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Introduction

This report contains the findings of a survey conducted by the MORI Social Research Institute among residents of Kingston upon Thames.  The specific areas covered in the research are:

· quality of life in Kingston;

· satisfaction with Council services;

· local environment, waste and recycling;

· contacting the Council; and



· Livin’ Kingston magazine.

In addition, the Council wished to recruit a new Residents’ Panel to replace the panel which has been assisting it over the last three years.

Methodology

Self-completion questionnaires were mailed to a random selection of 10,000 households in the borough on 16 June 2005.  In addition, booster mail outs were sent to 600 households in six wards with higher than average populations of BME and young residents (Coombe Hill, Coombe Vale, St James, Grove, Norbtion, and St Marks).  Previous postal research for Kingston has found that BME and young residents are less likely to respond, the aim of the booster mailouts was to increase the numbers of these residents participating.  The total number of questionnaires mailed out was therefore 13,600.

To increase the randomness of the sample, recipients were asked to pass on the questionnaire to the member of their household who had most recently had a birthday.  

A reminder questionnaire was sent out 8 July.  A total of 3,521 questionnaires were returned to MORI between 17 June and 20 July 2005, giving a response rate of 26%.

The data have been weighted by sex, age and working status to match the known population profile of the borough.

Presentation and interpretation of the data

Postal surveys are reliant on respondents choosing to send back their questionnaires.  They are ‘self selecting’ and, as such, the findings should be treated as indicative of, rather than truly representative of, the population at large.  In this survey, for example, responses were received from a disproportionately high number of people who have made a complaint to the Council in the last 12 months (26%).  As such the results may be more negative than would have been the case with a truly representative sample.

Where percentages do not sum to 100, this may be due to computer rounding, the exclusion of don’t know categories or multiple answers.  Throughout the report an asterix (*) denotes any value that is less than half a percent but greater than zero.

In the report, reference is made to ‘net’ figures.  This represents the balance of opinions on attitudinal questions, and provides a particularly useful means of comparing the results for a number of variables.  In the case of a net satisfaction figure, this represents the percentage satisfied on a particular issue or service, less the percentage dissatisfied.  For example, if a service records 40% satisfied and 25% dissatisfied, the net satisfaction figure is +15 percentage points.

Publication of the data

As the Council has engaged MORI to undertake an objective programme of research, it is important to protect the Council’s interests by ensuring that it is accurately reflected in any press release or publication of the findings. As part of our standard terms and conditions of contract, the publication of the findings in this report are therefore subject to the advance approval of MORI.  This would only be refused on the grounds of inaccuracy or misrepresentation of the findings.  
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Executive Summary

There is much in this survey’s findings which will encourage the Council:

· Residents feel that some of the key concerns in previous surveys are being addressed.  Fewer mention traffic congestion, cleans streets and crime as issues which most need improving.  More people feel safe when outside.

· Satisfaction with a number of services has improved, in particular those provided by environmental services, such as keeping the streets clean, local community recycling sites and waste collection. 

· The Council’s communications ratings have improved significantly.

Satisfaction with the Council and its Services

The marked improvement between the 2002 and 2003 surveys in residents’ overall satisfaction with the Council has been largely sustained. Just over half of residents are satisfied with the way Kingston Council runs things (55%), compared with 42% in 2002 and 57% in 2003. 

This needs to be seen in the national context. Satisfaction with local government across the country has risen over the last two years. The relative stability of residents’ satisfaction in Kingston could partly be explained by some of the variables mentioned below such as response rate and question ordering (see page 6-7). MORI’s analysis of its 2003 BVPI general surveys found a distinct difference between satisfaction levels in the first questionnaire mail out compared with the second mail out; the latter found higher satisfaction ratings. The response rate to the 2005 survey was a disappointing 26%, markedly lower than in 2002 (36%), despite the improved presentational quality of the questionnaire. This may therefore provide some explanation for the slightly lower satisfaction levels.

While the apparent decline in satisfaction of 3 percentage points in barely significant, the proportion of people who are not expressing a view remains high – around 30%.  Few residents actively dislike the Council: just 18% say they are dissatisfied with the way it is running the area. The challenge for the Council is therefore to translate these neutral residents into advocates. MORI’s 2004 analysis for the Local Government Association of the drivers of satisfaction indicates the kind of things which generally can be expected to impact on satisfaction levels. In order of importance these are: overall perceptions of value for money (not council tax levels nor even changes in council tax); overall perceptions of service quality (not relating to specific services); deprivation levels (which will not have changed in the period under review); media coverage (is the Council tracking this?); the Council’s own direct communications (as we note below, Livin’ Kingston is at a relatively early stage in terms of impacting on residents’ consciousness); then comes the single more important service area (street cleaning and liveability factors); and then positive experiences of dealing with Council staff. 

There therefore may have been little real change in satisfaction levels since the 2003 survey. This would be reinforced by the fact that, on balance, most residents (62%) feel that the way the Council runs things has stayed the same over the last three years and those who express a view are evenly balance as to whether the Council is doing better (20%) or worse (18%) over the last three years. (In 2003, more felt that the Council had got worse (23%) than better (16%) over the previous three years). 

A general pattern to the results is that those who are satisfied with the Council overall, feel they are kept informed and have not made a complaint, are more likely to be satisfied with other services provided by the Council.  Where this is the case this is noted in the main body of the report.  In addition, those who are dissatisfied with the Council are more likely to say that the Council does not keep them well informed.  This is a pattern that is also reflected in the BVPI surveys.

Those residents who use Council services, however, remain broadly satisfied with them.  In particular, parks and open spaces and environmental services are well received, with the proportion of residents satisfied with environmental services.  The one service that has a negative net score is theatres/concert halls.

Quality of life in Kingston

What is important to Kingston residents in a good place to live remains the same as in the BVPI survey in 2003/04: low levels of crime, health services and clean streets.  The main improvements they would like to see in Kingston itself also remain the same: low levels of traffic congestion and road and pavement repairs.  

Feelings of safety when outside in Kingston during the day have improved, with over eight in ten residents now saying they feel safe (up from three quarters in 2003/04).  Perceptions of safety at night have remained the same with just over half saying they feel safe.

On balance, Kingston residents feel that their neighbourhood is a place where residents respect ethnic differences between people. This again is an improvement since 2003/04.  Slightly fewer agree that their neighbourhood is a place where people from different backgrounds get on well together, although again the consensus is positive.  However, more residents disagree than agree that there is a strong sense of community in their local area.

Local environment, waste and recycling

The Kingston waste collection and recycling services are well regarded.  Approaching three in five are satisfied with the way that Kingston Council keeps its land clear of litter and refuse (60%).  The same proportion are satisfied with recycling facilities.  To provide some context in the BVPI 2003/04 survey, among the London boroughs the average satisfaction score for local recycling facilities overall was 52%.  Although there is no direct comparison with this survey, this is a useful guide.

The doorstep recycling service is also well regarded.  The reliability of the collection of items has the highest level of satisfaction (63%).  The container provided and provision overall also receive positive net scores.  Satisfaction with the reliability of the collection has improved since 2003/04.

Residents are also positive about local community recycling sites, with the access to sites and the range of materials that can be recycled achieving the highest scores.  Again, satisfaction with a number of aspects has improved, including the range of materials that can be recycled and the cleanliness of sites.

The tip at Villiers Road has good overall levels of satisfaction, which again are up on previous years.  However, residents are less satisfied with the access to the site and the layout of the site (17% dissatisfied for both).  The proportion of residents satisfied with access to the site is down eight points since 2000/01.   

Satisfaction with the waste collection service is high, with at least a third very satisfied with the overall services as well as the reliability of the service.   

Communication with the Council

Ratings have improved on this issue since 2002. Approaching three in five Kingston residents feel that the Council keeps them well informed about its services and benefits (59%).  This is a significant improvement since the last Kingston residents’ survey in 2002 (47%).   Although, inevitably, fewer feel that the Council listens to the views of local people, again this has improved since the 2002 residents’ survey (25% in 2005 and 17% in 2002).

Ratings of staff have also improved on all counts since 2002. Just over three in five residents claim to have contacted the Kingston Council in the last 12 months. The majority of respondents found the staff they contacted friendly, able to deal with their query, and helpful.  

Just over a quarter of respondents claim to have contacted Kingston Council with a complaint in the last 12 months.  As in previous years, more residents were dissatisfied rather than satisfied with the way their complaint was handled: 36% satisfied, 48% dissatisfied.  Ratings of how their complaint was dealt with have remained stable over the last three years.  However, this is clearly an exaggeration of the true number who have made a complaint and - as discussed above - may well mean that views generally in this survey are disproportionately critical.  Where appropriate results have therefore been analysed in this report by whether or not respondents claimed to be complainants.

Livin’ Kingston magazine

It is early days to be expecting Livin’ Kingston magazine to be impacting on residents’ consciousness. However, the fact that the Council has obtained significantly improved ratings for keeping residents informed may be partly explained by the magazine.

Whenever talking about magazines delivered to households, the reality may well be very different from perceptions. Householders receive a great deal of material though the door, much of it unwanted. Many residents will never notice it (a third of all the general public never read a newspaper). It will therefore take time before many residents even notice that the Council’s magazine has been delivered – and many will not notice it even after several issues unless there are particular things to look out for.

In the event, around half of residents recall receiving at least one issue of Livin’ Kingston magazine; 30% have no recollection of seeing it. Of those who have received Livin’ Kingston 87% have read at least one issue.  And the ratings are favourable. Of those who have read the magazine, over half rate it as ‘good’ (57%) and only 6% rate it as poor. Positive ratings similarly exceed negative ratings on all counts such as the size of print, the local events section and the design and layout. 

The item most residents would like to see more of is information about road works and street improvements (67%).  Neighbourhood news, information about other public services and service for older people are also popular

MORI’s work with other councils has shown that residents’ magazines increase their readership over time. In 2004/5, for example, one third (33%) of Hampshire County Council residents said that their newsletter ‘Hampshire Now’ is one of their preferred ways of finding out about the Council.  This was an increase of 13% since 2002, a year or two after the newsletter was introduced  As their newsletter has gained recognition ratings, residents’ ratings of how well they have been kept informed by the Council – a key driver of overall satisfaction – has improved.

A note on methodology

It is rarely straightforward to compare findings from surveys. They can be affected by - for example - methodology, question ordering, response rate, time of year, and recent events. This should be borne in mind when comparing findings from the 2005 Kingston residents’ survey with those of MORI residents’ 2002 survey and the 2003 BVPI general survey.  Although a similar methodological approach was taken, other variables will have affected outcomes to a greater or lesser extent. 

The findings in this survey reflect the views of residents who have chosen to respond.  There are two ways in which such respondents may not be representative of Kingston residents as a whole: their demographic make-up and their attitudes. Respondents’ demographic make-up has been weighted to reflect the most recent census data for gender, age and working status.  With such a large sample size, this deals, for example, with the fact that – as would be expected – a higher proportion of older people responded than younger people.  

However, it is not possible to weight for attitudinal unrepresentativeness. An example of the unrepresentativeness of the sample is that 26% of respondents say they have made a complaint to the Council over the last 12 months.  Even allowing for how a complaint may be defined by different respondents, this is likely to be somewhat higher than the ‘true’ figure.  So, again, as is often found with postal surveys, this self-selecting sample may be more critical of the Council than a truly representative sample might be.
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Quality of Life in Kingston

What is important in a good place to live

For Kingston residents, the most important feature of a good place to live is low levels of crime, mentioned by three quarters of respondents.  Health services and clean streets come next on their list of priorities.  These findings are mostly similar to the 2003/04 BVPI results, though the importance of affordable housing and clean streets have dropped notably by 8% and 5% respectively).  Three issues have increase in importance by 5% - health services, access to nature and road and pavement repairs.
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48%
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78%

47%

53%

44%

38%

35%

26%

37%

19%

19%

BVPI 2003/04
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Q

Thinking generally, which of the things below would you say are 

most 

important

in making somewhere a good place to live?

Low level of crime

Health services

Clean streets

Education provision

Public transport

Parks and open spaces

Shopping facilities

Affordable housing

Access to nature

Road and pavement repairs

Base: 

Kingston 2005: All answering (3,439).  Fieldwork: 17

th

June 

–

20

th

July 2005

BVPI 2003/04: All answering (1,400).  Fieldwork: 29

th

September 2003 

–

2

nd

January 2004

TOP MENTIONS


Low levels of crime are particularly important to younger residents; eight in ten 16-24 year olds cite this, compared with just under two-thirds of those aged 65 or over.  Conversely, health services are more important to the older residents (65% compared with 42% of 16-34 year olds).

By neighbourhood, activities for teenagers and facilities for young children are more likely to be important to those living in South Borough compared with the other neighbourhoods.  Public transport is more of a concern to those living Surbiton (51% compared with an average of 44% in the Borough generally).

Local neighbourhood

On balance, Kingston residents feel that their neighbourhood is a place where residents respect ethnic differences between people (+38 net score
).  This has increased significantly since the BVPI survey in 2003/04.   Slightly fewer agree that their neighbourhood is a place where people from different backgrounds get on well together, although again the consensus is positive.  However, more residents disagree than agree that there is a strong sense of community in their local area.
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24%

42%

38%

48%

-39%

-15%

-7%

-10%

% Agree

Q

To what extent do you agree or disagree with the following state

ments about 

your local neighbourhood?

There is a strong sense of 

community in my local area

The neighbourhood is a place 

where people from different 

backgrounds get on well together

% Disagree

Base:  Kingston 2005.  Varies, all answering (c3,300).  Fieldwor

k: 17th June 

–

20th July 2005

BVPI 2003/04.  All answering (1,428).  Fieldwork 29

th

September 2003 

–

2

nd

January 2004 

+38

+31

+27

-

15

%

±

Net 

agree

The neighbourhood is a 

place where residents 

respect ethnic differences 

between people

Kingston 2005

BVPI 2003/04


Views on these issues do vary depending on demographic profile and responses to other attitudinal questions.  For example, younger people are less likely to feel there is a strong sense of community or that their neighbourhood is respectful of ethnic minorities and different backgrounds.  Black and Minority Ethnic (BME) residents are generally more positive than white residents on all these issues, including being more likely to agree that their neighbourhood is a place where residents respect ethnic differences between people.  By neighbourhood, Malden and Coombe and Kingston Town are generally more positive than Surbiton and South Borough.  Those who have lived in Kingston all their lives are also more negative.   Finally, those who have stated in this survey that they are satisfied with the way the Council runs things or feel that the Council keeps them well informed, are more positive on each of the statements.  The table below shows the net scores for each of the statements broken down by the demographic and attitudinal data mentioned.

Sub-group analysis


There is a strong sense of community in my local area
The neighbourhood is a place where people from different backgrounds get on well together
The neighbourhood is a place where residents respect ethnic differences between people


(3,301)
Net agree +/-
(3,338)
Net agree +/-
(3,340)
Net agree +/-

TOTAL
-15
+27
+38

Age




16-34
-20
+19
+34

35-54
-14
+30
+40

55-64
-17
+28
+38

65+
-2
+32
+39

Ethnicity




White
-16
+26
+37

BME
-1
+39
+46

Neighbourhood




Surbiton
-25
+21
+38

Malden and Coombe
-9
+31
+42

Kingston Town
-8
+30
+39

South Borough
-22
+21
+27

Length of time living in Kingston




Up to 10 years
-14
+27
+41

Over 10 years
-13
+31
+41

All my life
-24
+16
+23

Satisfaction with Council




Satisfied
-2
+38
+49

Dissatisfied
-39
+10
+19

Council keeps me informed




Informed
-1
+36
+47

Not informed
-33
+16
+27

Source:  MORI

Satisfaction with local environment

The majority of residents are satisfied with their local environment, although only eight per cent are very satisfied.  
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8%

10%

3%

19%

60%

Neither/nor

Very satisfied

Fairly dissatisfied

Fairly satisfied

Very dissatisfied

Q

How satisfied or dissatisfied are you with the quality of your l

ocal 

environment overall?

Base:  All Kingston residents answering (3,439).  Fieldwork: 17t

h June 

–

20th July 2005

*

Don’t know


There are some variations by sub-group: younger residents, those in Surbiton and Kingston Town and those who are newer to the Kingston area are more likely to be satisfied.  As stated in the executive summary, a general pattern is that those who are satisfied with the Council, feel they are kept informed and have not made a complaint, are more likely to be satisfied with a whole range of services.   This is true for the local environment as shown in the table below.

Satisfaction with the local environment




Base:  All answering
(3,439)

% satisfied

TOTAL
67

Satisfaction with Council


Satisfied
87

Dissatisfied
30

Council keeps me informed


Informed
76

Not informed
55

Complained


Yes
55

No
72

Source:  MORI

Improvements for Kingston

The main improvements residents would like to see in Kingston surround traffic and the roads:  lowering the levels of traffic congestion and repairing roads and pavements, both mentioned by around two in five residents.   Also high on the list are activities for teenagers, clean streets and low levels of crime (all 34%).  

Compared with the BVPI survey in 2003/04 the proportion of residents saying traffic congestion needs improving has fallen by 11 percentage points, clean streets and low levels of crime have also seen a decline.  However, activities for teenagers is up by eight per cent.
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41%

39%

34%

34%

34%

30%

28%

20%

16%

15%

52%

40%

26%

43%

44%

32%

19%

17%

22%

n/a

BVPI 2003/04

Kingston 2005

Q

Thinking about this local area, which of the things below, if an

y, do you 

think 

most need improving

?

Low level of traffic congestion

Road and pavement repairs

Activities for teenagers

Low level of crime

Clean streets

Affordable housing

Swift removal graffiti

Health services

Low level of pollution

Wage levels and local cost of 

living

TOP MENTIONS

Base: 

Kingston 2005: All answering (3,260).  Fieldwork: 17

th

June 

–

20

th

July 2005

BVPI 2003/04: All answering (1,379).  Fieldwork: 29

th

September 2003 

–

2

nd

January 2004


Problems

Around half of Kingston residents feel that vandalism and graffiti is a problem in their area, 18% say it is a very big problem.  Also causing concern to a similar proportion of residents are teenagers hanging around on the streets (51%) and rubbish and litter lying around (48%).  The other issues asked about are less of a concern, with more residents saying they are not a problem than those saying they are.
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53%

51%

48%

45%

35%

23%

19%

15%

15%

Q

Thinking about your local area, how much of a problem, if at all

, do you 

think the following issues are…?

Base: 

Varies, all Kingston residents answering (c.3,300). Fieldwork:17

th June 

–

20th July 2005

Noisy neighbours or loud parties

Teenagers hanging around on 

the streets

Vandalism, graffiti and other 

deliberate damage to property or 

vehicles

People being attacked 

because of their skin colour, 

ethnic group, racial origin or 

religion

People using or dealing drugs

People being drunk or rowdy in 

public places

People sleeping rough on the 

streets or in other public places

Abandoned or burnt out cars

Rubbish and litter lying around

% ‘A problem’


BME residents are more likely than white residents to say that people being attacked because of their skin colour, ethnic group, racial origin or religion is a problem (31% compared with 13%).

There are some differences between the Kingston neighbourhoods shown in the table below.  Those areas where problems are reported by significantly more residents are highlighted.  As can be seen for most of the problems, residents in Kingston Town are more likely to be concerned about them.

Problems by local area


Surbiton
Malden and Coombe
Kingston Town
South Borough

Base:  All respondents
(816)
% problem
(1,175)
% problem
(864)
% problem
(436)
% problem 

Vandalism, graffiti, and other deliberate damage to property or vehicles
51
52
54
58

Teenagers hanging around on the street
44
46
55
70

Rubbish and litter lying around
45
47
51
50

People being drunk or rowdy in public places
44
36
60
36

People using or dealing drugs
34
30
44
30

Abandoned or burnt out cars





Noisy neighbours or load parties
19
14
25
18

People being attacked because of their skin colour, ethnic group, racial origin or religion
14
16
15
17

People sleeping rough in the streets or other places
21
9
20
8

Source:  MORI


Safety

The great majority of Kingston residents feel safe when outside in the borough during the day, with less than one in ten feeling unsafe.  More residents say they feel safe during the day than did in the last BVPI survey.

When asked about feeling safe at night, the proportion feeling safe falls to just over one third (36%), with a larger proportion saying they feel unsafe (42%).  These findings are very similar to those of the BVPI survey.
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31%

52%

11%

5%

1%

Kingston 2005

BVPI 2003/04

28%

48%

11%

8%

1%

4%

Q

How safe or unsafe do you feel when outside in Kingston borough 

during the 

day?

Base:  Kingston 2005: All answering (3,455).  Fieldwork: 17th Ju

ne 

–

20th July 2005

BVPI 2003/04: All answering (1,428).  Fieldwork: 29

th

September 2003 

-

2

nd

January 2004

% Neither/

nor

% Very 

safe

% Don’t know

% Fairly 

unsafe

% Very 

unsafe

% Fairly 

safe

*%

Safe 

83%

Safe 

76%
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33%

21%

28%

14%

1%

3%

Kingston 2005

BVPI 2003/04

3%

30%

18%

28%

15%

7%

Q

How safe or unsafe do you feel when outside in Kingston borough 

after 

dark?

% Neither/

nor

% Very 

safe

% Don’t know

% Fairly 

unsafe

% Very 

unsafe

% Fairly 

safe

Base:  Kingston 2005: All answering (3,458).  Fieldwork: 17th Ju

ne 

–

20th July 2005

BVPI 2003/04: All answering (1,428).  Fieldwork: 29

th

September 2003 

-

2

nd

January 2004

Safe 

54%

Safe 

48%


Younger people are more likely to feel safe both during the day and at night than older people.  In addition, men feel safer at night than women.

Satisfaction with the Council and its Services

Satisfaction with Kingston Council

Just over half of residents are satisfied with the way Kingston Council runs things, less than one in five are dissatisfied.  This is an improvement since the last Kingston residents survey in 2002, but remains similar to the previous BVPI survey in 2003/04.
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61%

42%

57%

55%

-11%

-21%

-13%

-18%

% Satisfied

% Dissatisfied

+37

+44

+50

%

±

Net 

satisfied

Q

Taking everything into account, how satisfied or dissatisfied ar

e you with the 

way Kingston Council runs things?

Base: 

Kingston 2005: All answering (3,448).  Fieldwork: 17

th

June 

–

20

th

July 2005

Kingston 2002: All answering (1,352).  Fieldwork: 18

th

November 

–

20

th

December 2002

BVPI 2003/04: All answering (1,352).  Fieldwork: 29

th

September 2003 

–

2

nd

January 2004

BVPI 2000/01: All answering (834).  Fieldwork: Autumn 2000

% Kingston 2002

% Kingston 2005

% BVPI 2000/01

% BVPI 2003/04

+21


The results are fairly similar across neighbourhood, gender and ethnic group. However, older people (those aged 65+) are more likely to satisfied than residents overall (65% compared with 54% overall).

Those who have not complained to the Council or feel they are well informed are more likely to be satisfied, shown in the table below.

Satisfaction with the Council




Base:  All answering
(3,454)

%

TOTAL
55

Council keeps me informed


Informed
67

Not informed
37

Complained


Yes
45

No
58

Source:  MORI

On balance, residents feel that the way the Council runs things has stayed the same over the last three years, rather than getting better or worse.  However, the proportion of residents saying it has got better has gone up since 2003/04 and those saying it has got worse has fallen.
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16

20

61

62

23

18

Kingston 2005

% Better

% Same

% Worse

BVPI 2003/04

Q

Thinking about the way Kingston Council runs things do you think

this has 

got better or worse over the last three years, or has it stayed 

the same?

Base:  Kingston 2005: All answering (3,019).  Fieldwork: 17th Ju

ne 

–

20th July 2005

BVPI 2003/04: All answering (1,162).  Fieldwork: 29

th

September 2003

-

2

nd

January 2004


Older residents are again more likely to say that they think things have got better (21%), while those who have lived in Kingston their whole lives are more likely to say it has got worse.  The same pattern regarding satisfaction with the Council applies again.

Kingston Council has got better




Base:  All answering
(3,439)

%

TOTAL
20

Satisfaction with Council


Satisfied
31

Dissatisfied
3

Council keeps me informed


Informed
24

Not informed
10

Complained


Yes
18

No
21

Source:  MORI

Usage and satisfaction with Council Services

The most used Council services are the local tip at Villiers Road and transport services.  However, reported use of many services has fallen since the Kingston residents’ survey in 2002 and the BVPI Survey in 2003/04.
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Kingston 2002

Q

Please indicate whether you or any other member of your family h

ave 

used any of the following services provided by Kingston Council 

in this 

last 12 months:

67%

64%

43%

28%

24%

23%

14%

10%

7%

6%

80%

8%

29%

34%

14%

12%

9%

n/a

n/a

13%

8%

8%

11%

42%

26%

36%

75%

n/a

n/a

n/a

Kingston 2005

Transport services

Planning services

Environmental services

Local Authority Education 

Services

Cultural & recreational 

services

Housing services

Local tip at 

Villiers

Road
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Residents are on the whole satisfied with the Council’s services.  In particular, parks and open spaces, and environmental services are well received.  The one service that has a negative net score is Theatres/Concert Halls (-6).  Where comparisons with previous surveys can be made, it can be seen that satisfaction with environmental services has risen, but satisfaction with transport services has fallen.
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For all these services those who are satisfied with the Council overall and those who feel informed are more likely to satisfied with services generally.

The table below shows the net satisfied scores for each service by neighbourhood.  Those areas that rate services as significantly better than other neighbourhoods are highlighted green and those that are significantly worse are highlighted red.  Surbiton residents tend to rate services less highly than the other Kingston neighbourhoods.

Satisfaction by local area


Surbiton
Malden and Coombe
Kingston Town
South Borough

Base:  All respondents
(816)
Net sat +/-
(1,175)
Net sat +/-
(864)
Net sat +/-
(436)
Net sat +/-

Parks and open spaces
+58
+57
+67
+48

Environmental services
+54
+44
+46
+55

Libraries
+47
+49
+40
+38

Transport services
+21
+29
+27
+34

Sports/leisure facilities
+19
+28
+24
+24

Local authority education services
+20
+28
+26
+29

Cultural and recreational services
+21
+22
+20
+19

Museums and galleries
+14
+19
+21
+15

Planning services
+8
+8
+10
+5

Theatres/concert halls
-8
-2
-10
-3

Personal social services
+7
+11
+8
+13

Housing services
+1
+3
+2
+3

Source:  MORI


Almost all residents use Kingston’s parks and open spaces, with only 5% saying they do not.  Almost half use them on a regular basis: 49% at least once a week.  These findings are very similar to the most recent BVPI survey.  
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Sport and leisure facilities are used less often, with one quarter of residents not using them at all, 19% use them at least once a week.  Again, these findings are very similar to previous surveys, although the proportion of residents saying they never use sports and leisure facilities has fallen consistently since 2000.
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Those less likely to use sports and leisure facilities are older (48%), without access to a car (41%), and those living in Surbiton (29%).  The same pattern is true for parks and open spaces, although it is those in South Borough rather than Surbiton who are less frequent users.

Local Environment, Waste and Recycling

Streetscene

The environmental issues that residents feel are most in need of improving are traffic congestion and litter on the streets – items that are also top of the list of the more general improvement question.
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The table below shows the results broken down by neighbourhood, with significant differences highlighted.  Residents in South Borough are more likely to say that road surfaces, vandalism and community spirit need improving.

Improvements by local area


Surbiton
Malden and Coombe
Kingston Town
South Borough

Base:  All respondents
(815)
%
(1,239)
%
(890)
%
(450)
%

Traffic congestion
40
49
45
40

Litter on the streets
42
42
45
44

Graffiti
32
40
36
30

Road surfaces
35
36
23
39

Pavements
33
34
27
33

Vandalism
27
27
32
36

Fewer traffic calming measures
30
30
25
31

Community spirit/sense of local community
21
21
18
25

Appearance of surrounding area
17
20
18
19

Less parking on the street
18
20
11
19

Source:  MORI


Despite litter on the streets being one of the issues residents feel is most in need of improvement, three in five are now satisfied with the way that Kingston Council keeps its land clear of litter and refuse (60%).  This is an improvement on satisfaction in the BVPI 2000/01 and BVPI 2003/04 findings (54% and 55% respectvely).
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The same patterns regarding overall satisfaction with the Council, feeling informed and making a complaint apply.

Satisfaction with litter and refuse




Base:  All answering
(3,439)

%

TOTAL
59

Satisfaction with Council


Satisfied
77

Dissatisfied
31

Council keeps me informed


Informed
70

Not informed
46

Complained


Yes
52

No
63

Source:  MORI

Satisfaction with recycling

Recycling facilities are well thought of, three in five say they are satisfied with them, 18% are dissatisfied. 

As with many other services, older residents are more satisfied with local recycling facilities than average (75%), so are residents is South Borough (66%).
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The doorstep recycling service is well regarded.  The reliability of the collection of items has the highest level of satisfaction (55%).  The container provided and provision overall also receive positive net scores, although with around a third dissatisfied there is room for improvement.  These results are fairly similar to 2003/04, although the reliability of the collection has improved slightly
.

Younger residents and those living in Surbiton are less satisfied than average on all three aspects.
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Residents are positive about local community recycling sites, with the access to sites and the range of materials that can be recycled achieving the highest scores.  Again, younger residents tend to be less satisfied than Kingston residents overall.
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Two of these aspects were asked about in previous BVPI surveys.  The ratings for the range of materials that can be recycled have improved since 2003/04, up to the same levels as 2000/01.  The cleanliness/tidiness of the sites also receive improved ratings this year.
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Cleanliness/tidiness of the site you use most


Users 

Looking at those who said they used recycling service earlier on in the survey, they are more likely to be satisfied than the population as a whole.  The table below shows the results for each aspect of the recycling service.

Satisfaction with recycling facilities


Overall
Users

Base:  All answering
%
%

Recycling facilities overall
59
68

Doorstep collection:



Container provided
48
53

Reliability
55
61

Provision of doorstep service overall
46
51

Local community recycling facilities:



Access
61
74

Parking
52
63

Cleanliness
50
57

Range of materials recycled
58
68

Source:  MORI

Waste

The tip at Villiers Road also has good levels of satisfaction, which have increased in 2003/04.  Over eight in ten residents say they are satisfied with the local tip at Villiers Road overall, up six points since 2003/04
.
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Villiers

Road…the local tip overall
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Satisfaction with the local tip overall




Base:  All answering
(2,644)

%

TOTAL
82

Satisfaction with Council


Satisfied
89

Dissatisfied
71

Council keeps me informed


Informed
87

Not informed
74

Complained


Yes
83

No
77

Source:  MORI

Ratings on the access to the site have done less well, with an eight point drop from 2000/01 to 2005.
  Overall, 69% are satisfied in 2005 compared with 77% in 2000/01.  Those without cars in the household are less likely to be satisfied than those with cars (33% compared with 59% of households with cars).
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Looking at other aspects of the tip, a small proportion of residents are also dissatisfied with the layout of the site (17%).  All other aspects are rated highly.  
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Satisfaction with the waste collection service is high, with at least a third very satisfied with the overall services as well as the reliability of the service.  Satisfaction with the service overall has improved since 2003/04, up nine points.   While satisfaction with the reliability of the service remains the same (and lower than in 2000/01).

Again, older people are more satisfied, younger people more dissatisfied (91% 65+ are satisfied compared with 69% of 16-34 year olds).  Those in Malden and Coombe and South Borough are more satisfied than those in Surbiton and Kingston Town (83%, 81%, 73% and 73% respectively).
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Communication with the Council

There has been an improvement in the Council’s ratings, approaching three in five Kingston residents feel that the Council keeps them well informed about its services and benefits.  An increase of nine percentage points on the 2002 Kingston residents’ survey and six points on the 2003/04 BVPI survey.  There is still room for improvement however, with two in five residents saying they get only a limited amount of information or not much at all.
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There are not many sub-group differences for this question, although older residents are more likely to feel informed (62%).

There has also been an increase since the last residents’ survey in 2002 in the proportion who feel the Council listens to the views of local people.  BME residents are more likely to believe that the Council listens to the views of local residents (35%), as are those who feel they are kept informed (35%).
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Residents are less inclined to feel that they can affect decision making, although they feel they will have a better chance of doing so when working with others in their neighbourhood than on their own.  Figures have fallen since the 2003/04 BVPI survey, when two-thirds felt they could influence decisions by working together, this is now two in five.  

Just under a quarter say they actually get involved in decision making.  These people are more likely to be aged 35-64 and own their own properties.
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Contact with the Council

Just over three in five residents claim to have contacted the Council in the last 12 months.  These residents are more likely to be of working age (16-64), in socially rented accommodation, be dissatisfied with the Council and have children.

Q  Have you contacted Kingston Council in the last 12 months?




Base:  All answering
(3,409)

Yes
62

No
37

Don’t know
1

Source:  MORI

The most common method of getting in touch is by phone.

Q  How did you get in contact with the Kingston Council most recently?




Base:  All respondents
(2,025 )
%

In person
14

By phone
74

In writing


By letter
12

By fax
1

By email
11

Through a local neighbourhood councillor
2

Through someone else
1

Source:  MORI

The majority of respondents found the staff they contacted friendly, able to deal with their query, and helpful.  Fewer found them quick in dealing with their query or found it easy to get hold of the right person.  These figures all show improvements since the 2002 Kingston residents’ survey.

[image: image32.wmf]Source: MORI

Helpful

Q

When you last contacted Kingston Council, did you find the staff

?

60%

64%

55%

46%

62%

46%

51%

55%

38%

35%

48%

31%

Friendly

Interested in your 

problem/query

Quick in dealing with your 

problem/query

Able to deal with your 

problem/query

% Kingston 2002

% Kingston 2005

Base: Kingston 2005: Varies, all answering who have contacted th

e council in the last 12 months (c.1,900)

Kingston 2002: All who have contacted the Council in the last 12

months (2,830)

Easy to get hold of the right 

person


Complaints

Just over a quarter of respondents claim to have contacted Kingston Council with a complaint in the last 12 months.  Those more likely to have complained are aged 35+, not working, social renters, and living in Malden and Coombe or South Borough.

Have you contacted Kingston Council with a complaint in the last 12 months?




Base:  All answering
(3,427)

Yes
26

No
73

Don’t know
1

Source:  MORI

As in previous years more residents were dissatisfied rather than satisfied with the way their complaint was handled: 37% satisfied, 49% dissatisfied.  Those more likely to be dissatisfied are men, those aged 16-54, and those living in Malden and Coombe.
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1%

16%
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20%
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Q

How satisfied or dissatisfied were you with the way in which you

r 

complaint(s

) was (were) handled?

% Neither/

nor

% Very 

satisfied

% Don’t know

% Fairly 

dissatisfied

% Very 

dissatisfied

% Fairly 

satisfied

Base: 

Kingston 2005: 

All answering who have contacted council with a complaint in the

last 12 months (901)

Kingston 2002: 

All answering who have contacted council with a complaint in the

last 12 months (1,203)

BVPI 2003/04: 

All answering who have contacted council with a complaint in the

last 12 months (295)


Livin’ Kingston Magazine

Readership

Whenever talking about magazines delivered to households, the reality may well be very different from perceptions. Householders receive a great deal of material though the door, much of it unwanted. Many residents will never notice it (a third of all the general public never read a newspaper). It will therefore take time before many residents even notice that the Council’s magazine has been delivered – and many will not notice it even after several issues unless there are particular things to look out for.

From what residents can recall, one in ten say they have received all five issues of Livin’ Kingston, half have received at least one copy, three in ten have not received any.  
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21%

11%

27%

11%

30%

One

Between two and four

All five

Don’t know

None

Q

Five editions of 

Livin

’ Kingston has been published since June 2004 and 

delivered to local households.  How many editions have you recei

ved?

Base:  All Kingston residents answering (3,458).  Fieldwork: 17t

h June 

–

20th July 2005


Among those living is a flat with a security entrance or a flat with a communal entrance the percentage who claim no to have received any copies of Living’ Kingston rises to around half (51% and 50% respectively), compared to around one in five (21%) in house in ordinary through roads.   

Receiving Livin’ Kingston


Flat with own entrance
Flat with security entrance
Flat with communal entrance
Cul-de-sac
None of these

Base:  All respondents
(382)
%
(336)
%
(451)
%
(534)
%
(1,766)
%

Any
43
35
35
41
57

None
39
51
50
36
21

One
10
11
14
10
11

Between two and four
25
19
15
24
32

All five
9
5
6
7
14

Don’t know
18
14
14
22
23

Source:  MORI

Half of residents claim to have read at least one copy of Livin’ Kingston, seven per cent have read them all, while two in five have not read any.  Among those who have received a copy of Livin’ Kingston, readership increases with 87% having read at least one and 19% having read all five.

Those who have not received and/or read any copies of Livin’ Kingston are more likely to be dissatisfied with the Council.  This may well be linked to the correlation between satisfaction and being kept informed.
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Just four per cent of residents have seen Livin’ Kingston on the Council’s website.

Content

Readers of Livin’ Kingston are generally positive about a number of different aspects of the magazine; no item is rated poor by more than 10%.  Residents are most positive about the size of print, local events and the design and layout. 
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Usefulness of information 

about the council

% Good

Q

How do you rate 

Livin

’ Kingston on each of the following?

Local events

News stories

Features

Design and layout

Base: Varies, all Kingston residents answering who have read 

Livin

’ Kingston (c.1,680)

Size of print

Quality of writing

Style of writing

The magazine overall

44%

45%

52%

53%

54%

58%

63%

69%

57%

-9%

-8%

-6%

-7%

-5%

-5%

-6%

-3%

-6%

% Poor


The item most residents would like to see more of is information about road works and street improvements (67%).  Neighbourhood news, information about other public services and service for older people are also popular.  Competitions are the least popular.
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Information about education
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Information about housing

Information about planning and 
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Information about road works and 

street improvements

Information about services for 

children and young people

Q

In future editions of 

Livin

’ Kingston would you like to see more or less of the 

following?

Base:  Varies, all Kingston residents answering (c.1,600).  Fiel

dwork: 17th June 

–

20th July 2005

Information abut services for older 

people

Information about other public 

services

Neighbourhood news

A letters page

Competitions


Different people would like to see more on different aspects, generally relating to their interests and circumstances.  For example, those with children in the household would like to see more about education, owner-occupiers would like to see more about housing, those with cars would like to see more about road works and older residents would like to see more about services for older people. 

One in five residents would like to see other changes to the magazine, the most mentioned of these being terminating the magazine.

What other changes would you like to see made to Livin’ Kingston?

TOP MENTIONS


Base:  All answering who would like to see other changes (open ended question)
(254)

%

Scrap it and save money/stop wasting money
36

More local/my area news/events
9

Spell ‘living’ correctly/proper grammar
6

More factual/more facts
5

Make it less glossy/more down-market/plain paper
5

More interesting/less boring
5

To be more informative
5

More council news/what’s going on in the council
5

More on leisure pursuits
5

Have it delivered/delivered regularly
5

Source:  MORI

Appendices

Sample Profile

Statistical Reliability

Sample Profile

Sample Profile


Residents Survey 2005
Kingston Profile Census 2001


Unweighted
Weighted



N
%
N
%


Total






Gender






Male
1,497
43
1,658
48
50

Female
1,971
57
1,810
52
50

Age






16-24
67
2
113
3
16

25-34
539
16
780
22
21

35-44
697
20
1,085
31
20

45-54
688
20
490
14
16

55-64
595
17
413
12
11

65+
888
25
590
17
16

Work Status






Full-time
1,420
41
1,405
41
48

Not full-time
2,014
59
2,041
59
52

Ethnicity






White
3,127
91
3,049
88
84

BME
328
9
406
12
16

Source:  MORI

Statistical Reliability

In a perfectly random probability survey it is possible to calculate the chances of the findings being representative of the population as a whole.  This statistical probability has set out in the appendix, ? should be noted that, with a posted survey, these must ? an exlient be ? as indicative.

Because a sample, rather than the entire population, was interviewed the percentage results are subject to sampling tolerances – which vary with the size of the sample and the percentage figure concerned.  For example, for a question where 50% of the people in a (weighted) sample of 3,521 respond with a particular answer, the chances are 95 in 100 that this result would not vary more than two percentage points, plus or minus, from the result that would have been obtained from a census of the entire population (using the same procedures).  The tolerances that may apply in this report are given in the table below.

Approximate sampling tolerances applicable to percentages at or near 
these levels (at the 95% confidence level)



10% or 90%
(
30% or 70%
(
50%
(

3,521
1
1
2

Source:  MORI

Tolerances are also involved in the comparison of results between different elements of the sample.  A difference must be of at least a certain size to be statistically significant.  The following table is a guide to the sampling tolerances applicable to comparisons between sub-groups.

Differences required for significance at the 95% confidence level 
at or near these percentages


10% or 90%
(
30% or 70%
(
50%
(

Male (1,658) v Female (1,810)
2
3
3

16-34 (605) v  65+ (882)
3
5
5

Kingston Town (900) v South of the Borough (450)
3
5
6

Source:  MORI

� A net score is the % positive result minus the % negative result.


� The highlighted areas indicate those areas where problems are reported by significantly more residents compared with the other areas.


� Those areas that rate services as significantly better than other neighbourhoods are highlighted green and those that are significantly worse are highlighted red.


� The highlighted areas indicate a statistically significant difference from the other neighbourhoods.


� Question wording varied slightly in 2003/04 BVPI survey.  ‘Doorstep’ was not used.


� Question wording differed slightly in 2003/04 and 2000/01 BVPI surveys.  The question asked about recycling facilities generally rather that the site that respondents use most.  Statements were ‘the items you can deposit for recycling’ and ‘how “clean and tidy” the site is’.


� Please note that in 2003/04 and 2000/01 BVPI surveys the name of the tip was not given.


� The question in the 2003/04 survey asked about the ‘location of the site’ rather than access, therefore this comparison should be treated with caution.
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