
Report to: Cabinet, 15th September 2015

Report of: Cabinet Member for Resources

Subject: VIEWPOINT SURVEY – SPRING 2015

1. Decision Required

1.1 Cabinet are asked to note the results from the Viewpoint Survey conducted in May - 
June 2015 as set out in the attached report which was considered at Performance 
Management & Budget Scrutiny Committee on 8th September 2015.

2. Background

2.1 The Worcestershire Viewpoint is a customer perception survey conducted across the 
County in partnership with Worcestershire County Council, the District Councils, NHS 
Worcestershire and Hereford and Worcester Fire and Rescue Service. The survey is 
delivered by the Research & Intelligence (R&I) Unit from Worcestershire County Council. 

2.2 The latest survey was conducted between 18 May and 12 June 2015 and included 
tracking questions covering satisfaction with the local area, local services and the 
Council. Several questions are derived from the Place Survey conducted in 2008/09 and 
allow us to examine trends over time. The survey was conducted via a postal and online 
self-completion approach.

2.3 A total of 746 questionnaires were sent out (post or email) were distributed to panel 
members. 411 valid responses were received from panel members representing a 
response rate of 56%. An additional 105 responses were received from new joiners to 
the panel to make a total of 516. This is a slight decrease in the number of responses 
from 549 in 2014 although the response rate is higher due to a smaller mail out (29% in 
2014).

2.4 Topline results for Worcester City Council have been provided and summarised in this 
report with full details shown in Appendix 1 of the attached report. A full Worcestershire 
Viewpoint report will be produced by the County Council and published on their website.

3. Comment on results

3.1 This year’s survey shows that in terms of the long term trend the direction of travel is 
generally positive. Compared to last year respondents are more satisfied with a number 
of services; such as waste collection and doorstep recycling. However where there is a 
downward trend identified; Portfolio holders will work closely with officers to produce 
action plans.

3.2 It should be noted that several services experienced a decrease in satisfaction, however 
notably these services were those with very low usage levels. Services with high usage 
levels recorded higher satisfaction. Respondents provided a satisfaction rate even if they 
had not used the service therefore this view may be based on perception rather than 
reality.



3.3 It should also be noted that low satisfaction rates were generally focussed on those 
services which have a regulatory/ legislative element e.g. Worcester Regulatory Services 
and Planning and Building Control. These services are often required to take action or 
decisions which may be unpopular with individuals, and so may contribute to lower 
levels of satisfaction.

  
4. Equalities, Financial, Health and Safety, HR, Legal, Policy, and Risk 

Management Implications

4.1 See PMBS report attached.

5. Comments of Service Manager Strategy and Transformation

5.1 See PMBS report attached.

6. THE CABINET MEMBER FOR RESOURCES, COUNCILLOR CHRIS MITCHELL 
RECOMMENDS:

6.1 That the Cabinet note the results from the Viewpoint Survey conducted in May 
- June 2015.

Ward(s): All Wards
Contact Officer: Jo Payne, Policy & Performance Officer

Tel: 01905 722407, joanna.payne@worcester.gov.uk 
Background Papers: None
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