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1 Executive summary 

1.1 Introduction 

BMG Research undertook the 2008 Borough Wide Survey on behalf of Tunbridge 

Wells Borough Council.  In order to ensure all residents were given the opportunity to 

express their views, further boosts surveys were conducted with óhard to reachô 

groups : 

 199 with 65+ year olds; 

 198 with residents from Black & Minority Ethnic Groups (BMEs); 

 196 with migrant workers from recent EU accession countries. 

Fieldwork for the boosts took place in June and July 2008.  This report presents the 

65+ year oldsô data. 

1.2 The local area 

Overall, more than nine in ten 65+ year olds (94%) are satisfied with their local area 

as a place to live, with 2% dissatisfied. 

When asked what respondents like most about living in the Borough (unprompted) 

more than a third mention the people (38%) and good quality of life (36%).  Other 

ólikesô mentioned by sizeable proportions include attractive countryside (31%), parks 

& open spaces (27%) and a healthy place to live (23%).  Only 7% could think of 

nothing they liked. 

When asked about aspects respondents least like about the area on a spontaneous 

basis, a half gave no response; 48% said nothing and 2% did not know.  The main 

ódislikeô is traffic congestion (11%).  Other sizeable ódislikesô include anti-social 

behaviour in the street (9%), litter (9%), noisy neighbours (7%) and vandalism (7%). 

Reflecting the above comments, traffic congestion (9%) is the most popular single 

thing that respondents want improved in the next year. 

The vast majority of 65+ year olds (96%) feel they strongly belong to their immediate 

neighbourhood, whilst very few do not (5%).  Similarly, the vast majority (97%) agree 

the area is where different people get on well together, whilst a very few disagree 

(4%). 

1.3 Access to services 

Usage of services range from more than a half of 65+ year olds using the rubbish 

collection (56%) to one or two using electoral register services (1%), Environmental 

Health/pub licensing (1%) and Environmental Health/food hygiene (1%). 
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Whilst the bases are very small, satisfaction with most council services is very high 

among those who are have used or benefited from the service.  This is particularly 

the case for Environmental Health/pub licensing (100% rating very/fairly satisfied : 

base 1), electoral register services (100% : base 1), Housing Benefits services (97% 

: base 31) and the Assembly Hall Theatre (94% : base 17).  However, some services 

attracted sizeable proportions of dissatisfaction, including parking information to 

appeal against a penalty charge notice (20% rating very/fairly dissatisfied : base 5), 

Planning services (20% : base 5) and Environmental Health/noise complaint (20% : 

base 5). 

In terms of finding out what is happening in the Borough, respondents prefer to do so 

through the local newspaper, with about eight in ten (79%) saying this.  One in five 

mention iLocal (20%), with smaller proportions mentioning parish newsletters (12%), 

friends & relations (12%), leaflets in libraries (11%) and local radio/TV (10%). 

About one in five (21%) 65+ year olds are connected to the internet at home.  

However, very few have visited the councilôs main website (6%), the councilôs tourism 

website (1%) or the community safety website (0%). 

Access to local services is generally very good among 65+ year olds, with at least 

seven in ten respondents having no difficulty getting to any of them using their usual 

form of transport.  In particular, the local supermarket (93% rating easy) and bus stop 

(91%) are easily accessible by the vast majority of respondents.  Indeed, only the 

local post office is rated as difficult by more than one in five respondents (24%). 

1.4 Health and well-being 

Almost four in ten 65+ year olds (38%) have a long-standing illness, disability or 

infirmity.  Furthermore, about one in seven (15%) say their health has not been good 

over the last 12 months. 

About three quarters of respondents (76%) have undertaken some physical activity in 

the past four weeks, with varying levels of frequency.  However, a quarter (24%) 

have undertaken no such activity. 

Spontaneous suggestions of new leisure and cultural facilities are fairly piecemeal, 

with a cinema (2%), swimming (2%) and a gym/fitness centre (2%) being the main 

ones. 

1.5 Respondentsô homes 

More than eight in ten 65+ year olds (86%) say the state of repair of their home is 

satisfactory, with 13% saying it is not satisfactory. 

Among 65+ year olds who own their own home, one in five (20%) claim council tax 

benefit.  Reasons for not claiming it centre on a belief that respondents would not 

qualify since they owned their own home (64%).  Smaller proportions do not want to 

provide their personal details (17%) or believe they would not qualify because of their 

savings (10%) 

A small proportion of 65+ year olds would consider paying for help or support to 

maintain either their garden (7%) or home (5%).  Less than one in ten (7%) would 

consider moving to more suitable accommodation. 
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More than six in ten respondents (62%) feel they can afford to heat their home 

adequately, although a quarter (25%) say this was not the case.  One in ten (10%) 

would be interested in having energy saving sources installed in their home. 

1.6 Community safety 

When presented with a list of anti-social behaviour issues and asked to what extent 

each is a problem, none of the issues are considered a very big problem by more 

than one in twenty 65+ year olds.  The biggest problem is rubbish (21% rating a very 

big/fairly big problem).  Other sizeable problems are teenagers hanging around 

(19%), people being rowdy in public places (13%) and nosy neighbours (10%). 

The vast majority of respondents feel safe in their neighbourhood (90%), although 

this figure falls to 75% when outside in Royal Tunbridge Wells town centre. 

The majority of 65+ year olds (79%) feel well informed about how the council is 

tackling anti-social behaviour in the local area.  Furthermore, almost eight in ten 

(78%) agree that the police and local council are dealing with anti-social behaviour in 

their local area. 

1.7 Community involvement 

Just under one in five 65+ year olds (17%) have undertaken some formal 

volunteering activity in the last 12 months, although the frequency varies from 67% 

(of those undertaking such activity) doing so at least once a week to 12% less often 

than once a month.  Among those who have not undertaken any formal volunteering, 

5% would like to help in some way. 

Views are divided fairly equally as to whether respondents agree they can influence 

decisions affecting their local area; 44% agree and 56% disagree.  Furthermore, 10% 

would like to be more involved in local decision making and 9% more involved 

depending on the issue. 

1.8 Image of Tunbridge Wells Borough Council 

In terms of perceptions of TWBC, on the positive side 65+ year olds tend to agree 

that the council is working to make the area better (81% agreeing), that it treats all 

types of people fairly (81%) and acts on the concerns of local respondents (74%).  

On the negative side, 79% agree that it needs to make more effort to find out what 

people want, and 48% agree that the council is too remote & impersonal.  

Furthermore, 18% disagree that it offers good value for money. 

More than three quarters of respondents (77%) express satisfaction overall with the 

way the council runs things, with 7% expressing dissatisfaction.  Furthermore, three 

quarters (75%) feel the council keeps them well informed, with a quarter (25%) 

feeling it does not. 

1.9 Customer service 

More than nine in ten 65+ year olds feel that the council treats all specific groups of 

people fairly or equally; 96% those with different sexual orientations, 96% people of 

different races, 95% those with disabilities, 95% people of different faiths, 94% males 

& females and 92% different age groups. 



Executive summary 

 
7 

1.10 Key findings 

A comparison between the main sample and the 65+ year old sample, highlights 

some interesting differences between the two groups.  However, it must be 

remembered that the different profile, in terms of 65+ year olds being much less likely 

to work, having fewer qualifications, having lived in the area longer and being more 

likely to have disabilities may influence peopleôs views as much as their age. 

Whist 65+ year olds are slightly more likely to be satisfied with most aspects of both 

the area and council services than the main sample, their views are not greatly 

dissimilar overall.    The most interesting differences or similarities are : 

 65+ year olds are equally likely to take part in physical activity; 

 They are also equally likely to feel safe both in the area and town centre; 

 They are less likely to take part in volunteering; 

 They are also less likely to want to be involved in local decisions; 

 They are much more likely to feel the council offers good value for money 

 However, they are also more likely to feel the council needs to make more effort 

of find out what people want. 
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2 Introduction 

2.1 Background 

BMG Research was commissioned by Tunbridge Wells Borough Council in January 

2008 to undertake a Borough wide survey amongst residents on a range of local 

issues including access to council services and levels of satisfaction with the council. 

In order to ensure all residents were given the opportunity to express their views, 

further boost surveys were required to ensure óhard to reachô groups were included in 

the survey.  These groups included 65+ year olds, residents from Black & Minority 

Ethnic groups and migrant workers from recent EU Accession countries. 

2.2 Method 

593 interviews were completed using a face to face methodology, including : 

 199 65+ year olds; 

 198 residents from Black & Minority Ethic groups (BMEs); 

 196 migrant workers arriving in the UK in the last five years to find work from 

Bulgaria, Czech Republic, Estonia, Hungary, Latvia, Lithuania, Poland, Romania, 

Slovakia or Slovenia.  

Interviews took place door to door, in street and in specific locations such as places 

of employment, shops, restaurants etc.  All interviews were conducted in June and 

July 2008. 

2.3 Reporting of data 

This report contains a written summary of the findings for the 65+ year olds.  The 

data is based upon 199 interviews.  A sample size of 199 is subject to a maximum 

standard error of ± 6.9% at the 95% level of confidence on an observed statistic of 

50%. 

Where a rating scale has been used, data is calculated ówhere provided a responseô, 

thus excluding respondents who ódonôt knowô or simply do not answer the relevant 

question.  Graphs and tables are used throughout the report to assist explanation 

and analysis.  Although occasional anomalies appear due to óroundingô differences, 

these are never more than +/-1%.  These occur where rating scales have been 

added to calculate proportions of respondents who are satisfied at all (i.e. either very 

or fairly satisfied).    
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In addition to this written report, a separate data report has been produced, which 

shows both the total results obtained for each question, and also the results cross-

tabulated by the following respondent sub groups : 

 Disability; 

 Housing tenure; 

 Whether given unpaid help to organisations (formal volunteering); 

 Overall satisfaction with the council; 

 Gender; 

 Age; 

 Highest qualification held. 

Data has been analysed by the above sub groups where appropriate to the question 

and also where sub groups show a statistically significant difference in response.   
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3 Profile of respondent 

3.1 Age and gender 

The ratio of females to males among the 65+ age group was about 6:4. 

Figure 1 : Q48 Gender (all respondents) 

 

Base = 199 

 

Among these respondents , 54% were aged 65-74 and 46% were aged 75+. 

  

Male
41%

Female
59%



Profile of respondent 

 
11 

3.2 Employment status and qualifications held 

The vast majority of the 65+ age group were retired (93%).  A small proportion were 

full time employed (4%), part time employed (2%) or self employed (1%).  A further 

1% were permanently sick or disabled. 

About seven in ten respondents had no qualifications.  Among those who had, a wide 

range of qualifications were held, including more than one in ten having GCSE or 

equivalent qualifications. 

Figure 2 : Q50 Highest qualification held (all respondents) 

 

 

Base = 199 
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3.3 Ethnicity 

Apart from one respondent of Chinese origin, all 65+ year olds were of white 

ethnicity; 98% white British, 1% white Irish (1 respondent) and 1% white other group 

(1). 

All these respondents spoke English at home. 

3.4 Other demographic information 

A small proportion of 65+ year olds had caring responsibilities; 3% childcare 

responsibilities (5 respondents) and 1% looking after an elderly relative (1). 

The vast majority (96%) had not arrived in the UK from any of the specified EU 

countries, however, 7 respondents (4%) refused to comment. 
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4 The local area 

4.1 Length in the area 

Whilst about two thirds of 65+ year olds had lived in the area for more than 20 years, 

sizeable proportions had arrived more recently, with about one in ten arriving in the 

last 5 years. 

Figure 3 : Q1 Length of time in the area (all respondents) 

 Base = 199 

Those more likely to have lived in the area for 20+ years were : 

 Males (74%); 

 Home owners (72%).  
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4.2 Likes and dislikes of the Borough 

The 65+ age group were asked what they most liked about living in the Borough of 

Tunbridge Wells, on an unprompted basis.  The graph below shows their responses 

in rank order. 

More than a third of respondents most liked the people in the Borough and the good 

quality of life.  Other sizeable proportions mentioned the attractive countryside, parks 

& open spaces and healthy place to live. 
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Figure 4 : Q2 What is most liked about living in the Borough - unprompted (all 
respondents) 

 

Base = 199 

 

There were few significant differences by subgroup, with the exception of : 

 Home owners were more likely to mention shopping facilities (14%) than those 

renting from a Housing Association (4%); 

 Those renting from a Housing Association (19%) were more likely to mention 

community spirit than home owners (8%). 
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