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1 Executive Summary 

Key Findings

This section highlights the key findings extrapolated from the main summary report.  It shows the headline figures for each area of the survey.  Where further analysis has been conducted the results of this are shown in detail in the main body of the report.

Contact With South Staffordshire Council

Keeping residents informed

All residents were asked how well did they think that the Council keeps them informed about a number specific issues. The following proportion of residents felt well informed in terms of:

· How to register to vote (81%);

· How to pay bill (79%);

· What the Council spends its money on (63%);

· How the Council is performing (50%);

· Details on service standards (47%);

· How to complain to the Council (45%);

· How to get involved in local decision making (27%).

Contact

65% of residents had been in contact with the Council at least once over the past 12 months. Amongst those residents who had been in contact with the Council the following proportion of residents indicated that their last contact had been with regard to:

· Reporting a problem / issue (cited by 38% of respondents);

· Make an enquiry (34%);

· Ask for help / advice (31%);

· Request / enquire about a service (24%);

· Ask for information (23%);

· Make a complaint (18%);

· Apply for a service (11%).

By the far greatest proportion of residents (87%) had contacted the Council by telephone, with a 22% citing in person; 14% by letter and 7% by email.

Of those who had been in contact with the Council, 69% were satisfied with the overall service they had received, with just 14% dissatisfied. With regard to individual aspects of their experiences, the following proportions indicated they were satisfied with regard to:

· How easy it was to find the right person to deal with (76%);

· How helpful staff were (75%);

· How competent staff were (74%);

· The length of time it took to deal with your request (71%);

· Any information you were given (68%);

· The final outcome (64%).

Local Public Services 

Environmental Services

The following proportion of residents felt that they were satisfied with the following services:

· Waste collection services (79%);

· Provision of street lighting (78%);

· Hygiene and safety in local restaurants, shops and other public service areas (71%);

· Provision of local recycling facilities (71%) * users (77%);

· How clean the streets are (61%);

· Kerbside recycling facilities (52%) * users (69%);

· Cleanliness of land controlled by the Council (46%).

In total 64% of residents are satisfied with the Council Environmental Services overall, with just 12% dissatisfied.

Leisure Facilities

Overall 50% of all residents are satisfied with the sports and leisure facilities in South Staffordshire, whilst 13% are dissatisfied.  Amongst users of such services scores of 73% and 12% were recorded respectively.

In terms of public parks and open spaces, 55% were satisfied with these facilities with 15% dissatisfied. Amongst residents who had used such  facilities 68% were satisfied and 15% dissatisfied.

Overall Satisfaction With The Council

Taking everything into account 61% of all residents are satisfied with the way the Council runs things with 11% dissatisfied.

Just 11% of residents felt that the Council had got better over the past 3 years, with a further 16% indicated that they felt things had deteriorated – a negative balance of –5 percentage points.

Quality Of Life

Satisfaction With Local Area

81% of residents are satisfied with their local area as a place to live, with just 9% dissatisfied.

What Issues Need Improving?

All residents were asked what issues, if any needed improving within their communities. The top 6 priorities cited by residents were:

· Activities / facilities for teenagers (cited by 46% of all residents);

· Levels of crime (44%);

· Road and pavement repairs (31%);

· Affordable housing (27%);

· Clean streets (27%);

· Activities / facilities for young children (24%).

How have things changed over time?

Building on from the above residents were asked whether they thought certain aspects of quality of life had improved, deteriorated or stayed broadly the same over the past three years. The figures below show the balance scores (percentage of residents who feel the issue has got better minus those who feel the situation has deteriorated) for each of the quality of life indicators.

	Access to Nature (+9%)
	Community Activities  (-8%)
	Pollution (-34%)
	Road / pavement repairs (-33%)

	Activities for Children (-4%)
	Cultural facilities (-3%)
	Traffic congestion (-53%)
	Shopping facilities (-6%)

	Activities for teenagers (-27%)
	Education (0%)
	Cost of living (-47%)
	Sports / leisure facilities (-3%)

	Affordable housing (-43%)
	Health services (-7%)
	Parks / Open spaces (-6%)
	Street lightening (+2%)

	Childcare provision (0%)
	Job prospects (-12%)
	Public transport (-19%)
	Noise pollution (-38%)

	Clean streets (-19%)
	Crime (-49%)
	Race relations (0%)
	Wage levels (-8%)


What issues are important to residents in their local area?

All residents were asked what they thought were important issues to them in their local area. The five most important issues cited by residents were in relation to:

· Level of crime (cited by 58% of all residents);

· Health services (38%);

· Clean streets (36%);

· Activities / facilities for teenagers (32%);

· Road and pavement repairs (28%).

The Panel 

With regard to branding the panel the two most popular choices were: South Staffordshire Viewpoint cited by 33% of residents and Say (Southstaffs Asks You) noted by 23% of residents. 

Recommendations

There are a numbers of areas which this report suggests merit further attention. These are:-

· The local authority needs to look at improving how well residents feel informed with regard to its overall performance and specifically details on service standards, how to complain to the Council and how residents can get involved in local decision making. 

· Levels of satisfaction are much lower with regard to perceptions regarding clean streets and the cleanliness of land overall. These issues are also pulling down overall satisfaction levels. Attention to such issues as well as other outlined below will be important in terms of helping to raise overall satisfaction levels that are static.

· Key areas that residents feel the Council needs to tackle and where the Authority needs to demonstrate progress are in relation to: activities / facilities for teenagers; levels of crime; road/pavement repairs; affordable housing streets, clean streets and activities / facilities for young people. The first two issues are first and foremost in residents minds.  In many instances residents feel these issues have deteriorated markedly over the past 3 years.

· The panel needs to branded as South Staffordshire Viewpoint.

· There is a need to look at how the Authority ‘connects’ and engages with families and residents who are of working age. These groups are generally less satisfied and have higher expectations regarding service delivery.

· Encouraging the take up of sports and leisure facilities amongst older residents and those in social housing will continue to be important in supporting the Healthier National policy strand. Current take up is low. More broadly encouraging more regular take up of exercise cuts across most of the local population.     

Introduction 

Background

In January 2005, South Staffordshire Council commissioned BMG Research to develop a circa 1,000 strong residents’ panel that would be representative of South Staffordshire as a whole. This report presents the results of the initial panel recruitment and survey, conducted between March and April 2005. 

Methodology

During February 2005, BMG Research worked closely alongside the client in developing both the recruitment questionnaire and the first suite of survey questions.  The first survey questions focused on a number of topics including:

· Contact with the Council;

· Views on local public services;

· Quality of life issues and 

· How the panel should be branded.

The target population for the survey was the adult population (16+) of  South Staffordshire. The recruitment survey was conducted via a postal methodology, using a Postcode Address File (PAF) sample frame as recommended by ODPM.  Based on known census statistics, BMG randomly selected 7,000 addresses that were dispersed by ward, in order to reflect the relative population of each location.  In total 980 recruitment questionnaires were returned and following quality assurance checks, this resulted in 940 fully completed and verified panel respondents.

The data collected has been subsequently weighted by ward and by demographic factors such as age; gender and economic status in order to ensure that the data is broadly representative of South Staffordshire as a whole. The exact profile of the data can be reviewed in the accompanying data report and a summary within the final section of this written report.   

As noted above a separate data report is available, containing cross-tabulations by eight factors as follows:

· Gender

· Age

· Length of residence in the borough

· Occupancy status

· Economic status

· Limiting Disability

· Ethnicity

· Ward

· Overall Satisfaction

 Corporate Health 

% Satisfied With The Way The Authority Runs Things

Overall, 61% of panel members were satisfied with the way that the Council runs things, with just 11% being dissatisfied. Taking aside those residents who replied don’t know the actual satisfaction rate stands at 62.5%.  This figure is broadly comparable with that recorded in the 2003 BVPI survey, where 63% of residents were overall satisfied with the Council. The position between both surveys is therefore stable. 

Table 1


	TAKING EVERY THING INTO ACCOUNT, HOW SATISFIED OR DISSATISFIED ARE YOU WITH THE WAY THE COUNCIL RUNS THINGS 
(ALL RESPONDENTS)

	
	Total
	AGE

	
	
	16-44
	45-64
	65+

	
	%

	VERY SATISFIED
	7
	4
	8
	14

	FAIRLY SATISFIED
	54
	52
	50
	63

	NEITHER SATISFIED NOR DISSATISFIED
	25
	29
	27
	12

	FAIRLY DISSATISFIED
	7
	8
	9
	3

	VERY DISSATISFIED
	4
	4
	4
	4

	SAMPLE BASE = 940


There is clearly a link between satisfaction levels and the age of residents. Amongst those aged under 44 years of age, just 56% of residents were satisfied, compared to 58% of those aged 45-64 and 77% of the over 65s.  The results indicate where focus is required,  specifically those residents who are in employment, where just 57% were satisfied, whose expectations may well be higher.

Building on from this there are a number of interesting observations to note. It is clear that there is a strong relationship between satisfaction with where people live and satisfaction with the Council. Thus where residents are satisfied with their local area, 70% are satisfied with the Council. This figure compares sharply to just 15% of residents who are dissatisfied with there they live – a five fold fall in overall satisfaction levels. 

Interestingly residents experiences of interacting with the Council also has a positive impact. Of those residents who have been in contact with the Local Authority, 64% of residents were satisfied with the overall performance of the Council. This figure compares to just 56% of those residents who have not been in contact. From our experience typically the reverse situation occurs with lower levels of satisfaction recorded by those who have had contact with a local authority. 

Have Things Got Better Or Worse?

The way the Authority runs things

Respondents were asked to think back over the last three years, and state whether the way the Council runs things has got better, worse, or stayed the same. Overall about two thirds (61%) feel that the way the authority runs things has stayed the same, 11% feel it has got better, and 16% feel it has got worse – a negative balance score of minus –5 percentage points. Perceptionally therefore residents feel the overall service has fallen some what. 

Figure 1
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Closer examination reveals some interesting variation by age with overall net balance scores ranging from for the 16-44 year olds (-6% points); 45-64 year olds (-9% points) and the over 65s (+2% points).  Again the general consensus would be that working age adults are ‘pulling’ down overall levels of satisfaction and therefore focus on understanding why  this scenario is emerging requires attention.

Those residents who have are currently renting generally speaking seem more positive with 16% feeling that overall things had improved, whilst 8% feel things have deteriorated – a balance score of +8%. This figure compares to a negative balance score of –7% recorded amongst owner occupiers. Little variation however is noticeable by how long residents have lived in their local area.

Information Provision

How Well Do People Feel Informed?

All respondents were asked how well did they feel that the Council keeps them informed of a range of issues. The figure below demonstrates the proportion of residents who felt that they were well/not well informed with regard to how to complain the to the Council.  Overall 45% of all residents felt they were well informed about how to complain, although conversely 42% were unsure. This latter point was particularly evident amongst those aged under 44, where 50% did not feel well informed, compared to just 28% of the over 65s. Amongst this latter age group 56% felt well informed about how to make a complaint. 

There is also a very clear variation by housing tenure with 73% of residents who are renting feeling well informed compared to just 43% of owner occupiers. Moreover amongst those who are dissatisfied with the overall performance of the Council 69% did not feel well informed, with just 17% feeling well informed.  Again these figures contrast sharply with those who are satisfied with the Council, where 59% feel well informed and 29% not well informed. These results suggest that there may well be some under reporting of issues amongst dissatisfied residents because they do not know how to complain to the Council.  Addressing this issue merits attention in order that residents know the appropriate procedures and the Council has the opportunity to address issues. 

Figure 2
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More broadly residents were asked whether they agreed with a broader range of statements outlined below. This data indicates that residents are substantially less sure how they can get involved in local decision making as well as details regarding the standards of service they can expect from the Council.  With regard to both of these issues 58% and 45% respectively did not feel well informed.  

Importantly 45% of residents who had contacted the Council over the past year did not feel well informed about the standard of service they could expect from the Council, compared to 48% who did feel well informed. Critically where residents were dissatisfied with the Council, just 10% indicated that they felt well informed about service standards, whilst 80% felt poorly informed. These figures contrast sharply with those who are satisfied with the Council, 62% and 30% respectively.  

Table 2

	HOW WELL DO YOU THINK YOUR COUNCIL KEEPS YOU INFORMED ABOUT EACH OF THE FOLLOWING (ALL RESPONDENTS)

	
	VERY WELL INFORMED
	FAIRLY WELL INFORMED
	NOT VERY WELL INFORMED
	NOT AT ALL WELL INFORMED
	SUMMARY: WELL INFORMED
	SUMMARY: NOT WELL INFORMED
	DON'T KNOW
	REFUSED
	NOT PROVIDED

	
	TOTAL %

	HOW TO COMPLAIN TO THE COUNCIL
	9
	36
	29
	13
	45
	42
	11
	0
	3

	HOW YOU CAN GET INVOLVED IN LOCAL DECISION-MAKING
	4
	23
	38
	20
	27
	58
	12
	0
	4

	WHAT THE COUNCIL SPENDS ITS MONEY ON
	16
	47
	21
	9
	63
	30
	5
	0
	3

	DETAILS ABOUT THE STANDARD OF SERVICE YOU SHOULD EXPECT FROM YOUR COUNCIL
	9
	37
	31
	14
	47
	45
	5
	0
	4

	HOW TO PAY BILLS
	31
	48
	11
	4
	79
	15
	4
	0
	3

	HOW AND WHERE TO REGISTER TO VOTE
	37
	44
	9
	3
	81
	13
	4
	0
	3

	HOW WELL THE COUNCIL IS PERFORMING
	10
	40
	28
	12
	50
	39
	8
	0
	3

	SAMPLE BASE = 940


Customer Experiences

Contact With The Council

Overall 65% of residents had been in contact with the Council at some stage over the past 12 months. For the majority (22%) they had only been in contact just once over the year, however some residents had made a series of contacts as outlined below:-

· Twice (20%);

· Three times (11%);

· Four times (5%);

· Five times (7%).

Reasons for Contact

The main reason residents contacted the Council was to report an issue or problem. This was cited by 38% of residents who had been in touch over the past year. Other issues such as making an general enquiry or asking for advice / help were also prevalent, see below.

Figure 3
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How Did Residents Contact The Council?

Most residents contact the Council by telephone, with 87% indicating this to be the case. The use of email remains low at 7%, although there is a definite variation between the under 65s and over 65s.  With regard to this latter group such residents are more likely than others to meet in person, with 27% indicating this to be the case.

Table 3

	HOW DID YOU CONTACT THE COUNCIL 
(RESPONDENTS WHO HAVE CONTACTED THE COUNCIL IN THE PAST 12 MONTHS)

	
	TOTAL
	AGE

	
	
	16-44
	45-64
	65+

	
	%

	BY TELEPHONE
	87
	92
	85
	82

	BY E-MAIL
	7
	7
	9
	2

	BY LETTER
	14
	15
	14
	10

	IN PERSON
	22
	20
	20
	27

	OTHER
	1
	1
	1
	0

	NOT PROVIDED
	*
	0
	1
	1

	SAMPLE BASE = 614

* DENOTES ALL FIGURES LESS THAN 0.5%


Residents Satisfaction With Their Last Contact With The Council

All residents who had been in contact with the Council were asked how satisfied they were with the service they had received the last time they had been in contact. Overall 69% of residents were satisfied with their experience of the Council and just 14% dissatisfied, see the figure below.

Figure 4
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Building on from this residents were asked to comment on particular aspects of their customer experience of contacting the Council, see the table below. Broadly speaking residents were generally satisfied with all aspects of customer service, particularly in terms of how easy it was to find the right person to deal with, where 76% of residents were satisfied.

Table 4

	STILL THINKING ABOUT YOUR MOST RECENT CONTACT WITH THE COUNCIL, PLEASE INDICATE HOW SATISFIED OR DISSATISFIED YOU WERE WITH EACH ASPECT OF THE SERVICE YOU RECEIVED (RESPONDENTS WHO HAVE CONTACTED THE COUNCIL IN THE PAST 12 YEARS)

	
	VERY SATISFIED
	FAIRLY SATISFIED
	NEITHER SATISFIED NOR DISSATISFIED
	FAIRLY DISSATISFIED
	VERY DISSATISFIED
	SUMMARY: SATISFIED
	SUMMARY: DISSATISFIED
	DON'T KNOW
	NOT APPLICABLE
	REFUSED
	NOT PROVIDED

	
	TOTAL %

	HOW EASY IT WAS TO FIND THE RIGHT PERSON TO DEAL WITH
	35
	41
	11
	8
	2
	76
	10
	1
	1
	0
	1

	THE LENGTH OF TIME IT TOOK TO DEAL WITH THE REASON YOU CONTACTED
	34
	37
	11
	7
	6
	71
	13
	1
	1
	0
	3

	ANY INFORMATION YOU WERE GIVEN
	36
	32
	13
	5
	8
	68
	13
	1
	2
	0
	4

	HOW COMPETENT STAFF WERE
	41
	33
	12
	5
	3
	74
	8
	1
	2
	0
	3

	HOW HELPFUL STAFF WERE
	42
	33
	10
	6
	3
	75
	10
	1
	2
	0
	3

	THE FINAL OUTCOME
	38
	26
	11
	5
	11
	64
	17
	2
	2
	0
	3

	SAMPLE BASE = 609


2 Local Public Services 

Environmental Services 

Kerbside recycling facilities and recycling bins

All residents were asked how frequently they have used the above services over the past year, the results of which are outlined below. Note for detailed analysis by ward please refer to the main data analysis report.

	
	Kerbside Recycling
	Recycling bins

	Once a fortnight
	51%
	28%

	About once a month
	7%
	25%

	In the last 6 months
	4%
	15%

	In the last 12 months
	3%
	11%

	Longer ago
	2%
	4%

	Have never used
	21%
	12%

	Don’t know / Not provided
	12%
	5%


Amongst those residents who had used kerbside recycling, 69% were satisfied with the service and just 16% dissatisfied. Likewise for those who had used recycling bins at some stage over the past 12 months, 77% of residents were satisfied with this service and just 8% dissatisfied. 

Other Environmental Services

All residents were asked to comment on how satisfied with a range of other environmental services by the Council. These are outlined below. What is noticeable is the relative lower levels of satisfaction with regard to clean streets and cleanliness overall.  Moreover it can be observed that such levels of satisfaction plummet amongst those residents who are dissatisfied with the Council overall.

	
	Satisfied
	Dissatisfied
	Balance Score
	Residents Satisfied With The Council Overall

% Satisfied
	Residents Dissatisfied With The Council Overall 

% Satisfied

	How clean the streets are
	61%
	23%
	+38%
	70%
	33%

	Cleanliness of other land controlled by the Council
	46%
	25%
	+21%
	56%
	16%

	Waste Collection services
	79%
	15%
	+64%
	89%
	42%

	Provision of street lighting
	78%
	9%
	+69%
	85%
	64%

	Hygiene and safety in local restaurants
	71%
	7%
	+64%
	79%
	62%


The full range of responses for each of these services  is provided below for consideration.

	OVERALL, HOW SATISFIED ARE YOU WITH EACH OF THE FOLLOWING 
(ALL RESPONDENTS)

	
	VERY SATISFIED
	FAIRLY SATISFIED
	NEITHER SATISFIED NOR DISSATISFIED
	FAIRLY DISSATISFIED
	VERY DISSATISFIED
	TOTAL SATISFIED
	TOTAL DISSATISFIED
	DON'T KNOW
	REFUSED
	NOT PROVIDED

	
	TOTAL %

	HOW CLEAN THE STREETS ARE
	9
	52
	14
	16
	8
	61
	23
	0
	0
	1

	CLEANLINESS OF OTHER LAND CONTROLLED BY THE COUNCIL
	5
	41
	24
	18
	7
	46
	25
	*
	0
	4

	WASTE COLLECTION SERVICES
	41
	38
	5
	7
	8
	79
	15
	0
	0
	1

	KERBSIDE RECYCLING FACILITIES
	20
	33
	19
	9
	7
	52
	16
	0
	0
	13

	PROVISION OF LOCAL RECYCLING FACILITIES
	27
	44
	17
	6
	4
	71
	9
	0
	0
	2

	PROVISION OF STREET LIGHTING
	28
	51
	10
	6
	3
	78
	9
	0
	0
	2

	HYGIENE AND SAFETY IN LOCAL RESTURANTS, SHOPS AND OTHER PUBLIC SERVICE AREAS
	17
	54
	20
	4
	3
	71
	7
	0
	0
	2

	SAMPLE BASE = 940

* DENOTES ALL FIGURES LESS THAN 0.5%


Table 5

% Satisfied With The Councils Environmental Services Overall  

Overall 64% of residents were satisfied with the overall service that the Council provides with regard to environment services, with just 12% dissatisfied. 
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Leisure Services 

Frequency Of Use Of Sports And Leisure Facilities And Parks / Open Spaces 

Almost a quarter (26%) respondents have never used the sports and leisure facilities and a further 23% have not used them within the last year. Just under a half (47%) of all respondents have used them within the last year, with 15% using them at least once a week. Overall 47% of respondents can be classified as users [used a facility within the past year]. Unsurprisingly, frequency of usage declines with age:  16-44 year olds [66%]; 45-64 year olds [39%] and 65+ [20%]. Encouraging older residents to take part in healthy living activities therefore remain pertinent. Usage of sports facilities is also much lower amongst tenants [23%] and  people with disabilities/long term illness [30%]. 

% Satisfied With Sports And Leisure Facilities 

Across all residents, regardless of whether they have used a leisure or sports facility, in total 50% were satisfied with the overall level of facilities provided across South Staffordshire with just 13% being dissatisfied. However circa three quarters (73%) of sports and leisure facilities users providing a response are satisfied and 12% express dissatisfaction.

Figure 19
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Frequency Of Use Of Parks And Open Spaces

Approximately 21% of residents use parks and open spaces at least once a week. In total, two thirds (69%) have used them in the last year. Amongst key groups of non-users are those aged over 65 years (53% are non–users compared to 31% of all respondents.

% Satisfied With Parks And Open Spaces

Overall 55% of residents are satisfied with the facilities offered in terms of public parks and open spaces, whilst 15% are dissatisfied. Nearly two thirds (68%) of users of parks and open spaces users are satisfied and 15% expressed dissatisfaction.


[image: image7.wmf]16%

52%

18%

11%

3%

6%

31%

40%

11%

7%

0%

10%

20%

30%

40%

50%

60%

70%

VERY SATISFIED

FAIRLY SATISFIED

NEITHER SATISFIED NOR

DISSATISFIED

FAIRLY DISSATISFIED

VERY DISSATISFIED

USERS (629)

NON USERS (123)

Respondents' rating of how satisfied or dissatisfied they are wi

th parks and open 

spaces  

(

where provided a response

)

FIGURES IN PARENTHESES DENOTE SAMPLE BASES



Taking into account all leisure facilities with the local area, 48% of residents were satisfied and just 16% dissatisfied.

Other Services

Residents were provided with a range of specific services that South Staffordshire Council provides. The table below indicates the proportion of residents who had accessed such services at some time over the past 12 months. 

	
	% Using Such Services

	Administration Services (e.g. concessionary travel scheme)
	21%

	Architects and Landscape services (e.g. Countryside)
	11%

	Benefit Services (e.g. Housing Benefit) 
	11%

	Committee & Legal Services (e.g. complaints)
	4%

	Development and building control services
	18%

	Engineering services (street lighting)
	8%

	Environmental health
	18%

	Information technology (e.g. council website)
	9%

	Local taxation services (e.g. council tax payments)
	27%

	Personnel services (e.g. job applications)
	2%

	Strategic development services (e.g. housing advice)
	4%

	Corporate services (e.g. community safety)
	2%


Looking at those residents who indicated they had used such services overall levels of satisfaction stand as follows.

	
	% Satisfied
	% Dissatisfied

	Administration Services (e.g. concessionary travel scheme)
	83%
	8%

	Architects and Landscape services (e.g. Countryside)
	66%
	23%

	Benefit Services (e.g. Housing Benefit) 
	75%
	9%

	Committee & Legal Services (e.g. complaints)
	56%
	21%

	Development and building control services
	60%
	25%

	Engineering services (street lighting)
	71%
	9%

	Environmental health
	74%
	13%

	Information technology (e.g. council website)
	69%
	8%

	Local taxation services (e.g. council tax payments)
	64%
	10%

	Personnel services (e.g. job applications)
	60%
	24%

	Strategic development services (e.g. housing advice)
	41%
	13%

	Corporate services (e.g. community safety)
	59%
	9%


The table indicates a number of areas that merit attention specifically around complaints, building control and housing advice, where satisfaction levels are lower and dissatisfaction higher.

More broadly taking into account all residents, regardless over whether they have accessed a service public opinion stood as follows:-

Table 6

	AND HOW SATISFIED ARE YOU WITH EACH SERVICE MENTIONED 
(ALL RESPONDENTS)

	
	 SATISFIED
	DISSATISFIED
	DON'T KNOW
	REFUSED
	NOT PROVIDED

	
	TOTAL %

	ADMINISTRATION SERVICES
	24
	3
	29
	0
	30

	ARCHITECTS AND LANDSCAPE SERVICES
	17
	5
	27
	0
	36

	BENEFITS SERVICES
	13
	2
	32
	0
	36

	COMMITTEE AND LEGAL SERVICES
	7
	3
	33
	0
	39

	DEVELOPMENT AND BUILDING CONTROL SERVICES
	16
	8
	27
	0
	33

	ENGINEERING SERVICES
	16
	4
	28
	0
	37

	ENVIRONMENTAL HEALTH
	21
	4
	28
	0
	32

	INFORMATION TECHNOLOGY SERVICES
	11
	2
	32
	0
	37

	LOCAL TAXATION SERVICES
	26
	5
	23
	0
	30

	PERSONNEL SERVICES
	5
	1
	37
	0
	41

	STRATEGIC DEVELOPMENT SERVICES
	6
	1
	36
	0
	39

	CORPORATE SERVICES
	7
	4
	33
	0
	40

	SAMPLE BASE = 940

* DENOTES ALL FIGURES LESS THAN 0.5%


3 Quality of Life   

Satisfaction With The  Local Area

Overall 81% of residents are satisfied with their local area as a place to live, with just 9% dissatisfied.  As in previous sections, satisfaction levels tend to vary by age with 86% of the over 65s being satisfied, falling to 80% of 45-64 year olds and 79% of residents aged 16-44.

Aspects That Need Improving

Respondents were also asked select a number of aspects that most need improving in the local area. The top 3 priorities for improvement were cited by residents were: activities / facilities for teenagers, crime and road / pavement repairs.

	ASPECTS THAT MOST NEED IMPROVING IN THE LOCAL AREA (PROMPTED) 
(ALL RESPONDENTS)

	
	TOTAL

	
	%

	ACTIVITIES FOR TEENAGERS
	45

	LEVEL OF CRIME
	44

	ROAD AND PAVEMENT REPAIRS
	31

	LEVEL OF TRAFFIC CONGESTION
	29

	CLEAN STREETS
	27

	AFFORDABLE DECENT HOUSING
	27

	FACILITIES FOR YOUNG CHILDREN
	24

	PUBLIC TRANSPORT
	24

	SPORTS AND LEISURE FACILITIES
	19

	TRAFFIC NOISE/POLLUTION
	16

	PARKS AND OPEN SPACES
	14

	LOCAL COST OF LIVING
	13

	SHOPPING FACILITIES
	11

	STREET LIGHTING
	9

	COMMUNITY ACTIVITIES
	9

	ACCESS TO NATURE
	8

	JOB PROSPECTS
	7

	LEVEL OF POLLUTION
	7

	EDUCATION PROVISION
	7

	CHILDCARE PROVISION
	4

	WAGE LEVELS
	4

	CULTURAL FACILITIES (EG, CINEMAS, MUSEUMS)
	3

	ROAD SAFETY
	2

	REFUSE COLLECTION
	1

	OTHER
	5

	DON'T KNOW
	1

	NONE OF THESE
	<1

	NOT PROVIDED
	2

	UNWEIGHTED BASES
	940

	* DENOTES ALL FIGURES LESS THAN 0.5%


Amongst those who were dissatisfied with the Council a substantially higher proportion felt the following issues needed improving: clean streets (cited by 47% of dissatisfied residents); levels of crime (56%) and health services (25%). These are therefore areas where a focus by the Council should help to reduce overall levels of dissatisfaction.

In terms of age interesting observations to note are as follows:-

· 34% of residents aged between 16 and 44 felt that activities / facilities for young children needed improving;

· 51% of 16-44 year olds thought activities/facilities for teenagers needed improving;

· Perceptions regard the level of crime were most acute amongst the 45-64 and 65+ age groups where 48% and 50% respectively thought this needed improving;

· Roads and pavements were seen as a particular issue to improve amongst the over 65s (40%). 

Table 7

	THINKING ABOUT THIS LOCAL AREA, WHICH OF THE THINGS BELOW, IF ANY, DO YOU THINK MOST NEED IMPROVING (ALL RESPONDENTS)

	
	Total %
	AGE

	
	
	16-44
	45-64
	65+

	ACCESS TO NATURE
	8
	9
	8
	7

	ACTIVITIES / FACILITIES FORYOUNG CHILDREN
	24
	34
	18
	12

	ACTIVITIES/FACILITIES FOR TEENAGERS
	45
	51
	47
	32

	AFFORDABLE HOUSING
	27
	26
	28
	28

	CHILDCARE PROVISION
	4
	6
	2
	2

	CLEAN STREETS
	27
	26
	27
	30

	COMMUNITY ACTIVITIES
	9
	10
	9
	5

	CULTURAL FACILITIES
	3
	2
	4
	4

	EDUCATION PROVISION
	7
	9
	6
	2

	HEALTH SERVICES
	16
	13
	16
	21

	JOB PROSPECTS
	7
	9
	7
	4

	LEVEL OF CRIME
	44
	37
	48
	50

	LEVEL OF POLLUTION
	7
	4
	10
	7

	LEVEL OF TRAFFIC CONGESTION
	29
	25
	33
	29

	LOCAL COST OF LIVING
	13
	16
	10
	14

	PARKS AND OPEN SPACES
	14
	19
	11
	9

	PUBLIC TRANSPORT
	24
	21
	26
	28

	RACE RELATIONS
	1
	1
	1
	3

	ROAD AND PAVEMENT REPAIRS
	31
	26
	33
	40

	SHOPPING FACILITIES
	11
	10
	11
	15

	SPORTS AND LEISURE FACILITIES
	19
	25
	18
	10

	STREET LIGHTING
	9
	6
	11
	12

	TRAFFIC NOISE/NOISE POLLUTION
	16
	14
	16
	18

	WAGE LEVELS
	4
	5
	3
	2

	REFUSE COLLECTION
	1
	1
	2
	0

	ROAD SAFETY / TRAFFIC CALMING MEASURES
	2
	1
	2
	2

	DOG FOULING
	2
	2
	1
	2

	CAR PARKING FACILITIES
	*
	0
	1
	1

	REDUCE SPEED CONTROL
	1
	2
	1
	1

	ANTI-SOCIAL BEHAVIOUR
	1
	2
	1
	0

	CONTROL OVER DEVELOPMENT
	1
	*
	1
	1

	RECYCLING FACILITIES
	2
	3
	2
	0

	OTHER
	5
	6
	6
	2

	NONE OF THESE
	*
	*
	1
	*

	DON'T KNOW
	1
	1
	1
	1

	NOT PROVIDED
	2
	1
	1
	5

	SAMPLE BASE = 940 
*DENOTES ALL FIGURES LESS THAN 0.5%


Changes In Quality Of Life 

Respondents were also asked to specify whether they feel each of the aspects has got better, worse or stayed the same over the last three years.

The table overleaf lists the ratings for each aspect. Each aspect has been based on those respondents giving a response, because there is a high level of variation in the amount of don’t know/not provided. This is because the time frame given is three years and a proportion of respondents have not been resident in the area for that long. Also, respondents tend to give answers to those aspects that relate to their own lives (e.g. respondents are unlikely to comment on the provision of education services if they do not have any school age children).

The table also includes a net improvement rating, i.e. the proportion of respondents who feel each aspect has got better minus the proportion who feel it has got worse. Considering the net improvement rating, most of the areas achieve a negative rating, i.e. the proportion saying better is lower than the proportion saying worse.  Although most residents are indicating that many indicators have remained stable, clearly there are a number of issues that stand out, namely:

· Level of traffic congestion (-53%);

· Level of crime (-50%);

· Local cost of living (-47%)

· Affordable housing (-43%)

Table 8
	CHANGE IN THE QUALITY OF SPECIFIED ASPECTS OF THE LOCAL AREA OVER THE PAST THREE YEARS 
(ALL RESPONDENTS)

	
	BETTER
	STAYED THE SAME
	WORSE
	NET IMPROVEMENT RATING

	
	%
	%
	%
	%

	ACCESS TO NATURE
	13
	62
	4
	-9

	ACTIVITIES / FACILITIES FOR YOUNG CHILDREN
	8
	41
	12
	-4

	ACTIVITIES / FACILITIES FOR TEENAGERS
	3
	34
	30
	-27

	AFFORDABLE HOUSING
	3
	21
	46
	-43

	CHILDCARE PROVISION
	7
	30
	7
	0

	CLEAN STREETS
	7
	54
	26
	-19

	COMMUNITY ACTIVITIES
	3
	48
	11
	-8

	CULTURAL FACILITIES
	2
	42
	5
	-3

	EDUCATION PROVISION
	7
	49
	7
	0

	HEALTH SERVICES
	8
	56
	15
	-7

	JOB PROSPECTS
	3
	32
	15
	-12

	LEVEL OF CRIME
	2
	28
	52
	-50

	LEVEL OF POLLUTION
	1
	38
	35
	-34

	LEVEL OF TRAFFIC CONGESTION
	3
	25
	56
	-53

	LOCAL COST OF LIVING
	1
	32
	48
	-47

	PARKS / OPEN SPACES
	7
	58
	13
	-6

	PUBLIC TRANSPORT
	6
	43
	25
	-19

	RACE RELATIONS
	2
	40
	3
	-1

	ROAD & PAVEMENT  REPAIRS
	4
	41
	37
	-33

	SHOPPING FACILITIES
	11
	56
	18
	-7

	SPORTS / LEISURE FACILITIES
	8
	54
	12
	-2

	STREET LIGHTING
	9
	67
	7
	+2

	TRAFFIC NOISE / NOISE POLLUTION
	2
	39
	40
	-38

	WAGE LEVELS
	2
	30
	10
	-8


With regard to affordable housing this issue is most acute amongst the 16-44 year olds where 54% of residents feel that this issue has got worse and just 4% better. These figure compare sharply with the over 65s where 29% feel the situation has deteriorated and 2% has got better.

Both this and the previous data can be expressed in terms of the perceived relative change and degree of feeling about which indicators need to be improved. Each box has been generated by dividing the range score of response into thirds. For example the range between activities for teenagers and refuse collection was +44% points. Each third can therefore be split by 15% points. This analysis pinpoints where residents feel that a quality of life indicator has deteriorated and where improvement is required, namely level of crime; activities for teenagers and road pavements, with potential emerging issues related to: traffic congestion; affordable housing and traffic noise.

	
	Slight Improvement Required
	Moderate  Improvement Required
	Substantial Improvement Required

	Substantial perceived deterioration
	Local cost of living


	Traffic congestion

Affordable homes

Traffic noise
	Level of crime

	Moderate deterioration
	Level of pollution
	Clean streets

Public transport
	Activities for teenagers

Road / pavements

	Relatively stable / falling slightly
	Parks / open spaces

Shopping facilities

Street lighting

Community activities

Access to nature

Job prospects

Education provision

Childcare provision

Wage levels
	Facilities for young children

Sports Facilities


	


Important Aspects

Respondents were asked to pick a number of aspects that they feel are most important in making somewhere a good place to live. Low level of crime is the most important aspect, cited by over half of respondents [58%].  Clean streets, health services and activities / facilities for young people are also seen as important.

	
	

	
	%

	ACCESS TO NATURE
	24%

	ACTIVITIES / FACILITIES FOR YOUNG CHILDREN
	20%

	ACTIVITIES / FACILITIES FOR TEENAGERS (4)
	32%

	AFFORDABLE HOUSING
	21%

	CHILDCARE PROVISION
	4%

	CLEAN STREETS (3)
	36%

	COMMUNITY ACTIVITIES
	8%

	CULTURAL FACILITIES
	2%

	EDUCATION PROVISION
	17%

	HEALTH SERVICES (2)
	38%

	JOB PROSPECTS
	6%

	LEVEL OF CRIME (1)
	58%

	LEVEL OF POLLUTION
	14%

	LEVEL OF TRAFFIC CONGESTION
	26%

	LOCAL COST OF LIVING
	18%

	PARKS / OPEN SPACES
	23%

	PUBLIC TRANSPORT
	20%

	RACE RELATIONS
	1%

	ROAD & PAVEMENT  REPAIRS
	28%

	SHOPPING FACILITIES
	15%

	SPORTS / LEISURE FACILITIES
	19%

	STREET LIGHTING
	11%

	TRAFFIC NOISE / NOISE POLLUTION
	18%

	WAGE LEVELS
	3%


In some instances a number of these issues are more pertinent to certain client groups than others. These variations are highlighted below in the next two tables.

Table 9

	Quality Of Issue
	More Pertinent To…

	Activities / Facilities For Young People
	16-44 year olds (32%)

	Activities / Facilities For Teenagers
	16-44 year olds (38%)

	Education Provision 
	16-44 year olds (38%)

	Health services
	Over 65s (46%)


Table 10

	WHICH OF THE THINGS BELOW, IF ANY, IS MOST IMPORTANT TO YOU IN YOUR AREA 
(ALL RESPONDENTS)

	
	 Total
	AGE

	
	
	16-44
	45-64
	65+

	ACCESS TO NATURE
	24
	26
	25
	19

	ACTIVITIES / FACILITIES FORYOUNG CHILDREN
	20
	32
	12
	9

	ACTIVITIES/FACILITIES FOR TEENAGERS
	32
	38
	31
	24

	AFFORDABLE HOUSING
	21
	20
	22
	22

	CHILDCARE PROVISION
	4
	8
	2
	*

	CLEAN STREETS
	36
	33
	39
	36

	COMMUNITY ACTIVITIES
	8
	6
	11
	7

	CULTURAL FACILITIES
	2
	1
	3
	4

	EDUCATION PROVISION
	17
	26
	12
	7

	HEALTH SERVICES
	38
	33
	39
	46

	JOB PROSPECTS
	6
	5
	8
	3

	LEVEL OF CRIME
	58
	57
	58
	59

	LEVEL OF POLLUTION
	14
	12
	16
	13

	LEVEL OF TRAFFIC CONGESTION
	26
	24
	29
	27

	LOCAL COST OF LIVING
	18
	21
	13
	22

	PARKS AND OPEN SPACES
	23
	34
	16
	9

	PUBLIC TRANSPORT
	20
	11
	23
	34

	RACE RELATIONS
	1
	*
	2
	*

	ROAD AND PAVEMENT REPAIRS
	28
	22
	27
	41

	SHOPPING FACILITIES
	15
	12
	16
	19

	SPORTS AND LEISURE FACILITIES
	19
	24
	18
	9

	STREET LIGHTING
	11
	7
	12
	16

	TRAFFIC NOISE/NOISE POLLUTION
	18
	15
	21
	19

	WAGE LEVELS
	3
	4
	3
	2

	REFUSE COLLECTION
	*
	*
	1
	0

	ROAD SAFETY / TRAFFIC CALMING MEASURES
	1
	*
	1
	1

	DOG FOULING
	*
	0
	*
	1

	CAR PARKING FACILITIES
	*
	0
	*
	1

	REDUCE SPEED CONTROL
	*
	1
	0
	1

	ANTI-SOCIAL BEHAVIOUR
	1
	1
	*
	0

	CONTROL OVER DEVELOPMENT
	*
	0
	1
	1

	RECYCLING FACILITIES
	1
	2
	2
	0

	OTHER
	1
	*
	2
	2

	REFUSED
	*
	0
	*
	0

	NOT PROVIDED
	1
	*
	1
	2

	SAMPLE BASE = 940

*DENOTES ALL FIGURES LESS THAN 0.5% 


However, by plotting the importance of each aspect against the extent to which respondents feel it most needs improving we can identify priority areas i.e. those aspects that are both important and that most need improving. In the diagram below these aspects can be seen in the upper right quadrant and are:

· Low level of crime

· Activities for teenagers

We can also see areas where respondents are generally satisfied, i.e. aspects that are regarded as important, but are not particularly perceived to need improvement. These are in the lower right quadrant, such as health services.
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Branding Of The Panel

All respondents were asked what brand name for the residents panel appealed to them. The clear choice was ‘South Staffordshire View Point’  cited by 33% of all respondents, see below:-

· South Staffordshire Viewpoint (33%)

· Say (SouthStaffs Asks You) (23%)

· South Staffordshire Feedback (15%)

· South Staffordshire Opinion (12%)

· South Staffordshire ConSSult (5%)

· South Staffordshire Residents Panel (3%)

· Other / Don’t Know (9%).

 Profile of the Panel      

	Demographics  & Profile
	Actual Number Of Interviews Completed 
	Weighted Percentage



	Total 
	940
	100%

	Male
	447
	48%

	Female
	493
	52%

	
	
	

	
	
	

	16-44 years old
	275
	44%

	45-64 years old
	433
	35%

	65+
	230
	21%

	
	
	

	Length of time lived in their local area…
	
	

	0-2 years
	74
	10%

	3-10 years
	168
	20%

	11-20 years
	186
	19%

	20 years plus
	510
	51%

	
	
	

	Have A Disability / Long Standing Illness
	165
	16%

	
	
	

	White
	911
	98%

	Non White
	22
	2%

	
	
	

	
	
	

	In Employment
	559
	63%

	
	
	

	Owner Occupiers
	792
	84%

	Social renters
	97
	10%

	Other
	41
	6%

	
	
	


	Demographics  & Profile
	Actual Number Of Interviews Completed 
	Weighted Number 



	Bilbrook
	34
	36

	Brewood & Coven
	73
	57

	Cheslyn Hay North and Saredon
	27
	37

	Cheslyn Hay South
	23
	36

	Codsall North
	35
	36

	Codsall South
	41
	35

	Easington
	40
	43

	Featherstone & Shareshill
	56
	50

	Great Wyrley Landywood
	36
	44

	Great Wyrley Town
	42
	55

	Himley and Swindon
	14
	18

	Huntingdon and Hatherton
	28
	40

	Kinver
	62
	60

	Pattingham & Patshull
	21
	20

	Penkridge North East
	25
	32

	Penkridge South East
	45
	40

	Penkridge West
	16
	19

	Perton Dippons
	22
	18

	Perton East
	28
	21

	Perton Lakeside
	61
	60

	Trysull & Seisdon
	18
	18

	Wheaton Aston
	45
	35

	Wombourne North
	74
	54

	Wombourne South East
	39
	34

	Wombourne South West 
	35
	42
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Respondents' rating of how satisfied or dissatisfied they are with parks and open spaces  (where provided a response)
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Respondents' rating of how satisfied or dissatisfied they are with sports/leisure facilities and events  (where provided a response)
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SAMPLE BASE = 614











28%


41%


15%


9%


6%


0% 5% 10% 15% 20% 25% 30% 35% 40% 45%


VERY SATISFIED


FAIRLY SATISFIED
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DISSATISFIED
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VERY DISSATISFIED


UNKNOWN-0.psd
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 KEY TO SCATTER 







			A - ACCESS TO NATURE





			B - ACTIVITIES/FACILITIES FOR YOUNG CHILDREN





			C - ACTIVITIES FOR TEENAGERS





			D - AFFORDABLE HOUSING





			E - CHILDCARE PROVISION





			F – CLEAN STREETS





			G - COMMUNITY ACTIVITIIES






			H - CULTURAL FACILITIES





			I - EDUCATION PROVISION





			J - HEALTH SERVICES





			K - JOB PROSPECTS






			L - LEVEL OF CRIME





			M - LEVEL OF POLLUTION





			N - LEVEL OF TRAFFIC CONGESTION





			O - LOCAL COST OF LIVING





			P - PARKS AND OPEN SPACES











			Q - PUBLIC TRANSPORT





			R - RACE RELATIONS





			S - ROAD AND PAVEMENT REPAIRS






			T - SHOPPING FACILITIES






			U - SPORTS AND LEISURE FACILITIES





			V - STREET LIGHTING





			W - TRAFFIC NOISE/NOISE POLLUTION





			X - WAGE LEVELS





			Y - REFUSE COLLECTION






			Z - ROAD SAFETY/TRAFFIC CALMING MEASURES





			AA - DOG FOULING





			AB - CAR PARKING FACILITIES






			AC - REDUCE SPEED CONTROL






			AD - ANTI-SOCIAL BEHAVIOUR






			AE - CONTROL OVER DEVELOPMENT





			AF - RECYCLING FACILITIES





			AG - OTHER






			AH - NONE OF THESE






			AI - DON'T KNOW






			AJ - NOT PROVIDED
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-


 ACCESS TO NATURE
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 ACTIVITIES/FACILITIES FOR YOUNG CHILDREN
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 PUBLIC TRANSPORT


 


R 
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 SHOPPING FACILITIES
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 CONTROL OVER DEVELOPMENT
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-
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 OTHER
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UNKNOWN-0.psd
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THINKING ABOUT THE WAY THE COUNCIL RUNS THINGS, DO YOU THINK THIS HAS GOT BETTER OR WORSE OVER THE LAST THREE YEARS, OR HAS IT STAYED THE SAME (ALL RESPONDENTS)



SAMPLE BASE = 940 











WORSE


16%


DON'T KNOW


11%


NOT 


PROVIDED


1%


BETTER


11%


STAYED THE SAME


62%


UNKNOWN-0.psd
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OVERALL SATISFACTION WITH ENVIRONMENTAL SERVICES 

(ALL RESPONDENTS, WHERE PROVIDED A VALID RESPONSE)



SAMPLE BASE = 1115
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