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UPDATE: YEAR ENDING M
ARCH 2020

D
O

M
ESTIC VISITO

R SATISFACTIO
N

In
the

year
ending

M
arch

2020,
three

in
four

N
ew

Zealand
residents

took
an

overnight
dom

estic
trip

for
leisure

purposes.Alm
ost

halfofthese
trips

w
ere

taken
prim

arily
to

visitfriendsorfam
ily,orto

attend
an

eventheld
by

friendsorfam
ily.The

average
(m

edian)length
oftrip

w
asthree

nights.

N
ew

Zealanders
continue

to
have

positive
experiences

w
hen

travelling
dom

estically
forleisure

purposes.O
verallsatisfaction

w
ith

m
ostrecenttrip

averaged
8.7

outof10,
w

ith
half

of
all

travellers
reporting

that
their

experience
had

exceeded
their

expectations.This
high

levelof
dom

estic
travelsatisfaction

w
as

reflected
in

a
N

et
Prom

oterScore
of+

66
forN

ew
Zealand

asa
holiday

destination.

N
ew

Zealanders
w

ho
travelled

betw
een

N
ovem

ber
and

January
reported

higher
levels

of
overallsatisfaction

w
ith

their
trip

than
those

w
ho

travelled
in

the
W

inter
m

onths.
H

igher
levels

of
satisfaction

w
ere

noted
am

ong
those

w
ho

included
N

orthland,Corom
andelPeninsula,H

aw
kes

Bay
and

the
w

iderCanterbury
region

in
their

travelitinerary.Longer
holidays

(4+
nights)

appear
to

garner
higher

levels
of

overallsatisfaction
than

shorterw
eekend

getaw
ays.

As
noted

previously,
younger

N
ew

Zealanders
report

low
er

levels
of

overall
satisfaction

w
ith

their
dom

estic
trips,

but
are

m
ore

likely
to

indicate
that

their
experiences

exceeded
theirexpectations.Propensity

to
recom

m
end

N
ew

Zealand
asa

holiday
destination

to
othersincreasesw

ith
age.

D
om

estic
trip

profiles
and

overallsatisfaction
w

ith
dom

estic
travelhave

rem
ained

consistent
over

the
past

tw
o

years,w
ith

no
significant

shifts
in

any
ofthe

tracking
m

etrics(O
verallSatisfaction,Experience

vs.Expectation
orN

etProm
oterScore).
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PROFILE OF LAST DOM
ESTIC OVERNIGHT LEISURE TRIP

D
O

M
ESTIC VISITO

R SATISFACTIO
N

YE M
arch 

2020
YE M

arch 
2019

Length
of Trip:

1 N
ight

14%
 

13%
 

2 N
ights

27%
 

26%
 

3 N
ights

19%
 

20%
 

4 N
ights

11%
 

11%
 

5 N
ights

10%
 

10%
 

6 N
ights

3%
 

4%
 

7 N
ights

(or m
ore)

17%
 

16%
 

Average N
um

ber of N
ights (M

edian)
3 

3 

Base: Total Sam
ple

n=2,183
n=2,104

43%
 

36%
 

9%
 9%

 3%
 

45%
 

34%
 

7%
 11%

 3%
 

YE M
arch 

2019
YE M

arch 
2020 M

AIN REASON FOR TRIP

For a holiday or short-break

To visit fam
ily or friends

To attend an event held by friends or fam
ily (e.g. w

edding, funeral, or reunion)

To attend an event held by som
eone else (e.g. a sporting event, concert or festival)

O
ther

3 in 4 New
 Zealand residents took an overnight 

dom
estic leisure trip w

ithin the past 12 m
onths
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PROFILE OF LAST DOM
ESTIC OVERNIGHT LEISURE TRIP

D
O

M
ESTIC VISITO

R SATISFACTIO
N

YE M
arch 

2020
YE M

arch 
2019

Regions Visited:

Auckland
24%

 
23%

 

W
ellington

14%
 

14%
 

N
orthland

13%
 

13%
 

Rotorua
12%

 
12%

 

Taupo
11%

 
11%

 

H
am

ilton/W
aikato (excl. Taupo/Corom

andel)
10%

 
11%

 

Bay of Plenty (excl. Rotorua)
10%

 
11%

 

Christchurch
10%

 
11%

 

Corom
andel Peninsula

8%
 

8%
 

Canterbury (excl. Christchurch)
8%

 
8%

 

Q
ueenstow

n
7%

 
8%

 

H
aw

ke's Bay
6%

 
8%

 

D
unedin

6%
 

5%
 

Palm
erston N

orth & M
anaw

atū
5%

 
6%

 

Taranaki
5%

 
5%

 

N
elson

5%
 

4%
 

Base: Total Sam
ple

n=2,183
n=2,104

YE M
arch 

2020
YE M

arch 
2019

Tim
e ofYear:

January
16%

 
16%

 

February
11%

 
13%

 

M
arch

12%
 

11%
 

April
11%

 
12%

 

M
ay

8%
 

10%
 

June
8%

 
8%

 

July
8%

 
7%

 

August
8%

 
8%

 

Septem
ber

9%
 

9%
 

O
ctober

9%
 

10%
 

Novem
ber

9%
 

9%
 

Decem
ber

11%
 

10%
 

Base: Total Sam
ple

n=2,183
n=2,104
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OVERALL satisfaction
D

O
M

ESTIC VISITO
R SATISFACTIO

N

O
n a scale of 1 (not at all satisfied) to 10 (extrem

ely satisfied), how
 satisfied w

ere you w
ith your overall experience on your last overnight 

trip w
ithin N

ew
 Zealand?

A
verage

(1)
(2)

(3)
(4)

(5)
(6)

(7)
(8)

(9)
(10)

Year Ending M
arch 2020

8.7
0%

 
0%

 
0%

 
1%

 
2%

 
3%

 
11%

 
24%

 
24%

 
35%

 

Year Ending M
arch 2019

8.6
0%

 
0%

 
0%

 
1%

 
2%

 
4%

 
10%

 
24%

 
23%

 
36%

 

Extrem
ely satisfied

N
ot at all satisfied

SATISFACTION BY AGE

34%
 

30%
 

27%
 38%

 

45%
 

41%
 

23%
 

23%
 

21%
 

24%
 28%

 

29%
 

18 - 29 

30 - 39 

40 - 49 

50 - 59 

60 - 69 

70+ 

10
9

8.6

8.5

8.3

8.8

9.0

8.9

Average

B
ase: N

Z residents w
ho have travelled dom

estically for leisure purposes w
ithin past 12 m

onths (n=2,183)

32%
 

31%
 

31%
 

37%
 

41%
 

30%
 46%

 

20%
 

23%
 

27%
 28%

 

20%
 

33%
 

25%
 

1 Night

2 Nights

3 Nights

4 Nights

5 Nights

6 Nights

7 Nights +

10
9

8.4

8.5

8.6

8.8

8.8

8.7

8.9

Average
SATISFACTION BY LENGTH OF TRIP
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OVERALL satisfaction
D

O
M

ESTIC VISITO
R SATISFACTIO

N

O
n a scale of 1 (not at all satisfied) to 10 (extrem

ely satisfied), how
 satisfied w

ere you w
ith your overall experience on your last overnight 

trip w
ithin N

ew
 Zealand?

B
ase: N

Z residents w
ho have travelled dom

estically for leisure purposes w
ithin past 12 m

onths (n=2,183)

39%
 

34%
 

38%
 

31%
 

37%
 

36%
 

33%
 

33%
 

30%
 

39%
 

44%
 

41%
 

27%
 

25%
 

19%
 

26%
 

23%
 

18%
 

16%
 

23%
 

31%
 

23%
 

22%
 

24%
 

January

February

M
arch

April

M
ay

June

July

August

Septem
ber

O
ctober

Novem
ber

Decem
ber

10 (Extrem
ely Satisfied)

9

8.9

8.6

8.6

8.6

8.7

8.6

8.4

8.5

8.6

8.6

8.9

8.9

Average
32%

 

37%
 

41%
 

34%
 

41%
 

37%
 

38%
 

37%
 

35%
 

41%
 

41%
 

39%
 

23%
 26%

 

25%
 

26%
 24%

 

23%
 

27%
 

25%
 

33%
 

25%
 

22%
 

28%
 

Auckland

W
ellington

Northland

Rotorua

Taupo

Ham
ilton/W

aikato 

Bay of Plenty 

Christchurch

Corom
andel Peninsula

Canterbury 

Q
ueenstow

n

Haw
ke's Bay

10 (Extrem
ely Satisfied)

9

8.6

8.8

8.8

8.7

8.8

8.6

8.8

8.6

8.9

9.0

8.8

8.8

Average
SATISFACTION BY M

ONTH OF TRIP
SATISFACTION BY REGION VISITED
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Experience vs. Expectation
D

O
M

ESTIC VISITO
R SATISFACTIO

N

Based on your previous travel, how
 did your overall experience on your m

ost recent trip live up to your expectations?

3%
 

47%
 

30%
 

19%
 

YE M
arch 2020

26%
 

21%
 

18%
 

20%
 

14%
 

13%
 

34%
 

35%
 

29%
 

29%
 

26%
 

24%
 

18 - 29 

30 - 39 

40 - 49 

50 - 59 

60 - 69 

70+ 

M
uch better than I expected

Better than I expected

EXPERIENCE VS. EXPECTATION BY AGE

B
ase: N

Z residents w
ho have travelled dom

estically for leisure purposes w
ithin past 12 m

onths (n=2,183)

2%
 

50%
 

30%
 

17%
 

YE M
arch 2019

49%
 of N

ew
 Zealanders had their expectations exceeded 

on their m
ost recent dom

estic overnight leisure trip

60%

56%

47%

49%

40%

37%

Expectations 
Exceeded

M
uch better than I expected

Better than I expected

Just as I expected

W
orse than I expected

M
uch

w
orse than I expected
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COM
M

ENTS (Q1 2020)
D

O
M

ESTIC VISITO
R SATISFACTIO

N

“There is nothing exciting or different in the different parts of N
Z and 

the cost of traveling, accom
m

odation and food are far m
ore 

expensive than m
ost overseas destinations”

“Christchurch w
as a m

ess” 

“W
e did a few

 touristy things that w
ere really expensive and not 

w
orthy of the price. It w

as really em
barrassing as a N

ew
 Zealander.”

“M
any roadw

orks in transit”

“Staff at hotel not very nice”

“The room
 w

e stayed in w
as very tiny and had the kitchen/house staff 
underneath us.”

“There w
asn't as m

uch to do in N
ew

 Plym
outh as expected.”

“W
e had travel delays and extra accom

m
odation and travel costs as a 

result.”

“Christchurch is still recovering from
 the earthquakes.”

“Road trip bad, busy roads, w
orse than expected.”

“Looking at N
Z w

ith fresh eyes m
akes you appreciate how

 beautiful it 
is and how

 friendly w
e are.”

“Very enjoyable relaxing holiday in a beautiful part of the country that 
I had not visited before.”

“The m
otel that w

e stayed at w
as am

azing.”

“W
e had a w

onderful tim
e, dining out together w

ith fam
ily and seeing 

a lot of sites and new
 places.”

“Accom
m

odation excellent, great w
eather and visited new

 places.”

“W
eather w

as great, beaches etc. w
eren't overcrow

ded, everyone w
as 

in a good m
ood.”

“Because everyw
here you go, N

ew
 Zealand is just so beautiful and 

relaxing.”

“W
e had a few

 things planned but w
e also found lots of different 

things to do on the w
ay and it w

as a com
pletely different experience 

to our day to day lives.”

“W
eather w

as great, locals w
ere friendly, scenery w

as beautiful and 
food w

as great.”

“Because w
e visited places that w

e hadn't done for about 30 years.”

“W
ith the new

 express highw
ays and the w

ork on the roads that had 
been done. M

ade the trip feel so m
uch safer and faster.”

“All our activities exceeded expectations as did accom
m

odation. It 
w

as all very enjoyable and som
ew

here w
e had never been.”

“It lived up to all that I im
agined and m

ore trips that w
e took w

hile 
there w

ere very professionally run (e.g. M
ilford Sounds, W

alter Peak 
and m

any m
ore).”

“W
e had the place to ourselves and the cam

psite w
as clean and close 

to a w
ild beach.”

“N
elson is a place I've never been to and it w

as am
azing to see the 

view
s and activities and I love Christchurch so that w

as a bonus.”

“Beautiful scenery, safe and friendly, lots of great activities and so 
m

uch fun.”

For w
hat reason/s did you rate your overall experience in that w

ay?
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NET PROM
OTER SCORE (NPS)

D
O

M
ESTIC VISITO

R SATISFACTIO
N

Prom
oters

D
etractors

Passives

73%
Prom

oters

7%
Detractors

m
inus

=
+ 66

NPS

O
n a scale of 0 (not at all likely) to 10 (extrem

ely likely), how
 likely are you to recom

m
end N

ew
 Zealand as a holiday destination to others?

1%
0%

0%
0%

0%
3%

3%
6%

13%
16%

56%

0
1

2
3

4
5

6
7

8
9

10

The
N

et
Prom

oter
Score

(N
PS)

is
an

indicator
used

globally
to

m
easure

custom
er

engagem
ent

and
advocacy,based

on
the

likelihood
of

a
custom

er
to

recom
m

end
yourproductorservice.Any

positive
score

m
eansthatyou

have
m

ore
loyaladvocatesw

illing
to

recom
m

end
yourproductorservice

(prom
oters)than

unhappy
critics(detractors).A

passive
custom

erissatisfied,butunenthusiastic.A
high

score
of+100

m
eansthatevery

custom
erisa

prom
oter,w

hile
a

low
score

of
-100

m
eansthatevery

custom
erisa

detractor.

B
ase: N

Z residents w
ho have travelled dom

estically for leisure purposes w
ithin past 12 m

onths (n=2,183)

18-29 years
+ 59

30-39 years
+ 59

40-49 years
+ 63

50-59 years
+ 67

60-69 years
+ 73

70 years+
+ 79

NPS BY AGE

There has been no significant change in the 
N

et Prom
oter Score over the past tw

o years

YE M
arch 2019: N

PS + 68
74%

 Prom
oters –6%

 D
etractors
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DOM
ESTIC VISITOR SATISFACTION TRACKING

D
O

M
ESTIC VISITO

R SATISFACTIO
N

Angus
&

Associates
is

an
independent

research
and

strategic
planning

consultancy
specialising

in
tourism

and
leisure.The

Visitor
Insights

Program
m

e
(VIP)is

our
ongoing

program
m

e
revealing

how
N

ew
Zealand’svisitorsthink,feeland

act.

The
VisitorPerceptionsprogram

m
e

(the
online

com
ponentofthe

VIP)isdesigned
to

m
onitorperceptionsofregionaltraveldestinationsw

ithin
N

ew
Zealand

to
m

eet
the

needs
of

organisations
across

the
industry,including

RegionalTourism
O

rganisations/Econom
ic

D
evelopm

ent
Agencies

and
individualoperators.The

Visitor
Perceptions

program
m

e
is

conducted
online,including

on
m

obile
devices.A

totalsam
ple

of
n=4,800

N
ew

Zealand
and

Australian
travellers

are
included

in
the

program
m

e
each

year(a
m

onthly
sam

ple
ofn=200

N
ew

Zealanders
and

n=200
Australians),recruited

via
D

ynata’s
consum

erpanel.Respondents
m

ustbe
aged

18+
years

to
participate.

Q
uotas

based
on

N
ew

Zealand
and

Australian
census

data
(region

of
residence,

gender
and

age)
are

applied
to

ensure
a

population-
representative

sam
ple.

To
qualify

to
participate

in
the

D
om

estic
Visitor

Satisfaction
tracking

m
odule,respondents

m
ust

also
have

travelled
overnight

in
N

ew
Zealand

w
ithin

the
past

12
m

onthsforleisure
purposes(i.e.excluding

tripstaken
forthe

prim
ary

purpose
ofbusiness,education,stopover,m

edicaltreatm
entand

othernon-leisure
purposes).

Thisupdate
isbased

on
data

collected
betw

een
1

April2019
and

31
M

arch
2020.

The
nextupdate

w
illbe

available
in

July.

Form
ore

inform
ation

aboutthese
findings,and

the
VisitorInsightsProgram

m
e,please

contact:

Angus&
Associates

(04)499
2212

vip@
angusassociates.co.nz

Tourism
Industry

Aotearoa
Bruce

Bassett
bruce.bassett@

tia.org.nz
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