


● 437,381 reports were sent via 
Snap Send Solve during 2020

● 496 Local Government 
Authorities received 370,026 
reports in 2020

● 67,355 reports were sent to 
organisations other than local 
councils in Australia and 
New Zealand 
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COVID significantly impacted use of Snap Send Solve across Australia in 2020. Traditionally, 
parking-related issues accounted for the highest volume of reports. However, during 
COVID-affected months, reports of dumped rubbish, overgrown vegetation and pavement 
issues increased.

Nine of the top ten incident types from 2019 remained in 2020. The only change was overgrown 
vegetation becoming the fourth most reported incident (up from 11th) and reports of tree 
issues falling from ninth to 11th. Other notable changes were increases in dumped rubbish and 
other rubbish incident types, which both recorded increases of over 30%. These rises were 
reflective of rubbish issues occurring as a result of COVID lockdowns.

48% of all reports originated in Victoria. Victorian authorities represent the largest volume of 
authorities actively advocating the Snap Send Solve platform and authorities promoting the use 
of Snap Send Solve enjoy greater reporting volumes. Queensland and Western Australia both 
recorded 38% increases in reports in 2020 and an increase in reports from New South Wales 
saw it contribute over 20% of overall reporting volume for the first time.



Reporting of overgrown vegetation

● A key 2020 trend was the significant growth in reports of overgrown vegetation, which is now the fourth most 
reported incident type overall.

● Reports of overgrown vegetation expanded by 314% across Australian and New Zealand representing the 
reporting category with the largest growth (compared to 2019).

● The average customer satisfaction rating for overgrown vegetation reports was 3.1, which is slightly below the 
average rating across all incident reports.

Ensuring higher customer satisfaction scores 

● In April 2020, Snap Send Solve introduced customer satisfaction scores to quantify and improve customer 
experience. Two weeks after lodging a report, users are asked to confirm whether the issue has been fixed and 
rate their interaction with the relevant authority. 

● Our analysis has identified that direct communication and regular status updates between the relevant 
authority and Snap Send Solve user correlates to improved customer satisfaction ratings.



Using advertising and promotion to drive reporting

● Authorities that actively publicise and promote Snap Send Solve to users experience greater report volumes. 
Direct engagement by authorities with users builds trust and credibility for Snap Send Solve’s offering.  

● Snap Send Solve partners with its customers to create promotional content.
● An example includes Frankston City Council, which experienced increased reporting after promoting Snap Send 

Solve on its hold recording for calls to its customer service centre. 

Driving channel shifts

● Snap Send Solve helps authorities save money by driving users to cost-effective digital channels.
● Reports by phone to customer service teams are costly and time-consuming. Snap Send Solve’s reports are quick 

and easy to create and are sent instantly to authorities.
● Snap Send Solve can integrate with authority APIs and directly enter workflows reducing manual data entry for 

customer service teams and allowing them to focus on what matters. 

cont.



● The bulk of the Victorian reports came 
from supporting and promoting 
authorities.

● Dumped rubbish was the 
most-reported incident by a 
significant margin in a 
COVID-impacted year.

● Overgrown vegetation was the biggest 
mover last year, becoming the second 
most reported incident type.

● General request reports were down 
year on year attributed to Snap Send 
Solve successfully creating a tiered 
selection choice in the incident type 
lists.
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● The bulk of the New South Wales 
reports came from supporting and 
promoting authorities.

● Parking retained its position as the 
most-reported incident.

● Overgrown vegetation was the 
biggest mover last year, moving 
from eleventh to fifth on the most 
reported incident types.
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● Overgrown vegetation was the biggest 
mover last year, moving from the 
eleventh to second most-reported 
incident types. 

● Overgrown vegetation in Queensland 
recorded the largest overall increase 
across Australia and New Zealand.

● Parking retained its position as the 
most-reported incident type during 
2020.

● General request reports were down 
year on year attributed to Snap Send 
Solve successfully creating a tiered 
selection choice in the incident type 
lists.
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● Overgrown vegetation became the 
most reported incident type last 
year. 

● Western Australians reported a 
disproportionately high number of 
graffiti reports during 2020.

● During COVID-affected months, 
parking reports were impacted less 
in WA than in other parts of 
Australia.

● General Request reports were down 
year on year attributed to Snap Send 
Solve successfully creating a tiered 
selection choice in the incident type 
lists.
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● Graffiti was the most reported 
incident type in 2020.

● In line with other Australian states, 
reports of overgrown vegetation 
increased significantly.

● Unlike other states, parking reports 
fell outside the top 5  incident types 
for the first time.

● General request reports were down 
year on year attributed to Snap Send 
Solve successfully creating a tiered 
selection choice in the incident type 
lists.
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● Overgrown vegetation was the most 
reported incident type in Tasmania.

● Tasmania is the only region in which 
parking issues are not listed in the 
top 15 reported incidents.

● General request reports were down 
year on year attributed to Snap 
Send Solve successfully creating a 
tiered selection choice in the 
incident type lists.
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● The Christchurch Volunteer Graffiti 
Program has ensured that graffiti 
issues remain the most reported 
incident type in New Zealand.  

● Reports of dumped rubbish and 
parks both increased significantly 
during 2020.

● General request reports were down 
year on year attributed to Snap 
Send Solve successfully creating a 
tiered selection choice in the 
incident type lists.


