
 

 Report to: Performance Management and Budget Scrutiny Committee, 12th 
September 2016

Report of: Corporate Director - Commissioning and Delivery

Subject: VIEWPOINT SURVEY – SPRING 2016

1. Recommendation

1.1 That the Committee to consider an overview of results from the Viewpoint 
Survey conducted in May - June 2016; and

1.2 For the Committee to consider the results as part of the wider package of 
performance information. 

2. Background

2.1 Worcestershire Viewpoint is the Citizens' Panel partnership between Worcestershire 
County Council, Worcester City Council, Malvern Hills, Wychavon and Wyre Forest 
District Councils and the three NHS Clinical Commissioning Groups in Worcestershire. 
Any Worcestershire resident aged 18 or over can join the panel.

2.2 A Worcestershire Viewpoint Survey is undertaken annually and is delivered by 
Worcestershire County Council. The survey is sent to panel members and promoted 
more widely through local and social media.

2.3 The latest survey was conducted between 16th May and 10th June 2016 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. 

2.4 For Worcester City, a total of 897 questionnaires were mailed out to panel members, 
165 via post and 732 via email. One reminder was sent to panel residents who did 
not respond. 

2.5 432 valid responses were received from Worcester City panel members representing 
a response rate of 50%. An additional 35 responses were received from new joiners 
to the panel to make a total of 467. This is a decrease in both the overall number of 
responses and the panel response rate from 2016 (516 and 56% respectively).

2.6 The responses to the Viewpoint Survey came from a sample of residents and 
therefore the results are subject to sampling tolerances. Hence, not all the 
differences between results are statistically significant.

 



2.7 The confidence interval for Worcester City data is typically +/- 4-6 % at a 95% 
confidence level. However, this varies for each question depending on the number of 
responses and so the confidence interval for some questions may be as high as +/-
10-11%. Confidence interval for satisfaction questions are stated in Tables 1 and 4. 

2.8 The base number of responses to the question on satisfaction with waste collection 
and doorstep recycling is lower than in previous surveys as it only includes the online 
responses. Therefore caution should be taken regarding trend comparisons.

2.9 Whilst the survey provides a broad indication of the perception of our residents and 
trends over time, it is acknowledged that there are some issues with the data 
provided: 

 The sample size and confidence intervals make the results less reliable and so 
these should be treated with caution particularly with regards to the significance 
of trend information. 

 There are also concerns that the respondents to the survey are not 
representative of the Worcester City population in terms of the demographic 
make-up. The response sample was over-represented by people who were over 
55, male and who belong to a white ethnicity group. Data is weighted to 
household composition, age, gender and ethnicity.

2.10 The City Council will be reviewing the survey process and methodology with our 
Viewpoint partners to consider how these issues can be addressed or to identify 
alternative consultation options which can provide a more reliable perception data 
set. 

2.11 Due to the recognised limitations of the Viewpoint data it will not be used in isolation 
but alongside other data sources including performance information, other 
consultations and further customer insight activities to provide a better validated 
view of resident perception to help inform future service planning and decision 
making. 

2.12 It should also be noted that the results are based on perception so may be 
influenced by factors outside of the Council’s control including national and local 
media coverage and the activities of other organisations.

2.13 Topline results for Worcester City Council have been provided and summarised in 
this report with full details shown in Appendix 1. A full Worcestershire Viewpoint 
report will be produced by the County Council to include questions about County 
Council and NHS functions and this will be published on their website. 

http://www.worcestershire.gov.uk/info/20044/research_and_feedback/361/worcestershire_viewpoint_citizens_panel


Top Line Results  

3 About Your Local Area and Public Services

ST DoT = short term direction of travel (compared to previous year)
LT DoT = long term direction of travel (compared to baseline)

Table 1. Perception of local public service

Question

2016 
Conf. 
Int. 

(+/-)

2016
(%)

2015
(%)

Base 
2008 
(%) 

ST 
DoT

LT 
DoT

Satisfaction with local area as a place to 
live 3.6% 81 80 84 1 -2

Overall, satisfaction with the way the City 
Council runs things 4.3% 67 65 45 2 20

Agree that the City Council provides value 
for money 4.7% 56 54 33 2 21

Feel you belong to your local area 4.5% 66 65 55 1 9

Please note that the below questions were previously regarding all local public services but 
amended in 2016 to apply to Worcester City Council particularly so direct comparison in 
results and Direction of Travel is not possible.
Local public services seek the views of local 
residents 4.9% 51 47 n/a n/a n/a

Agree that local public services promote the 
interests of local residents 5% 51 46 38 n/a n/a

Agree that local public services act on the 
concerns of local residents 4.5% 46 43 41 n/a n/a

3.1 It is positive to note both the long term and short term direction of travel for both 
the overall, satisfaction with the way the City Council runs things and respondents 
who agree that the City Council provides value for money.

3.2 Satisfaction with the local area as a place to live has decreased slightly in the long 
term direction of travel. It should be noted that responses to this question are 
influenced by a number of factors outside the control of the City Council. 

Table 2. Top 5 most important things in making somewhere a good place to live?
Year 1 2 3 4 5
2016 Health 

service 
(53%)

Level of 
crime 
(45%)

Education 
provision 

(39%)

Clean Streets

(37%)

Affordable decent 
housing
(35%)

2015 Health 
service 
(40%)

Level of 
crime
(38%)

Parks and open 
spaces
(36%)

Clean Streets

(33%)

=Education 
provision/affordable 

decent housing 
(31%)

2014 Level of 
crime
(53%)

Clean
Streets
(49%)

Health
Services
(42%)

Parks & open 
spaces
(34%)

Affordable decent 
housing
(33%)

3.3 The two most frequent responses to the above question have remained ‘Health 
Service’ and ‘Level of crime’ with both response rate for both increasing since 2015. 



3.4 ‘Education provision’ was considered the third most important issues with 39% of 
respondent. This is an increase from joint fifth most important in 2015 (31%).

Table 3. Top 5 things that need improving
Year 1 2 3 4 5
2016 The level of 

traffic 
congestion 

(57%)

Road and 
pavement 

repairs 
(45%)

Public 
transport 

(39%)

Affordable 
decent 
housing 
(24%)

= Health Services 
/Activities for 

Teenagers 
(23%)

2015 Level of traffic 
congestion 

(59%)

Road/ 
pavement 

repairs (42%)

Public 
Transport 

(33%)

Affordable 
Decent 

housing 25%)

= Health Services/ 
Activities for Teenagers 

(22%)
2014 Road/ 

pavement 
repairs (49%)

Level of traffic 
congestion 

(48%)

Public 
transport 
(26%)

Activities for 
teenagers 

(24%)

Job Prospects 

(22%)

3.5 The ‘Level of traffic congestion’ and ‘Road and pavement repairs’ remained the two 
most frequent responses for the things that respondents consider to most need 
improving. 

Figure 1. How often have you used the following public services in the last year?

3.6 Parks and open spaces was the most used service with 95% of respondents stating 
that they had used this service in the last year compared to 94% in 2015.

3.7 The most notable changes in reported usage of services by respondents were:
- Housing Support Services- increased from 7% in 2015 to 14.4% in 2016.
- Council Tax and Housing Benefit - increased from 24% in 2015 to 31% in 2016.
- Worcestershire Hub – decreased from 60% in 2015 to 55% in 2016.

3.8 The services with the lowest reported usage by respondents were housing support 
and planning and building control (14% and 18% respectively of respondents using 
the service at least once a year).



Table 4.Satisfaction with services
Key: 
All (sample) – satisfaction rate for all respondents to the question.
Users(sample) – satisfaction rate for respondents to the question who had stated that   
                               they have used the service in the last year.
Conf. Int. – confidence internal for the question.

Worcester City

Satisfaction with:

2016 
Conf. 
Int. 

(+/-)

Sample
2016 2015 Base 

2008
ST 
DoT

LT 
DoT

3.9% All 81% 81% 70%  0 11Parks and open spaces
3.9% Users 82% 82%  0
3.7% All 85% 84% 71%  1 14Waste collection*

4.6% All 76% 79% 72% -3  4Doorstep recycling*

5.2% All 61% 70% 53% -9  8Museums / galleries
5.7% Users 71% 83% -12
4.9% All 67% 69% 51% -2 16Theatres / entertainment 

venues 5% Users 72% 77% -5
5.9% All 49% 57% 54% 

(2013)
-8 -5Worcestershire Hub / Customer 

Access Points
6.7% Users 58% 65% -7
4.7% All 56% 61% 57% -5 -1Keeping public land clear of 

litter and refuse
5.2% All 52% 49% 51%  3  1Sport / leisure facilities and 

provision 6.3% Users 63% 60%  3
6.8% All 26% 22% 31% 

(2010)
 4 -5Housing support services

14% Users 58% 60% -2
6.4% All 43% 31% 24% 

(2010)
12 19Council Tax and Housing 

Benefits
8.6% Users 59% 45% 14
6.7% All 38% 37% 48% 

(2012)
 1 -10Worcestershire Regulatory 

Services
10.8% Users 61% 52%  9

6% All 24% 19% 30%
(2010)

 5 -6Planning and building control

10.8% Users 26% 31% -5
*Please note that base number of responses are lower for these question as this relates to 
online responses only so trend information should be treated with caution.

3.9 Reported satisfaction levels for all services were higher amongst the sample of 
respondents who had used those services in the last 12 months than it was for the 
whole survey sample which included respondents who had not used the service.

3.10 There greatest annual improvement in satisfaction was 12 percentage points for 
Council Tax and Housing Benefits with 43% satisfaction in 2016 compared to 31% in 
2015. A 14 percentage point increase was also shown for respondents who reported 
that they had used the service in the last year. This is a positive direction of travel in 
the context of increased reported usage as stated in 3.7 above.



3.11 Longer term improvements in satisfaction (compared to baseline data) are shown for 
theatres and entertainments venues (16 percentage points), waste collection (14 
percentage points) and parks and open spaces (11 percentage points).

3.12 The most notable drops in satisfaction compared to last year’s results were regarding 
museums and galleries (-9 percentage points for all respondents and -12 percentage 
points for users) and Worcestershire Hub (-8 percentage points for all respondents 
and -7 percentage points for users). Over the longer term, Worcestershire 
Regulatory Services showed a 10 percentage point drop in satisfaction compared to 
2012 baseline figures although satisfaction has increased for the service since the 
previous survey in 2015.

It is recognised that these services are undertaken on the Council’s behalf through 
shared services arrangements. The Council will be working with our partners to 
investigate possible causes for decreasing satisfaction levels and identify action to 
improve our customer experience of our services.

3.13 Although planning and building control and housing support services have the lowest 
satisfaction rates (24% and 26% respectively), both services have shown 
improvement compared to 2015 results. It should be noted that a relatively low 
percentage of respondents have used the service in the last year so the response 
sample is small. Satisfaction levels for respondents who had used housing and 
planning services in the last year were higher than the overall sample, especially for 
housing services (58%). 

3.14 It should be noted that the satisfaction survey questions measure the public’s 
general perception of service in the local area rather than actual performance. 
Therefore respondents’ perceptions may be influenced either positively or negatively 
by factors outside the Council’s control including media coverage and national or 
regional service issues.

4 Information and Local Decision-Making

Table 5. How well informed residents feel
Worcester City

How well informed residents feel about: 2016 2015 Base 
2008

ST 
DoT

LT 
DoT

How council tax is spent 65% 68% 56% -3  9
How you can get involved in local decision making 39% 34%  5
How well local public services are performing 33% 34% 42% -1 -9
Overall, the work of Worcester City Council 48% 48% 

Agree that they can influence decisions affecting 
their local area

35% 32% 26%  3  9

4.1 The percentage of respondents who overall felt informed about the work of 
Worcester City Council has been maintained at 48%. There has also been an 
increase in the percentage of respondents who feel informed about how to get 
involved in decision making.

4.2 Although there has been a decrease in the percentage of respondents who felt 
informed about how council tax is spent compared to results of the previous survey, 
over the longer term the direction of travel has been positive.



4.3 The percentage of respondents who feel informed about how well local public 
services are performing has decreased both in the long and short term although only 
by one percentage point since 2015. It should be noted that this question refer to 
local public services and not specifically Worcester City Council. The Council are 
currently reviewing performance reporting arrangement and will consider how this 
may be improved for residents.

4.4 There has been a positive increase both in the long and short term with regards to 
the percentage of respondents who did not feel that they could influence decisions 
affecting their local area. Of those who did not feel they could influence decisions, 
the most common reason given remains that respondents did not think that the 
input received from local residents is taken into account when local decisions are 
made (53%). 

Figure 2: If you don't feel that you can influence decisions in your local area, why is this?



5 Helping Out

Figure 3: Would you be prepared to volunteer some time to be involved in the following 
services?

5.1 Of those respondents who are currently involved in volunteering, the majority 
volunteer for ‘other’ services which may not be related to council activities.

5.2 Respondents stated that they would be most interested in getting involved in 
countryside and open space services (20%) and maintaining the local area (19%). 

6 Respect and Consideration

Table 7
Worcester City

Residents consider that: 2016 2015 Base 
2008

ST 
DoT

LT 
DoT

Local area is a place where people from different 
backgrounds get on well 

78% 84% 75% -6  3

There is a problem with people not treating each 
other with respect and consideration

23% 23% 28%   5

6.1 There has been a six percentage point decrease in respondents who consider that 
people from different backgrounds get on well together in their local area since 
2015, but the longer term trend is more positive with an increase of three 
percentage points.

6.2 The percentage of respondents who consider there to be a problem with people not 
treating one another with respect and consideration has been maintained at 23% in 
2015 but increased five percentage points since 2008.



7 Community Safety

Table 8
Worcester City

Residents feel safe in their local area when: 2016 2015 Base 
2008

ST 
DoT

LT 
DoT

Outside during the day 93% 93% 92%   1
Outside after dark 59% 68% 56% -9  3

7.1 The percentage of respondents who feel safe in their local area during the day has 
been maintained at 93% since 2015. There has been a decrease of -9 percentage 
points in residents feeling safe after dark compared to 2015, but this is an 
improvement from the 2008 baseline of 56%.

7.2 This response may have been influenced by a number of factors including media 
coverage of crime and anti-social behaviour.

Figure5. How big a problem are the following? (% responses for very or fairly big problem)

7.3 The perception of a number of elements of anti-social behaviour (ASB) appears to 
have worsened since 2015 including rubbish and litter, drug dealing and use, 
rowdiness or drunkenness and gangs hanging out on the street. 

7.4 One of the biggest perceived ASB problems for respondents remains rubbish and 
litter lying around. 34% of residents considered this a very or fairly big problem 
which is an increased from 32% in 2015. This view is in line with the previous 
question regarding satisfaction with services that keep public land clear of litter and 
refuse which has decreased from 61% in 2015 to 56% in 2016. 

7.5 The perception of drug dealing and use being a problem has increased from 26% in 
2015 to 34% in 2016.

7.6 The multi agency South Worcestershire Community Safety Partnership, now chaired 
by the Managing Director, continues to work to address priority areas and will use 
this data to prioritise resources.



8 About Yourself

8.1 This section provides a summary of the main demographic features of the residents 
who responded to the survey.

                Table 9
Male Female

Worcester City 
respondents

52% 48%
8.2 Gender: The Worcester City sample was 

slightly over-represented by males 
compared to the general population of 
the City (ONS Mid 2014 Population 
Estimates).

General Worcester 
City population 

49% 51%

          
8.3 Age: Relative to the city’s general population, residents aged over 55 years old were 

over-represented whereas those aged 18-54 were under-represented.

Figure 6- Age profile of respondents compared to general local population

 ONS Mid 2014 population 

8.4 Health: 75% of respondents defined their 
general health to be either very good or good. 
This compares to 82% from the general 
Worcester population (Census 2011).

                 

8.5 Employments or activity: The majority of 
respondents stated that the activity that best 
described what they were doing at the time of 
the survey was full time 
employment (50.3%), retired 
(20.6%) or part-time 
employment (9.2%). 

8.6 Disability: 43% of 
respondents consider that they 
have a long-standing health 
condition or disability. This 
compares to 16% from the 
general Worcester population 
(Census 2011).



8.7 Ethnicity: 99% of respondents considered themselves to be White 
English/Welsh/Scottish/Northern Irish/ British. This is compared to 93% of the 
general Worcester population (Census 2011).

9 Conclusions

9.1 Whilst the survey provides a broad indication of the perception of our residents and 
trends over time, the sample size and confidence intervals make the results less 
reliable and so these should be treated with caution particularly with regards to the 
significance of trend information. In addition, respondents to the survey are not 
representative of the wider Worcester City population in terms of demographic 
make-up. 

9.2 It is proposed that the Committee considers the results as part of the wider package 
of performance information.

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

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