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Introduction to
the Index



The Public Sector Reputation Index is a globally validated model which we have evolved to work in a
public sector setting. The model contains 16 reputation attributes, which each sit under one of four
pillars: trust, social responsibility, leadership and fairness.

Reputation Score

18

Listens to the public’s point of
view

Uses taxpayer money
responsibly

Is tfrustworthy

Can be relied upon to protect
individuals' personal
information

Has the best of intentions
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Social responsibility

— Behaves in a responsible
way towards the
environment

— Is a positive influence on
society

— Has a positive impact on
people’'s mental and
physical wellbeing

>

Leadership

Is a forward-looking
organisation

Contributes to economic
growth

Is easy to deal with in a
digital environment

Is a successful and well-run
organisation

W
=

Fairness

Treats their employees well

Deals fairly with people
regardless of their background
or role

Works positively with Maori

Works positively with Pacific
peoples



The index spans New Zealand, Australia and Singapore, giving us the ability to compare results across
countries, further contextualising our results.

New Zealand Australia Singapore
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3,941

online interviews
conducted to
reflect the views of
all New Zealanders
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Nationally representative
sample by age, gender,
region, ethnicity and
education level

Fieldwork dates:
14 to 29 March 2024



We covered 58 New Zealand public
sector agencies.

The Electoral Commission, NZ Search and Rescue, and
High Performance Sport NZ are new to the Index this year.
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2.
Top performers in 2024



Overall
reputation
top 10

Fire and Emergency NZ
continues its reign as the
highest rated of all agencies
on the Index, with new
entrant, NZ Search and
Rescue, following closely.

Callaghan Innovation, NEMA,
Tourism NZ and Creative NZ all
improved their position in the
index this year.
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Top 5 by
pillar

Fire and Emergency NZ sits in
pole position across all pillars.

The top five overall appear in
the top five across at least
three of the four pillars.

New entrant — NZ Search and
Rescue — enjoys a strong
showing across all pillars.
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Movers &
shakers

Creative NZ enjoys the
sfrongest improvement in
overall reputation in 2024.

Organisations in a similar
space, Ministry of Culture and
Heritage and RNZ, are also
among those who have seen
the strongest improvement in
reputation, suggesting a more
favourable view towards the
arts and creative sector.
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Public sector trends
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2024 sees a recovery in reputation across the public sector, following two years of falling
SCores.

Average raw reputation over time

66 66 A
62 o\?_ 62
07 407
2017 2018 2019 2020 2021 2022 2023 2024

Chart based on the 31 public sector agencies that have been included in the Public Sector Reputation Index since 2017
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The distribution of New Zealand public sector agencies has improved slightly (2024 average of 64
compared with an average of 62 in 2023). 20 agencies have improved their score by at least two
points since 2023, while four have fallen by at least two points.

2024 average
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While the proportion of those with negative perceptions towards the public sector is
unchanged, the attitudes of those who were more neuftral in their opinion are once again
warming.

m 2023 m 2024

(2)
(2)

12 12

1 e

Average agreement Average neutral Average disagreement
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Trust, leadership and social responsibility are all fairly even drivers of reputation in both NZ
and Australia, while fairness is more present in Singapore.

Fairness

Social responsibility

Leadership

Trust
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The overall increase in reputation is driven by improvements across all pillars, but slightly
more so by the trust, social responsibility and fairness pillars.
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Within the fairness pillar, a positive shift is seen in the perception of public sector agencies
working positively with Maori and Pacific peoples to improve their respective wellbeing.

K¢

25 23
2023 2024 2023 2024
Works positively with Maori to Works positively with Pacific peoples
improve Maori wellbeing to improve Pacific wellbeing
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4.
Sources of reputation )j'
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News media has, by far,
the most influence on the
reputation of the public
sector — the number of
people influenced by the
media is double those
who are influenced by an
agency directly (through
communications or
personal experience).
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Media and

News media 42% comms
Advertising / communications B 9% 51
7o

Friends/family direct word of mouth [ 14% .
Conversation

Bloggers / commentators 10%
19«

Friends/family via social media 8%

Personal experience 13%

Impression

Don't know
None of these 34%

. Most important influence An influence

20



While the news media is the most common influence on reputation, this differs markedly by age - the
news media influences older New Zealanders much more than younger New Zealanders. In contrast,
the impact from word of mouth and online sources is more skewed towards younger New Zealanders.

% who say the news media has impacted their views on New
Zealand public sector organisations

52%
43%
29%
23% 24% I
18 to 29 30 to 39 40 to 49 50-64 65+

% who say what they have heard from family / friends /
influencers / bloggers / commentators have impacted views on
New Zealand public sector organisations

18%

13%

9% 7% 8%

18 to 29 30 to 39 40 to 49 50-64 65+
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The sources of
reputation don't just
differ by age they also
differ by agency -
some agencies’
reputation is more
influenced by news
media, while others are
more influenced by
conversation, and still
others by personal
experience.
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This chart is showing what is relatively more
important in shaping reputation. The closer
an agency is to the source of reputation
on the chart, the more important it is in
shaping its reputation.
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Waka' Kotahi
° ® Auckland Transport
Minis’fry of Health
Te Whatu Ora -
® Health New
Zealand
® ACC
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® IR
| 22



While news media has the greatest influence on public sector agencies, this does not mean
that information from the media about the public sector is always trusted — nearly a third of
people say they distrust information about public sector agencies from the news media.
There is much less distrust in information direct from public sector agencies.

% of people who agree and disagree with each statement (neither/nor and don’t know %s not shown)

42 42
Trust
Trust what agencies tell Trust what news Trust what influencers,
the public (directly) organisations tell the bloggers, commentators
public about tell the public about
government government
organisations organisations
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There is a lot of variation in how much people frust the information from each agency -
with more trust than distrust for the vast majority of agencies.

Level of trust / distrust among each agency included in the Index
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Trust/distrust in what people hear from news media does not vary as much by age as the
influence of the news media does (page 20). Distrust of what influencers, bloggers, and
commentators say about public agencies increases markedly with age.

% who say they frust what news organisations tell the public % who say they trust what influencers, bloggers, commentators
about government organisations tell the public about government organisations

18-29 30-3% 40-49 50-59 60+ 18-29 30-39 40-49 50-59 60+
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Trust information about public sector Do not have a source of information about
Looking at the agencies from at least one source public sector agencies that they trust

infersection of trust across
information sources, 62%
of people frust at least
one source of information
about public sector

agencies. 14%

Thirty-eight percent don't 7%

have a source they can
trust definitively (note that
this differs by agency).

Distrust all sources

Trust what they hear

Trust what they hear from news directly from public sector

organisations about public

. agencies (average across On the fence about

sector agencies all agencies) what sources to trust —
i.e., neither frust nor
Trust what they hear from distrust one or more

influencers, bloggers, and sources or don't know

commentators about public and distrust the others

sector agencies
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Trusting communications
from an agency goes
hand in hand with a
strong reputation.

However, more
interestingly, trusting what
an agency says about
itself leads to a more
stable reputation.
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Reputation variability year on year

High

Low

Lower trust in communications —
high variability in reputation
score year on year — (average
2024 reputation score = 59) o
® o
® o0 ©
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o Higher trust in communications
— low variability in reputation
o score year on year (average
2024 reputation score = 68)
Low

> High

Trust in communications from an agency
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When people frust what
the news media say about
an agency much more
than what the agency
says about itself — that also
seems to result in more
variability in reputation
scores each year.
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Reputation variability year on year

Trust media much more than agency
communications — high variability in
reputation score year on year

Trust agency more than (or equal to
media) — lower variability in reputation
score year on year
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Key takeouts



]

Public sector

reputation iS on Trust remoins the bigges’r drivgr p.f
reputation (but social responsibility and

the up leadership are just behind), and
Improvements have come from all

2024 brings an increase in reputation
across the public sector.

three of these pillars, as well as fairness.

Amid the recent announcements of
cost cutting by the new government, it
will be important to monitor reputation,
and if negative impacts are seen, how
long-lasting these are.
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Own your
narrative

Verian

Public Sector Reputation Index 2024

There is a lot of distrust and uncertainty
around third party sources of
information about public sector
agencies, with younger people a
special challenge given their skew
towards non-traditional forms of media
and conversations.

Despite this uncertainty, these third-
party sources have a lot of influence on
agencies’ reputation.

When people hear direct from an
agency, there is trust in the message
and it creates positive reputational
benefits ... so don’t be afraid to own
your own narraftive.




For more information, please contact

Jay Carlsen

Jay.Carlsen@veriangroup.com

d Powering decisions
Verlan that shape the world.
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