,653) (2,466) (1,934) (1,306) (1,183) (868) (650) (404) 122
RATING REQUIREMENTS
(1,140)  Less Depreciation (1,301) (1,511 (1,694) (1,860) (2,078) (2,379) (2,611) (2,902) (2,649) (2,750)
2,172 Plus Net Capital Renewal (3 Year Average) 2,016 1,996 2,137 2,221 2,293 2,319 2,429 2,533 2,687 2,809
- Plus Debt Repayment 283 211 396 577 606 705 704 797 812 733
(2,878)  RATES REQUIREMENT (1,719)  (1,957) (1,627) (996) (485) (538) (346) (222) 446 914
CAPITAL EXPENDITURE
2,172 Renewal 2,169 1,908 1,972 2,110 2,328 2,225 2,327 2,404 2,556 2,639
258 New 839 351 342 607 649 673 699 753 792 846
2,115 Investment Additions - - - 2,000 - - - - - -
4,545  Total Capital Expenditure 3,008 2,259 2,314 4,717 2,977 2,898 3,026 3,157 3,348 3,485
FUNDED BY
- External Revenue New 38 48 45 44 49 16 - 8 - -
2,172 Rates 2,016 1,996 2,137 2,221 2,293 2,319 2,429 2,533 2,687 2,809
2,373 New Borrowing / (Repayment) 954 215 132 2,452 635 563 597 616 661 676
4545  Total 3,008 2,259 2,314 4717 2,977 2,898 3,026 3,157 3,348 3,485
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COMMERCIAL OR STRATEGIC INVESTMENTS - CAPITAL RENEWAL

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19

ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
262 Central Environmental Lab - Replacement of Equipment 13 48 49 29 23 24 24 25 26 27
86 Council Wide Furniture Replacements 22 23 24 25 27 27 29 30 32 33
85 Council’s Depot Buildings and Structures - Replacement of 125 134 157 166 177 206 218 233 272 289
Components as Required
80 Council's Plant and Equipment - Replacement 232 233 228 308 335 376 404 432 504 537
63 Council's Plant and Vehicles - Replacements 1,254 1,288 1,323 1,356 1,390 1,424 1,461 1,508 1,549 1,597
3N Gordon Kear Forest Replant 15 66 88 121 60 56 51 39 49 17
270 Holiday Park - Upgrade of Facilities 310 21 21 22 221 23 23 31 25 25
221 Print Synergy - Replacement of Machinery 21 16 - - 11 2 25 12 5 15
304  Public Rental Housing - Replacement of Structures, 77 79 81 83 85 87 90 93 95 98
Internal Fitout and Services
TOTAL RENEWAL 2,169 1,908 1,971 2,110 2,329 2,225 2,325 2,403 2,557 2,638
Funded by Council (Rates and borrowing) 2,169 1,908 1,971 2,110 2,329 2,225 2,325 2,403 2,557 2,638

COMMERCIAL OR STRATEGIC INVESTMENTS — CAPITAL NEW

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19

D Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
99 Council’s Service Development - New Technology and Programmes 301 303 296 400 434 487 524 565 606 655
245 Gordon Kear Forest - Development of Internal Roading 38 48 45 44 49 16 - 8 - -
353 Photocopier/Printer Leased Equipment“Option to Buy” 500 - - 162 166 170 175 180 185 191
TOTAL CAPITAL NEW 839 351 341 606 649 673 699 753 791 846
Investment Additions - PN Airport Ltd - - - 2,000 - - - - - -
Funded by Council (Rates and borrowing) 801 303 296 2,562 600 657 699 745 791 846
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Corporate
Support

What the Council does

This Activity is about the Council's internal
services that support the external services Council
provides to residents. These are human resources,
information management and financial services.

The cost of operating and maintaining the Civic
Administration Building is all covered by this Activity.

Because they are internal services there are no 10
Year Plan levels of service or performance measures.

There are some one-off discretionary projects that
will improve the way the Council provides the
external services to residents. These are listed below.

The direct cost of providing these services is spread
over Council's external services as overheads.

Significant negative effects

There are no significant negative effects from this
Activity.
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CORPORATE SUPPORT — ACTIVITY

2008/09 2009/10 2010/1 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19

$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
REVENUE

- Civic Administration Building 288 296 304 313 321 331 341 350 357 365

- Communication 30 31 32 32 33 34 35 36 37 38

624 Financial Services 844 867 890 912 935 959 984 1,015 1,042 1,075

176 Information Services 35 36 37 38 39 40 41 4) 43 45

800  Total Revenue 1,197 1,230 1,263 1,295 1,328 1,364 1,401 1,443 1,479 1,523
EXPENSES

597 Civic Administration Building 649 626 667 616 566 625 576 519 577 517

(8  Communication 562 563 694 593 608 660 643 664 682 703

1,299 Financial Services 13 14 16 17 19 33 53 62 70 80

(43)  Human Resources - - - - . - - - _ _
364 Information Services

2,209 Total Expenses 1,224 1,203 1,377 1,226 1,193 1,318 1,272 1,245 1,329 1,300

1,409  NET OPERATING COST OF ACTIVITY GROUP 27 (27) 114 (69) (135) (46) (129) (198) (150) (223)
RATING REQUIREMENTS

(2,447)  Less Depreciation (2,458) (2,442) (2,353) (2,425) (2,393) (2,636) (2,636) (2,560) (2,558) (2,506)

581 Plus Net Capital Renewal (3 Year Average) 1,156 1,574 2,068 2,432 2,342 2,179 2,055 1,717 1,424 1,097

- Plus Debt Repayment 25 46 77 99 115 160 202 198 224 250

(457)  RATES REQUIREMENT (1,250) (849) (94) 37 (71) (343) (508) (843) (1,060) (1,382)
CAPITAL EXPENDITURE

581  Renewal 1,059 1,005 1,403 2,315 2,486 2,495 2,044 1,997 2,123 1,031

615  New 235 - 32 - 1M - - - - -

1,196 Total Capital Expenditure 1,294 1,005 1,435 2,315 2,597 2,495 2,044 1,997 2,123 1,031

FUNDED BY

581  Rates 1,156 1,574 2,068 2,432 2,342 2,179 2,055 1,717 1,424 1,097

615  New Borrowing / (Repayment) 138 (569) (633) (117) 255 316 (1 280 699 (66)

1,196  Total 1,294 1,005 1,435 2,315 2,597 2,495 2,044 1,997 2,123 1,031

188 10 YEAR PLAN 2009/19



GROUPS OF ACTIVITIES SUPPORT SERVICES

CORPORATE SUPPORT — OPERATING PROGRAMME

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
225 E-City Internet Site 60 4 160 45 47 85 54 55 57 59
TOTAL OPERATING PROGRAMMES 60 41 160 45 47 85 54 55 57 59
CORPORATE SUPPORT — CAPITAL RENEWAL
2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s §'000s $'000s $'000s $'000s $'000s $'000s §'000s $'000s
68 Aerial Photography 158 166 - 70 - 200 - 84 - -
55 Application Software Upgrade 63 66 70 72 75 80 83 88 91 97
281 CAB Balcony & Various Floor Refurbishments 80 - - 816 880 1,063 1,095 918 1,075 -
283 Civic Administration Building - Lift Upgrade - - 529 - - - - - - -
53 Computer Replacement - Rolling Replacements 374 384 394 404 414 425 436 450 462 476
77 Core Financial and Regulatory System - Replacement or Upgrade - - - 270 554 284 - - - -
60 Information Management Strategic Plan Project - e.g. Document 250 257 264 270 277 284 291 301 309 318
Management and Core System Functionality Changes 33 35 37 39 iy 43 45 48 51 53
58 Network Additions and Upgrades
272 Staff Cafeteria - Replacement of Equipment 5 5 5 5 6 6 6 6 6 6
318 Telecommunications Replacement - Council Buildings 96 92 104 162 71 m 88 103 130 79
389 Waldegrave St Community Agency Facilities & Dog Pound - - - 206 168 - - - - -
Refurbishments
TOTAL RENEWAL 1,059 1,005 1,403 2,314 2,486 2,496 2,044 1,998 2,124 1,029
Funded by Council (Rates and borrowing) 1,059 1,005 1,403 2,314 2,486 2,496 2,044 1,998 2,124 1,029
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CORPORATE SUPPORT — CAPITAL NEW

2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19
ID Name $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s $'000s
407 (/Forward - Communication Redevelopment 45 - - - - - - - - -
390 (/Forward - E-City Internet Site 20 - - - - - - - - -
34 Call Centre Equipment - Additional Equipment to - - 32 - - - - - - -
Meet Business Growth
275 Civic Administration Building - Building Management System 70 - - - - - - - - -
(BMS) Controller Upgrade
62 Information Management Business Continuity Plan (BCP) 100 - - - 111 - - - - -
Implementation
TOTAL CAPITAL NEW 235 - 32 - m - - - - -
Funded by Council (Rates and borrowing) 235 - 32 - N - - - - -
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Customer
Services

What the Council does

The Council exists to provide services to people in
Palmerston North. Residents and City organisations
are the Council’s customers and the Council aims to
provide all of the services described in these Activity
pages to residents at a high standard. To do this the
Council regularly talks with residents to understand
what services they expect the Council to provide and
to understand the quality of services that they are
willing to pay for (either through rates or fees). All
staff aim to provide high quality, timely and quality
services to the people that use their services.

Part of this service includes a central Customer
Services Centre on The Square that is the first point
of contact for the public to access the Council. The
Customer Services Centre provides residents with
information about Council activities, a means to
log complaints and faults about Council services,
to lodge applications for various consents and
licences, and enables residents to pay their rates
and any fees or charges for Council services. The
Customer Services Centre is open from 8am to
5pm Monday to Friday (except Wednesday when it
opens at 9am).

The Council also provides a 24 hours a day, seven
days a week Call Centre service (06 356 8199).
Anyone can ring up the Council to log a complaint or
fault, or get information about Council services. The
Council also provides a website with a wide range

of information about Council services, and access to
public documents and forms (www.pncc.govt.nz).

Why the Council does this and its
contribution to Council vision
and major goals

By giving people information on all Council
services, this Activity contributes indirectly to all
five of the Council’s major goals.

The Council provides a vast number of services, and
many of these happen without anyone taking much
notice. However, when people need information

or advice, a centralised Customer Services Centre
makes it simple for people to get in touch with

the Council. The prominent Customer Services
Centre on The Square is well known to residents,
and provides an easy way for people to find the
information they need.
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The Council provides the Call Centre to give those
people who are not able to come into the physical
Customer Services Centre a means to contact the
Council. Most services can be provided over the
phone, with any forms or documents able to be
posted, emailed or faxed out to residents who cannot
come into the Customer Services Centre. The after
hours service ensures that even residents who are
not able to come into the Customer Services Centre
during business hours have access to the Council.

The Council provides the website to meet the
changing needs of modern society. As people
become more technology-savvy, the demand
for online services and information is increasing.
Like the Call Centre, it enables people to find
information about the Council without having to
come to the Customer Services Centre in person,
and to find information at their convenience.
Providing a website also allows the Council to
develop new and more efficient services, to provide
a better customer service experience for people.

The Council provides a 24 hours a day, seven days a
week phone service for customers.

The Council answers customers’ phone calls promptly.

The Council provides a Customer Service Centre from
8am to 5pm, Monday to Friday (except Wednesday
when it opens at 9am) that customers can visit.

The Council provides customers with the information
they are seeking.

The Council provides friendly, professional and
knowledgeable service to its customers.

The Council provides feedback to customers on the
results of their requests/complaints.

The Council will promote electronic means of
payments.

The Council manages its Customer Services Activity in
a financially responsible way.

95% of all calls received by the Call Centre on a 24/7 basis are
answered. (Revised performance measure.)

Of the calls received by the Call Centre, the average wait time
is equal to or less than 20 seconds.
(Revised performance measure.)

Services are available 99.5% of stated hours.
(Achieved in 2007/08.)

80% of queries made in person will be answered by Customer
Service staff at first point of contact (i.e. at reception or the
Customer Service Centre).

(92% queries answered in 2007/08.)

90% of customers are satisfied with the friendliness,
professionalism, and knowledge of the service they receive
(annual survey of Front of House, Call Centre, and Regulatory
Services - this is a new survey.)

500 randomly selected customers who lodge fault and
service complaints are contacted over a 12 month period
to determine if the complaint has been resolved to a
satisfactory standard. (This is a new survey and it will set a
baseline for future surveys.)

Payments made in person by will reduce by 10% in 2010/11
compared to 2009/10. (New performance measure.)

The budget set by the Council is not exceeded.
(New performance measure.)
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Major issues and projects
in the next 10 years

As use of technology increases, the Council will
need to ensure that it provides customer service in
the most convenient and cost-effective way. The
Council will look to consolidate the gains it has
made in developing a leading call centre service to
match the projected growth in call volume over the
next 10 years (as the population increases).

As part of this emphasis on using technology,

the Council will promote electronic methods of
payment for rates such as direct debit, with the goal
of reducing payments made in person by 10% in
2010/11. It will also put more emphasis on people
requesting and receiving information or assistance
through its website - www.pncc.govt.nz

A key area where the Council has identified it can
improve its customer service is in “closing the loop.”
This is about ensuring that requests for service or
complaints are followed through to resolution,

and that the customer is contacted to ensure
satisfaction with the service provided. The Council
is listing the issues raised at the quarterly informal
community meetings and the resulting Council
actions on the websites.

The last 12 months has seen Council acknowledge
the importance of being a“business-friendly”
organisation, leading to economic growth in the City
and driving increasing employment and incomes.
One key way in which the Council can become

more “business-friendly” is to improve the standard
of customer service, particularly in terms of how
information and advice is conveyed, as opposed to
what information and advice is conveyed.

The direct costs of providing these services
is spread over Council's external services as
overheads.

Significant negative effects

There are no significant negative effects from this
Activity.
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CUSTOMER SERVICES — ACTIVITY A change in the accounting methodology means costs to this Activity are now allocated to all other Activities.

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16
$000's $'000s $'000s $'000s $'000s $'000s $'000s $'000s

2016/17
$'000s

2017/18
$'000s

2018/19
$'000s

REVENUE
131 Customer Services - - - - - _ -

131 Total Revenue - - - R N N N

EXPENSES
1,453 Customer Services - - - - - _ -

1,453 Total Expenses - - - - _ B B

1,322 NET OPERATING COST OF ACTIVITY GROUP - - - - - - -

(13)  Less Depreciation - - . - B, _ _

1,309  RATES REQUIREMENT - - - - - - B

20 New - - - - . - .

20 Total Capital Expenditure - - - - _ B N

20 New Borrowing / (Repayment) - - - - . - ;

20 Total - - - R N N _
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