EREWASH BOROUGH COUNCIL

Report of the Consultation Officer to the

Corporate Management Team
23rd March 2010
CITIZENS PANEL SURVEY – NOVEMBER 2009
1
Purpose of Report

1.1
To provide a summary of the main issues highlighted by the results of the Citizens Panel survey, issued in November 2009 and, where possible, compare the results to those recorded in the 2008 Place Survey.
2
Recommendations

(a) That the Corporate Management Team notes the contents of this report,

(b) That CMT agree the next steps in terms of formal reporting of the survey findings, and

(c) That SMT are asked to consider what actions are needed to make improvements in areas with low satisfaction.

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
Information, Issues and Options
3.1
The Citizens Panel postal survey was issued to 994 Panel members in November 2009. A total of 529 responses were received (a 53.2% response rate).
3.2
The following Citizen Panel members responded to the survey:

	Gender

	Female
	246
	46.5%

	Male
	283
	53.5%


	Ethnicity

	White British
	518
	97.9%

	White Irish
	2
	0.4%

	Other White
	6
	1.1%

	Caribbean
	1
	0.2%

	Not recorded
	2
	0.4%


	Age

	16 to 17 years
	1
	0.2%

	18 to 24 years
	7
	1.3%

	25 to 34 years
	57
	10.8%

	35 to 44 years
	102
	19.3%

	45 to 54 years
	116
	21.9%

	55 to 59 years
	59
	11.2%

	60 to 64 years
	64
	12.1%

	65 to 74 years
	83
	15.7%

	75 years and over
	40
	7.5%


	Disability

	Yes
	75
	14.2%

	No
	447
	84.5%

	Not recorded
	7
	1.3%


3.3
When compared to the responses to the 2008 Place Survey it is noted that:
· A higher percentage of males took part in 2009 (53.5% versus 48%);
· Those aged 35 to 54 years provided the greatest percentage of responses to both surveys;

· The vast majority of respondents to both surveys are White British;

3.4
When comparing the demographic breakdown of responses to the 2009 survey with the statistics for Erewash as a whole it is noted that:
· The proportion of males and females responding to the survey is reflective of the borough as a whole;
· There is an under –representation of people aged under 24 years of age (a common issue with postal surveys);

· The proportion of people considering themselves to have a disability is reflective of the borough as a whole;

· As expected, the large majority of respondents class themselves as ‘White British’.

Therefore, we can be confident that the respondents to the 2009 survey are representative of the population of the borough as a whole.

3.5
Of the 28 questions included on the survey form, 17 were replicated from the 2008 Place Survey. This gives us the opportunity to benchmark our progress from December 2008 to November 2009. The 11 other questions related to ‘spending priorities for Erewash Borough Council’ (EBC), ‘EBC – value for money’ and ‘EBC – financial reporting’.
3.6
This report concentrates on the key issues highlighted by the data, particularly where:
· a high proportion of dissatisfaction is recorded in the November 2009 survey;
· EBC’s performance has either improved or dropped significantly from the 2008 Place Survey.

The main findings from the November 2009 survey
3.7
The headlines
· There is higher satisfaction with EBC overall when comparing the 2009 results with those recorded in 2008;
· There is higher satisfaction with the ‘local area’ (i.e. 15 to 20 minutes walking distance from a respondent’s home);

· A significant increase in satisfaction with both refuse collection and doorstep recycling has been recorded;

· There is a decrease in both satisfaction with EBC’s sports / leisure facilities and their usage. This is coupled with an unwillingness from some respondents for further investment to be made in indoor sports / leisure facilities;

· People feel more informed than they did in 2008;

· There is some support for increasing charges in key service areas;

· Though the majority of respondents feel that they receive value for money from EBC, it is the minority that believe that value for money has improved over the course of the past twelve months.

Overall satisfaction
3.8
A key question on the survey is ‘taking everything into account, how satisfied or dissatisfied are you with the way Erewash Borough Council run things?’ Encouragingly, the percentage who are satisfied has increased from 41% in 2008 to 52.3% in 2009. This is mainly due to those considering themselves to be ‘fairly satisfied’ (a positive shift from 36% to 47.7%).

About the ‘local area’
3.9
The percentage of people believing that their local area has got better has increased from 9% in 2008 to 16.3% in 2009.

3.10
As in 2008 the ‘level of crime’ is the most important factor in making somewhere a good place to live, followed by ‘clean streets’ and ‘health services’.
3.11
The areas considered to be most in need of improvement in this local area are once again ‘activities for teenagers’, ‘road and pavement repair’ and ‘level of traffic congestion’. In 2008 54% of respondents thought ‘activities for teenagers’ needed improving. This figure had reduced to 51.6% in 2009 (though is still the top answer) and this reduction may be in some part due to new initiatives such as the Friday Vibe project.
3.12
Overall satisfaction with the local area as a place to live has increased from 78% in 2008 to 85.6% in 2009.
3.13
There is a trend for people to feel more strongly that they belong to their immediate neighbourhood (up from 61% in 2008 to 65.6% in 2009).
Service provision
3.14
As in 2008, there are high satisfaction levels recorded in relation to public service provision within the borough (i.e. the police, the fire service, GP services, local hospitals and dentists).
3.15
Satisfaction with keeping public land clear of litter and refuse has remained relatively consistent with the 2008 result (now 51.6%). However, satisfaction with refuse collection has increased from 69% in 2008 to 80.3% in 2009. Similarly, satisfaction with doorstep recycling has increased from 68% in 2008 to 78% in 2009.
3.16
Unfortunately, there is a decrease in satisfaction in relation to the ‘sport / leisure facilities’ provided by EBC. In 2008 the satisfaction rate was 48%. This has now decreased to 40.7%. The proposed refurbishment of Victoria Park Leisure Centre during 2010-11 should contribute to an increase in satisfaction in this area over the coming twelve months and beyond. It should be noted that, of the respondents registering dissatisfaction with EBC’s sport / leisure facilities, 36.6% had last visited such a facility over one year ago.
3.17
Usage of the sports / leisure facilities does appear to be on the decrease. In 2008 there were 73% who had used such a facility within the previous six months (sometimes as frequently as once a week). This percentage had decreased to 41.1% in the 2009 survey. The percentage who had used our sports / leisure facilities either ‘longer ago’ than the previous twelve months or had ‘never used’ them increased from 14% in 2008 to 45.7% in 2009. These statistics are supported by figures for admissions to Victoria Park Leisure Centre, for example, where a steady decrease in attendance has been registered at this facility over the course of the past nine years (221,974 in 2001-02 compared to 151,747 in 2008-09, a 32% decrease).
Communication
3.18
The percentage of people feeling either very or fairly well informed about local public services has increased from 35% in 2008 to 47.8% in 2009.

3.19
There is a large increase in the percentage of people feeling ‘very well informed’ about how and where to vote (45% in 2008 to 59.5% in 2009).
3.20
The percentage of people feeling either very or fairly well informed about how their council tax is spent has increased from 60% in 2008 to 67.6% in 2009. A new council tax information leaflet was produced in March 2009 and further improvements have been made to the joint leaflet in March 2010. It is already being “sold” as best practice across the Midlands, and its distribution should result in even greater understanding of how council tax revenue is spent.
3.21
Those feeling very or fairly well informed about how to get involved in local decision-making has increased from 25% in 2008 to 41.4% in 2009.
3.22
Feeling informed about what to do in the event of a large-scale emergency, e.g. flooding, human pandemic flu, has increased from 19% in 2008 to 31.6% in 2009.
Spending priorities for EBC
3.23
The questions listed under the ‘spending priorities’ section of the 2009 Citizens Panel survey were unique to that survey and did not feature as part of the 2008 Place Survey. There is no similar previous data available against which to benchmark responses to these questions.
3.24
A question was posed regarding EBC needing to balance the levels of services it provides with the money available. Four options for balancing the budget were given to respondents and they were asked to rank them in order of preference. The answers provided are detailed below, with the most common answer to each statement listed in bold.
	
	1 = Most preferred option
	2
	3
	4 = Least preferred option

	By increasing council tax more than the rate of inflation
	5.1%
	15.7%
	34.8%
	44.4%

	By increasing council tax at the same rate as inflation
	66.4%
	21.9%
	10.5%
	1.2%

	By raising money from service charges, e.g. car parking
	32.4%
	39.6%
	22.9%
	5.1%

	By reducing service levels


	14.3%
	13.2%
	23.9%
	48.6%


The above information illustrates, unsurprisingly, that people wish to see as little increase in direct cost to them as possible. They are much more in preference for any council tax increase being in line with inflation than being above inflation. Raising money from service charges is relatively popular, probably because people would have a choice in whether to make such purchases. Reducing service levels is not a popular option.
3.25
Respondents were also asked to state their level of agreement with two statements relating to the possible increasing of charges. The responses recorded are detailed below.
	
	Strongly agree
	Agree
	Neither
	Disagree
	Strongly disagree

	Increase fees for sport and leisure activities
	8.5%
	32.8%
	23.4%
	27.3%
	8.1%

	Increase charges for car parking
	6.4%
	27.6%
	18.1%
	30.8%
	17.2%


41.3% of respondents felt that increasing fees for sport and leisure activities was their preferred option with 35.4% disagreeing. In general however, both statements record a split of opinion, without attracting particularly strong opinion in either direction.
3.26
Respondents were asked to state, from a list of 17 options, which services they would like to see EBC spending more money on. Respondents were asked to select their top five priorities. 525 people answered this question, and their five most popular answers are listed below:
· Tackling anti-social behaviour = selected by 359 respondents (68.4%);

· Facilities / activities for young people = 238 (45.3%);

· Clean streets = 213 (40.6%);

· Vibrant town and village centres = 185 (35.2%);

· Supporting markets = 174 (33.1%).

3.27
The same 17 options were provided with the following question on the survey. This time, respondents were asked to state which five, if any, of the services they thought EBC should spend less on. 485 people chose to answer this particular question. Their five most popular answers were:
· Letting you know what the council is doing more often = 289 (59.6%);

· Health promoting activities = 194 (40.0%);

· Making sure you have your say on local issues = 188 (38.8%);

· Improving indoor leisure facilities = 150 (38.8%);

· Affordable homes = 139 (28.7%).

It is worth noting that 38.8% of respondents mentioned ‘improving indoor leisure facilities’ as an area to spend less money on at the time when the Council is proposing a large investment on the upgrading of the Victoria Park Leisure Centre.
Erewash Borough Council – value for money
3.28
The first question within this section of the survey explained to respondents that an average band D property would be subject to a council tax charge of £3.19 per week in respect of EBC services. Respondents were asked to state the degree to which they agreed that this provided value for money. 64.1% ‘agreed’ that it was value for money, with 26.5% disagreeing. Less than 5% had a strong opinion in either direction.
3.29
When asked if value for money had improved over the course of the previous twelve months there was once again an absence of strong opinion in either direction. Unfortunately, 56.6% disagreed that value for money had improved over the past year (37.7% believed that it had).
Erewash Borough Council – financial reporting
3.30
72.2% of respondents were aware that EBC publishes details of its spending each year. Of these, 79.6% believed this literature to be informative.
3.31
39.9% of respondents would be interested in receiving other information on EBC’s annual accounts or finances. Their preferences for the medium by which to pass on this information were:
· Viewpoint magazine = 30.7%;
· E-mail = 22.6%

· Local newspaper = 21.4%;

· The EBC website = 21.0%.

Other communication options were selected by less than 3% of respondents.

3.32
Reporting information from citizen surveys into Members can assist them in decision making and prioritisation. It also provides Members with direct feedback from customers on the impact of services we are delivering and how they feel about living, working and “playing” in the Borough. This data is extremely useful when setting plans for improvement and resource allocation. 
4
Risk and Financial Implications

4.1

There are no risk or financial implications associated with this report.
5
Legal Implications

5.1
There are no legal implications associated with this report.
6
Personnel Implications

6.1
There are no personnel implications associated with this report.
7
Alignment to Council Priorities
7.1
This report supports the council’s aim of ‘providing excellent customer focussed services’, with its underlying objectives to:

· Strengthen community consultation and involvement to help us to improve our services;

· We will deliver services that meet the needs of all sections of our community.
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