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Introduction

This report summarises the main fndmgs from the new Place Survey carried out in accordance with
CLG guidelines.

Note that The Place Survey was commissioned as part of a consortium made up of all 11 district
councils and Surrey County Council. Individual surveys were carried out for each district council with
data combined to provide the county data set.

While the questionnaire content was identical, each authority’s covering letter included the district
council logo, the Surrey County Council logo, and the strapline “Surrey services working together for
local people”,

Method done

Questionnaires were mailed to a random sample of 2,500 addresses in the Waverley Borough Council
area. This sample was supplied by the Audit Commission and was drawn from the small users Postal

Address File (PAF).
Questionnaires were mailed on 29" September 2008, and were addressed to ‘The Residents at ...’

After two reminders a total of 1,344 completed questionnaires were received with a further 15 returned
as ‘undeliverable’ and 83 returned as incomplete or unusable. This represents 0.6% ‘deadwood’ and an

effective response rate of 54%.

A full description of the methodology used is given in the Technical Appendix at the end of this
document.

A copy of the questionnaire used is appended to this document. Note that the wording of the questions
was set by the CLG and could not be altered.

| Weighting of data

Data has been weighted o ensure that the results are fully representative of the population of the
district.

Ali results discussed in this document are based on the weighted data.
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SUMMARY OF NATIONAL INDICATOR SCORES

NATIONAL

INDICATOR %ﬂ‘:ﬁggﬂ Description Score | Interpretation
number
NE Q18 % of people who bei@eve 'people from different backgrounds 82% High scores
get on well together in their local area good
NI 2 Q5 % of peopie who feel they belong to their neighbourhood 60% Higg ; g ; res
Civic participation - % taken part in at least one of the s High scores
Ni3 Q18 activities listed in last 12 months 19% good
% of people who feel they can influence decisions in their High scores
NI 4 Q13 locality 28% good
NI 5 Q3 Overall satisfaction with local area 86% Higgos;:gres
Ni 6 Q15 Participation in regular volunteering 31% Higg OS OC g res
Q24 % of residents with a high perception of anti-social Low scores
NI 17 10%
combined | behaviour good
NI 21 Q26 Dealing with local concerns about anti-social behaviour and 28% High scores
crime issues by police and other local public services good
Perception of parents taking responsibility for the behaviour " High scores
NI 22 Q17 of their children in the area 39% good
% saying that people not treating each other with respect o Low scores
NI 23 Q19 and consideration is a problem in their area 20% good
Understanding of local concerns about anti-social High scores
] NI27 Q25 behaviour and crime issues by police and other local public 25% good
services
NI 37 Q129 Awareness of civil protection arrangements in local area 14% ngz OS chres
NI 41 Q24f Perception of drunk or rowdy behaviour as a problem 22% Lomégggres
Nl 42 Q24e Perception of drug use or dealing as a problem 17% Lox;(fgcd)res
Self-reported measure of people’s overall health and well o High scores
NI 119 Q30 being 81% good
NI 138 Q384 Satisfaction of people 65 and over with both home and 88% High scores
combined | neighbourhood ’ good
The extent to which older people receive the support they A High scores
NI139 Q21 need to live independently 25% good
NI 140 Q20 Fair treatment by local services 75% Higg OS :Cc{.wres
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Quality of life

Respondents were presented with a list of twenty factors relfating to quality of life and were asked to say
which five they consider to be most 1mportant in terms of making somewhere a good place to live, and
which five they feel most need improving in their area.

The level of crime emerges as the most important factor in terms of what makes an area a good place
to live, with 59% of residents including this in their selection of five from the twenty listed.

The following four factors make up the top five elements which residents see as important in making
somewhere a good place {o live - health services (included by 54% in their selection of five), access fo
nature (38%), clean streets (32%) and education provision (33%).

Interestingly, none of the factors which feature in the top five in terms of what is important in making
somewhere a good place to live, appear in the top five elements which residents feel most need
improving in their area.

Heading the list of what heeds improving is road and pavement repairs which 83% of residents include
in their choice of five elements which most need improving in their area.

The four others which make up the top five are the level of traffic congestion (51% of residents including
this in their list of five), activities for teenagers (44%), public transport (31%) and affordable decent
housing (30%).

Satisfaction with area (National Indicator 5)

Overall, 86% of residents say they are satisfied with their focal area as a place to live.

Satisfaction with home
The vast majority of residents also say they are satisfied with their home as a place to live (89%).

Satisfaction of people over 65 with both home and neighbourhood (National Indicator 138)

Taken together and relating to residents over the age of 65, satisfaction with area and satisfaction with
the home contribute towards National Indicator 138. Results show a score of 88% for this Naticnal
Indicator.

Belonging to the neighbourhood (National Indicator 2)
Overall, 60% of residents say they feel that they belong to their neighbourhood,

Performance of public services
While 756% of residents believe that all types of people are treated fairly, fewer feel that public services
promote the interests of focal residents (44%) or act on their concerns (45%).

Overall, 70% of residents believe that local public services are working to make the area safer and 65%
cleaner and greener.

Satisfaction with public services

Local doctors are rated highest from a number of non council public services, with 83% of residents
saying they are satisfied with their GP. Dentists are someway behind with 63% satisfied, and 74% say
they are satisfied with local hospitals

Satisfaction with Surrey Fire and Rescue Service (79%), is higher than for the Police Force (58%).

Keeping public land clear of litter and refuse

Overall, 58% of residents are satisfied with the council's performance in terms of keeping public land
clear of litter and refuse.
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Refuse collection
Qverall, 55% of residents are satisfied with the refuse collection service.

Doorstep recycling
Overall, 56% are satisfied with the recycling collection service.

Local tips/household waste recycling centres

Overall, 69% of residents say they are satisfied with local tipsfhousehold waste recycling centres (70%
amongst users of these facilities).

Local transport information

Amongst all those who expressed a view, 38% said they are satisfied with local transport information;
22% expressed some degree of dissatisfaction, with the remainder opting for the neutral neither
satisfied nor dissatisfied position.

The picture was simifar amongst those who had actually used this facility, with 41% satisfied and 22%
dissatisfied.

Local bus services

Amongst all those who expressed a view on local bus services, 39% sald they are satisfied and 29%
dissatisfied.

For users of bus services, while the proportion satisfied rose to 49%, there is still a substantial group
who are dissatisfied (27%).

Cultural and recreational activities

Overall, 58% of residents had used sports and leisure facilities in the previous twelve months, 54% of
whom were satisfied with the facilities provided.

Just over half had used the libraries in the previous twelve months (55%), with the majority satisfied
(78%).
Overall, 36% of residents had visited museums and galleries, 63% of whom were satisfied.

Overall, 40% of residents had visited theatres and concert halls, with 49% being satisfied with their
experience.

Parks and open spaces were used by 90% of residents. The great majority of these were satisfied with
the facilities provided (81%).

Value for money

Overall, 290% agree that Waverley Borough Council offers value for money, and 35% disagree. For
Surrey County Council 26% agree that it offers value for money and 33% disagree.

In each case the highest proportion opted for the neither agree nor disagree position on the scale (37%
and 41% respectively), suggesting that they have no view on the matter.

Overall satisfaction

When asked how satisfied they are with the way the two councils run things, again a large group ticked
the neither satisfied nor dissatisfied box in each case (36% for the borough council and 41% for the

county),

Overall satisfaction with Waverly Borough Councii was 39%, and 36% say they are satisfied with Surrey
County Council.
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Information provision (incorporating National Indicator 37)

The great majority of residents say they feel adequately informed about how and where to register fo
vote (85%), and 68% feel well informed about how their council tax is spent.

While 41% say that overall they feel well informed about local public services, slightly fewer say so in
relation to standards of service to expect or how well these services are performing (36% in each case).

Fewer again say they feel well informed about how to complain about iocal public services (32%), or
how to get involved in local decision making (30%).

Only 14% feel adequately informed about what to do in the event of a large scale emergency (National
Indicator 37).

Local decision making (National Indicator 4)
Overall, 28% of residents agree that they can influence decisions affecting their local area.

When asked if they would iike to be more involved in such decision making, a quarter said they would, |

with a further 63% saying that it would depend on the issue.

Volunteering (Natlonal Indicator 6)

Overall, 31% of residents say they have given unpaid help to other people or organisations in the last
twelve months.

Civic participation (National Indicator 3)
Overali, 19% of residents say they belong to a group which makes decisions affecting their local area.

Parents taking responsibility for children (National Indicator 22)

Overall, 39% of residents agree that in their local area parents take enough responsibility for the
behaviour of their children.

Community cohesion (National Indicator 1)

Amongst those who expressed a view on the issue, 82% agree with the statement “your local area is a
place where people from different backgrounds get on well together”.

Treating people with respect and consideration (National Indicator 23)

Overall, 20% of residents feel there is a problem in their area with people not treating each other with
respect and consideration.

Respect from public services (National Indicator 140)

The majority of residents with an opinion on the matter say they have been treated with respect and
consideration by their local public services either all of the time or most of the time (75%).

Independent living for older people (National Indicator 139)

Overall, 25% of ali residents believe that older people in their local area are able to get the services and
support they need to continue to live at home for as long as they want to. Note, however, that a large
proportion ticked the ‘don’t know' box (58%}), with only a small proportion actively disagreeing (16%).

Agreement with this proposition increases with age — 39% of those aged 75 - 84 agree as do 51% of
over 85s.

How safe feel in neighbourhood

While the vast majority of residents say they feel safe outside in their local area during the day (93%}),
fewer do so after dark (63%).
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Anti-social behaviour (National Indicators 17, 41, 42}

From a iist of seven types of anti-social behaviour, teenagers hanging around the streets emerges as
the biggest perceived problem in the area, with 32% of residents citing this as a problem.

This is closely followed by rubbish and litter lying around which 29% of residents cite.

A significant group of residents cite people being drunk or rowdy in public places (22% - which informs
National Indicator 41),

Overall, 20% cite vandalism, graffiti, and other deliberate damage to property and vehicles as a
problem.

People using or dealing drugs is thought to be a problem by 17% of residents and this informs National
Indicator 42, ‘

Noisy neighbours (9%) and abandoned or burnt out cars (4%) feature at the bottom of the list.

Note that National Indicator 17 is informed by a combination of responses to these questions. The
score for Waverley for National Indicator 17 is given by the Audit Commission as 10% of residents
showing a high perception of anti-social behaviour,

Understanding of local concerns (National Indicafors 21, 27)

Overall, 25% of residents agree to some extent. that the police and other local public services seek
people’s views about anti-social behaviour and crime in their local area (National Indicator 27), and
28% believe that they are successfully dealing with these issues (National Indicator 21).

General health (National Indicator 119)
Overall, 81% of residents describe their general health as being either very good or good.

Protecting the environment

When asked about ways they could reduce their carbon footprint, residents show the greatest
willingness to recycle more of their household waste - 70% saying they already do as much as they
can, and a further 19% saying they could do so easily.

Overall, 66% say they already do as much as they can to reduce the amount of food waste they throw
away, with a further 20% willing to do more.

Around three guarters show a willingness to reduce gas, electricity and water consumption, with more
than half saying they already do as much as they can.

Though slightly fewer say they currently do as much as they can in terms of buying fresh food with less
packaging (46%), or buying more fruit and vegetables grown locally (39%), a significant group show a
willingness to do more (35% and 36% respectively).

It would seem that residents would find making changes to their travelling the most difficult. Almost six
in ten saying they would find it difficult or would be unwilling to make more journeys by public transport,
and 43% in the case of walking or cycling. More than a third would also resist reducing or avoiding

flying.
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ABOUT THE LOCAL AREA
Quality of life
Respondents were presented with a list of twenty factors relating to quality of life and were asked to say

which five they consider to be most important in terms of making somewhere a good place to live, and
which five they feel most need improving in their area.

The chart below shows response to both parts of the question with the factors fisted in order of
perceived importance in making somewhere a good place to live (shown on the left of the chart).

The level of crime emerges as the most important factor in terms of what makes an area a good place
to live, with 59% of residents including this in their selection of five from the twenty listed.

Health services follows closely in second position being included by 54% of residents in their selection
of five elements which make somewhere a good place to live.

Access to nature appears third in the list of what makes an area a good place to live being included by
38% of residents in their selection. ‘

In fourth and fifth position in terms of what is important in making somewhere a good place to live, with
around a third residents including them in their choice of five elements are clean streets (mentioned by
35%} and education provision (33%).

Interestingly, none of the factors which feature in the top five in terms of what is important in making
somewhere a good place to live, appear in the top five elements which residents feel most need
improving in their area.

Looking now at the right hand side of the chart, shows that the most frequently mentioned area where
residents feel improvement is needed is road and pavement repairs which 63% of residents include in
their choice of five elements which most need improving in their area.

The level of fraffic congestion comes in second position with 51% of residents including this in their list
of five things which most need improving (and this is only just outside the top five in terms of what
makes an area a good place to live).

Activities for teenagers features in third position in terms of the five elements which residents feel most
need improving, with 44% including this in their selection.

Public transport (31%) and affordable decent housing (30%) fall in fourth and fifth positions in terms of
what needs improving.

Quality of life

The level of ciime
Health sendces
Access fo natums
Clean streets
Education provision
The leve! of traffic congestion
Affordable decent housing
Public transport
Shoaping facllities
Parks and open spaces
Road and pavement repairs
Activities for teenagers
Job prospecis
The tevel of poltution
Sports & leisure facililies
Culiural facifities
Facllities for young children
Community activities
Wage levels & local cost of living
Race relalicns °
Cther 1%

[E Mostimportant 1 Needs Irrproving |

Base - Al answering questions {1207/1236) Chart 1
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Satisfaction with area (National Indicator 5)

Overall, 86% of residents say they are satisfied with their local area as a place to live, 28% being very
satisfied. Note that this informs the new National indicator 5, which is included in Surrey’s Local Area

Agreement (LAA).

Satisfaction with local area as a place fo live

Very satisfied

Fairly satisfied 57%

Neher/nor

Fairly dssatisfied

Very dissatisfied

Base - All answerdng question (1252}

Chart 2

Satisfaction with home

The vast majority of residents also say they are satisfied with their home as a place to live; 47% being
very satisfied and 43% fairly satisfied (rounding to 89%).

Satisfaction with your home as a place to live

Very salisfied

Firly salisfied

Neither sdlisfied nor dssalisfied

Feirly dissatisfied

Very dssalisfied

Basa - Alt answerlng question (1262}
Chart 3

National Indicator 138 - satisfaction of people over 65 with both home and neighbourhood

Taken together and relating to residents over the age of 65, satisfaction with area and satisfaction with
the home contribute towards National Indicator 138. Results show a score of 88% for this National

Indicator.
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Belonging to the neighbourhood (National Indicator 2)

Overall, 60% of residents say they feel that they belong to their neighbourhood — 18% very strongly and
42% fairly strongly. Note that this informs the new National Indicator 2.

Very strongly

Fairly steengly

Nat very strongly

Not & all strongly

Base - All answering_question_excluding *don't know” {1262)

How strongly do you feel you belong to your

Immed

iate neighbourhood

42%

Chart 4

Looking more closely at response to this question shows that the sense of belonging increases with the
age of the resident. Only 31% of those aged between 18 and 34 say they feel they belong to their
neighbourhood; this jumps to 59% for 35-44 year olds, and generally increases incrementally.

17

Feel belong o neighbourhood

i )

" l 59%

S | e

20%

I 58%

| 7%

I 8%

l 5%

B

B0% 80% 100%

[ verystrongly OO

Fairiy strongly '

Base - All ansvering question excluding ‘don’t know

Chart 5
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LOCAL PUBLIC SERVICES

Performance of public services

The emphasis of the Place Survey is on ‘local public services’ rather than specifically the council or its
services. Respondents were asked to say to what extent they believe these public services are working

for the local area and its residents.

As shown on the chart below, while three-quarters of residents believe that local public services treat all
types of people fairly, fewer feel that they promote the interests of local residents (44%) or act on their

concerns (45%).

Overall 70% believe that local public services are working to make the area safer and 65% feel they are
working to make it cleaner and greener.

Proportion agreeing that local public services ........

| s%

Treat all pes of people fairly

0%

Working lo make the area safer

o5

Working 1o maka the area cleaner and gresner

Act on the concerns of local residents

Promote tha Inferests of local residents E R

0% 20% 40% 5% 80% 100%
[m Agrestdesl 01 Tosomeestent |

Base - All answering questions exclung ‘dorit know (7811076}
Charté
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Satisfaction with public services

Residents were also asked how satisfied or dissatisfied they are with a number of particular public
services.

As shown on the chart below, satisfaction is highest for local GPs, with 83% of residents expressing
some degree of satisfaction (47% being very satisfied). Dentists are someway behind with 63%
satisfied — 22% say they are dissatisfied with their local dentist, with the remainder opting for the neutral
neither satisfied nor dissatisfied position.

Around three-quarters say they are satisfied with their local hospital. Again there was a significant
group responding neither satisfied nor dissatisfied, with 10% being dissatisfied.

While the great majority of those with an opinion say-they are satisfied with Surrey Fire and Rescue
Service (79%), satisfaction with the Police Force is rather !ower - only 16% say they are very satisfied,

with a further 42% fairly satisfied.

Satisfaction with public services

Satistied

Surrey Police Force | 58%

i R

-] san
| 74%
) %

SurreyFire and Rescue Service
Your GP {family doclor)
Your local hospita
Your local dentist
Dlssatistied
Surrey Pollce Force B o
SurreyFlre and Rescue Sendce -
Your GP (family doclor)
Yoeur local hospitat
Your Jocal denlist

17 20% 40% 60% 80% 100%
Very L3 Falirly

Bass - All answerlng questons excluding 'do’é know and “haven'tused {924/1235) Chart7
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SATISFACTION WITH COUNCIL SERVICES
Keeping public land clear of litter and refuse

Overall, 58% of residents are satisfied with the council’s performance in terms of keeping public land
clear of litter and refuse; 24% are dissatisfied, with the remainder opting for the neither satisfied nor

dissatisfied position on the questionnaire.

Keeping public land clear of litter and refuse

Very salisfied

* Firly satistied

Neitherfnoe

Fairly Sssatisfied

Very dissalisfied

Base - All answering quesiion excluding ‘don't know® (1237}

Chart 8

Refuse collection

When asked abolt the refuse collection service, 55% of residents said they are satisfied and 35%
dissatisfied.

Refuse collection

Very safisfied

Feirly satisfied

Nedtherfnor

Faily dssalisfied

Very dssatistied

Base - All answering questlon excdluding ‘don’t know' {1277) Chart 9
a
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Doorstep recycling

Overall, 56% of residents are satisfied with the recycling collection service, with 30% expressing some
degree of dissatisfaction — the remainder opting for the neutral neither satisfied nor dissatisfied position

on the scale.

Doorstep recycling

Very satisfiod 1%

42%

Feirly satisfied

Nedtherfnor

Fairly dissatisfied

Very dssatisfied

Base - All answering question excluding ‘don’t know* {1267) Chart 10

Local tips/household waste recycling centres
Overall, 69% of residents say they are satisfied with local tips/household waste recycling centres.

The vast majority of residents (91%) say they have used these centres in the past twelve months — 70%
of whom were satisfied with the facilities provided, with 16% were dissatisfied.

While only half of those who have not used them say they are satisfied with these centres, only 10%
actively expressed dissatisfaction, with the remainder ticking the neutral nelther satisfied nor
dissatisfied box.

Local tipsirecycling centres

Satisfied

I 69%

Users | T0h

Nort users %

Dissatisfied

Users

MNon users

07 X% 40% 6% a4 J00%

& Voy I Fary

Base - All answering question excluding ‘don’t know’ {1205) Chart 11
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Waverley Borough Coun

Local transport information
Residents were asked to comment on local transport information.

Amongst all those who expressed a view, 38% said they are satisfied with local transport information;
22% expressed some degree of dissatisfaction, with the remainder opting for the neutral neither
satisfied nor dissatisfied position.

The picture was similar amongst those who had actually used this facility (69% having done so in the
fast 12 months), with 41% satisfied and 22% dissatisfied.

Local transport information

Satlsfied

A ] '.: I 8%

Users Lha et |‘”%

Nonusers

Dissatisfied

Al

Users

Men users

[+ X% A% 6% arh 100%

Base - All answering question exduding "don’l know’ (986} Chart 12

Local bus services

Residents were also asked to comment on local bus services. Again, only haif indicated that they had
used these services in the last twelve months.

Amongst all those who expressed a view, 39% said they are satisfied and 29% dissatisfied. For users
of bus services, while the proportion satisfied rose to 49%, there is still a substantial group who are

dissatisfied (27%).

Local bus services

; I 39%

L I 40%

Non usess

Dissatisfied

Non users

8% 10056

Base - All answering question excluding ‘don't know' (560) Chart 13
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CULTURAL AND RECREATIONAL ACTIVITIES

Questions relating to use of, and satisfaction with, cultural and recreational facilities were included in
the Place Survey guestionnaire,

Frequency of use

Overall, 58% of residents had used sports and leisure facilities in the twelve months prior to taking part
in the survey — 21% using these facilities at least once a week and a further 14% once a month.

Just over half had used the libraries in the previous twelve months (65%), though only 10% use them
on a weekly basis.

Overall, 36% of residents had visited museums and galleries, and 40% had visited theatres and concert
halls in the previous twelve months — albeit infrequently.

Parks and open spaces were used by 80% of residents - 54% at least weekly.

Cultural & recreation activities
frequency of use

Sportsfeisure faclties

[Eraries

Museums/galieries

Thealres/concerd hals

Parks, open spaces elc

Ch X% 40% 680% 8% 100%
{21 Atkast oo aweek O Onceamonth B Wihin the fast year |

Base - All {1285-1312)
Chart 14
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Amongst those who had used sports and leisure facilities in the twelve months prior to taking part in the
latest survey, 54% are satisfied with the facilities provided, and 23% are dissatisfied (the remainder

falling into the neither satisfied nor dissatisfied position).

A large proportion of non—users have no view on these facilities with 42% of those who answered the

question opting for the neutral category on the questionnaire; the balance of opinion

remainder was mixed — 32% being satisfied and 26% dissatisfied.

amongst the

Sports and leisure facilities

Satisfied
A : I £8%

Users TR - I sath
Hon users
Dissatisfled
A
Users
Non users

oh 26 4% 507 8%

Base - All answering question excluding ‘don't know!' {1055)

100%

Chart 15

Libraries

The majority of those who had visited a library in the previous twelve months were satisfied with their

experience (78%]), with only 5% dissatisfied.

Only around half of those who have not used these facilities were able to comment one way or the

other, with the majority being positive (45%).

Libraries

Satisfied

| 67%

Usecs l o

Non users

Dissatisfied

Users

Non users

03 204 40% 0% 80%
E Very 10 Farly

Base - All answeiing question excluding ‘don’t know* {1072)

Chart 16
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Museums and galleries

Around two-thirds of those who had visited museums and galleries in the previous twelve months were
satisfied with their experience, W|th 8% being dissatisfied (the remainder selecting the neither satisfied

nor dissatisfied position).

Amongst those who have not used these facilities and were able to comment one way or the other, the
balance of opinion was favourable — 37% satisfied and 10% dissatisfied.

Museums and galleries
Satlsfled

Al

Users

Nen users

Dissatisfied

Users

Neo users
(179 20% a0% Gre B8Rt 1004

Base - All answering question excluding ‘don’t know' (888) Chart 17

Theatres and concert halls
Amongst those who had visited theatres and concert halls 49% were satisfied with the facilities, and
19% were dissatisfied (the remainder responding neither satisfied nor dissatisfied).

Only around half of those who answered the question who have not used these facilities expressed a
view one way or the other, with the majority saying they are dissatisfied (37%).

Theatres/concert halls
Safisfiad

Al H 335

I 49%

Dissatisfled

Al

Users

Non users
T4 A4 4% 805 80% 100%

B3 Very OO Farly

Base - All answedng question excluding “don’f know' {852} Chart i8
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Parks and open spaces

Amongst those who had visited parks and open spaces in the previous twelve months, the great
majority were satisfied with the facilities provided (81%).

Again there was a large proportion of non-users who had no opinion — 38% selecting the neither
satisfied nor dissatisfied option. Opinion amongst the remainder was favourable ~ 55% satisfied and

7% dissatisfied.

Parks and open spaces
Satisfed

Users

Non users

Dissatisfied

Users

Nonusers

oh 0% A% 0% B 102%

Very T Fary

Base - All answering question excluding ‘don’t know” (1222)

Chart 19
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Value for money

Following a brief summary of the key services provided by each, residents were asked to say to what
extent they agree or disagree that the county council and the district council provide value for money.

As shown on the chart below, opinion is very mixed. in the case of Surrey County Council the
proportion who agree that it offers value for money (26%) is much lower than those who disagree
(33%), with the highest proportion falling into the neither agree nor disagree category (41%).

The picture is very similar for Waverley Borough Council, 29% agreeing that the council offers value for
money, and 35% disagreeing. Again there was a significant group who expressed no view one way or
the other — 37% falling into the neither agree nor disagree position.

Local councils provide value for money

Agres

| 26%

Surey Corly Couned

28%

Waverley Borough Counc
Disagree

] 3%

Surey Courty Councl

2] a5

Waverley Borough Councll

o 2% 0% 0% 8% 100%
Strongy 3 Terd lo

Base - All answering questions excuding ‘don't know' {1118/1179) Chart 20

Overall satisfaction

When asked how satisfied they are with the way the two councils run things, there was a large group
who opted for the neutral neither satisfied nor dissatisfied position in each case ~ 41% for the county

councit and 36% for the borough council.

Just over a third say they are satisfied with each of the councils, and around a quarter are dissatisfied.

Overall satisfaction with local councils

Satisfled
= K T — .

Surrey County Councl = LT I 36%

Waverley Borough Councif S 39%
[issatisfied

Surey Courtly Councl . 23%

Waveriey Barough Goungil i 26%
o 0% ok 0% 80% 100%
Very O3 Farly

Base - Al answering questions excluding ‘don'¢ know® [1178/1243) Chart 24
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INFORMATION PROVISION (incorporating National Indicator 37}

Residents were asked to indicate how weli informed they fee! about a range issues and aspects of the
performance of local public services.

As shown on the chart below, the great majority of residents feel adequately informed about how and
where to register to vote (85%), and around two-thirds feel well informed about how their council tax is

spent.

While 41% say that overall they feel well informed about local public services, slightly fewer say so in
relation to standards of service to expect or how well these services are performing (36% in each case).

Fewer again say they feel well informed about how to complain about focal public services (32%), or
how to get involved in local decision making (30%).

Only 14% feel adequately informed about what to do in the event of a large scale emergency such as
flooding or human pandemic flu. Note that response to this part of the question informs National

indicator 37.

How well informed feel

How and where o register o vole

How your councl tex s spert
How well public services are perfamirg
Wha standard of public services to expect
How to complain ebout public services

How to g2t rvolved n local decision making

Wt 1o do in lerge scade emergency
%

Overall, about local publlc services

0% 20% % 0% 0% 100%
[m Very wellitamed (2 Fairly wel iormed |

Base - All answerdng quesiions excluding ‘don’t know' (1308-1327)
Chart 22

It has been suggested that overall satisfaction with the council is in part a function of how well informed
people feel. Looking at the correlation between overall satisfaction with Waverley Borough Council and
how well informed people feel about local public services does tend to bear this theory out.

Amongst those who say they feel well informed about local public services 58% say they are
satisfaction with the way Waverley Borough Council runs things, compared with 41% of those who say

they do not feel well informed.
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Local decision making (National Indicator 4)

Overall, 71% of residents disagree with the notion that they can influence decisions affecting their local
area; 28% (after rounding) agree and this informs National Indicator 4, which is included in Surrey's
Local Area Agreement (LAA).

When asked if they would like to be more involved in such decision making, a quarter said they would,
with a further 63% saying that it would depend on the issue.

Decisions affecting local area

Can Influence declslons
Definilely agree

Tend to agree

Tend 1o disagree

Definitely disagree
Would like to be more Involved
Yes

Mo

83%

Depends on the lssue
Don't knowdno reply @ 4%

Baseo - All answering questions (1130/1344)

Chart 23
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VOLUNTEERING (National Indicator 6)

Waverley Borough Council
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The chart below shows that 31% of residents have given unpaid help to other people or organisations in

the [ast twelve months. Note that this corresponds to the new National indicator 6.

Unpalid help given to groups, clubs or
organisations

Al least once a week

Less than once a week but at least once a month

Less cflen

I give unpaid help as an induidud only

Not given unpaid help over iast 12 months

Base - All answering question excluding *don’t imow’ (1213}

Chart 24

CIVIC PARTICIPATION (National Indicator 3)

The chart below shows the proportion of residents belonging to different types of groups which make
decisions affecting their local area. Overall, 19% say they belong to at least one of these types of

group, and this informs National Indicator 3.

Done in past 12 months

1%
Been alocal counclllor

Been member of group making decisions on local
healh or education sendces
3%

Been member of declsion-rmaking groupto
regenerate thelocal area

Been member of decision-making group to tacKe
locat crime problens

Been member of tenani's group declsion-making
commitiee
Been member of group making deciston on [ocal
sepvices for young people

Been member of ancther group making decisions on
senvces In tha local community

2%

i fa——

=]5%

s

| 8%

18%

Done anyof these

Rase - All answerlng question (1288/1296})

Chart 25
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RESPECT AND CONSIDERATION
Parents taking responsibility for children (National Indicator 22)

Overall, 39% of residents agree that in their local area parents take enough responsibifity for the
behaviour of their children (which informs National indicator 22); while 21% responded neither agree
nor disagree, 40% disagree that this is the case.

Parentis take enough responsibility
for the behaviour of their children

Defintely agres

Tend to agee i

Neiher agrea nor disagres

Tend to dsages

Defintely dsagen

Base - All answeding question excluding ‘don’t know’ [200)

Chart 26

Community cohesion (National Indicator 1)

When asked to agree or disagree with the statement “your local area is a place where people from
different backgrounds get on well together”, around a third of residents had no view on the matter (i.e.
did not answer the question, ticked don't know' or indicated that this was not relevant to the mix of

people in their area).

Amongst those who expressed a view, the great majority would agree to some extent with this
proposition — 82% overali {after rounding}, and this informs National indicator 1.

Although there are only a small number of ethnic minority people in the sample for the survey and so
data must be treated with caution, it is interesting to note that 88% of this group agree that their local
area is a place where people from different backgrounds get on well together — this compares with 82%
for non ethnic residents (though the difference is not statistically significant).

Place where people from different backgrounds
get on well together

Balntely agee

Tend{o agea 5%

Terd to dsagree 13%

Defintely dsagres

Base - All answering question excluding "don’t inow’, ‘too few in area’ and ‘all same background® {870}

Chart 27
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Treating people with respect and consideration (National Indicator 23)

Overall, 20% (after rounding) of residents feel there is a problem in their area with people not treating
each other with respect and consideration, and this informs National Indicator 23.

In local area how much a problem is there with people
not treating each other with respect and consideration

Anveryblg problem

Afaitlyblg problem 1 R

Not averybig problem 583

Not a problemat all

Base - All answering question excluding “no opinlon™1195)

Chart 28

Respect from public services (National Indicator 140)

The great majority of residents with an opinion on the matter say they have been treated with respect
and consideration by their local public services either all of the time (21%) or most of the time (54%),
which together inform National Indicator 140 (giving a score of 75%).

Been treated with respect and consideration
by your local public services

Al of the lime

Most of tha time

Some of lhe tine 19%

Base - All (1059) Chart 29
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Independent living for older people (National Indicator 139)

The new National Indicator 139 measures the proportion of residents who believe that older people in
their local area are able to get the services and support they need to continue to live at home for as
long as they want to (which could include help or support from public, private or voluntary services or
from family, friends and the wider community

The chart beiow show that a large proportion of residents responded ‘don't know' on this issue (58%).
The overall score for National Indicator 139 would therefore be the 25% of all residents who answered

yes'.

Looking at older residents shows that while 34% of those aged between 65 and 74 believe this to be
the case, this increases significantly with the age of the resident, with 39% of those a@jed between 75

and 84, and 51% of over 85s believing older people are well supported.

Agree older people are able to get the services and
support they need

Alf residents
Yes

Ne

Dot know

Older residents - Yes
Aged 6574

Aged 7584

51%

Aged 85+

Base - All answering question (1302} Chart 30
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COMMUNITY SAFETY
How safe feel in neighbourhood

As shown on the chart below, the vast majority of residents say they feel safe outside in their Iocal area
during the day (93%), with 54% saying they feel very safe.

Fewer, however, feel so safe after dark — 14% saying they feel very safe and 49% fairly safe. While
there was a small group who responded ‘neither safe nor unsafe’, 21% of residents admit to feeling

unsafe outside afler dark.

How safe feel outside in local area

Feel safe

i d

During day

After dark

Feed unsafe

Buring day

21% )

& Very O Fary

Base - All answerdng question excluding ‘don’t know' {1302/1270)

After dark

Chart 31

The chart below shows (perhaps not surprisingly) that the oldest residents tend to be the most
uncomfortable outside after dark — 40% of over 85s saying they feel unsafe. However, 18 to 34 year
olds can feel as vulnerable as some older residents — 26% of the youngest age group saying they feel
unsafe after dark compared with 27% of those aged 75 - 84.

Feel unsafe after dark

I 40%

0% 20 40% B0% B80% 100%
[m Veryunsafe O Falrlyunsafe |

Base - All answering question excluding ‘don’{ know Chart 32
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Anti-social behaviour (National Indicators 17, 41, 42)

From a list of seven types of anti-social behaviour, teenagers hanging around the streets emerges as
the biggest perceived problem in the area, with 32% of residents citing this as a problem. Interestingly
those in the 18 to 34 year age group are the most likely to cite this as a problem (42% doing so).

Rubbish and litter lying around follows closely with 29% seeing this as a problem in their area.

A significant group of residents cite people being drunk or rowdy in public ;fiaces (22% - which informs
National Indicator 41).

This is followed by 20% citing vandalism, graffiti, and other deliberate damage to property and
vehicles as being a problem in their area.

Overall, 17% say that people using or dealing drugs is a problem in their area, and this informs National
Indicator 42.

Noisy neighbours (9%) and abandoned or burnt out cars (4%) feature at the bottom of the list.

Note that a further National Indicator is informed by a combination of responses to these questions.
National Indicator 17 is calculated over all seven aspects of anti-social behaviour. Responses are
allocated scores from 1 to 3 where 3 = a very big problem — the maximum possible score is therefore
21 (i.e. a response of a very big problem for all seven parts of the question). A score of 11 or higher is
taken as a high perception of anti-social behaviour,

The National Indicator score is calculated as the percentage of respondents with score a of 11 or above
(note that this is calculated based on only those who answered the questions).

The score for Waverley for National Indicator 17 is given by the Audit Commission as 10% indicating a
low level of perceived anti-social behaviour.

Anti-social behaviour
How hig a problem?

Teenagers hanging around on the st{e_els
Rubbish and titter lying around
People drunkirowdy in public places
Vandlismgraffitidamag e to propertyfshicles
People using or dealing drugs

Noisynelghbours or foud parties

Abandoned or burnt oul cars

0% 20% 40% 0% 80% 100%
[B0 Veryblg problemt I Fairlybig problem |
Basa - All answering questions excluding ‘no opinfon’(1049-1288)
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Understanding of local concerns (National Indicators 21, 27)

Overall, 25% of residents agree to some extent that the police and other local public services seek
people’s views about anti-social behaviour and crime in their local area (National Indicator 27; 28%
(after rounding) believe they are successfully dealing with these issues, and this informs National
Indicator 21 which is included in Surrey’s Local Area Agreement {LAA).

As shown on the chart below, however, a great many residents have no view on these matters, with

around half at each question responding neither agree nor disagree or don't know.

Agree that police and other focal public services seek
people's views on anti-social behaviour and crime and
are successfully dealing with these Issues

Slrongly agres

Tend lo agres

Nelther agree nor dsagree

Terd to disagrea

Strongly dsagree

Dan't know

20%
27%

24%
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| 2%
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]E| Seck people’s views [ Are successiuly dealing with

Base - All answering questions (1307/1307)
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GENERAL HEALTH (National Indicator 119)

As shown on the chart below, 81% of residents describe their general health as being either very good
or good, which informs National Indicator 119.

General health

39%

‘Very good

42%

Fair

Bad

0%

Verybad

Basa - Alf answering question {1308)
Chart 35
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PROTECTING THE ENVIRONMENT

Al Surrey Councils chose to add a question to ekp!ore to the extent to which residents do, or would be
willing to do, certain things to reduce their carbon footprint.

The two charts overleaf show response to this question in Waveriey.

The greatest willingness is shown for recycling more of their household waste, with 70% of residents
saying they already do as much as they can and a further 20% say they could do so easily.

This is closely followed by reducing the amount of food waste thrown away, which is already done by
66% of residents with a further 19% willing to do so.

Around three quarters show a willingness to reduce gas, electricity and water consumption, with more
than half saying they already do as much as they can.

Though slighfly fewer say they currently do as much as they can in ferms of buying fresh food with less
packaging (46%), a significant group show a willingness {o do more (35%).

Similarty while 39% say they do as much as they can to buy more fruit and vegetables grown locally, a
further 36% say they could easily do more.

It would seem that residents would find making changes to their travelling the most difficult. Almost six
in ten saying they would find it difficult or would be unwilling to make more journeys by public transport,
and 43% in the case of walking or cycling. More than a third would also resist reducing or avoiding

flying.
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Do already or would find easy to do .......

Recycle more of your household wasle
Reduce amount of food waste you throw away
Buyfresh food with less packaging
Buy more fuit end veg grown locally
Reduce the amount of gas/electicily you use
Reduce the amount of waler you use

Make mem of your Joumeys by foot or bicycle
Awoid orreduce flying

Use public transport for more of your joumeys

0% 20% 40% 80% 80% 100%
1doas much as can £ | could do this easilyl
Base - Al (1344} Chart 36
Unwilling to do or would find difficult .......
Recycle more of your household wasle &%
Reduce amount of food waste you throw away
Buyfresh food with less packaging
Buy more fuil and veg prewn locally 19%
Reduce the amount of gasfelacticity you use
Reduce the ameunt of water you use
Meke more of your joumeys by fool or bloywle
Awold orreduce flying
Use publie {ransport for more of your joumays | 51
0% 20% 40% 80% B8O $00%
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Base - All {1344} Chart 37
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OTHER COMMENTS

At the end of the questionnaire respondents were invited to add any other comments they might wish to
make, and 26% took the opportunity to do so. The table below shows the range of comments made and
the number making each comment (based on unweighted data).

Made any comment 354 (26%)
Number
mentioning
Poor/lack recycling service 80
Poor maintenance of roads/fooipaths/streets 46
Poor refuse service 42
Traffic problems 35
Poor/lack of public transport 26
High council tax/poor value for money 21
Problems with car parking 20
Survey is a waste of time/money could be better spent 18
Poorfiack of sports/leisure facilities A 18
Lack of police/poor police presence/poor service from police 17

—a
<o

Poor service/poor decisions from Planning Dept
Poor street cleaningflitter problems

Poorflack of streef lighting

Over development/too many houses being built
Overgrown treesfhedges/verges

Lack of investment in rural areas

General good service/no problems

Problems with blocked drains/flooding

Dog fouling problems

Problems with youths

Anti-social behaviour

Lack of cycle paths

Councils do not listen to residents

General poor service from council

Poor state of/lack of play areas/open spaces
Problems with neighbours

Vandalism/graffiti problems

Problems with people being drunk/drinking in public
Lack of affordable housing

Lack of support for elderly/disabled

Problems with crime

Too many empty/boarded up buildings
Poor/lack of health services
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Noise pollution

prds



Poor service from councilors
Keep the Redgrave Theatre
Poorflack of public toilets

Poor road links/improvements needed to road systems/by-pass

needed

Poor councit house repairs

Long waiting list for housing

Publish/act on survey results

Poor/lack of schools

Lack/closure of post offices

More help/support for carers ‘
Unhappy with council using Icelandic banks for our money
This survey should be on-line

Spend budgets more wisely

Re-open Cranleigh Hospital

Improve contact information on website

Air poliution

Investigate running of local graveyards

Clean up the flals in Fieldway Haselmere

Improve Farnham tip

Make The Maltings a proper arts centre

Farnham local tip is dangerous, steps are hazardous
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TECHNICAL APPENDIX

Detailed methodology

The Audit Commission supplied a random sample of 6,000 addresses for the Waverley Borough
Council area drawn from the small users Postal Address File (PAF). The PAF is a listing of all domestic

mailing addresses.
Fram the 6,000 addresses QCL Market Research selected a random sample of 2,500 for mailing.

Questionnaires were mailed to ‘The Residents at ..." for these 2,500 addresses on 29" September
2008. A FREEPOST return envelope addressed to QCL Market Research was included.

Those who had not responded by 20" October were sent a reminder which comprised of the same
questionnaire with the covering letter changed to include a reminder message. A FREEPOST envelope
was included for the return, of the questionnaire.

Those who had still not responded by 10" November were sent a further reminder again comprising of
the same questionnaire with the covering letter including a reminder message. A FREEPOST envelope
was inciuded for the return of the questionnaire.

By 5" January a total of 1,344 completed questionnaires had been received, together with 15 returned
by the Post Office as undeliverable and 83 incomplete or unusable. This represents 0.6% dead wood
and an effective response rate of 54%.

All questionnaires were checked manually by QCL’s experienced staff in preparation for data entry.
Data entry was carried out by experienced data entry staff and checked by the department supervisor.

A preliminary print out of results was examined by one of the QCL’s Directors and any errors were
identified and corrected before data was finalised.

Weighting of data

Postal surveys invariably produce a sample which is not fully representative of the population as
different demographic groups tend to respond at different rates. Using the PAF as a sampling frame
exacerbates the skewing of the achieved sample towards the older age groups.

Raw data was submitted to the Audit Commission and a weighting process was undertaken. A
weighting factor for each case in the achieved sample was given which was then attached to the raw

data file.

The application of these weighting factors ensures that when the data is analysed the results are fully
representative of the demographic profile of the local authority area.
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