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Executive Summary

1 Executive Summary

1.1 Introduction

The London Borough of Hounslow has engaged BMG Research to manage th
Residents’ Panel, providing consultation with a cross section of the local community ur
Borough wide issues. In total, 1,901" panel members were mailed the panel survey to
which 1,245 responded. This is a response rate of 65%, which is slightly down on the
74% received in the previous survey (2009 Tracker Survey) and a likely result of not
refreshing the panel in 2010.

The most notable findings from the tracker survey undertaken amongst Hounslow
panel members in September 2010 can be seen below.

1.2 Anti-social behaviour, community safety and cohesion

1.2.1 Dealing with anti-social behaviour and crime

Approaching two in five (38%) panel members agree that the Police and Hounslow
Council are successful in dealing with anti-social behaviour and crime issues in
Hounslow, whilst just one in five (21%) disagree.

1.2.2 Seeking views about anti-social behaviour and crime

When asked to what extent panel members agree or disagree that the Police and/or
Hounslow Council seek residents’ views about anti-social behaviour and crime issues
in the local area, panel members are evenly divided. A third (34%) agrees; a similar
proportion (33%) disagrees and the same proportion again (33%) neither agree nor
disagree.

1.2.3 Visibility of uniformed staff

Three in five panel members (62%) have seen a uniformed police officer or PCSO in
the last month. This rises to 75% of those living in Chiswick, while the proportion is
significantly lower in Isleworth and Brentford (50%).

Recall of seeing a uniformed Council officer is considerably lower, at 24%, and just
32% state they have seen a Hounslow Homes officer in the last month.

1.2.4 Respect and diversity

As in 2009, two-thirds (67%) of panel members agree that their local area is a place
where people get on well together. This proportion has not changed significantly over
the last three years.

One in five (20%) disagree with this statement and panel members from a Black ethnic
minority group are significantly more likely than other ethnic minority groups to
disagree (37%).

! The reduced number from the usual 2,000 is the result of a number of requests to be removed from
the panel over the last year.
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More than three-fifths of panel members providing a response (63%) agree that their
local area is a place where people are respected. This represents a statistically
significant increase since 2009 (55%) and 2008 (51%). The proportion is significantly
higher in Chiswick than elsewhere (85%).

One in four panel members providing a response (25%) disagree that this is the case
locally and panel members in West and Central Hounslow areas are significantly more
likely to do so (37% and 31% respectively disagree).

Again, more than three-fifths of panel members providing a response (62%) agree that
their local area is a place where people mix with other people from different
backgrounds in everyday situations. This also represents a statistically significant
increase since 2009 (58%) and 2008 (57%). Again, the proportion is significantly
higher than elsewhere in Chiswick (76%).

More than a quarter of panel members providing a response (27%) disagree and panel
members from a Black ethnic minority group are significantly more likely than White
panel members to hold this view (42%, compared with 24%).

Panel members in West and Heston and Cranford areas are significantly more likely
than those elsewhere to disagree that it is a place where people mix with other people
(33% and 31% respectively disagree).

1.2.5 Voluntary work

One in five panel members (20%) have undertaken regular voluntary work. The
proportion is considerably lower amongst the under 35s (none of the 18-24 year olds,
and 12% of 25-34 year olds, compared with 21% of 35-44, 24% of 45-54, 23% of 55-
64 and 18% of 65+ year olds).

1.2.6 Feelings of safety

The majority of panel members feel safe during the day in both their local area and in
the town centre (91% and 73% respectively). However, three in ten panel members
feel unsafe in their local area during the evening or night (30%) and a higher
proportion (47%) feel unsafe in the town centre after 7pm.

Women are significantly more likely than men to feel unsafe in their local area and in
the town centre during the evening or night. In addition, Asian panel members are
significantly more likely to feel unsafe in their local area during the evening or night
than White panel members and panel members from other ethnic minority groups.
Furthermore, panel members in the Central Hounslow area are more likely than those
living in other planning areas to feel unsafe during the evening or night.

Compared with previous years, there has been a slight increase in the propensity to
feel unsafe in the local area and town centre during the evening or night.

The majority of panel members feel safe walking alone in their area (92%) or alone in
their home (94%) during the day, while most also feel safe in their home after dark
(76%). However, two in five panel members (39%) feel unsafe walking alone in their
local area after dark.

Women are significantly more likely than men to feel unsafe walking alone in their area
after dark. Panel members with a disability are significantly more likely to feel unsafe
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alone in their home after dark. By area, panel members based in Central Hounslow
(52%), Heston and Cranford (47%) and West (46%) areas are particularly likely to feel
unsafe walking alone in their area after dark.

1.2.7 Problems in the local area

All panel members were asked to consider the extent to which they feel that any one of
nine anti-social behaviour issues is a problem in their local area.

Rubbish and litter lying around is most likely to be considered a problem locally (58%,
including 24% that consider it a very big problem). Young people in one way or
another are next most likely to be considered a problem locally. Half the panel
members (50%) consider parents not taking responsibility for the behaviour of their
children as a problem, while slightly fewer (46%) consider teenagers hanging around
on the streets as a problem.

The 2010 findings reflect those of 2009, with the same issues at the top of the list of
perceived problems in the local area.

1.3 Environment

1.3.1 Satisfaction with street management

When considering various aspects of street management in Hounslow, panel members
were most likely to be satisfied with the way the street lights are maintained (76%).
They are most likely to be dissatisfied with the way the Council is maintaining its roads
and pavements (42% are dissatisfied).

This reflects 2009 findings.

1.3.2 The streets of Hounslow

The majority of panel members do not feel there has been any change in the state of
their street, local area or the Borough as a whole. Around a fifth feel that any of these
specific environments has deteriorated, while only a minority feel that each has
improved.

One in four panel members providing a response (25%) report having contacted the
Council (or one of its service providers) about any aspect of the Borough’s streets in
the last year.

Panel members that have done so are most satisfied with the helpfulness of response
(50%) and there has been an improvement in this respect since 2009 (43%). Slightly
fewer (47%) are satisfied with the speed of response and this proportion is slightly
lower than reported in 2009 (51%).

The level of dissatisfaction is highest with regard to the result of contact (45% are
dissatisfied; 43% in 2009).

Panel members that have been dissatisfied with any aspect of their contact with the
Council with regard to the Borough’s streets were asked why they felt this way. They
are most likely to cite lack of action/nothing being done (28%), followed by the issue
not being resolved (24%).
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1.3.3

134

1.3.5

1.3.6

Improving the attractiveness of the Borough

The majority of panel members (61%) feel that improved maintenance of pavements
and footpaths would improve the attractiveness of the Borough. One in four panel
members (25%) thought that more flowers, trees and shrubs would improve the
Borough’s attractiveness, while considerably fewer (10%) selected the provision of
civic amenities such as, for example, a public square.

Fixed penalty notices

All panel members were asked to what extent they agree with fixed penalty notices
(i.e. issuing fines and charges) for littering; cigarette ends and dumped domestic
refuse bags on the streets.

The vast majority of panel members agree with providing fixed penalty notices for all
three offences. They are most likely to disagree with fixed penalty notices for cigarette
ends (15% disagree).

Agreement with fixed penalty notices for littering and dumped domestic refuse has
gradually and consistently increased since 2007.

Planning

One in seven panel members (14%) have commented on a planning application in
their area in the last year.

Of those that have commented on a planning application, two-thirds (69%) considered
the Council’'s decision to have been a reasonable one, which balanced the need for
development with the protection of the environment and people’s amenities.

The main reason given for considering the decision to be unreasonable was that the
application was approved even though the individual objected and it harmed the area
as a whole (51%).

Three in ten feel (29%) that the application was approved despite their own objection
and that it harmed their own amenities, while fewer (10%) considered it unreasonable
that the proposal they supported was refused for apparently no good reason and fewer
still (6%) were unhappy that the application was treated more favourably than one they
had made themselves previously.

Sustainable development

The Council’s planning department has a duty to deliver sustainable development
across the Borough by meeting the need for new and extended buildings, particularly
affordable housing without destroying people’s amenities or damaging the
environment. All panel members were asked to indicate their level of satisfaction with
the Council in terms of it controlling planning development so that it has not destroyed
amenities or damaged the environment.

Panel members are more likely to be satisfied than dissatisfied (32%, compared with
19%), but one in five were unable to give a view.

Reasons for dissatisfaction revolve around building style, with 52% of those
dissatisfied feeling that the building is in a different style to those around it and a third
(35%) feeling the building is too tall.
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Just over a quarter (27%) considers the quality of building work to be poor and slightly
fewer (21%) cite unsuitable materials.

1.3.7 Prosecuting illegal builds

The Council has been driving activity to prosecute people who build outside of
planning laws and regulations. All panel members were asked if they have been
aware of any prosecutions of individuals who have illegally built within the Borough.

Just over a quarter of panel members (28%) have been aware of any such
prosecutions. This proportion is significantly lower than in 2009 (39%).

Those aware of prosecutions for illegal builds are most likely to have heard or seen
this information in the local press (67%), with slightly fewer mentioning Hounslow
Matters (56%). Fewer mention Hounslow Matters now than in 2009 (69% in 2009).

1.3.8 Complaints

The Council has the duty to investigate building works and uses which do not have the
necessary planning permission and has the power to take enforcement action to
remove these where appropriate.

Just 6% of panel members have complained to the Council in the last year about
unauthorised building works or uses in their area. This compares with 8% in 2009.

Just one in five (19%) of those that have complained were satisfied with the level of
service received from the enforcement team. Of those that have been dissatisfied
(76% of panel members that have complained), more than half (55%) cite not being
kept informed of progress with the investigation as a reason for dissatisfaction and a
similar proportion (also 55%) feel the investigation has taken too long or is still
outstanding.

1.3.9 Satisfaction with the area as a place to live

All panel members were asked how satisfied or dissatisfied they are with their local
area as a place to live. Their local area is defined as within 10 to 15 minutes walk of
their home.

Over three-fifths (63%) are satisfied with their local area as a place to live. This
includes 13% that are very satisfied. Nearly one in five (19%) are dissatisfied, which
includes 6% that are very dissatisfied.

Panel members in Chiswick are significantly more likely to be satisfied than those
living in other areas (88%), while panel members in Isleworth and Brentford are also
more likely than average to be satisfied (70%). Panel members in Central Hounslow
are the most likely to be dissatisfied (32%).

1.4 Communication and User Satisfaction

1.4.1 Contacting the Council

More than half the panel members (56%) have been in contact with Hounslow Council
in the last 12 months. This compares with a higher proportion in 2009 (61%).
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1.4.2 Contact methods

Telephone is the most frequently cited means of contact (67%), while two-fifths of
those that have been in contact with the Council (42%) have used email/internet.

Just 19% have contacted the Council by means of letter and a similar proportion (18%)
has visited the Council offices.

Compared with 2009 there has been a slight decrease in the use of telephone (73% in
2009) and a slight increase in the use of email/internet (40% in 2009) and letter (16%).

1.4.3 Satisfaction with telephoning Hounslow Council

Panel members who have been in contact with Hounslow Council by telephone in the
last 12 months were asked to rate their satisfaction with four key aspects of their call.

Satisfaction is highest with regard to the politeness and professionalism of the person
answering the telephone (73%) and lowest with regard to the person handling the
guery/problem dealing with it there and then (51%).

Compared with 2009, satisfaction levels have increased in all these areas, but
particularly with regard to the politeness and professionalism of the person answering
the telephone.

Panel members who have visited Hounslow Council offices in the last 12 months (127
panel members) were asked how satisfied they have been with various aspects of their
experience in dealing with reception staff. They were most likely to be satisfied with
the helpfulness and friendliness of reception staff and least likely to be satisfied that
reception staff were able to deal with their query promptly.

Compared with 2009, there has been an increase in levels of satisfaction for all these
aspects of visiting Hounslow Council offices, particularly in respect of the helpfulness
and friendliness of reception staff.

1.4.4 Preferred contact methods

Telephone contact is the preferred method of contact with regard to requesting a
service and in an emergency. Panel members are equally likely to choose the website
and telephone to seek information.

Other methods of contact are of a minority interest and some issues, such as free
school meals, education issues and Hounslow Homes, are viewed as not relevant to
the majority of panel members. Where these issues are judged to be relevant,
telephone is most likely to be selected as the preferred method of contact.

1.4.5 Result of contact

The majority of panel members that have contacted Hounslow Council in the last 12
months (82%) reported that they got all the information they needed when they did so.

Just 9% did not and a further 9% could not recall.

Of the 9% that failed to obtain all the information they needed, the majority (85%)
reported having to contact the Council again as a result. One in eight (13%) did not.

The majority of those that contacted the Council again (59%) did so because they did
not receive the information they needed.
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1.4.6 Accessibility

Hounslow Council wishes to make its communications accessible to all and all panel
members were asked about the format that they would prefer information to be
provided in.

Three-quarters of panel members providing a response (74%) considered the formats
that information is currently provided in to be fine.

Most of the remainder (24%) would prefer information to be provided in large print; just
3% opted for Braille and 2% for information to be provided in another language (61%
of these panel members are Asian).

1.4.7 Complaints

Around one in four panel members (26%) have contacted the Council with a complaint
in the last 12 months. This compares with 32% in 2009.

When making the complaint, the majority (61%) telephoned the Council and most of
the remainder (36%) used email/internet.

1.4.8 Satisfaction with complaint handling

Panel members that contacted the Council in the last year to make a complaint were
asked to assess how satisfied they were with the way their complaint was handled.

They are more likely to be dissatisfied than satisfied (60% dissatisfied; 27% satisfied).

The main reasons for being dissatisfied with the way their complaint was handled was
that the problem was not solved (68% of dissatisfied panel members). Next most
frequently mentioned was that it took too long to solve the problem (18%).

1.4.9 Keeping informed and influencing local decisions

Panel members were asked how well informed they think the London Borough of
Hounslow keeps residents about a range of issues. The majority feel at least fairly
well informed about the services and benefits it provides (60%; 70% in 2009), and
approaching half feel at least fairly well informed about changes that it is going to
make to services (47%; 63% in 2009) and its’ plans for the future of Hounslow (44%;
55% in 2009). Panel members are less likely to feel informed now than they were 12
months ago.

1.4.10 Influencing local decisions

More than two-fifths of panel members (42%) agree that they can influence decisions
affecting their local area. This is a slightly higher proportion than in 2009 (39%).

A similar proportion (also 42%) disagrees that they can influence decisions affecting
their local area.

1.4.11 Further enabling residents to influence decisions affecting their local area

When asked for their views on what the Council could do to help them have some
influence, panel members that did not agree that they can influence decisions affecting
their local area were most likely to suggest that the Council listen to people/take into
account/take action with what people are saying (22%); that it should have more
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local/public meetings/surgeries/forums (14%); and/or it should contact residents about
proposed changes before acting on plans (13%).

1.4.12 Involved in the local community

15

151

152

153

When asked if they feel involved in their local community, 37% of panel members
providing a response reported feeling involved. This compares with 34% in 2009; a
statistically similar proportion.

Those most likely to feel involved in their local community include 45-54 year olds
(46%) and panel members in Chiswick (50%).

Parks and Leisure

Usage of parks and open spaces

Three-quarters of panel members (76%) have visited the Council’s parks and open
spaces in the past 12 months.

This proportion increases to 93% of 25-34 year olds and 94% of panel members in the
Chiswick area.

The majority of those that have visited parks and open spaces are frequent users, with
31% typically visiting them two or more times per week and 25% visiting them about
once a week. A further 11% visit them about once every 2 weeks and 18% about once
every month. Just 15% visit the Council’s parks and open spaces less often.

The two main purposes of visiting the Council’'s parks and open spaces are to take
exercise themselves (33%) or to provide exercise to their children (35%). The latter
increases to 57% of 25-34 year olds; 58% of panel members that are married with
children and this proportion is significantly higher amongst women than men (40%,
compared with 28%).

There are a large number of parks and open spaces in the area. Panel members are
most likely to have visited Osterley (15%) and Chiswick House Grounds (12%).

Satisfaction

When considering the park or open space they most frequently use, panel members
are most likely to be satisfied with the maintenance of grass areas (80%), while least
likely to be satisfied with provision of seating (48%).

Overall, more than three-quarters of panel members (77%) are satisfied with the park
or open space that they use most often. Just 10% are dissatisfied.

Use of Council controlled leisure centres

Around two-fifths of panel members (39%) have used any of the Council controlled
leisure centres, including Brentford, Chiswick, Feltham Airparcs, Heston and Isleworth.

This proportion is significantly higher amongst women than men (43%, compared with
34%) and is highest amongst 25-34 year olds (53%), 35-44 year olds (45%), panel
members that are married with children (50%) and those that are separated with
children (48%).
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Executive Summary

The 61% of panel members that have not used any of the Council controlled leisure
centres were most likely to say they would be more encouraged to use them if they
were cleaner (52%) and/or involved a cheaper entry fee (51%). Better opening times
was also a significant factor (32%)

Use of libraries

Just over half of all panel members (53%) report having used any of the Council
controlled libraries in the last 12 months.

This proportion is significantly higher amongst the economically inactive than amongst
the economically active (59%, compared with 47%).

Nearly half of those that have not used the Council’s libraries in the last 12 months
(46%) insist that nothing would make them visit one. In terms of what would
encourage panel members to visit the Council’s libraries, one in five (20%) mentioned
better opening times and fewer cited better book stock (17%).

Heathrow

Aircraft noise

More than half of panel members (59%) report that they are negatively affected by
aircraft noise from Heathrow. This compares with a slightly higher proportion in 2009
(62%).

A significantly higher proportion of panel members in Central Hounslow than
elsewhere are negatively affected by aircraft noise (75%), while the proportion is also
higher than average in Heston and Cranford (64%).

More than half of those negatively affected report significant daily disruption to their
day-to-day activities, with 35% reporting it to be half of the day everyday and 28%
reporting it as all day everyday. These figures equate to 20% and 16% of all panel
members respectively.

More than two-fifths of panel members in Central Hounslow that report being affected
(44%) report all day, everyday disruption. This equates to 31% of all panel members
in this area.

Most of the remainder (27%) report disruption more than once a week, increasing to
42% of those negatively affected in the West area.

Panel members negatively affected by aircraft noise were most likely to be affected by
it at home (94%), with nearly three-quarters (72%) reporting disruption experienced
outside, in the garden, park or in the street.

Very few panel members report disruption at school (16%) and at work (15%);
although having occasion to be at a school or to be employed will have an impact on
the propensity to be affected in these locations.

1.6.2 Mixed mode

There are proposals to use both runways for take-offs and landings at the same time.
This system is called Mixed Mode. It will give Heathrow Airport the capacity to handle
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nearly 200 more flights a day and allow aeroplanes to come in to land over London on
both runways all day.

More than a fifth of panel members providing a response (22%) do not think they will
be affected by the increase in flights resulting from the implementation of Mixed Mode.

However, more than two-fifths of all panel members (43%) feel that they will suffer all
day, everyday disruption. This compares with 16% of all panel members (re-based)
that currently report this level of disruption to their day-to-day activities.

Reflecting where disruption from aircraft noise is most likely to be experienced
currently, panel members in Central Hounslow and Heston and Cranford areas are
most likely to expect their day-to-day activities to be affected more significantly than
average.

1.7 Council Strengths and Weaknesses

1.7.1 Satisfaction with the way the local authority runs things

All panel members were asked how satisfied or dissatisfied they are with the way the
local authority runs things overall.

Nearly half of those providing a response (47%) are satisfied, with a minority (15%)
dissatisfied.

1.7.2 Views regarding whether the Council acts on the concerns of local residents

All panel members were asked about the extent to which they agree or disagree that
Hounslow Council acts on the concerns of local residents. Three in ten (30%) agree
that it does, while around one in five (21%) disagree.

1.7.3 Whether the Council provides value for money

All panel members were asked about the extent to which they agree or disagree that
Hounslow Council provides value for money. More than a quarter (28%) agrees that it
does, while just slightly fewer (26%) disagree.

1.7.4 Strengths and weaknesses

As a means of providing a general assessment of how the Council is perceived, all
panel members were asked to select three aspects from a list of twenty that they feel
are strengths of the Council and three that are relative weaknesses.

The top three strengths of recycling, refuse collection and leisure services were also
the top three in 2009. Similarly, what is most likely to have been perceived as a
weakness is largely unchanged, although car parking has replaced street cleaning in
the top three.

1.7.5 Views on the Council

All panel members were provided with a list of statements about the Council and
asked to what extent they agree or disagree with each.

The majority of panel members agree that the Council should take a lead role in
promoting community relations in the Borough (65%; 72% in 2009); that the Council is
the organisation best placed to direct the future shape of the Borough (57%; 69% in
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2009) and that they know where to get information about what is happening in the
Borough (56%; 58% in 2009).

Panel members are most likely to disagree that they know how the Council makes
decisions (35% disagree, as in 2009) and that local Councillors present a positive
image of Hounslow (22%; 26% in 2009).
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2 Introduction

2.1 Background

The London Borough of Hounslow has engaged BMG Research to manage their
Residents’ Panel since 2006. The panel provides the opportunity to consult with a
cross section of the local community on Borough-wide issues. This report provides the
key findings and strategic messages provided by the Autumn Tracker survey 2010.
This survey is based on that also sent out in September 2008 and 2009, and panel
members were again asked to respond to questions about the following areas:

e Anti-social behaviour, community safety & cohesion;
e Environment;

e Communication & user satisfaction;

e Heathrow;

e Climate change & sustainability; and

e Council strengths & weaknesses.

In September 2010, 1,901 panel members were mailed the survey, with a reminder
survey posted to those that did not or could not respond to the first mailing. A total of
1,245 responses were received, representing a response rate of 65%.

Table 1: Response rates to panel surveys

Panel Survey Response rate (%)

Tracker survey 2010 65
Summer 2010 68
Tracker survey 2009 74
Summer 2009 66
Spring 2009 66
Tracker survey 2008 68
Summer 2008 76
Spring 2008 66

% The reduced number from the usual 2,000 is the result of a number of requests to be removed from
the panel over the last year.
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2.2 Method

Fieldwork commenced with the first mailing on the 9" of September 2010. A second
mailing went out to those who did not respond to the first mailing on the 4™ of October
2010, with a cut off for responses set as 18" of October 2010.

A sample of 1,245 is robust and is subject to a maximum standard error of + 2.8% at
the 95% confidence level on an observed statistic of 50%. This means that if the total
adult population had conducted the survey and a statistic of 50% was observed, we
can be 95% confident that the response lies between 47.2% and 52.8%.

On receipt of each completed questionnaire, BMG coded the verbatim [open-ended]
questions, input and then analysed the data. As part of the analysis process the data
was ‘weighted’ by area, gender, age, and economic status to ensure that it accurately
matches the known profile of Hounslow’s population by these characteristics.

Throughout this report there is analysis at both a total and sub sample level e.g.
gender, age, ethnicity, and area. Analysis by area was completed by grouping
Hounslow into five areas — West, Central, Heston and Cranford, Isleworth and
Brentford, and Chiswick. Analysis by disability refers to respondents who have a
person with a disability within their household, it does not necessarily mean that the
respondent has a disability.

We have provided results on valid responses only (unless clearly specified otherwise)
— i.e. data with non-provided responses stripped out and percentages re-based to
reflect this. This has been done to actively reflect those panel members who hold a
view. This means that bases will vary for each question. The bases will be provided in
charts and tables and added within the text as either footnotes or in parentheses as
appropriate.

Where * appears in tables this is to signify a proportion of less than 0.5%.

2.3 Reporting

Results have been presented rounded to 0 decimal places — this may mean that some
totals exceed 100%. This also has implications regarding how summary percentages
appear. For example if 25.4% of residents state they are very satisfied and 30.3% of
residents are fairly satisfied, these figures are rounded down to 25% and 30%
respectively. However, the sum of these two responses is 55.7%, which is rounded up
to 56%, whereas the individual rounded responses suggest this total should be 55%.
This explains any instances of where summary text does not match a graph or table it
is referring to.

Note: the abbreviation cf. has been used throughout this report. This denotes the term
‘confer’, which means to compare two or more figures against each other.

The respondent profile is included as an appendix.
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3 Anti-social behaviour, community safety and cohesion

3.1 Introduction

This section focuses on community safety and how well residents feel local public
services are dealing with anti-social behaviour and crime.

3.2 Dealing with anti-social behaviour and crime

All respondents were asked to what extent they agree or disagree that the Police and
Hounslow Council are successful in dealing with anti-social behaviour and crime
issues in Hounslow. Approaching two in five (38%) panel members agree that these
issues are being dealt with, whilst just one in five (21%) disagree. The largest
proportion, however, are undecided or ambivalent (42%).

Figure 1: Q1. To what extent do you agree or disagree that the Police and Hounslow
Council are successful in dealing with Anti-Social Behaviour and Crime issues in your
local area? (All respondents - valid responses only)

2008 Place Survey:
Strongly agree Agree = 26.0%

Agree

Neither agree nor disagree

Disagree

Strongly disagree

Unweighted base = 1230
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Analysis by demographic groups shows that the groups most likely to agree that anti-
social behaviour and crime is being dealt with successfully (and where sample bases
are robust enough to allow for valid analysis) include those aged 65+ (45%) and the
economically inactive (45%). The economically active are the least likely to agree
(32%), as are those aged 35-44 (32%).

Figure 2: Q1. To what extent do you agree or disagree that the Police and Hounslow
Council are successful in dealing with Anti-Social Behaviour and Crime issues in your
local area? By key demographics - % agree (All respondents - valid responses only)

Total (1230)
MIXED/ DUAL (10)
65+ (327)
ECONOMICALLY INACTIVE (419)
18-24 (7)
DISABLED (236)
25-34 (79)
45-54 (265)
ASIAN (205)
FEMALE (631)
MALE (597) 37%
NOT DISABLED (958) 37%
55-64 (343) 36%
WHITE (954) 36%
CHINESE/OTHER (8) 36%
BLACK (32) 34%
35-44 (203) 32%
ECONOMICALLY ACTIVE (606) 32%

58%

Unweighted bases in parentheses
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Further analysis by planning area reveals that residents living in the Chiswick area are
significantly more likely to agree the police and Hounslow Council are successful in
dealing with ASB and crime (43%), especially in comparison to those in the West area
(31%).

Figure 3: Q1. To what extent do you agree or disagree that the Police and Hounslow
Council are successful in dealing with Anti-Social Behaviour and Crime issues in your
local area? By planning area - % agree (All respondents - valid responses only)

Total (1230)
CHISWICK AREA (266) 43%
ISLEWORTH & BRENTFORD AREA (206) 41%

HESTON & CRANFORD AREA (220)

CENTRAL HOUNSLOW AREA (229) 37%

WEST AREA (309) 31%

Unweighted bases in parentheses
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3.3 Seeking views about anti-social behaviour and crime

When asked to what extent respondents agree or disagree that the Police and/or
Hounslow Council seek residents’ views about anti-social behaviour and crime issues
in the local area, the data suggests some polarisation. A third (34%) agrees with this
statement and a similar proportion (33%) disagrees. The same proportion (33%)
neither agree nor disagree.

A comparison to the 2008 Place Survey shows a 7-percentage point improvement in
perceptions (from 27% in 2008).

Figure 4: Q2. To what extent do you agree or disagree that the Police and/or
Hounslow Council seek your views about Anti-Social Behaviour and Crime issues in
your local area? (All respondents - valid responses only)

2008 Place Survey:
Strongly Agree Agree = 27.1%

Agree

Neither Agree nor Disagree

Disagree

Strongly Disagree

Unweighted base = 1234
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Sub group analysis shows that those having significantly different views than their
counterparts are 65+ year olds (47% agreeing), those with a disability (40%) and the
economically inactive (41%). It is perhaps unsurprising that these similarities exist,
given that each of the features can go hand-in-hand.

Figure 5: Q2. To what extent do you agree or disagree that the Police and/or
Hounslow Council seek your views about Anti-Social Behaviour and Crime issues in
your local area? By key demographics - % agree (All respondents - valid responses

only)

Total (1234)
MIXED/DUAL (10)
65+ (327)
ECONOMICALLY INACTIVE (420)
DISABLED (237)
ASIAN (206)
MALE (596)
FEMALE (636)
45-54 (267)
WHITE (954)
55-64 (343) 33%
NOT DISABLED (960) 33%
BLACK (32) 32%
25-34 (81) 31%
35-44 (203) 31%
ECONOMICALLY ACTIVE (610) 29%
CHINESE/OTHER (8) 20%
18-24 (7) 15%

52%

Unweighted bases in parentheses
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In terms of planning area, a similar pattern exists to that found when considering how
the police and Hounslow Council deal with ASB/crime, with panel members living in
the West area being the least likely to agree (30%) that their views are sought on
ASB/crime issues.

Figure 6: Q2. To what extent do you agree or disagree that the Police and/or
Hounslow Council seek your views about Anti-Social Behaviour and Crime issues in
your local area? By planning area - % agree (All respondents - valid responses only)

Total (1234)
CHISWICK AREA (267) 38%
HESTON & CRANFORD AREA (221) 36%
CENTRAL HOUNSLOW AREA (229)

ISLEWORTH & BRENTFORD AREA (207)

WEST AREA (310)

Unweighted bases in parentheses

3.4 Visibility of uniformed staff

A new question for the 2010 tracker survey explored the visibility of uniformed staff
employed by the Police, the Council and Hounslow Homes. Panel members were
asked to consider their own experience in the last month and state whether they can
recall seeing a range of uniformed staff.

The following chart shows over three in five panel members (62%) have seen a
uniformed police officer or PCSO in the last month. This rises to 70% amongst the
economically inactive, and is highest amongst those living in Chiswick (75%),
especially in comparison to those in Isleworth and Brentford (50%).

Recall of seeing a uniformed Council officer is found to be considerably lower, at 24%,
and 32% state they have seen a Hounslow Homes officer in the last month.
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Figure 7: Q3. We are gathering information about the visibility of uniformed staff
employed by the Police, the Council and Hounslow Homes. Thinking about your own
experience in the last month, can you recall? (All respondents - valid responses only)

If you've seen a uniformed Police Officer or
Police Community Support Officer in your
area (1240)

If you've seen a uniformed Council Officer
such as a warden, park ranger or
environment officer in your area (1230)

If you've seen a uniformed Hounslow Homes
officer such as a neighbourhood warden,
caretaker, cleaner, repair operative or
concierge officer in your area (1214)

HYes No

Unweighted bases in parentheses

34% 4%

11%

139.96! 10%

Don’t know

3.5 Respect and diversity

In order to monitor the level of community cohesion within the Borough, panellists were
asked to rate the extent to which they agree their local area was a place where people:
a) get on well together, b) are respected, and c) mix with other people from different
backgrounds. The chart below illustrates the results from point a) and compares them

with those recorded in 2007-2009.
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Figure 8: Q4a. To what extent do you agree or disagree that your local areais a place
where people of different backgrounds get on well together? (All respondents - valid
responses only)

2008 Place Survey:
Agree = 73.2%

2010 (1225)

2009 (1379)

2008 (1294)

2007 (832)

W Definitely disagree  ®m Tend to disagree = Tend to agree Definitely agree

Unweighted bases in parentheses

As in 2009, two-thirds (67%) of panel members agree that their local area is a place
where people get on well together. This proportion has not changed significantly over
the last three years.

One in five (20%) disagree with this statement and this is a lower proportion than in
2009 (22%) and 2008 (24%). Panel members from a Black ethnic minority group are
significantly more likely than other ethnic minority groups to disagree (37%). This
proportion is higher than average in West (29%), Central Hounslow (27%) and Heston
and Cranford (22%) areas and lower than average in Isleworth and Brentford (12%)
and Chiswick (5%).

Panel members in Chiswick are significantly more likely to agree that their local area is
a place where people get on well together (83% do).

Just 1% of panel members giving a response said that people in the local area are all
from the same background and 2% that there are too few people in the local area.

The following chart presents the proportion of panel members who agree or disagree
that their local area is a place where people are respected.
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Figure 9: Q4b. To what extent do you agree or disagree that your local area is a place
where people are respected? (All respondents - valid responses only)

2010 (1194) 9%
2009 (1379) 10%
2008 (1294) 7%
2007 (832) 10%
W Definitely disagree W Tend to disagree ™ Tend to agree Definitely agree

Unweighted bases in parentheses

More than three-fifths of panel members providing a response (63%) agree that their
local area is a place where people are respected. This represents a statistically
significant increase since 2009 (55%) when a significant increase on the previous year
was also reported (51% in 2008).

One in four panel members providing a response (25%) disagree that this is the case
locally but this is a significant reduction compared with 2009 (32%) and 2008 (37%).

Panel members in West and Central Hounslow areas are significantly more likely than
those elsewhere to disagree that it is a place where people are respected (37% and
31% respectively disagree). The proportion that agree is, again, significantly higher in
Chiswick (85% agree).

Again, very few panel members feel that local people are all from the same
background (1%) or are too few in number (1%).

Views on whether the local area is a place where people mix with other people from
different backgrounds in everyday situations are illustrated in the chart below.
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Figure 10: Q4c. To what extent do you agree or disagree that your local areais a
place where people mix with other people from different backgrounds in everyday
situations? (All respondents - valid responses only)

2010(1214) 12%
2009 (1379) 11%
2008 (1294) 11%
2007 (832) 12%
B Definitely disagree B Tend to disagree  ® Tend to agree Definitely agree

Unweighted bases in parentheses

Again, more than three-fifths of panel members providing a response (62%) agree that
their local area is a place where people mix with other people from different
backgrounds in everyday situations. This represents a statistically significant increase
since 2009 (58%) and 2008 (57%).

More than a quarter of panel members providing a response (27%) disagree that this
is the case locally but this is a significant reduction compared with 2009 (31%) and
2008 (32%).

Panel members from a Black ethnic minority group are significantly more likely than
White panel members to disagree (42%, compared with 24%) that the local area is a
place where people mix with other people from different backgrounds in everyday
situations.
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3.6

3.7

Panel members in West and Heston and Cranford areas are significantly more likely
than those elsewhere to disagree that it is a place where people mix with other people
(33% and 31% respectively disagree). The proportion that agree is, once again,
significantly higher in Chiswick (76% agree) than elsewhere.

As before, very few panel members feel that local people are all from the same
background (1%) or are too few in number (1%).

Voluntary work

A new question for the 2010 tracker survey asked panel members if they have
undertaken any regular voluntary work. This was defined for them as giving unpaid
help of two or more hours per week to a community group or other local organisation
for the benefit of other people in the local area.

One in five panel members (20%) have undertaken regular voluntary work. This
proportion is similar by gender and by economic status. However, it is considerably
lower amongst the under 35s (none of the 18-24 year olds, and 12% of 25-34 year
olds, compared with 21% of 35-44, 24% of 45-54, 23% of 55-64 and 18% of 65+ year
olds).

Feelings of safety

To explore the issue of community safety, all panel members were asked how safe
they feel in their local area and in the town centre at various times.

The chart below presents their responses.

Figure 11: Q6. Generally, how safe or unsafe do you feel in the following areas and at
the following times? (All respondents - valid responses only)

In your local area during the evening or night (7pm

In your local area during the day (7am - 7pm) 3 8%
70

0,
(1228) 22%

9 0,
- 7am) (1220) 25% 35% 0

In the Town Centre during the day (7am - 7pm)

0,
(1183) =0

& =
N

In the Town Centre during the evening or night

0, 0, =0,
(7pm -7am) (1175) 30% 18% 5

[ X

B Unsafe Neither Safe nor Unsafe Fairly safe  ® Very safe

Unweighted bases in parentheses *denotes less than 0.5%
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The majority of panel members feel safe during the day in both their local area (91%)
and in the town centre (73%). However, three in ten panel members feel unsafe in
their local area during the evening or night (30%) and a higher proportion (47%) feel
unsafe in the town centre after 7pm.

Further analysis of the 2010 findings reveals that:

e Women are significantly more likely than men to feel unsafe in their local area
during the evening or night (33%, compared with 26%);

e Women are also significantly more likely than men to feel unsafe in the town
centre between 7pm and 7am (51%, compared with 43%);

e Asian panel members are significantly more likely to feel unsafe in their local area
(40%) during the evening or night than White panel members (29%) and panel
members from other ethnic minority groups. The difference is not as marked with
regard to the town centre (53% of Asian panel members, compared with 45% of
White panel members).

e Panel members with children are more likely than those without to feel unsafe
both in their local area and in the town centre during the evening or night. This is
highlighted in the chart below.

e Those based in the Central Hounslow area are also more likely than those living
in other planning areas to feel unsafe during the evening or night.

Figure 12: Q6. Levels of feeling unsafe in local areas and the town centre by gender,
whether have children and planning area of residence (All respondents)

30%
Total 2 47%

26%
MALE ° 43%

33%
FEMALE c 519%

35%
MARRIED WITH CHILDREN ° 49%

22%
MARRIED WITHOUT CHILDREN 2 399

37%
SEPARATED WITH CHILDREN ° 62%

SEPARATED WITHOUT CHILDREN P 37%

23%
SINGLE WITH CHILDREN 6 66%

28%
SINGLE WITHOUT CHILDREN ° 47%

39%
WEST AREA ° 50%

40%
CENTRAL HOUNSLOW AREA ° 62%

35%
HESTON & CRANFORD AREA ° 52%

ISLEWORTH & BRENTFORD AREA Lo 46%

12%
CHISWICK AREA 016%

B Unsafe in local area during the evening or night Unsafe in town centre during evening or night

Unweighted bases vary
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The chart below compares the results of 2010 with those of 2009, 2008 and 2007 with
regard to how unsafe respondents feel in their local area and town centre during the
day and the evening.

Figure 13: Q6. Levels of feeling unsafe in local areas and the town centre; a year on
year comparison (All respondents)

-

In your local area during the day 3%
(7am - 7pm) 4%

5%

In your local area during the 27%
evening or night (7pm - 7am) 30% = 2010
33% 2009
2008
N -~
In the Town Centre during the day 10%
(7am - 7pm) 10%

10%

In the Town Centre during the 44%
evening or night (7pm -7am) 46%

50%

Unweighted bases vary

The 2010 results are very similar to those reported in previous surveys. However,
there has been a slight increase in the propensity to feel unsafe in the local area and
town centre during the evening or night. This increase in the propensity to feel unsafe
is not statistically significant.

A new guestion included in the 2010 tracking survey asked panel members how safe
or unsafe they feel walking alone in their local area during the day or after dark or
alone in their home during the day or after dark.

The chart below presents their responses.
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Figure 14: Q7. Generally, how safe or unsafe do you feel in the following situations?
(All respondents - valid responses only)

Walking alone in your area during the day

Walking alone in your area after dark 32%

Alone in your home during the day 49

Alone in your home after dark [KI%§12.%

B Unsafe W Neither Safe nor Unsafe Fairly safe  ® Very safe

Unweighted bases in parentheses *denotes less than 0.5%

The majority of panel members feel safe walking alone in their area or alone in their
home during the day, while most also feel safe in their home after dark. However, two
in five panel members feel unsafe walking alone in their area after dark.

Further analysis of the findings reveals that:

e Women are significantly more likely than men to feel unsafe walking alone in their
area after dark (46%, compared with 31%). There is little difference by gender in
terms of feeling unsafe alone in their home after dark;

e Panel members with a disability are more likely to feel unsafe walking in their
area after dark than able-bodied panel members (45%, compared with 38%), but
this is not statistically significant. They are, however, significantly more likely to
feel unsafe alone in their home after dark though (18%, compared with 9% of
able-bodied panel members);

e Panel members with children are more likely than those without to feel unsafe
after dark walking alone in their area. Since the question asked them to consider
how safe they feel ‘alone’ having children or not should not be a factor, but it may
reflect the extent to which people with children are more aware of potential
dangers.

e Panel members based in Central Hounslow (52%), Heston and Cranford (47%)
and West (46%) areas are particularly likely to feel unsafe walking alone in their
area after dark.




Hounslow Residents Panel Tracker Survey - November 2010

Figure 15: Q7. Levels of feeling unsafe walking alone in their area or in their home
alone after dark by gender, disability, whether have children and planning area of

residence (All respondents)

Total

MALE

FEMALE

DISABLED

NOT DISABLED

46%

45%

MARRIED WITH CHILDREN

MARRIED WITHOUT CHILDREN

SEPARATED WITH CHILDREN

SEPARATED WITHOUT CHILDREN

SINGLE WITH CHILDREN

SINGLE WITHOUT CHILDREN

WEST AREA

CENTRAL HOUNSLOW AREA

HESTON & CRANFORD AREA

ISLEWORTH & BRENTFORD AREA

CHISWICK AREA

3%

6%

10%

16%

13%

16%

18%

B Unsafe walking alone in area after dark

Unweighted bases vary

28%

46%

47%

56%

52%

Unsafe home alone after dark

64%




Anti-social behaviour, community safety and cohesion

3.8 Problems in the local area

All panel members were asked to consider the extent to which they feel that any one of
nine anti-social behaviour issues is a problem in their local area. Their responses are
summarised in the chart below.

Figure 16: Q8. Thinking about your local area, how big a problem are the following
options? (All respondents — valid responses only)

Rubbish and litter lying around (1226) *% 24% 34% 34% 8%

Parents not taking responsibility for the

20/ 0 0 0 109
behaviour of their children (1226) R 19% LI S L

Teenagers hanging around on the streets (1225) 1%16% 29% 39% 13%

People not treating other people with respect |

0,
and consideration (1220) Lo

25% 45% 13%:

People using or dealing drugs (1223) 17% 18% 28% 22%

Vandalism, graffiti and other deliberate damage

0, (o) 0, "1
to property or vehicles (1225) i 22% 44% 21%

People being drunk or rowdy in public spaces

0, 0,
(1217) 4%812%

20% 43% 21%

Noisy neighbours or loud parties (1223)2%11% 16% 47% 24%;

Abandoned or burnt out cars (1224)5% 5% 9 32% 51%

B No opinion A very big problem A fairly big problem

Not a very big problem B Not a problem at all

Unweighted bases in parentheses *denotes less than 0.5%

Rubbish and litter lying around is most likely to be considered a problem locally (58%,
including 24% that consider it a very big problem). Young people in one way or
another are next most likely to be considered a problem locally. Half the panel
members (50%) consider parents not taking responsibility for the behaviour of their
children as a problem, while slightly fewer (46%) consider teenagers hanging around
on the streets as a problem.
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These findings reflect those of 2009, with the same issues top of the list of perceived
problems in the local area.

Further analysis by demographic factors suggests that some issues are more likely to
be perceived as problems by some groups than others:

Males are significantly more likely than females to perceive teenagers hanging
around on the streets as a problem (49%, compared with 43%);

Working age panel members (18-64) are significantly more likely than older panel
members to perceive any of the issues as problems locally; in particular: Parents
not taking responsibility for the behaviour of their children (52%, compared with
40%); people not treating other people with respect and consideration (40%,
compared with 25%); noisy neighbours or loud parties (30%, compared with
15%); teenagers hanging around on the streets (48%, compared with 34%);
people being drunk or rowdy in public spaces (34%, compared with 20%); and
people using or dealing drugs (36%, compared with 23%).

Panel members from an ethnic minority group are also more likely than White
panel members to perceive there to be a problem locally in many of the areas,
including people not treating other people with respect and consideration (45%,
compared with 34%); teenagers hanging around on the streets (58%, compared
with 40%); people being drunk or rowdy in public spaces (47%, compared with
24%); abandoned or burnt out cars (22%, compared with 8%); and people using
or dealing drugs (49%, compared with 27%).

For each issue a net balance score has been calculated. A net balance score is
calculated by subtracting the percentage of respondents who feel the anti-social
behaviour is a problem from the percentage of respondents who feel it is not. A high
negative net balance score signified that issue is a particular problem locally (i.e.
These net balance scores are presented in the table below (in descending order of
magnitude of the extent to which they are perceived as problem) and which compares
them with those of 2009 and 2008.
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Table 2: Q8. Thinking about your local area, how big a problem are the following
options? Net balance score - % for which it is a problem minus % for which it is not a
problem (All respondents — valid responses only)

Net balance score Net balance score Net balance score

2010 2009 2008
Rubbish and litter lying around -16% -27% -24%
Parents not taking responsibility
for the behaviour of their -6% -21% -24%
children
Teenagers hanging around on

+7% -10% -14%
the streets
People using or dealing drugs +15% +1% -4%
Pefople not treating ot.her pe.ople +20% 7% 17%
with respect and consideration
Vandalism, graffiti and other
deliberate damage to property +31% +14% +4%
or vehicles
Peorfle being drunk or rowdy in 43204 +26% +20%
public spaces
Noisy neighbours or loud parties +44% +41% +43%
Abandoned or burnt out cars +70% +64% +67%
Unweighted sample bases vary

The table below highlights in which planning areas anti-social behaviour issues are
most likely to be perceived as problems. As in 2009, anti-social behaviour is most
likely to be perceived as a very big problem in Heston and Cranford and West planning
areas.
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Table 3: Q8. Thinking about your local area, how big a problem are the following
options? (All respondents — valid responses only)

Sample Planning area where highest
Anti-social behaviour average proportion of residents describe
problem as very big

Rubbish and litter lying around 24% Heston and Cranford (33%)
Parent.s not takm.g re:spon5|b|I|ty for the 19% West (28%)
behaviour of their children
Teenagers hanging around on the streets 16% West (23%)
People using or dealing drugs 17% Heston and Cranford (24%)
People not treating other people with 13% Heston and Cranford (18%)

respect and consideration

Vandalism, graffiti and other deliberate

damage to property or vehicles 11% West (15%)

People being drunk or rowdy in public spaces 12% Heston and Cranford (19%)
Noisy neighbours or loud parties 11% Heston and Cranford (15%)
Abandoned or burnt out cars 6% Heston and Cranford (9%)
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4.1 Introduction

This section discusses satisfaction with the work of the Council’'s Environment
department. The issues covered include aspects of street management, perceptions
of any improvements, attractiveness of public spaces and planning.

4.2 Satisfaction with street management

When considering various aspects of street management in Hounslow, panel members
were most likely to be satisfied with the way the street lights are maintained (76%).
This reflects 2009 findings. Furthermore, in this respect, the level of satisfaction has
increased since 2009 (68%).

They are most likely to be dissatisfied with the way the Council is maintaining its roads
and pavements (42% are dissatisfied). Although this too shows an improvement
compared with 12 months ago (when 46% were dissatisfied), it remains the aspect of
street management that performs most poorly.

Figure 17: Q9. Overall, how satisfied or dissatisfied are you with the following? (All
respondents — valid responses only)

The way the Council is maintaining its roads and _ §
! pavements (1228) : 17 20 L S 3=%>
That land is bein i
g kept clear of litter and refuse AR 9% 379% !0
(1226) 1% 3'/
The street tree maintenance within the borough
S hola%13% 21% 51%

(1225)

The way the street lights are maintained (1231)10 65% 10%

The control of licensed premises under the new I
27% 39% %

licensing regime (1194) 3./

The level of street cleaning throughout the _ ¥ - . o A !
Borough (1227) 2%9%| 20% 20% 44% ﬁ»

m Don’t know M Very dissatisfied Dissatisfied Neither  Satisfied M Very satisfied

Unweighted bases in parentheses
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Further analysis reveals certain demographic groups are significantly more likely to be
dissatisfied with aspects of street management:

e Road and pavement maintenance: White panel members (47%), and those in
the Chiswick planning area (56%);

e That land is being kept clear of litter and refuse: Panel members living in
Central Hounslow (46%) and Heston and Cranford (45%);

e The street tree maintenance within the borough: Panel members in Heston
and Cranford and Chiswick (both 22%);

e The way street lights are maintained: Black panel members (21%);

e Control of licensed premises: Men (9%), Asian panel members (12%), panel
members in Heston and Cranford (11%).

e Level of street cleaning throughout the Borough: Working age panel
members (30%), economically active panel members (32%), those living in
Heston and Cranford (35%) and Central Hounslow (34%).

For each issue a net balance score has been calculated. A net balance score is
calculated by subtracting the percentage of respondents who are satisfied from the
percentage of respondents who are dissatisfied. A high negative net balance score
signified that issue is a particular problem locally (i.e. These net balance scores are
presented in the table below (in descending order of magnitude of the extent to which
they are perceived as problem) and which compares them with those of 2009 and
2008.

Table 4: Q9. Thinking about your local area, how satisfied are you with the following
options? Net balance score - % satisfied minus % dissatisfied (All respondents —
valid responses only)

2010 2009 2008

Net balance score Net balance score Net balance score

The way the Council is
maintaining its roads and -5% -12% -19%
pavements

That land is being kept clear of

) +1% -9% -13%
litter and refuse

The street tree maintenance

0, 0, 0
within the borough +41% +31% +48%

The way the street lights are

. +68% +58% +23%
maintained

The control of Ilf:ense:d pren.uses +35% +19% +19%
under the new licensing regime

The level of street cleaning

0 0 0
throughout the Borough +21% +7% +10%

Unweighted sample bases vary
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The net balance scores suggest improvement in all areas; in particular, the control of
licensed premises under the new licensing regime and the level of street cleaning
throughout the Borough.

4.3 The streets of Hounslow

4.3.1 Levels of improvement in the Borough’s streets

Panel members were asked to state whether they feel the streets have improved,
stayed the same or deteriorated over the last year. The chart below presents their
responses.

Figure 18: Q10. For each area listed below, do you think, over the last 12 months, that
the streets have got better, stayed the same or got worse? (All respondents — valid
responses only)

Your street (1229) *2%§21%; 66% 13%

Your local area (15-20 minutes from your 5 68% 9%
home) (1225) 7 ° >

The whole Borough (1225) 18% 49% 10%

Don’t Know H Got Worse Stayed the Same Got Better

Unweighted bases in parentheses *denotes less than 0.5%

The majority of panel members do not feel there has been any change in the state of
their street, local area or the Borough as a whole. Around a fifth feel that any of these
specific environments has deteriorated, while only a minority feel that each has
improved.

Panel members in Central Hounslow are most likely to feel that their street (30%) and
local area (31%) have deteriorated.
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4.3.2 Contacting the Council about the Borough’s streets

One in four panel members providing a response (25%) report having contacted the
Council (or one of its service providers) about any aspect of the Borough'’s streets in
the last year.

This is the same proportion as in 2009.

Panel members who have contacted the Council were asked how satisfied they have
been with a number of aspects in relation to that contact. The chart below summarises
their responses.

Figure 19: Q12. How satisfied or dissatisfied were you with the contact you received
in terms of....? (Where contacted the Council — valid responses only)

Helpfulness of response (286) 19% 15% 37%

Speed of response (288) *% 17%  15% 34%

Quality of information provided (282) 2%8§¥7.% 20% 21% 33%
Result of contact (283) 2%I24% 21% 14% 29%

Don’t know M Very dissatisfied Dissatisfied Neither  Satisfied M Very satisfied

Unweighted bases in parentheses *denotes less than 0.5%

Panel members are most satisfied with the helpfulness of response (50%) and there
has been an improvement in this respect since 2009 (43%). Slightly fewer (47%) are
satisfied with the speed of response and this proportion is slightly lower than reported
in 2009 (51%).

The level of dissatisfaction is highest with regard to the result of contact (45% are
dissatisfied). This is a similar response to that of 2009 (43%).

The economically inactive are significantly more likely to be dissatisfied with the speed
of response (59%, compared with 35% of economically active panel members).
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Panel members with a disability are significantly more likely to be satisfied with the
result of contact than panel members without a disability (56%, compared with 37%).

Panel members that have been dissatisfied with any aspect of their contact with the
Council with regard to the Borough'’s streets were asked why they felt this way. They
are most likely to cite lack of action/nothing being done (28%), followed by the issue
not being resolved (24%).

One in six (17%) mentioned that they received no response, reply or
acknowledgement from the Council.

Other reasons for dissatisfaction included: It taking too long (including length of time
to answer the telephone) (15%); poor customer services (unhelpful, don'’t listen) (10%);
having a ‘pass the buck’ regime/being passed from person to person (5%); nobody
calling back when they say they will (5%); having to contact the Council several times
(4%); and, only hearing/receiving automated messages or replies (2%).

Improving the attractiveness of the Borough

Panel members were asked which of a small number of activities would most improve
the attractiveness of Hounslow.

The majority of panel members (61%) selected improved maintenance of pavements
and footpaths. This proportion increased to 68% of panel members in Heston and
Cranford and 69% of those in Chiswick.

One in four panel members (25%) thought that more flowers, trees and shrubs would
improve the Borough’s attractiveness, increasing to 33% of panel members in
Isleworth and Brentford.

Considerably fewer (10%) selected the provision of civic amenities such as, for
example, a public square, as a way of improving the area’s attractiveness. This
proportion is significantly higher (21%) amongst panel members in Central Hounslow.

Fixed penalty notices

All panel members were asked to what extent they agree with fixed penalty notices
(i.e. issuing fines and charges) for littering; cigarette ends and dumped domestic
refuse bags on the streets.

The vast majority of panel members agree with providing fixed penalty notices for all
three offences.

They are most likely to disagree with fixed penalty notices for cigarette ends (15%
disagree). Just one in twenty (5%) disagree that there should be fixed penalty notices
for littering and dumped domestic refuse bags on the streets.

The chart below compares responses across four years and highlights little change in
views during this time, although agreement with fixed penalty notices for littering and
dumped domestic refuse has gradually and consistently increased since 2007.
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Figure 20: Q15. To what extent do you agree with fixed penalty notices (issuing
fines/charges) for the following...? % agree (All respondents — valid responses only)

93%
92%
Littering
91%
88%
829% 2009
Cigarette ends 2008
83%

2007

76%

94%

Dumped domestic refuse 92%
bags on the streets 92%

89%

Unweighted bases vary

4.6 Planning

4.6.1 Planning decisions

One in seven panel members (14%) have commented on a planning application in
their area in the last year.

This proportion is higher than average amongst male panel members (17%), 25-34
year olds (17%) and those that are separated with children (20%).

Of those that have commented on a planning application, two-thirds (69%) considered
the Council’'s decision to have been a reasonable one, which balanced the need for
development with the protection of the environment and people’s amenities.

There is a significant difference in views between men and women in this respect, with
men significantly more likely to disagree that the Council’s decision was a reasonable
one (41%, compared with 18% of women). Furthermore, older panel members (45%
of 55+ year olds) and the economically inactive (41%) are more likely than average to
feel it was not a reasonable decision.
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The main reason given for considering the decision to be unreasonable was that the
application was approved even though the individual objected and it harmed the area
as a whole (51%).

Three in ten feel (29%) that the application was approved despite their own objection
and that it harmed their own amenities.

One in ten (10%) considered it unreasonable that the proposal they supported was
refused for apparently no good reason.

Fewer (6%) were unhappy that the application was treated more favourably than one
they had made themselves previously.

4.6.2 Sustainable development

The Council’s planning department has a duty to deliver sustainable development
across the Borough by meeting the need for new and extended buildings, particularly
affordable housing without destroying people’s amenities or damaging the
environment. All panel members were asked to indicate their level of satisfaction with
the Council in terms of it controlling planning development so that it has not destroyed
amenities or damaged the environment.

The chart below presents their responses.
Figure 21: Q19. How satisfied or dissatisfied are you that the Council has controlled

planning development so that it has not destroyed amenities or damaged the
environment? (All respondents —valid responses only)

2010 (1226) 2% 10% 28% 29%

.

2009 (1434) 26% 11% 26% 27%

N

2008 (1324) 11% 26% 27%

),
-

2007 (811) 13% 32% 26%

[

B Don't know M Very dissatisfied ™ Dissatisfied " Neither  Satisfied M Very satisfied

Unweighted bases in parentheses
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Overall, one in three (32%) panel members are satisfied that the Council has
controlled planning development without destroying amenities or damaging the
environment. This is the same proportion as in 2009.

Around one in five (19%) are dissatisfied and this represents a small increase in
dissatisfaction since 2009 (17%). This is likely to be due to the fact that a lower
proportion of panel members have replied with ‘don’t know’ this year than in the
previous two years.

The level of dissatisfaction with planning development control is significantly higher
amongst men than women (24%, compared with 149%). It increases to one in four
panel members (25%) in Heston and Cranford.

Reasons for dissatisfaction revolve around building style, with 52% of those
dissatisfied feeling that the building is in a different style to those around it and a third
(35%) feeling the building is too tall.

Just over a quarter (27%) considers the quality of building work to be poor and slightly
fewer (21%) cite unsuitable materials.

Other reasons given unprompted, by just a few panel members include that there is
too much development (4%); that buildings are illegal/built without planning permission
(2%); that there are too many buildings in gardens (2%); and, the impact on local
amenities is not taken into consideration (2%).

4.6.3 Prosecuting illegal builds

The Council has been driving activity to prosecute people who build outside of
planning laws and regulations. All panel members were asked if they have been
aware of any prosecutions of individuals who have illegally built within the Borough.

Just over a quarter of panel members (28%) have been aware of any such
prosecutions. This proportion is significantly lower than in 2009 (39%).

Those aware of prosecutions for illegal builds are most likely to have heard or seen
this information in the local press (67%), with slightly fewer mentioning Hounslow
Matters (56%). Fewer mention Hounslow Matters now than in 2009 (69% in 2009).

Minorities of panel members have seen or heard about prosecutions for illegal builds
via word of mouth (16%), the Hounslow Council website (15%) and/or on site/premises
of illegal builds (4%).

4.6.4 Complaints

The Council has the duty to investigate building works and uses which do not have the
necessary planning permission and has the power to take enforcement action to
remove these where appropriate.

All panel members were asked if they have complained to the Council in the last year
about unauthorised building works or uses in their area. Just 6% have done so. This
compares with 8% in 2009.

Men are significantly more likely to have complained about unauthorised building
works or uses than women (7%, compared with 4%). The proportion is significantly
higher in Heston and Cranford (12%) than elsewhere.
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Panel members who have complained were asked how satisfied they have been with
the level of service received from the enforcement team. The chart below summarises
their responses and illustrates an increase in both satisfaction and dissatisfaction; a
decrease in neutral views.

Figure 22: Q24. How satisfied or dissatisfied were you with the level of service you
received from the Enforcement team? (Where complained to the Council in the last
year about unauthorised building works or uses in their area — valid responses only)

2010(77) 42% 3% 13% (6%
2009 (110) 13%  10%

2008 (112) 23% 11% 13%

2007 (76) 26% 15%  5%B%

m Very dissatisfied Dissatisfied Neither Satisfied M Very satisfied

Unweighted bases in parentheses

More than half the panel members that have complained and been dissatisfied with the
level of service received from the Enforcement team (55%) cite not being kept
informed of progress with the investigation as a reason for dissatisfaction and a similar
proportion (also 55%) feel the investigation has taken too long or is still outstanding.

Around three in ten each report that the Council has told them that the matter is not
serious enough to justify enforcement action and/or that the Council has told them that
it can do nothing about the matter as planning permission is not required as reasons
for dissatisfaction (each cited by 29%).
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4.7 Satisfaction with the area as a place to live

All panel members were asked how satisfied or dissatisfied they are with their local
area as a place to live. Their local area is defined as within 10 to 15 minutes walk of
their home.

Three-fifths (63%) are satisfied with their local area as a place to live. This includes
13% that are very satisfied.

Nearly one in five (19%) are dissatisfied, which includes 6% that are very dissatisfied.

Satisfaction is significantly higher amongst women than men (66%, compared with
60%) and is higher than average amongst the oldest panel members (70% of 65+ year
olds).

White panel members are more likely to be satisfied with their local area as a place to
live than panel members in ethnic minority groups (67%, compared with 59% of Asian
panel members, 49% of those from a Black ethnic minority group).

By planning area, panel members in Chiswick are significantly more likely to be
satisfied than those living in other areas (88%), while panel members in Isleworth and
Brentford are also more likely than average to be satisfied (70%). Panel members in
Central Hounslow are the most likely to be dissatisfied (32%).

Satisfaction levels are summarised in the chart below.
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Figure 23: Q26. How satisfied or dissatisfied are you with your local area as a place to
live (local area is defined as within 10-15 minutes walk of your home)? (All
respondents — valid responses only)

Total (1214)
MALE (585)
FEMALE (627)
18-24(7)

2008 Place Survey:

Agree = 69.4% 25-34(78)
35-44 (203)
45-54 (265)
55-64 (335)

65+ (320)

WHITE (942)

ASIAN (201)

BLACK (32)
ECONOMICALLY ACTIVE (601)
ECONOMICALLY INACTIVE (413)

WEST AREA (308)

CENTRAL HOUNSLOW AREA (226)
HESTON & CRANFORD AREA (215)
ISLEWORTH & BRENTFORD AREA (203)
CHISWICK AREA (262) 2%

M Dissatisfied = Satisfied

Unweighted bases in parentheses
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5 Communication and User Satisfaction

This section focuses on satisfaction levels with regard to various Council services
available to residents and any contact that panel members have had with Hounslow
Council. It also reports panel members’ views on the Council’s strengths and
weaknesses and how they would like to be involved further in decisions affecting their
local area.

5.1 Contacting the Council

More than half the panel members (56%) have been in contact with Hounslow Council
in the last 12 months. This compares with a higher proportion in 2009 (61%).

Women are more likely to have contacted the Council than men (58%, compared with
54%) and the proportion is highest in the Chiswick area (67%).

5.1.1 Contact methods

Telephone is the most frequently cited means of contact (67%), while two-fifths of
those that have been in contact with the Council (42%) have used email/internet.

Just 19% have contacted the Council by means of letter and a similar proportion (18%)
has visited the Council offices.

Compared with 2009 there has been a slight decrease in the use of telephone (73% in
2009) and a slight increase in the use of email/internet (40% in 2009) and letter (16%).

Figure 24: Q28. Which of the following did you use to contact Hounslow Council?
(Where contacted the Council in the last year — valid responses only)

By telephone

67%

By email/internet

By letter

By visiting Hounslow Council Offices

Unweighted base = 700
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Men are significantly more likely than women to have contacted the Council by letter
(22%, compared with 16%) and the proportion that do so is higher than average
amongst the economically inactive (23%).

The economically inactive are also more likely than average to use telephone (72%).

The economically active are significantly more likely to use email/internet than the
economically inactive (51%, compared with 29%).

Panel members with a disability are significantly more likely than the able bodied to
visit the Council’s offices (28%, compared with 16%). In addition, women are
significantly more likely to go to the offices than men (22%, compared with 13%).

5.1.2 Satisfaction with telephoning Hounslow Council

Panel members who have been in contact with Hounslow Council by telephone in the
last 12 months were asked to rate their satisfaction with four key aspects of their call.

The chart below illustrates their responses:
Figure 25: Q29. How satisfied or dissatisfied with each of the following were you

when telephoning Hounslow Council? (Where contacted the Council by telephone in
the last year — valid responses only)

The speed with which the telephone was" %

0, 0, o,
answered (462) 14% 19% 48Y%

The politeness and professionalism of the person

0, 0, o)
answering the phone (453) /0% T8 REL

The person answering the telephone put you
through to someone who could answer your
query/deal with your problem (447)

11% 15% 49%

The person handling your query/problem dealt

0, 0, 0,
with it there and then (453) 29 Regy12% 21% S

I BN Bl e

B Don’t know M Very dissatisfied ™ Dissatisfied © Neither = Satisfied M Very satisfied

Unweighted bases in parentheses
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Satisfaction is highest with regard to the politeness and professionalism of the person
answering the telephone (73%) and lowest with regard to the person handling the
guery/problem dealing with it there and then (51%).

Compared with 2009, satisfaction levels have increased in all these areas, but
particularly with regard to the politeness and professionalism of the person answering
the telephone. This marks a reversal in the downward trend evident in 2008 and 2009
(see chart below).

Figure 26: Q29. How satisfied or dissatisfied with each of the following were you
when telephoning Hounslow Council? % satisfied - Year on year comparison (Where
contacted the Council by telephone in the last year — valid responses only)

60%

The speed with which the 58%
telephone was answered 68%

76%

73%

The politeness and 68%
professionalism of the person
answering the phone 77%

81%

The person answering the
telephone put you through to 60% 2009
someone who could answer your 68% 2008
query/deal with your problem 2007

67%

51%

The person handling your 49%
query/problem dealt with it
there and then 54%

60%

Unweighted bases vary

5.1.3 Satisfaction with visiting Hounslow Council offices

Panel members who have visited Hounslow Council offices in the last 12 months (127
panel members) were asked how satisfied they have been with various aspects of their
experience in dealing with reception staff. Their responses are presented in the chart
below, which shows greatest satisfaction with the helpfulness and friendliness of
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reception staff (90%) and a lower level of satisfaction with reception staff being able to
deal with their query promptly (77%).

Figure 27: Q30. How satisfied or dissatisfied with each of the following were you
when visiting Hounslow Council offices? (Where visited the Council offices in the last
year — valid responses only)

The reception staff were helpful and friendly o4

0,
(127) L

The reception staff knew how to deal with your

0,
query effectively (125) 00

The reception staff were able to deal with your

()
query promptly (125) 2

W Dissatisfied M Neither ™ Satisfied Very satisfied

Unweighted bases in parentheses

There has been an increase in levels of satisfaction for all these aspects of visiting
Hounslow Council offices, particularly in respect of the helpfulness and friendliness of
reception staff.
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Figure 28: Q30. How satisfied or dissatisfied with each of the following were you
when visiting Hounslow Council offices? % satisfied — year on year comparison
(Where visited the Council offices in the last year — valid responses only)

90%

The reception staff were helpful
. 73%
and friendly
85%
The reception staff knew how = 2010
to deal with your query 73%
effectivel
y 9% 2009
2008

77%

The reception staff were able to
deal with your query promptly

65%

66%

Unweighted bases vary

5.1.4 Preferred contact methods

Panel members that have been in contact with the Council in the last 12 months were
asked to select a preferred method of contact for a range of situations in which they
might contact the Council.

Their preferred methods of contact in each instance is summarised in the table below.
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Table 5: Q31. For each of the following reasons that you may potentially contact the
Council about, which is your preferred method of contact for each? (Where have
contacted the Council in the last 12 months — valid responses only) *denotes less than
0.5%

= Y
E 3 5 & 9
@ = I S =
o o = °© a
o S ) ® =
o 5 prd =
3 S S
To request a service 653 63% 20% 8% 0% 2% 4% *% 3%
To make a payment 575 18% 7% 31% 0% | 10% | 13% 0% 21%
To seek information 620 39% 9% 40% 0% 2% 5% 1% 3%
Free School Meals 547 10% 5% 7% 0% 3% 2% 0% 73%
Education issues 558 16% 5% 14% 0% 5% 4% *% 55%
In an emergency 588 82% 1% 2% *% 1% 1% 0% 13%
Hounslow Homes 580 23% 5% 6% 0% 2% 2% 0% 61%

Telephone contact is the preferred method of contact with regard to requesting a
service and in an emergency. Panel members are divided in their preference for using
the website and telephoning to seek information.

Other methods of contact are of a minority interest and some issues, such as free
school meals, education issues and Hounslow Homes, are viewed as not relevant to
the majority of panel members. Where these issues are judged to be relevant,
telephone is most likely to be selected as the preferred method of contact.

5.1.5 Result of contact

The majority of panel members that have contacted Hounslow Council in the last 12
months (82%) reported that they got all the information they needed when they did so.
Just 9% did not and a further 9% could not recall.

Of the 9% that failed to obtain all the information they needed, the majority (85%)
reported having to contact the Council again as a result. One in eight (13%) did not.

Three-fifths of those that contacted the Council again (59%) did so because they did
not receive the information they needed. One in eight (12%) did not understand the
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information; fewer (9%) reported that nothing was done or no action was taken® and
just 2% reported receiving the wrong information.

In contacting the Council again, nearly half (45%) did so by telephone, while one in
four (25%) did so by email and slightly fewer (23%) by letter. Only a small minority
(7%) visited the Council offices in person, while just 1% completed an e-form.

5.1.6 Accessibility

5.2

Hounslow Council wishes to make its communications accessible to all and all panel
members were asked about the format that they would prefer information to be
provided in.

Three-quarters of panel members providing a response (74%) replied that the formats
are fine as they are now.

Most of the remainder (24%) would prefer information to be provided in large print and
this proportion increases amongst those with a disability (28%), Asian panel members
(47%), panel members that are separated with children and the economically inactive
(29%).

Just 3% opted for Braille and 2% for information to be provided in another language
(61% of these panel members are Asian).
Complaints

Around one in four panel members (26%) have contacted the Council with a complaint
in the last 12 months. This compares with 32% in 2009.

Those with a disability (36%), economically inactive (31%) and panel members that
are married with children (31%) are more likely than average to have made a
complaint.

When making the complaint, the majority (61%) telephoned the Council and most of
the remainder (36%) used email/internet.

Just one in five (19%) complained by letter and around one in ten (9%) visited the
Council offices.

This suggests that in around a quarter of cases, panel members employed more than
one method of contact to make their complaint.

5.2.1 Satisfaction with complaint handling

Panel members that contacted the Council in the last year to make a complaint were
asked to assess how satisfied they were with the way their complaint was handled.

They are more likely to be dissatisfied than satisfied (60% dissatisfied; 27% satisfied).
This reflects last year’s findings (55% dissatisfied; 30% satisfied). The apparent
decline in satisfaction this year is not statistically significant. The consistent downward
trend is visually evident in the chart below.

® This was an unprompted response to a prompted question.
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Figure 29: Q39. How satisfied or dissatisfied were you with the way the complaint
was handled? Year on year comparison (Where contacted the Council with a
complaint in the last year — valid responses only)

2010 (296) 32% 12% 20% 6%
2009 (109) 30% 13% 21%
2008 (364) 25% 16% 25%
2007 (281) 28% 10% 29%

W Very dissatisfied Dissatisfied Neither Satisfied M Very satisfied

Unweighted bases in parentheses

The main reasons for being dissatisfied with the way their complaint was handled was
that the problem was not solved (68% of dissatisfied panel members). Next most
frequently mentioned was that it took too long to solve the problem (18%).

A small minority (5%) felt that staff were not understanding, while 2% had no reply or
feedback®.

5.3 Keeping informed and influencing local decisions

Panel members were asked how well informed they think the London Borough of
Hounslow keeps residents about a range of issues. The majority feel at least fairly
well informed about the services and benefits it provides (60%; 70% in 2009), and
approaching half feel at least fairly well informed about changes that it is going to
make to services (47%; 63% in 2009) and its’ plans for the future of Hounslow (44%;
55% in 2009).

* This was an unprompted response to a prompted question.
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A year on year comparison of the proportion of residents that feel informed about
various aspects of Council activity suggests that the 2010 results represent a reversal
in the consistent improvement that was previously observed.

Figure 30: Q41. How well informed do you think the London Borough of Hounslow
keeps residents about...? Year on year comparison (All respondents — valid
responses only)

60%

The services and benefits it 70%
provides 64%

57%

47%

Changes that it is going to 63%
make to services 55%

44%

44%

Its plans for the future of 55%
Hounslow 52%

40%

38%

How to get involved in local 44% 2010
decision making 43% 2009
26%

2008

Whether they are >
N . 47% 2007

delivering on their
. 33%
promises

23%

36%

How well they are 49%
performing 40%

30%

Unweighted bases vary

5.3.1 Influencing local decisions

Panel members were asked about the extent to which they agree or disagree that they
can influence decisions affecting their local area. The chart below illustrates their
views.
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Figure 31: Q42. To what extent do you agree or disagree that you can influence
decisions affecting your local area? (All respondents —valid responses only)

2010 (1216) 14%

2009 (1422)

14%

2008 (1326)

13%

2007 (811) 20%

B Don't know  Definitely disagree

Unweighted bases in parentheses

28% 35% 7

30% 32% 7%

29% 34%

30% 26% 5%

Tend to disagree ™ Tend to agree M Definitely agree

More than two-fifths of panel members (42%) agree that they can influence decisions
affecting their local area. This is a slightly higher proportion than in 2009 (39%).

A similar proportion (also 42%) disagrees that they can influence decisions affecting
their local area. This increases to 49% amongst panel members in Central Hounslow

and 50% in Chiswick.

5.3.2 Further enabling residents to influence decisions affecting their local area

All panel members that did not agree that they can influence decisions affecting their
local area were asked for their views on what the Council could do to help them have

some influence.

Their unprompted responses were diverse and they were most likely to suggest that:

e The Council listen to people/take into account/take action with what people are

saying (22%);

e That the Council should have more local/public meetings/surgeries/forums (14%);

and/or

e That the Council should contact residents about proposed changes before acting

on plans (13%).
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5.3.3

Other suggestions included:

e Providing more information (9%);

e Carry out direct consultation/contact (i.e. face to face) (8%);

e Communicate better and more regularly with people (7%);

e Contact by letter/mail/post (6%);

e Conduct questionnaires/surveys (6%);

e Vote on issues/ballots (4%);

e Door-to-door leaflets/flyers (4%);

e Contact by email (4%);

e Provide information on how to get involved (3%);

e Use Hounslow Matters (3%);

e Publicise meetings/inform people of them (3%);

e Conduct a resident’s panel/focus group (2%);

e Respond to resident views/questions/requests (2%);

e Provide opportunities to contact/communicate with Councillors or members of the
Council (2%);

e Visit areas concerned (2%);

e Make contact through local newspapers (1%);

e Use notice boards/information boards (1%);

¢ Use a website page to feedback comments/discuss issues (1%);

e Provide regular newsletters (1%).

Involved in the local community

When asked if they feel involved in their local community, 37% of panel members
providing a response reported feeling involved. This compares with 34% in 2009; a
statistically similar proportion.

Those most likely to feel involved in their local community include 45-54 year olds
(46%) and panel members in Chiswick (50%). Panel members that are married with
children are slightly more likely than average to feel involved in their local community
(42%).
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6 Parks and Leisure

Panel members were asked a series of questions about their usage and views of parks
and open spaces, Council controlled leisure centres/facilities and Council controlled
libraries.

6.1 Usage of parks and open spaces

Three-quarters of panel members (76%) have visited the Council’s parks and open
spaces in the past 12 months.

This proportion increases to 93% of 25-34 year olds and 94% of panel members in the
Chiswick area.

It is significantly higher amongst the economically active than the inactive (80%,
compared with 65%) and amongst able bodied individuals, compared with panel
members with a disability (79%, compared with 65%).

The majority of those that have visited parks and open spaces are frequent users, with
31% typically visiting them two or more times per week and 25% visiting them about
once a week. A further 11% visit them about once every 2 weeks and 18% about once
every month. Just 15% visit the Council’s parks and open spaces less often.

The two main purposes of visiting the Council’'s parks and open spaces are to take
exercise themselves (33%) or to provide exercise to their children (35%). The latter
increases to 57% of 25-34 year olds; 58% of panel members that are married with
children and this proportion is significantly higher amongst women than men (40%,
compared with 28%).

The uses of parks and open spaces are illustrated in the chart below.
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Figure 32: Q47. What is the main purpose for visiting our parks and open spaces?
(Where visited Council’s parks and open spaces in the last 12 months — valid
responses only)

35%

To take children to play

Walking 33%

To relax

Walking the dog

Cycling

To visit a museum or event

Other

Unweighted base = 758

There are a large number of parks and open spaces in the area. Panel members are
most likely to have visited Osterley (15%) and Chiswick House Grounds (12%).
Others visited include:

e Lampton (9%);

e Redless (7%);

e Heston (7%);

e Bedfont Lakes (7%);

e Feltham (5%);

e Hanworth (4%);

e Hounslow (incl. Golf Club) (3%);
e Cranford (3%);

e Murray (3%);

e Gunnersbury (3%);

e Inwood (3%);

e Syon (3%);

e Crane Valley (2%);

e Turnham Green (2%);
e Isleworth (2%);

e Beaverfield (2%);

e Norwood Green (2%);
e Waterman (2%);

e Dukes Meadows (2%);
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And then, each mentioned by just 1% or less of those having visited parks and open
spaces include: Bushy; Boston; St John’s Gardens; Richmond; Thornbury; Homefields;
Acton Green; Jersey Gardens; Forge Lane; Ludlow; Strand on the Green; Kew
Gardens; Thames Towpath; St Pauls; Carville Hill; Avenue; St Dunstan’s; Riverside;
Chiswick Common; Grosvenor; Ravenscourt; Bear Road and Glebelands.

6.2 Satisfaction

Panel members that have visited a Council park or open space in the last 12 months
were asked to rate their satisfaction with the one they visit most frequently on a range
of aspects, including their overall satisfaction with the park or open space most used.

Their responses are presented in the following chart.
Figure 33: Q49. When considering the park or open space you visit most frequently,

how satisfied or dissatisfied are you with the following? (Where visited Council’s
parks and open spaces in the last 12 months — valid responses only)

Overall satisfaction (851) *% 54% 23%

Cleanliness (litter) (860) *% 47% 19%

20% 41% 11%

Safety and security (852) 19 46% 13%
Provision of seating (854) 29 21% 37% 11%
Children’s play equipment (834) 20% 35% 13%
Information and signage (843) 39 24% 46% 12%
Plant and flower displays (849) 29 22% 41% 15%
Maintenance of pathways (859) 19 53% 15%
Maintenance of grass areas (863)*% 60% 20%

E Don’t know M Dissatisfied Neither Satisfied Very satisfied

Unweighted bases in parentheses *denotes less than 0.5%
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6.3

6.4

Panel members are most likely to be satisfied with the maintenance of grass areas
(80%), while least likely to be satisfied with provision of seating (48%).

Satisfaction is also relatively low with regard to children’s play equipment (48%) and
one in six panel members (18%) are dissatisfied with this aspect. However, a
relatively high proportion of panel members respond with a ‘don’t know’ here, and
more than half the panel members (56%) are satisfied with children’s play equipment
when we exclude those that don’t know.

Overall, more than three-quarters of panel members (77%) are satisfied with the park
or open space that they use most often. Just 10% are dissatisfied.

Use of Council controlled leisure centres

Around two-fifths of panel members (39%) have used any of the Council controlled
leisure centres, including Brentford, Chiswick, Feltham Airparcs, Heston and Isleworth.

This proportion is significantly higher amongst women than men (43%, compared with
34%) and is highest amongst 25-34 year olds (53%), 35-44 year olds (45%), panel
members that are married with children (50%) and those that are separated with
children (48%).

The 61% of panel members that have not used any of the Council controlled leisure
centres were asked what would make them visit one.

More than half cited cleaner premises (52%) and a similar proportion cited a cheaper
entry fee (51%). A third (32%) cited better opening times.

Men are more concerned about cleaner premises (66%, compared with 44% of
women) and better opening times (45%, compared with 34% of women), while women
are more concerned about the cost of entry (56%, compared with 44% of men).

A negligible proportion (less than 1%) felt that nothing would encourage them.

Use of libraries

Just over half of all panel members (53%) report having used any of the Council
controlled libraries in the last 12 months.

The proportion that have used a library is significantly higher amongst the
economically inactive than amongst the economically active (59%, compared with
47%), whilst usage increases to 57% amongst those aged 65+. Those living in the
Heston and Cranford area are also more likely to have used a library (58%). Non-users
of libraries are most likely to be aged 45-64 (53%) and economically active (53%).

Nearly half of those that have not used the Council’s libraries in the last 12 months
(46%) insist that nothing would make them visit one. Amongst this cohort, 65% of
those aged over 65 years state nothing would encourage them, with no other
significant variations evident. In terms of what would encourage panel members to visit
the Council’s libraries, one in five (20%) mentioned better opening times and fewer
cited better book stock (17%). Looking specifically at better opening times, this is most
likely to encourage those aged 35-54 (25%) to visit libraries more, as well as the
economically active (23%) and those living in Isleworth and Brentford (36%).
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One in eight (13%) feel that improved premises would encourage them to visit the
Council’s libraries, while one in twenty select more computer terminals (6%) and/or
improved staff help (5%).
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The Council is actively campaigning to reduce any negative impacts that Heathrow
may have on the residents of the Borough. This section presents panel members’
views on aircraft noise at Heathrow and the extent to which it impacts on them.

7.1 Aircraft noise

All panel members were asked if they are negatively affected by aircraft noise at
Heathrow. More than half (59%) said they are. This compares with a slightly higher
proportion in 2009 (62%).

A significantly higher proportion of panel members in Central Hounslow than
elsewhere are negatively affected by aircraft noise (75%), while the proportion is
higher than average in Heston and Cranford (64%).

Panel members that are negatively affected by aircraft noise were asked how often
their day-to-day activities are disrupted by noise from aircrafts taking off and landing at
Heathrow. More than half of those negatively affected report significant daily
disruption, with 35% reporting it to be half of the day everyday and 28% reporting it as
all day everyday. These figures equate to 20% and 16% of all panel members
respectively.

More than two-fifths of panel members in Central Hounslow that report being affected
(44%) report all day, everyday disruption. This equates to 31% of all panel members
in this area.

Most of the remainder (27%) report disruption more than once a week, increasing to
42% of those negatively affected in the West area.

The chart below summarises responses by area.



Heathrow

Figure 34: Q55. How often are your day-to-day activities disrupted by noise from
aircrafts taking off and landing at Heathrow? (Where negatively affected by aircraft
noise at Heathrow — valid responses only)

Total (701) 5 27% 35%
WEST AREA (153) 6%849% 42% 26% 22%
1% .
CENTRAL HOUNSLOW AREA (152) , 16% 35% 40%

HESTON & CRANFORD AREA (141)20 23% 39%

ISLEWORTH & BRENTFORD AREA (120) ¥% 26% 39% 20%

CHISWICK AREA (135) [KC2¥10% 32% 37% 10%

M Less than once a week B Once a week More than once a week

Half of the day, everyday m All day, everyday

Unweighted bases in parentheses

Panel members negatively affected by aircraft noise were most likely to be affected by
it at home (94%), with nearly three-quarters (72%) reporting disruption experienced
outside, in the garden, park or in the street.

Very few panel members report disruption at school (16%) and at work (15%);
although having occasion to be at a school or to be employed will have an impact on
the propensity to be affected in these locations.

These figures are identical to those reported in 2009.




Hounslow Residents Panel Tracker Survey - November 2010

Figure 35: Q56. Where do you and your family experience disruption from aircraft
noise? (Where negatively affected by aircraft noise at Heathrow — valid responses

only)

Outside [in the garden, in the park, in the street

At home 94%

etc]

At school

At work

Other

Unweighted base = 708

7.2

The locations in which disruption due to aircraft noise are experienced differ little by
area. However, disruption at school and work is slightly more likely to be experienced
in Central Hounslow (21% at school; 17% at work); Heston and Cranford (19% at
school; 20% at work); and West (18% at school; 19% at work).

Mixed mode

There are proposals to use both runways for take-offs and landings at the same time.
This system is called Mixed Mode. It will give Heathrow Airport the capacity to handle
nearly 200 more flights a day and allow aeroplanes to come in to land over London on
both runways all day.

All panel members were asked to estimate how much more their day-to-day activities
will be affected by aircraft taking off and landing at Heathrow.

More than a fifth of those providing a response (22%) do not think they will be affected.
This increases to 30% of those in the West area.

More than two-fifths of all panel members (43%) feel that they will suffer all day,
everyday disruption. This compares with 16% of all panel members (re-based) that
currently report this level of disruption to their day-to-day activities.

This proportion increases to 59% of panel members in Central Hounslow.

The chart that follows compares current levels of disruption, rebased on all panel
members (assuming no disruption amongst those that say they are not currently
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negatively affected by aircraft noise at Heathrow) with expected levels of disruption
amongst all panel members if Mixed Mode was implemented.

Figure 36: Q57. If Mixed Mode was implemented, how much more will your day-to-day
activities be affected by aircraft taking off and landing at Heathrow? (All respondents
—valid responses only) Compared with Q54. Current level of disruption (All
respondents)

4%
3%

Less than once a week

4%
3%

Once a week

13%
15%

More than once a week

15%

Half of the day, everyday
20%

43%

All day, everyday
16%

22%
We would not be/are not affected
42%

B After Mixed Mode (1170) Current level (1245)

Unweighted bases in parentheses

Reflecting where disruption from aircraft noise is most likely to be experienced
currently, panel members in Central Hounslow and Heston and Cranford areas are
most likely to expect their day-to-day activities to be affected more significantly than
average (see chart below).




Hounslow Residents Panel Tracker Survey - November 2010

Figure 37: Q57. If Mixed Mode was implemented, how much more will your day-to-day
activities be affected by aircraft taking off and landing at Heathrow? By planning area
(All respondents — valid responses only)

49
Total (1170) 13% 15% 22%

WEST AREA (299) 4%I8
13%

19%

M Less than once a week W Once a week More than once a week

CHISWICK AREA (244)

Half of the day, everyday H All day, everyday We would not be affected

Unweighted bases in parentheses
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8 Council Strengths and Weaknesses

8.1 Satisfaction with the way the local authority runs things

All panel members were asked how satisfied or dissatisfied they are with the way the
local authority runs things overall.

Nearly half of those providing a response (47%) are satisfied, with a minority (15%)
dissatisfied.

Figure 38: Q58. Overall, how satisfied or dissatisfied are you with the way the local
authority runs things? (All respondents — valid responses only)

2008 Place Survey:
Very satisfied Agree = 41.2%

Satisfied

Neither

Dissatisfied

Very dissatisfied

Don't know

Unweighted base = 1229

Satisfaction with the way the local authority runs things is significantly higher amongst
the economically inactive (53%, compared with 46% of the economically active). This
is also reflected in the higher proportion of 65+ year olds that are satisfied (55%). Itis
also higher than average amongst panel members in Isleworth and Brentford (51%)
and Chiswick (58%) and amongst White panel members (53%).

8.2 Views regarding whether the Council acts on the concerns of local
residents

All panel members were asked about the extent to which they agree or disagree that
Hounslow Council acts on the concerns of local residents. Three in ten (30%) agree
that it does, while around one in five (21%) disagree.
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There are few differences by demography or area, although panel members in
Isleworth and Brentford are more likely to agree (36%) and the proportion that agree is
significantly higher amongst the economically inactive than the economically active
(33%, compared with 27%).

Figure 39: Q59. To what extent do you agree or disagree that Hounslow Council acts
on the concerns of local residents? (All respondents —valid responses only)

Strongly agree

Agree

Neither

40%

Disagree

Strongly disagree

Don't know

Unweighted base = 1230

8.3 Whether the Council provides value for money

All panel members were asked about the extent to which they agree or disagree that
Hounslow Council provides value for money. More than a quarter (28%) agrees that it
does, while just slightly fewer (26%) disagree.

Once again, the proportion that agrees is significantly higher amongst the
economically inactive than the economically active (34%, compared with 26%). It is
also significantly higher amongst panel members in the West area (37%) than
amongst those living in other areas with the exception of Isleworth and Brentford,
where the proportion that agrees is also higher than average (32%).
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Figure 40: Q60. To what extent do you agree or disagree that Hounslow Council
provides value for money? (All respondents —valid responses only)

2008 Place Survey:
Agree = 27.8%

Strongly agree

Agree

Neither

Disagree

Strongly disagree

Don't know

Unweighted base = 1233

8.4 Strengths and weaknesses

As a means of providing a general assessment of how the Council is perceived, all
panel members were asked to select three aspects from a list of twenty that they feel
are strength of the Council and three that are relative weaknesses.

Their responses are presented in the chart below.
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Figure 41: Q6la and b. From the list below, please select three things you feel are
the key strengths of the Council (top 3 in bold) and three things you feel are the
Council’s weaknesses (top 3 in bold/italics) (All respondents — valid responses only)

Adult services including care services for
older /disabled people

Benefits (Housing & Council Tax)

Building strong neighbourhoods and
communities

Car Parking

Children’s services including child

protection, child & family support and...

Committee meetings and electoral
registration

Communication with residents

Customer Service

Education including schools admissions,
adult and community education and...

Environmental Health

Highways - repair and maintenance of
roads, pavements, street lighting etc.

Hounslow homes and other housing
services

Housing advice and assessment including
tenants and customer enquiries and...

Leisure services including libraries, sport
centres, swimming pools and open...

Planning and Building Control

Providing Value for Money

Recycling

Refuse Collection

Street Cleaning

Tackling Crime and Anti-Social Behaviour

Other

Unweighted bases in parentheses

24%

21%

B Strengths

16%
Weaknesses

56%

52%

* denotes less than 0.5%

The top three strengths of recycling, refuse collection and leisure services were also
the top three in 2009. Similarly what is most likely to have been perceived as a
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weakness is largely unchanged, although car parking has replaced street cleaning in

the top three.

The chart below compares the weakness identified this year with those identified in

20009.

Figure 42: Q61. From the list below, please select three things you feel are the key
weaknesses of the Council (All respondents — valid responses only)

Highways - repair and maintenance of roads,
pavements, street lighting etc.

Tackling Crime and Anti-Social Behaviour

Car Parking

Street Cleaning

Communication with residents

Environmental Health

Building strong neighbourhoods and communities
Planning and Building Control

Recycling

Refuse Collection

Providing Value for Money

Leisure services including libraries, sport centres,
swimming pools and open spaces
Adult services including care services for older
/disabled people

Benefits (Housing & Council Tax)

Education including schools admissions, adult and
community education and student loans/grants

Customer Service

Hounslow homes and other housing services

Housing advice and assessment including tenants and
customer enquiries and temporary accommodation
Children’s services including child protection, child &

family support and youth services

Committee meetings and electoral registration

Other

Unweighted bases in parentheses

43%
42%

m 2010 (1098)

10% 2009 (1322)
18%

9%

9%

*denotes less than 0.5%
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8.5 Views on the Council

All panel members were provided with a list of statements about the Council and

asked to what extent they agree or disagree with each. The chart below illustrates
their responses.

Figure 43: Q62. To what extent do you agree or disagree with the following
statements regarding the Council (All respondents — valid responses only)

The Council should take a lead role in promoting w s
D)y /0 (0]

0, 0,
community relations in the Borough (1186) LD L
The Council is the organisation best placed to " . .
direct the future shape of the borough (1187) 280s g2 S0
| know where to get information about what is
. 21% 49% 7%
happening in my local area (1193)
The C ili king t k local
e Council is working to make my local area 7% 43% Eof
cleaner and greener (1197)
The Council treats all people fairly and without o , 0
discrimination (1193) Sle SR
The Council id d lit i
provides good quality services PR e o
(1298)
The C il is efficient in the deli fit
e Councilis e |c?|en in the delivery of its 3% 3% 2%
services (1189)
Generally the Council has a positive image o . ]
among residents (1171) A0 o
The Council consults with & listens to the views 36% 97% 3%
of local people (1187) ° ° °
The Council is helping to create a better - . . o
borough for our children (1187) A7 S A e
The Council has a clear sense of purpose for the " , d
future of Hounslow (1193) “ A%
Council staff present a positive image of the _
D (p1190) g 198179 45% 25% 2%
Local Councillors present a positive image of
Hou?mslow (1129) ° Ll 22 %
| know how the Council makes decisions (1175) 4% 35% 30% 19% 2%

B Don't know M Disagree Neither Agree nor Disagree Agree Strongly Agree

Unweighted bases in parentheses

The majority of panel members agree that the Council should take a lead role in
promoting community relations in the Borough (65%; 72% in 2009); that the Council is
the organisation best placed to direct the future shape of the Borough (57%; 69% in
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2009) and that they know where to get information about what is happening in the
Borough (56%; 58% in 2009).

This echoes 2009’s findings, although the proportion agreeing in each case is lower
this year than last.

Panel members are most likely to disagree that they know how the Council makes
decisions (35% disagree, as in 2009) and that local Councillors present a positive
image of Hounslow (22%; 26% in 2009).
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9 Performance Indicator summary results table

9.1 Introduction

The following tables indicate the key performance indicator results tracked against

previous years (2008 and 2009).

Table 6: Performance indicator summary table

Panel Question 2008 2009 2010
On a scale of 1 to 5 where 1 is agree strongly
and 5 is disagree strongly can you tell me the 36% 350
extent to which you agree or disagree with each 35% [1312] [1411] [1189]
of the statements: The Council is efficient in the
delivery of its services. % that agreed
On a scale of 1 to 5 where 1 is agree strongly
and 5 is disagree strongly can you tell me the 36%
extent to which you agree or disagree with each 37% [1312] 38% [1418] [1198]
of the statements: The Council provides good
quality services. % that agreed
Which of the following did you use to contact 40% 42%
Hounslow Council? % who selected 25% [769] [346] [700]
email/internet
To what extent do you agree or disagree that 66% 67%
this local area is a place where people...? Get 64% [1287] [923] [1225]
on well together % who agreed
Do you undertake any regular voluntary work [by
that I mean giving unpaid help of two or more 2204 20%
hours per week to a community group or other 18% [1305] [306] [1215]
local organisation for the benefit of other people
in the local area]? % who said yes
For each area listed below, do you think, over
the last 12 months, that the streets have got 15% [1323] 15% 12%
better; stayed the same or got worse? Your [214] [1245]
street % who said ‘got better’
For each area listed below, do you think, over
the last 12 months, that the streets have got 10% 9%
better; stayed the same or got worse? Your local 14% [1315] [148] [1225]
area [15-20 minutes from your home] % who
said ‘got better’
For each area listed below, do you think, over
the last 12 months, that the streets have got 139% [1316] 11% 10%
better; stayed the same or got worse? The [152] [1225]
whole Borough % who said ‘got better’
Overall, how satisfied or dissatisfied are you
with the following? The way the Council is 30% [1319] 34% 37%
maintaining its roads and pavements. % who [485] [1228]
are satisfied
Overall, how satisfied or dissatisfied are you 420 50%
with the following? The level of street cleaning in 44% [1313] [598] [1227]
the Borough. % who are satisfied
Overall, how satisfied or dissatisfied are you 539 58%
with the following? The street tree maintenance 47% [1309] [752] [1225]
within the Borough. % who are satisfied
Overall, how satisfied or dissatisfied are you 33% [1311] 34% 39%
with the following? That the land is kept clear of [493] [1226]




Performance Indicator summary results table

litter and refuse. % who are satisfied
Thinking about your local area, how big a
problem are the following options? Vandalism, 41% 33%
graffiti and other deliberate damage to property 47% [1323] [594] [1225]
or vehicles. % who said a fairly or very big
problem
Overall, how satisfied or dissatisfied are you 68% 76%
with the following? The way the street lights are 64% [1316] [973] [1231]
maintained % who are satisfied
Overall, how satisfied or dissatisfied are you
with the following? The control of licensed 35% [1310] 33% 42%
premises under the new licensing regime. % [468] [1194]
who are satisfied
To what extent do you agree with fixed penalty
notices [issuing fines/charges] for the 929 [1315] 92% 94%
following...? Dumped domestic refuge bags on [1323] [1223]
the streets. % who agreed
Overall, how satisfied are you with the parks and 50% 77%
open spaces in the Borough? % who are 45% [1301]
satisfied [710] [851]
How satisfied were you with the level of service
you received from the Enforcement
team?[asked of those who had complained to 16% [112] 16% 19%
the Council in the last year about unauthorised [16] [77]
building works or uses in their area] % who are
satisfied
To what extent do you agree or disagree that
you can influence decisions affecting your local 42% [1326] 39% 42%
area [within 20 minutes walking distance from [468] [1216]
your home] % who agreed
How well informed do you think the London
Borough of Hounslow keeps residents about...? 43% [1323] 44% 38%
How to get involved in local decision making % [629] 1205]
who feel informed
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10 Respondent profile

Table 7: Respondent profile

Demographic Proportion (%) Unweighted base
Gender
Male 45% 602
Female 55% 641
Unknown *% 5
Age
18-24 1% 7
25-34 17% 82
35-44 39% 204
45-54 13% 270
55-64 15% 345
65+ 15% 331
Unknown 1% 6
Disability
Yes 16% 240
No 81% 968
Unknown 204 37
Ethnicity
Non-white 33% 259
White 64% 962
Unknown 3% 24







Because people matter, we listen.

With some 20 years’ experience, BMG Research has
established a strong reputation for delivering high quality
research and consultancy.

Our business is about understanding people; because they
matter. Finding out what they really need; from the type of
information they use to the type of services they require. In
short, finding out about the kind of world people want to live in
tomorrow.

BMG serves both the social public sector and the commercial
private sector, providing market and customer insight which is
vital in the development of plans, the support of campaigns
and the evaluation of performance.

Innovation and development is very much at the heart of our
business, and considerable attention is paid to the utilisation of
technologies such as portals and information systems to
ensure that market and customer intelliagence is widely shared.
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