User Satisfaction Survey

Introduction

1. On 25th May, a report was presented to the Cabinet Briefing detailing Salford’s results arising from the recent BVPI user satisfaction survey. At the meeting, it was indicated that comparative data of the performance of the other AGMA authorities was awaited, following the receipt of which a further report would be submitted to the Cabinet Briefing.

2. This report details the additional comparative information and also the key points arising from a report produced by the Office of the Deputy Prime Minister which contains the ‘topline results’ nationally.

Background

3. As background, Cabinet Briefing is reminded that, in order to meet the requirements of the Best Value performance indicators legislation, authorities are required, every 3 years, to undertake a survey of residents in order to determine satisfaction levels in respect of a number of service areas.

4. The previous survey was undertaken by a company called KWEST in 2000. For the 2003 survey, MORI were contracted to undertake the survey on behalf of the AGMA consortium (Bolton, Bury, Manchester, Oldham, Rochdale, Salford, Stockport, Tameside, Trafford, Wigan, Blackpool, Blackburn with Darwen and Warrington. The GMPA, GMFS and GMPTA also collaborated in the project).

5. The Government are very specific in respect of when the survey has to be undertaken, the methodology for undertaking the survey and the questions to be asked in the survey. A template questionnaire was provided to all authorities with the stipulation that the only amendment which could be made to the document was the addition of further questions specific to the authority itself. Authorities were not permitted to amend the wording or the order of the questions.The questionnaire is attached as Appendix 1 to this report.

6. A postal survey was undertaken of a sample of residents in the authority area. The sample was drawn from the Postal Address File (PAF) which is a database of non-business addresses held by the Post Office. Salford received 1,345 responses in comparison to 966 in 2000.

7. One important point to note is that the results of the 2000 survey were not weighted (weighting is the process by which the data is adjusted to better reflect the known population profile) whereas  the 2003 results are weighted. This means that, although we can use the 2000 data for information purposes, they are not directly comparable with the 2003 survey results. (although MORI are of the opinion that the weighting of the 2003 data has made little difference to the results). The data has been weighted by the ODPM to be representative of the Salford area in terms of age, gender, ethnicity and geographical spread.

COMPARATIVE RESULTS

Response rates

8. The ODPM specified that authorities should obtain 1,100 questionnaires returned. The response rates for authorities is as follows;-
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Priorities for a good place to live
9. The top 5 priorities for a good place to live are as follows:-

	Salford
	AGMA

	Low level of crime (87%)
	Low level of crime (83%)

	Clean streets (60%)
	Clean Streets (56%)

	Health Services (40%)
	Health services (44%)

	Affordable, decent Housing (37%)
	Affordable, decent housing (38%)

	Public Transport (37%)
	Education provision (35%)


Which things most need improving?
10. The top 5 things which most need improving are as follows:-

	Salford
	AGMA

	Level of crime (72%)
	Level of crime (62%)

	Road and pavement repairs (46%)
	Road and pavement repairs 

(45%)

	Clean streets (41%)
	Clean streets (43%)

	Activities for teenagers (40%)
	Activities for teenagers (40%)

	Public transport/ level of traffic congestion (30%)
	Low level of traffic congestion (39%)




Changes over the last 3 years
11. The top 5 issues which have improved over the last 3 years are as follows;-

	Salford
	AGMA

	Clean streets
	Access to nature

	Cultural facilities
	Education provision

	Shopping facilities
	Shopping facilities

	Sport & leisure facilities
	Sports & leisure facilities

	Education provision
	Cultural facilities


12. The top 5 issues which have deteriorated over the last 3 years are as follows:-

	Salford
	AGMA

	Level of traffic congestion
	Level of traffic congestion

	Level of crime
	Level of crime

	Activities for teenagers
	Wage levels and cost of living

	Road & pavement repairs
	Activities for teenagers

	Wage levels and cost of living
	Level of pollution


Overall satisfaction (BVPI 3)

13. Salford is one of only 2 authorities in the AGMA consortium (Manchester being the other authority) which have seen an increase in their satisfaction rate:-
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14. At the national level, overall satisfaction with the authority has fallen from 65% in 2000 to 55% in 2003.In the North West, overall satisfaction has fallen from 64% in 2000 to 53% in 2003 and for Metropolitan Authorities, satisfaction has fallen from 62% in 2000 to 54% in 2003.

Who is the most satisfied with Council performance?

15. Overall, those respondents in the AGMA consortium who are most satisfied with the general performance of their Council are:-

( Respondents aged over 65

( White respondents

( Council tenants

16. However, a major determinant to satisfaction is that of feeling informed of what the Council does. The following table compares the satisfaction levels of those respondents in Salford, AGMA and nationally who feel that they have been kept very/fairly well informed:-

	
	Salford
	AGMA
	Nationally

	Very/fairly satisfied & kept well informed
	69%
	72%
	89%

	Very/fairly dissatisfied & kept well informed
	19%
	20%
	3%


17. The above table indicates that those respondents who feel that they are kept very/fairly well informed by the Council are more likely to feel very/fairly satisfied with the Council’s overall performance.

18. The following table provides AGMA consortium performance as to residents who feel that they are kept very/fairly well informed:-
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Has Council performance improved or got worse over the past 3 years?

19. When asked to consider the overall performance of their Council now with what they thought 3 years ago, 26% of respondents in AGMA felt that performance had deteriorated and 19% felt that it had improved. 54% of respondents felt that performance had stayed the same. 

When looking at the net change ( % improved - % deteriorated ), authority performance is as follows:-
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Who is most likely to feel that Council performance has improved?

20. Overall, those respondents in the AGMA consortium who are more likely to think that their Councils performance has improved are:-

( Younger respondents under 25 (24%)

( BME respondents (23%)

( Council tenants (27%)

21. Those respondents who are most likely to think that performance has deteriorated are:-

( Owner occupiers (27%)

Are there links between satisfaction levels and experiences of using services?

22. MORI have undertaken some analysis of the AGMA consortium data to establish whether there is any correlation between overall satisfaction with Council performance and attitudes to individual services. This analysis has shown that the more satisfied respondents are with Housing and Environmental Services, then the more likely they are to be satisfied with the Council overall.

23. The most frequent users of Housing Services are Council tenants (65% have used the service in the past 12 months) whereas the most frequent users of Environmental Services are owner-occupiers (34% have used the service in the past 12 months). This perhaps highlights the need to appreciate what and how Councils are telling their residents with regard to whether they are owner occupiers ot tenants.

Complaints handling (BVPI 4)

24. Nationally, 33% of complainants are satisfied with the handling of their complaints. At the AGMA consortium level, performance is as follows:-
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25. In Salford, 52% of complainants in the Ordsall & Langworthy SDA are satisfied with the way in which their complaints were handled

SATISFACTION WITH INDIVIDUAL SERVICES

Cleanliness standards (BVPI 89)

26. Nationally, 60% (decline of 3% compared with 2000) of respondents are satisfied with cleanliness standards in their area. At the AGMA consortium level, authority performance is as follows;-
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27. Salford’s figure of 50% in 2003  is an improvement on the 32% achieved in 2000

28. In Salford, 62% of respondents in the  Worsley & Boothstown SDA are satisfied with the cleanliness of their area.

Household waste collection (BVPI 90a)

28. Nationally, 84% (decline of 2% compared with 2000) of respondents are satisfied with the collection of household waste. At the AGMA consortium level, authority performance is as follows:-
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29. Salford’s figure of 89% in 2003 is an improvement on the 78% achieved in 2000.

30. In Salford, 96% of respondents in the Worsley and Boothstown SDA and 71% in the Broughton & Blackfriars SDA are satisfied with the collection of household waste.

Recycling (BVPI 90b)

31. Nationally, 68% ( an improvement of 2% compared with 2000) of respondents are satisfied with recycling provision. At the AGMA level, authority performance is as follows:-
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32. Salford’s figure of 66% in 2003 is an improvement on the 55% achieved in 2000.

33. In Salford, 81% of respondents in the Worsley & Boothstown SDA, and 78% in the Irlam & Cadishead SDA are satisfied with recycling provision.

Sport & leisure facilities and events (BVPI 119a)

34. Nationally, 54% ( an improvement of 1% compared with 2000)of respondents are satisfied with sports & Leisure facilities. At the AGMA level, authority performance is as follows:-
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35. Salford’s figure of 53% in 2003 is an improvement on the 35% achieved in 2000.

36. In Salford, 44% of respondents in the  Kersal, Pendleton & Charlestown SDA and 42% in the Broughton & Blackfriars SDA are satisfied with Sport & Leisure facilities.

Libraries (BVPI 119b)

37. Nationally, 67% (an decline of 3% compared with 2000) of respondents are satisfied with libraries. At the AGMA level, authority performance is as follows:-
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38. Salford’s figure of 69% in 2003 is a deterioration from the 73% achieved in 2000.

39. In Salford, 47% of respondents in the  Broughton & Blackfriars SDA are satisfied with libraries.

Museums & galleries (BVPI 119c)

40. Nationally, 42% (a decline of 7% compared with 2000) of respondents are satisfied with Museums & galleries. At the AGMA level, authority performance is as follows:-
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41. Salford’s figure of 57% is an improvement on the figure of 355 achieved in 2000.

42. In Salford, 75% of respondents in the  Ordsall & Langworthy SDA are satisfied with Museums & galleries.

Parks & Open Spaces (BVPI 119e)

43. Nationally, 75% (an improvement of 8%) of respondents are satisfied with Parks & Open Spaces. At the AGMA level,  authority performance is as follows:-
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44. Salford’s figure of 63% in 2003  is an improvement on the figure of 53% achieved in 2000.

45. In Salford, 48% of respondents in the  Broughton & Blackfriars SDA are satisfied with Parks & Open Spaces.

Conclusions

· Satisfaction is linked to keeping the public informed- the more informed people feel, the more satisfied they are with their Council.

· Across AGMA, 18% of respondents indicated that they had not used any of the service dealt with in the survey in the last 12 months. There is therefore a lack of knowledge as to the services Councils provide.

· Across AGMA, the 4 top Councils ( in terms of overall satisfaction and including Salford) have seen improved satisfaction in respect of ‘visible’ services eg: parks & open spaces, sport & leisure facilities and street cleanliness.

· Older People and Council tenants tend to be more satisfied with their Council. ( Salford has a high proportion of Council tenants when compared with other authorities).

· Owner occupiers tend to be less satisfied with their Council.

· Respondents who are satisfied with Housing and Environmental Services tend to be more satisfied overall with their Council.

· A ‘key driver’ of satisfaction is what Councils are perceived to be doing in their area and not necessarily what they do. ie: what has been the impact of the Commonwealth Games and of the Lowry Centre on residents’ perceptions?

What should we do next?

· How can we use the data from the survey to improve service delivery and satisfaction rates?

· How can the information be conveyed to our partners?

· How can we use the data to benchmark with other authorities?

MORI have provided each authority with a 460 page report providing the raw data for every question asked within the survey. This data can be broken down by SDA, gender, Ethnicity, economic status etc. so there is much analysis which can be undertaken as required within Directorates to aid service planning and delivery.

A breakdown of the results of the survey for each SDA is currently being undertaken and this will be provided to the relevant elected members and officers.

As Salford’s results can be broken down by SDA, the data for the other AGMA authorities can be broken down into smaller areas. By doing this, we can identify the best and the worst performing small areas in AGMA ie: in respect of Sports & Leisure provision, Rusholme in Manchester is the best performing area at 72% whereas Broughton & Blackfriars is one of the poorest performers at 42%. Why is this and can we benchmark with the relevant officers at Manchester to ascertain why Rusholme is a top performer in this service area?

SATISFACTION v INFORMATION PROVISION                         APPENDIX 1

	Ranking by satisfaction (BVPI 3)
	%
	Ranking by how well informed
	%

	Manchester
	58
	Stockport
	55

	Stockport
	55
	Manchester
	54

	Warrington
	54
	Bolton
	53

	Salford
	52
	Salford
	51

	Tameside
	52
	Warrington
	49

	Trafford
	52
	Tameside
	49

	Bolton
	51
	Blackpool
	48

	Bury
	49
	Blackburn with Darwen
	46

	Wigan
	49
	Trafford
	45

	Blackburn with darwen
	45
	Wigan
	42

	Blackpool
	44
	Bury
	38

	Rochdale
	40
	Rochdale
	37

	Oldham
	31
	Oldham
	33


* Of the top 5 Councils in respect of overall satisfaction, 4 (including Salford) are in the top 5 of residents who feel that they are kept well informed.

SDA  BREAKDOWN OF USER SATISFACTION DATA                                                                APPENDIX 2

	
	Overall council performance
	Worsley & Boothstown
	Swinton
	Ordsall & langworthy
	Broughton & Blackfriars
	Kersal, Pendleton & Charlestown
	Walkden & Little Hulton
	Claremont, Weaste & Seedley
	Irlam & Cadishead
	Eccles

	Overall satisfaction
	52%
	59%
	56%
	55%
	53%
	53%
	53%
	48%
	47%
	46%

	Information provision
	50%
	55%
	52%
	56%
	56%
	43%
	52%
	45%
	52%
	51%

	Complaints handling
	32%
	35%
	49%
	52%
	25%
	26%
	19%
	29%
	45%
	27%

	Cleanliness standards
	50%
	62%
	51%
	59%
	42%
	56%
	52%
	42%
	53%
	43%

	Household waste collection
	89%
	96%
	94%
	90%
	71%
	86%
	94%
	84%
	95%
	86%

	Recycling
	66%
	81%
	66%
	56%
	47%
	54%
	76%
	71%
	78%
	65%

	Sports & leisure facilities
	53%
	46%
	56%
	52%
	42%
	44%
	56%
	50%
	60%
	61%

	Libraries
	69%
	75%
	72%
	62%
	47%
	71%
	70%
	66%
	78%
	73%

	Museums & galleries
	57%
	69%
	56%
	75%
	55%
	58%
	51%
	61%
	46%
	57%

	Parks & open spaces
	63%
	74%
	59%
	71%
	48%
	69%
	62%
	61%
	77%
	58%



Highest figure


Lowest figure
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