
Applying customer feedback 
to setting levels of service
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Strategic Context: 
NZTA’s Functional Strategies

•Overarching land transport network strategy

•Will Contain integrated planning principles and NZTA perspective on land 
transport needs in national, regional and local long term land use context

Planning Strategy: Shaping the Networks 30-50 yrs

•How the State highway network operates within the wider context of the land 
transport network.

•National, and inter-regional focus.

SH Strategy: Delivering/Shaping SH Network  30+ yrs

•How we shape network use through user incentives, user information and 
network optimisation

•National, regional and local ‘whole of network’ focus

NeXUS: Shaping Network Use 10 + yrs

•Identifies revenue streams and principles 

•Shaping investment decisions for land transport investment

IRS: Prioritisation Tool – Shaping investment 3 to 10 years
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Strategic Context: 
The State Highway Network Strategy
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The State 
Highway network 
operates as part 
of the whole of 
land transport 

network

Service 
levels fit 
function

Service 
levels fit 

user needs
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State Highway Network Strategy:
Key concepts

• Differentiating networks according to national contribution

• Targeting effort to areas of greatest national benefit

• Providing different service levels to different user groups where it 

matters most
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Classifying New Zealand’s State Highways
Process

• Linking the relative contribution of each State Highway to New Zealand’s

economic growth & productivity

• Aligning customer service levels to each category of the State Highway 

classification

• Engaging with customers to ensure the range of services provided for 

each network meet their needs

Function
User 

Experience
Design
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Classifying New Zealand’s State Highways
Maps

6



7

• Thirty year service levels will indicate proposed 
performance of each State highway category over 
the long term

• Stakeholder engagement and customer insight 
will inform final service levels

• Current service levels may be equal or different to 
thirty year proposals

• Where there is a difference between existing and 
proposed service levels, we will use three phased 
approaches to address the difference.
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Linking service levels to the classification
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Customer feedback & service levels
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Customers First

BEING A GOOD CORPORATE CITIZENREDUCING THE COST OF DOING BUSINESSREDUCING DEATHS & TRAUMA

SAFE TRAVEL
(FATALITIES)

JOURNEY TIME
(AVE SPEED)

ENVIRONMENTAL EFFECTS
(CUSTOMER SURVEY)

OUR ASSET MANAGEMENT PLAN CONVERTS CUSTOMER LEVELS OF SERVICE INTO DETAILED TECHNICAL LEVELS OF 
SERVICE WHICH ARE THEN OPTIMISED AGAINST EFFICIENT USE OF TAX PAYER DOLLARS...

….THE RESULTING WORK IS THEN IMPLEMENTED THROUGH THE STATE HIGHWAY PLAN

OUR PEOPLE ARE SERVICE ORIENTATED AND ADD VALUE THROUGH PROFESSIONAL JUDGMENT

TAKE WHOLE OF LIFE APPROACH FOR EFFICIENT USE OF TAX PAYER DOLLARS

150
120

85kph

90kph
80%80%

Today
Tomorrow

Stage 1

Stage 2

Stage 3

Stage 4

Strategy provides 

the decision  making 

criteria / sequencing 

for addressing gaps
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Our customer expectations
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Customer first filter
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