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Introduction

1 Introduction

1.1 Background

In August 2009, Isle of Wight Council commissioned BMG research to carry out their

annual residentsdéd survey an daclyeardslke of Wightn s ul t a't
Council undertakes a budget consultation exercise with residents and stakeholder

groups to help guide and inform the annual budget setting process. This has

traditionally consisted of 6-8 focus groups to obtain qualitative information and a

guantitative paper based survey carried eitherinthe Counci | 6s residentsd 1
in the local paper.

The Council also consults residents each year through a telephone based annual
survey seeking their views on a number of issues relating to satisfaction with Council
services, identifying those services considered to be most in need of improvement and
seeking to understand how residents are generally feeling about living on the Island.

Mindful of the need to make savings in the current climate and with the advantage of
budget setting processes having been brought forward this year, the Council wanted to
combine both these exercises this year into one single telephone survey to fulfil both of
these objectives. This survey is part of a wider consultation which includes a
gualitative workshop consisting of eight focus groups. The results of this workshop can
be viewed in a separate document.

The data from the survey will be used to highlight budget priorities and determine
where there is room for efficiencies and/or a reduction in the provision of lower priority
services to residents.

1.2 Survey Method

A total of 1,106 interviews were conducted over the phone with residents using CATI
(Computer Aided Telephone Interviewing) technology. Interviews took place between
November and December 2009. During interviewing, quotas were set for age, gender,
and ethnicity at a ward level to ensure the sample is as representative as possible to
I sl e o fpophlatignht 6 s

1.2.1 Sampling

The target population for the survey was the adult population (16+) of the Isle of Wight.
The survey was conducted via a telephone methodology, using a database purchased
from UK Changes, a telenumbering service that obtains r e s i dreimbers fiom the
electoral roll. A total of 6,500 contacts were bought in, proportionately representative of
the 48 wards in Isle of Wight.

Interviews were monitored by age, ethnicity and area to prevent the data being skewed
towards any particular group. All quotas were based on 2001 Census figures.

1.2.2 Questionnaire design

The questionnaire was based on previous annualr e s i d e nt scéndustedrsimce y s
2006 to allow for comparisons. As menti oned above, the reside
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combined with the budget consultation and therefore the questionnaire has been
designed to reflect this. New questions were developed by the Council in conjunction
with BMG Research in order to explore particular issues relating to the budget.

1.3 Data

In total, 1,106 interviews were completed with respondents aged 16+ years. The
sample size of 1,106 is subject to a maximum standard error of +2.9% at the 95%
confidence level on an observed statistic of 50%. Thus, for the quantitative survey, we
can be 95% confident that responses are representative of those that would be given
by the total population of the Isle of Wight, if a census had been conducted, to within
+2.9% of the percentages reported.

This means that if the total population of the Island had conducted the survey and a
statistic of 50% was observed, we can be 95% confident that the response lies
between 47.1% and 52.9%.

To ensure that the results are representative of the population, the data has been
weighted at a ward level by gender, age, and ethnicity to match the 2001 Census data.

1.4 Reporting

Throughout this report the word significant is used to describe differences in the data.
This indicates where the data has been tested for statistical significance. This testing
identifies 6 r e a | di f f eliffeeencesethad wogld oceur if we were able to
interview all residents on the Island rather than just a sample). However, as already
noted the actual percentages reported in the data may vary by £2.9% at the 95%
confidence level on an observed statistic of 50%.

Figures and tables are used throughout the report to assist explanation and analysis.

Al t hough occasional anomalies appeaenewrue t o ¢
more than +/-1%. These occur where rating scales have been added to calculate

proportions of respondents who are satisfied at all (i.e. either very or fairly satisfied).

On receipt of each completed questionnaire, BMG coded the verbatim (open-ended)
guestions, input and then analysed the data. Throughout this report there is analysis at
both a total and sub sample level, e.g. gender, age and area. For more detailed
analysis, refer to the separate cross tabulated data report.
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2 Summary of findings

2.1

2.2

Introduction

1,106 interviews were conducted over the phone with Isle of Wight residents aged 16+
using CATI (Computer Aided Telephone Interviewing) technology. Interviews took
place between November and December 2009. During interviewing, quotas were set
for age, gender, and ethnicity at a ward level to ensure the sample is as representative
as possible to Isle of Wightds popul at

Views of the Island

Positive findings are seen with regard
Nearly all respondents say it is a good place to live (98%), whilst the vast majority
(91%) think it is a good place to have a holiday and that it has a good reputation
(90%). These three areas show an increase in agreement since 2008, where 93% of
respondents thought the Island was a good place to live, 88% thought it was a good
place for a holiday and 82% agreed that it had a good reputation.

However, there is a percentage decrease since 2008 in the proportion of respondents
who think that the Island is a good place to invest in (49% compared with 56% in 2008)
and a good place to work (48% compared with 52% in 2008). Much of this decrease
can be attributedtothe economi c downturn national
the economy of the Island.

2.2.1 Views over last 12 months

Approaching three fifths (58%) of respondents say that the Island has not changed
much as a place to live, whilst a quarter (25%) feel that it has got worse. A further 15%
of respondents say that the Isle of Wight has got better as a place to live.

2.2.2 Views over next three years

2.3

Many residents remain optimistic, with just over a third (34%) saying that the Island will
get better as a place to live, whilst slightly fewer (31%) say that it will stay the same. A
guarter (25%) of respondents feel that the Island will become worse as a place to live,
whil st a fuknovher 9% donodt

Perceptions of anti social behaviour

In order to record how serious residents perceive anti-social behaviour to be in their
local area, residents were asked to indicate how big a problem they believe twelve
particular issues to be. The majority of residents are more likely to describe these
issues as not a very big problem or not a problem at all. The issue of parents not
taking responsibility for the behaviour of their children is most commonly described as
a fairly or very big problem (44% of residents).

t

(0]

and
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2.4

2.5

2.6

2.7
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Cohesion

More than four fifths (83%) of respondents agree that their local area is a place where
people from different backgrounds get on well together. The remaining 6% give the
opposing view.

Views on the Council

Residents are most likely to agree that the Council is improving the Isle of Wight (46%)
and that it is a strong leader (44%). Conversely, residents are least likely to agree that
the Council has good new ideas to tackle local problems (34%) and that it takes
account of residentsodo views when making

Council advocates and critics

Approaching a fifth (19%) of respondents say they would speak highly of Isle of Wight
Council, whilst more than two fifths (45%) say they would be critical. More than a third
(36%) have no views one way or the other. In 2008, a fifth (20%) of respondents were
advocates of the Council, whilst just under two fifths (39%) were critics. Therefore, the
proportion of critics has increased by 6-percentage points.

Council services

All respondents were provided with a list of Council services and asked which they had
used in the last twelve months. Respondents are most likely to have used parks and
open spaces (80%), beaches (78%) and parking services (74%).

2.7.1 Satisfaction with services

2.7.2

Respondents who had used Council services were then asked how satisfied they are
with each. High levels of satisfaction are seen with pre-schools (96%), refuse
collection and libraries (both 95%). Far lower satisfaction is seen with road
maintenance (27%) and pavement maintenance (47%).

Importance of services

Respondents were further asked which services they felt were most important. Road
maintenance is seen as the most important local service (49%), followed by refuse
collection (32%). Considering the low level of satisfaction given for road maintenance
above (27%), it is vital that road maintenance is prioritised for improvements.

2.7.3 Services over time

More than three fifths (63%) of respondents think that Council services have not
changed much over the last 12 months. Encouragingly, just over a fifth (21%) of
respondents think that services have got better, whilst 12% feel they have got worse. A
further 4% dondét know.

2.7.4 Overall satisfaction with services

Taking everything into account, the majority, two thirds (66%) of respondents are
satisfied with Council services (63% in 2008). A further 16% are dissatisfied and 18%
are neither satisfied nor dissatisfied.

deci s



Summary of findings

2.8 Budget spend

2.8.1 Priorities

All respondents were provided with a list of six services and asked to rank them in
order of importance from 1 to 6, where 1 is the most important and 6 is least important.

The service most | ikely to be ranksdnkbd ghest
as first choice by a quarter (25%) of respondents. This is followed by keeping

vulnerable children on the Island (24%) and highway maintenance and street cleaning

(22%).

2.8.2 Allocation of resources

All respondents were then provided with a list of services and asked to prioritise these
in order of importance. Again, older people and highways are a main priority for
residents (76% and 74%). However, perhaps due to job losses on the Island,
respondents are also keen to prioritise tourism and economic regeneration (74%).

Respondents are least likely to prioritise planning and building control (60%) and
libraries, museums, theatres and arts (57%).

2.8.3 Fees and charges

There is a clear choice in terms of where respondents feel fees should come from.
Approaching two fifths (37%) of respondents think that planning and building control
fees could be an area where the Council gets its income from. Although homecare and
supporting older people is seen as a priority, this area is least popular as an area to
raise fees or charges (3%).

2.9 Contact with the Council

Almost three quarters (74%) of respondents have not had contact with the Isle of
Wight Council in the last two or three months. A quarter (25%) of respondents have
had at least one query with the Council during this time.

2.9.1 Reason for contact and method of contact

The most popular reason for contact with the Council wa s 6pl @a%).i ngo
Approaching seven tenths (69%) of respondents used telephone as a method of
contacting the Council.

2.9.2 Contact outcome and satisfaction

Where respondents had made recent contact with the Council, they were further
guestioned about whether the first person they contacted was able to help with their
qguery. Approaching two thirds (63%) of respondents say that the first person they
contacted was able to help them, whilst for more than a third (36%) of respondents this
was not the case.

Almost three fifths (59%) of respondents are satisfied with the way in which their query
was handled and three tenths (30%) are dissatisfied.
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2.10 Information and One Island magazine

2.10.1 Feeling Informed

All respondents were asked to what extent they feel informed about certain aspects of
the Council.

Encouragingly, more than half (55%) of respondents are well informed about services
and benefits provided by the Council, with just over two fifths (43%) not well informed.
Furthermore, just over two fifths (42%) of respondents are well informed about how to
get involved in local consultation, whereas this was 30% in 2008™.

However, lower scores are found in other aspects in particular, approaching three fifths
(58%) of respondents say they are not well informed about whether the Council is
delivering on their promises, whilst less than a third (31%) say that they are well
informed.

2.10.2 One Island magazine

More than two fifths (42%) of respondents have received One Island magazine in the
last six months, whilst a further 2% have received it but more than six months ago.
However, more than two fifths (45%) have never received this magazine and a further
11% dond&tankbntow/e member .

Respondents are most likely to say that One Island is informative (84%) and is
distributed frequently enough (81%). However, respondents are least likely to agree
that the magazine tells them what they need to know about Council plans for the future
of the Island (65%) or about the work of the Police and Isle of Wight NHS and
voluntary sector (67%).

2.11 Media

Two fifths (41%) of respondents say that they have not listened to any local radio
station in the last seven days. The most listened to radio station is Isle of Wight Radio
with just over third (34%) of respondents having listened to this station in the last
seven days.

The most read local newspaper in the last month is Isle of Wight County Press (84%)
followed by the Beacon (32%). Seven tenths (71%) of respondents read the Isle of
Wight County Press every week, whilst 17% read this once or twice a month. A further
7% of respondents read this paper a couple of times a year and 5% never read it.

2.12 Source of information

All respondents were asked how they currently receive information about Isle of Wight
Council services or plans. Half (51%) of respondents currently receive information from
One Island magazine, whilst a fifth (21%) use local media.

All respondents were asked which method they would prefer to receive information
about Council services in the future. Approaching half (46%) of respondents would

'Question in 2008 asked 6éhow to get involved

get

involved in | ocal consul tations?©o.

n

| oca
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prefer to get their information from One Island, whilst a fifth (20%) would like to get
information from leaflets/brochures. A similar proportion (19%) would prefer to use
local media (19%).

2.13 Websites

All respondents were asked which websites they regularly visit as a source of local
information and news. Almost three fifths (59%) of respondents do not use any local
websites. However, just over a fifth (22%) of respondents use the Council website and
17% use the County Press website (17%).

One in seven (14%) respondents use Facebook as a source of news however, more
than four fifths (83%) of respondents do not use social media sites as a source of
news about the Island. When asked if they would be interested in hearing about
Council services, policies and plans via these social media sites, three quarters (76%)
of respondents say énod. Just over a fifth (2

2.14 Awareness of initiatives/projects

All respondents were asked which Council initiatives/projects they are aware of.

Respondents are mostly aware of school re-organisation (82%), followed by improving

Island roads (52%). This may be due to media attention surrounding these projects.

Lesser known are the Councilds 1intertheal tran
transforming social care initiative (17%).

2.15 Eco-Island

Almost a fifth (19%) of respondents know either a great deal (4%) or a fair amount
(15%) about the Eco-Island initiative. More than two fifths (44%) of respondents have
either heard of but know nothing about it (21%) or know nothing at all (23%). Just over
a third (35%) know just a Ilittle about this i

Respondents were further asked to what extent they know about how to get involved in

making the Eco-Island vision a reality. More than two thirds (68%) of respondents

either know nothing at all (51%) or have heard of it but know nothing (17%). One fifth

(21%) of respondents know just a little about getting involved, wh i | st a furt her
know. Just under one in ten (9%) know either a great deal (2%) or a fair amount (7%)

about how to get involved.

2.16 Influence decision making

Finally, all respondents were asked to what extent they think they can influence
decisions affecting their area. Approaching three fifths (58%) of respondents say they
can influence either very little (30%) or not at all (28%). Only one in seven (15%)
respondents feel they can influence decisions either a great deal (2%) or a fair amount
(13%). Approaching a quarter (23%) of respondents say they can influence decisions
but not very much.
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3 Local area

3.1 Introduction

The first section of the questionnaire explo
generally as a place to live as well as their local area. For the latter, local area was

defined as the area within 15-20 minutes walking di st ance from the r
home.

3.2 Views of the Island

All respondents were asked to what extent they agree or disagree with statements
about the Isle of Wight. Nearly all respondents say it is a good place to live (98%),
whilst the vast majority (91%) think it is a good place to have a holiday and that it has a
good reputation (90%). These three areas show an increase in agreement since 2008,
where 93% of respondents thought the Island was a good place to live, 88% thought it
was a good place for a holiday and 82% agreed that it had a good reputation.

However, there is a percentage decrease since 2008 in the proportion of respondents

who think that the Island is a good place to invest in (49% compared with 56% in 2008)

and that it is a good place to work (48% compared with 52% in 2008). Much of this

decrease can be attributed to th e economic downturn nati onal
concerns about the economy of the Island.

Figure 1: To what extent, if at all, do you agree or disagree with the following
statements about the Isle of Wight? (All respondents) Q4

a) Itis a good place to liv

c) Itis a good place to have
holiday

d) It has a good reputatior

e) Itis a good place to inves
in

b) Itis a good place to wor

0% 20% 40% 60% 80% 100%

mAgree ®Neither mDisagree mDon't know

Unweighted sample bases vary




Local area

The table below shows that all net balance scores are positive for all statements. The
highest disagreement is seen with the Isle of Wight as a place to work (30%) and to
invest in (20%). However, both of these statements show a higher level of
ambivalence (15% and 17% respectively), which may be due to awareness of job
losses both on the Island and nationally and a lack of awareness about the Islandd s

potential for investment.

The table below shows comparisons with 2008 data. The net balance scores are
positive for three of the five aspects with the biggest improvement seen in terms of
reputation, an 8-percentage point increase. However, a 7-percentage point decrease is
seen in terms of residents views that the Island is a good place to invest.

Table 1: Extent to which respondents agree with statements i 2008/2009 comparisons

(All respondents) % agree Q4

Net balarce score

Statement 2009 2008 (2009- 2008

a) It is a good place to live 98% 93% +5%

b) It is a good place to work 48% 52% _
¢) It is agood place to have a holiday 91% 88% +3%

d) It has a good reputation 90% 82% +8%

e)ltis a good place to invest 49% 56% _
Unweighted bases 1,106 800
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3.3 Views of the area over time

3.3.1 Views of the area in the last 12 months

All respondents were asked whether they felt that the Isle of Wight has got better or
worse as a place to live over the last 12 months. Approaching three fifths (58%) of
respondents say it has not changed much, whilst a quarter (25%) feel it has got worse.
A further 15% of respondents say that the Isle of Wight has got better as a place to
live.

Figure 2: On the whole, do you think that over the last 12 months, the Isle of Wight
has got better or worse as a place to live? (All respondents) Q5

Better

Worse

Has not changed mucl

Have lived here less tha
12 months

Don't know

0% 10% 20% 30% 40% 50% 60% 70%

Unweighted sample base = 1106

No significant variations can be seen between demographic groups or spatial areas
except that respondents aged 45 i 54 years are more likely to feel that their local area
has got worse (31%) over the last 12 months.






















































































































































