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1 PURPOSE

1.1 To inform Committee of the results of the Best Value General Household Satisfaction Survey 2006/07.

2 
Relevance to the Council’s ambitions and priorities:

· Council Ambitions: 

· Community Objectives: 

· Corporate Priorities:

· Other Considerations:

3 BACKGROUND

3.1 The authority was required to complete four Best Value Customer Satisfaction surveys for 2006/07.  These were:

· General Household Satisfaction Survey

· Tenants Satisfaction Survey

· Planning Satisfaction Survey

· Benefits Satisfaction Survey

3.2 The Audit Commission website provided all the information required for carrying out all of the Best Value Satisfaction Surveys.

3.3 In order to meet the requirements for the General Household Satisfaction survey we needed to:

· Use the supplied questionnaire.

· Meet the required achieved sample - The achieved sample size had to be no smaller than 1,100.  The achieved sample is based on the total number of respondents to the survey.
3.4 The following Best Value Performance Indicators were required to be collected within the General survey:

· Corporate health
· BV3 – overall satisfaction 
· BV4 – satisfaction with complaint handling

· Environment BV89 – satisfaction with cleanliness

· Waste BV90 – satisfaction with:

· A. Waste collection.

· B. Waste recycling (local facilities)

· Culture BV119 – satisfaction with cultural and recreational activities:

· A. Sports/leisure facilities

· B. Libraries.

· C. Museums/galleries

· D. Theatres/concert halls

· E. Parks & open space

3.5 We were allowed to add questions to the survey, which were not included in the questionnaire templates in order to collect more detailed information on services, and issues which are relevant to the local area.

3.6 Timing of the fieldwork - Fieldwork for the General Survey was required to take place between September 2006 and November 2006.

3.7 The 2006/07 survey was conducted in collaboration with our four partner districts of the East Lancashire E-Partnership (ELEP) Joint Consultation Group.

3.8 The cost of the survey was mostly met by salary savings made during the recruitment of a replacement Joint Citizens Panel coordinator.  Each authority also contributed £1000 to help cover the costs of printing, postage and the inputting of responses which was carried out by a research company.  (The 2003/2004 survey was carried out on behalf of three councils (RVBC, Pendle and Rossendale BC’s) by PFA Research at a cost of around £6,000 each).

4 KEY FINDINGS

4.1 We achieved a sample size of 1,407, which equates to a return rate of 46.9%.

4.2 Ribble Valley Borough Council scored well for the key measure of overall satisfaction (BV 3) with 63% for 2006/07, 69% for 2003/04 and 74% in 2000/01.  The top quartile satisfaction level is 60% for 2006/07.

4.3 These figures compare favourably with the national average for BV3 – overall satisfaction – is at 53.2% in comparison to 55% for 2003/04 and 65% for 2000/01.

4.4 The figures for district council averages are 54.6% in 2006/07, 56% in 2003/04 and 68% in 2000/01.

4.5 Appendix A shows the ranking of Ribble Valley in Lancashire, the North West and nationally.
4.6 In addition to the BVPI’s, the General Household Satisfaction survey asks some useful questions around quality of life issues.

Quality of Life

The survey began by asking respondents what factors from a list made somewhere a good place to live (they could identify up to 5) and what most needed to improve in their local area. This is summarised in figure 1 below listing the top ten things.

Figure 1: % and number of respondents who identified factors as to ‘most important to make somewhere a good place to live’ and ‘most need improving in my area’

	 
	Most Important
	Needs Improving

	 
	Rank
	 Percent
	Rank
	Percent

	The level of crime
	1
	59.9
	5
	22.0

	Health services
	2
	49.6
	16
	8.4

	Affordable decent housing
	3
	42.2
	3
	39.2

	Education provision
	4
	42.1
	20
	4.4

	Clean streets
	5
	40.6
	6
	21.4

	Access to nature
	6
	23.2
	22
	2.0

	Shopping facilities
	7
	19.9
	14
	9.8

	The level of traffic congestion
	8
	19.3
	4
	26

	Public transport
	9
	18.5
	7
	17.3

	Activities for teenagers
	10
	17.3
	1
	44.8

	Road and pavement repairs
	13
	16.5
	2
	42.1

	Wage level & local cost of living
	15
	11.3
	8
	14.5

	Cultural facilities (e.g. cinemas, museums)
	20
	5.4
	9
	14.2

	Facilities for young children
	14
	11.9
	10
	13.8

	Other
	
	0.5
	
	3.6

	None of these
	
	0.2
	
	0.6

	Don't know
	
	0.1
	
	1.4

	No response
	
	7.9
	
	6.4


Source: BVPI General Household Survey Findings Report March 2007

The main factor making Ribble Valley a good place to live is the level of crime followed by provision of health services and encouragingly fewer residents felt they were in need of improving.  Three key improvements were identified; Activities for teenagers (44.8%) Road & pavement repairs (42.1%) and (scoring highly in the most important factors to make a good place to live 3rd and most needing improving, also 3rd) affordable decent housing.  A clear priority for local people identified in this research is accommodation which is affordable for local people.

4.7 The above analysis of the 2006/07 survey has been used when preparing the Council’s new Corporate Performance and Improvement Plan 2007-2010 and forming the Council’s priorities.

4.8 The Council has access to the raw survey data and the postcodes of respondents, and we can through our survey software – Snap – we can gain a break down of where particular problem areas may lie.  All of the results in the survey and the attached report can be further analysed by the following if required:
· Postcode area

· Gender

· Age

· Time living in current accommodation

· Length of time living in area

· The way in which the household occupies the accommodation

· Work status

· Whether the respondent has a long-term illness.

4.9 A copy of this report has been circulated to Corporate Management Team and Service Managers and further analysis will be carried out as requested.

4.10 The Corporate Communications Officer is putting together a publicity campaign to publicise the good news contained within the report.  An article will also be put in the next Ribble Valley News summarising the findings of this consultation exercise.

4.11 The full report can be found at Appendix B.

5 RISK ASSESSMENT

· Resources: Resources may need to be identified to tackle any issues raised by further analysis.

· Technical, Environmental and Legal: None.

· Political: None.

· Reputation: It is important that the Council tries to tackle the issues that residents feel are important and that actions taken are reported back to residents.

6 RECOMMENDED THAT COMMITTEE

· Consider the BVPI General Household Survey Findings report and decide if any further analysis of the results is required in order to gain better understanding of resident’s issues and problems.

· Consider whether any corrective action is required.

Michelle Haworth

Corporate Policy Officer

For further information please ask for Michelle Haworth, extension 4421

	Indicator % satisfied with….
	Burnley
	Pendle
	Hyndburn
	Ribble Valley
	Rossendale
	Chorley
	Fylde
	Lancaster
	Preston
	South Ribble
	West Lancs
	Wyre
	Blackburn
	Blackpool
	LCC
	Ribble Valley Ranking in Lancs. (15)
	Ribble Valley Ranking in the NW (43 – not inc. C’s)
	Ribble Valley Ranking Nationally in comp. with DC’s

	BV 3 - The way the authority runs things?
	34
	44
	43
	63 
	35
	50
	47
	46
	46
	60
	54
	54
	43
	50
	50
	1
	1
	Top quartile

	BV 4 - The way in which your complaint(s) was (were) handled?
	29
	41
	35
	37
	32
	40
	38
	35
	28
	39
	30
	29
	32
	36
	35
	5
	9
	Above average

	BV 89 - That your Council has kept this land clear of litter and refuse?
	45
	53
	58
	77
	54
	60
	74
	61
	54
	67
	67
	67
	55
	57
	-
	1
	1
	Top quartile

	BV 90a - The waste collection service overall.
	58
	67
	70
	80
	64
	66
	76
	77
	64
	73
	68
	80
	73
	74
	-
	1
	21
	Above average

	BV 90b - The provision of local recycling facilities overall.
	68
	76
	70
	76
	68
	77
	83
	67
	69
	80
	80
	82
	75
	75
	-
	6
	10
	Top quartile

	BV 119a - Sports/ Leisure facilities and event
	59
	57
	57
	56
	53
	60
	53
	59
	70
	66
	55
	63
	55
	68
	58
	11
	30
	Below average

	BV 119b - Libraries
	74
	76
	75
	78
	72
	77
	72
	-
	73
	74
	78
	-
	72
	68
	75
	1
	16
	Top quartile

	BV 119c - Museums & Galleries.
	71
	24
	39
	36
	41
	25
	29
	60
	69
	38
	17
	-
	48
	40
	41
	10
	28
	Below average

	BV 119d - Theatres & Concert Halls.
	60
	38
	37
	27
	22
	22
	40
	54
	57
	31
	16
	44
	48
	64
	37
	12
	36
	Below average

	BV119e - Parks and open spaces.
	79
	68
	62
	75
	58
	75
	75
	72
	74
	83
	62
	62
	73
	74
	71
	3
	12
	Above average


APPENDIX A

DECISION





It is extremely important that the Council is aware of the levels of satisfaction from our customers.  This will enable us to improve our service delivery.


The survey will help inform the Council of the services which the community see as being priorities for improvement.
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