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Kia ora, 
 
We refer to your information request below. Hamilton City Council provides the following
response. 
 
Your request: 
 

What is the operational hours of the phone at HCC?
What are the operational hours of contractors working in public spaces across the city?
What is the after hours phone number for the HCC?
What is the operational goal in terms of answering the phone? (I have phoned twice in
the last two days and no one answers the phone)
How many calls does the city receive per day?
How long does it take to answer the calls?
How many staff are on duty to answer the phone?
How many complaints are received and how long does it take to answer them?

 
Our response: 
 
1. What are the operational hours of the phone at HCC?

 
Hamilton City Council’s Contact Centre operates 24/7, 365 days a year.

Business hours: Monday to Friday, 8am–5pm

After hours (urgent requests):

Weekdays: 5pm–8am

Weekends: All day Saturday and Sunday
 
2. What are the operational hours of contractors working in public spaces across the city?
Transport:  Actual working hours vary significantly in practice due to the nature of transport and
public‑space operations. The Transport Unit oversees infrastructure that
must operate continuously. These works are typically undertaken from Monday to Friday from
7am to 5 pm and include: 

·         Proactive identification of faults in the transport network condition assessment and
plan forward maintenance and renewal work 

·         Management of Network Corridor and associated inspections and approvals  
·         Temporary Traffic Management audits  
·         Customer request responses  
·         Inspection, programming, reporting and quality assurance for all works undertaken  
·         Bridge maintenance  
·         Debris and litter removal  
·         Cycle facilities (lanes and paths) cleaning (sweeping) and maintenance  



·         Emergency works such as vehicle crash site attendance and clear-up  
·         Winter maintenance including ice control on bridges and footpaths  
·         Footpath maintenance and renewals  
·         Kerb and channel maintenance and renewals  
·         Kerb and channel cleaning including leaf fall  
·         Network surfacing maintenance and renewal  
·         Pavement rehabilitation on sealed roads  
·         Road marking renewal  
·         Roadside furniture maintenance (including guardrails and sight rails)  
·         Sealed road shoulder maintenance  
·         Shopping precinct cleaning (including after-hours work in the Central Business

District)  
·         Stormwater structure maintenance including rain garden maintenance and renewal  
·         Catchpit cleaning, maintenance, and renewal  
·         Street furniture maintenance and renewal e.g rubbish bins, cycle racks, seats  
·         Traffic signal maintenance and renewal, streetlight maintenance and renewal

and electronic signs maintenance and renewal  
·         Traffic services maintenance (signs, edge marker posts, bridge end markers)  
·         Vegetation control including mowing, landscaping, weeding and spraying  
·         Variations to perform various works for HCC’s Transport Unit and other council

units potentially including Capital improvements.  
 Emergency works, some of these activities may require responses and repairs 24 hours a day
seven day a week. This ensures the safety of network users and helps minimise traffic
disruption, 

·         Street lighting – Maintenance and replacement as required at any time to ensure
public safety. 

·         Traffic signals – operate 24/7, with contractors required to respond immediately to
faults or urgent failures regardless of the hour to maintain safe traffic flow. 

·         Road network emergency response – hazards, crashes, flooding, or urgent repairs
may require contractors to work outside normal construction hours. 

Night and Early‑Morning Works- This work will typically between the hours of 7pm and 6am 
Some planned work must occur outside normal daytime hours to minimise disruption: 

·         Street cleaning, which is routinely carried out outside peak hours or overnight. 
·         Night roadworks used where daytime closures would cause undue congestion or

safety risks. This work will typically start from 7pm to 6am 
·         Line marking, resurfacing, signage replacement, and other activities that are safer or

more efficient at night. 
These works are managed to comply with noise requirements as practicably as possible (e.g.,
lower‑noise tools, reduced duration), in line with Council’s requirement to take the “best
practicable option” to minimise noise. 

 
Three Waters: 
For Waters related contract and construction work. 
 
The normal working hours are weekdays Monday to Friday 7.00am to 6.00pm and sometimes
8:00am to 1:00pm on weekends.  However, many cases are dictated by
Traffic Management Plan requirements, and flow requirements.  e.g. night work to minimise the
impact on traffic or to target when flows are low. In the event of an emergency or fault in



the network we may use internal staff and external contractors to resolve the network issue
outside of normal hours. However, these are not planned works.
 
Resource Recovery: 
Our contractor commences kerbside collection from the public berm at 7am on collection days,
which is usually Monday to Friday but may vary depending on Public Holidays or due to
collection delays in rare circumstances. Kerbside collections continue until the collection is
completed or sunset. The contractor may on occasions have a limited number of bin inspectors
checking recycling bins for contamination prior to 7am on collection days. 
 
3. What is the after-hours phone number for HCC?
 
Our main contact number is 07 838 6699, and it is available at all times—both during business
hours and after hours.
 
4. What is the operational goal in terms of answering the phone?
 
Our Contact Centre services calls, service requests, and general enquiries for the Hamilton
community. This includes our General queue, which operates 24/7 and handles a wide range of
questions or requests. We also support several specialised queues, including:

Building Inspections/Compliance

Rates

Pools

Libraries
Our current service level target is to answer 80% of calls within 60 seconds. However, during
periods of high call volume, wait times may be longer.
We encourage customers to use the callback service, available across all queues. This helps avoid
losing your place in the queue.
 
5. How many calls does the city receive per day?
 
Based on our annual data, we receive an average of 430 calls per day.
 
6. How long does it take to answer the calls?
 

Main phone line: Average wait time is 1 minute 41 seconds

Specialised queues (Building and Rates): Average wait time is 2 minutes 30 seconds
We are actively working to improve service levels, which is dependent on resources, staff skill
levels, and overall call demand.
Our current call abandonment rate is 17%, and increasing the use of the callback option will help
reduce this.
 
7. How many staff are on duty to answer the phone?
 
We have staff rostered in the Contact Centre 24 hours a day.
 
During business hours:



8–10 staff (depending on time of day)

Covering phone calls, Antenno app requests, and emails
After hours:

Monday–Friday until 5-10pm: 2–3 staff

Overnight: 1 staff member

Weekends:

Daytime: Around 5 staff

Evening/overnight: Reduced to 2 staff, then 1 overnight
We are currently trialling new ways of resourcing our queues, supported by improved data from
our new telephony system and workforce planning tools.
 
8. How many complaints are received and how long does it take to answer them?
 
In the past year, we received 16 complaints relating to wait times.
In line with our Customer Feedback Policy, we aim to respond to complaints as quickly as
possible and within the required timeframe of 10 working days.
We also thank you for your feedback regarding the wait times you experienced when contacting
Hamilton City Council on 28 January 2026. We are sorry that your experience did not meet your
expectations.
We have reviewed your calls, and here is a summary:
•            Your first call was at 4:37pm, and you were on hold for 3 minutes and 50 seconds before
disconnecting.
•            You called again at 4:41pm and were on hold for 1 minute and 53 seconds before
disconnecting.
 
At that time, our call logs show that we were experiencing an unusually high volume of calls, and
all our customer service representatives were assisting other customers. Please note that our
general queue includes a callback option, which holds your place in the queue and allows us to
return your call without requiring you to wait on the line.
 
We can see that when you contacted us again on 29 January, you selected this callback option
and one of our representatives returned your call.
 
Thank you again for your feedback - we appreciate the opportunity to improve our service.
 
You have the right to seek an investigation and review by the Ombudsman of this decision.
Information about how to make a complaint is available at www.ombudsman.parliament.nz or
freephone 0800 802 602. 
 
Ngaa mihi
Keeley Faulkner
Official Information Advisor & Legal Support Officer
Governance & Assurance Team | Partnerships, communication & Maaori
Email: officialinformation@hcc.govt.nz








