
   

 

 
 

Report to: Policy and Resources Committee, 7th February 2023 
 

Report of: Corporate Director – Finance and Resources 
 

 
Subject: ANNUAL SURVEY 2022 RESULTS 

 
1. Recommendation 
 

1.1 That the Committee notes the results of the Annual Survey 2022. 
 

2. Background 
 

2.1  In recent years, the Council has conducted a 6-week annual consultation in the 
autumn. While there is no statutory requirement for the Council to consult on the 
annual budget, it is recognised as good practice to do so and promoted under 

openness and accountability guidance and regulations published by government 
between 2011 and 2014. There is a specific duty to consult with local businesses on 

the preparation of the annual budget under Section 65 of the Local Government 
Finance Act 1992. 

 

2.2 At its meeting of 6 September 2022, the Committee agreed the arrangements for an 
annual survey to be undertaken for 2022 which would incorporate the core questions 

from previous budget preparation rounds and resident perception surveys (City Plan 
themes, spend on services and satisfaction) to enable tracking of trends. The survey 
also included additional questions based on current Council activities and 

developments. 
 

2.3 The Annual Survey was conducted between 30 September and 27 November 2022. 
The consultation period was extended from the planned six weeks as promotion 
needed to be delayed to enable the Council’s communications to focus on informing 

residents and customers about parking issues at the time of the survey.  
 

2.4 The survey was available through both online and offline channels. Hard copies were 
made available at our Customer Service Centres, our museums, leisure centres, 
community centres and on request. The consultation was promoted through social 

media, our Resident Panel, the Council’s website and publications and local media. 
Additional advertising was purchased through Facebook and Worcester News. 

 
2.6 The survey was also promoted directly to the Council’s community contacts to 

encourage responses from a wider range of community groups and to help 

engagement with groups that are harder to reach. Copies were also made available 
in Polish, Portuguese and Urdu. 

 
2.7 Results from the Annual Survey will be used to inform service planning and 

improvement activities and ae incorporated into the budget report elsewhere on the 



   

 

agenda to show how changes in the budget for 2023/24 reflect the priorities 
identified in the survey.  

 
3. Information 
 

3.1 The total number of responses received for the Annual Survey 2022 was 1,223. 
1,214 responses were made online and nine paper surveys were received. However, 

the completion rate for the full online survey was 76% so the number of responses 
received for most questions is lower.  
 

3.2 The response rate is higher than the 969 responses received in 2021. 1,220 
residents and 104 businesses undertook the survey (some respondents were both 

residents and business owners). The results are set out in detail in Appendix 1. 
Highlights are presented in this report. 

 
4. Key Trends 
 

City Plan Themes 
 

4.1 In response to the question ‘Which is the most important theme to you’, the ranking 
of the City Plan themes has remained the same as last year.  
 

4.2 ‘Enhancing and sustaining our beautiful city for future generations’ remains the most 
important and ‘Stronger and connected communities’ the least. 

 

Figure1: Which theme is most important to you? – 2022 responses 

 
 

4.3 The City Plan was refreshed in 2021 and the wording of the below two themes 

changed although the focus of the theme remained largely the same.  
  

 Sustaining and Improving our Assets changed to Enhancing and Sustaining our 
Beautiful City for Future Generations 
  

 A Heritage City for the 21st Century changed to A Heritage City with a 21st 
Century Culture   

 
Figure two clearly shows the impact that the change as had by making clearer the 
intentions behind the theme: 

 
 



   

 

Figure 2: Which theme is most important to you? - trend   

 
 

 
Satisfaction with Council Services  

 
4.4 The survey also seeks information about satisfaction with services by tracking the 

trend in perception of our front-line services and the Council overall. In 2022 overall 

satisfaction increased compared to previous years. Satisfaction remains higher than 
at the level indicated when the question was first asked but has not returned to the 

level of autumn 2020 when the Covid-19 pandemic was still clearly having an 
influence on perceptions of public services. 
 

Figure 3: Overall satisfaction with Council Services - trend 

 
 
 

4.5 At the service level, satisfaction levels increased for 7 services, as in 2020 and 2021. 
Four services have shown continuous improvement across the last two years – Arts 

and cultural activities & facilities, Sports & leisure activities & facilities, 
Environmental Health & regulation and Customer Service Centres. This is the first 
time that continuous improvement has been shown over more than one year for 

such a high number of services. 
 



   

 

Table 1: Satisfaction scores improved for 7 services in 2020, 2021 and 2023 

2020 2021 2022 

Rubbish Collection and 
recycling 

Parks and play areas Rubbish collection and 
recycling 

Garden waste collection Cemeteries and 
Crematorium 

Garden waste collection 

CT billing and HB Arts and cultural activities 
& facilities 

Arts and culture events 
and facilities 

Street cleaning Sports & leisure activities 
& facilities 

Sports and leisure 
activities and facilities 

Trade Waste collection Trade Waste collection Licensing  
 

Support for housing and 
homelessness 

Environmental Health & 
regulation 

Environmental Health & 
regulation 

Support for local 
businesses 

Customer Service Centres Customer Service Centre 

 
 
Projects and activities 

 
4.6 Respondents were asked for their opinions of projects that the Council had 

undertaken over the previous year. A number of projects were listed and 
respondents were asked to identify the projects that they approved of.  
 

Table 2: Top three ‘most popular’ Council projects 

 
 

4.7 As in previous years, respondents have tended to respond positively to projects that 
they are aware of. For example, the below projects received the lowest number and 
percentages of ‘Like’ responses but these projects also had highest percentage of 

‘Don’t know about’ responses. This suggests that there is more that the Council can 
do to publicise activities and seek more targeted and ongoing feedback in respect of 

each project as it develops. There has been a considerable work in evaluating the 
Light Night and other festivals as part of the Arches Worcester project, for example, 

Project  Like Neutral Don't 

like 

Don't 

know 
about 

Renovation of five Victorian railway arches to 
bring them into use for creative activities and 
events 

912 108 22 50 

124 new-look, larger litter bins were installed 
across Worcester as part of a £403,000 

investment to upgrade current facilities and 
reduce the amount of litter on the city's streets 

858 135 55 44 

The Knife Angel, the national monument against 
violence and aggression, was in Cathedral Square 
in March to raise awareness of the impacts of 

violence and aggression and was the focal point 
for a programme of activities for all ages 

823 172 60 37 



   

 

which reflects very high levels of appreciation for the events from those that 
attended and engaged with them. 

 
Table 3: Top three ‘least well known’ Council projects 

Project  Like Neutral Don't 

like 

Don’t 

know 
about 

Worcester has joined a growing number of towns 
and cities on the Dscvr tourism app 

(https://www.dscvr-app.com/). 

273 223 19 577 

Installation of a synthetic cricket wicket at the 
King George V Playing Fields. 

275 248 65 504 

The memorial ‘Forget You Not Garden’ opened at 
Astwood Crematorium and Cemetery to 

remember those who were lost during the 
pandemic. 

408 165 29 490 

 
 

Council Spending 
 
4.8 The main three areas where respondents feel that the Council should increase 

spending remains the same as 2021, although the order has changed. Support for 
spending on housing and homelessness increased from 48.88 % to 58.75%, while 

making residents feel safe increased from 53.87% to 55.25%. This does not support 
the view expressed in the first question, that Safer and Stronger Communities is a 

theme of declining importance. In combination, this suggests that individual health 
and wellbeing is a stronger focus for respondents than community wellbeing. 

 

Table 4: Suggested areas for changing levels of spending 

Increase spending 2022 2021 2020 

Support for Housing and Homelessness 59% 49% 58% 

Making Worcester a safe city where residents and 

visitors feel safe 

55% 54% 50% 

Supporting local businesses and getting people back to 

work 

45% 47% 66% 

Maintain spending 2022 2021 2020 

Cemeteries and the Crematorium 84% 84% 92% 

Rubbish and Recycling  82% 80% 84% 

Council Tax billing, housing benefits and other 
payments  

74% 70% 78% 

Decrease spending 2022 2021 2020 

Licensing (taxis, premises) 26% 24% 26% 

Car Parking and Parking Enforcement  20% 21% 22% 

Council Tax billing, HB and other payments  17% 18% 12% 

  
Customer Services 

 
4.9 The majority of customers using the Council’s Customer Service Centre centres in 

2022 were satisfied (happy). The percentage was higher for 89 High Street (81%) 
than Trinity Street (55%) but satisfaction has increase for both centres since 2021.  
 



   

 

Figure 4: Customer experience – 89 High Street and Trinity Street 

 

 
 

4.10 There was improvement in all areas at 89 High Street, with the percentage ‘yes’ 

responses increasing for location and access, appearance and happiness with the 
service provided. 

 

Table 5: Customer experience at 89 High Street - 2022 

  

2022 2021 

Yes No Don't 
know / 
haven't 

used 

Yes No Don't 
know / 
haven't 

used 

% No % No (% of 
total) 

% No % No (% of 
total) 

Were you able to find the 
customer service centre 

easily? 

74 118 26 42 849 
(84%) 

69 31 31 14 741 
(94%) 

Were the facilities and 

appearance satisfactory? 

86 118 14 40 871 

(86%) 

79 31 21 8 747 

(95%) 

Were you happy with the 

service provided? 

81 118 19 28 863 

(86%) 

62 29 38 18 739 

(94%) 



   

 

4.11 Equally, at Trinity House there was improvement across all four questions for those 
who used the facility in 2022. There was a fairly even split in terms of those who 

could, and who could not, book an appointment at a convenient time but this reflects 
a considerable improvement from 2021. 

 

Table 6: Customer experience at Trinity Street - 2022 

  

2022 2021 
Yes No Don't 

know / 

haven't 
used 

Yes No Don't 
know / 

haven't 
used 

 

% No. % No. (% of 
total) 

% No. % No. (% of 
total) 

Were you able to book 
an appointment at a 
convenient time? 

52 14 48 13 982 
(97%) 

33 6 67 12 767 
(98%) 

Were you able to find 
the customer service 

centre easily? 

74 29 26 10 969 
(96%) 

55 12 45 10 763 
(97%) 

Were the facilities and 

appearance satisfactory? 

76 25 24 8 975 

(97%) 

59 10 41 7 768 

(98%) 

Were you happy with 

the service provided? 

55 18 45 15 975 

(97%) 

41 9 59 13 763  

(97%) 

 

 
4.12 Further consideration of responses in relation to spending, and commentary on how 

this feedback on financial issues has been fed into the 2023/24 budget and Medium 
Term Financial Plan, are included in the Budget Report elsewhere on the agenda of 
the meeting. More detail on the above elements of the survey and on the other 

aspects are included in Appendix 1. 
 

 
 
Ward(s):   All Wards 

Contact Officer: Jo Payne, Corporate Policy and Strategy Officer 
Joanna.payne@worcester.gov.uk  

Background Papers: None 
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