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Background & objectives 
The Government has specified that local authorities (and other best value authorities) collect and 
report on a number of Best Value Performance Indicators (BVPI) that explicitly reflect local 
residents’ perceptions of a range of services provided. 

This document contains the key findings from the 2006-07 BVPI General survey conducted by 
CWA on behalf of Tunbridge Wells Borough Council (TWBC). The Government has prescribed in 
detail what it believes to be the minimum requirements for conduct of this survey. This is to ensure 
comparability of data across authorities. 

The research explored the attitudes and experiences of local residents. 

The survey findings will be used by the council as the basis for making its submission to the 
Department of Communities and Local Government (DCLG) in respect of BVPI 3, 4, 89, 90, 103, 
104 and 119. 

The survey findings will also be used by the council to help establish its priorities for the future and 
in improving its services. 

Publication of Data 
As with all our studies, findings from this survey are subject to our Standard Terms of Business. Any 
press release or publication of the findings of this survey requires the advance approval of CWA. 
  
Such approval will only be refused on the grounds of inaccuracy or misrepresentation 

Introduction
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BVPI scores 
There are 2 BVPI scores where comparison with the 2 003-04 survey produces a difference that 
can be regarded as ‘statistically significant’ 

¨  BV90A    Satisfaction with Household waste collection  - 12% down from 2003-04
¨  BV119C  Satisfaction with Museums and Galleries        - 7% up from 2003-04

All other BVPI scores can be regarded as unchanged from the results of the 2003-04 survey 

About your local area 
Of the 20 aspects of quality of life tested in the survey those that are seen as both ‘most 
important in making somewhere a place to live’ and ‘most need improving’ are: 

¨  The level of traffic congestion 
¨  The level of crime 
¨  Health Services 
¨  Affordable decent housing 
¨  Clean streets 
¨  Public transport 

The greatest concerns in the local community in res pect of the 9 aspects of anti-social 
behaviour tested in this survey are: 

¨  Parents not taking responsibility for the behaviour of their children 
¨  Teenagers hanging around on the streets 

84% of respondents are ‘satisfied’ with their local  area as a place to live 

Your local authority 
62% are ‘very’ or ‘fairly’ satisfied with ‘the way the authority runs things’ – 17% are ‘very’ or 
‘fairly’ dissatisfied

Information about your Council and its services 
5.5% feel that, overall, they are ‘very well’ infor med about the services it provides – 16% feel 
they are not well informed at all 

40% of people say they find out about the council t hrough information in ‘local media’ and 
‘information provided by the council’ 

Contacting the council 
21% of respondents say they contacted the council t o make a complaint in the last 12 months 
(It should be remembered that there is no consistent definition as to what a complaint is)

¨  33% are ‘very’ or ‘fairly’ satisfied with how their complaint was handled – 58% are ‘very’ or 
‘fairly’ dissatisfied 

34% of respondents contacted the council in order t o ask for advice or information 
¨  54% used the telephone to contact the council 
¨  65% are ‘very’ or ‘fairly’ satisfied with ‘The final outcome’ – 26% are ‘very’ or ‘fairly’ dissatisfied 
¨  More people were satisfied with various aspects of the council staff who deal with them than 

were satisfied with the outcome of their contact 

Summary of Findings
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Local decision making 
¨ 34% are ‘very’ or ‘fairly’ satisfied with the oppor tunities for participation in local 

decision making – 28% are ‘very’ or ‘fairly’ dissat isfied
¨ 35% ‘definitely’ or ‘tend to’ agree that they can i nfluence decisions affecting their local 

area – 65% ‘definitely’ or ‘tend to’ disagree 
¨ 24% would like to be more involved in the decisions  that the council makes – 14% 

would not – 62% say it would depend on the issue 

How your council performs overall 
When asked to what extent 10 statements apply to th eir council, respondents answered ‘a 
great deal’ or ‘to some extent’’ as follows:

¨ 78% -  ‘treats all types of people fairly’ 
¨ 77% - ‘is working to make the area cleaner and greener’  
¨ 73% - ‘is making the local area a better place to live’  
¨ 66% - ‘is trustworthy’  
¨ 60% - ‘is working to make the area safer’  
¨ 60% - ‘is efficient and well run’  
¨ 55% - ‘is remote and impersonal’  
¨ 57% - ‘promotes the interests of local residents’  
¨ 54% - ‘acts on the concerns of local residents’  
¨ 45% - ‘provides good value for money’  

16% say the way the authority runs things has got ‘ better’ over the last 3 years – 16% say it has 
got ‘worse’ 

Summary of Findings
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A general observation about the 2006-07 survey 
It’s probable that many people found the survey questionnaire too long. Many respondents have 
chosen to tick ‘neutral’ answers e.g. neither satisfied nor dissatisfied. This does adversely affect the 
analysis of the overall results by key subgroups. 

Main conclusions 
The adverse change (minus 12%) in the BVPI score fo r BV90A - Satisfaction with Household 
waste collection, almost certainly results from the  recent change to a fortnightly collection (see 
verbatim responses to ‘Is there anything else you w ould like to add? Elsewhere in this 
document). 

The fact that more people were satisfied with vario us aspects of the council staff that dealt with 
them than were satisfied with the outcome of their contact provide one  positive measure of the 
quality of customer service provided by staff at th e ‘point of contact’.  

Another positive measure of customer service is sho wn by the fact that users of Planning 
Services, Housing Services, Sports and Leisure faci lities, Museums & Galleries, Theatres and 
Parks & Open spaces all record higher levels of sat isfaction than ‘all respondents’. 

However, the fact that the BVPI scores are otherwis e largely unchanged across the 3 surveys 
conducted (2000-01, 2003-04 and 2006-07) does imply  that it will take a different approach in 
the future from any adopted in the past  before any  significant change can be expected. 

Key areas for focus in strategy and policy developm ent are: 
¨  The level of traffic congestion 
¨  The level of crime 
¨  Health Services 
¨  Affordable decent housing 
¨  Clean streets 
¨  Public transport 

Aspects of service where an improvement might reaso nably be expected to result in some an 
increase in overall satisfaction are 

¨  Opportunities for participation in local decision making
¨  Planning services  
¨  Housing services  
¨  The collection of bulky household waste  
¨  How "clean and tidy" the site is (i.e. Recycling facilities)

Aspects of service where there seems to be a ‘drive r’ of ‘dissatisfaction’ with the council 
overall are: 

¨  Dissatisfaction with Planning services 
¨  A lack of  ‘informnedness’ in respect of 

o ‘what your council is doing to tackle anti-social behaviour in your local area’  
o ‘how well your council is performing’  
o ‘whether your council is delivering on its promises’  

Currently, the local media and information provided  by the council are the most effective media 
– for those who already feel well informed. Possibly the greatest potential for improving the BVPI 
scores lies in raising the level of ‘informedness’ of residents in respect of key aspects of the Councils 
performance.

There is scope to involve more residents in local d ecision making but the biggest factor in 
achieving this will be the issues that are involved .  

Main conclusions
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The BVPI ‘score’ is calculated by adding together the %s of respondents answering very satisfied and 
fairly satisfied to the question: 

2006-07 2003-04 2000-01

No. of  
Respondents 

Confidence 
Interval 

+ / - 

Total % 
‘Fairly’ or 

‘Very’ 
satisfied 

Total % 
‘Fairly’ or 

‘Very’ 
satisfied 

Total % 
‘Fairly’ or 

‘Very’ 
satisfied 

3 Overall satisfaction  1059 2.86 62 65 67 

4
Satisfaction with Complaint 
handling 202 6.58 33 41 43 

89
Satisfaction with 
Cleanliness of Public land 1114 2.41 77 72 72 

90A
Satisfaction with 
Household Waste 
collection 

1098 2.67 68 80 89 

90B
Satisfaction with Waste 
recycling (local facilities) 1008 2.79 68 70 66 

119A
Satisfaction with Sports & 
Leisure facilities 1074 2.79 68 62 53 

119C Museums & Galleries 1071 2.95 54 47 45 

119D Theatres / Concert Halls 1064 2.87 62 58 57 

119E Parks & Open spaces 1083 2.15 85 83 64 

When comparing the results of the 2003-04 and the 2006-07 surveys we need to allow that each survey 
has an overall confidence interval of + / - of 3% (rounded up).  (The confidence interval for individual 
questions will increase if the question does not apply to all respondents e.g. BV4.)

When comparing the results of the 2 surveys, as a general rule, we need to see a difference of 6% or 
greater before the difference can be regarded as ‘s tatistically significant’. 

Comparison of the results for the 2003-04 and the 2 006-07 surveys shows that the following BVPI 
have a difference that can be regarded as ‘statisti cally significant’: 

¨  BV90A    Satisfaction with Household waste collection     - 12%
¨  BV119C  Satisfaction with Museums and Galleries           + 7%

BVPI Scores
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Council Services – Overall table of ‘net satisfacti on’ 

In the following table the ‘net satisfaction’ score is calculated by  
¨  giving a value from +2 to -2 to each of the ratings  
¨  multiplying the % for each rating by its respective value 
¨  summing all the individual scores for each topic to arrive at a ‘net  satisfaction’ score 

The table has been ranked in order of ‘net satisfaction’ score. 

Those aspects of service with a higher ‘net satisfaction’ than that for the BV3 question (Overall satisfaction 
with the way Authority runs things) can be said to have an overall positive impact on residents’ overall 
satisfaction with the council. Conversely, aspects of service with a lower ‘net satisfaction’ should be seen 
as having an overall negative impact on residents’ overall satisfaction with the council. 

Very 
satisfied 

Fairly 
satisfied Neither 

Fairly 
dissatisfied 

Very 
dissatisfied 

% % % % % 

+2 +1  0 -1 -2 

Net 
Satisfaction 

Parks and open spaces (BV119E) 32.9 51.9 11.0 3.1 1.2 + 112.3 

The service for the collection of paper 
and cardboard for recycling overall 

30.7 50.8 5.9 7.3 5.2 + 94.5 

How helpful the staff were   *** 35.9 40.3 11.1 5.0 7.7 +91.7 

How "clean and tidy" the street is 
following the waste collection 

27.7 51.2 7.5 10.3 3.4 + 89.5 

Overall, how satisfied or dissatisfied are 
you with your local area as a place to 
live? 

16.2 68.0 5.5 7.8 2.5 + 87.6 

The bin provided for your general 
household waste 

35.4 41.1 6.0 9.3 8.2 + 86.3 

How competent the staff were    *** 33.0 40.5 11.2 8.2 7.1 + 84.1 

How "clean and tidy" the street is 
following the collection of items for 
recycling 

25.6 50.1 10.3 10.6 3.5 + 83.8 

The length of time it took to deal with the 
person you contacted    *** 

29.0 47.5 8.3 9.0 6.3 + 83.8 

The location of the recycling facilities 27.4 48.7 8.3 10.1 5.4 + 82.6 

Net satisfaction
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Very 
satisfied 

Fairly 
satisfied Neither 

Fairly 
dissatisfied 

Very 
dissatisfied 

% % % % % 

+2 +1  0 -1 -2 

Net 
Satisfaction 

How easy it was to find the right person 
to deal with...       *** 

27.8 48.0 8.0 11.3 5.0 + 82.1 

The container provided for items of 
recycling 

27.7 46.8 4.9 13.4 7.2 + 74.5 

Any information you were given    *** 28.5 43.6 9.3 10.9 7.8 + 74.2 

How satisfied or dissatisfied are you that 
Tunbridge Wells Borough Council has 
kept this land clear of litter and refuse? 
(BV89) 

12.6 64.2 10.0 10.4 2.9 + 73.3 

The items you can deposit for recycling 22.7 51.7 7.6 12.1 5.8 + 73.2 

Sports and leisure facilities and events 
(BV119A) 

11.6 55.9 23.6 7.9 1.0 + 69.3 

Theatres (BV119D) 16.6 45.9 26.1 9.9 1.5 + 66.1 

The provision of local recycling facilities 
overall (BV90B) 

16.6 51.7 10.0 13.6 8.0 + 55.3 

The final outcome  *** 29.7 35.1 9.6 9.3 16.4 + 52.4 

The waste collection service overall 
(BV90A) 

20.3 47.4 7.0 12.8 12.5 + 50.2 

Museums and galleries (BV119C) 9.7 44.5 31.3 13.1 1.4 + 48.0 

Taking everything into account, how 
satisfied or dissatisfied are you with 
the way the authority runs things?

(BV3)

4.3 57.2 21.3 12.7 4.5 + 44.3

How "clean and tidy" the site is 13.9 46.2 16.7 16.0 7.2 + 43.4 

The collection of bulky household waste 17.6 33.0 23.1 14.2 12.1 + 29.8 

Housing services 5.3 18.3 65.9 4.6 5.8 + 12.8 

Planning services 3.8 23.9 51.7 13.4 7.2 + 3.8 

Net satisfaction
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Very 
satisfied 

Fairly 
satisfied Neither 

Fairly 
dissatisfied 

Very 
dissatisfied 

% % % % % 

+2 +1  0 -1 -2 

Net 
Satisfaction 

Overall, how satisfied or dissatisfied are 
you with the opportunities for participation 
in local decision making provided by your 
Council? 

3.8 30.0 38.4 17.0 10.7 -0.7 

How satisfied or dissatisfied are you with 
the way in which your complaint(s) was 
(were) handled? (BV4)   *** 

12.6 20.3 9.1 16.7 41.3 -53.8 

***   Denotes that the question did not apply to all respondents 

The above table shows that the following aspects of  service are likely to be having an overall 
‘negative’ impact on residents’ overall satisfactio n with the council 

¨  How satisfied or dissatisfied are you with the way in which your complaint(s) was (were) 
handled?

¨  Overall, how satisfied or dissatisfied are you with the opportunities for participation in local 
decision making provided by your Council

¨  Planning services  
¨  Housing services  
¨  The collection of bulky household waste  
¨  How "clean and tidy" the site is (i.e. Recycling facilities)

It is also possible to further refine this analysis  by summarising resident’s responses when 
asked whether aspects of council services have got better or worse over the last 3 years. 

Net satisfaction
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Do you think the service has got better or worse ov er the last 3 years, 
or has it stayed the same? 

Table of ‘net difference’

In the following table the ‘net difference’ score is calculated by subtracting the % of those saying ‘worse’ 
from the % saying ‘better’. The table has then been ranked in descending order of ’net difference’ 
values.

Those aspects of service with a higher ‘net difference’ than that for the overall question (Thinking about 
the way the authority runs things, do you think this has got better or worse over the last three years, or has 
it stayed the same?) can be said to be having an overall positive impact  on residents’ overall satisfaction 
with the council. Conversely, aspects of service with a lower ‘net difference’ can be said to be having an 
overall negative impact  on residents’ overall satisfaction with the council. 

Better 
Stayed the 

same Worse 

% % % 

Net 
Difference

Local recycling facilities 42.6 51.9 5.6 + 37.0 

Parks and open spaces 37.5 58.7 3.8 + 33.8   

Doorstep collection of items for recycling 32.6 58.1 9.3 + 23.3 

Theatres 12.0 84.0 3.9 + 8.1 

Keeping public land clear of litter and refuse 19.9 66.6 13.4 + 6.5 

Museums and galleries 9.5 87.5 3.1 + 6.4   

Sport and leisure facilities 12.3 81.5 6.3 + 6.0 

Thinking about the way the authority runs 
things, do you think this has got better or 
worse over the last three years, or has it 
stayed the same?

16.1 67.4 16.4 -0.3

Collection of household waste 19.7 42.2 38.1 -18.4

NB 
The net difference score for ‘Museums and Galleries ’ differs slightly from the actual change in 
the BVPI score for the same topic – which shows an apparent decrease  from 69% in 2003-04 to 
59% in 2006-07.  

Net difference



10

The above table shows that 
¨  Whilst the overall perception across all residents seems to be that the way TWBC runs things 

has not got better or worse in the last 3 years, it’s significant that there are several aspects of 
service where the overall perception is that there has been an improvement. 

¨  the following aspect(s) of Council services is likely to be having an overall ‘negative’ impact on 
the local resident’s perceptions of how well  the council runs things: 

o Collection of household waste

Net difference
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Overall methodology 
The survey was conducted using the guidance detailed in the DCLG publication 

‘Best Value Performance Indicators for 2006 / 2007 - Guidance for undertaking the Best Value 
Surveys’ 

Postal Methodology 
A postal methodology was used as this was judged to be the most appropriate for the needs of the 
authority in terms of its cost-effectiveness and ease of administration. 

Sampling 
The survey sample (2,400) was selected by CWA on a ‘1 in n’ basis using a computer algorithm from 
a PAF file downloaded from the DCLG website. 

The Questionnaire & other materials 
A survey questionnaire booklet was designed and produced incorporating 

¨  A covering letter 
¨  A customised version of the DCLG  template questionnaire downloaded from the BVPI  

website  

The front page of the questionnaire booklet was branded with the council’s logo. 

Maximising the response rate 
CWA provided council officers with guidance on maximising the response to this survey in the form of 
a ‘help note’. 

Fieldwork 
The fieldwork for the survey started in September 2006 and was completed in December 2006. 

Each person in the selected sample was sent by CWA a personally addressed postal envelope 
containing a copy of the agreed questionnaire booklet together with a FREEPOST envelope to 
use when returning the completed questionnaire direct to CWA. 

Non respondents were sent upto 2 further full sets of survey materials and an appropriately re-worded 
version of the agreed covering letter. 

Presentation of the Data 
In accordance with DCLG guidance, the base for analysis for each question is ‘valid responses’ 
only i.e. all those providing an answer.  

Where percentages do not sum to 100, this may be due to computer rounding or multiple 
answers.   

Reliability of the data 
It should be remembered at all times that a sample and not all residents took part in this survey. 
In consequence, all results are subject to sampling tolerances. Not all differences are therefore 
statistically significant.  
(It should also be borne in mind that the survey deals with peoples’ perceptions at the time of 
the survey rather than facts. In particular these perceptions may not always accurately reflect 
the level or quality of services being delivered.) 

Overall, 1,174 people returned a completed questionnaire. A further 34 questionnaires were 
returned as ‘deadwood’. Therefore the overall response rate was 50%. We can be 95% confident 
that the overall survey findings have a maximum potential for statistical error  of less than 
3.0%. 

Methodology
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Great care should be taken when interpreting the responses of subgroups as the numbers of 
respondents in any subgroup can be very small. It should be noted that, when analysing sub-groups 
of the total respondents, the potential for statistical error grows as the sample size reduces.  

The number of respondents in each of the key subgroups reported on in this document is shown 
in the following tables. 

When comparing the results between different subgro ups please cross-reference between 
these figures and the table shown in the STATISTICA L RELIABILITY  section of this 
document to calculate the % that must be allowed be fore any difference can be said to be 
‘statistically significant’.

Details of the Subgroups reported on 
in this document

Number of 
respondents 

% of all 
respondents 

All respondents All 1,172 100.0% 

Dissatisfied with 
service overall 

Those people dissatisfied with the overall 
service 

161 13.7% 

Male 455 41.5% 
Are you male or 
female? 

Female 642 58.5% 

16-24 year olds 14 1.3% 

25-44 year olds 315 28.4% 

45-60 year olds 325 29.3% 
Agebands 

60 years or over 454 41.0% 

Home owner 842 77.2% 

Rented from council OR HA 161 14.8% Tenure type 

Rented private 88 8.1% 

Active 587 52.6% 

Inactive 196 17.6% 
Economic 
activity 

Retired 332 29.8% 

Disability With a disability that limits activities 177 15.1% 

White 1,080 98.8% 
Ethnicity 

BME 13 1.2% 

Methodology
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About your local area 

Results of opinion 
questions
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Quality of Life 

¨ 84% are ‘fairly’ or ‘very’ satisfied with their loc al area as a place to live – 10 % are ‘fairly’ 
or ‘very’ dissatisfied. 

o Those who are ‘retired’ (23%), people ‘aged 60 years or over’ (23%), those living in 
the ‘East’ (22%), record a high level of ‘very satisfied’ (cf 16% for all respondents)

Results of opinion 
questions
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Quality of Life

Which things are most important  in making somewhere a 
good place to live? 

  % 

Access to nature 22.2 

Activities for teenagers 14.2 

Affordable decent housing 38.7 

Clean streets 30.3 

Community activities 10.1 

Cultural facilities (e.g. cinemas, museums) 12.4 

Education provision 42.2 

Facilities for young children 6.3 

Health services 59.8 

Job prospects 15.2 

The level of crime 61.1 

The level of pollution 14.2 

The level of traffic congestion 26.3 

Parks and open spaces 28.9 

Public transport 25.4 

Race relations 2.1 

Road and pavement repairs 14.6 

Shopping facilities 26.9 

Sports & leisure facilities 11.8 

Wage levels & local cost of living 8.9 

Other 3.1 

Results of opinion 
questions
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Thinking about this local area, which things most n eed improving?   

  % 

Access to nature 3.7 

Activities for teenagers 38.6 

Affordable decent housing 36.1 

Clean streets 19.8 

Community activities 8.9 

Cultural facilities (e.g. cinemas, museums) 12.8 

Education provision 6.0 

Facilities for young children 8.8 

Health services 37.1 

Job prospects 6.9 

The level of crime 32.5 

The level of pollution 11.8 

The level of traffic congestion 57.4 

Parks and open spaces 4.9 

Public transport 26.4 

Race relations 1.6 

Road and pavement repairs 43.9 

Shopping facilities 10.5 

Sports & leisure facilities 6.8 

Wage levels & local cost of living 13.2 

Other 7.3 

Results of opinion 
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Quality of Life – Quadrant Analysis 

The following scatter-chart shows the results of th e combined analysis of ‘What is most 
important generally v. What most needs improving lo cally’? 

Index 

1 Access to Nature 11 The level of crime 
2 Activities for teenagers 12 The level of pollution  
3 Affordable decent housing 13 The level of traffic congestion 
4 Clean streets 14 Parks and open spaces 
5 Community activities 15 Public transport 
6 Cultural facilities (e.g. cinemas, 

museums) 
16 Race relations 

7 Education provision 17 Road and pavement repairs 
8 Facilities for young children 18 Shopping faciliti es 
9 Health Services 19 Sports and Leisure facilities 
10 Job prospects 20 Wage levels & local cost of livi ng 

Results of opinion 
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This quadrant analysis clearly shows that the follo wing aspects of quality of life most need to 
be focussed on locally: 

¨  The level of traffic congestion 
¨  The level of crime 
¨  Health Services 
¨  Affordable decent housing 
¨  Clean streets 
¨  Public transport 

16.2%

68.0%

5.5% 7.8%
2.5%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Overall, how satisfied or dissatisfied are you with  your local area 
as a place to live?  

(1,140 repondents)

Results of opinion 
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Anti-social behaviour 

¨ Of the 9 forms of anti-social behaviour tested in t he survey, the issues regarded as the 
biggest problem are 

o Parents not taking responsibility for their children  
o Teenagers hanging around on the streets 

¨ 57% of respondents ‘agree’ that ‘this local area is  a place where people from different 
backgrounds get on well together’ 

o Those who are ‘retired’ (28%), people with a disability’ (27%), those ‘renting from 
council or HA’ (26%), record a high level of ‘very big problem’ (cf 22% for all 
respondents) in respect of ‘parents not taking responsibility for the behaviour of their 
children’

o Those with a disability’ (18%) record a high level of ‘very big problem’ (cf 13% for all 
respondents) in respect of ‘people not treating other people with respect and 
consideration’

o Those with a disability’ (18%) record a high level of ‘very big problem’ (cf 12% for all 
respondents) in respect of ‘rubbish and litter lying around’

o Those with a disability’ (26%), and those ’60 years and over’ (20%) record a high level 
of ‘very big problem’ (cf 13% for all respondents) in respect of ‘vandalism, graffiti and 
other deliberate damage to property or vehicles’

o People with a disability’ (30%), those ‘renting from council or HA’ (23%) and those 
‘economically inactive’ (22%) record a high level of ‘very big problem’ (cf 22% for all 
respondents) in respect of ‘people using or dealing drugs’

Results of opinion 
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How much of a problem is/are…  Table of ‘net score’

In the following table the ‘net score’ is calculated by  
¨  giving a value from +2 to -2 to each of the ratings  
¨  multiplying the % for each rating by its respective value 
¨  summing all the values for a topic to arrive at a ‘net score’ 

The table has been ranked in order of ‘net score’. 

The maximum ‘net score’ 200. The smaller the ‘net score’ the bigger the problem as seen by local 
residents overall. 

A very big 
problem 

A fairly big 
problem 

Not a 
very big 
problem 

Not a 
problem    

at all 

% % % %

-2 -1 +1 +2 

Net 
score

...abandoned or burnt out cars 2.0 7.5 38.8 51.7 130.8  

...noisy neighbours or loud parties 5.6 10.4 46.0 38.0 100.3  

...people being drunk or rowdy in public 
spaces 10.6 18.6 49.0 21.8 52.8  

...rubbish and litter lying around 12.1 22.0 50.4 15.5 35.2  

...people using or dealing drugs 15.9 27.7 36.9 19.5 16.3  

...people not treating other people with respect 
and consideration 13.2 29.6 43.5 13.7 15.0  

...vandalism, graffiti and other deliberate 
damage to property or ...vehicles 13.2 31.0 40.8 15.0 13.7  

...teenagers hanging around on the streets 18.6 33.3 38.4 9.7 -12.6 

...parents not taking responsibility for the 
behaviour of their children 21.5 35.7 35.6 7.3 -28.5 

Results of opinion 
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4.8%

52.0%

8.7%

2.1%

21.3%

7.2%
4.0%

Definitely agree Tend to agree Tend to disagree Defini tely
disagree

Don't   know Too few people
in local area

All same 
background

To what extent do you agree or disagree that this l ocal area is a place 
where people from different backgrounds get on well  together?

(1,099 respondents)

Results of opinion 
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Your local authority 

Results of opinion 
questions
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Waste and litter services 

¨ 77% of people are ‘very’ or ‘fairly’ satisfied that  the council has kept public land clear of 
litter and refuse – 13% are ‘very’ or ‘fairly’ diss atisfied 

o Those ‘privately renting’ (23%), those ‘economically inactive’ (18%) and those who 
live in the ‘East’ (17%),  record a high level of ‘very satisfied’ (cf 13% for all 
respondents) 

Results of opinion 
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12.6%
9.4%

64.2% 62.6%

10.0% 9.8% 10.4%
13.1%

2.9%
5.0%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

How satisfied or dissatisfied are you that Tunbridg e Wells Borough Council 

has kept this land clear of litter and refuse?
(1,109 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 72.0% 
2006-07  ‘fairly’ and ‘very satisfied’ = 76.8%           

Net difference    =  + 4.8 The difference is not ‘statistically significan t’ 
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Household waste collection 

¨ 77% are ‘very’ or ‘fairly’ satisfied with the bin p rovided for their general household 
waste – 18% are ‘very’ or ‘fairly’ dissatisfied 

o Those ’60 years and over’ (52%), those ‘retired’ (51%) and those ‘renting from council 
or HA’ (45%) record a high level of ‘very satisfied’ (cf 35% for all respondents)

¨ 79% are ‘very’ or ‘fairly’ satisfied with how clean  and tidy the street is following the  
waste collection – 14% are ‘very’ or ‘fairly’ dissa tisfied 

o Those ‘renting privately’ (45%), those ‘retired’ (36%) and those ’60 years and over’ 
(32%) record a high level of ‘very satisfied’ (cf 28% for all respondents)

¨ 51% are ‘very’ or ‘fairly’ satisfied with the colle ction of bulky household waste -26% are 
‘very’ or ‘fairly’ dissatisfied  

o Those ’60 years and over’ (28%), those ‘with a disability that limits activities’(26%), 
those ‘retired’ (26%) and those ‘renting from council or HA’ (26%) record a high level 
of ‘very satisfied’ (cf 18% for all respondents)

¨ 68% are ‘very’ or ‘fairly’ satisfied with the waste  collection service overall – 25% are 
‘very’ or ‘fairly’ dissatisfied 

o Those ‘retired’ (31%), those ‘renting from council or HA’ (30%), those ’60 years and 
over’ (30%) and those ‘renting privately’ (28%) record a high level of ‘very satisfied’ (cf 
20% for all respondents)

¨ Of those people ‘dissatisfied’ with the waste colle ction service overall
o 55% are ‘very’ or ‘fairly’ dissatisfied with ‘how clean and tidy the street is following the 

waste collection  
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35.4%

46.2%

41.1%
39.6%

6.0%
3.4%

9.3%

5.0%
8.2%

5.8%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The bin provided for your general household waste
(1,113 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 85.8% 
2006-07 ‘fairly’ and ‘very satisfied’ = 76.5% 

Net difference = -9.3% The difference is ‘statistically significant’

27.7%
29.0%

51.2%
49.1%

7.5% 8.5%
10.3% 9.6%

3.4% 3.8%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

How "clean and tidy" the street is following the wa ste collection
(1,112 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 78.4 
2006-07 ‘fairly’ and ‘very satisfied’ = 78.9  

Net difference = +0.5%  The difference is not ‘statistically signific ant’
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17.6%
15.9%

33.0% 33.3%

23.1% 23.1%

14.2%
15.5%

12.1% 12.2%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The collection of bulky household waste
(1,089 respondents)

2006-07 2006-07

             2003-04  ‘fairly’ and ‘very satisfied’ = 49.2% 
2006-07  ‘fairly’ and ‘very satisfied’ = 50.6%                        

Net difference = +1.4% The difference is not ‘statistically signific ant’

20.3%

26.6%

47.4%

53.7%

7.0% 6.7%

12.8%

6.9%

12.5%

6.2%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The waste collection service overall
(1,103 respondents)

2006-07 2003-04

             2003-04                      ‘fairly’ and ‘very satisfied’ = 80.3% 
2006-07  ‘fairly’ and ‘very satisfied’ = 67.7%  

Net difference = -12.6  The difference is ‘statistically significant ’
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Doorstep recycling collection 

¨ 75% are ‘very’ or ‘fairly’ satisfied with the conta iner provided for items of recycling – 
21% are ‘very’ or ‘fairly’ dissatisfied 

o Those ‘retired’ (44%), those ’60 years and over’ (42%), ‘those with a disability’ (39%)  
those ‘renting from council or HA’ (37%), those ‘renting privately’ (35%) record a high 
level of ‘very satisfied’ (cf 28% for all respondents)

¨ 76% are ‘very’ or ‘fairly’ satisfied with how clean  and tidy the street is after a collection 
– 14% are not 

o Those ‘renting privately’ (39%), those ‘retired’ (34%) and those ’60 years and over’ 
(34%) record a high level of ‘very satisfied’ (cf 26% for all respondents)

¨ 82% are ‘very’ or ‘fairly’ satisfied with the servi ce for the collection of items for 
recycling overall – 13% are ‘very’ or ‘fairly’ diss atisfied 

o Those ‘retired’ (43%), those ’60 years and over’ (42%), ‘those with a disability’ (42%)  
those ‘renting from council or HA’ (42%), those ’60 years and over’ (42%) record a 
high level of ‘very satisfied’ (cf 31% for all respondents)

¨ Of those people ‘dissatisfied’ with the collection of items for recycling overall
o 40% are ‘very’ or ‘fairly’ dissatisfied with ‘how clean and tidy the street is following the 

waste collection  
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27.7%

32.0%

46.8% 46.2%

4.9%
7.1%

13.4%

9.2%
7.2%

5.6%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The container provided for items of recycling
(1,085 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 78.2% 
2006-07 ‘fairly’ and ‘very satisfied’ = 74.5%                         

Net difference = -3.7% The difference is not ‘statistically significant’

25.6%
28.2%

50.1% 50.6%

10.3% 10.4% 10.6%
7.6%

3.5% 3.1%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

How "clean and tidy" the street is following the co llection of items 
for recycling
(1,085 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 78.8% 
2006-07 ‘fairly’ and ‘very satisfied’ = 75.7%                         

Net difference = -3.1% The difference is not ‘statistically significant’
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30.7%

26.3%

50.8%
49.1%

5.9%

10.7%
7.3% 7.8%

5.2% 6.2%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The service for the collection of paper and cardboa rd for recycling 
overall

(1,084 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 75.4% 
2006-07 ‘fairly’ and ‘very satisfied’ = 81.5 

Net difference = +6.1% The difference is ‘statistically significant’
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Local recycling facilities 

¨ 76% are ‘very’ or ‘fairly’ satisfied with the locat ion of the recycling facilities – 16% are 
‘very’ or ‘fairly’ dissatisfied 

o Those ‘with a disability that limits activities’(32%),  those ‘renting privately’ (32%), 
those ‘retired’ (31%), and those ’60 years and over’ (30%) record a high level of ‘very 
satisfied’ (cf 27% for all respondents)

¨ 74% are ‘very’ or ‘fairly’ satisfied with the items  that can be deposited for recycling – 
18% are ‘very’ or ‘fairly’ dissatisfied 

o Those ‘renting privately’ (41%) and those ‘renting from council or HA’ (34%) record a 
high level of ‘very satisfied’ (cf 23% for all respondents)

¨ 60% are ‘very’ or ‘fairly’ satisfied with how clean  and tidy the site is – 23% ‘very’ or 
‘fairly’ dissatisfied 

o Those ‘renting from council or HA’ (26%) record a high level of ‘very satisfied’ (cf 14% 
for all respondents)

¨ 68% are ‘very’ or ‘fairly’ satisfied with the provi sion of local recycling facilities overall – 
22% are ‘very’ or ‘fairly’ dissatisfied 

o Those ‘renting from council or HA’ (28%) record a high level of ‘very satisfied’ (cf 17% 
for all respondents)

¨ Of those people ‘dissatisfied’ with the provision o f local facilities overall
o 32% are ‘very’ or ‘fairly’ dissatisfied with ‘the location of the recycling facilities’ 
o 32% are ‘very’ or ‘fairly’ dissatisfied with ‘the items you can deposit for recycling’ 
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27.4% 27.4%

48.7%
52.2%

8.3%
7.1%

10.1%
8.4%

5.4% 4.9%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The location of the recycling facilities
(1,083 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 79.6% 
2006-07 ‘fairly’ and ‘very satisfied’ = 76.1%      

Net difference = -3.5% The difference is not ‘statistically significant’

22.7% 21.2%

51.7%

56.2%

7.6% 8.2%

12.1%
10.0%

5.8% 4.3%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The items you can deposit for recycling
(1,065 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 77.4 
2006-07 ‘fairly’ and ‘very satisfied’ = 74.4 

Net difference = -3.0% The difference is not ‘statistically significant’
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13.9% 14.0%

46.2%

51.1%

16.7%
13.8%

16.0% 16.7%

7.2%
4.4%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

How "clean and tidy" the site is
(1,060 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 65.1 
2006-07 ‘fairly’ and ‘very satisfied’ = 60.1                            

Net difference = -5.0% The difference is not ‘statistically significant’

16.6%
14.8%

51.7%
55.3%

10.0% 11.1%
13.6%12.3%

8.0%
6.5%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

The provision of local recycling facilities overall
(1,058 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 70.1 
2006-07 ‘fairly’ and ‘very satisfied’ = 68.3                            

Net difference = -1.8%  The difference is not ‘statistically significant’
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Cultural and recreational activities and venues 

¨ 68% of all respondents are ‘very’ or ‘fairly’ satis fied with the sports and leisure facilities 
and events – 9% are ‘very’ or ‘fairly’ dissatisfied

o Those ‘with a disability that limits activities’(17%) and those ‘retired’ (18%) record a 
high level of ‘very satisfied’ (cf 12% for all respondents)

o 77% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the Sports 
and Leisure facilities and events  

¨ 54% are ‘very’ or ‘fairly’ satisfied with the museu ms and galleries in the area – 15% are 
‘very’ or ‘fairly’ dissatisfied 

o Those ‘retired’ (17%) and those ’60 years and over’ (16%) record a high level of ‘very 
satisfied’ (cf 10% for all respondents)

o 68% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the 
Museums and Galleries  

¨ 63% are ‘very’ or ‘fairly’ satisfied with the theat res – 11% are ‘very’ or ‘fairly’ 
dissatisfied 

o Those ’60 years and over’ (23%, those ‘renting privately’ (21%) and those ‘retired’ 
(21%) record a high level of ‘very satisfied’ (cf 17% for all respondents)

o 78% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the 
Theatres   

¨ 85% are ‘very’ or ‘fairly’ satisfied with the parks  and open spaces – 4% are not 
o Those ’economically inactive’ (37%, those ‘retired’ (36%) and those living in the ‘West’  

(36%) record a high level of ‘very satisfied’ (cf 33% for all respondents)

o 89% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the Parks 
and Open spaces  
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11.6% 12.9%

55.9%

48.5%

23.6%

30.1%

7.9% 6.7%

1.0% 1.7%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Sports & Leisure facilities and events
(1,074 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 61.4 
2006-07 ‘fairly’ and ‘very satisfied’ = 67.5                          

Net difference = +6.1% The difference is ‘statistically significant’

9.7% 9.8%

44.5%

35.9%

31.3%

47.0%

13.1%

5.7%

1.4% 1.7%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Museums and galleries
(1,071 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 45.7 
2006-07 ‘fairly’ and ‘very satisfied’ = 54.2                           

Net difference = +8.5% The difference is ‘statistically significant’
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16.6% 15.4%

45.9%

42.6%

26.1%

35.5%

9.9%

5.0%

1.5% 1.6%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Theatres/ Concert halls
(1,056 respondents)

2006-07 2003-04

  
2003-04 ‘fairly’ and ‘very satisfied’ = 58% 
2006-07 ‘fairly’ and ‘very satisfied’ = 62.5                          

Net difference = +4.5% The difference is not ‘statistically signific ant’

32.9%

27.6%

51.9%
54.7%

11.0% 13.9%

3.1% 3.3%
1.2% 0.5%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Parks and open spaces
(1,080 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 82.3% 
2006-07 ‘fairly’ and ‘very satisfied’ = 84.8                

Net difference = +2.5%  The difference is not ‘statistically signifi cant’
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Overall

¨ 20% believe that ‘keeping public land clear of litt er and refuse’ has got better – 13% 
think it has got worse 

o Those ‘renting privately’ (33%) and those ‘renting from council or HA’ (31%) record a 
high level of ‘better’ (cf 20% for all respondents)

¨ 20% think that the ‘collection of household waste’  has got better – 38% think that it got 
worse 

o Those ‘economically inactive’ (31%) and those ‘with a disability that limits activities’ 
(26%) record a high level of ‘better’ (cf 20% for all respondents)

¨ 43% of respondents think that the ‘local recycling facilities’ have got better – 6%  think 
that it has got worse 

o Those ‘renting from council or HA’ (50%) record a high level of ‘better’ (cf 43% for all 
respondents)

¨ 33% think that the ‘collection of doorstep recyclin g’ has got better – 9% said it has got 
worse 

o Those ‘economically inactive’ (43%) record a high level of ‘better’ (cf 33% for all 
respondents)

¨ 12% said that the ‘sports and leisure facilities’ h ave got better – 6% think that it has got 
worse 

o Those ‘renting from council or HA’ (22%) record a high level of ‘better’ (cf 12% for all 
respondents)

¨ 10% said that the ‘museums and galleries’ have got better – 3% said that they have got 
better 

o Those ’60 years and over’ (13%) record a high level of ‘better’ (cf 10% for all 
respondents)

¨ 12% said that the ‘theatres’ have got better – 4% s aid that they have got worse 
o Those ‘renting from council or HA’ (25%) record a high level of ‘better’ (cf 12% for all 

respondents)

¨ 38% said that the ‘parks and open spaces’ have got better – 4% said that they have got 
worse 

o Those ’renting privately’ (60%) and those ‘economically inactive’ (48%) record a high 
level of ‘better’ (cf 38% for all respondents)

¨ Of those people saying ‘worse’ to the question ‘Thi nking about the way the authority 
runs things, do you think this has got better or wo rse over the last 3 years, or has it 
stayed the same?

o 71% say ‘the collection of household waste’ has got ‘worse’ 
o 43% say ‘keeping public land clear of litter and refuse’ has got ‘worse’ 
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19.9%
18.5%

66.6%

61.0%

13.4%

20.6%

Better Stayed the same Worse

Keeping public land clear of litter & refuse
(1,081 respondents)

2006-07 2003-04

2003-04 ‘better’ = 18.5% 
2006-07 ‘better’ = 19.9%                                                     

Net difference = +1.4%  The difference is not ‘statistically signific ant’

19.7%

27.8%

42.2%

53.3%

38.1%

18.9%

Better Stayed the same Worse

Collection of household waste
(1,105 respondents)

2006-07 2003-04

2003-04 ‘better’ = 27.8 
2006-07 ‘better’ = 19.7                                                         

Net difference = -8.1% The difference is ‘statistically significant’
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42.6%

35.1%

51.9%

59.2%

5.6% 5.7%

Better Stayed the same Worse

Local recycling facilities
(1,084 respondents)

2006-07 2003-04

2003-04 ‘better’ = 35.1% 
2006-07 ‘better’ = 42.6%                                                     

Net difference = +7.5% The difference is ‘statistically significant’

32.6%

46.8%

58.1%

43.8%

9.3% 9.4%

Better Stayed the same Worse

Doorstep collection of items for recycling
(1,072 respondents)

2006-07 2003-04

2003-04 ‘better’ = 46.8% 
2006-07 ‘better’ = 32.6%                                                    

Net difference = -14.2% The difference is ‘statistically significant ’
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12.3%

18.0%

81.5%

75.6%

6.3% 6.4%

Better Stayed the same Worse

Sport / leisure facilities
(1,074 respondents)

2006-07 2002-04

2003-04 ‘better’ = 18% 
2006-07 ‘better’ = 12.3%                                                      

Net difference = -5.7% The difference is not ‘statistically significant’

9.5%
6.6%

87.5% 89.3%

3.1% 4.1%

Better Stayed the same Worse

Museums / galleries
(1,078 respondents)

2006-07 2003-04

2003-04 ‘better’ = 6.6% 
2006-07 ‘better’ = 9.5%                                                       

Net difference = 2.9%  The difference is not ‘statistically signific ant’
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12.0% 15.1%

84.0%

80.5%

3.9% 4.5%

Better Stayed the same Worse

Theatres / concert halls
(1,078 respondents)

2006-07 2003-04

2003-04 ‘better’ = 15.1% 
2006-07 ‘better’ = 12%                                                       

Net difference = -3.1% The difference is not ‘statistically significant’

38%

22.4%

59%

71.2%

4%
6.4%

Better Stayed the same Worse

Parks & open spaces
(1,078 respondents)

2006-07 2003-04

2003-04 ‘better’ = 22.4% 
2006-07 ‘better’ = 37.5%                                                   

Net difference = +15.1% The difference is ‘statistically significant’

Results of opinion 
questions



42

Other services

¨ 24% are ‘very’ or ‘fairly’ satisfied with the housi ng services – 10% are ‘very’ or ‘fairly’ 
dissatisfied

o Those ‘renting from council or HA’ (22%) record a high level of ‘very’ satisfied (cf 5% 
for all respondents)

o 37% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the 
Housing Services 

¨ 28% are ‘very’ or ‘fairly’ satisfied with the plann ing services – 21% are ‘very’ or ‘fairly’ 
dissatisfied. 

o 40% of all users within the last 12 months are ‘very’ or ‘fairly’ satisfied with the 
Planning Services 

¨ 62% are ‘very’ or ‘fairly’ satisfied with ‘the way the authority runs things’  – 17% are 
‘very’ or ‘fairly’ dissatisfied

¨ Of those people ‘dissatisfied’ with the way the aut hority runs things’
o 48% are ‘very’ or ‘fairly’ dissatisfied with Planning Services 
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5.3% 4.2%

18.3% 20.2%

65.9% 65.1%

4.6%
7.6%

5.8%
2.9%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Housing Services
(1,084 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 24.4% 
2006-07 ‘fairly’ and ‘very satisfied’ = 23.6%                        

Net difference = -0.8% The difference is not ‘statistically significant’

3.8% 6.1%

23.9%
27.4%

51.7% 50.0%

13.4%
9.5%

7.2% 6.9%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Planning Services
(1,064 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 33.5 
2006-07 ‘fairly’ and ‘very satisfied’ = 27.7                            

Net difference = -5.8% The difference is not ‘statistically significant’
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4.3% 4.1%

57.2%
60.7%

21.3% 20.9%

12.7% 11.9%

4.5% 2.4%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Taking everything into account, how satisfied or di ssatisfied are 
you with the way the authority runs things?

(1,071 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 64.8 
2006-07 ‘fairly’ and ‘very satisfied’ = 61.5                            

Net difference = -3.3% The difference is not ‘statistically significant’
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Information about your Council and its 
services 

Results of opinion 
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Information about your Council and its services 

¨ 41% feel they are very well informed about how to p ay bills to the council – 1% feel they 
are not well informed at all

¨ 49% feel they are very well informed about how and where to register to vote – 1% feel 
they are not 

¨ 7% feel they are very well informed about how to ge t involved in local decision making 
– 17% feel they are not well informed at all 

¨ 8% feel they are very well informed about how to co mplain to the council – 14% feel 
they are not well informed at all 

¨ 11% feel they are very well informed about what the  council spends its money on – 15% 
feel they are not 

¨ 9% feel they are very well informed about what stan dard of service they should expect 
from the council – 12.1% feel they are not 

¨ 4% feel they are very well informed about whether t he council is delivering on its 
promises – 18% feel they are not well informed at a ll 

¨ 2% feel they are very well informed about what the council is doing to tackle anti-social 
behaviour in their local area – 29% feel they are n ot 

¨ 3% feel they are very well informed about how well the council is performing – 19% feel 
they are not 

¨ 5.5% feel that, overall, they are well informed abo ut the services it provides – 16% feel 
they are not well informed at all 

¨ 40% of people say they find out about the council t hrough information in ‘local media’ 
and ‘information provided by the council’ 

¨ Of those people ‘dissatisfied’ with the way the aut hority runs things’
o They also say they ‘not well informed at all’ about  

·  ‘what your council is doing to tackle anti-social behaviour in your local 
area’ (61%) 

·  ‘how well your council is performing’ (53%) 
·  ‘whether your council is delivering on its promises’ (49%) 
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How well informed are you about…table of ‘net score s’ 

In the following table the ‘net score’ is calculated by  
¨  giving a value from +2 to -2 to each of the ratings  
¨  multiplying the % for each rating by its respective value 
¨  summing all the values for a topic to arrive at a ‘net score’ 

The table has been ranked in order of ‘net score’. 

The maximum ‘net score for any ‘level of informedness’ is 200. The smaller the ‘net score’ the less well 
informed local residents feel.  

Those ‘issues’ where the ‘net score’ is less than a 100 can be regarded as topics of conversation where 
only a minority of people will be able to put across a correct impression of the council’s related activities. 

Very well 
informed 

Fairly well 
informed 

Not very 
well 

informed 

Not well 
informed 

at all 

% % % %

+2 +1 -1 -2 

Net 
score

How and where to register to vote 48.7 42.7 7.7 0.9 130.6  

How to pay bills to the Council 41.1 50.9 6.7 1.3 123.8  

What the Council spends its money on 10.9 45.8 28.4 14.9 9.5  

What standard of service you should 
expect from the Council 

9.2 38.4 40.3 12.1 -7.8 

How to complain to the Council 8.1 40.4 38.0 13.5 -8.4 

Overall, how well informed do you 
think the Council keeps residents 
about the services and benefits it 
provides

5.5 44.6 34.0 15.9 -10.2 

How you can get involved in local 
decision making 

7.4 33.3 42.1 17.2 -28.3 

How well the Council is performing 2.9 34.0 44.2 18.9 -42.2 

Whether the Council is delivering on its 
promises 

3.6 31.7 46.8 18.0 -44.0 

What the Council is doing to tackle anti-
social behaviour in your local area 

2.2 16.1 53.3 28.5 -89.9 
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How do you find out about Tunbridge Wells Borough C ouncil?  

Local 
media  

Information 
provided by the 

Council  

Council 
website/ 
internet 

From 
local 

Councill
or 

Direct 
contact 
with the 
Council 

Word of 
mouth 

How well informed do you 
feel about each of the 
following? 

% % % % % %
Very well informed 36 43 46 42 45 38 
Fairly well informed 57 50 49 55 45 52 
Not very well informed 6 7 2 3 7 10 

How to pay bills to the 
Council 

Not well informed at all 1 0 3 0 3 0 
Very well informed 44 57 41 49 57 38 
Fairly well informed 47 38 50 51 31 49 
Not very well informed 9 5 6 0 11 14 

How and where to 
register to vote 

Not well informed at all 1 0 3 0 1 0 
Very well informed 6 9 4 15 12 5 
Fairly well informed 26 42 25 34 53 30 
Not very well informed 47 40 53 51 27 45 

How you can get 
involved in local 
decision making 

Not well informed at all 21 10 18 0 8 20 
Very well informed 7 10 1 0 16 6 
Fairly well informed 36 43 48 84 55 33 
Not very well informed 42 38 31 16 25 45 

How to complain to 
the Council 

Not well informed at all 15 9 20 0 4 15 
Very well informed 6 18 7 0 8 9 
Fairly well informed 35 54 57 20 69 37 
Not very well informed 37 20 23 60 16 34 

What the Council 
spends its money on 

Not well informed at all 21 8 13 20 7 21 
Very well informed 5 12 7 0 15 12 
Fairly well informed 30 49 38 43 53 28 
Not very well informed 47 34 41 52 20 43 

What standard of 
service you should 
expect from the 
Council Not well informed at all 17 6 14 5 11 18 

Very well informed 4 4 1 2 5 2 
Fairly well informed 23 39 32 25 55 35 
Not very well informed 49 47 45 61 29 42 

Whether the Council 
is delivering on its 
promises 

Not well informed at all 23 10 22 12 11 20 
Very well informed 2 3 0 0 2 1 
Fairly well informed 9 20 14 10 25 22 
Not very well informed 54 56 54 71 54 46 

What the Council is 
doing to tackle anti-
social behaviour in 
your local area Not well informed at all 35 21 32 19 19 31 

Very well informed 2 4 1 0 7 2 
Fairly well informed 23 46 31 42 34 38 
Not very well informed 48 40 51 51 44 40 

How well the Council 
is performing 

Not well informed at all 27 10 16 7 15 19 
Very well informed 3 8 3 2 9 3 
Fairly well informed 34 58 44 36 51 45 
Not very well informed 38 26 37 51 32 38 

Overall, how well 
informed do you think 
the Council keeps 
residents about the 
services and benefits 
it provides Not well informed at all 25 8 17 11 8 15 
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How do you find out about Tunbridge Wells Borough C ouncil?  

Local 
media 

Information 
provided by 
the Council  

Council 
website/ 
internet 

From local 
Councillor 

Direct 
contact 
with the 
Council 

Word of 
mouth 

To what extent do you think 
that each of these statements 
apply to your local council? 

My council……. 
% % % % % %

A great deal 10 8 3 3 13 8 
To some 
extent 50 65 66 41 67 56 

Not very much 26 14 12 48 11 15 
Not at all 8 3 3 8 5 14 

...is making the local area 
a better place to live 

Don't know 6 9 16 0 4 7 
A great deal 6 9 5 3 16 7 
To some 
extent 46 47 44 37 48 44 

Not very much 29 25 25 53 20 29 
Not at all 8 4 11 8 8 13 

...is working to make the 
area safer 

Don't know 11 15 15 0 8 7 
A great deal 11 14 8 0 14 11 
To some 
extent 55 63 65 45 58 49 

Not very much 20 10 8 39 18 21 
Not at all 8 4 8 8 3 11 

...is working to make the 
area cleaner and greener 

Don't know 6 10 11 8 8 7 
A great deal 5 8 2 3 10 6 
To some 
extent 33 46 48 42 39 41 

Not very much 25 17 14 56 20 18 
Not at all 14 4 8 0 14 15 

...is efficient and well run 

Don't know 23 25 28 0 16 20 
A great deal 5 5 1 0 3 3 
To some 
extent 26 34 37 34 36 32 

Not very much 30 28 25 24 28 22 
Not at all 20 7 7 42 17 22 

...provides good value for 
money 

Don't know 20 26 30 0 16 21 
A great deal 9 10 2 3 7 8 
To some 
extent 31 40 48 25 41 39 

Not very much 18 11 11 52 21 13 
Not at all 9 3 4 8 2 16 

...is trustworthy 

Don't know 32 36 35 13 28 24 
A great deal 12 5 12 0 8 8 
To some 
extent 39 31 45 55 44 40 

Not very much 25 36 19 21 25 23 
Not at all 6 9 12 17 16 8 

...is remote and 
impersonal 

Don't know 18 19 13 8 7 22 
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How do you find out about Tunbridge Wells Borough Council?  

Local 
media 

Information 
provided by 
the Council  

Council 
website/ 
internet 

From local 
Councillor 

Direct 
contact 
with the 
Council 

Word of 
mouth 

To what extent do you think 
that each of these statements 
apply to your local council? 

My council……. 
% % % % % %

A great deal 7 6 3 3 6 4 
To some 
extent 33 48 47 67 41 41 

Not very much 33 20 15 11 32 27 
Not at all 13 5 5 19 4 14 

...promotes the interests 
of local residents 

Don't know 14 21 29 0 18 15 
A great deal 5 7 2 0 6 2 
To some 
extent 34 45 35 64 36 31 

Not very much 28 20 35 9 35 34 
Not at all 14 4 8 27 3 18 

...acts on the concerns of 
local residents 

Don't know 19 24 20 0 20 15 
A great deal 7 10 2 3 19 6 
To some 
extent 39 48 42 69 25 48 

Not very much 11 7 3 6 15 9 
Not at all 5 2 4 0 2 10 

...treats all types of people 
fairly 

Don't know 38 33 49 23 38 27 
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Contacting your Council

Results of opinion 
questions
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Making a complaint

¨ 21% of respondents say they contacted the council t o make a complaint in the last 12 
months  (It should be remembered that there is no consistent definition as to what a 
complaint is)

¨ 33% are ‘very’ or ‘fairly’ satisfied with how their  complaint was handled – 58% are ‘very’ 
or ‘fairly’ dissatisfied 
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12.6%
16.3%

20.3%

24.5%

9.1% 8.7%

16.7%

20.7%

41.3%

29.8%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

How satisfied or dissatisfied are you with the way in which your 
complaint(s) was (were) handled?

(222 respondents)

2006-07 2003-04

2003-04 ‘fairly’ and ‘very satisfied’ = 40.8% 
2006-07 ‘fairly’ and ‘very satisfied’ = 34.2%                         

Net difference = -6.6% The difference is not ‘statistically significant’ 
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Contacting your Council for other reasons

¨ 34% of respondents contacted the council in order t o ask for advice or information 

¨ 54% used the telephone to contact the council 

¨ 76% are ‘very’ or ‘fairly’ satisfied with ‘ How helpful the staff were’ – 13% are ‘very’ or 
‘fairly’ dissatisfied 

¨ 74% are ‘very’ or ‘fairly’ satisfied with ‘ How competent the staff were’ – 15% are ‘very’ or 
‘fairly’ dissatisfied 

¨ 77% are ‘very’ or ‘fairly’ satisfied with ‘ The length of time it took to deal with the person you 
contacted’ – 15% are ‘very’ or ‘fairly’ dissatisfied 

¨ 76% are ‘very’ or ‘fairly’ satisfied with ‘ How easy it was to find the right person to deal with’ 
– 16% are ‘very’ or ‘fairly’ dissatisfied

¨ 72% are ‘very’ or ‘fairly’ satisfied with ‘ Any information you were given’ – 19% are ‘very’ or 
‘fairly’ dissatisfied

¨ 65% are ‘very’ or ‘fairly’ satisfied with ‘ The final outcome’ – 26% are ‘very’ or ‘fairly’ 
dissatisfied 
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Which of these describes the reasons why you made y our most recent 
contact with the Council? 

14.9%

34.3%

22.9%

19.2%

11.2%

Reported an issue or problem

Asked for advice/information

Applied to use a service

Don't know/can't remember

Any other reason

How were you in contact with the Council? 

22.1%

54.0%

3.2%

4.6%

14.5%

2.7%

In person

By telephone

By e-mail

Via a website/Internet

By letter

Other
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Customer Service…Table of ‘net satisfaction’  

In the following table the ‘net satisfaction’ score is calculated by  
¨  giving a value from +2 to -2 to each of the ratings  
¨  multiplying the % for each rating by its respective value 
¨  summing all the individual scores for each topic to arrive at a ‘net  satisfaction’ score 

The table has been ranked in order of ‘net satisfaction’ score. 

Very 
satisfied 

Fairly 
satisfied Neither 

Fairly 
dissatisfied 

Very 
dissatisfied 

% % % % % 

+2 +1  0 -1 -2 

Net 
Satisfaction 

How helpful the staff were 35.9 40.3 11.1 5.0 7.7 91.7 

How competent the staff were 33.0 40.5 11.2 8.2 7.1 84.1 

The length of time it took to deal with the 
person you contacted 

29.0 47.5 8.3 9.0 6.3 83.8 

How easy it was to find the right person 
to deal with... 

27.8 48.0 8.0 11.3 5.0 82.1 

Any information you were given 28.5 43.6 9.3 10.9 7.8 74.2 

The final outcome 29.7 35.1 9.6 9.3 16.4 52.4 
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Local decision making 

Results of opinion 
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Local decision making 

¨ 34% are ‘very’ or ‘fairly’ satisfied with the oppor tunities for participation in local 
decision making – 28% are ‘very’ or ‘fairly’ dissat isfied

¨ 35% ‘definitely’ or ‘tend to’ agree that they can i nfluence decisions affecting their local 
area – 65% ‘definitely’ or ‘tend to’ disagree 

¨ 24% would like to be more involved in the decisions  that the council makes – 14% 
would not – 62% say it would depend on the issue 

Results of opinion 
questions



59

3.8%

30.0%

38.4%

17.0%

10.7%

Very satisfied Fairly satisfied Neither satisfied nor
dissatisfied

Fairly dissatisfied Very dissatisfied

Overall, how satisfied or dissatisfied are you with  the opportunities for 
participation in local decision making provided by your Council?

(1,120 respondents)

7.4%

27.6%

42.5%

22.5%

Definitely agree Tend to agree Tend to disagree Defini tely disagree

Do you agree or disagree that you can influence dec isions 
affecting your local area? 

(1,119 respondents)
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Of those people who disagree that they can influenc e decisions affecting their local area: 

Yes No 

Depends 
on the 
issue 

Generally speaking, would you like 
to be more involved in the 
decisions your Council makes that 
affect your local area? % % % 

All 24 14 62 

Those who 'disagree' that they can influence decisions 
affecting their local area 

31 10 60 

Very well 
informed 

Fairly 
well 

informed 

Not very 
well 

informed 

Not well 
informed 

at all 
How and where to register to vote % % % % 

All 49 43 8 1 

Those who 'disagree' that they can influence decisions 
affecting their local area 

46 47 7 1 

Very well 
informed 

Fairly 
well 

informed 

Not very 
well 

informed 

Not well 
informed 

at all 
How you can get involved in local 
decision making % % % % 

All 7 33 42 17 

Those who 'disagree' that they can influence decisions 
affecting their local area 

3 26 49 22 
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All respondents 

Generally speaking, would you like to be more invol ved in the 
decisions your Council makes that affect your local  area? 

(1,129 respondents) 

24.0%

14.3%61.7%

Yes No Depends on the issue

How do you find out about Tunbridge Wells Borough Council?  

Local 
media  

Information 
provided 

by the 
Council  

Council 
website/ 
internet 

From local 
Councillor 

Direct 
contact 
with the 
Council 

Word of 
mouth 

% % % % % %

Yes 22 16 37 40 30 39 

No 15 15 3 48 14 8 

Generally speaking, would 
you like to be more involved 
in the decisions your Council 
makes that affect your local 
area? Depends on 

the issue 63 69 60 12 55 53 
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How your Council performs overall 

Results of opinion 
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How your Council performs overall 

¨ 78% say ‘treats all types of people fairly’ applies  to the council either ‘a great deal’ or 
‘to some extent’ - 22% say ‘not very much’ or ‘not at all’ 

¨ 77% say ‘is working to make the area cleaner and gr eener’ applies to the council either 
‘a great deal’ or ‘to some extent’ -23% say ‘not ve ry much’ or ‘not at all’ 

¨ 73% say ‘is making the local area a better place to  live’ applies to the council either ‘a 
great deal’ or ‘to some extent’ - 27% say ‘not very  much’ or ‘not at all’ 

¨ 66% say ‘is trustworthy’ applies to the council eit her ‘a great deal’ or ‘to some extent’ - 
34% say ‘not very much’ or ‘not at all’ 

¨ 60% say ‘is working to make the area safer’ applies  to the council either ‘a great deal’ or 
‘to some extent’ - 40% say ‘not very much’ or ‘not at all’ 

¨ 60% say ‘is efficient and well run’ applies to the council either ‘a great deal’ or ‘to some 
extent’ - 40% say ‘not very much’ or ‘not at all’ 

¨ 55% say ‘is remote and impersonal’ applies to the c ouncil either ‘a great deal’ or ‘to 
some extent’ - 45% say ‘not very much’ or ‘not at a ll’ 

¨ 57% say ‘promotes the interests of local residents’  applies to the council either ‘a great 
deal’ or ‘to some extent’ - 43% say ‘not very much’  or ‘not at all’ 

¨ 54% say ‘acts on the concerns of local residents’ a pplies to the council either ‘a great 
deal’ or ‘to some extent’ - 46% say ‘not very much’  or ‘not at all’ 

¨ 45% say ‘provides good value for money’ applies to the council either ‘a great deal’ or 
‘to some extent’ - 55% say ‘not very much’ or ‘not at all’ 

¨ 16% say the way the authority runs things has got ‘ better’ over the last 3 years – 16% 
say it has got ‘worse’ 

o Those renting from council or HA’ (26%) and ’25-44 year olds’ (21%) ‘record a high 
level of ‘better’ (cf 16% for all respondents)

Results of opinion 
questions



64

To what extent do you think that these statements ap ply to your local 
council?  

Value Perceptions…Table of ‘net scores’  

In the following table the ‘net score’ is calculated by  
¨  giving a value from +2 to -2 to each of the ratings  
¨  multiplying the % for each rating by its respective value 
¨  summing all the values for a topic to arrive at a ‘net score’ 

The table has been ranked in order of ‘net score’. 

The maximum ‘net score for any ‘value perception’ is 200. The smaller the ‘net score’ the less ‘valued’ the 
council is in the eyes of local residents. 

Those ‘value perceptions’ where the ‘net score’ is less than a 100 can be regarded as topics of 
conversation where only a minority of people will be able to put across a positive impression of the council.  

‘Value perceptions’ with a negative ‘net score’ should be regarded as topics of conversation where the 
‘negative’ view will be predominant. 

A great deal 
To some 

extent 
Not very 

much Not at all 

% % % %My council ……

+2 +1 -1 -2 

Net 
score

...treats all types of people fairly 14.1 64.1 -14.4 -7.3 63.4  

...is working to make the area cleaner and 
greener 12.7 64.1 -16.1 -7.0 59.4  

...is making the local area a better place to live 9.1 64.2 -19.8 -6.9 48.9  

...is trustworthy 11.6 54.6 -23.4 -10.4 33.7  

...is working to make the area safer 9.4 50.6 -30.5 -9.5 20.0  

...is efficient and well run 7.9 52.1 -26.5 -13.4 14.6  

...is remote and impersonal 10.7 44.7 -33.5 -11.2 10.2  

...promotes the interests of local residents 7.0 49.9 -31.1 -12.0 8.8  

...acts on the concerns of local residents 6.2 47.4 -33.3 -13.2 0.1  

...provides good value for money 5.5 39.9 -35.8 -18.8 -22.3 
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Of those saying ‘not at all’ to ‘is making the loca l area a better place to live’, the most important 
aspects of making the local area a better place to live are: 

% 

The level of traffic congestion 68 

Road and pavement repairs 48 

The level of crime 45 

Clean streets 39 

Health services 35 

  
Those saying ‘not at all’ to ‘is efficient and well  run’, also gave either ‘very dissatisfied’ or 
‘fairly dissatisfied’ to the following aspects of c ouncil services: 

% 

‘dissatisfied’

Taking everything into account, how satisfied 
or dissatisfied are you with the way the 
authority runs things? 69 

The waste collection service overall 57 

The provision of local recycling facilities overall 56 

How satisfied or dissatisfied are you that 
Tunbridge Wells Borough Council has kept this 
land clear of litter and refuse? 

46 

The service for the collection of paper and 
cardboard for recycling overall 

41 

Planning services 36 

Museums and galleries 27 

Sports and leisure facilities and events 22 

Theatres 20 

Housing services 17 
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Those saying ‘not at all’ to ‘is efficient and well  run’, also answered ‘not well informed at all’ as 
follows: 

%  
Not well 
informed 

at all 

How well the Council is performing 63 

Whether the Council is delivering on its promises 54 

What standard of service you should expect from the Council 46 

What the Council spends its money on 45 

All respondents 

16.1%

12.9%

67.4%
64.2%

16.4%

22.9%

Better Stayed the same Worse

Thinking about the way the authority runs things, d o you think this has got 
better or worse over the last three years, or has i t stayed the same?

(1,069 respondents) 

2006-07 2003-04

2003-04 ‘better’ = 12.9% 
2006-07 ‘better’ = 16.1%                                                     

Net difference = +3.2% The difference is not ‘statistically signific ant’
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Is there anything else you would like to add? 

Verbatim responses 

(We are not always able to read people’s handwriting. Also we only record the first 120 characters and 
some people’s comments are too long. Where necessary we have used our judgement in translating 

individual comments) 

1. Avoid stinking rubbish especially in summer, 2. Improve traffic condition in and around town nb 
there are always roadworks particularly around southborough, 3. Explain why council tax continues to 
rise above inflation                                    
1. Better recycle collection from house capabilities. To include all items not just cardboard and garden 
rubbish.2. Need to encourage people to be active in decisions in the local area.3. Car park facilities 
road planning and road work scheduling to be reviewed.  
1. Maintain green space provision in relation to development. 2. Planning ludicrous go and use 
Maidstone as a model. 3. Need weekly collection of compostable rubbish and fortnightly of 
recyclables, 3. Stop using congestion as a means of limiting traffic   
1. On the issue of green boxes please make it bigger or 2 per household 2.On the issue of dustbin 
collection fortnightly to collect rubbish is a disgrace. We have maggots this summer because of the 
heat; abroad they have daily collections back to one a week  
1. Tunbridge wells is a very pleasant place to live 2.Consideration needs to be given to recycling of 
plastic or reducing use 3. Traffic congestion is a problem usually caused by road repairs to speed up 
repairs they should be worked on 24 hours not 7  
10 minutes to answer a phone is unacceptable                                                                                                                                   
2 things regarding household waste collection 1. the fortnightly collection of green bins was not 
adequate during hot weather.  2. The green box for paper and card gets very heavy especially in hot 
weather. I have back problem and lifting it to the front is difficult 
Above all we need a cinema that we can walk to not have to take cars to. Why did you ever let the 
cinema in the centre of town close? We must have ours back. Also why are we submerged in 
restaurants we need indoor activities for teenagers  
All car parks free at all times no parking bays. Remove trees at pantiles street. Switch off lights that 
are on all day. Find homes for the homeless not refugees                                                                                               
Allowing cars to park on bends in road. Parking charges in shopping area too expensive                                                                  
Am generally satisfied with the performance of the council. One point. I feel the council tax for single 
people who are retired and unable to take on a job to supplement their pension or income is too high                                                   
Am very satisfied with the refuse and recycling collections. I would rather it was collected weekly so 
there would be no added waste for landfills but no maggot and rat infestations in our homes. I would 
also like a collection service for recyclables 
Any chance of a skate park in Hawkhurst?                                                                                                                                              
Appalled by the lack of recycling facilities                                                                                                                                         
As a pensioner and living in an apartment block with others with two cars its extremely frustrating that 
all plastic and bottles have to go in general waste much as one would like to assist the environmental 
issue of recycle. It is impossible  
as an arthritic pensioner is it possible to have my rubbish and recycling collected from my back door 
which is up 17 steps from the street.  I am currently using plastic rubbish bags but would like wheelie 
bins but only if these can be collected and replaced  
Better and more recycling facilities                                                                                                                                                        
Better bus facilities needed to major towns                                                                                                                                                
Better bus service                                                                                                                                                                        
Better recycling facilities                                                                                                                                                              
Better recycling facilities                                                                                                                                                             
Better recycling facilities for plastic. Green and brown bins need to be collected weekly                                                               
Bigger green bins                                                                                                                                                                     
Bin collections every week         
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Is there anything else you would like to add?   (co nt.) 
                                                                                                                                                                                              
Bin was full of maggots throughout the summer                                                                                                                               
Bingo Hall                                                                                                                                                                                                                    
Both my wife and I are born and bred in T wells and ever since the shopping precinct has been built 
the character of the town has altered and not for the better. Too many eateries and traffic wardens                                                         
Bring back weekly rubbish collections                                                                                                                                    
Car parking on both sides of the High Street. No pedestrian crossing                                                                                                    
Cars parked partly on the pavement and sometimes on yellow lines which must be a hazard. Some 
street lights on 24 hours a day wasting electricity and money why not a street patrol as in the old days                                                         
Change bin collection back to weekly                                                                                                                                   
children should be encouraged to continue with further education rather than lack of transport and lack 
of funds discouraging them                                                                                                                               
Concern about the closing of local council office                                                                                                                    
Concern about the council allowing so many large properties to be knocked down and sub divided 
changing the nature and character of the town                                                                                                                    
Concerned about number of houses being built in certain areas                                                                                                   
Concerned with the stones as there is a limited clearance underneath the surface. Q36-37 bit arthritic 
and wear and tear but wish to keep mobile and independent as long as I am able                                                                           
Condition of the roads is appalling                                                                                                                                                                              
Consideration needs to be given to policing rural areas. leisure and sporting facilities in rural areas 
particularly for teenagers                                                                                                                               
Could council tax be reduced if some of the administrative side were conducted in India or another 
country where administration wages are lower?                                                                                                                
Could you have recycling bins for all other plastics than bottles? Why do we separate paper and 
cardboard at local facilities but put it all together in green boxes explain! Fortnightly collection of 
household waste in summer months is a health hazard    
Council are unhelpful                                                                                                                                                                                               
Council good at providing basic services but lacks pro-active strategy for economic development                                                                 
Council is very badly managed and does not provide value for the high council tax that we pay. 
Congestion of traffic is poor. putting up car parking charges does not solve the issue. Police presence 
and visibility appears to be less prominent.  
Council needs to provide bigger houses to those that need them                                                                                                            
Council should promote more recycling                                                                                                                                    
Council should provide more and better recycling facilities from doorstep                                                                                               
Crime prevention                                                                                                                                                                                                          
Cut backs in maternity related and health visiting services is terrible                                                                                               
Disappointed at closure of local office                                                                                                                                                                                 
Disappointed by the planning strategy                                                                                                                                                                                  
Do not agree with fortnightly waste collection                                                                                                                      
Do not like fortnightly bin collection                                                                                                                                                                               
Do not like your persistence in getting this returned                                                                                                            
Do not understand why the council should publish this document in any other language than English                                                                
Don’t understand council tax bands. Why do some people pay more for the same size house as a 
similar house in same area. It seems an unfair rating since we all use the same services                                                                               
Doorstep recycling is limited                                                                                                                                                                                 
Doorstep recycling should include plastic and cans as well as cardboard. There’s never room in plastic 
bin at recycling site always overflowing                                                                                                                    
Eco/green issues are needed to be high on the agenda and there may be much more the TWBC can 
do to encourage recycling, water monitoring and better public transport.  Traffic lights at cawerley rd 
junction for pedestrians are fantastic                       
Effective traffic management                                                                                                                                                                            
Environmental services are providing excellent service with the graffiti team and also last year with the 
noise nuisance caused by the hooter of the new trains which is now solved, could the graffiti team 
remove graffiti from Newton road 
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Is there anything else you would like to add?   (co nt.) 

Everything is becoming over regulated stifling business and home life                                                                                          
Feel that good local services are being closed e.g. schools, post offices to save money without 
thinking of long term. Many new houses are being built but not enough room in the best schools. 
However good small schools are being closed rather than encourage  
Feel that the once gentile Royal borough of Tunbridge wells is being choked to death by traffic and in 
particular caused by the 30 something age group who never walk anywhere and have moulded the 
town centre to their own image.  
Finding a planning application on website not easy. Same plan unavailable in out of work hours. 
Library did not have, Council not able to inform me when issue of concern is table at committee 
rubbish                                                          
Fly tipping in the countryside                                                                                                                                                       
Following a heart attack and then redundant from warehouse I have been unable to find employment, 
despite paying into the system. I get no benefits at all.   
Following a recent visit to Holland, whilst their council tax is not so expensive they do charge extra for 
visiting the local household waste disposal if you want to encourage recycling why not charge for over 
the usual amount . Will this encourage fly tipping?  
For non car owners such as ourselves the facilities for recycling are not acceptable as our nearest is 
too far to carry such waste to                                                                                                                           
Fortnightly bin collection is ridiculous. Also why can't we recycle more? We come from hackney which 
has a far superior system                                                                                                                                   
Fortnightly collection of rubbish is a false economy                                                                                                                   
Fortnightly rubbish collection is inadequate                                                                                                                          
Fortnightly rubbish collection is ridiculous                                                                                                                                                                           
Fortnightly rubbish collection is unacceptable                                                                                                                      
Fruit and veg shop in Camden Road council. Council to coordinate all bins companies and their 
timetables and publish a booklet as a result. Restore lake access in Grosvenor Park. Establish town 
cinema                                                  
Further recycling facilities                                                                                                                                                                                               
Generally I am happy. Streets need sweeping more often. More 30 mins 1hr parking might be a good 
idea. Love the parks. More school places and better hospitals                                                                                                 
Generally the council does a reasonable job in difficult circumstances but living in a rural area you 
don’t feel as if you get such good value for money, for instance the minor roads always seem far better  
maintained in other counties                       
Generally the standard is good but am disappointed with the number of cars parked on the pavements 
and grass verges also cars parked on dangerous corners. Pavements could be better                                                                            
Green bin should be emptied once a week                                                                                                                             
Green bins are too small for fortnightly collections                                                                                                               
Green bins should be collected weekly in summer, health hazard, maggots, bigger box for recycling                                                       
Green dustbins collection needs to be more frequent than every two weeks. That frequency despite 
cleaning the bin after its emptied encourages maggots and other vermin particularly in hot summer 
months                                                          
Green waste bin is too small                                                                                                                                                                                     
Having lived here for a short while the results of this questionnaire are slightly inaccurate. Where we 
live there are housing concerns regarding community housing tenants, this in mind the area can be 
improved with the right families i.e. care for themselves 
Having young children in nappies I feel the fortnightly bins collection is disgusting                                                                   
Household collections should include all plastics and tins                                                                                                                                                 
Household rubbish collection fortnightly is unhygienic and unacceptable                                                                                 
Household rubbish collection needs to be increased as bins are overflowing, smell and are full of 
maggots. Refuse should be collected weekly with recycling every other week                                                                               
Household waste collection once a week                                                                                                                                                                 
Household waste should be collected weekly especially in the summer months or at times of 
excessive heat                                         

Results of opinion 
questions



70

Is there anything else you would like to add?   (co nt.) 
                                                                                                                 
How will this information be used?                                                                                                                                                            
I am afraid the council is looking through short sightedness. You charge for taking away bulky items so 
people will fly tip, you cause congestion by charging too much for public transport, you have changed 
to fortnightly rubbish collections which...........  
I am always surprised at how many street lights are left on during the day, such a waste of electricity                                 
I am disgusted at the local residents planning service on decisions regarding new buildings in the 
area. The service is untrustworthy contradictorily and does not consider local opinion. Decisions seem 
to be made at council level and local people’s views   
I am horrified at the number of very large houses for which planning permission has been granted and 
worried about the implementation the influx of people will have on the health and education resources. 
Our local hospital is already a disgrace           
I am not disabled but my husband is, and he is partially sighted as well which means he cannot see 
broken pavements which are in this area, especially in front of the doctor’s area in showfields which 
have been broken for a long time                         
I am not happy with the fortnightly collection of household waste. If I am away on collection day it 
means there is a whole month’s collection at the next available day. As we pay a lot of council tax I 
think that is not value for money.  
I am sorry to say that this questionnaire has been for me largely a waste of time.  Local authorities do 
not have any real control of the money raised by rates.  Central government direct the priorities.  
I am very concerned about the prospect of the council divesting itself of the responsibility to maintain 
the street lights in the road. why are there no council contact details on this document?                                                         
I disagree with the over development of perfectly good functional houses and the building on sites 
where one house stood. Southborough is at a standstill most of the time why more congestion                                                           
I do feel that the level of parking is not great in my area and have to pay a parking permit to park 
outside my own home yet this still does not guarantee me a space. We also have a resident whose 
husband is a traffic warden and never requires a ticket.  
I do feel we should have dustbins emptied weekly not every other week please and a 40 mile limit on 
Glastonbury road it is used like a racetrack                                                                                                                 
I do not easily answer tick box questionnaires and I think this one is typically unsourced and there is 
too much pressure to answer unrealistically I do not think I have answered very well                                                           
I do not feel part of the community                                                                                                                                                               
I do not like questionnaires this address seems to attract official questionnaires. Please do not send 
anymore                                                                                                                                                     
I do not think there is any point but would love to come in to see xxxxxxx 
I feel that as a member of the community in full time employment who contributes to the local 
economy I should be able to afford to live in this town the cost of accommodation for the young single 
people is outrageous. I earn a decent wage and yet should  
I feel that packing facilities in the high Brooms area need improving sooner rather than later. 
Residential parking is required as the car park is too small and is open to anyone. There should be 
parking bays set outside the shops  
I feel that TWBC is very complacent has become used to running its services in routine bureaucratic 
and unhelpful manner the only department in recent years that has been welcoming and helpful is the 
parks dept.  
I feel very strongly about the refuse collection. In the summer the green collection should be every 
week in July and august because it is an health hazard. We should have collections of glass, plastic 
and tins                                           
I find the household collection is not regular enough we should have weekly collection of the green 
bins. Especially in the summer A great deal of my waste is products covered in plastics and the 
recycling only takes plastic bottles                          
I found the council very negative (e.g. 400th celebrations and treatment of spafest) not supportive (e.g. 
closing of tw experience) extremely poor at advertising events and attractions rather greedy                                                                
I found this hard to answer living in Paddock wood a lot of these questions do not apply. We are a 
town with not a lot in it we do not have police walking around and the speed limit is not policed                                                            
I go to work to earn money then you take it all. People who don't bother to work get it all.       
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Is there anything else you would like to add?   (co nt.) 
                                                                                                                                                                
I have answered this as the person who lives at 12 was taken ill and asked me to do it she is the same 
generation as myself and is in more or less the same position                                                                                            
I have assumed that the term local area means my immediate area, near to my house q2, 3, and 
4,5,29                                                                                                                                                                    
I have concern for the children of one parent families, perhaps extra facilities in education.  parking 
and congestion is at times a problem.  Mothers with prams and pushchairs have to negotiate parked 
vehicles on the pavement and sometimes go out onto a road. 
I have filled this in for my husband as I am retired and do voluntary work my husband is still fully 
employed                                                                                                                                                    
I have great concerns about the state of our hospitals and health service in the area especially the 
promise of a new hospital (not come through after 5 years) and bad idea to have only 1 A&E at 
Maidstone or Tunbridge Wells                                           
I have not lived here long enough to answer some of the questions objectively                                                                 
I question the use of such a long survey with lots of overlapping questions-how will it be processed 
and be meaningful. An a4 sheet on focused questions on specific questions will give you more 
returned surveys                                               
I refuse to answer q58 this combined with q5 leads me to believe there’s some underlying political 
agenda which new labour will spin for their own ends.  Another misguided and wasteful piece of social 
engineering and politically correct garbage. I am British 
I sometimes feel that TWBC focuses on tw more than rural communities e.g. info on rail services only 
mentioned stations within the borough and forgot that those of us in rural areas use stations nearest to 
us that are outside the borough  
I strongly object to the council work policy, fortnightly collections are insufficient especially in the 
summer. To encourage recycling more assistance and support for doorstep collection is essential 
otherwise collection centres encourages traffic congestion  
I think it very unfair you should charge me 50% council tax for my deceased wife                                                                    
I think that recycling is completely unimaginative we always seem to be behind other councils. Much 
more can be done, particularly through local recycling points e.g. millions of household batteries are 
thrown away as rubbish yet they are toxic.  
I think the practice of collecting household rubbish once a fortnight in the summer is causing 
difficulties. Particularly to people with large families after a fortnight the bins are full to overflowing 
encourage vermin and bad smells.  
I think you should promote the gallery more and have photographic exhibitions there. I would like you 
to provide recycling boxes for cans and plastic. I think the parks are amazing and I really like having 
them. I think more free activities for teenagers   
I wish the council would collect glass from doorsteps                                                                                                                         
I work in Tunbridge wells but live in a small village about 15 miles away so I find it hard to answer 
some of the questions simply because I have not had the need to use all the facilities. I have been 
impressed by the T W museum and educational facilities  
I would like pavements improved                                                                                                                                            
I would like the green household bin emptied weekly                                                                                                                       
I would like to know why I pay so much council tax                                                                                                                       
I would like to report fault about the drain opposite my house which is completely blocked and has 
been for some time and the tree is getting very large and needs trimming badly it could do a lot of 
damage if blown over                                        
I would like to see a lot more thought and common sense applied to the traffic flow generally and in 
particular changes and so called traffic calming it would appear to be dominated by people who do not 
drive                                                 
I would like to see more done to help the elderly                                                                                                                   
I would like to see some policemen on the beat in the community                                                                                                    
Improve doorstep recycling facilities extend to glass and cans. Introduce plastic recycling facilities as a 
doorstep service I understand that Craisley is a local example of a much more thought out service we 
are not doing enough locally to meet national targets 
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Is there anything else you would like to add?   (co nt.) 

Improve recycling facilities                                                                                                                                                                                
In our village we are sick and tired of the council placing difficult families from T/Wells in 
accommodation in decent areas. They bring drugs and violence with them and don’t know how to live 
in the country. Their gardens are unkept and they give our estate a bad image  
Increased council taxes are not met by increased level of services. More listening to local people and 
less bureaucracy please                                                                                                                                    
Is there any chance of a pedestrian crossing in Sissinghurst High Street?                                                                               
It's a shame places have to go downhill rather than up                                                                                                                                                     
It is difficult to recycle plastic                                                                                                                                                                         
It is not possible to get a member of the noise abatement team to come out after 4.40 or at weekends 
to witness noisy neighbours. I have found my complaints not taken seriously when council asked to 
check rubbish tip against a fence near the house next door  
It is vital that the town has a by-pass                                                                                                                                                    
It seems a shame to lose the councils local facilities                                                                                                                                                     
It would be great if recycling was improved. We really need a paper collection every week and glass 
and plastic should be included                                                                                                                              
It would be lovely if household waste would be collected weekly during the summer period due to the 
heat causing very unpleasant smells and maggots                                                                                                              
It’s hard for anywhere in this country to live up to the standard of living I'm used to having lived in 
Australia for many years, which is shown by my surgery responses. the area we currently live in is 
much better than most in the UK  
Just closer recycling places for people who don’t drive especially for the elderly. They could build one 
down Greggs road by the shops                                                                                                                            
Keep car parks cleaner and less expensive                                                                                                                                                                  
Keep bins off footpaths                                                                                                                                                                                    
Kent highway service is poor at responding to reported faults                                                                                                                                              
Lack of pedestrian crossings in and around town centre                                                                                                                                                     
Lack of police presence in the town at weekends. Lack of appropriate activities for teenagers                                                           
Lack of public transport in the evenings and on Sundays                                                                                                                                                    
Larger bins for larger families                                                                                                                                                                            
Less money spent on Questionnaires and Beauracracy                                                                                                      
Like other questionnaires we always have a little bit about yourself nothing to do with TWBC. They 
have all their information on the doorstep if they want it and they could look in the local paper for 
reader views and what about the nations   
Little seems to be done to promote and o capitalise on the towns colourful history                                                                      
lower kerbs. More and more people are using mobility scooters and chairs and have to have to go on 
the road often                                                                                                                                                
Members of the planning dept need to realise what they are doing to the area in which we live. All they 
care about is the finances that come into the treasury year in year out. they are ruining the 
environment very quickly                                   
Money used on this survey could have been put to better use                                                                                             
More and better recycling facilities                                                                                                                                                                       
More care taken over pavement resurfacing                                                                                                                                                                  
More doorstep collection of glass cans and plastic bottles. Recycling should be increased to include 
foil plastic bags and other plastics to provide this better                                                                                                 
More doorstep recycling please. Improved parking for residents permits and no blocked in drives                                                         
More doorstep recycling. Glass plastic and tin would be great                                                                                            
More for teenagers                                                                                                                                                                                         
more parking for residents                                                                                                                                                                                 
More police officers on foot patrol not cso                                                                                                                                                                
More police on the street. Stop graffiti. Think about water supply                                                                                       
More police presence between 11pm and 4am on Friday and Saturday nights                                                                                 
More police presence is necessary                                                                
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Is there anything else you would like to add?   (co nt.) 
                                                                                                                                                                 
More police to cover the drinking and drugs use and hence the problems that come with a 24 hr 
opening of pubs and clubs. Ban for life convicted drink drivers. More cycle paths. Put a deposit on 
beer bottles as in the Netherlands helps to cut out broken glass. 
More recycled waste should be collected on the doorstep.Glass.Tin/metal.Plastics                                                                        
More recycling in all areas i.e. plastics and batteries. Doorstep collection, particularly household waste 
is very poor it needs to be weekly in the summer. More facilities for the teenagers                                                                     
More residential parking required near Sainsbury's                                                                                                                
More should be done to stop lorries coming through Goodhurst, running village-roads not suitable. 
Either a by pass or width restrictions, no idea if this is being considered and have lived here for 8 
years. Planning services unfair. 
Mr Delaney is blind and disabled and is living alone . He depends on others to read mail or take him 
out by car and  he uses a phone and talking books radio and compact discs for keeping in touch plus 
entertainment                                           
My family have much enjoyed the life the green open spaces lovely trees and excellent shopping 
facilities                                                                                                                                                         
My husband is disabled long term. I also have diabetes but although I am retired as such I am a full 
time carer for my husband. greater attention is  needed about what goes on at the top of the garages 
at night particularly at 9 pm also along the passage  
My only dealings with the council have really been over when I was made homeless and getting 
accommodation sorted out firstly b&b then eventually a flat and getting help with housing benefit and 
council tax . I found everyone I dealt with helpful and pleasant 
Need a cinema                                                                                                                                                                                                                      
Need a community police officer. esp. at night                                                                                                                                  
Neighbourhood watch. Can't get hold of local police by telephone                                                                                        
No local facilities for plastic recycling                                                                                                                                     
Not very happy with fortnightly collection of food waste                                                                                                                     
On the whole I feel the council is doing the best it can                                                                                                                    
One or two issues in particular are of concern. NHS facilities and staff. Traffic with regard to increased 
development without enough traffic enabling progress to keep up with developments                                                                       
Our main concern is having bins emptied every other week                                                                                                
Overall pleased with the council but the refuse situation is really a great concern to residents. I have 
never seen a bin inches deep in maggots and subsequent flies a real health hazard                                                                     
Overall satisfied but contacted environment office about life being affected by very high eucalyptus 
tree and being told to contact the neighbour myself. The tree is dangerous and will cause damage to 
two properties if it falls.   
Overall Tunbridge Wells is a very nice place to live                                                                                                                                           
Pantiles should be used more for various events and activities being the most unique part of the town, 
also traders on Camden road should be forced to keep old shop fronts and have a more uniformed 
look.  
Parking in our road is a nightmare, there is a permit holder only time 10-11am. It seems shoppers use 
our road for free parking and often I cannot park in the road during the day and night. Could you 
extend the permit holder hours to 24hr/day with visitor permit  
People on low income should be able to get help towards the cost of leisure activity time. Going to the 
cinema or if they are indoors things like half price fishing                                                                                        
People should be enabled to meet council                                                                                                                                                                   
planning decisions appear to be contradictory and not in the best interest always of the council tax 
payers. Traffic is now beyond a joke and all residents in st Johns area have had enough of constant 
road works, noise and pollution                          
Planning dept  
Plastic recycling                                                                                                                                                                                          
Plastic recycling                                                                                                                                                                                          
Plastic recycling bins always full                        
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Is there anything else you would like to add?   (co nt.) 
                                                                                                                                                                                                       
Plastic recycling collections                                                                                                                                                                                   
Plastic recycling collections                                                                                                                                                                                  
Plastic recycling. Green bin needs a lid                                                                                                                                                                      
Please bring back weekly refuse collections                                                                                                                                                                  
Please bring back weekly rubbish collections                                                                                                                                                                
Please collect glass cans and plastic                                                                                                                                                                      
Please collect household rubbish weekly flies and bugs are not fashionable in 2006 the smell on 
refuse collection day is awful                                                                                                                                   
Please increase household waste collection during summer months                                                                                        
Please look at developing the area behind the CO-OP car park into a park/wildlife area                                                                
Please offer kerbside recycling of plastic and go back to weekly rubbish collections                                                                
Please protect village life. We do not all want to live in a town or city                                                                                                                            
Please provide collections for plastics. Please provide more secure parking for cycles and motorbikes                                             
Please read form carefully you will see my comments!                                                                                                                                               
Please refuse planning applications to replace houses with blocks of flats                                                                           
Please think about further recycling collections from the home i.e. plastic and glass. Please consider a 
cinema in town                                                                                                                                           
Point 1 . The hospitals, the dirty bugs we all know about are caused by the careless attitude of staff. 
Point 2. Doorstep recycling once a fortnight is appalling. The bins are difficult to clean and should be 
emptied once a week now that we cannot use plastic bags  
Police spend too much time on trifling matters and not enough dealing with major issues, do not have 
enough understanding of mental health issues                                                                                                                
Police visibility poor                                                                                                                                                                  
Policing in this area is very poor                                                                                                                                                     
Poll tax should be halved                                                                                                                                                             
Poor repair of roads and pavements in Tunbridge Wells needs to be addressed                                                                                                          
Poorly worded survey                                                                                                                                                                
Property is too expensive                                                                                                                                                          
Q13 impossible                                                                                                                                                                    
Q38 I am not welsh Scottish or Irish I am English badly phrased question                                                                                                         
Questionnaire is too long                                                                                                                                                       
Recycling                                                                                                                                                                                                                        
Recycling and public transport could be greatly improved                                                                                                                     
Recycling and rubbish collection                                                                                                                                            
Redevelopment of entire town centre                                                                                                                                        
Reduce congestion in the town centre                                                                                                                                      
Ref q 1 .We believe that the collection of household rubbish should be weekly. Waste food etc 
retained for 2 weeks particularly in the summer could be seen a as health hazard                                                                                 
Refuse collection is poor. Recycling facilities poor. Poor information on redevelopment of town centre                                                                   
Refuse collection should be weekly for household waste or household waste should be supplied with 
plastic recycling bins in addition to the brown bins and paper recycling bags. Why should we pay the 
council tax and then end up visiting the tip              
Refuse collection system is an utter shambles                                                                                                                          
Requested a brown recycle bin not getting them in our area. Don't know why. When I contacted 
council they just said we weren't getting them                                                                                                                     
Require more ways of recycling. Also maybe the option to buy water butts to help save water. Also 
more needs to be done about the road network                                                                                                                  
Restrictions on domestic rubbish. Lack of ability to view planning application drawings means 
Tunbridge lags behind other authorities                                                                                                                            
Resurface roads. Reinstate weekly rubbish collections                                                                                                              
Road improvements are desperately needed to the A21, A26, and the A264 in particular                                                                              
Roads and paths are very poor in Tunbridge Wells                                                                                                                 
Rubbish collections should be weekly                                                                                                                                                                                
Rubbish should be collected every week. Bins are overflowing                                  
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Is there anything else you would like to add?   (co nt.) 
                                                                                                                                                                    
Rural road surfaces are appalling. Household waste collection is not good enough                                                                        
Serious congestion a  problem                                                                                                                                                                             
Shame we have to avoid the town centre on Friday evenings. Too many drunken yobs                                                                      
Slight concern about number of recent closed shop in Paddock wood and the long time it seems to be 
taking for anyone to show an interest . We need more restaurants. There comes a point when people 
notice the empty shops more than the full ones.  
some questions poorly structured and therefore cannot be answered accurately                                                                                   
Something must be done about the volume of traffic through the centre of  Southborough and 
Tunbridge Wells                                                                                                                                                       
Speeding through villages                                                                                                                                                                                       
Sports centre is out of date. Need a central playground                                                                                                      
St johns leisure pool is always closed on public hols when most people would like to use it. st johns 
playground has been under development for nearly 2 years it is run down and useless                                                                     
standards of service and accommodation need to be maintained despite the problems of vandalism 
and lack of interest by the public in general                                                                                                                     
Stop blocking us in with all the warehouses around us. We have enough of all the lorry coming and 
going, plus the shouting three days a week and car alarms going off at night from the car auctions also 
the deodorants from the car wash….. 
Stop sending out questionnaires like this which is only a waste of tax payer’s time and money. 
Disgusted                                                                                                                                                          
Thank you for free bus service. Very pleased to get out and about                                                                                                        
The accompanying note in minority languages did not include European countries. Do they 
understand English where do you stop with discrimination?                                                                                                
The collection of household waste should be once a week. The buses are irregular and the bus stops 
need to have time tables                                                                                                                                      
The council has withdrawn it support for local independent cultural appreciation NB Cultural activities 
are lumped in with recreation                                                                                                                            
The council is not seen as frugal and efficient. Apparently too lazy councillors’ cabinet structure not 
best way of planning things needs a more dynamic approach                                                                                               
The council must strive to make cheaper housing for young people, otherwise the younger generation 
will never be able to get on the property ladder                                                                                                              
the fortnightly collection of refuse does not work very well for us and many other families we know with 
2/3 children, despite recycling glass, paper and compost.  I think we need to recycle metal, plastic, 
aluminium via a home collection too.   
The green bins need emptying once a week during the summer months                                                                                                          
The green box is not big enough I would like and have asked for a blue bin for paper/ airtight fly proof 
for my green bin to keep the flies out ASAP. New bus routes so I can leave the car at home. Bus time 
tables and vouchers delivered to every house so many are wasted. 
The last questions were personal, intrusive and irrelevant. This is not a census. The council gives far 
too little opportunity to recycle plastic, batteries tinfoil etc                                                                                         
The place is not safe for youngsters                                                                                                                                                                         
The questionnaire is long and clumsy                                                                                                                                                                        
The state of the roads- the apparent lack of planning for roadworks i.e. several exits from town 
blocked simultaneously by roadworks. The appalling state of the road surface in Broadwater told by 
the authority it is in such a poor state will be so expensive to repair  
The survey is a complete waste of time                                                                                                                                                       
The traffic congestion at peak times is very bad around the town. The area under the clock at the xxxx
is very scruffy and gives the town a bad appearance especially when the drunks are there. The roads 
and pavements are really poorly maintained.  
The TWBC is making every effort to involve the community in decision making                                                                      
There is a real problem in Paddock wood with dog fouling on the pavements. We have a 2 year old 
daughter and it is a problem with her walking to the park and in the pram. There seems to be no 
culture or responsibility towards picking up the dog poo 
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Is there anything else you would like to add?   (co nt.) 

There is not enough consideration given to people who don't have cars. Recycling at the tip, and 
public transport are examples                                                                                                                                   
There should be a town centre cinema                                                                                                                                                                       
This form is so unspecific as to be almost useless. Our answer to q21 would have been completely 
different if asked about our 2nd to last contact with the council which was with the planning 
department where inability to respond to basic requests is frankly....  
This has seen an inefficient badly run council for some time the new regime is showing improvements 
but it will take time. There is a lack of ability to take account of local opinion voiced through 
democratically elected parish council  
This survey must be costing a great deal of money that could have been put to better use                                                                  
This town needs a good shake up in respect of facilities for active, healthy retired non car driving 
people-also using their powers to alleviate some of the towns eyesores and not to hide behind it being 
-someone else’s responsibility                        
Too many people working in the council offices and not doing their jobs properly                                                                        
Too much anti-social behaviour. No police                                                                                                                                                
Too much development                                                                                                                                                                                       
Traffic calming                                                                                                                                                                                            
Traffic speed and noise at times                                                                                                                                                                           
Transport system in the town centre is a mess. Domestic refuse collection unsatisfactory                                                                
Tw is a beautiful place to live, thank you for keeping it this way. The one thing I consider is a real issue 
is traffic congestion. The pembury road is a nightmare, I am sure anyone who goes into town from 
either Sandhurst road or blackhurst lane is taking their life in their hands 
TW is a good place to live and the council do a good job in keeping the town this way.  I was 
disappointed that the spafest was so restricted because of the concerns of a few self interested 
residents. This is just the sort of cultural activities the town needs. 
TWBC wastes money                                                                                                                                                                                          
Unmarried teenage pregnancies should be discouraged by benefits harder to obtain.  
Very dissatisfied with the way planning issues are decided and the lack of notification to the people 
that it will affect                                                                                                                                         
Very satisfied                                                                                                                                                                                                                        
Waste collection is appalling and a serious health hazard. We are a family of 5 and there is no extra 
provision for us                                                                                                                                           
Waste collection should go back to weekly                                                                                                                                        
We appreciate the fact you have taken the trouble to send out this questionnaire                                                                                                
We are very concerned by anti social behaviour at night we don’t feel it is safe in our area at night. Our 
road is becoming increasingly taken over by teenagers roaming around after dark and there is 
absolutely no police presence. Also recycling is a problem  
We need a cinema back in the centre of the town                                                                                                                           
We need a pelican crossing near the Chinese. It is a fast road with lots of pedestrians                                                                                  
We need road repairs now. If necessary make them toll roads                                                                                                           
We need to have weekly collections of household rubbish                                                                                                              
We pay a huge amount in council tax and feel we get very little back. Why don't pensioners get free 
public transport  like in most areas in Britain                                                                                                               
We would like glass, plastics and cans collected. Road and pavement in the middle field. Pemberly 
needs repairing. More activities for teenagers. Resolve traffic congestion on the Pombury road                                                                
We would welcome a return of weekly refuse collection we recycle paper card glass and plastic but 
our bin still overflows it is awful in the summer                                                                                                              
What's the point                                                                                                                                                                                                   
When complaining you tend to get the run around. Too much red tape                                                                                             
When do we get the benefits office survey and do you take notice of what it says                                                                              
Why are there no collections for paper and card from commercial premises. Why are there no house 
to house collections for bottles, glass cans? Why are young couples not supported in finding housing 
association accommodation and forced into renting private? 

Results of opinion 
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Is there anything else you would like to add?   (co nt.) 

Why are you asking about ethnic groups?                                                                                                                                                                 
Why don't buildings get developed when they are left empty                                                                                                                                             
Why is public transport so expensive compared to London?                                                                                                                                              
Would appreciate town centre development of old cinema site to become priority as a huge eye sore 
and difficult for local residents                                                                                                                               
Would like to see the council promote high street area more                                                                                                                                        
Would like traffic calming in villages                                                                                                                                                            
Would really like someone to contact me with regards footpaths and roads                                                                       
Would very much like a footpath to extend from Cranbrook right up to Coarsetown lane or small 
cemetery. Road extremely dangerous to walk on which I do regularly footpath should have been 
extended in first place                                                 
Yes I am sorry for delay but I don't like surveys filling in forms                                                                                                                           
You enclosed a leaflet in 5 different languages. There are a number of Polish residents and from other 
European and Scandinavian countries why no translation for them                                                                                         
You haven’t sorted out bin collection- the size of the bin is far too small for the size of my garden so 
pretty useless to me. I still have to take the majority of my garden waste to the tip. 2. You haven’t 
asked about making the area wheelchair friendly   
Young people drinking and being intimidating in the clock area next to ‘Currys digital’                                                                                                     

Results of opinion 
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Assessing the potential for ‘statistical error’ 
We cannot be certain that the results obtained in this survey would be exactly the same as the results 
obtained from interviewing all residents. However, we can statistically predict the degree of possible 
variation by reference to the number of respondents and the spread of the responses to any given 
question.  The Table below shows the 'potential for error' that should be borne in mind when 
interpreting the tables included in this report. 

The table has been compiled on the basis of a 20 to 1 'confidence level' - which in Market Research 
terms is considered to be 'reasonably sure'. 

The sampling tolerances vary according to the size of the sample and the size of the 
percentage results.

Approximate sampling tolerances that need 
to be allowed for where the pattern of 
responses is at or near these levels 

Number of respondents to a specific question 10% or  90% 30% or 70% 50% 
+ or - + or - + or - 

200 4 6.5 7 
400 3 5 5 
500 3 4 5 
600 3 4 4 
800 2 3 4 
1000 2 3 3 

Comparing the results of subgroups    
– the differences required for significance  at or near the following percentage levels 

Sample size of the subgroups 
to be compared 

10% or 90% 30% or 70% 50% 

+ or - + or - + or - 
100 and 100 7 13 14 
100 and 200 7 11 12 
200 and 200 7 10 11 
250 and 400 5 7 8 
100 and 400 6 9 10 
200 and 400 5 8 9 
500 and 500 4 6 6 
1000 and 250 4 6 7 
1000 and 500 3 5 5 
1500 and 1500 2 3 4 

As a general rule, where the base number is Very low (<50) it is not advisable to make any 
inferences about the results for that sub-group.

Statistical reliability


