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1. Project Overview

The Survey

11 Qpinion Research Services (ORS) was commissioned by North Hertfordshire District Council to
undertake a Spring Survey of their self-maintained Citizens’ Panel.

12 The Citizens’ Panel Survey captures panellist’s general views and perceptions of certain services and
facilities provided by the District Council.

13 The questionnaire was distributed in the week commencing 18" April 2011 to members of the North
Hertfordshire Panel. A reminder was distributed in the week commencing 16™ May. The cut-off date for
returned questionnaires was 30" May. 36 of the 937 questionnaires were returned by the Royal Mail as
being failed addresses reducing the effective population to 901. 306 completed postal questionnaires
were returned, yielding a response rate of 34%. A free prize draw and questionnaire reminders were
used to encourage responses.

Survey Contents
14 The survey contained questions on the following topics:
= Green Spaces
= Food Waste Management
=  Museum Provision
=  Taxi Services

= Customer Services

Survey Response

15 The survey was distributed to 901 residents in total; 306 questionnaires were completed yielding a 34%
response rate.

16 The returned sample was checked against comparative data and was subsequently weighted by gender,
age, and ethnicity. The results presented here are therefore representative of all residents in North
Hertfordshire; this report thus makes reference to ‘the resident’, as opposed to ‘the respondent’.

17 The table overleaf shows how the various wards have been grouped for the survey results.




Ward Name Ward Group
Arbury Baldock
Baldock East Baldock
Baldock Town Baldock
Weston and Sandon Baldock
Cadwell Hitchin
Chesfield Hitchin
Hitchin Bearton Hitchin
Hitchin Highbury Hitchin
Hitchin Oughton Hitchin
Hitchin Priory Hitchin
Hitchin Walsworth Hitchin
Hitchwood, Offa and Hoo Hitchin

Codicote Knebworth, Kimpton & Codicote
Kimpton Knebworth, Kimpton & Codicote
Knebworth Knebworth, Kimpton & Codicote
Letchworth East Letchworth
Letchworth Grange Letchworth
Letchworth South East Letchworth
Letchworth South West Letchworth
Letchworth Wilbury Letchworth
Ermine Royston
Royston Heath Royston
Royston Meridian Royston
Royston Palace Royston

18 The tables on the following pages show the profile characteristics of respondents to the survey. Any

value denoted by a * represents a percentage which is less than 1%.

Unweighted Count Unweighted Valid % Weighted Valid %
Male 126 41 48
Female 180 59 52
Not Known 0 - -

Total 306 100 100
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Table 3:
Age — All residents (Note: Figures may not sum due to rounding)

Unweighted Count Unweighted Valid % Weighted Valid %
16-34 35 12 26
35-44 62 20 20
45-59 71 23 25
60+ 136 45 28
Not Known 2 - -
Total 306 100 100

Table 4:
Ethnic Origin — All residents (Note: Figures may not sum due to rounding)

Ethnic Origin
Unweighted Count Unweighted Valid % Weighted Valid %
White 293 96 96
Non-White 13 4 4
Not Known 0 = -
Total 306 100 100

Interpretation of the Data

15 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 volume an asterisk (*) denotes any value less
than half a per cent.

110 |n some cases figures of 2% or below have been excluded from graphs.

111 Graphics are used extensively in this report to make it as user friendly as possible. The pie charts and
other graphics show the proportions (percentages) of residents making relevant responses. Where
possible, the colours of the charts have been standardised with a ‘traffic light’ system in which:

e Green shades represent positive responses

e Beige and blue shades represent neither positive nor negative responses

e Red shades represent negative responses

e The bolder shades are used to highlight responses at the ‘extremes’, for example, very satisfied
or very dissatisfied.

Acknowledgements

112 ORS would like to thank Sarah Dobor at North Hertfordshire District Council for her help and assistance
in developing the project. We would also like to thank the 306 people who took part in the survey,
without whose valuable input the research would not have been possible.
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2. Executive Summary

Some Main Conclusions and Recommendations

21 The most positive indicators have been outlined below as well as some areas for consideration. Please
bear in mind that these comparisons of ‘best’ and ‘worst’ rankings are an arbitrary indication of
performance.

Areas of high performance
22 The vast majority of residents (93%) visit or have visited parks and open spaces in North Hertfordshire.

23 Residents were particularly positive about the following elements of green spaces with at least four
fifths rating them as good: countryside sites (88%); parks and public gardens (83%) and local recreation
grounds and amenity areas (81%).

24 High proportions of North Hertfordshire residents agreed that where they live there is a park or open
space within easy walking distance from their home (96%) and that parks and open spaces make their
area a nice place to live (93%).

25 Qver four fifths of residents rated the standard of maintenance of grass cutting (84%) and the flower
beds (82%) as good.

26 Just under 9 in 10 residents (89%) were aware that all food waste should go into the brown bin.

27 Residents who had visited Hitchin Museum and Letchworth Museum were most satisfied with the
buildings being easy to get to (95%).

28 Residents were generally positive about taxi provision with 72% or more of residents rating all of the
elements as good.

Areas for consideration
29 A quarter of residents rated the maintenance of dog bins and litter bins as poor.

210 A fifth of residents feel that it is unimportant for NHDC to continue providing current standards for
paddling pools/fountains. More than a third of residents (34%) also said that if NHDC had to make
financial savings in just one area it should be paddling pools/fountains.

211 Qver half of residents (51%) haven’t visited any museums in North Hertfordshire in the last 12 months.




Opinion Research Services North Hertfordshire District Council Spring Panel Survey July 2011

212 Taxi fares are perceived as being too high by almost three fifths (59%) of residents.

213 Qver two thirds of residents (68%) did not know that they can sign up to receive their annual Council
Tax bill electronically. Therefore, NHDC may want to consider promoting this facility to its residents.

Summary of Main Findings

214 The following paragraphs selectively highlight some key issues, but readers are referred to the detailed
graphics for the full story. The suite of ORS reports also includes full cross tabulations.

Green Spaces

215 The vast majority of residents (93%) visit or have visited parks and open spaces in North Hertfordshire,
with the highest proportion of residents having visited town gardens/parks (84%). However, amenity
green spaces (e.g. green spaces around housing, domestic gardens and village greens) were visited the
most often with half of residents frequenting these open spaces at least once a week.

216 Residents were positive about the various elements of green spaces, with at least 71% rating them as
good.

217 The vast majority of North Hertfordshire residents agreed that where they live there is a park or open
space within easy walking distance from their home (96%).

218 Residents rated the standard of maintenance of grass cutting (84%) and the flower beds (82%) as good,
while a quarter rated the maintenance of dog bins and litter bins as poor.

219 Residents felt that it was most important that the council continue to provide the current standard of
service to litter bins (98%), play areas/equipment (94%), and dog bins (92%). In contrast, a fifth of
residents felt that maintaining the standard of service for paddling pools/fountains was unimportant;
this was further backed up by the highest proportion of residents (34%) reporting that this area is
where NHDC should make financial savings.

Food Waste Management

220 Just under 9 in 10 residents (89%) were aware that all food waste should go into the brown bin.
However, only 39% use their brown bin for all of their food waste while over a fifth (22%) use it for less
than half of their food waste.

221 \When asked the reasons for not using the brown bin for all of their food waste, the highest proportion
of residents said that they are worried about smells coming from the bin (44%) and that they compost
food waste at home (30%). Residents stated that weekly food waste collections (50%) and compostable
bags (49%) would encourage them to separate their waste and use the brown bin.

222 Qver half of residents (55%) end up throwing away a minimal amount of the food that they buy while
nearly two fifths (38%) of residents end up throwing away at least some of the food they buy. Residents
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cited the main reason for throwing food away to be because they don’t get a chance to use the food
before use by/best before date (80%).

Museum Provision

2233 Qver a quarter of residents (26%) visit museums at least once every six months. Of the residents who
visit museums (regardless of the frequency), just under half have visited one in North Hertfordshire in
the last 12 months (49%). Just over half of these residents (51%) reported that they have visited Hitchin
Museum and over a third said that they have been to Letchworth Museum (36%).

224 Residents said that specific exhibitions (42%) and art exhibitions (26%) were the most likely reasons for
them to visit a museum.

225 A building that is easy to get to (43%) and information that is easy to find and use (39%) were listed by
residents as the most important elements that form part of a museum service.

226 The residents who had visited Hitchin Museum and Letchworth Museum were asked to rate various
elements of the museum service provided by the council; they were most satisfied with buildings being
easy to get to (95%), museum opening times (84%) and buildings that are easy to move around in (84%).

Taxi Services

227 Around two thirds of residents (67%) were aware of the difference between Hackney carriages and
private hire vehicles, with over 1 in 10 (11%) using a licenced North Hertfordshire taxi at least once
every fortnight.

228 Residents were positive about the various elements of taxi provision; 72% or more of residents rated all
of the elements as good with more than four fifths of residents (83%) rating the safety of the vehicle as
good.

229 Almost three fifths (59%) of residents felt that taxi fares are too high while two fifths (40%) felt that
they are about right.

Customer Services

230 Just under two thirds of residents (64%) stated that when they need to contact NHDC their preferred
method of contact is telephone.

231 When taking into account their preferred method of contact, helpfulness of staff (38%), speed of
response to their query or complaint (28%) and speaking to the right person first time (28%) were
identified as being the most important factors to residents.

232 The vast majority of residents reported having regular access to the internet at home (86%), while over
a third reported having regular access to the internet at work (37%).

233 Qver half of residents (55%) said that they had not visited the NHDC website in the last 12 months.

10
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234 Of the residents that had visited the NHDC website, more than four fifths of residents (83%) rated the
website as being very or fairly good. Only 5% rated it as poor.

235 Less than a fifth of residents (19%) reported having ever accessed any of the online services. Of these
residents the vast majority (86%) said that they would use these online services again.

236 More than two thirds of residents (68%) said that the fact that they would like to be able to speak to
someone over the phone or in person would stop them from using NHDC services online, while less than
a third of residents stated that no access to the internet (29%) and thinking that online payments are
not secure/safe (20%) would stop them from using online services.

237 The majority of residents (68%) did not know that they can sign up to receive their annual Council Tax
bill electronically.

238 \When residents were asked if they would be prepared to sign up to receive their Council Tax bill
electronically, over a third (35%) said yes. However, over two fifths (44%) of residents said that they
would not be prepared to do so, and over a fifth (22%) said maybe.

11
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3. Green Spaces

Results

Figure 1:
Do you ever visit/have you ever visited any parks and open spaces in North Hertfordshire?

Base: All Residents (301)

Figure 2:
Considering the parks and open spaces in North Hertfordshire that you visit: Which of the following have you visited?

Base: All Residents (281)

Town gardens/parks

Natural or semi rural green spaces and woodlands
Amenity green space

Qutdoor children’s play and teenage area
Cemeteries or churchyards

OQutdoor sports facilities

Schools {playing fields)

Allotments

0% 20% 40% 60% 80% 100%
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Figure 3:
Considering the parks and open spaces in North Hertfordshire that you visit: How often do you visit them?

Base: All Residents who have visited parks and open spaces in North Hertfordshire (number of respondents shown in brackets)

Amenity green space (178)
Town gardens/parks (218)
Outdoor childrenAlis play and teenage area (129)

Outdoor sports facilities (81)

Natural or semi rural green spaces and woodlands
(204)

Schools (playing fields) (69)
Allotments (44)

Cemeteries or churchyards (116)

m More than m Once a week m2-3timesa » Once a month Less than
once a week month once a month

Figure 4:
Now thinking about the part of the district where you live, please rate the following elements of green spaces.

Base: All Residents (number of respondents shown in brackets)

Countryside sites (239) 557
Parks and public gardens (257) | 3 l
Lacal recreation grounds and amenity areas (265) | 60 I
Churchyards and cemeteries (189) | 57 |
Play areas (200) | 61 I
Allotments (80) | 40 l
Active sports areas (153) lst I
0% 4(;% 6(1)%
w» Very good « Fairly good Neither w Fairly poor m Very poor
good nor poor

13
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Figure 5:
How strongly do you agree or disagree with the following statements around parks and open spaces?

Base: All Residents (number of respondents shown in brackets)

Where | live there is a park or open space within
easy walking distance from my home (300)

Parks and open spaces make this a nice place to
five (292)

| am happy with the facilities that are available in
my nearest park or open space (289)

When | visit parks and open spaces | feel safe (281)
The parks and open spaces are chean and well
maintained (283)

Parks and open spaces help me stay fit and healthy
(259)

High quality parks and open spaces encourage
people and businesses to locate to a town (259)

It is easy to find out about parks and open spaces
and the facilities they provide (245)

m Strongly » Tend to - Neither »Tend to
agree agree agree nor disagree
disagree

Figure 6:
Thinking about green spaces in your local area how would you rate the standards of maintenance of the following elements?

Base: All Residents (number of respondents shown in brackets)

Grass cutting (296)

Flower beds (284)

Cemeteries (177)

Play areas/equipment (217)
Paddling pools/fountains (128)
Dog bins (171)

Litter bins (261)

w» Very good « Fairly good Nelther w Fairly poor m Very poor
good nor poor

14
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Figure 7:
How important or unimportant do you feel it is for NHDC to continue providing current standards for the following services...?

Base: All Residents (number of respondents shown in brackets)

Litter bins (292) ! I\}l - 2
Play areas/equipment (282) \a«‘l'L 3|
Dog bins (291) :faefl;'_ 6 |
Grass cutting (297) . S l 6
Cemetenes (277) I i 12 '
Nature conservation {293) = 14 B
Flower beds (295) I 1
Tree maintenance (planting) (295) Lj : = 23| = =]
Paddling pools/fountains (269) & I 24 |_
0% 20% : 6(1)96 8(;96 100%
m Very ~ Fairly Neither w Fairly m\Very
Important Important important nor unimportant unimportant
unimportant
Figure 8:
If NHDC has to make financial savings in just one of the areas below, which should that be?
Base: All Residents (295)
Paddling pools/fountains :
Flower beds
Tree maintenance (planting)
Nature conservation
Grass cutting
Cemeteries
Dog bins
Play areas/equipment
None of the above
0% 10% 20% 30% 40%
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4. Food Waste Management

Results

Figure 9:
Did you know that ALL food waste should go into your brown bin?

Base: All Residents (297)

No
11%

Figure 10:
Thinking about your food waste at home, what proportion currently goes into your brown bin for composting?

Base: All Residents (293)

None
11%

All of it
Less than half 39%

22%

More than half
28%

16



Opinion Research Services North Hertfordshire District Council Spring Panel Survey July 2011
Figure 11:
What are your reasons for not putting all of your food waste into your brown bin?

Base: All Residents who do not put all of their food waste in to their brown bin (177)

I'm worried about smells coming from the bin
| compost my food waste at home

It is not collected often enough

| am unsure what | can and cannot put in my
brown bin

| don't feel | have appropriste means to separate
and carry my food waste to the brown bin

I don't have time to separate my waste
Pests i.e. maggots
Don't have a brown bin

Bin is too small / not enough room (bin s filled)

Don't waste much food / don't have any food
waste

Put outside for birds / wildlife
Use a waste disposal unit i.e. Insinkerator
| don't see the point

Other

Figure 12:
What would encourage you to separate your food waste from your other waste and put it in your brown bin?

Base: All Residents who do not put all of their food waste in to their brown bin (163)

Weekly food waste collections
Compostable bags

Odour absorbing product for brawn bin
Food caddies

| compost my food waste at home
Having a brown bin

Other

17
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Figure 13:
Thinking about the food you buy, what proportion do you end up throwing away?

Base: All Residents (299)

A significant amount None of it
2% 5%

Some
38%

“A minimal amount

55%
Figure 14:

What are your main reasons for not using some of the food you buy?

Base: All Residents who throw away some of the food they buy (106)
Don't get chance to use food before use by/best
before date
Take advantage of special offers
Don't like eating leftover food
Make big portions and don't eat all | have made
Other

0% 20% 0% 60% 80% 100%
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5. Museum Provision

Results

Figure 15:
How frequently do you visit museums?

Base: All Residents (302)
Once a month

Never 6%
19% y

Once every six months

20%
Once every three years o
less
22%
Once a year
22%
Once every two years
11%

Figure 16:
Have you ever visited any museums in North Hertfordshire in the last 12 months?

Base: All Residents who visit museums (214)

No
51%

July 2011
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Figure 17:
Which of the following museums in North Hertfordshire have you visited in the last 12 months?

Base: All Residents who have visited any museums in North Hertfordshire in the last 12 months (119)

Hitchin Museum

Letchworth Museum

First Garden City Heritage Museumn
Hitchin British Schools Museum
Royston Museum

Ashwell Museum

Baldock Museum

0% 20% 405 60%

Figure 18:
For what reasons might you visit a museum?

Base: All Residents (295)

Specific exhibitions

Art exhibitions
Historical/educational research
Permanent displays

None

Special events

Talks or Workshops
Identification of items
Museum shop

For children / person I'm with wanted to go
Through work / as volunteer

QOther

20
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Figure 19:
How important or unimportant is it that the following elements form part of a museum service?

Base: All Residents

Information that is easy to find and use (280)
Holiday activities for children (271)

A building that is easy to get to (286)

Workshops for school children in the museums
{271)

A bullding that is easy to meve around in (281)

Facilities to help with educational/historical
research (267)

Displays on the history, archaeology and natural
history of North Hertfordshire (280)

Workshops held in schools (264)

Displays on the main towns and villages through
the years (276)

Temporary exhibitions on a wide range of subjects
(275)

Practical and interactive exhibits (264)

Outreach services, such as talks, walks, object
handling sessions (270)

Displays on local historic artists (275)
Workshops/activities for adults (265)
Object identification service (254)

Evening Opening (264)

Museum storerooms that are open to the public
(263)

Museum shop (269)

Cafe (269)

mVery « Fairly - Nelther w Fairly mVery
Important Important important nor unimportant unimportant
unimportant
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Figure 20:
Of the elements listed in C5, which 4 do you think are the most important?

Base: All Residents (280)

A building that is easy to get to

Information that is easy to find and use
Holiday activities for children

Workshops for school children in the museums

Displays on the history, archacology and natural
history of North Hertfordshire

Tempaorary exhibitions on a wide range of subjects

A building that is easy to move around in

Facilities to help with educational/historical
research

Displays on the main towns and villages through
the years

Practical and interactive exhibits

Workshops held in schoaols

Outreach services, such as talks, walks, object
handling sessions

Evening Opening

Cafe

Displays on local historic artists
Workshops/activities for adults
Object identification service
Museum shop

Museum storerooms that are open to the public

0% 10% 20% 0% 40% 50%
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Figure 21:
How satisfied or dissatisfied are you with the following elements of the Museum Service (Hitchin Museum and Letchworth
Museum) provided by the Council?

Base: All Residents who visited have visited Hitchin Museum and/or Letchworth Museum (number of respondents shown in
brackets)

Buildings that are easy to get to (82]
Museum opening times (82)
Buildings that are easy to move around in (82)

Information that is easy to find and use (79)
Displays on the history, archaeology and natural
history of North Hertfordshire (79)

Displays on the main towns and villages through
the years (76)

Temporary exhibitions on a wide range of subjects
(78)

Workshops for school children In the museums
(51)

Hofiday activities for children (62)

Outreach services, such as talks, walks, object
handling sessions (47)

Facilities to heip with educational/ historical
research (62)

Object identification service (46)
Workshops held in schools (42)
Museum shop (69)

Workshops/activities for adults (57)

u Very  Fairty Neither w Fairly mVery
satisfied satisfied satisfied nor dissatisfied dissatisfied
dissatisfied
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6. Taxi Services

Results

Figure 22:
Were you aware of the difference between Hackney carriages (taxis) and private hire vehicles (mini cabs) prior to reading the

information above?

Base: All Residents (293)

Figure 23:
How often do you use a licensed North Hertfordshire taxi?

Base: All Residents (248)

More than once a week
6%

f Once every fortnight
/ 5%

Once a month
11%

Less than once a month
78%

24
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Figure 24:
Thinking about your last taxi journey in the district, how would you rate the following elements of taxi provision?

Base: All Residents (number of respondents shown in brackets)

Safety of vehicle (maintenance) (182)
Local knowledge of driver (200)

Cleanfiness of vehicle (208)

Helpfulness of phone operator taking your call
(186)

Punctuality of taxi (201)

Helpfulness/friendliness of driver (207)

m Very good . Fairly good - Neither w Fairly poor m Very poor

Figure 25:
Do you think taxi fare costs in the district are...?

Base: All Residents (185)

Too low

25
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7. Customer Services

Results

Figure 26:
When you need to contact NHDC what is your preferred method?

Base: All Residents (294)

Telephone
Email
Website
In person

Letter

0% 20% 40% 60% 80%

Figure 27:
Taking into account your preferred method of contact, which of the following is most important to you?

Base: All Residents (288)

Helpfulness of staff

Speed of response to query or complaint
Speaking to the right person, first time
Length of time taken to speak to someone
Easier to use / find information

Other

26
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Figure 28:
Do you have regular access to the internet...?

Base: All Residents (293)

At home

At work

Via smartphone or other portable device
No access

In public places

Figure 29:
Have you visited the NHDC website in the last 12 months?

Base: All Residents (289)

55%

27
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Figure 30:
How good or poor would you rate the NHDC website?

Base: All Residents who have visited the NHDC website in the last 12 months (120)

Vi ood
Fairly poor e'lvug‘
Neither good nor poor 5?‘
11%
Falrhllgond
73%
Figure 31:
Have you ever accessed any of the online services?
Base: All Residents (280)
Yes

81%

28
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Figure 32:
Would you use these online services again?

Base: All Residents who have ever accessed any of the online services (51)

Figure 33:
Which of the following factors would stop you from using NHDC services online?

Base: All Residents (243)

Like to be able to speak to someone over the
phone or in person

No access to the internet

Don't think online payments are secure/ safe

NHDC website is too hard to naviga(e_

July 2011

% 205
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Figure 34:
Did you know that you can sign up to receive your annual Council Tax bill electronically (paperless)?

Base: All Residents (276)

Figure 35:
Would you be prepared to sign up to receive your council tax bill electronically?

Base: All Residents (286)

Maybe

No

30
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