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SUBJECT:  RESULTS OF CITIZEN SURVEYS 2022 
 

 
Wards affected: Borough wide 
 
1.0 PURPOSE OF THE REPORT 
 
1.1 To bring to the attention of Executive Overview and Scrutiny and Cabinet the 

results of the Citizen Survey 2022.  
 
 
2.0 RECOMMENDATIONS TO EXECUTIVE OVERVIEW AND SCRUTINY  
 
2.1 That the results attached to this report be noted and any agreed comments be 

forwarded to Cabinet ahead of the main results reports being published on the 
Council website and submitted to the Local Government Association (LGA). 

   
2.2 That the proposals for future actions set out in Section 7 of this report be 

endorsed. 
 
3.0 RECOMMENDATIONS TO CABINET 
 
3.1 That the results attached to this report be noted and any comments made by 

Executive Overview and Scrutiny be considered by Cabinet ahead of the main 
results reports being published on the Council website and submitted to the 
Local Government Association (LGA). 

 
3.2 That the proposals for future actions set out in Section 7 of this report be 

endorsed. 
 
 



 

 
 
4.0 BACKGROUND 
 
4.1  As in previous years, the Council carried out a postal and online survey for 

residents, in order to gather views on satisfaction with various Council services. 
Due to the emergency response provided by the Council during the pandemic, 
the last full Citizen survey was undertaken in 2019.  However, consultation in 
relation to the Council's Visions and Priorities was undertaken in 2020 and a 
consultation of the Budget in 2021.  

 
4.2 The Citizen Survey was issued by post to 5,500 households in May 2022 with the 

option to be completed digitally and the survey closed in July 2022. A standard 
formula was adopted to ensure a weighted representative sample was achieved, 
which is best practice: see Appendix 1 for the main report.  In addition, 190 
people from the general population completed an online survey. These results 
however are not combined with the main survey as they do not guarantee to be 
representative, however they help with our customer insight and therefore are 
reported separately - Appendix 2. 

 
4.3 As in previous years we make reference to the LGA, who complete a random 

survey sample annually. This year the random sample survey was completed by 

1,002 British adults (aged 18 and over) gathering overall views of the general 

public about the reputation of local government on a national level.  Although the 

same set of questions are asked with both LGA and WLBC's Citizens Surveys 

and helpful to make a comparison, it should be noted that there are differences in 

methodology between the two surveys, which limits the comparisons that can be 

made. See Appendix 4. 

 
5.0 CLOSED SURVEY RESULTS 
 
5.1 In total, 1104 questionnaires were returned, giving an overall response rate of 

20%, which is a slight reduction on the 2019 survey.  This provides a maximum 
standard error of +2.9% with a 95% confidence level from the responses that 
have been returned. This is a statistical measure to give assurance that the 
satisfaction results being reported are an accurate reflection. The full report on 
the survey results is attached in Appendix 1.   
 

5.2 Some of the main findings in relation to satisfaction, along with comparisons to 
the 2019 results, are set out below. Overall, the results show an improved 
position on 2019 feedback.  

 

  2019  2022 
% pt. 
diff.  

Satisfied with local area as a place to live  69% 78% +9% 

Satisfied with way WLBC runs things  51% 56% +5% 

Agree WLBC provides value for money 28% 37%  +9% 

Feel very or fairly well informed by WLBC 43% 41% -2% 

Strongly belong to local area 65% 68% +3% 

Agree local area is a place where people from different 39% 59% +20% 



 

ethnic backgrounds get on well together 

Feel safe in local area after dark 60% 62%  +2% 

Feel safe in local area during the day 86% 89% +3% 

Agree that generally West Lancashire is a safe and 
secure place to live 68% 70% +2% 

 
 
 
 
 
 
 
 
 
 
5.3 As stated in point 4.3, the LGA has a different methodology and conducted by 

phone which traditionally gives a higher satisfaction rate than postal surveys. The 
LGA measure resident satisfaction of Councils, 4 times a year. This data 
represents the results of the 32nd round of polling conducted in June 2022. The 
statistics show that for most of the indicators the variance gap against the LGA 
measures has been reduced. 

   

  

2019 
WLBC 

2019 
LGA 

2022 
WLBC 
 

2022 
LGA 

% Change 
against LGA 
Base   

Satisfied with local area as a place to 
live  

69% 81% 78% 
 

81% +9% 
 

Satisfied with way WLBC runs things  51% 60% 56% 63% +2% 

Agree WLBC provides value for money 
28 % 44% 37% 

 
45% +8% 

 

Feel very or fairly well informed by 
WLBC 

43% 59% 41% 
 

57% 0% 
 

Feel safe in local area after dark 
 

60% 76% 62% 
 
 

76% +2% 
 
 

Feel safe in local area during the day 86% 94% 89% 95% +2% 

  
(Please see 1.25 of Appendix 1 in relation to the 32nd polling of the LGA 
benchmarking data.) 

 
5.4 In respect to household domestic waste and recycling collections. Most 

respondents expressed satisfaction at 86%. This has not changed significantly 
from the results in 2019 but has seen a very minor increase from 85% 
satisfaction. 

 
5.5 Just under half of residents are satisfied with the cleanliness of streets (49%), 

which is a slight reduction from 2019 of a satisfaction level of 52%. However, 
there was a marked increase of 7% in the satisfaction of parks and open spaces 
returning a 56% satisfaction rate this year. 

 



 

5.6 The most convenient way for residents to interact with the Council is to use the 
website to find information and self-serve. The survey reported back a usage of 
71%, which is an increase from 65% in 2019.  In addition, to apply for, or pay for 
a service online, or report a fault, has increased to 57% compared to 51% in 
2019.  

 
5.7 To gain an understanding of what would improve satisfaction based on the 

closed survey results, citizens have told us that the top 3 drivers to improve 
satisfaction are: 

   

      Council keeps residents well informed, 41% compared to 43% in 2019  

 Street cleaning, 47% compared to 52% in 2019 

 Sport and leisure services 25%, compared to 28% in 2019 
 
 
6.0 OPEN ACCESS SURVEY RESULTS 
 
6.1 As per previous years (pre Covid) there has also been an open access survey for 

all residents to complete on the Council website. The survey was advertised 
through social media, in local press and through our Community Engagement 
Brief to the VCFSE Partners (Voluntary, Community, Faith and Social 
Enterprise).  A total of 190 people responded which is a reduction from 361 in 
2019. 

 
The Council also undertook a stakeholder survey with 50 key partners who gave 
consent to be contacted by NWA, and around 100 local businesses, mainly in the 
retail and hospitality sector. 24 organisations responded and although this 
amount could not be considered as a representative sample the responses will 
also be reviewed alongside the open access survey results. Please see 
Appendix 3.  

 
6.2 Full results are shown in Appendix 1 of the main results report.  Based on the 

open access survey only, the top 3 drivers for improvements to satisfaction with 
the local area are: 

 Trust the Council (a theme surveyed for the first time this year). 

 Council acts on the concerns of residents. 

 Council keeps residents informed. 
 
 Based on the open access survey only, the top 3 drivers for improvements to 

satisfaction with the Council are: 
 

 Street Cleaning. 

 Sports and leisure services. 

 Pavement maintenance. 
 
 
7.0 PROPOSED FUTURE ACTIONS  
 
7.1 The data has provided some valuable insight and provides the Council clear 

indications where citizens would like to see improvements. We will share with all 



 

relevant stakeholders to develop the new Council's Plan which will commence in 
early January 2023.    

 
7.2 We will share the data with relevant partners to inform their future delivery.  
 
7.3 We will share the data with Senior Managers to help shape our operational 

delivery and service plans. An officer Task and Finish Group of relevant staff will 
be established to develop an action plan with the objective of identifying and 
progressing key outcomes to improve customer satisfaction with the services 
provided by the Council and partner agencies.    

 
7.4 A communications plan will be developed to demonstrate the Task and Finish 

Group activities and outputs.   
 
 
 
 
8.0 SUSTAINABILITY IMPLICATIONS 
 
8.1 There are no significant sustainability impacts associated with this report and, in 

particular, no significant impact on crime and disorder.   The information gathered 
through the survey will be used to direct future plans and measure progress. 

 
 
 
 
9.0 FINANCIAL AND RESOURCE IMPLICATIONS 
 
8.1 There are no significant financial or resource implications arising from this report.  

However, any actions taken as a result of the findings may have financial 
implications.   

 
 
10.0 RISK ASSESSMENT 
 
10.1 This item is for information only and makes no recommendations. It therefore 

does not require a formal risk assessment and no changes have been made to 
risk registers. 

 

 
Appendices 
 

1. 2022 Citizen Survey Results Closed Access  
2. 2022 Survey Findings General Public Open Access  
3. 2022 Stakeholder Survey Findings 
4. 2022 June LGA Benchmarking Report   
5. Minutes of Executive Overview & Scrutiny 3 November 2022 (to follow to 

Cabinet) 
 


