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SUMMARY

This report provides Cabinet with an update on the results of the Resident Survey which 
was undertaken in May 2018. Just under 4,000 local people, selected at random from 
the Open Electoral Register, were contacted and 1,466 responses were received – a 
response rate of 37%. This allows the Council to be confident statistically that the views 
collected are representative of the district as a whole. 
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There was strong support for the priorities that have been identified by the Council, with 
the percentage of respondents identifying them as being either very or quite important 
ranging from 74.4% for “providing homes” through to 97.9% choosing either very or 
quite important for “improving our surroundings”.

When asked if there was anything else that was important, respondents identified a 
number of common themes. The top five (predominantly the responsibility of 
Lincolnshire County Council) were road repairs and potholes, grass verges, street lights 
and having the appropriate infrastructure in place before allowing development. 

Respondents were asked how satisfied they were with a wide range of services 
including planning, arts and leisure centres, markets, toilets, refuse collection and 
recycling. The percentage of respondents satisfied varied. 70.8% of respondents were 
satisfied with recycling and 77.4% were satisfied with refuse collection. 

The percentage of respondents using council services within the last six months also 
varied - ranging from 10.3% for housing services up to 81.7% for car parks.

To ensure that the views of all stakeholders were taken into account and had been 
reflected in the responses, the demographic characteristics of respondents were 
compared to the most up to date census information available. The sample was 
representative in terms of gender, but those under the age of 35 were under-
represented. 

An analysis of postcode sector revealed responses had been received from across the 
district, thereby ensuring that views had been received from both rural and urban areas.

RECOMMENDATION

Cabinet is asked to note the contents of the report and make the following 
recommendations:

(i) To undertake benchmarking with other local authorities who have followed 
a similar approach via the Local Government Association (LGA), so the 
council can gauge its performance against that of other local authorities.

(ii) To provide information on the services that are provided by the District 
and County Councils and communicate these to our residents.

(iii) To consider the rates of satisfaction across different council services in 
order to investigate where improvements to satisfaction can be made.

(iv) To suggest that the relevant Overview and Scrutiny Committees seek to 
undertake a more detailed analysis of any areas of concern and make 
recommendations back to Cabinet. 



1. BACKGROUND TO REPORT

1.1 The overall purpose of the consultation was to ensure that local people 
were given an opportunity to feedback and comment on the services 
provided by the Council and the priorities that have been identified.

1.2 To ensure that the consultation achieved its objectives, a scoping exercise 
was undertaken which set out the objectives, timescale, methodology, 
outcomes and deliverables for this project. The objectives of the 
consultation were identified as:

 To find out what people who live in this area think of the area where they 
live

 To establish what they think of the Council and how it runs things
 To understand how important the priorities (identified by the Council as 

being the areas it wants to focus on) are to local people
 To measure satisfaction with some of the core services it provides
 To measure the usage of the core services we provide (as level of usage 

may well have an impact on levels of satisfaction)
 To establish a baseline against which progress can be measured

1.3 Both the methodology and the content of this survey were determined in 
part by the desire to be able to benchmark with other authorities using data 
collated by the Local Government Association (LGA)1, to understand how 
important the priorities set by the administration were to local people and 
also to measure satisfaction with, and usage of, some of the key services 
provided by the Council. 

1.4 The approach and content were approved by the Cabinet Member for 
Growth and Communications. The consultation was open for 3 weeks from 
10 May 2018 to 31 May 2018.

1.5 Just under 4,000 local people (selected at random from the Open Electoral 
Register) were contacted by post with an introductory letter, a printed copy 
of the survey and a pre-paid envelope. To make it as easy as possible to 
participate, residents were given a choice – they could either go on line and 
fill in the survey, or complete the printed copy and return it using the pre-
paid envelope provided. 

1.6 To ensure that anyone else who wanted to take part was able to, the survey 
was also promoted via social media and through traditional media channels 

1 Are you being served? Benchmarking resident satisfaction data: question set and guidance from the Local 
Government Association (LGA). The guidance contains a number of resident satisfaction questions that councils 
have to use, along with some that they can use, and the methodologies that should be followed if the council 
wants to be able to benchmark its results against those of other local authorities.



with articles promoting the chance to participate in both the Stamford 
Mercury and the Grantham Journal on 11 and 18 May 2018 respectively.

1.7 1,466 responses were received – a response rate of 37%. Of these, 503 
(34.3%) were completed via the web link, with 963 (65.7%) respondents 
submitting a printed copy. 

1.8 To ensure that the sample was statistically representative of the population 
as a whole, the Council needed 1100 responses – a response rate of 
27.8%. This target was achieved. 

Summary of results

1.9 The first three questions on the survey were included to ensure that the 
council would be able to benchmark against other authorities should it wish 
to. This is a prerequisite of the guidance issued by the LGA. These 
questions were designed to gauge what respondents think of their local 
area and Council and included the following question:

 Overall, how satisfied or dissatisfied are you with your local area as a 
place to live?

1.10 Over three quarters of local people (77.4%) were satisfied with their local 
area as a place to live. 

The Council’s priorities

1.11        The Council was keen to understand how important the priorities they have 
chosen were to local people. Question 7 outlined the Council’s main areas 
of focus and asked respondents how important each of them are to them. 
The areas were:

 A commercial focus
 Encouraging heritage and the arts
 Investing in leisure and tourism
 A focus on retail
 Improving our surroundings
 Providing homes
 Encouraging good transport facilities and connections
 A focus on skills
 Improving gateways

1.12 There was strong support for the priorities that have been identified by the 
Council, with the percentage of respondents identifying them as being either 
very or quite important ranging from 74.4% for “providing homes” through to 
97.9% choosing either very or quite important for “improving our 
surroundings”. This is illustrated in ascending order in Figure 1 overleaf and 



shows how important keeping the district’s streets clean and the work 
undertaken as part of the “Big Clean” initiative is to respondents:

Figure 1: The percentage of respondents who thought priorities were either 
very or quite important.

97.9

94.6

88.5

86.8

81.9

79.5

79.1

76.8

74.4

0 10 20 30 40 50 60 70 80 90 100 110

improving our surroundings

encouraging good transport facilities and...

A focus on retail

investing in leisure and tourism

a focus on skills

Improving gateways

A commercial focus

Encouraging heritage and the arts

providing homes

1.13 When asked if there was anything else that was important to them, there 
were a number of common themes. The top five (predominantly the 
responsibility of Lincolnshire County Council) were road repairs and 
potholes, grass verges, street lights and having the appropriate 
infrastructure in place before allowing development. These are illustrated in 
the word cloud shown in Figure 2.

Figure 2: Residents Priorities



1.14 The feedback received from residents, relating to services provided by 
Lincolnshire County Council, will be passed onto them so that they are 
aware of the issues that have been highlighted by respondents.

Satisfaction with and usage of council services

1.15 To be able to measure the impact of the improvements that are planned by 
the Council, focus was given to how satisfied or dissatisfied local people 
were with some of the core services provided. Respondents were asked 
about a wide range of services including planning, arts and leisure centres, 
markets, toilets, refuse collection and recycling. 

1.16 The percentage of respondents satisfied with the council’s services varied. 
70.8% of respondents were satisfied with recycling. Over three quarters 
(77.4%) were satisfied with refuse collection. Nearly half of respondents 
(48.9%) were dissatisfied with public toilets, with around 40% stating that 
they were dissatisfied with car parks. Further work needs to be undertaken 
to understand why this is the case and if it is a local or a national issue. 
Benchmarking with other local authorities (via the LGA) should help with 
this by providing additional context. 

1.17 Respondents were then asked to state how frequently, if at all, they had 
used the following services. Usage (someone who had used the service in 
the last six months) varied widely ranging from 10.3% for housing services 
up to 81.7% for car parks as shown in Figure 3.



Figure 3: The percentage of respondents who have used the service in the 
last six months 
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1.18 To ensure that the views of all stakeholders were taken into account and 
had been reflected in the responses, the demographic characteristics of 
respondents were compared to the most up to date census information 
available. The sample was representative in terms of gender, but those 
under the age of 35 were under-represented. 

1.19 13.2% considered themselves to have a disability in accordance with the 
definition contained within the Equality Act 2010. According to the 
Department of Work and Pensions (DWP) Family Resources Survey 20152 
the percentage of people nationwide who consider themselves disabled is 
around 21% of the population. Disability is therefore under-represented in 
this sample, as are respondents from a black or minority ethnic background. 

1.20 An analysis of postcode sector revealed responses had been received from 
across the district, thereby ensuring that views had been received from both 
rural and urban areas.

2 Please click here to view survey
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/600465/family-resources-
survey-2015-16.pdf

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/600465/family-resources-survey-2015-16.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/600465/family-resources-survey-2015-16.pdf


1.21 Respondents were then given an opportunity to raise any particular issues 
they might have, and if they wanted a response to their enquiry, there was a 
space for them to provide their contact details. 

Conclusion

1.22 This consultation has fulfilled the objectives which were set out at the start 
of the process. The Council now know what local people think of the area 
where they live and that there is strong support within the local community 
for the priorities that have been identified.

1.23 The Council has a clear measure of satisfaction for some of the core 
services provided, and a good idea of where things are working well along 
with an indication of areas where improvements are needed. This feedback 
will enable the Council to measure its progress going forward and ensure 
that what it does makes a positive difference to local communities. 

1.24 Given the response rate, the Council can be confident statistically that the 
views it has received are representative of the area as a whole, and as such 
can be used to inform and shape the decisions made going forward.

1.25 Following the methodology set out by the LGA will also enable the Council 
to benchmark against other authorities. This task, along with responding to 
the issues that have been raised by respondents, is being undertaken 
currently.

2. OTHER OPTIONS CONSIDERED

2.1            No other options were considered. 

3. RESOURCE IMPLICATIONS 

3.1            No additional resource implications have been identified.

4. RISK AND MITIGATION 

4.1            No risks have been identified. As such no mitigation is required.

5. ISSUES ARISING FROM IMPACT ANALYSIS (EQUALITY, 
SAFEGUARDING etc.)

5.1            No issues have been identified from the impact analysis.

6. CRIME AND DISORDER IMPLICATIONS

6.1            No crime and disorder implications have been identified.

7. COMMENTS OF FINANCIAL SERVICES



7.1 The feedback and views of the residents of the district are of assistance to 
the Cabinet as it prepares and develops its spending proposals for the 
forthcoming financial year.  It provides valuable information with respect to 
the services the Council provides in terms of satisfaction and relative 
importance.  

8. COMMENTS OF LEGAL AND DEMOCRATIC SERVICES

 8.1 By virtue of regulation 110 of the Representation of People Regulations 
2001, the Electoral Registration Officer is obliged to sell a copy of the open 
register of electors to anybody for use for any purpose on payment of a fee.

  
9. COMMENTS OF OTHER RELEVANT SERVICES 

9.1 None

10. APPENDICES

10.1 None

11. BACKGROUND PAPERS

11.1 A copy of the letter sent to those selected to participate.

11.2          A copy of the survey sent to those selected to participate.

11.3          A copy of the results in tabular format.

                 LINK TO THE ABOVE DOCUMENTS

http://www.southkesteven.gov.uk/CHttpHandler.ashx?id=23765&p=0

