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Purpose
1. To provide the Environment and Community Committee with an update on the next phase of the online
bookings programme.
Key Messages
•

•

From 30 April 2018
•

Aucklanders and visitors who want to stay at our regional parks will be able to search, book, pay,
amend and cancel online

•

There will be a single bookings system for event locations across the wider Council Events teams
including ACE (Arts, Community & Events), Panuku Development, ATEED and Screen Auckland.

From 18 August 2018
•

Customers will be able to make a one off or casual booking online for selected sports fields.

Background
2. Driven by customer demand for online services, we are working to digitise 70% of our most common
customer transactions. Digitisation is also a key enabler in decreasing our cost to serve and building
transparency, consistency and accessibility around our services and customer’s experience now and in the
future. As an integral part of this work we delivered a digital bookings system in 2016 for online event
permit applications, sport parks applications and community venue hire bookings across for over 150
council-run community venues and libraries.
3. On 1 March 20181 there was an increase of over 6000 venue hire bookings from this time last year, with
just 14 customers sending in a paper application form out of 16,638 bookings made.
4. Since the introduction of the first phase of the programme, accumulatively 50% of our regular venue hire
customers are now using our online bookings service; 98% of sports parks applications and 92% of event
applications are now made online.
5. As anticipated from prior research, this indicates an increasing demand for people wanting to self-serve
and puts them in charge of their own bookings, supporting our vision for “For Auckland to be a world-class
city”.
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annual venue bookings release

Discussion
6. Throughout the development of the online bookings service, we have involved customers and our people
to help shape the new system to deliver a simple and easy bookings service. 2 We continue to seek
feedback and adjust our approach based on what our customers tell us. We would welcome any insights
that you or your constituents have to offer.
Feature: Regional Parks
7. 23 baches, 4 lodges, 24 campgrounds, 18 vehicle based campgrounds and 27 bookable sites can now be
booked online, helping us to realise our goal to provide better value for ratepayers and residents. 3
8. For those customers who prefer to book online, they will be able to:
Search, book, and pay online
Make multiple bookings in one transaction
Receive immediate confirmation of their booking
View and amend their bookings in their own time
And, if they need to cancel, they will receive an immediate refund (when paid online by
credit card).
9. For those customers who prefer to book in person at our Customer Services Centres, they can continue to
do so.
•
•
•
•
•

10. If customers are having trouble making their booking online, our customer services representatives and
contact centre staff will be a phone call away to guide them through their booking, or even to reserve a
tentative booking for up to two working days. Payment can then be made at our Customer Service
Centres.
Important points to note:
a. All bookings will be confirmed once payment is received. Through our research we found this is best
practice in booking other types of accommodation online 4, and will ensure our facilities are utilised.
b. Through our discovery work with customers, we found out that our Interactive Voice Response (IVR)
payment system was the number 1 complaint about the telephone bookings service 5. Taking on board
this feedback, we will no longer be offering over the phone payment.
c. Customers will now be able to book 6-months in advance, from any point in the year. We are removing
our seasonal booking windows for all accommodation bookings to manage peak volumes.
11. Feedback from customers throughout the development of the new bookings system has reinforced the
need to offer a digital booking channel:
“Much clearer journey”
“Like being able to book multiple things at once”
Feature: Sports Parks
12. With over 98% of sports clubs and regional sports organisations continuing to apply for seasonal (winter
and summer) sports fields online since 2016, from 18 August 2018 customers will be able to make one off
or casual bookings online for selected sports fields (instead of having to go through a bookings facilitator).

Auckland Council Strategy #3 Smart and easy for our customers
Auckland Council Strategy #5 Providing better value for our ratepayers and residents
4
Comparison with booking.com, expedia.co.nz, doc.govt.nz (Department of Conservation), AirBnB.co.nz and
BookaBach.co.nz
5
Regional Parks Survey 2016 (1187 customers)
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Feature: Event Permitting
13. In February 2016, event organisers were able to complete their event permit applications online. This
digital option was so successful that on average, 92% of event organisers have continued to use this
option. Subsequently, Auckland Council Events (ACE), Regional Parks, Sports Parks, ATEED, Screen
Auckland, and Panuku Development will now use a single booking system for all events and filming
locations across the Council family resulting in greater visibility of the same information across all these
teams.
Next Steps
14. In order to enable our people and our customers to adopt the changes and increase online uptake, we will
be engaging with them through our usual business channels.
Screenshots from our prototypes:
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