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Methodology

• Representative survey of 1,000 interviews x 15 mins
• Fieldwork: 29 January – 12 March 2019
• Quotas set on gender, age, ethnicity, disability, 

neighbourhood

• Mixed methodology - Telephone surveys (67.5%) and 
face-to-face interviews (32.5%), conducted by Enventure
Research



KEY	MEASURES
Annual	Residents	Survey



Satisfaction	with	the	local	area

42

46

6
4 2

Very	satisfied Fairly	satisfied Neither/nor
Fairly	dissatisfied Very	dissatisfied

2019 2017 2016

Satisfied 88% 85% 84%

Dissatisfied 6% 5% 5%Base:	All	respondents	2019	(1,000);	2017	(1,000);	2016	(1,000)

Q1.	Overall,	how	satisfied	or	dissatisfied	are	you	with	your	local	area	as	a	place	to	
live?	(%)



Satisfaction	with	the	Council	

19

48

16

9
5 3

Very	satisfied Fairly	satisfied Neither/nor
Fairly	dissatisfied Very	dissatisfied Don't	know

2019 2017 2016

Satisfied 67% 60% 56%

Dissatisfied 14% 14% 18%Base:	All	respondents	2019	(1,000);	2017	(1,000);	2016	(1,000)

Q2.	Overall,	how	satisfied	or	dissatisfied	are	you	with	the	way	the	Council	runs	
things?	(%)



Value	for	money

8

36

22

16

8

13

Strongly	agree Agree Neither/nor
Disagree Strongly	disagree Don't	know

2019 2017 2016

Agree 44% 44% 38%

Disagree 24% 16% 27%Base:	All	respondents	2019	(1,000);	2017	(1,000);	2016	(1,000)

Q3.	To	what	extent	do	you	agree	or	disagree	that	Kingston	Council	provides	value	
for	money?	(%)



Being	kept	informed	by	the	Council

11

41
23

13

11

Very	well	informed Fairly	well	informed
Not	very	well	informed Not	well	informed	at	all
Don't	know

Base:	All	respondents	2019	(1,000);	2017	(1,000);	2016	(1,000)

Q4.	Overall,	how	well	informed	do	you	think	Kingston	Council	keeps	residents	
about	the	services	and	benefits	it	provides?	(%)

2019 2017 2016

Informed 52% 54% 59%

Not	informed 36% 30% 38%



Benchmarking

National	benchmarking	questions	- LGA

Measure

Kingston	
(Mar	2019)
Sample	Size:	

1,000

LGA	Tracker
(Feb	2019)
Sample	Size:	

1,001

Kingston	
Performance

Area satisfaction 88% 81% ABOVE

Council satisfaction 67% 60% ABOVE

Value for money 44% 44% SAME

Informed rating 52% 59% BELOW



FINANCIAL	SITUATION
Annual	Residents	Survey

££
£



44% 

7% 

10% 

12% 

28% 

Q7.	When	thinking	about	the	financial	changes	central	and	local	government	may	
be	facing,	which	of	the	following	is	closest	to	your	view?

The	Council	has	serious	financial	
challenges	ahead	which	will	likely	
involve	large	spending	reductions	and	
delivering	services	differently

The	Council	has	financial	challenges	
ahead	which	will	likely	involve	some	
spending	reductions	and	delivering	
services	differently

The	Council	has	had	a	lot	of	financial	
pressure	in	recent	years	but	is	
through	the	worst	of	it

The	Council	hasn’t	had	much	financial	
pressure	in	recent	years	and	will	
continue	to	have	adequate	funding	in	
the	future

Base:	All	respondents	(1,000)

Don’t	know

Financial	situation



9

9

8
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Q8.	Kingston	Council	has	to	make	£22	million	of	budget	savings	in	order	to	make	a	
legal	budget.		Difficult	decisions	will	need	to	be	made.		In	this	context,	to	what	
extent	do	you	agree	disagree	that	…?(%)
The	Council	seeks	
the	views	of	
residents	before	
making	decisions

The	Council	acts	on	
the	concerns	of	
residents

The	Council	
explains	the	
decisions	it	makes

Agree	
strongly

Agree Neither	agree	
nor	disagree

Disagree Disagree	
strongly

Don’t	know

Base:	All	respondents	(1,000)
Note:	Not	all	figures	may	add	up	to	100%	due	to	rounding

Decision	making



COMMUNITY	ENGAGEMENT
Annual	Residents	Survey



2% 

3% 

2% 

3% 

12% 

37% 

42% 

Q5.	Thinking	about	your	involvement	with	the	Council,	which	of	the	following	
statements	best	describes	your	attitude	to	engaging	with	the	Council	…

I’m	not	interested	in	what	the	
Council	is	doing	as	long	as	it	does	its	
job

I	would	like	to	know	what	the	
council	is	doing

I	would	like	to	have	more	of	a	say	in	
what	the	Council	is	doing

I	would	like	to	become	actively	
involved

I	am	already	involved	in	helping	the	
Council	deliver	services

None	of	these

Base:	All	respondents	(1,000)

Don’t	know

Engaging	with	the	Council



41% 

37% 

17% 

5% 

Q16.	On	average,	how	often,	if	at	all	do	you	visit	the	Kingston	Council	website?

Once	or	twice	a	month

At	least	once	a	week

Less	often	than	once	or	twice	
a	month

Base:	All	respondents	(1,000)

Never

Digital	engagement



4% 

18% 

55% 

24% 

Q17.	In	general,	how	easy	do	you	find	using	the	Council	website?

Easy

Very	easy

Not	very	easy

Base:	All	respondents	(1,000)

Not	at	all	easy

Digital	engagement



COMMUNICATION
Annual	Residents	Survey



5% 

18% 

20% 

23% 

28% 

39% 

Q18.	Which	of	the	following	sources	do	you	currently	use	to	obtain	news	and	
information	about	Council	services?

Leaflets	and	publications	
through	the	post

Council	website

I	do	not	obtain	news	and	
information	about	Council	
services/none

Local	media

Social	media	(e.g.	Facebook,	
Twitter)

Other

Base:	All	respondents	(1,000)

Current	sources



4% 

2% 

4% 

11% 

11% 

19% 

23% 

25% 

34% 

Q19.	What	would	be	your	preferred	method	through	which	to	receive	information	
about	services	provided	by	the	Council	and	its	partners?
Leaflets	and	publications	
through	the	post

Council	website

Direct	contact	by	email

Local	media

Social	media	(e.g.	Facebook,	
Twitter)

None
Base:	All	respondents	(1,000)

Direct	contact	by	phone	or	
letter

Direct	contact	face-to-face

Local	councillor

Preferred	source:	receiving	information



1% 

3% 

4% 

7% 

8% 

9% 

31% 

37% 

Q20.	If	you	wanted	to	contact	the	Council	which	one	of	the	following	methods	
would	you	be	your	ideal	preference	to	use?

Telephone

Email

Social	media	(e.g.	Facebook,	
Twitter)

Don’t	know

Base:	All	respondents	(1,000)

Letter

Face-to-face	contact

Online	chat

Other

Preferred	source:	contacting	the	Council



VOLUNTEERING
Annual	Residents	Survey



63% 

5% 

11% 

10% 

12% 

Q10.	Overall,	about	how	often	over	the	last	12	months	have	you	volunteered	or	
supported	others	in	your	local	community?

At	least	once	a	month,	but	
less	than	once	a	week

At	least	once	a	week

At	least	a	few	times	a	year,	
but	less	often	than	once	a	
month

Once	a	year

Base:	All	respondents	(1,000)

Never

How	often?



43% 

16% 

18% 

25% 

36% 

Q11.	Which	if	any,	would	you	be	willing	to	get	involved	with	in	the	future?

Giving	your	time	to	help	out	
at	a	local	club,	group	or	
organisation

Help	other	people

Helping	in	an	activity	or	
event	through	a	formal	
volunteering	scheme
Using	your	professional	skills	
to	help	a	local	club,	group	or	
organisation	with	business	
needs

Base:	All	respondents	(1,000)

None	of	these/Don’t	know

Future	interest	&	options



Improving	things	

Base:	All	respondents	2017	(1,000);	2016	(1,000)

Q12.	To	what	extent	do	you	agree	or	disagree	that	people	pull	together	to	improve	
things	in	your	local	area”?	(%)

23

36

19

9

5
8

Strongly	agree Agree Neither/nor
Disagree Strongly	disagree Don't	know



RESIDENT	CONCERNS
Annual	Residents	Survey



12% 

12% 

15% 

15% 

16% 

31% 

Q13.	What	are	the	three things	you	are	most	concerned	about	in	the	borough?
TOP	ANSWERS

Parking	issues

Crime	– reducing	crime	and	
antisocial	behaviour

Level	of	Council	tax

Traffic	congestion

Reducing	homelessness

Lack	of	affordable	housing

Base:	All	respondents	(1,000)

Main	resident	concerns



5% 

5% 

5% 

5% 

5% 

6% 

6% 

18% 

Q14.	…	And	out	of	these,	which	is	the	most	important?
TOP	ANSWERS

Parking	issues

Crime	– reducing	crime	and	
antisocial	behaviour

Level	of	Council	tax

Support	for	schools

Reducing	homelessness

Lack	of	affordable	housing

Base:	All	respondents	(1,000)

Traffic	congestion

Lack	of	policing

Most	important	concern



12

20

19

15

21

23

14

21

18

18

23

29

11

18

13

15

19

26

17

23

24

27

30

38

Aggressive	begging

Vandalism,	graffiti,	damage	
to	property/vehicles

People	being	drunk	or	
rowdy	in	public	places

Groups	hanging	around	the	
streets

People	using	or	dealing	
drugs

Rubbish	or	litter	lying	
around

2019
2017
2016
2015

Crime	and	anti-social	behaviour
Q14.	Thinking	about	your	local	area	…	how	much	of	a	problem	do	you	think	the	
following	are? % respondents	saying	very	big/fairly	big	problem:

Base:	All	respondents	2019	(1,000);	2017	(1,000);	2016	(1,000);	2015	(600)



10% 

12% 

13% 

17% 

19% 

25% 

28% 

Q15.	Thinking	about	the	need	for	tackling	crime,	disorder	and	substance	misuse	in	
the	borough,	what	are	the	three	issues	that	of	most	concern	to	you?

TOP	ANSWERS

Lack	of	policing/safety

Burglary

Drug	misuse

Knife	crime

Homelessness*

Anti-social	behaviour

Base:	All	respondents	(1,000)
*Note,	as	defined	by	respondents	(Homelessness	is	not	a	crime)

Alcohol	misuse

Crime	and	anti-social	behaviour



SATISFACTION	WITH	SERVICES
Annual	Residents	Survey



38

47

68

70

73

18

18

13

12

11

33

34

18

11

14

11

1

1

6

1

Q6.	What	is	your	opinion	of	…?(%)

Waste	collection

Street	cleaning

Parking	services

NET	
satisfied

Neither	satisfied	nor	
dissatisfied

NET	dissatisfied Don’t	know

Base:	All	respondents	(1,000)
Note:	Not	all	figures	may	add	up	to	100%	due	to	rounding

Maintenance	of	
roads	and	
pavements

Parks,	playgrounds	
and	open	spaces

Service	satisfaction



9

12

18

27

26

27

45

32

24

13

14

5

18

13

7

3

23

35

16

33

Q9.	To	what	extent	do	you	think	that	each	of	these	statements	applies	to	Kingston	
Council	…?(%)

Has	staff	who	are	
polite	and	friendly

Responds	quickly	
when	contacted

Involves	residents	
when	making	
decisions

A	great	deal To	some	extent Not	very	much Not	at	all Don’t	know

Base:	All	respondents	(1,000)
Note:	Not	all	figures	may	add	up	to	100%	due	to	rounding

Is	making	the	local	
area	a	better	place	
for	people	to	live

Customer	service


