EREWASH BOROUGH COUNCIL

Report of the Assistant Chief Executive to the

Council Executive
20th October 2010
CITIZENS’ PANEL SURVEY – mAY 2010
1
Purpose of Report

1.1
To provide Members with a summary of the responses collected during the Citizens’ Panel survey, issued in May 2010.
1.2
To provide Members with details of the follow-up actions taken following publication of the Citizens’ Panel survey results (see Appendix 1).
2
Recommendations

(a) That the Council Executive notes the contents of this report and the actions taken as a result of residents’ feedback.

Note: In preparing this report due regard has been had to equality of opportunity, human rights, prevention of crime and disorder, environmental, efficiency, risk management and health considerations as appropriate.  Relevant officers have been consulted in relation to any legal, financial, personnel or property implications and comments received are reflected in the report.
3
Background
3.1
The Citizens’ Panel postal survey was issued to 996 Panel members on Thursday 13 May 2010. A total of 592 responses were received between Monday 17 May and Friday 11 June 2010 (59.4% response rate).

This represents a 7.1% increase in the response rate compared to the previous Citizens’ Panel survey conducted in November 2009.

3.2
The following Citizens’ Panel members responded to the survey:

	Gender

	Female
	277
	46.8%

	Male
	304
	51.4%

	Not recorded*
	11
	1.8%


	Ethnicity

	White British
	572
	96.6%

	Irish
	1
	0.2%

	Other White
	4
	0.7%

	Indian
	1
	0.2%

	Other
	2
	0.3%

	Not recorded*
	12
	2.0%


	Age

	16 to 17 years
	1
	0.2%

	18 to 24 years
	10
	1.7%

	25 to 34 years
	68
	11.5%

	35 to 44 years
	122
	20.7%

	45 to 54 years
	116
	19.6%

	55 to 59 years
	60
	10.1%

	60 to 64 years
	73
	12.3%

	65 to 74 years
	87
	14.7%

	75 years and over
	44
	7.4%

	Not recorded*
	11
	1.8%


	Ward of residence

	Ward name
	Ward code
	Number
	%

	Abbotsford
	UGGC
	29
	4.9%

	Breaston
	UGGD
	25
	4.2%

	Cotmanhay
	UGGE
	22
	3.7%

	Derby Road East
	UGGF
	26
	4.5%

	Derby Road West
	UGGG
	35
	5.9%

	Draycott
	UGGH
	30
	5.1%

	Hallam Fields
	UGGJ
	22
	3.7%

	Ilkeston Central
	UGGK
	19
	3.2%

	Ilkeston North
	UGGL
	21
	3.5%

	Kirk Hallam
	UGGM
	28
	4.7%

	Little Eaton and Breadsall
	UGGN
	15
	2.5%

	Little Hallam
	UGGP
	25
	4.2%

	Long Eaton Central
	UGGQ
	35
	5.9%

	Nottingham Road
	UGGR
	31
	5.2%

	Ockbrook and Borrowash
	UGGS
	48
	8.2%

	Old Park
	UGGT
	13
	2.2%

	Sandiacre North
	UGGU
	17
	2.9%

	Sandiacre South
	UGGW
	22
	3.7%

	Sawley
	UGGX
	37
	6.3%

	Stanley
	UGGY
	10
	1.7%

	West Hallam and Dale Abbey
	UGGZ
	35
	5.9%

	Wilsthorpe
	UGHA
	36
	6.1%

	Not recorded*
	-
	11
	1.8%


	Disability

	Yes
	74
	12.5%

	No
	500
	84.5%

	Not recorded*
	18
	3.0%


*In the majority of ‘not recorded’ cases, when scanning the data from the returned survey forms, the Citizens’ Panel unique reference number was not detected for these individuals, therefore making it impossible to identify their gender, age, etc.

3.3
We can be confident that the respondents to the May 2010 Citizens’ Panel survey are generally representative of the population of the borough as a whole.
3.4
The Citizens’ Panel survey concentrated on six topic areas, namely:
· External communications (pages 5 to 7 of this report);
· Public events undertaken by Culture & Leisure (pages 7 to 11);

· Street care and cleaning (pages 11 to 12);

· Taxi provision, with particular reference to the needs of disabled passengers (pages 13 to 14);

· Housing needs in the Borough (pages 14 to 15);

· The draft Natural Resources Strategy and the Council’s approach to protecting the environment (pages 15 to 16).

4
Summary of the key findings
4.1
External Communications
· Over 50% of respondents are satisfied with Erewash Borough Council’s (EBC’s) communications. 34% are ‘neither satisfied nor dissatisfied
· Satisfaction with the former Viewpoint publication is limited
· Nearly three-quarters of respondents wish to receive a printed copy of EBC Today as opposed to an electronic version
The actions to be taken as a result of these key findings are recorded in Appendix 1 (Action Numbers 1 to 5 inclusive).
4.2
Public events undertaken by Culture & Leisure
· The greatest levels of awareness and attendance are connected to the more ‘traditional’ events of the bonfire and fireworks display, the switching on of the Christmas lights in both Ilkeston and Long Eaton, and the Ilkeston Charter Fair

· The EBC website and ‘word of mouth’ are the two most popular methods by which residents find out about EBC events. Current publicity materials are comparatively ineffective
· The majority of respondents are in favour of small cover charges being applied to EBC organised events
· 47% of respondents are ‘neither satisfied nor dissatisfied’ with the current range of EBC organised events
· Events in local parks are the most popular choice for future events
· 44% of respondents are neither satisfied nor dissatisfied with the location of current events. There is a perception that there is an imbalance of events between Long Eaton and Ilkeston and some respondents would like to see events held in more rural locations
The actions to be taken as a result of these key findings are recorded in Appendix 1 (Action Numbers 6 to 11 inclusive).

4.3
Street care and cleaning

· The survey concluded that residents found it difficult to decide how to allocate street care and cleaning resources to specific areas at the expense of others, preferring to split resources evenly
· Cleaning of dog fouling is highlighted as a major issue
· Clearing of chewing gum is highlighted as being important
The actions to be taken as a result of these key findings are recorded in Appendix 1 (Action Numbers 12 to 13 inclusive).
4.4
Taxi provision (with particular reference to the needs of disabled passengers)
· The majority of respondents are satisfied with the current level of taxi provision within the borough
· Respondents stated that more taxis should provide wheelchair access
· Respondents stated that taxi drivers should be more considerate to the needs of wheelchair users. Sections 165, 166 and 167 of the Equalities Act 2010 deal with the imposition of duties on the drivers of wheelchair accessible vehicles and private hire vehicles to assist passengers who use wheelchairs.
The actions to be taken as a result of these key findings are recorded in Appendix 1 (Action Numbers 14 to 15 inclusive).
4.5
Housing needs in the Borough

· The most important requirement for respondents was to feel safe in their homes
· The availability of affordable homes for residents to buy was more important that the availability of affordable homes to rent
· Improving existing housing stock is more important than building new housing stock
The action to be taken as a result of these key findings is recorded in Appendix 1 (Action Number 16).
4.6
The draft Natural Resources Strategy and the Council’s approach to protecting the environment
· Nearly half of the respondents believe the Council are committed to reducing their impact on the environment
· Almost half of the respondents did not answer the question related to the Council’s level of commitment to reducing their environmental impact
· The majority of respondents feel that the Council should introduce car park lighting timer switches, where public safety is not at risk
The actions to be taken as a result of these key findings are recorded in Appendix 1 (Action Numbers 17 to 18 inclusive).
Detailed findings from the May 2010 Citizens’ Panel survey

5
External Communications
5.1
Erewash Borough Council (EBC) has re-launched its community newsletter under the new title of EBC Today. The first edition was issued in July 2010 to all 50,000 households in the borough. Particular emphasis was given to the previous community newsletter Viewpoint and people’s satisfaction with that publication. We also wanted to find out how people wish to receive their copy of EBC Today in the future.
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5.2
The first question related to respondents’ level of satisfaction with EBC’s current communications with them. The chart below shows the answers recorded.
Over 50% of respondents are satisfied with EBC’s current communications with them.

5.3
More than half of the respondents (61%) could recall receiving a copy of Viewpoint. In terms of the content of the magazine, the following views were recorded:
· Very satisfied = 7%;

· Fairly satisfied = 38%;

· Neither satisfied nor dissatisfied = 30%;

· Fairly dissatisfied = 2%;

· Very dissatisfied = 1%;

· Never read Viewpoint = 22%.

The above statistics support the decision to change the community newsletter’s content and style.
5.4
The chart below shows the preferred method by which respondents wish to receive future copies of our community newsletter EBC Today.
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The first edition of EBC Today was printed and delivered by Royal Mail to every household within the Erewash Borough, so this method of delivery will have pleased the majority of our residents.

The data shows that there is some scope to e-mail electronic copies to residents as we collect more e-mail address information from our customers. 
It is encouraging that 95% of respondents were interested in receiving a copy of the community newsletter, which strongly supports the decision to continue with such a publication.
A total of 112 respondents provided an e-mail address via which they could receive an electronic copy of EBC Today. The provision of this e-mail address also provides us with an opportunity to e-mail links to our on-line surveys, with particular reference to studies regarding our communications with them.

5.5
The actions to be taken as a consequence of these results are shown in Appendix 1.
6
Public events undertaken by Culture & Leisure
6.1
Erewash Borough Council organises a number of events throughout the year. Their satisfaction with these events was recorded, together with their support for suggested future changes to the events programme.
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6.2
The chart below illustrates the number of respondents who were aware of each of the events listed.
The events with the greatest levels of resident awareness are in connection to the more ‘traditional’ events that have existed for a number of years; the bonfire and firework display, the switching on of the Christmas lights in both towns, and the Ilkeston Charter Fair.
6.3
The chart below records the number of respondents who attended the seventeen events within the last year (i.e. May 2009 to May 2010).
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It is encouraging that one in five respondents has attended an event at the Erewash Museum.
6.4
The chart overleaf illustrates how people have tended to gather information on events. Please note that each respondent could select more than one of these options.
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Publicity materials are acknowledged by few respondents (6. The re-launch of our community magazine under the title EBC Today, with its new style and content, may lead to more people using this publication as a source of event information in the future.
6.5
There was a positive response for a small charge to be administered to the public to cover the costs of Erewash Borough Council’s organised events. The chart below illustrates the extent to which respondents agree or disagree with this proposal.
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6.6
Respondents were asked to state their satisfaction with the current range of organised events provided by Erewash Borough Council:
· Very satisfied = 8%
· Fairly satisfied = 37%
· Neither satisfied nor dissatisfied = 47%
· Fairly dissatisfied = 7%
· Very dissatisfied = 1%
Respondents were also asked for their preferences for any other types of events. Their responses are shown in the following chart.
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6.7
The final two questions relating to Erewash Borough Council organised events concentrated on the locations chosen for those events. The chart overleaf records the responses in terms of satisfaction with them.
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There is a very strong correlation between a respondents’ level of satisfaction with the current events on offer and their satisfaction with events’ locations.
In addition, if a respondent is dissatisfied with the current choice of event location they are less likely to be supportive of a small charge being introduced for the events.

Those respondents who stated that they were dissatisfied with the current locations chosen were asked to explain why. The general themes include a division of opinion on the balance of events held in both Ilkeston and Long Eaton.
6.8
The actions to be taken as a consequence of these results are shown in Appendix 1.

7
Street care and cleaning
7.1
Erewash Borough Council is legally responsible for the sweeping of streets and the removal of litter from public places. The public put great importance on the carrying out of this duty, so it is crucial for us to understand their priorities in terms of how we focus our resources.
The survey asked respondents to study nine pairs of words and phrases. For each pairing the respondents had to state how they would divide the resources available between the two options, i.e. 100% to option A, or 75% to option A and 25% to option B, or 50% to each, and so on.

The number of responses to each pairing is recorded in the table below.

	Where should we prioritise our resources?

	Option A
	100% A
	75% A / 25% B
	Even
	25% A / 75% B
	100% B
	Option B

	Urban areas
	66
	162
	315
	8
	5
	Rural areas

	Roads
	40
	69
	322
	98
	29
	Pathways

	Residential areas
	65
	90
	331
	58
	15
	Parks and open spaces

	Residential areas
	88
	148
	264
	40
	16
	Retail areas

	Retail areas
	35
	52
	246
	147
	75
	Parks and open spaces

	Dog fouling
	104
	95
	273
	66
	24
	Litter

	Graffiti
	95
	132
	296
	24
	11
	Fly posting

	Chewing gum
	84
	81
	283
	85
	26
	Graffiti

	Fly posting
	47
	50
	291
	126
	46
	Chewing gum


7.2
The most popular answer was a preference for an even distribution of resources. This result illustrates how the members of the public find it difficult to allocate a finite amount of resource across important service areas.
7.3
The presence of litter has been highlighted as a growing issue with our performance indicator data. The respondents, however, have a preference to concentrate resources on the cleansing of dog fouling.
7.4
Respondents have a preference for additional resources to assist the clearing of chewing gum on the streets.
7.5
The actions to be taken as a consequence of these results are shown in Appendix 1.

8
Taxi provision, with particular reference to the needs of disabled passengers
8.1
Our survey questions focussed on the accessibility of taxis within Erewash, with particular reference on the needs of residents with disabilities. The survey asked respondents to state whether the current provision of taxi vehicles met their needs. Their responses are shown in the following chart
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8.2
The second question asked for respondents’ perception on whether there were too many, not enough or a sufficient amount of the four taxi vehicle types. The results are shown in the chart overleaf.
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30% of those people commenting on the amount of wheelchair accessible vehicles that are currently provided stated that there is currently not enough of this taxi vehicle type. Of those respondents who have a disability more are likely to believe that there aren’t enough wheelchair accessible vehicles provided.
8.3
The survey also asked for comments on possible future improvements to the taxi service in Erewash, with a particular emphasis on the service provided to disabled passengers.
The largest number of comments (28) made reference to providing more vehicles that could be accessed easily by wheelchair users. A further 11 respondents stated that the taxi drivers could provide more assistance in terms of helping disabled passengers to enter and exit their taxis. Sections 165, 166 and 167 of the Equalities Act 2010 deal with the imposition of duties on the drivers of wheelchair accessible vehicles and private hire vehicles to assist passengers who use wheelchairs.
8.4
The actions to be taken as a consequence of these results are shown in Appendix 1.

9
Housing needs in the Borough
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9.1
Section Five of the survey asked people to state how important or unimportant various aspects of housing provision are to them. Their responses are shown in the following chart.
The most important requirement to respondents was ‘making sure people feel safe in their homes’. 96% of respondents rated this requirement as either ‘very important’ or ‘fairly important’.
Some other notable trends include:

· More importance being place on affordable homes being available to buy than to rent
· Improving existing housing through repairs and maintenance being far more important than increasing the number of houses and flats that are built
· 86% consider it important that people are given advice and support to prevent them from losing their home. 88% believe it to be important that all housing related services are available and accessible to everyone
9.2
The actions to be taken as a consequence of these results are shown in Appendix 1.
10
The draft Natural Resources Strategy and the Council’s approach to protecting the environment
10.1
The survey asked the extent to which respondents agreed that Erewash Borough Council is committed to protecting the environment and the actions that we may take in the future to further protect the environment.

10.2
The chart below illustrates the extent to which respondents agreed or disagreed that Erewash Borough Council is committed to reducing its impact on the environment.
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In each instance approximately half the respondents who answered this question agreed that EBC was committed to reducing its impact on the environment in relation to the subject listed.
10.3
The draft Natural Resources Strategy included a proposal to introduce timers to switch off car park lighting where public safety is not put at risk. The following chart illustrates the extent to which respondents agreed or disagreed with this proposal.
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10.4
The respondents had the opportunity to state if there were any activities that Erewash Borough Council should stop doing in the future that would, in their opinion, help to protect the environment.
Twenty-one respondents made reference to a reduction in the amount of time that street lighting and/or council building lighting was switched on.

10.5
The actions to be taken as a consequence of these results are shown in Appendix 1.
11
Risk and Financial Implications

11.1
There are no financial or risk implications directly associated with this report. 

12
Legal Implications

12.1
There are no legal implications associated with this report.
13
Personnel Implications

13.1
There are no personnel implications associated with this report.
14
Alignment to Council Priorities

14.1
This report supports the council’s aim of ‘providing excellent customer focussed services’, with its underlying outcomes/benefits of:

· More people are satisfied with the services we provide directly or in partnership;

· More people feel listened to and involved in decision making.

Background Papers

None

Contact Officer

Ian Marsden – Consultation Officer
Telephone: 0115 907 2244 extension 3684

E-mail: ian.marsden@erewash.gov.uk

Key Decision Status (Executive decisions only)

None
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