
Report to: Policy and Resources Committee, 4th February 2020

Report of: Corporate Director, Finance and Resources

Subject: ANNUAL SURVEY 2019 RESULTS

1. Recommendation

1.1 That the Policy and Resources Committee notes the results from the Annual 
Survey 2019.

2. Background

2.1 The Local Government Finance Act 1992 requires the Council to consult on the 
budget and council tax precept for the forthcoming financial year, with a duty to 
consult with Local Businesses under Section 65 of the Act. Openness and 
transparency in decision-making is also promoted by the Local Government 
Transparency Code 2015.

2.2 In recent years, the Council has conducted an annual budget consultation in autumn.

2.3 This committee agreed proposals on 10 September 2019 for an Annual Survey to be 
undertaken which would incorporate the core questions from previous budget and 
resident perception surveys (priority of City Plan themes, spend on services and 
satisfaction with services) to enable tracking of trends, and the inclusion of 
additional questions based on current Council activities and developments. 

2.4 The Annual Survey was conducted between 30 September and 08 November 2019. 
The survey was available through both online and offline channels. Hard copies were 
made available at the Hive and the Guildhall.

2.5 The consultation was promoted through social media, the Council website and 
publications and local media. Additional advertising was purchased through Facebook 
and Worcester Observer.

2.7 Initial results from the 2019 survey were reported to this committee on 10 
December 2019.

2.8 It was also agreed by this committee to hold a small number of Discussion Group 
sessions at the end of the consultation period to enable a more in-depth review of 
issues raised in the main consultation. These were delayed due to the General 
Election but will be undertaken in March 2020 to inform future plans and surveys as 
well as to inform service development during 2020/21.

2.9 Results from the Annual Survey will be used to inform service planning and 
improvement activities.



3. Information

3.1 The number of responses to the Annual Survey 2019 was 1,090 responses including 
1,069 online and 21 paper responses. However, 68 respondents did not progress 
past initial questions regarding resident/business status and postcode. Therefore the 
number of responses received for most questions is lower. 

3.2 The response rate is also lower than for the 2018 Budget Consultation, when we 
received 1,154 online response and 22 paper responses, giving a total 1,176 of 
responses.

3.3 1,046 residents and 91 businesses undertook the survey. In some cases respondents 
were both residents and proprietors of local businesses.

3.4 Responses were received from all Wards across the City, as shown in Appendix 1, 
and are set out in detail in Appendix 2. The results are summarised in the following 
sections.

Satisfaction with services

3.5 Overall satisfaction with Worcester City Council has improved. 57.6% of respondents 
stated that they were satisfied with services overall, which is an increase from 
45.2% in 2018. The percentage stating that they were dissatisfied has fallen from 
20.2% to 13.4%.

3.6 This was reflected in improved satisfaction scores for most services. Levels of 
satisfaction with were highest for rubbish collection and recycling services (84.12%) 
and parks and play areas (78.76%).

3.7 There were reduced satisfaction levels for only three service areas: Trade Waste 
Collection, Sports and Leisure facilities and activities and Licensing. These are areas 
where there is significant planned activity in 2020/21.  

3.8 The most important City Plan theme for respondents remains ‘A Healthy and Active 
City’ (27.07%), which has been the case for each of the past two years. 

3.9 To understand preferences in more detail, respondents were asked which of the 
recent initiatives delivered or supported by the Council were the best received. The 
most ‘liked’ projects delivered by the Council were the planting of more wildflowers 
(84% - 835 responses) and ending the purchase and use of ‘single-use plastic’ 
products (82% - 821 responses). These support the Healthy and Active Theme but 
also the growing interest in ‘Sustaining and Improving our Assets’. 

3.10 There were also positive responses for some of the actions that the Council has 
taken to support communities, such as funding to address homelessness, the 
contribution to the Foodbank, the continuation of activities such as the Christmas 
Fayre and the development of parks and open spaces. 

3.11 Despite this, levels of dissatisfaction were highest for users of planning (45.10%) 
and support services for housing and homelessness (37.62%), indicating that 
continued work is needed in these areas. The revision of the South Worcestershire 
Development Plan (SWDP) and the re-letting of the funding for the county's single 
person's and childless couple's homeless prevention service are among the 



developments in these areas which will have an impact on service delivery in 
2020/21.

Engaging with the Council

3.12 From April 2020, the Council will be dealing with customers more directly following 
the ending of its contract with Civica for the delivery of Customer Services. To 
support this change we sought information on how local people engage with the 
Council already and how they would like to do so in future

3.13 Customers are increasingly wishing to contact the council by electronic means. 87% 
of respondents felt that being able to contact the council by email was the most 
important method (compared to contact by telephone, via the website and in 
person). 

3.14 81% of respondents who used online services found that they were able to get what 
they needed, which is an improvement from 73% in 2018. This is an important 
development as the Council is increasingly reliant on its website for communicating 
with residents and businesses. Work on improving the management of web content 
is underway which should further enhance the facility in 2020/21 as part of the 
Customer Services project.

3.15 The survey has also provided information about contacting the Council which will 
help establish the new Customer Services arrangements. The preferred time for 
respondents to contact the Council both by telephone (46%) and in person (42%) 
was in the morning between 9am and 12 noon, which indicates that staffing levels 
and response times will need to be highest during these times. 

3.16 The main reason for contacting the council was to request a service. It is important, 
therefore, that communication systems are set up in such a way as to be able to 
respond quickly, particularly where the services requested are essential or urgent. 
This is also important for continuing to achieve high levels of customer satisfaction.   

3.17 Beyond customer contact, there is a continuing need to find ways of engaging with 
service users and others so as to involve them in decision-making. 63% of 
respondents stated that they felt that they cannot influence decisions that Worcester 
City Council make.

Budget development

3.18 The survey included questions about spending and fee levels in order to inform the 
development of the 2020/21 budget and future spending plans.

3.19 The services with the highest percentage of responses to increase spending were: 
making Worcester a safe city where residents and visitors feel safe, support for 
housing and homelessness and promoting the city as a place to visit and invest. This 
accords with the feedback that these are priorities within the City Plan themes and 
the levels of satisfaction with services.

3.20 The services with the highest percentage of responses to decrease spending were: 
licensing, planning and Council Tax billing, Housing Benefits and other payments.



3.21 The services with the highest percentage of responses to increase charges were: 
Housing licences, e.g. HMOs, planning, land charges and building control applications 
and enquiries and licensing & fees e.g. taxis.  The services with the highest 
percentage of responses to decrease charges were: car parking, leisure admission 
fees and PCN Income - parking enforcement.

3.22 Fees and charges were considered by the Income Generation Committee at its 
meeting of 14 January. The majority of charges were held at 2019/20 levels or were 
increased by the level of inflation only. There were some exceptions to being the 
level of fees into line with comparable organisations and/or to reflect significant 
changes in the cost of providing services.

3.23 Commentary on how this feedback on financial issues has been fed into the 2020/21 
budget and Medium Term Financial plan are included in the Budget Report elsewhere 
on the agenda of the meeting. 

4. Implications

4.1 Financial and Budgetary Implications

There are no direct financial implications arising from this report. The remaining 
elements of the consultation exercise can be undertaken within existing budgets.

4.2 Legal and Governance Implications

The Council has a duty to consult with local businesses on the preparation of the 
annual budget which must be set by Full Council, taking into account the results of 
consultation exercises, by 31 March of the financial year proceeding the relevant 
budget year.

4.3 Risk Implications

None directly arising from this report.

4.4 Corporate/Policy Implications

Setting a balanced budget over the medium term enables the Council to plan annual 
resource requirements over a five year planning horizon. This provides assurance 
that policy objectives can be achieved through the application of appropriate levels 
of resources within an agreed approach.

4.5 Equality Implications

The Council sets the budget on the basis of equal benefit to all Worcester’s residents, 
businesses and visitors and the consultation exercise enables all interested parties to 
influence the budget. Any equalities implications arising form particular initiatives 
introduced into the budget will be considered as part of the proposals for each 
specific development.  

4.6 Human Resources Implications

None directly arising from this report.



4.7 Health and Safety Implications

None directly arising from this report.

4.8 Social, Environmental and Economic Implications

The Council sets the budget on the basis of equal benefit to all Worcester’s residents, 
businesses and visitors and the consultation exercise enables all interested parties to 
influence the budget. It is important that the budget and the range of services 
delivered reflect the Council’s priorities as these are shaped through the City Plan 
and this annual consultation process. The survey therefore forms a part of the key 
theme of establishing and developing stronger and connected communities and 
enhances the relationship between the Council and its customers. Priorities for 
investment in the city also need to be shaped, and subsequently tested, through a 
sound feedback process.  

Ward(s): All Wards
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Joanna.payne@worcester.gov.uk 
Background Papers: None

mailto:Joanna.payne@worcester.gov.uk

