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Summary:

This paper provides an overview of progress to date with the
development of a new business plan for the Council and
provides the detailed results of the Facts International
research conducted with almost 1500 residents and
businesses across the Borough between 18" February and
31° March.

The survey sought to understand what residents would like to
see the Council and its partners prioritise in terms of support
for the local community and more specifically the services
they would like to see Ashford Borough Council prioritise and
focus upon in the future.

The results of the survey are attached in this paper and a
presentation of the full results will be delivered by Facts
International, in advance of the Executive meeting ( 6.15pm)
on 10" June by Muriel Esposito from Facts International, the
Research Agency responsible for the development and
analysis of the questionnaire.

Key Decision:

Affected Wards:

Recommendations:

Policy Overview /
Financial
Implications:

No
All

1. The Executive be asked to note the results of the ‘Have
Your Say it's Your Borough’ survey.

2. To authorise the formation of a cross party Member
Working Group to assist in the development of the plan
and agree a further phase of consultation. This would
require a budget of fifteen thousand pounds which would
be funded from reserves.

This work will inform the Council’s priorities and spending for
the period 2011-2016.
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Report Title: Developing a new 5 Year Business Plan for
the Council —update on progress and the results from the
‘Have Your Say It’s Your Borough’ consultation

Purpose of the Report

1.

To update the Executive on progress with the development of the Council’s

new 5 year business plan and share the detailed results from the Facts
International survey conducted with almost 1500 residents between January
and March 2010.

Issue to be Decided

2. To note the report and authorise the formation of a cross party Member
Working Group and agree to the next phase of consultation.
Background

The 4™ February 2010 Executive agreed that a 5 Year Business Plan for
Ashford Borough Council be developed to address a funding gap from an
inevitable reduction in central government funding, re-orientate Ashford
Borough Council around a new set of priorities and test delivery models for
each Ashford Borough Council Service.

As part of the 3 stage process to develop this plan a recommendation was
made that we should specifically ask Ashford Borough Council residents
which services they would like to see the Council prioritise to inform a
Member led debate about priorities and spending. The outcome of this would
form the basis of the business plan and budgeting for the next five years.

This paper provides Members with an update on that engagement process
and the results of the research analysed by Facts International, an Ashford
based Market Research Company.

Progress to Date

Extensive consultation has taken place with stakeholders, residents and
council staff to input into the development of the council’'s new 5 year
business plan. As the business plan development process is an iterative
process, consultation will be ongoing throughout the development of the plan.

Participation by residents in the ‘Have your Say it's Your Borough’ survey was
promoted through 9 supermarket and town centre road-shows and
presentations or promotion to the Parish Forum, Community Forums, housing
tenants, youth groups, businesses and the LSP as well as promotion in the
local newspaper, Ashford Voice and on the Ashford Borough Council website.

A Project Board comprising Management Team, the Head of Personnel and
Development, Head of Communications and Marketing and representatives
from Unison has been established to oversee the business plan development



process, supported by two operational steering groups, the Finance Group
and the Policy Group.

Staff have been fully involved in the process through participation in the road-
shows to promote completion of the questionnaire, and taking part in focus
groups and workshops.

Outputs from these groups have included the identification and
implementation of 37 staff ideas to deliver cost savings, and the development
of a costed out prioritisation matrix. This will form the basis of the Executive’s
decision making on where the Council’s priorities lie in the coming years.

Next Steps

6.

10.

The next step having gathered much of the background information to inform
the plan is to start working closely with members. Clearly the Executive will
play the key member role in developing the plan but is essential that all
members from across all political parties and independent groups have an
opportunity to influence the plan.

To that end, a Member Working Group is to be established with
representation from across the political groups to ensure Member oversight
and input as the business plan enters into an intensive phase of development.

Further resident and Member consultation at workshops to be held in the
Council Chamber on 20" July and on-line. The resident workshops will be to
an invited audience to ensure a cross section of the borough’s population is
represented. In addition, a further on-line consultation will take place,
mirroring the resident and Member workshops. The on-line consultation will
be supported by a high profile communications programme to promote and
encourage participation by residents.

In order to fund the next steps outlined above | would request that a sum of
fifteen thousand pounds be allocated from reserves.

A further report to the Executive on 2" September.

Consultation

11.

The Chief Executive consulted with the Leader of the Council.

Portfolio Holder’s Views

| am delighted with the encouraging response from local people to our request for
their views on how their money is best spent.

| am content that the Business Plan is developing according to the programme and
look forward to the next phase of its development.

Email: john.bunnett@ashford.gov.uk
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Research Objectives and Summary of Methodology

Objectives:

* Ashford Borough Council retained Facts International to co-ordinate a public consultation to inform the
Council on:

e Priorities in making Ashford a good place to live

* |dentify what residents would like the Council and its partners to prioritise in terms of support for
the local community

 |dentify on which service areas residents would like to see the Council spend more / less

* |dentify which service areas residents would like the Council to focus on over the next 5 years
Methodology:
» Residents had a choice of completing a survey either online or on paper.

* Paper questionnaires were distributed in Ashford Voice and local newspaper as well as being handed out
in various public locations in Ashford Town Centre; Online survey was hosted on Council’s website

* Fieldwork took place between 18t February and 315t March 2010

* 1,478 questionnaires were analysed, 1139 were postal and 339 were web based.
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Demographic profile of residents who took part in this survey

Age
Mo
Refused answer Under18 18-24 Gender
%, 5% 4% Y No

answer

Other_ 5% Ethnicity
0% -\

Aslan/ Black/

Solam  Black

British British

1% 1% _ pdlxead
1%

Other popusad
1% as

No
L answer
6%

Base: All respondents (1478)

FQCTI ©Facts International
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Q12: Which of the following age brackets apply to you? Q11: Gender; Q13: To which one of the following ethnic origins do you belong? @



Other residents’ details who took part in this survey

Work Status

Rural / Urban Postal / Web

Q15: What area of the Ashford borough do you live in? Base: All respondents excluding not stated & other (1342)

FQCTI ©Facts International
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Q14: Which of the following best describes your current status? Method of completing survey. Base: All respondents (1478). @



Public Services in Ashford
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In terms of overall public services provided in the Ashford borough, satisfied
residents outnumber dissatisfied residents by a factor of 3 to 1.

Overall Satisfaction

Not Very
Very answered Satisfied
Dissatisfied 5% 5%

4%

Fairly
Dissatisfied
15%

Fairly
Satisfied
48%
Neither
23%

Comment:

*Over half the residents who
participated in the survey are either
very or fairly satisfied with the
overall public services provided in
the borough

*There are no notable demographic
differences in public perceptions of
the overall public services provided
in the borough

*There are also no noticeable
differences between rural and urban
residents

Q1. How satisfied or dissatisfied are you with the overall public services provided in the Ashford borough? .
Base: All respondents (1,478)
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Over half the residents want services relating to ensuring safer
communities and health facilities prioritised.

Public Services to be Prioritised

Total

Ensuring Safer Communitics

Health Facilitios Provision 11%

Quality of Life

Protect the Natural Environment 13%

36

Transport Connections

33

Businoss Succoss 10%

Learning for Everyone

Provision of Quality Hlomes |52 5%

M 1stPriority W 2nd Priority 1 3rd Priority

Q2. If you could chose just two or three services for public service providers to prioritise in the future, what would they be?

Base: All respondents (1,478)

Comment:

*While ‘ensuring safer
communities’ received the
most mentions in terms of
"top 3’ priorities, it is the
provision of health facilities
that received the most ‘top
priority’ mentions (from
nearly 1 in 4 respondents)

Significantly, older residents
(65+) are more interested in
prioritising health facilities, as
are the ‘non-white’ ethnic
groups

'-0‘ If OFacts International
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On balance, residents are most satisfied with local health services and
street lighting, and least satisfied with the condition of road & pavements

Satisfaction with public services provided in the borough
Health Services :
Straet Lighting
Hay Areas, Parks and Open Spaces
Streats Baing Free of Dog RFess
Public Safety
Lelsure/Sports Facllites
Recyclng Facllides
Education Services and Opportimities
Coumtryside and the Hatural Envhronment
Publlc Transport
Streets Free from Litter
Cyeling proslslon
Well Daskmed New Houses? Bushess Developments
Resldents Public Car Parking
Controlling/ Dealing with Yandallam/Graffid
Traffic Flanagement
Avallabllity of Affordable Housing -26% 4%
Arts and Cultural Activities -28% 4 '
Efforts to Attract New Bushhess and Retallers 299 ' 204 M Yery Satisfled or Satisfled
Care for the Elderky ¥ M Dissatisfled and Yery Dissatisfled
Jobh Opportmitiesf Level of Employment
Roadsf Favemantzbeing n Good Condltion

Facliities for Teenagers N 10%

Base: All respondents (1,478)

FQCTI ©Facts International
o ASHFORD

inkternakional BOROUGH COUNCIL

Q3. Thinking about the current public services provided within the borough of Ashford, how satisfied or dissatisfied are you with ... @



Whereas to improve the standard of living in Ashford, most residents felt
improvements in roads and pavements are required

Services to be improved to enhance standard of
living

Roads and pavements being in good
condition

Public safoty / low crime levels

Jobopportunties / high lovels of
employment

Controlling and dealing with vandalism and
graffiti

Health services

T

Q4a. Tick which services you would like to see improved to enhance the standard of living in Ashford?

Base: All respondents (1,478)

Comment:

*A significant proportion of
the older residents aged 35+
would like to see roads and
pavements improved,
compared to those aged
under 35

*Also more residents aged
over 54 would like to see the
vandalism and graffiti
controlled and dealt with
compared to those aged
younger

FQCTI ©Facts International
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Services Delivered by Ashford Borough
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In terms of the range of services provided by Ashford Borough Council, satisfied
residents outnumber dissatisfied residents by a factor of 4 to 1.

Overall Satisfaction

Comment:
Not :
answ:red very *Over half the residents who
Very 8% Satisfied participated in the survey are either
Dissatisfied \ 4% . . o .
25 very or fairly satisfied with the range

of services provided by Ashford

¢ Borough Council
Fairly

Dissatisfied
.

*A significantly greater proportion of

senior citizens (aged 65+) are

Fairly
Satisfied
51%

satisfied when compared with

Neither younger residents aged under 35

23%

*There are no noticeable differences
between residents in rural areas and
those living in urban areas

Q7. Overall, how satisfied or dissatisfied are you with the range of services provided by Ashford Borough Council?

Base: All respondents (1,478)
\_\ ).'
&
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Residents are keen to see more resources directed at waste collection &
development of the town and less directed to Traveller sites.

Future resource allocation

Waste Collection

[Dewalopment of Ashford Toum & Population Growth

a2
39%'
shaltered Housing 31%'
Emergency Plamming 26%'
Coumell Housing 26%'
Provision of Car Parks = 23%'
Usted Bulldngs {mamtaining character of} 23%'
Envhronmental Health 22%'
Local Development{planning applications etc) 22%'
Benefits{advice sarvices & fraud}
e Pkivg chrgs __I
Travellersites
M Directmore resources
Coumell Tax Adminlstration M Directless resources
Housing Banefit Admnistration
[amocracy & Elections {reglstration et}
Q5a. For each service, please select whether you think Ashford Borough Council should direct more resources, less resources or about the same amount in the future?
Base: All respondents (1,478) @

FQCTI ©Facts International
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And it is the development of Ashford , closely followed by waste
collection, that residents feel the Council should prioritise for spending.

Services on which Council s
Waste Collection 12

Development of Ashford Town & Population Grnweth m 7

shtared House IERNSINN 8.

emergmcy Parine. [MERNLTLL B

22%

councilkousig | INECIINGIN 4.

20%

Provision of Car Parks m___

14%

Usted Bulldings {mahtaining character of) h__

14%

Environmental Health M

17%

Local Development {planning applications etc) M's_

21%

Bemefits {advice services & fraud) M

17%

Car Parking Charges 4

11%

Traveller Sites

(2.3

7%

Councll Tax Admnistration 4

10%

Housing Benefit Admistration El 2

4%

Demecracy & Elections {reglstration etc) M

4%

W% 1st Priority W% 2nd Priority =% 3rd Priority

Q5b. Please choose the top three services where you feel Ashford Borough Council should make their priority for spending in the next five years?

Base: All respondents (1,478)

Comment:

*A significant proportion of
older residents (55+) are
more interested in money
being spent on sheltered
housing than are younger
residents

Interest in prioritising spend
on the development of
Ashford town decreases with
age, but it remains the most
mentioned priority spend
area even among the over
65’s.

OFacts International
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There is widespread agreement for the Council to spend more on certain
services but views are more polarised about spending on other services.

Spend allocation for other service areas provided by Ashford Borough Council

Recycling

Youth Activitics

Streek Cleansing £ Littor

Parks & Gardens

Arts & Cultural Activitios

Sports & Recreation
CCTV
On-street Parking 4 Spendiore Money
M Spend Less Money
Tourism

Q6a. For each service, please tick whether you think Ashford Borough Council should spend more money, less money or about the same amount ?
Base: All respondents (1,478)

FQ CTI ©Facts International
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Recycling, street cleansing and youth activities are the most frequently
chosen other services on which the Council should focus.

Service arez

Total

Recycling

49%

Youth Activitios 12%

37%

Stroot Cleansing £ Littor 16% 15% 9%

40%

Parks & Gardens

28%

Arts & Cultural Activitios

26%

22%

CCTv

25%

On-street Parking

17%

Tourism

ta- 13%
ST
Sports & Recreation M
B
Ghenl =
Tl on

16%

M 1st Priority i 2nd Priority 14 3rd Priority

Q6b. Please choose the top three services that you feel Ashford Borough Council should focus upon over the next five years?

Base: All respondents (1,478)

Comment:

*Men and residents aged 35+
are more likely to prioritise
street cleansing and litter
than other demographic
groups

*Youth activities are more of
a priority for a greater
proportion of those aged
under 54

*Parks & Gardens are a
priority for more of the
under 35s and over 65s than
other age groups.

'-0‘ If OFacts International
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Most residents are broadly satisfied with the services received for the
amount they pay.

Willing to
receive lower
quality / fewer Comment:
servicesand
pay less, 10%

Cost-Service Preference

Significantly fewer senior citizens

t
an)j‘;;;d, 8% (aged 65+) are prepared to pay

more for additional or better
Broadly

satisfied with
current
amount paid
and services
received, 62%

services compared with younger
residents

Significantly more women are
satisfied with the status quo than

are men.

Prepared to
pay more to
receive better
[ additional
services, 20%

Q8. Ashford Borough Council currently receives £2.60 per household per week in council tax ... to deliver its range of services. Which of the following statements
comes closest to your own views in relation to the services provided by Ashford Borough Council ... ? Base: All respondents (1,478) w
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A range of services were mentioned by residents prepared to pay more
to receive them, the most popular of which are shown below.

Services for which prepared to pay more

Recyeling (poneral / plastics £ groen waste 7 Comment:

cardboard & paper}
eFemales are more likely to pay

more for youth facilities than
Youth Facilities
males

*Older residents are prepared to
Arts & Cultural [general # theatre /£ Lourism}

pay more for street cleaning

compared to younger residents
aged under 35

Crime {reduction # policing}

*Older residents are also more
Roads & Pavements (condition / repair) interested in paying more for

medical facilities, but this received
few mentions among those under

the age of 65

Street Cleaning (general £ dog moss)

||

Base: All respondents prepared to pay more for better / additional services (291)

FQCTI ©Facts International
b ASHFORD
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Q8a. If you said you would be prepared to pay more to receive better / additional services, which services would these be ? @



Similar proportions of residents disagree with the view that growth in
Ashford is making it a better place to live as those agreeing with it.

Growth makes Ashford a better place to live

No answer Sirongly Agree
7% 7%

Strongly
Disagree
14%

ormewhal

Agree
31%

Somewhal
Disagree
22%
Neilher
19%
Q9a. To what extent do you agree or disagree that the growth in Ashford is making it a better place to live? All respondents (1478) @
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Development and growth is the most commonly mentioned theme to
improvement Ashford as a place to live.

Improvements to make Ashford a better place to
live

hile it seems to be growing in terms of
housing development, there really are not any
additional services in terms of cultural /
amenities / shopping areas that reflect the size
in the population...”

ring new business and retail to the town. This
is a must in your efforts to strive forward.
Housing would automatically follow on from
js.”

Ashford needs a large university/European Business
School near the station to attract people and create
jobs. It needs a theatre and Art's Complex like Milton
Keynes perhaps, and public meeting places where
dialogue and cultural events can take place - in the
wn centre ...”

“Prevention of environmental crime (littering,
ruining of paths by trail bikes and 4 x 4s, raves,
fly-tipping) in the countryside.”

Q9b. Is there one thing in particular that you feel could improve Ashford as a place to live? Base: All respondents (1478) w
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Cevelopment / Growth Agenda (nogative
loss & positive more £ infrastructure
amenitios & roads # less & more rural
dovelopment { affordable housing / market}

Business [encourage more / more jobs / pay
less business rates)

Arts & Culture [general £ theatre £ tourism}

Public Transport [general / buses £ trains)

Crime [reducation # policing / instances of}

Ill[l
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Key findings

Urban & Rural Split / Satisfaction with the Area

* Residents in rural areas provided virtually identical responses to urban residents across the entire
consultation survey

* There are considerably more satisfied than dissatisfied residents when it comes to talking about the
overall public services provided in the Ashford borough and the range of services provided by Ashford
Borough Council.

Local Strategic Partnership / Place. Key Findings

* Priorities in making Ashford a good place to live centre around development & growth (i.e.
infrastructure), business (i.e. encourage more) and art and culture.

» Safer communities and the provision of health service facilities are the services residents would like the
Council and its partners to prioritise in terms of support for the local community ... but the highest level
of dissatisfaction relates to the condition of roads and pavements

‘-0‘ lf OFacts International
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Key findings

Ashford Borough Council. Key Findings

* Waste collection, development of Ashford town / population growth are areas most mentioned by
residents for the council to allocate more resources to, whereas the least resource is required for
Travellers sites.

* Recycling, youth activities and street cleansing are the service areas most mentioned by residents for
the Council to spend more on.

* Recycling, youth activities and street cleansing are also the service areas residents would like the
Council to focus on over the next 5 years. However, certain segments of the population have differing
views on the subject.

A
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