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Report of:
Strategic & Performance Services

Report reference:
SP39/04

Summary:

Since 2000, all councils, under the guidance of ODPM, have been required to undertake statutory Best Value Surveys every 3 years.  The aim of the surveys is to assess public satisfaction with local government services.  The Audit Commission collates and compares the results of all councils to get a national picture of how well local government is performing.  

This report compares the results of the two Carlisle City Council General User Satisfaction Surveys (2000/01 & 2003/04) then compares Carlisle’s satisfaction results with national council averages.  The report includes an overall satisfaction indicator from the Best Value Planning Survey (2003/04) and Best Value Benefits Survey (2003/04), statutory surveys that are carried out in addition to the General User Satisfaction Survey every 3 years.

Recommendations:

That the report is considered for information on how satisfied the general public is with the way the council is performing and how opinion has changed over the last 3 years.

Contact Officer:
Lynne Wild
Ext:
7014

1.
BACKGROUND INFORMATION AND OPTIONS

See attached report.

2.
CONSULTATION

2.1 Consultation to Date.

Report is based on customer consultation.  Circulated to CMT for information and for comments.

3.
STAFFING/RESOURCES COMMENTS

No staffing/resources issues.

4.
HEAD OF FINANCE’S COMMENTS

No financial implications.

5.
LEGAL COMMENTS

No legal implications.

6.
CORPORATE COMMENTS

It would be advisable for the Executive and Business Units to take the feedback into account when planning and delivering services.

7. RISK MANAGEMENT ASSESSMENT

NA

8. EQUALITY ISSUES

NA

9. ENVIRONMENTAL IMPLICATIONS

NA

10. CRIME AND DISORDER IMPLICATIONS

NA
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COMPARISON OF RESULTS FROM THE BEST VALUE GENERAL USER SATISFACTION SURVEYS 2000-04

SEPTEMBER 2004

Strategic & Performance Services

Policy & Performance Team

Lynne Wild

COMPARISON OF BEST VALUE GENERAL USER SATISFACTION SURVEY RESULTS 2000/01 – 2003/04

Introduction:

Every 3 years Carlisle City Council is required to carry out 3 statutory satisfaction surveys, in accordance with ODPM guidance.  A Best Value General User Satisfaction Survey (BVGUSS), a Planning Survey and a Benefits Survey. This report compares the results of these surveys to look for trends across the authority. Results from these surveys help to provide some of the council’s performance indicator information. Results are also compared with national statistics (Best Value User Satisfaction Surveys 2003/04.  General Survey Initial Topline report, June 2004.  ODPM). The BVGUSS must be representative of the Carlisle population to a + or – 3% Confidence Interval (CI). The CI should always be taken into consideration when looking at the results, especially if change is small.  If the percentage change between both surveys is less than + or – 6% it shows there has been no significant change over the last 3 years.  

The focus of this report is to compare the results of the 2 BVGUS surveys. Information on the specific methodologies used is available upon request.

KEY FINDINGS

Summary of national satisfaction indicators:

· Decline in overall satisfaction with councils over the past 3 years from 65% to 55%.  Decline is most apparent within District Councils (-12%).  

· Decline in satisfaction with complaint handling, by 7% to 33%.   

· Decline in satisfaction with museums and galleries by 7% to 42%

· Likewise, there is a decline in satisfaction with theatres and concert halls by 5% to 47%.  

· Satisfaction has remained constant with environmental indicators; in 2003/04 84% were satisfied with household waste collection and 68% were satisfied with waste recycling facilities. 

· Similarly, overall satisfaction with sport and leisure has remained constant at 54%. 

· There has been a significant increase in the national average of satisfaction with parks and open spaces, by 8% to 71%.

Summary of Carlisle City Council’s satisfaction indicators:

· Overall satisfaction with the way the Council runs things has remained constant at 61.5%. This compares well with the national average of 55%.

· Likewise, satisfaction with complaint handling has stayed constant at 40%.  This is 7% above the national average.  

· No significant change in satisfaction with the provision of local recycling facilities at 70% for 2003/04. 

· No significant change in satisfaction with theatres and concert halls at 49%.  Similar to national average of 47%.

· Overall there is a slight decrease in satisfaction with cultural and recreational services, 52% down from 59% in 2000/01.  

· Satisfaction with keeping the land clear of litter and refuse is 68%, 8% above the national average of 60%. 

· Similarly, satisfaction levels with the waste collection service remain higher than the national average (84%) at 91%.  

· Satisfaction with sports and leisure facilities is 9% higher than the national average at 63%

· At 64%, satisfaction with museums and galleries is considerably higher than the national average of 42%. 

· Dramatic rise in satisfaction with parks and open spaces over the past 3 years, from 68% to 82%.  This is also 11% higher than the national average.

· Best Value Planning Survey - Satisfaction with the processing of planning applications regardless of the outcome remains high at 91%, up from 88% in 2000/01

· Best Value Benefits Survey – There has been a significant increase in satisfaction overall with the service claimants receive at their local benefits office.  In 2000/01 the figure was 59% rising to 73% in 2003/04 

Corporate Health Indicators

At a national level, overall satisfaction with “the way the authority runs things” has declined from 65% in 2000/01 to 55% in 2003/04.  For district councils, satisfaction has dropped by 12% from 68% to 56%.  For Carlisle City Council overall satisfaction has remained the same.  In 2000/01 61% were satisfied and in 2003/04 61.5% were satisfied, 10.5% were dissatisfied and 28% were neither satisfied nor dissatisfied with the way Carlisle City Council runs things.

“Thinking about how the authority runs things, do you think this has got better, worse or stayed the same over the last 3 years?”

Nationally, 27% think their council has got better, 65% think it has stayed the same and 8% think it has got worse over the last 3 years.  In Carlisle, over half the respondents (57%) think things have remained the same since 3 years ago, 16% think things have got better and 14% think things have got worse.  Although our percentage of residents that think things have got better is far lower than the national average, it is difficult to directly compare as we are already 6.5% above the national average in how residents think we run things.

“Have you contacted Carlisle City Council with a complaint(s) over the last 12 months?”

21% (289) had contacted the council with a complaint in 2000/01. In 2003/04 this figure had reduced to 16% (177).

The national average for satisfaction with complaints handling has declined by 7% from 40% in 2000/01 to 33% in 2003/04.  The region that has declined the most over 3 years is the North West, by 12%.  In Carlisle, there has not been a significant difference in satisfaction with complaint handling, with 42% satisfied in 2000/01 compared to 40% in 2003/04. 50% were dissatisfied and 10% were neither satisfied nor dissatisfied.

Environment and Waste Indicators

“How satisfied or dissatisfied are you that Carlisle City Council has fulfilled its duty to keep this land clear of litter and refuse?”

Satisfaction levels for councils keeping the land clear of litter and refuse has declined nationally by 3% to 60% in 2003/04.  For district councils the average declined from 67% in 2000/01 to 63% in 2003/04.  Carlisle is higher than average with 68% being satisfied in 2003/04.  In 2000/01 73% were satisfied, but the decrease is not statistically significant.

“Thinking now about household waste collection, please indicate whether you are satisfied or dissatisfied with each of the following elements of the service which Carlisle City Council provides…”

Overall, the national average of satisfaction with the waste collection service has declined by 2%, from 86% in 2000/01 to 84% in 2003/04.  Similar figures reflect the district council average, 88% to 86% in 2003/04.  Carlisle City Council’s satisfaction levels remain higher than average and unchanged over the past 3 years at 91%.  

National satisfaction levels with the provision of local recycling facilities has risen slightly from 66% in 2000/01 to 68% in 2003/04.  Satisfaction also rose by 2% amongst District Councils from 69% to 71%.  Carlisle’s satisfaction levels show no significant change at 70% for 2003/04.

Table 1 shows there has been no significant change in the percentages of Carlisle District residents that are very or fairly satisfied with the issues listed regarding waste collection and recycling:

Table 1

Issue
2000/01
2003/04

The receptacle provided for your household waste
55%
55%

Place you are required to leave your waste for collection
84%
85%

The reliability of the waste collection
96%
96%

Level of street cleanliness/tidiness following waste collection
81%
81%

The collection of bulky household waste
71%
73%

The waste collection service overall
91%
91%

The accessibility of recycling facilities
72%
71%

Range of recyclables you can deposit at recycling facilities
74%
75%

The cleanliness and servicing of the site
64%
68%

The provision of recycling facilities overall
72%
70%

“How satisfied or dissatisfied are you overall with Carlisle City Council’s Environmental services?

There is no change in satisfaction overall with Carlisle City Council’s Environmental services.  In 2000/01 59% were satisfied and in 2003/04 60% were satisfied.  6% were dissatisfied and 34% were neither satisfied nor dissatisfied.

Cultural and Recreational Service Indicators

The national average for satisfaction with sports and leisure facilities has stayed constant over the past 3 years at 54%.  Overall, District Councils show a slight increase in satisfaction with 52% being satisfied in 2000/01 to 55% in 2003/04.  The average for the North West region is 57%.  In Carlisle, satisfaction with sports and leisure facilities is 9% higher than the national average with 63% satisfied.

Satisfaction with museums and galleries has dropped nationally from 49% in 2000/01 to 42% in 2003/04.  In has declined by 7% in District Councils.  The region to decline the most is the North East, satisfaction has dropped by 10% in 3 years.  For Carlisle, satisfaction is considerably higher than the national average, with 64% being satisfied, a rise of 3% since 2000/01 when the figure was 61%.

Nationally, satisfaction with theatres and concert halls has declined by 5% over the last 3 years, from 52% to 47%.  For District Councils satisfaction nationally has declined by 4%.  Carlisle has declined, not significantly, from 52% to 49% over the last 3 years.

Satisfaction with parks and open spaces has risen nationally by 8% from 63% in 2000/01 to 71% in 2003/04.  For District Councils the average has risen by 10% in the last 3 years from 62% to 72%.  In Carlisle, satisfaction has risen significantly by 14%, from 68% to 82%.  This is also 11% higher than the national average.

Table 2 shows that for most of the facilities listed there have been no significant change in satisfaction by Carlisle City Council residents over the last 3 years.  However there is a significant increase in satisfaction with ‘parks/open spaces/play areas and other community recreation facilities and activities’.  

Table 2

Variable
2000/01
2003/04

Sports/leisure facilities
60%
63%

Museums/galleries
61%
64%

Theatres/concert halls
52%
49%

Parks/open spaces/play areas and other community recreation facilities and activities
68%
82%

“How satisfied or dissatisfied are you overall with Carlisle City Council’s Cultural and recreational services?

Overall, 59% were satisfied with Cultural and recreational services in 2000/01, compared to 52% in 2003/04.  This shows a slight decrease.  5% were dissatisfied and 43% were neither satisfied nor dissatisfied.

“How satisfied or dissatisfied are you overall with Carlisle City Council’s Planning  services?

In the 2000/01 BVGUSS 45% were satisfied overall with Carlisle City Council’s Planning services.  In the 2003/04 BVGUSS 38% were satisfied overall with Carlisle City Council’s Planning services.  7% were dissatisfied and 55% were neither satisfied nor dissatisfied (it is possible that most of the people choosing ‘neither satisfied nor dissatisfied have not used planning services).  

BEST VALUE PLANNING SURVEY

Every 3 years, we are required to conduct a statutory survey with a percentage of people that have submitted planning applications and have received a decision letter.  In 2000/01 88% were satisfied with the service provided when processing their application, regardless of the outcome of the application.  In 2003/04 the figure was 91%.

BEST VALUE BENEFITS SURVEY

The third survey we are required to do is one with a percentage of housing and council tax benefit claimants.  In 2000/01 59% were satisfied overall with the service they receive at their local benefits office, in 2003/04 this increased significantly to 73%.
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