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1.  Background & Methodology

This report summarises the results of the third stage of the regular satisfaction continuous monitoring surveys. The survey fieldwork took place during July 2010.

The questionnaire was distributed to: 
· residents who’ve joined our own panel 
· panellists currently on the Bucks CC Resident’s Panel living in Aylesbury Vale 
· posted on our website, and 

· mailed to a random sample of households primarily in the Winslow area (a bank of questions on the new Winslow area office was included). 
All were encouraged to complete the survey online of which a growing number did, up 15% from last survey, to over a third. 
Overall, there were 498 responses to the survey, giving a combined response rate of 28%, 30% from the BCC panel; 64% from our panel and 21% from the random sample.

The questionnaire included specific service related questions as well as a number of corporate measures, which are used to track and monitor performance over a period of time.  To try to improve response rates, the order of questions was changed and the service related questions featured at the start. The service related questions covered:

· Aylesbury Vale and County Times magazine

· The new Winslow area office

· Text alerts service

· Recycling

· Parking services

· Aylesbury town centre events 

Key findings are reported. Where percentage values do not add up to 100% this is due to computer rounding. Where applicable, the report shows differing views and trends developing between the first, second and third surveys conducted in November, March and July. 
Please note: The random targeted sample distribution in Winslow and the surrounding area may have had a significant effect on satisfaction levels within the survey. We know from previous research that the Winslow area generally speaking respond more positively to satisfaction surveys. 

2.  Summary of Responses

Corporate section

2.1 Level of satisfaction with your local area as a place to live 

This question is one of the regular tracker questions that have featured in every survey. 
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Overall, 88% were ‘very’ or ‘fairly satisfied’ with where they lived compared with 85% in the last survey. The most ‘dissatisfied’ residents tended to live in the Aylesbury area, a pattern which has been repeated in previous surveys. 

There may be a seasonal feel good factor that improves the levels of satisfaction during the summer months elsewhere in the district. Aylesbury Vale is a rural district and many people tell us regularly that one of the best things about living here are the green open spaces, clearly something which can be more enjoyable in long sunny days. 
The residents that were ‘very satisfied’ were asked why they had said this. A common theme to many of the comments was the strong sense of community where people lived, the surrounding countryside, good access to shops along with good communication links.

The following quote from one resident summarise many of the comments made. 

“I am new to Fairford Leys (consider this to be my local area) and I find it very clean, quiet when it needs to be, with good transport links.”

Of those who answered ‘fairly or very dissatisfied’ some mentioned the condition of their local roads, the volume of traffic and the cleanliness of the area.

“The road systems in Aylesbury are poor and badly thought out I can give you a list of a number of places and how I would improve them if you are really interested...I think this is without a doubt one of the reasons we don't have good employers coming to this town”

“No public transport, village used as rat-run, disintegrating roads, no pavements and no parking in town (Buckingham)”

Satisfaction with area as a place to live – Nov - July

Net result ( % very/fairly satisfied minus % very/fairly dissatisfied).
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2.2 Value for money 

One of the major challenges facing the authority is for residents to be able differentiate what services we deliver from those by Bucks County Council. If we cannot achieve this we will only be as good as the least best service provider.  This level of understanding is made more complicated for residents, as we collect council tax on behalf of all the other public services providers. Nearly a third, 29% didn’t know we collect this money on behalf of the other authorities.

One of the implications of this is that residents will often comment on the state of the local roads or pavements, or on other factors, when commenting on how well they feel we are delivering our local services. It is unlikely that we will be able to make this clear enough for everyone, so perhaps an approach could be to use our influence with our partners to encourage better service delivery! 

Overall 51% of residents agreed that we offer value for money, the same figure as when last asked in November. Those who disagreed was significantly lower, 15% versus 29% before. It is encouraging that fewer people disagreed with the statement but frustrating that we still find it difficult to convince residents that we do offer value for money. 

What residents are telling us is that they want to know how well we deliver services against a standard set. In other words, are we delivering these to a high standard, do we provide information about this standard including the cost of delivering the services? For those who are unsure, 30%, only then perhaps they can make a value judgement on whether this represents value for money or not.

The key results to this question were:

	Factor influencing value for money
	Total  

Agree

%
	Aylesbury

%
	Buckingham

%
	Other parishes

%

	The standard of services we provide
	61
	63
	57
	63

	Knowing that our services are delivered cost effectively
	48
	44
	49
	51

	The range of services we provide
	40
	45
	45
	33

	Availability of service information 
	27
	29
	27
	26

	Service usage
	12
	13
	12
	12


Several residents also wanted to see how much we were spending in different areas of the district in order to help them determine whether we were offering value for money in their area.

Value for Money – Nov – July comparison
.  Figures shown are the % agreeing.
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The factors that influence whether residents thought we were delivering value for money were mainly based on their own experience of dealing with us (66%), the next most important being what they read/hear in local newspapers and radio (38%).
When continuing our ‘Value for Money’ campaign, the next theme will feature the ‘cost per week’ to deliver services to council tax payers. Subject to general agreement, more information about the standard customers can expect from services could be included in future service information and posted on our website. 
2.3 Our values 
Questions on our corporate values have been included in the previous two surveys, this survey concludes the set. In each case, a pair of statements was given in the questionnaire with the right hand statement on the scale representing our corporate value and the left hand statement the opposite viewpoint.  The grid below shows the scores for:

· the Aylesbury Vale district as a whole in black

· Aylesbury postcodes in blue
· Buckingham postcodes in green
· Other parishes in red

We asked residents to tick the box on the scale according to how strongly their view agreed between the two statements either side of the grid. 
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	AVDC make it hard for us to understand what services they provide that I might need
	4%

6%

5%

3%


	10%
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9%

10%
	36%

34%

40%

32%
	32%

28%

28%

38%
	18%

23%

18%

17%
	AVDC make it easy for us to contact them and get the services we need

	AVDC take major decisions that affect us and the local district without taking into account the views of people like me
	16%

18%

20%

11%


	19%

17%

22%

19%
	33%

27%

29%

39%
	24%

25%

22%

25%
	7%

13%

6%

6%
	AVDC involve local communities in major decisions that affect us and the future of the district

	AVDC change services with little consideration to the impact on quality, benefits and cost
	11%

11%

14%

6%


	15%

18%

13%

15%
	43%

36%

44%

45%
	27%

27%

23%

29%
	5%

8%

5%

5%
	AVDC are continually improving by providing higher quality, faster and cheaper services


The pattern of results are consistent across the district for each pair of statements. It is apparent from the second and to a lesser extent the third statement that some residents cannot reconcile what we say we do with our actions. We are not seen as being inclusive enough in seeking out residents’ views when making the bigger decisions that affect local people.

Some residents also find it difficult to understand the reasons why we make changes to services, and cannot easily identify the benefits these changes deliver. This may also be a factor in whether someone feels we deliver value for money or not. The positive message to take from these results is that we, as an organisation are accessible and make it relatively easy for anyone wanting to use one of our services or find out whether there are ways we can help them or not.
A review of all the responses asked throughout the year’s survey programme will be undertaken. This will look for any key areas of strength and weakness, highlight future actions, linked to the change management programme within AVDC.
2.4 Overall satisfaction with the way AVDC runs things 

This is also one of the tracker questions that also appeared in the previous survey. 
Overall, 67% of residents said they were ‘satisfied’ with our performance and 7% ‘dissatisfied’. This shows a significant improvement from March (55% and 17%) and is more in line with the figures reported in November 2009. There is a link between how satisfied people are with where they live and with the performance of their local authority - if people are feeling more positive about their local area, they are more likely to feel more positive about their local public service providers. 
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The residents that are the most ‘satisfied’ with our performance continue to be those living in the ‘other parishes’ (this includes Winslow), where 71% said they were ‘satisfied’ with the way we run things – our highest satisfaction score from a postal survey. 

Overall Satisfaction with AVDC Nov - July
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Residents that were ‘very satisfied’ said it was because we offered the services they needed and that people felt we were doing our best to offer good value services to local residents.
Whether the ‘Winslow effect’, the better weather or other factors had a bearing on this result is unclear. 

Residents that were ‘fairly or very dissatisfied’ mentioned that they felt there was still too much emphasis on Aylesbury at the expense of other areas in the district, including Buckingham or the rural areas. Other residents are concerned about how and where we spend our money whilst others measured our performance on the standard of services, which BCC rather than we provide.  

Services section  

2.5 Aylesbury Vale and County Times Magazine 

2.5.1  Recall - 73% recall receiving the first issue of the new Aylesbury Vale & County Times magazine with a further 9% ‘not sure’. This compares with 96% that told us they recall receiving District Link in the previous survey. The level of awareness ranges from 82% in Aylesbury to 68% for those living in other parishes. District Link was a well established local title so it will take time before we can expect recall levels to reach the figures previously recorded.  

2.5.2  Depth of readership - Of those residents that recall receiving the first issue, 69% said they read either ‘all’ or ‘most of it.’ This is comparable with the depth of readership of District Link of 74%.

2.5.3  Informative rating 

These results are very consistent. Around nine out of ten residents described it as ‘informative’ suggesting that the change of title has had minimal impact on this measure.

	A Vale & C Times
	%
	
	D Link
	%

	Very informative
	20
	
	Very informative
	23

	Fairly informative
	70
	
	Fairly informative
	66

	Not very informative
	9
	
	Not very informative
	10

	Not at all informative
	1
	
	Not at all informative
	-

	Don’t know/Not sure
	-
	
	Don’t know/Not sure
	6


These results are very consistent. Around nine out of ten residents described it as ‘informative’ suggesting that the change of title has had minimal impact on this measure.
2.5.4  Overall rating

The overall rating scores are very consistent between both titles with nine out of ten residents happy with the content and look of the magazine.
	A Vale & C Times
	%
	
	D Link
	%

	Very good              89 (
	30
	
	Very good             88(
	23

	Fairly good                 (
	59
	
	Fairly good                (
	65

	Not very good
	7
	
	Not very good
	9

	Not at all good
	3
	
	Not at all good
	1

	Don’t know/Not sure
	1
	
	Don’t know/Not sure
	3


There were no significant differences in the views of residents across different parts of the district. 
Given that we have only had two issues of the new format magazine issued, the results show that the changes introduced have had a minimal impact on reader satisfaction. So, although there have been compromises to the amount of editorial space and the inclusion of advertising, residents seem to be reasonably happy with the new version. We can now use this information as part of the basis to inform our decision whether or not to continue with the joint magazine project when we review its success later this year.

2.6 Customer Services in Winslow 

This series of questions prompted us to focus the selection of the random household sample in and around Winslow in order to help us understand how residents use our customer services in the old area office, to help plan the new facility.

102 residents had visited the former area office in the last year, 35 of these had visited in the last month. The top two services, by some way, were to collect bus pass or travel tokens or making a payment. Whether that changes as we relocate into Winslow Library is unsure. Whilst the age of residents making a payment was varied, activities around bus or travel tokens were mainly being carried out by those aged 50+.  

Residents were asked for any other services they thought it would be useful there included: 
· 46% Community Safety Advice 
· 36% Housing Advice
· 29% Registrar visits and 
· 28% VAHT surgeries. 
Although there was an option for residents to suggest other possible services no clear themes emerged. 
These results will help us to measure usage and success of the new office following the move into Winslow library, and accurately plan staffing for Winslow Office from April 2011.
 

Discussions are being held with services with a view to surgeries in the new office location. In response to the majority preference for community safety advice, a drop in session was advertised and run on the 14 September at the Buckingham Centre to deliver community safety advice, and we are looking at repeating a similar event in Winslow within the next few weeks.    

2.7 Text alerts 

Overall, 14% said they were aware of the text alert service. The figure was slightly higher amongst residents in the younger age groups. Perhaps not surprisingly, the number of people that were aware of the service was higher amongst those responding to the survey online.

The take up rate of the service is quite strong. Of those that said they had heard of the service (69 residents), 28% have signed up to receive the free text alerts. The results also show that our biggest potential audience will be amongst younger residents. 

The early signs about how useful residents consider the service to be are also very encouraging. 63% said they found it to be useful with 26% saying it was ‘too early to tell’. These results should give us confidence to target our communications to specific groups.

The survey also asked what the main reasons were why residents had decided not to sign up to the service. By far the majority 64%, said they did not think the service would be important enough to them with a further 19% responding ‘it was not their sort of thing’. If people can understand how the service could benefit them some of these barriers to signing up may diminish. For some other people there is a fear that signing up will result in them receiving unwanted texts, which may be a concern we can overcome over time.   

We are considering next actions as a result of these findings, and further promotional opportunities that we can maximise with limited budget. 
2.8 Recycling 

2.8.1 General

The first question asked residents how satisfied they were with our kerbside recycling service.
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Overall, 80% of residents said they were ‘satisfied’ with the service we provide; 11% dissatisfied. The highest dissatisfaction was amongst residents living in Aylesbury (18%).  If we compare these results with the top line figures available from the 2008 Place Survey, the overall figures from a much larger sample size were 68% ‘satisfied’ and 20% ‘dissatisfied’ – showing a 12% increase in satisfaction.
The survey asked what improvements residents thought we could make to the household kerbside recycling service and a number of options were listed in the questionnaire.

The top three suggestions were as follows:

Increase materials that can be collected for recycling     69%

Increase size of the recycling containers                           39%
Collect recycling more frequently                                      22%

22% wanting a more frequent collection is not a major concern. However, the recent door stepping experience suggested that the glass collection service would achieve better capture rates if the frequency was increased from monthly - many people find it a lot easier to remember to do something fortnightly as opposed to keeping track of a 4 weekly cycle.

Asking if residents had any other suggestions to help us increase recycling, a small number of people said they wanted a brown bin’. Other individual comments included:

· the use of different containers not baskets, 
· covers for all containers
· extending the current regime to all areas within the district, and 
· providing more information to homeowners, especially new homeowners moving into the area. 
Our door stepping exercise revealed windblown litter, particularly cans & plastics escaping from baskets to be a big problem in certain areas. Some people were also reluctant to put out baskets for paper in wet weather as the worry was that products would be ruined.

When asking residents to tell us what additional materials they would like to be able to recycle at the kerbside, the full responses were:

	Material
	%
	Material
	%

	Cardboard
	68
	Food waste
	25

	Garden waste
	54
	Batteries
	22

	Food and drink wax cartons
	40
	Textiles
	16

	Plastic film/carrier bags
	38
	
	


In many cases the biggest drive for us to increase the number of items we offer for recycling is coming from the younger residents living in our district. They tend to be keen on ‘green’ issues.

Again this was confirmed by the door stepping exercise in Aylesbury. We would not be surprised if a survey requiring written replies, might elicit a higher proportion of residents with garden wastes than the latter.
2.8.2  Purchasing a wheeled bin  

Overall 37% said ‘yes’ they would be interested in purchasing a wheeled bin for the collection of recyclables, and a further 15% ‘unsure’. The residents that were more likely to be interested in this scheme included those from younger age groups, and those living in ‘other parishes’, (where perhaps housing was less dense and more space to accommodate a bin?). Some local authorities already offer these type of bins for free, so it would be worth exploring what reaction there has been in other areas where this idea has been introduced.

The survey also asked anyone that said they were not interested in purchasing a wheeled bin to tell us why. The main reasons given were:

	Reason for not buying a recyclable wheeled bin
	%

	The current baskets suit my needs
	49

	This is too expensive for me to purchase
	38

	There is not enough space at home to store an extra bin
	29

	I do not produce enough recycling to make this worthwhile
	22


A large number of the additional comments mentioned that people thought this service should be provided as part of the council tax they already pay, so they would not welcome an additional charge. 
Residents were asked if they thought the idea of rewarding people to recycle more was a good idea or not. 
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The principle of offering rewards to get people to recycle is considered one way of getting people, who perhaps don’t already do so, to recycle more but it doesn’t work for everyone. A number of people who already recycle do it because they want to. The introduction of a reward for recycling would make little difference to these people as they would prefer to do this anyway irrespective of whether there was a reward or not. The younger residents who tend to be the keenest recyclers were far less likely to support the idea of a rewards scheme. These results reflect similar responses in our last biennial household face to face survey, in 2007, where the attraction of reward faded as residents increased with age, and the same general approval found when door stepping. During the latter exercise, many people only expressed approval once it was explained how such a scheme might work. 
2.8.3  Garden Waste

Three quarters of those households that produce garden waste told us they were in favour of having a regular kerbside garden waste collection service. Those living outside of the Aylesbury postcodes were more likely to support this initiative than anyone else. 5% were unsure about the idea with a further 20% rejecting the idea.

Of those that supported this idea, 55% said they would not be happy to pay for this service. Only 5% agreed without reservation, with a further 34% agreeing in principle subject to cost.

For those residents that said they did not support the idea of a regular kerbside garden waste collection service, the main objections were that they were happy to continue composting at home (73%), would prefer to continue to use household waste and recycling centres (20%) or did not feel they had enough room to store an additional container (19%).
Many people are aware of schemes in neighbouring districts or of friends and relatives further afield who have generally not had to buy any containers.  This might engender ‘why should I pay?’ attitude.

We will be undertaking a business transformation project over the next year and will consider all the information the survey provided when considering each specific areas within the overall project.
2.9 Parking Services  

Asking what car parks in the district residents use, results as follows:
	Car park
	No. of residents 
using ‘most frequently’

	Buckingham: Cornwall’s Meadow
	88

	Aylesbury: Civic Centre
	63

	Aylesbury: Upper Hundreds
	54

	Aylesbury: Friars Square
	49

	Winslow: Market Square
	46

	Aylesbury: Exchange Street
	26

	Winslow: Greyhound lane
	15

	Wendover: Library

Aylesbury: The  Junction
	14


	Aylesbury: Friarscroft
	7

	Aylesbury: Hampden House
	6

	Aylesbury: Coopers Yard
	5

	Buckingham: Western Avenue

Aylesbury: Hale Street
	3



	Aylesbury: Walton Street
	2

	Aylesbury: Anchor Lane
	1


Car parks at Aylesbury’s Walton Green and Whitehall Street were not mentioned by any resident.

The key factor that determines which car park residents prefer, by substantial margin was location. The full results were:
Location                               88%

Initial free parking time      29% (in Wendover, Winslow and Buckingham only) 
Price                                     17%

Pay on exit                           11%

Multi-storey car park            6%

Pay and display                     6%

Open air car park                  4%

For some people, the availability of disabled spaces in a car park is also a crucial factor in determining whether they use one particular car park or not. 

Asking what  aspects of our car parking service residents feel are the most important and which of these are in most need of improvement follows: 
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	Key
	Aspect of car parking service
	Key
	Aspect of car parking service

	A 
	External car park location signs
	F
	Cleanliness

	B 
	Paying information
	G
	Security e.g. CCTV

	C
	Directional signs within car parks
	H
	Availability & pricing of season tickets

	D
	Availability of disabled bays
	I
	Cycle and motorcycle provision

	E
	Lighting
	
	


This listing options did not include the price or cost of parking, which if included, may  have featured strongly in the results. Of the factors that were included, two of these car park security and car park cleanliness were both considered to be relatively important and in most need of improvement by residents. Two other aspects of our service car park lighting and paying information were also considered in need of improvement by some people. 

The questionnaire also asked if people could change or improve one thing about our parking service what would it be?  A large number and variety of comments were received. 

The key themes raised included:

· Keep the cost of parking as low as possible to encourage more people to use local shops

· Introduce more pay on exit charging systems

· Widen the parking spaces

· Introduce more disabled and parent/child parking spaces 

· Free parking for a limited initial short period of time

· More CCTV coverage

· Better signage when car parks are full or closed

· More policing of poorly parked vehicles  
The results show that the Civic Centre clearly remains a firm favourite with users. We need to develop a strategy to encourage users to develop an allegiance with another car park in the town, before it closes in January. This is particularly important as location, eg being nearest the shops, is much more important to users than we believed and previous surveys suggested. We have a number of good car parks within the town centre that have capacity to accommodate greater usage, that must be promoted.
We were also surprised about the cleanliness of the car parks being raised as we have received favorable customer comments. The car parks are regularly cleaned, and we are happy with the standard of cleaning. However, since residents say it is an issue, an audit of all car parks will be undertaken to check for general untidiness, scruffy notice boards, peeling paint etc. We will act on any results and feedback any possible areas for improvement to other partner organisations where appropriate, eg Aylesbury /Buckingham Town Councils.
CCTV figured quite highly as a concern. We currently have very good systems in Walton Street, Friarscroft, Upper Hundreds and Hampden House, though concede that the Civic Centre system is lacking, we have not been able to justify the spend in view of its projected lifespan.  We need to reassure users that we operate a safe environment for them to use, for example, that we currently hold Safe Car Parking Awards for 8 of our car parks. 
2.10  Aylesbury town centre events 

Overall 78% of residents said that they had heard about the free town centre events in Aylesbury. For those living in and around Aylesbury the level of awareness rose to 85%, however, this relatively high awareness and the high number of events that are organised over a year doesn’t always translate into people taking part or attending an event. 

Less than half (45%) of those that had heard about these events had ever attended one with 27% having done so in the last year. These events may not be targeted at everyone as the group of residents most likely to have been to an event were those aged under 50 and therefore most likely to have children still living at home.

Reasons why residents have not attended any of these events:

· the events did not appeal to them or their family, 45%

· they live too far away from Aylesbury, 33% and 

· they didn’t know what was on, 20%. These included a relatively high number of people living in and around Aylesbury.

The main events mentioned were Farmers’ Markets and the Roald Dahl Festival. 

30% of residents said they would be interested in finding out more about the events being organised in the next few months. 

We were surprised and pleased that awareness is high, but correspondingly disappointed with the relatively  low number numbers attending. We are reviewing our range of events to ensure that all target audiences are catered for. 

We will include this feedback in our annual event review which not only covers the type of event but also where we advertise. We have a huge number of advertising outlets from websites, local paper, local radio, adverts in school magazines and local magazines, but will review this again.

3. Next Stage

3.1 Services have been sent their results for their consideration. Their comments and actions are included in italics where appropriate.

3.2 Colleagues in Communications & Marketing  will assist in developing a communications plan and publicity campaign to promote our safer car parks.
3.2 The report includes tracked data from the years’ consultation programme where relevant.

3.3 The next survey wasn’t scheduled to take place until March, but since the Government’s Place Survey, due to take place September to December has been cancelled, this timing can be reviewed.

3.4 Decisions on the questions that could be included in the next wave of surveys will follow best practise advice. Topics of further questions are being sought from Corporate Board, including any National Indicators/themes previously collected by the Place Survey, that services may still wish to ask

3.5 The annual review of the survey outcomes and actions will be reported to Corporate Board shortly. This will include what the surveys have told us over the year and what added value they have brought.
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