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. Introduction

The consultation was carried out by the Communications, Consultations and Partnerships Team
between October 2006 — March 2007.

The aims of the survey were as follows:

e To assess current % of residents satisfied with the overall service provided by the council to
inform future service planning / design and provision.

e To identify levels of satisfaction with the refuse and recycling service.
e To identify levels of satisfaction with local cultural and recreational facilities.
e To identify levels of satisfaction amongst people who have made a complaint.

e To identify what residents see as priorities in their local neighbourhood (e.g. anti-social
behaviour).

e To identify changes in levels of satisfaction from the 2003/2004 survey.

e To identify whether we have achieved our BVPI targets for the percentage of people satisfied
with various aspects of the overall service the council provides.

e To collect data to ensure that we are engaging with our customers and providing services
that meet their needs and expectations.



2. Executive Summary

2.1 Methodology

The methodology of the BVPI surveys was prescribed in detail by the ODPM (Now DCLG —
Department for Communities and Local Government).

Survey Type
The type of survey used was postal. This single prescribed method for all authorities was chosen
so that data could be comparable across all authorities. For reasons of cost, the method had to
be a postal survey. This proposal was included in the pre-survey consultation and a large majority
of respondents were in favour of this methodology.

Sample Method

A random sample of Charnwood addresses was drawn from the Post Office small users address

file (PAF) by the Audit Commission and given to the council to use. The sample method used was

census — in other words everyone on the list was sent a questionnaire.
The Questionnaire

All BVPI surveys had to use the questionnaire templates provided to them by the Audit
Commission on behalf of the ODPM.

We were able to “Charnwoodize” the design of the survey (e.g. change the name of a service)

but could not alter the order in which the mandatory questions were presented or change
the meaning/wording of the questions.

2.2 Response Rate

Sample Size

The ODPM required that a minimum of 1100 respondents needed to be achieved.

Response Rate Achieved

A total of 1392 valid responses were received and submitted to the audit commission for
analysis. This was a response rate of 22%

2.3 Relevant BVPI Headline Indicators

See the table below at 3.1



2.3 Reliability of Results

This is a measurement of reliability — of how confident you can be that the responses of your
sample are representative of the whole population.

E.g. If 1,000 people in Charnwood responded, how confident can you be that the answers they give would
be the same if you asked all Charnwood Residents.

This is measured as a percentage, which represents the margin of error. The most frequently
used confidence interval is 95%. This means that 95 times out of a hundred your results will be
reliable with a margin of error of - for example — 3.15% either way. So, if the BV80a result is 76%
satisfied we can be confident that if we asked every service user the result would at worst be
72.85% and at best 79.15%

See the Confidence Intervals for this survey in the table below (3.1).

3. Main Findings

This section identifies the main findings of the survey. The information shown is in an un-
weighted format. Weighted data will be provided by the audit commission for the BVPI Headline
Indicator questions at a later date and will be added to the report at this time. It is expected that
this will be in late spring — early summer 07.

3.1 BVPI Scores
The following table identifies satisfaction with various aspects of the service.

The Sample size is the number of respondents to the survey who answered the particular BVPI
question asked.

The BVPI Score is the percentage of respondents satisfied with the service the indicator refers
to. This percentage is a combination of the respondents who answered “very satisfied” and
“satisfied”. In the results below you will sometimes see this combination referred to as “to some
extent satisfied”. The BVPI’s referred to below are as follows (see next page):



Confidence 06-07 03- 04 00-01
BVPI** Sample I BVPI BVPI BVPI
nterval
Score Score Score
BV3 — The % of residents

isfied with th I i
satis .le with the overall service 1268 2.74 46 57 60.8
provided
BV4 — The % of complainants
satisfied with the handling of 236 6.11 36 37 42.4
their complaint
BV89 — % of people satisfied Not
with cleanliness standards Lells Za5e o e Measured
BV90a - % of people satisfied Not
with household waste collection 1285 2.33 76 66 Measured
BV9I0b - % of people satisfied Not
with waste recycling LAt e i = Measured
BV119a - % of residents
satisfied with local authority 1254 2.71 60 55 53.3
cultural services (sports and
leisure)

BV119b - % of residents - -

. . . 0 0
satisfied Wlth Iocal‘ auth‘orlty 1275 2.33 77 Measured | Measured
cultural services (libraries)

BV119c - % of residents

satisfied with local authority Lzl = 46 = ALY
cultural services (museums)

BV119d - % of residents

satisfied with local authority 1229 2.79 46 45 49
cultural services (theatres and

concert halls)

BV119e - % of residents

satisfied with local authority 1276 2.24 79 78 64

cultural services (parks and open
spaces)




**BV3, BV4 (Corp Health); BV89 (Environment); BV90a, b (Waste); BVI19a, b, c, d, e (Culture):

3.2 0ther Findings (The full results can be found in the tables show below at Appendix A).

Issues regarding the Local Area

When asked what is most important in making somewhere a good place to live, the top five
answers given by respondents were: The Level of Crime (47.2% of respondents); Health Services
(41.5%); Affordable Decent Housing (32.3%); Education Provision (26.3%) and Clean Streets
(25.4%).

When it came to what most needed improving in their local area, the top five were: The level of
traffic congestion (26.8% of respondents); Activities for Teenagers (25.7%); The Level of Crime
(25.4%); Clean Streets (19.7%) and Road & Pavement Repairs (17.6%)

Overall, 71.1% of respondents were to some extent satisfied with their local area. 14.3% were
dissatisfied.

The main problems in the local area that respondents identified were Parents not taking
responsibility for the behaviour of their children (49% of respondents); Teenagers hanging around

on the streets (44%) and People not treating other people with respect and consideration (37%)

Issues regarding Cultural and Recreational Activities
(note — answers to these questions included a high percentage of Don’t Know’s)

20% of respondents felt that sport/leisure facilities had got better in the last three years. Only
4.6% felt they had got worse.

A majority 41% of respondents felt that the museums / galleries had not got better or worse.

5.7% thought they had improved and just under 4% thought they had gotten worse.

15.7% of respondents felt that parks and open spaces had improved.

Issues regarding Refuse Collection

A third of respondents felt that the collection of household waste has gotten better in the last
three years (22% felt it had got worse) and 37% thought that doorstep collection of items for

recycling had got better (about 9% felt it had got worse).

41% felt that local recycling facilities had got better (only 4% thought this had got worse).

Issues regarding information provision

81% of respondents felt that they were either very well or fairly well informed about how to pay
bills.

An equally high 80% of respondents felt that they were either very well or fairly well informed
about how and where to register to vote.

Over 45% of respondents did not feel well informed (and some not informed at all) about how to
get involved in local decision making.

More respondents (44%) felt that they were uninformed about how to complain to the council
that felt they were well informed (41%).



52% of respondents felt uninformed about whether the council was delivering on its promises.

60.1% of respondents did not feel informed when it came to what the council was doing to tackle
anti-social behaviour in your local area.

50% didn’t feel well informed about how the council was performing.
When asked what was the main source of information respondents used to find out things about
the council the highest percentage response was for “information provided by the council” (27%).

Second was “the local media” (20.3%) and coming in third was “word of mouth” (8.6%).

The free text responses to this survey will be provided separately to services due to the large
volume.

Issues regarding contacting the council
(note — answers to these questions included a high percentage of Don’t Know’s)

The most used way on contacting the council amongst respondents was the telephone (41.6%)
followed by a visit (18.2%).

When it came to why they contacted the council the highest percentage response was for “asked
for advice/information” (23.7%) Second was “applied to use a service” (18.2%).

37% of respondents were satisfied with the ease of finding the right person to deal with. Only 9%
were dissatisfied. A similar balance of results was also true for the length of time it took to deal
with the person they contacted.

38% of respondents were satisfied with how helpful staff were and only 6% were dissatisfied.
38% were also satisfied with how competent staff were.

Issues regarding opportunities to participate in local decision making

8% of respondents were satisfied with opportunities to participate in local decision making but
only 16% were dissatisfied. The majority of respondents put Neither or Don’t Know.

51% of respondents felt that they couldn’t influence decisions affecting the local area. 20% did
think that they could.

4% of respondents wanted to get more involved in council decision making (14% didn’t)
however, just over 50% indicated that they would like to get involved but that it would depend
on the issue.

Other Overall Issues

48% of respondents felt that the council was making the area a better place to live and just over
40% felt the council was working to make their area safer.

51% felt the council was working to make their area cleaner and greener.
28% of respondents did not feel that the council was trustworthy (36% thought it was).

40% of respondents did not feel that the council promotes the interests of local residents and
over 40% felt that the council did not act on the concerns of local residents.



14% of respondents felt that they way the council runs things has got better in the last three
years. 16% felt it had got worse and 46% felt it had stayed the same.

Appendix A
Full Data

The following percentages are based upon the total number of respondents rather
than responses to individual questions. This is the same way that we were required to
submit the data to the audit commission.

This means that the % used below are based upon totals that include not answered.
Therefore, when considering what the data shows us it is important to consider the
impact of this and you may wish to exclude the not answered’s and recalculate the
percentages for your own purposes. This will have the impact of raising other
percentages — obviously, how much this is by will be dependent on the nhumber of not
answered’s. However, it is worth noting that the BVPI indicator results detailed in the
table above are based upon totals that have had the “not answered” responses
excluded. This will also be the case for the final BVPI scores sent to us by the Audit
Commission.

Q1. Most important in making somewhere a good place to live (Up to 5)

229 (17.00%)

157 (11.66%)
435 (32.29%)

342 (25.39%)
90 (6.68%)
59 (4.38%)

355 (26.35%)
90 (6.68%)

559 (41.50%)

160 (11.88%)

636 (47.22%)
116 (8.61%)

239 (17.74%)
241 (17.89%)
296 (21.97%)
34 (2.52%)
145 (10.76%)
313 (23.24%)
110 (8.17%)
100 (7.42%)
23 (1.71%)
0 (0.00%)




5 (0.37%)

_ 367 (27.25%)

Q2. Most needs improving (Up to 5)

48 (3.56%)
346 (25.69%)

201 (14.92%)
266 (19.75%)
121 (8.98%)
70 (5.20%)
57 (4.23%)

109 (8.09%)
185 (13.73%)
92 (6.83%)

343 (25.46%)
134 (9.95%)

362 (26.87%)
113 (8.39%)

190 (14.11%)
28 (2.08%)

238 (17.67%)
169 (12.55%)

102 (7.57%)

72 (5.35%)
32 (2.38%)
0 (0.00%)
21 (1.56%)
447 (33.18%)

Q3. Overall satisfaction with local area as place to live

216 (16.04%)
742 (55.09%)

166 (12.32%)
99 (7.35%)
94 (6.98%)

8



Notanswered 30 (2.23%)



Q4. How much of a problem each item is in local area

257 (19.08%)

164 (12.18%)
63 (4.68%)
248 (18.41%)
160 (11.88%)
113 (8.39%)

34 (2.52%)

133 (9.87%)

156 (11.58%)

403 (29.92%)

342 (25.39%)
110 (8.17%)
348 (25.84%)
318 (23.61%)
182 (13.51%)

64 (4.75%)

311 (23.09%)

213 (15.81%)
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372
(27.62%)

439
(32.59%)

464
(34.45%)

395
(29.32%)

537
(39.87%)

516
(38.31%)

405
(30.07%)

466
(34.60%)

306
(22.72%)

135 (10.02%)

221 (16.41%)
513 (38.08%)
179 (13.29%)
200 (14.85%)
321 (23.83%)

623 (46.25%)

287 (21.31%)

301 (22.35%)

112 (8.31%) 68 (5.05%)

91 (6.76%)

75 (5.57%)

68 (5.05%)

41 (3.04%)

79 (5.86%)

92 (6.83%)

49 (3.64%)

266
(19.75%)

90 (6.68%)

122
(9.06%)

109
(8.09%)

91 (6.76%)

136
(10.10%)

129
(9.58%)

101
(7.50%)

105
(7.80%)



Q5. Whether local area is a place where people from
different backgrounds get on well

74 (5.49%)
622 (46.18%)
140 (10.39%)

60 (4.45%)
253 (18.78%)

66 (4.90%)

109 (8.09%)
23 (1.71%)

Q6. Satisfaction that local authority has kept public land
clear of litter and refuse

156 (11.58%)
695 (51.60%)
189 (14.03%)
177 (13.14%)
98 (7.28%)
32 (2.38%)
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Q7. Satisfaction with each aspect of household waste collection

30
544 (40.39%) 480 (35.63%) 76 (5.64%) 73 (5.42%) 90 (6.68%) 54 (4.01%)  (2.23%)

40

319 (23.68%) 668 (49.59%) 107 (7.94%) 104 (7.72%) 72 (5.35%) 37 (2.75%)  (2.97%)
179 166 59

180 (13.36%) 338 (25.09%)  (13.29%) 126 (9.35%)  (12.32%) 299 (22.20%)  (4.38%)
45

347 (25.76%) 631 (46.84%) 82 (6.09%) 121 (8.98%) 104 (7.72%) 17 (1.26%)  (3.34%)

Q8. Satisfaction with each aspect of the collection of waste for recycling

464 556
(34.45%) (41.28%) 75(5.57%) 94 (6.98%) 65 (4.83%) 45 (3.34%) 48 (3.56%)

365 655
(27.10%) (48.63%) 95 (7.05%)  92(6.83%) 50 (3.71%) 32 (2.38%) 58 (4.31%)

419 612
(31.11%) (45.43%) 86 (6.38%) 77 (5.72%) 68 (5.05%) 27 (2.00%) 58 (4.31%)

12



Q9. Satisfaction with each aspect of local recycling facilities

343 (25.46%) 566 (42.02%) 112 (8.31%) 64 (4.75%) 57 (4.23%) 132 (9.80%) 73 (5.42%)

332 (24.65%) 599 (44.47%) 108 (8.02%) 58 (4.31%) 49 (3.64%) 120 (8.91%) 81 (6.01%)

139
252 (18.71%) 577 (42.84%) 146 (10.84%) 76 (5.64%) 75 (5.57%)  (10.32%) 82 (6.09%)

290 (21.53%) 589 (43.73%) 126 (9.35%) 74 (5.49%) 62 (4.60%) 118 (8.76%) 88 (6.53%)

Q10. Satisfaction with each aspect of cultural and recreational activities

351 93

196 (14.55%) 556 (41.28%)  (26.06%) 94 (6.98%) 57 (4.23%)  (6.90%)
391 (29.03%) 585 (43.43%) (152;3%) 47 (3.49%) 38 (2.82%) (5;5%)
144 (10.69%) 415 (30.81%) (35%32%) 91 (6.76%) 82 (6.09%) (9%30%4)
147 (10.91%) 420 (31.18%) (35%%%) 103 (7.65%) 77 (5.72%) (8.171680/0)
291 (21.60%) 716 (53.16%) (121.5793%) 57 (4.23%) 37 (2.75%) (5.;%%)

13



Q11. Frequency of using each cultural and recreational service in last 12 months

18 (1.34%) (121.23%) (7.18%5%) 181 (13.44%) 105 (7.80%) 298 (22.12%) (25?735%) 56 (4.16%) 76 (5.64%)
18 (1.34%) 123 (9.13%) (182.82%) 192 (14.25%) 122 (9.06%) 289 (21.46%) (182.;11%) 38 (2.82%) 63 (4.68%)
3(0.22%)  1(0.07%) 57 (4.23%) 231 (17.15%) 147 (10.91%) 369 (27.39%) (29?732%) 54 (4.01%) 91 (6.76%)
2((1.;(&53%) 3((;.572%) 68 (;3;;5%) 225 (16.70%) 171 (12.69%) 387 (28.73%) (263.592%) 46 (3.41%) 90 (6.68%)

(10.10%)  (19.08%)  (18.93%) 192 (14.25%) 88 (6.53%) 195 (14.48%)  (6.61%) 72 (5.35%) 63 (4.68%)

14



233 (17.30%)

463 (34.37%)
558 (41.43%)

502 (37.27%)
260 (19.30%)
277 (20.56%)

77 (5.72%)

132 (9.80%)
212 (15.74%)

Q12. Whether each service has got better or worse in the last 3 years

698 (51.82%)

419 (31.11%)
468 (34.74%)

404 (29.99%)
486 (36.08%)
574 (42.61%)

559 (41.50%)

534 (39.64%)
750 (55.68%)
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175
(12.99%)

295
(21.90%)

62 (4.60%)

121
(8.98%)

63 (4.68%)
60 (4.45%)

44 (3.27%)

52 (3.86%)
88 (6.53%)

151 (11.21%)

89 (6.61%)
146 (10.84%)

208 (15.44%)
413 (30.66%)
314 (23.31%)

528 (39.20%)

492 (36.53%)
177 (13.14%)

90 (6.68%)

81 (6.01%)
113 (8.39%)

112 (8.31%)
125 (9.28%)

122 (9.06%)
139
(10.32%)
137
(10.17%)

120 (8.91%)



Q13. Overall satisfaction with each service

628 230 107

49 (3.64%) 246 (18.26%) (46.62%) 87 (6.46%)  (17.07%)  (7.94%)
563 268 133

46 (3.41%) 241 (17.89%) (41.80%) 96 (7.13%)  (19.90%)  (9.87%)

Q14. Services used in the last 12 months
283 (21.01%)

269 (19.97%)

Q15. Overall satisfaction with authority

65 (4.83%)
521 (38.68%)
353 (26.21%)
153 (11.36%)
176 (13.07%)

79 (5.86%)
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Q16. How well informed about each item

434 (32.22%)

492 (36.53%)

95 (7.05%)
140 (10.39%)

96 (7.13%)

140 (10.39%)

63 (4.68%)

46 (3.41%)

66 (4.90%)

85 (6.31%)

662 (49.15%)

594 (44.10%)

362 (26.87%)
421 (31.25%)

488 (36.23%)

419 (31.11%)

307 (22.79%)

210 (15.59%)

336 (24.94%)

452 (33.56%)
17

86 (6.38%)

102
(7.57%)

443
(32.89%)

410
(30.44%)

371
(27.54%)

427
(31.70%)

487
(36.15%)

491
(36.45%)

440
(32.67%)

412
(30.59%)

19 (1.41%)

28 (2.08%)

173 (12.84%)
186 (13.81%)

197 (14.63%)

156 (11.58%)

215 (15.96%)

319 (23.68%)

234 (17.37%)

205 (15.22%)

92 (6.83%)
68 (5.05%)

194
(14.40%)

120 (8.91%)

112 (8.31%)

124 (9.21%)

197
(14.63%)

218
(16.18%)

190
(14.11%)

124 (9.21%)

54
(4.01%)

63
(4.68%)

80
(5.94%)

70
(5.20%)

83
(6.16%)

81
(6.01%)

78
(5.79%)

63
(4.68%)

81
(6.01%)

69
(5.12%)



Q17. Main source of finding out about the authority
274 (20.34%)

368 (27.32%)
92 (6.83%)
9 (0.67%)

84 (6.24%)
116 (8.61%)
17 (1.26%)
304 (22.57%)
0 (0.00%)
48 (3.56%)

Q18. Have contacted the authority with a complaint in last
12 months

243 (18.04%)
906 (67.26%)

198 (14.70%)
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Q19. Free text Responses — see separate document

Q20. Satisfaction with the way in which complaint was
handled

35 (2.60%)
53 (3.93%)
32 (2.38%)
49 (3.64%)
79 (5.86%)
1099 (81.59%)

Q21. Reason for contacting council

194 (14.40%)

319 (23.68%)
246 (18.26%)

129 (9.58%)
121 (8.98%)
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Q22. Method of contacting council

246 (18.26%)
561 (41.65%)
97 (7.20%)
70 (5.20%)
157 (11.66%)
39 (2.90%)

Q23. Overall satisfaction with each aspect of contact with council

204 (15.14%)

305 (22.64%) 77 (5.72%) 68 (5.05%) 54 (4.01%) 21 (1.56%) 107 (7.94%) 511 (37.94%)

189 (14.03%)
204 (15.14%)
227 (16.85%)

235 (17.45%)
217 (16.11%)

290 (21.53%)
264 (19.60%)
289 (21.46%)

284 (21.08%)
225 (16.70%)

77 (5.72%)
82 (6.09%)
95 (7.05%)

97 (7.20%)
68 (5.05%)

20

74 (5.49%)
74 (5.49%)
35 (2.60%)

37 (2.75%)
64 (4.75%)

66 (4.90%)
68 (5.05%)
53 (3.93%)

53 (3.93%)
99 (7.35%)

26 (1.93%)
17 (1.26%)
20 (1.48%)

15 (1.11%)
41 (3.04%)

95 (7.05%)
98 (7.28%)
101 (7.50%)

107 (7.94%)
95 (7.05%)

530 (39.35%)
540 (40.09%)
527 (39.12%)

519 (38.53%)
538 (39.94%)



Q24. Overall satisfaction with opportunities to participate in

local decision making

58 (4.31%)
186 (13.81%)
433 (32.15%)
123 (9.13%)

93 (6.90%)
376 (27.91%)

78 (5.79%)

Q25. Whether agrees that can influence decisions affecting
local area

21 (1.56%)
258 (19.15%)

408 (30.29%)

277 (20.56%)

316 (23.46%)
67 (4.97%)

Q26. Whether would like to be more involved in decisions

made by council

190 (14.11%)
192 (14.25%)
687 (51.00%)
219 (16.26%)
59 (4.38%)
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Q27. Extent to which each statement applies to local council

111 (8.24%)

120 (8.91%)

185 (13.73%)

94 (6.98%)

81 (6.01%)

109 (8.09%)
115 (8.54%)
69 (5.12%)
75 (5.57%)

170 (12.62%)

543 (40.31%)

449 (33.33%)

510 (37.86%)

432 (32.07%)

336 (24.94%)

387 (28.73%)

383 (28.43%)

369 (27.39%)

375 (27.84%)

405 (30.07%)

22

291
(21.60%)

315
(23.39%)

253
(18.78%)
260
(19.30%)

338
(25.09%)
189
(14.03%)

236
(17.52%)

337
(25.02%)

325
(24.13%)

139
(10.32%)

161 (11.95%)

174 (12.92%)

169 (12.55%)

184 (13.66%)

225 (16.70%)

167 (12.40%)
245 (18.19%)

207 (15.37%)

233 (17.30%)

158 (11.73%)

141
(10.47%)

185
(13.73%)

125 (9.28%)
271
(20.12%)

252
(18.71%)
367
(27.25%)

234
(17.37%)

243
(18.04%)

227
(16.85%)

363
(26.95%)

100
(7.42%)

104
(7.72%)

105
(7.80%)
106
(7.87%)

115
(8.54%)
128
(9.50%)

134
(9.95%)

122
(9.06%)

112
(8.31%)

112
(8.31%)



Q28. Whether the way the authority runs things has got
better or worse in the last 3 years

196 (14.55%)
622 (46.18%)
216 (16.04%)

228 (16.93%)
85 (6.31%)

Q29. Sex of respondent

511 (37.94%)
769 (57.09%)
67 (4.97%)

Q30. Free text Responses — see separate document

Q31. How long at current accommodation
70 (5.20%)
92 (6.83%)
131 (9.73%)
186 (13.81%)
254 (18.86%)
476 (35.34%)

84 (6.24%)

54 (4.01%)

Q32. How long in area
31 (2.30%)
45 (3.34%)
92 (6.83%)
104 (7.72%)

190 (14.11%)

669 (49.67%)

11 (0.82%)
205 (15.22%)
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Q33. Home ownershi

Q34. Number of adults 18+

Q35. Employment

521 (38.68%)
413 (30.66%)
97 (7.20%)

31 (2.30%)

63 (4.68%)
18 (1.34%)
204 (15.14%)

299 (22.20%)
648 (48.11%)
91 (6.76%)
68 (5.05%)
6 (0.45%)
13 (0.97%)
222 (16.48%)

317 (23.53%)
106 (7.87%)
64 (4.75%)

3 (0.22%)
10 (0.74%)
14 (1.04%)

32 (2.38%)
343 (25.46%)
70 (5.20%)
186 (13.81%)
202 (15.00%)
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Q36. lliness

Q37. Limit activities

Q38. Ethnic Grou

311 (23.09%)
836 (62.06%)

200 (14.85%)

236 (17.52%)
75 (5.57%)
1036 (76.91%)

990 (73.50%)
10 (0.74%)
31 (2.30%)

3 (0.22%)

4 (0.30%)
13 (0.97%)
8 (0.59%)
8 (0.59%)

2 (0.15%)

6 (0.45%)
1 (0.07%)
44 (3.27%)
0 (0.00%)
1 (0.07%)
7 (0.52%)
36 (2.67%)
183 (13.59%)
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