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Public Opinion of Council
Services in 20247

apse

Conducted by Survation on behalf of APSE

Methodology: Survey was conducted via online panel.
Fieldwork: 18t — 27t November 2024
Sample size: 517

Survation.



Q17. Do you think that local services have declined or improved in your local area in recent years?

NET: Improved (Improved a lot + somewhat)

Stayed about the same

NET: Declined(Declined a lot + somewhat)

Don't know

BASE: All respondents. Unweighted total: 1734

3% (-2)

15% (+4)

33% (+4)

50% (-4)

Survation.



Q9_Q16_Summary. On a scale from 0 to 10, with 0 meaning very dissatisfied and 10 meaning very satisfied,
how satisfied or dissatisfied are you with the following services in your local area?

The waste and recycling collection
The lighting on streets

The street cleaning services

The winter maintenance (e.g. gritting)
The footpath maintenance

The general road maintenance

The level of social care (e.g. provision for older people)

The amount of affordable housing
W 0-5 m6-7 m 810 m Don'tknow/Not Applicable

L]
BASE: All respondents. Unweighted total: 1734 Suwatlon-



Q18. You said that local services have declined in your local area in recent years. Who do you think is the
most responsible for this?

The Government 22% (-6)

Local councils 36% (+6)

Both are equally

responsible 39% (-1)

Neither are responsible 1% (-)

Don't know 1% (-)

L]
BASE: Respondents who said local services had declined in their local areas. Unweighted total:869. Survatl on.



Q19. On a scale from 0 to 10, do you think that enough of your tax is spent on services in your local area?

Not enough (6-10) 69% (+17)

5 - Amount spent is about right 10% (-)
Too much (0-4) 12% (-15)
Don't know/Not Applicable 11% (+1)

L]
BASE: All respondents. Unweighted total: 1734 Suwatlon-



Table_Q20. Please place yourself on the 0-10 scale below with respect to your opinion on spending in your local area. 0
means that you would like to see the government keep more money than it currently gives to local councils in order to spenc

more at the national level and 10 means that you would like to see the government give more money to local councils to
spend at the local level. 5 means that you would like to see the level of spending remain the same.

Government give more money to local councils to spend at the local level (6-10)

67% (-5)
Level of spending remain the same. 11% (+2)

Government keep more money than it currently gives to local councils in order to spend 8% (-4
more at the national level (0-4) 0 (_ )

Don't know/Not Applicable 14% (+7)

BASE: All respondents. Unweighted total: 1734

Survation.



Table_Q21_Q32_Summary. You stated that you would like to see MORE money given to local councils than is done
so currently. If you had the choice, what percentage of the extra money would be spent on each of the 12 services

below?

Road maintenance

Affordable Housing

Adult Social Care

Children's Social Services
Street cleaning

Winter maintenance
Footpath maintenance
Waste and Recycling collection
Leisure and sports facilities
School meals
Lighting

Parks

12.7%

10.6%

10.3%

8.9%

7.8%

7.6%

7.4%

7.4%

7.1%

7.0%

6.7%

6.6%

BASE: Respondents who would like to see governments give more money to local councils to spend at the local level. Unweighted total: 1164.

Survation.



APSE Public Opinion
Survey — Trust in Local
Councils?

Conducted by Survation on behalf of APSE

Methodology: Survey was conducted via online panel.
Fieldwork: 18t — 27t November 2024
Sample size: 517

Survation.
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Q57. Who do you trust the most to make decisions about how services are delivered in your local area?

Your local Council

49% (-)

The Government 14% (+2)

Neither 31% (-1)

Don't Know 5% (-1)

L]
BASE: All respondents. Unweighted total: 1734 Suwatlon-



Q58. Who do you trust the most to make decisions about how services are provided in your local area?

Local Councillors

53% (+2)

Members of Parliament 13% (+1)

Government ministers 6% (-)

None of the above 29% (-2)

L]
12 BASE: All respondents. Unweighted total: 1734 Suwatlon-



Q59. Who do you trust the most to deliver services to your local area?

Your local Council

The Government

11% (+1)

A private company

13% (+2)

Don't know

14% (-)

None of the above

16% (-1)

13 BASE: All respondents. Unweighted total: 1734

47% (-2)

Survation.
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Why measure perception?




apse Expenditure

Since 21-22

e e Eeg s les - Total annual expenditure +22%
Street cleansing Cost of street cleansing service per household +19%
Refuse collection Cost of refuse collection service per household +18%
Parks Maintenance investment per hectare of maintained land +15%
Catering Total cost per lunchtime meal - primary schools +13%
Building cleaning Cost per scheduled input hour +11%

Street lighting Cost per streetlight -7%



Number of incidents
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apse Streetcleansing continuing demands on service
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mmm Number of incidents  e====9% in response time
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apse The changing face of leisure

2122 2223 2324

Expenditure increase 7.80%
Energy cost £131,471 £270,921 £271,344

Usage recovery 223,841 302,633 332,139
Income recovery £772,568 £1,048,570 £1,231,020

Opening hours 4,700 4,738 4,711
Staffing hours 37,230 38,507 37,911

Fitness focused activity |~ 7.5%
% swimming which is tuition | KGN 302
% fitness activity under health schemes ( fitness focused activity) [l 3.0%
% fitness activity under health schemes (total activity usage) | 1.6%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
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apse Road condition

Road condition: England and Wales

21-22 22-23 23-24

— Condition of principal roads
—— Condition of non-principal roads (B)

- Condition of non-principal roads (C)

34.00

Road condition: Scotland

21-22 22-23 23-24

— Condition of A class carriageways
- Condition of B class carriageways

- Condition of C class carriageways



apse Productivity

222 2223 2324

Building cleaning Total square metres cleaned per FTE

SAOEE 1417 1603 1673
s e el e All jobs completed per full time

operational employee 211 239 264
Catering Primary and special school lunchtime

meals served per staff hour 8.3 9.3 9.8
Roads/highways Number of cat 1 defects

(carriageways and footpaths) 23,220 27,581 29,853

Number of the above dealt with in

target time 21,827 25,357 26,055
Street lighting Percentage of lamps restored to

82 84

working condition within target time

Sports and leisure Usage per staff hour 6.0 7.4 8.8
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https://www.apse.org.uk/index.cfm/apse/performance-networks/inspection-apps/pims-app/
https://www.apse.org.uk/index.cfm/apse/performance-networks/inspection-apps/mist-app/

Recruitment and retention

% stayed beyond
probation, % stayed at

induction and least 12
% vacancies % filled training weeks % leavers
Parks 12% *96% 97% 6%
Refuse drivers 11% 71%

Refuse loaders 12% 63%

Street cleansing 16% 63% 98% 12%
Cemetery and 5% 63% 100% 7%
crematorium

Le|sure.recreat|on 31% 33% 86%
assistants
g Building cleaning 5% 85% 13%
Sllef 7% 55% 55%

maintenance

)

*from those
www.apse.org.uk advertised



apse Customer complaints and enquiries

Dealing with complaints scores

Building cleaning 65% to 55%
Refuse collection 26.5% to 26.3%

Complaints dealt with in target time
Street cleansing  94% to 93%

_ 7
Z 4

W N
) ABAYAY

Enquiries dealt with in target time
Roads/highways  82% to 77%




apse Customer satisfaction

120%

100%

80%
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0%

Education Building Refuse Street Pavements Highways  Street lighting
catering Cleaning collection cleansing

W21-22 m22-23 1 23-24

www.apse.org.uk



apse The Transition from Print to Online
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Roads, street lighting and winter maintenance
Customer satisfaction survey report 2024/25

Name of authority Sample authority
PIN 8999
Period covered by survey oR/0724
Respondents

Number of survey respondents

Respondents who:

Both live and work within the authority area 1,625
Live within the authority area but not warlk 2,706
Only work within the authority area 73
Meither live nor work within the authority area 45
Mot stated N6

to 300924

Percentage (all survey
respondents)

45.53%
46.94%
1.IT%
0.78%
5. 48%

When travelling within the local authority area, respondents who travel as imultiple choicel:

Driver

Passenger in a private vehide
Passenger in a public service vehicle
Taui

Motorcydist { scooter rider
Disability scooter rider

Cyclist

Pedestrian

Respondents who:

Have a long term illness, disability, or infirmity which limits daily activities
Are Blue Badge Holders

Are neither of the above

Prefer not to say

5,239
1,572
697

165
1,074
2913

529

385

339

Percentage of those respondents who gave an
answer to the question

48.17%
49.665%
1.34%
0.83%

o0 B8%
A44.67%
12.09%
14.33%

450 %

1.071%
18.63%
50.53%

2.18%
6.B5%
T6.70%
588%

Respondents who are:

Male

Female

Neither of these
Prefer not to say

Age range:
16-24
15-34
35-44
4554
5564
65 or over
Mot stated

Preferred communication methods

Sodal media
Emsail

Coundil Website
Newsletter etc
Other

Not stated

1,563
2,679

182

B6
387
T65
1,148
1,524
1,543

140

1,194
3,119
353

44.80%
4647 %
0.16%
3.16%:

T.49%:
6.37%
13.27%
19.91%
26.44%
26.76%:
2.43%

20.71%
54.10%
6.12%
5.72%
1.971%
1042%



Sample authority
Infographics chart - Roads & Lighting Customer Satisfaction Survey 2024-25




Customer satisfaction survey report 2024/25

Name of authority Sample authority
PIN 899

Respondents who :

+ Both ew and work within the authortry ares

+ Live witn 2he nthoriy 2000 Dt 0Ot wor
Oy wark within the suthoedity sces
Neither Iyw nor work withen the suthodny aws

When travelling within the local authority area,
respondents who travel as

Fedesina  —

Cyclent

Desablry scooter eider

Matoscyelist / scooter sder

Tani pisssorger

Passenper in 3 pubic senvice vehide
Pacsenger o a provase vebucle

Drtonr

O% 10% J0% JO% 40% LO% 00N JON S0% 90% 100%

N&. Respondents can answer Y to more than one road user type.

Regarding roads lacally, how satislied or dissatisfied
are respondents with these services
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performance networks

Streat cleaniing custamer satbinction wurvey - Sample authsrity - Year FiH 40909
27 | 2024-25)
Parfarmancs rating
Mo of Average Parcantags

Ll ] Lo SCanE
Soal aredl WAl atian
Firiesrsclinaess. of stalf 34 185 7 D
Hirw smarily deisaad gne stalT? b ] 355 T1.05%
Sorvice Information on the councl sndice 005 social meda a7 143 R ST
Sl IO T Troem CusiDmas Servo Cintne S1aly 54 324 7%
Eﬂdnﬁpﬁﬂ'ﬂ]mmﬂ'ﬂm auEhority ar 117 63 31%:
Stalf ared Information sectional o &8, TE%
Services provided
Claaring Iiter on the roads. a8 100 SO0
Chaasing Iner o Ioetpaths & LET S Ak
Wdﬂ:qwﬂhfrm fn-nlpms &F ] E1HT
Fsrrowal of cheawirsg gum lram Bsolpuths L] 173 e
Frequendcy of amptying liises bing T 307 EO.A3%
Frequency of emplying dog waste bins o] L4 L5800
Coransl of wessds on hand surlaes (g on pathsor footaarys) 6 146 FoRE
Clagrilness of parks & 333 .51
H.ﬂm‘.ﬂdl;’ﬂﬂ 35 204 EE BES
Gl ek aieed iN Bhae QUi EmpEing 43 148 4350,
TowT Canire chasning 38 124 4 T
Pubdie Tollet chadriesg 5 a7 Lrare
Sarvices provided sectional sCoe ST A%
APEE Custamaer Satisfaction performance scors Pl 200 E.5 35

HMumber of

Mumbser of T PFarcamtags

ISPORLEL TRpORE satiuliad
Orrerall axe you happy with the street cleaning services that you
wxnparience In your local authority area? &6 22 AT HI%
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Street cleansing customer satisfaction survey - Sample authority - Year 27 (2024-25)
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NEW MUNICIPALISM
Delivering for local people and local economies
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Contact Details

Debbie Johns

Head of performance networks

DJohns@apse.org.uk
07834334193

INVESTORS INPECPLE v & /@ /&
We invest in people Gold RO I 50 171
GB 11409 GB 11132 GB 14074
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Association for Public Service Excellence
3rd Floor, Trafford House,

Chester Rd, Stretford,

Manchester,

M32 ORS

telephone: 0161 772 1810

web: www.apse.org.uk



