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CANNOCK CHASE COUNCIL 

CABINET 

11TH FEBRUARY 2010 

REPORT OF THE CHIEF EXECUTIVE 

UNDERSTANDING AND RESPONDING TO THE PLACE SURVEY  

RESPONSIBLE PORTFOLIO LEADER – LEADER OF THE COUNCIL 

KEY DECISION – NO 

 

1. Purpose of Report 
 
1.1 To recommend how activity at Cannock Chase District Council could be improved to increase 

customer satisfaction and enhance the reputation of the council following receipt of the Place 
Survey results.   This report is a proposed response from Cabinet to the Scrutiny Committee 
(Minute 20(d) Scrutiny Committee 7th September) for its meeting in March.   

2. Recommendation(s) 
 
2.1 In the current financial climate, both nationally and locally, it is recognised that additional 

funding is not available to invest in those areas which would help to improve the Council’s 
reputation.  Cabinet are asked to consider the following recommendations (2.2 to 2.5), at zero 
cost, which are a change to current working practices and may help to improve the results of 
the next Place Survey which is planned for October 2010.  However, if Cabinet consider this to 
be a priority then resources would be needed to make such improvements, as outlined in 
Annex 1.  Westco Ltd, a trading arm of Westminster City Council (a leading authority on 
research, consultation, engagement and communications), were commissioned to undertake a 
study of survey findings across the organisation (listed in Section 11 – List of Background 
Papers) and to recommend how Cannock Chase Council could improve its reputation and raise 
customer satisfaction levels with the organisation as a whole (this report is attached as Annex 
1). 

 
2. 2  Agree an annual communications plan 

The council needs an effective communications planning framework to establish ranked 
communications priorities if it is to become proactive, be more able to anticipate forthcoming 
issues and avoid focusing on individual services at the expense of the council’s overall 
reputation.  

2.3  Evidence based campaigns 

Research and consultation is vital to effective campaign planning and delivery.  

2.4  Review marketing and communications budgets 

                Review the spend on communications across the organisation. 
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2.5  Redirect resources  
 
                Review which areas are in most need and consider redirecting resources. 
 

 

3. Summary  
 

3.1 Scrutiny Committee, on 7th September 2009, received a report detailing the findings of the 
Place Survey. It was resolved, as per Minute 20(d) “Cabinet be requested to provide feedback 
on what further actions it proposes in order to improve satisfaction and perception levels within 
the district.” 

3.2 Westco Limited was commissioned to undertake research on our behalf to advise what 
improvements would help to raise customer satisfaction and improve the reputation of the 
Council.  Westco is a trading arm of Westminster City Council which has extensive experience 
in research, communications and community engagement and undertake commissions for local 
authorities across the country.  Their recommendations are  attached at Annex 1.    

3.3 The Place Survey captures local peoples’ views, experiences and perceptions of their local 
area and the local services they receive.  The survey, prescribed by central government, 
collects information on eighteen national indicators for local government, which are used as a 
performance measure for the Comprehensive Area Assessment framework.  Three of these 
are also in the Local Area Agreement namely NI4, NI6 and NI21. 

 

3.4 The Place Survey replaces the former Best Value Satisfaction Survey, which measured 
peoples’ satisfaction with a range of council services.  The two surveys are different although 
both include similar questions measuring  people’s overall satisfaction with council services and 
their local area as a place to live.  Comparisons have been made between both survey results 
to show how they compare (Annex 1). 

3.5 The council commissioned SNAP Surveys to undertake the Place Survey in accordance with 
the prescribed methodology.  The target population is all residents in the district aged 18 years 
and over.  A random sample of residential addresses was drawn from the Postal Address File 
and paper questionnaires were posted out.  The response rate was 41% (1,116 received from 
2,790 selected addresses). 

3.6 As well as considering the Place Survey and Best Value Satisfaction Survey, other research 
findings have been analysed which show high satisfaction scores with individual services 
(Annex 1).  Most of these surveys however have been conducted with service users, the 
questions are not the same and the methodology is different, so will yield better results.   

3.7 The Place Survey has highlighted that Cannock Chase Council faces a considerable challenge 
to improve its reputation among residents and its status within the county. The council is not 
well rated in comparison to other districts in Staffordshire or across the country. Cannock 
Chase residents have low satisfaction with their local area as a whole, the way it is run by the 
council and their opportunities for involvement in its governance. The results show that only 
25% of residents believe that the council offers good value for money, down significantly from 
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2006 (34%).  Residents perceive anti-social behaviour (ASB) to be much higher than residents 
in other districts, and are less satisfied with the way it is dealt with by the police and other local 
public services.  Despite dramatic reductions in levels of crime, it is perceived by residents to 
be increasing generation by generation. Part of this is due to the fact that highly visible low-
level crime, such as ASB and envirocrime, is increasing and continues to be a problem for 
residents according to numerous indicators.  Litter, drug use and drunk or rowdy behaviour in 
public are the three highest priority challenges faced by the council.  Lack of activities for 
children and youths are linked to this level of criminality by residents at local forums.  

Cannock Chase DC Ranked Against Other LA’s E.Mids and Region 
 

 
 
 
To address the areas of greatest need consideration should be given to improving not only the LAA 
indicators  (NI4, NI6 and NI21) but also those indicators in red (as shown above) which are in the 
bottom quartile.   
 
3.8 Agree an annual communications plan 

Plans and systems must be put in place to unite corporate priorities and service objectives, 
taking account of the Priority Delivery Plans. To achieve this, an annual communications plan 
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should be agreed by Directors Management Team and the Cabinet by the start of the financial 
year 2010-11.  When agreed this will set the direction for the year with objectives and budget 
attached to each campaign. 

3.9 A good example of such an approach is Hart District Council.  In 2007 its Corporate Plan stated 
“….the council will concentrate its efforts over the next five years on conserving the 
environment, keeping the district clean and healthy, and improving the supply of affordable 
housing. In setting these priorities the council acknowledges - regretfully - that there are other 
desirable objectives it will not be able to pursue as vigorously as it would like.”   Hart is one of 
only sixteen councils out of 351, which saw satisfaction with the council rise by five percentage 
points between the BVPI survey of 2006 and the Place Survey 2008 (from 42% to 47%).  It is 
worth noting that Cannock Chase went from 43% to 37% in the same period.  One of the most 
dramatic shifts for Hart was the rise in satisfaction with cleanliness of the local area, which went 
up four points and increased the rank of Hart from 183rd to 51st district/borough council in the 
country.  This shows that a focus on objectives can lead to relative service improvement and an 
improved reputation.  

 
3.10 Evidence based campaigns 

The council needs to use evidence to determine who to communicate with, how to 
communicate and determine what impact they have made. Research and consultation is vital to 
effective communication campaign planning and delivery. The proposed campaigns should 
follow a model that combines Research, Objective, Strategy, Implementation and Evaluation, 
otherwise known as ROSIE. Using ROSIE, every aspect of a campaign is covered.  It also 
ensures that communication activity is measured on the impact it makes to real outcomes, such 
as changes in public satisfaction, rather than volume of press releases or number of leaflets 
published.  It is proposed to refresh the current PDP template to take this into account.   

3.11        Review marketing and communications budgets 
 

The most effective communications teams are centralised with clear control over all outputs 
and spend. The PR & Marketing team sits at the corporate centre and even though there are 
no dedicated PR or marketing officers within the directorates, there are a number of officers 
with marketing in their remits.  There is no centralised marketing communications budgets, 
therefore undertaking a review of spend across the organisation on marketing and 
communications activity would reduce the possibility of duplication, ensure clear focused 
messages and ensure value for money.  Economies of scale would be realised, for example 
with printing, advertising, signage, uniforms etc and generate savings. 

 
3.12 Redirect resources 
 

In recognition of the limited resources and financial limitations currently faced by the Council, a 
further mechanism for enhancing the reputation and perception of the Council is to change 
current work practices, through the reallocation of existing resources to the areas in greatest 
need of improvement.   

4.           Key issues and Implications 
 
4.1 There has been little or no investment in communications for several years at Cannock Chase.  

Recent research undertaken by the Department for Communities and Local Government shows 
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there is a direct link with residents who feel well informed and how satisfied they are with their 
local council.  Those who are better informed are more satisfied.   

 
The scatter chart below shows the link between these two measures and where Cannock Chase sits.   
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5. Conclusions and Reason(s) for the Recommendation(s) 
 
5.1 Improving communications improves satisfaction with the local area and in turn the council. 

Issues such as value for money, safe and clean streets are vital to the reputation of the council 
and satisfaction with the area as a place to live.  

 
5.2 Due to a lack of investment in communications, effective information does not seem to be 

getting through to residents about what the council and other public services are doing to tackle 
these issues, however it is difficult to say exactly why this is the case without carrying out 
further research.  Residents would probably confirm that they want communications on these 
issues to be local, timely, interesting and relevant.   

 
5.3 Nationally there is a clear link where those residents who feel more informed are more satisfied 

with both their area as a place to live and the way their council runs their area.  In Cannock 
Chase both informed levels and satisfaction with the council are low. There is scope for the 
council to focus on key areas of activity and improving communications to drive up the 
reputation of the area and the council.  Using research evidence to do this is a key part of a 
good rating under CAA.  

 
6.  Other Options Considered 
 
6.1 There are a number of options also being considered to help improve communications at 

Cannock Chase:- 
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 Develop more sophisticated customer insight – It would be beneficial to invest in 
Acorn/InSite, the leading geodemographic/ market intelligence tool used by a number of public 
services to understand the UK’s population distribution, target services, and identify areas of 
need.  This classification tool uses a range of financial, property and housing, socio-economic 
and demographic data to identify the characteristics and the population of communities at a 
postcode level.  Further local information, such as data relating to crime or environmental 
services, can be inputted and mapped on the system, improving the use of and responses to 
“live” intelligence and further developing customer-focused service plans.  By using a more 
structured, intelligence driven approach to Council business this would enable more targeted 
communications and engagement with the local community. 

The cost of a stand alone license for Acorn/InSite is approximately £14,000 to £18,000.  
However, Staffordshire Police, Staffordshire Fire and Rescue, and Staffordshire County 
Council currently share a joint license for ACORN, and Staffordshire Connects are currently 
proposing that the Staffordshire Partnership enter into a joint procurement process for a market 
intelligence system in order to achieve economies of scale: a financial breakdown has been 
requested.  Funding is available to invest in this tool. 

 Increase the number of editions of Chase Matters - this is the council’s strongest 
communications tool and the easiest one to audit through public opinion research. There is 
currently a proposal for an increase from two to four editions annually as part of the Delivering 
Change process, to be self funded through advertising.  This will have an implication for the PR 
& Marketing Officer, who will be responsible for seeking and securing advertising for four 
editions and the Communications Officer and Graphic Designer to write and design two 
additional editions.  Approximately four months of time will be diverted from delivering 
marketing campaigns to secure funding and approximately one month each for the 
Communications Officer and Graphic Designer respectively.  This will need to be addressed 
when putting together the annual communications plan.  There may be an impact on the PR & 
Marketing Officer post with changes to duties if the proposed saving option PR01 is agreed.  A 
revised job description has been forwarded to Organisational Development for consideration in 
line with the council’s job evaluation scheme.  

 Inserts in Chase Matters - on issues such as how the council offers value for money, 
community safety etc.  Currently Chase Matters includes information on corporate 
improvements and each CHASE priority so there would have to be a refocus on key messages 
as space is at a premium.  The publication is currently 16 pages but to be self funding, four of 
these would be given over to advertising, reducing the availability for key messages to 12 
pages.  Current budget £17,000.  Delivery Change proposal to withdraw budget and to self 
fund through advertising 
 

 Chase Matters emagazine to be produced twice per year to complement the paper magazine.  
Resourced. 

 
 
 Branding - An audit has been undertaken of council branding on its uniforms and vehicles to 

assess if the council is getting credit for its services.  Uniforms is an issue to be considered by 
the Customer Satisfaction PAT in phase two of the branding project.  Vehicle livery is being 
addressed with the relevant departments and is being written into the new contract for grounds 
maintenance and street care. 
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 Community Engagement – review the Consultation Officer job description to include 
community engagement  

 
7. Report Author Details 
 

Kathryn Cooper, PR & Marketing Manager 
(01543) 464463 
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SCHEDULE OF ADDITIONAL INFORMATION 

INDEX 

Contribution to Council Priorities (i.e. CHASE, Corporate Priorities) Section 1 

Contribution to Promoting Community Engagement Section 2 

Financial Implications  Section 3 

Legal Implications  Section 4 

Human Resource Implications Section 5 

Section 17 (Crime Prevention)  Section 6 

Human Rights Act Implications  Section 7 

Data Protection Act Implications Section 8 

Risk Management Implications Section 9 

Equality and Diversity Implications Section 10 

List of Background Papers Section 11 

Report History Section 12 

Annexes to the Report i.e. copies of correspondence, plans etc. Annex 1, 2, 3 etc 
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Section 1 

Contribution to Council Priorities (i.e. CHASE, Corporate Plan) 

Adoption of the recommended actions will contribute to each of the CHASE priorities (including 
Corporate Improvement) outlined in the Corporate Plan. 

Section 2 

Contribution to Promoting Community Engagement 

Addressing lower levels of resident satisfaction and perception through engaging with communities will 
contribute to community engagement. 

Section 3 

Financial Implications 

Provision exists within the Draft Revenue Budget for the existing communication and reputation 
activities as part of the PR and Marketing Section; Consultation and other service based budgets. 

The consultation budget of Cabinet includes an option to make Chase Matters self financing and 
increase the number of publications from two to four. 

The recommendation centres around re-directing current expenditure to priority areas and undertaking 
a Value For Money exercise to review communications spend across the organisation to ensure 
expenditure is used effectively based upon the findings of this report. 

There are other financial implications arising from other options as referred to throughout Annex 1 
(report of Westco Ltd) however no provision exists within the budget for such expenditure. 

Two new posts (Community Engagement Officer – full time, CDRP Marketing and Communications 
Officer – 12 month temporary contract) both at Grade G 

Value for Money marketing campaign £7,000 

Clean and Tidy marketing campaign to be included in the Environmental Enforcement Action Plan  

Jobs and Training marketing campaign £5,000 

Leading the Community marketing campaign and awards event – difficult to cost at this stage 

Research £5,000 to £15,000 depending on methodology and sample size.   

Reputation tracker £25,000 per annum  

Mystery shopper £3,000 

Website – difficult to cost at this stage 
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Section 4 

Legal Implications 

It is a statutory requirement that the Place Survey is undertaken to capture residents’ views, 
experiences and perceptions of both their local area and council services. 

Section 5 

Human Resource Implications 

Safety & Reassurance – Creation of a Fixed Term Marketing & Communications Officer 

If agreed, this recommendation would lead to the creation of a new fixed term post of Marketing & 
Communications Officer.  As a new position, this would require evaluation in line with the council’s job 
evaluation scheme, following which a grade would be determined and recruitment may proceed as 
necessary.  In respect of the fixed term nature of this post it is also important to note that further 
extension of this contract beyond a two year period would incur redundancy costs in line with the 
council’s redundancy policy.   

Development of more sophisticated community engagement and customer insight 

If agreed, this recommendation would lead to the creation of a Community Engagement Officer to 
deliver the required outcomes in respect of this initiative.  Clarification would need to be sought in 
respect of the status of this post.  Dependant upon the nature of the work, either a fixed term or 
permanent post may be appropriate.  As with the Marketing & Communications Officer above, this post 
would require evaluation in line with the council’s job evaluation scheme, following which a grade would 
be determined and recruitment may proceed as necessary. Should the post be of a fixed term nature, 
as above, it is also important to note that further extension of this contract beyond a two year period 
would incur redundancy costs in line with the council’s redundancy policy.   

Section 6 

Section 17 (Crime Prevention) 

Targeted projects and communications aimed at addressing the perception of anti-social behaviour will 
help to improve the NI21 Place Survey indicator 

Section 7 

Human Rights Act Implications 

There are no identified human rights implications in relation to this report. 

Section 8 

Data Protection Act Implications 

There are no identified data protection implications in relation to this report. 

Section 9 

Risk Management Implications 
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There are risk management implications associated with failing to deliver improvements in relation to 
residents’ satisfaction with council services, their perception of the council and their local area as a 
place to live.  These implications are set out in the risk registers aligned to the Priority Delivery Plans. 

Section 10 

Equality and Diversity Implications 

There are Equality and Diversity implications arising from questions included in the Place Survey which 
relate to community engagement and community cohesion. 

Section 11 

List of Background Papers 

LIST OF BACKGROUND PAPERS  
 
Title Description 
Safe, strong and cohesive communities Priority delivery plan 
Healthier communities, housing and older people Priority delivery plan 
Environmental sustainability Priority delivery plan 
Corporate improvement Priority delivery plan 
Children, young people and families Priority delivery plan 
Access to education, skills and employment Priority delivery plan 
Crime and disorder reduction partnership briefing 
note Outline for refreshing Cannock Chase CDRP plan 
Staffordshire people's panel - NI21 Findings from focus groups on crime and ASB 
Analysing the Place Survey - NI21 Staffordshire findings on crime and ASB 
Force wide summary report Police confidence survey results July 09 
ASB recorded In Cannock Chase 2006-2009 Monthly and yearly figures and trends 

Place Survey comparison 
Districts compared across Staffordshire on key 
measures 

Local performance indicators Current informed levels and targets for 2011 
State of Cannock Chase Demographic data and IMD scores 

Use of resources - self assessment 
Assessment of use of finances in providing value 
for money 

Organisational Assessment 2009 - Managing 
Performance Theme 

How well is the organisation delivering its priority 
services, outcomes and improvements 

Confidence in Public Services 
Outlines the current position regarding public 
confidence in public services within Staffordshire 

Corporate Plan 2009/12 
Strategic vision, the delivery of priorities and the 
management of its performance 

ASB Checklist  Self assessment tool 
Evaluation of media coverage, July-September 
2009 

Briefing note on number of press releases and 
tone of coverage 

Evaluation of media coverage, April-June 2009 
Briefing note on number of press releases and 
tone of coverage 

    
Corporate Projects   
Shop mobility questionnaire Customer satisfaction questionnaire 
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Shop mobility Survey  Questionnaire results  
Citizen's Panel newsletter You said, we did newsletter 
Citizen's Panel Postal Survey Report Survey results and reporting 
    
Environmental Services   
GOWM survey of residents - ASB and local 
environment 

500 face to face interviews with residents into ASB 
and environmental issues 

Consultation scores 07/08   
Comparison of councils - satisfaction ratings Performance against average 
Cumulative analysis of parks User satisfaction 
Housing options and strategy survey Brief info of survey results 
NI195 report - Place Survey Satisfaction with street cleaning  
Private sector housing survey Brief info of survey results 
Roadshow questionnaire results Use of and satisfaction with recycling facilities 
Satisfaction ratings trend data 04-09 Satisfaction with street cleaning  
Dry recyclable collection system Satisfaction with service 

 
Leisure and Culture   
Chase Leisure Centre Survey 09 Results and report 
Chase Leisure Centre Survey 08 Results and report 
Rugeley Leisure Centre Mystery shopping result 
Usage of local leisure facilities Findings and report 
Survey of POW Centre Findings and report 
Assessment Improvement Report Chase Sports Centre 
Chase Leisure Centre Mystery shopping result 
Rugeley leisure centre Assessment Improvement Report  

Assessment Improvement Report 
Sport, Active Recreation and Community 
Development Team 

Rugeley Leisure Centre Survey of users 
“CHASE IT” Young persons activity programme Briefing note 
Satisfaction of users  - leisure centres   
    
Environmental health   
Pest control service survey Questionnaire 
    
Housing   
Tenant satisfaction Briefing note 
    
Services improvement   
Building control 2008 Customer survey results 
Building control May 2009 Customer survey results 
Building control March 2009 Customer survey results 
Report for Cannock building control Customer focus panel 
Building control 2008 Customer survey results 
Building control September 2009 Customer survey results 
Building control July 2009 Customer survey results 
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           Section 12 

Report History 

 

Council Meeting Date 

Scrutiny Committee 7th September 2009 
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           ANNEX 1 
 
 
 

REPORT OF WESTCO LTD 

WHAT THE RESEARCH IS TELLING US - A REVIEW OF COUNCIL PRIORITIES AND EXISITING 

RESEARCH 

 
Objective of Report 
 
The objective of this report is to recommend how communications activity at Cannock Chase District Council 
could be improved to enhance the reputation of the council among residents and within the county of 
Staffordshire.  

The report highlights the key findings of the Place Survey 2008, and other research undertaken, and includes a 
series of actions for consideration to address the issues of customer satisfaction and council reputation.  As a 
local authority, the council needs to use these findings to ensure improvements reflect local views.  The council 
also needs to track the data over time to identify if these actions are resulting in the right outcomes for local 
people. 
 
The recommendations are developed from the conclusions of this research review and Westco’s experience of 
what works effectively.  
 
Recommendation 
 
Set a finite list of priority campaigns.  Financing and concentrating on a small set of core campaigns will have 
significant impact on key reputation measures in ways a numerous set of less focused campaigns would not.   
Looking at available public opinion research the top priority campaigns should be based around: 

 
 Value for money – the objective of this campaign would be to drive up value for money (VfM) scores in 

the next Place Survey (October 2010) by relentlessly repeating the council’s VfM message in the 
council’s key media, residents’ magazine and all other communication with audiences.  

 
        Not resourced - to deliver this campaign a budget of £7,000 would be needed.   
 
 Anti-social behaviour booklet – produce a specialist booklet informing residents about what the 

council and police are doing to tackle crime and ASB in their local area.  To have the maximum impact 
the booklet needs to be targeted so messages will be different for each area. 

 
Not resourced.  At this stage difficult to cost up but in the region of £10,000 (funding may be available 
from the CDRP) 

 
 Safety and reassurance - the objectives would be to reduce fear of crime and drive down concerns 

over anti-social behaviour. This would be achieved by ensuring the work of the police and council is 
targeted to addressing those areas of concern and is communicated to the public, as well as supporting 
the clean-up of crime in specific areas highlighted by the research.   
 
Not resourced - it is recommended that a dedicated marketing and communications officer (perhaps 
funded from the CDRP) is appointed on a Grade G for a twelve month contract to deliver this area of 
work.   

  Page 1 of 13 



  ANNEX  1 

   

 
 Clean and tidy streets - the objective would be to improve satisfaction with street cleanliness and 

increase the ratings for Cannock Chase as a good place to live. This could include having service 
standards which are monitored and communicated, ensuring the council’s branding is clear for frontline 
staff (uniforms) and vehicle livery and highlighting the good work the council is doing to keep streets 
clean and well maintained.   

 
Resourced – vehicle livery is being addressed through revised contracts and investment.  When the 
uniforms have been agreed, this will be undertaken on a replenishment not replacement basis. 
 

 Jobs and training – to advise what the council is doing to support business and unemployed residents 
and how support, advice, guidance and training can be accessed. The campaign could also promote 
volunteering for long-term unemployed or apprenticeship schemes. 

 
Not resourced - a budget of approximately £5,000 is required. 

 
 Leading the community/district – the objective of this campaign would be to drive up ratings for the 

council as a leader in the community. This would require the council taking up an issue on behalf of 
residents, for example in Westminster the council has worked with businesses to secure a reduction in 
business rates.  The council might also wish to identify and celebrate community leaders at an awards 
ceremony.  

 
Not resourced - it is difficult to cost up such a campaign and event.  It may be possible to secure funding 
from the Chase Community Partnership. 

 
The Corporate Plan lists a number of priorities within the Priority Delivery Plans (PDPs) but given the breadth of 
these priorities it would not be possible for the PR & Marketing team to provide support for every campaign.  
However, these priorities have been identified through evidence-based research so the council should not lose 
sight of them.  As the PDPs were put together before the results of the Place Survey were available, it is timely to 
review the actions and see how the proposed campaigns outlined above fit with or complement them.   
 
Invest in more detailed communications based public opinion research  

In order to ensure targeted and timely campaigns, it is vital that the council understands how people want to be 
communicated with, what media they are consuming and the issues of most concern to them. The council should 
consider developing more opinion research vehicles beyond the Place Survey, to understand what is driving 
opinion and the role of communications.  This might be a stand-alone telephone or face-to- face survey looking 
at the issues the council wants covered or a more regular tracking survey.  Communications questions the 
council may want to ask could include perceptions of media coverage, awareness of national and local news 
stories and council publications and ratings of customer care.  Such a survey could also ask follow up questions 
on the Place Survey, such as why residents do not feel the council offers good value for money.  A survey such 
as this could be very cost effective, ranging from £5,000 to £15,000 depending on the number of people 
surveyed and the number of questions asked.   To ensure regular, meaningful feedback and to build on this, it is 
worth considering investing in a reputation tracker.   

Mystery shopping exercises are a cost effective way of testing services to see if expected performance matches 
reality.  Learning from the customer perspective of how their service delivers, or not, may lead to service and/or 
communication improvements. 

The use of the council’s citizens’ panel for communications and reputation research should be treated with 
caution.  Those willing to take part are already more engaged with the council than the general population and 
are more likely to notice and act on written communications materials.  For example in January 2009, 1,301 
panel members were asked to take part in a survey, and 524 responded (40%).   The demographic profile of the 
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panel is also different to a representative telephone survey, which has quotas set to ensure robustness.  A third 
(35%) of those who responded to the January citizens’ panel survey were aged over 60, whereas this group 
(according to the 2001 census) make up only 24% of the general population (aged over 16).  Similarly, only 15% 
of those who responded were aged 16-34, despite making up 32% of the general population.  These skews in 
sampling make it particularly difficult to evaluate communications targeted at younger age groups and their 
satisfaction with the council.   The preferred method of communicating with young people is by mobile 
technology but due to a lack of investment this area has not been explored.  It should be noted that the citizens 
panel is relatively low cost to administer but is not necessarily the most effective method of engaging with 
residents, especially those aged 34 and under.  

Not resourced – depending on methodology and sample size £5,000 to £15,000 for a one-off telephone or face-
to-face survey.  

Not resourced – reputation tracker approximate cost £25,000 per annum for 1,000 x 15 minute telephone 
surveys.   

Not resourced – mystery shopper exercise £3,000 (one off then officers could train colleagues) 

Resourced – Citizens Panel  

Develop more sophisticated community engagement  

The council currently undertakes community engagement on an ad hoc basis as there is no dedicated 
community engagement officer.  Recent inspections have highlighted that this is an area the council needs to 
invest in particularly if it truly wants to engage with its residents.  This post would map out key communities, such 
as residents’ associations, ensure that they receive regular meaningful communications and meet ‘real’ people 
as often as possible.  This could mean attending community events, hosting their own or encouraging and 
advising others in the council to do so.  This post would work closely with a range of officers and in particular the 
street wardens, coordinating their work with local schools and perhaps developing their roles further to include 
community engagement with all sectors of the community.  This engagement work should help to provide more 
pro-active face-to-face communications and enable the council to go beyond raw statistics to engage with 
residents to understand what the neighbourhood priorities are, what residents want from their local authority and 
how to develop greater involvement for communities in local decision making. 

Not resourced - appointment of Community Engagement Officer – c£25,000 (grade G) 

Invest in the website 
 
Each web transaction costs just 27p compared to £6.56 for face to face and £3.22 for telephone (SOCITM 
December 2008).  With approximately 102,500 calls handled through the CRM per year and 37,100 personal 
visits there are potential savings to be realised.  In order to generate such savings, and for the customer to 
interact with the council in a much more convenient and cost effective way, a medium term strategy would be 
needed requiring investment in the website and the systems behind it.  The website would require investment to 
ensure the customer can easily and quickly gain access to proposed on-line systems, such as booking tickets, 
paying for services, in a logical and aesthetically pleasing way.  Failure to do so would result in the customer 
being dissatisfied and having to either telephone or visit.  The on-line systems would need to integrate with the 
current software platform or work effectively as a stand alone application.  This area could be picked up as part 
of the Customer Access Strategy.  Providing an informative, user friendly website will also assist with the NI14 
avoidable contact.   
 

  Page 3 of 13 



  ANNEX  1 

   

Not resourced – difficult to provide approximate costs. 
 
With the ever increasing expectation from residents for information which is timely, meaningful and relevant, a 
choice of how and when to communicate and interact with the council and the opportunities for involvement, 
there is a clear need to invest if the council wants to meet those customer expectations and be a truly 
inspirational community leader. 
 
The council lists a number of priorities within its Priority Delivery Plans (PDPs) but it is possible that the council is 
spreading its resources too thinly trying to combat all issues. The main issues, which come out of the research, 
are prevalence of Anti-Social Behaviour, perception of the level of crime, litter and rubbish lying around, poor 
quality roads and pavements. There is a lack of effective information getting through to residents about what the 
council and other public services are doing to tackle these issues.    
 
This report has looked at the available public opinion research to assess the priorities of residents and the 
effectiveness of communications.  It is clear that the council has enough information to decide on the priorities of 
residents, however, there is a lack of detail on the reasons why people feel the way they do.  Communications 
will be playing a role in this, whether it is information received from the media, the council or others.  There is not 
enough information available to assess what this impact is.  Nationally there is a clear link that those who feel 
more informed are more satisfied with both their area as a place to live and the way their council runs their area.  
In Cannock Chase both informed levels and satisfaction with the council are low. There is scope for the council 
to improve communications to drive up the reputation of the area and the council.   
 
Key issues  
 
Perception of crime – this is the top issue in making somewhere a good or bad place to live 
Perception of ASB – this is seen as a pre-cursor to crime and invites feelings of intimidation and fear 
Rubbish and litter – clean streets are a key issue in perception of the area and the way the council looks after it 
What the council is doing for me – residents should feel the council is acting on their concerns and listens to 
views 

 
BACKGROUND 
 
Cannock Chase is ranked by average score as the 135th most deprived Local Authority in England and is the 
most deprived district in Staffordshire. Within the individual domains which comprise the Index of Multiple 
Deprivation, the most prevalent forms of deprivation in Cannock Chase are in education and skills, and income, 
employment, and health and disability. 
 
Place Survey analysis shows out of the 201 district/borough councils in England, Cannock Chase’s performance 
is generally ranked towards the lower end.  
 
CAA - ONE PLACE 
 
This assessment brings together the views of six independent inspectorates (the Audit Commission, Care Quality 
Commission, Ofsted, and Her Majesty's Inspectorates of Constabulary, Prisons and Probation) to review how 
well local public services are meeting the needs of the people they serve. 
 
Cannock Chase Council has received a score of 2, meaning it has been assessed as performing adequately, 
meeting minimum requirements. No red flags were awarded to Cannock Chase but no green flags have been 
awarded either. The council is making good progress on reducing crime and anti-social behviour, processing 
times for housing benefits claims, planning services and recycling rates.  Although cleanliness of the streets has 
improved fly-tipping is an issue. Residents generally feel satisfied with the area where they live and think people 
from different backgrounds get on well together. However, in comparision to other areas, Cannock Chase still 
has a lot to do.  
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Anti-social behaviour is percieved to be a major problem in Cannock Chase compared to the rest of 
Staffordshire. Issues such as people being drunk or rowdy and dealing drugs in public places are seen to be the 
most common. The council is working to address these issues and has set up schemes including the Projekt 
Flux Website, Night time Lantern parades and improved CCTV. 
 
Litter was also mentioned as a problem by residents. To help tackle this the Street Wardens and Grounds 
Maintenance team have worked with local people to encourage them to keep their street and local area clean 
and litter free through the  "Own Your Streets" project. 
 
The council has moved resources away from non-priorities by restructuring. However, the council does not show 
the link between improving outcomes with value for money. Councillors have access to the priorities for their 
local area via work with partners and are able to make but training for councillors is an issue that needs to be 
addressed. 

 
BVPI AND PLACE SURVEY FINDINGS 
 
The data presented here is taken from the Place Survey 2008 and the BVPI Survey 2006. Both surveys were 
conducted between September and December of their respective years. The response rate for Cannock Chase 
was 41%, against an average response rate of 41%.  
 
Just under two in five (37%) residents in Cannock Chase are satisfied with how the council runs things, down 
from 43% in 2006. Just a quarter (25%) agree the council provides value for money, down from 34% in 2006. 
Both of these indicators represent key challenges spread across all sectors of the priority delivery plans. 
Although satisfaction with the area as a place to live is significantly up since 2006, from 56% to 74%, it is still 
10% below the district average.  
 
Around two thirds of residents (68%) agree they are treated with respect and consideration by local services but 
again this is considerably lower than the district average (76%). Across the board residents tend to be, along with 
those of Tamworth District Council, the least satisfied in Staffordshire. Although Cannock Chase, like Tamworth, 
is a fairly deprived district of Staffordshire they do not stand out in the deprivation statistics as much as they do in 
the Place Survey results.  
 
KEY FINDINGS 
 
The findings below show some of the most important indicators for evaluating a council’s performance and its 
place in the district council field. 
 

• 74% are satisfied with the local area as a place to live (up from 56% in 2006 and ranked 182nd out of 
201 districts) 
• 68% agree they are treated with respect by local services (189th) 
• 60% feel they belong to the local area (120th) 
• 48% are satisfied that the council keeps public land clear of litter and refuse in 2008 (down from 54% in 
2006 and ranked 188th) 
• 37% are satisfied with how the council runs things (down from 43% in 2006 and ranked 181st)  
• 35% agree local public services act on the concerns of residents (ranked 197th) 
• 31% think the council keeps residents well informed about services and benefits (37% in 2006 and 
ranked 195th)  
• 25% agree the council provides value for money (down from 34% and ranked 191st) 
• 22% feel they can influence decision making (196th) 
• 20% agree police seek public views (182nd) 
• 19% police successfully dealing with issues in local area 194th) 
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The following chart compares Cannock Chase’s performance from the Place Survey on a number of key 
measures against the council’s 2006 BVPI results. The only measure to have seen an increase in satisfaction is 
the area as a place to live.   

BVPI and Place Survey comparison

34%

36%

37%

43%

56%

25%

26%

31%

37%

74%

2008

2006

Satisfied with area as place to live

Informed about how to get involved 

Informed about local public services

Value for money

Satisfaction with council

Source: Cannock Chase BVPI Oct-Dec 2006 and Place Survey Oct-Dec 2008

 
 

This chart shows how Cannock Chase compares to the average for district councils in 2008. Cannock Chase 
falls well below the average on all measures.   

 

Comparison with district average

35%

33%

41%

46%

84%

25%

26%

31%

37%

74%

Cannock Chase

District council
average

Satisfied with area as place to live

Informed about how to get involved 

Informed about local public services

Value for money

Satisfaction with council

Source: Cannock Chase Place Survey Oct-Dec 2008 compared to 201 district 
councils
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The top improvements residents would like to see in Cannock Chase are activities for teenagers, roads and 
pavements and the level of crime. The chart below lists the top priorities for improvement.   
 

Priorities for improvement

21%

22%

24%

29%

30%

31%

32%

45%

56%

Roads and pavements repairs

Activities for teenagers

The level of crime

Clean streets

Shopping facilities 

Public transport

Facilities for young children

The level of traffic congestion

Job prospects

Source: Cannock Chase Place Survey Oct-Dec 2008

 
 
 
Opinion of local public services in Cannock Chase is poorer than across districts as a whole. The chart below 
shows how the council compares.   

Opinion of local public services

43%

45%

65%

68%

73%

34%

35%

60%

60%

67%

Cannock Chase

District council
average

Are working to make the area 
cleaner and greener

Are working to make the area safer

Treat all types of people fairly

Promote the interests of local residents

Act on the concerns of  local residents

Source: Cannock Chase Place Survey Oct-Dec 2008 compared to 201 district councils
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Anti-Social Behaviour  
 
The following table shows what proportion of residents think Anti-Social Behaviour is an issue in Cannock Chase. 
This is compared to the average for district councils and the rank within the 201 districts.   
 
Anti-Social Behaviour 
measure 

Cannock Chase 2008 District Council average 
2008 

Rank within district 
councils (of 201) 

Teenagers hanging around 
on the streets 

53% 38% 8th 

People using or dealing 
drugs 

50% 25% 3rd 

Rubbish or litter lying 
around 

49% 31% 3rd 

Vandalism, graffiti and 
other deliberate damage 

40% 28% 15th 

People being drunk or 
rowdy in public places 

40% 25% 3rd 

Noisy neighbours or loud 
parties 

18% 11% 5th 

Abandoned or burnt out  
cars 

6% 6% 65th 

 
As the tables shows Cannock Chase comes in the top three for the problems of people using or dealing drugs, 
rubbish and litter lying around and people being drunk and rowdy in public places. It is in the top eight for five out 
of the seven measures across all districts.   
 
National Indicator 21, from the Place Survey relates to the police and public services working together to deal 
with ASB and crime. Cannock Chase has the lowest rating of this in Staffordshire along with Tamworth and is 
much lower than all the other districts. 
 
OTHER RESEARCH FINDINGS 
 
CHILDREN, YOUNG PEOPLE AND FAMILIES 
 
Key Achievements 
 

 25 m Pool in Rugeley 
 Extension of the Museum 
 Chase it! Activities 
 Play Strategy and Play Development scheme 
 Leisure activities well covered by the Press 

 
Key Challenges 
 

 Childhood obesity (one third of children obese or overweight) and participation in sport and 
activity 

 Teenage Pregnancy higher than most Staffordshire Districts, higher than the national average 
 Activities for Children and Youths identified as area most in need of improvement at the 

Citizen’s Panel, also linked to ASB. 
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Cannock Chase has problems with obesity (one third of children are obese or overweight), teenage pregnancy 
and activities for children. These have been identified as the highest priority for improvement by the Citizen’s 
Panel.  
 
To increase participation in Sport and Leisure CCDC have opened a new sports centre, ‘Chase it!’, a young 
persons activity programme has been initiated, as has ‘Move up’ a disability dance initiative. The museum has 
been expanded and outreach education been opened. Children’s play areas have been opened. Various short-
term art projects have been run such as, ‘Bin World’, a play, and the Hemlock Bridge Arts Project. 
 
Aims are a reduction in childhood obesity, through a raft of health and fitness measures, and a fulfilment of the 
‘Every Child Matters’ outcomes: for all children to be healthy, stay safe, enjoy and achieve, make a positive 
contribution and achieve economic wellbeing.  

 
HEALTHIER COMMUNITIES, HOUSING AND OLDER PEOPLE 
 
Key Achievements 
 

 Adaptation of houses for disabled people 
 17,000 repairs to Council Stock 
 £1.5mil for buying new social housing 
 Secured 83 new flats for elderly assisted living 

 
Key Challenges 
 

 Deaths from smoking, heart disease and strokes exceed the average in England. 
 Twenty five Super Output Areas (SOAs) are in the 10-30% range for health deprivation and 

disability. 
 General lack of regular physical activity found during Citizen Panels. 
 23% of Council’s social housing stock does not meet decent homes requirements. 

 
The district has problems with deaths from smoking, heart disease and strokes, teenage pregnancies, child 
obesity and general obesity and healthy eating amongst adults, as outlined in the people’s forums. Health 
Services were ranked as second highest priority in the district and the 11th in terms of improvement need. 
Affordable Housing and Homelessness are also priorities (40% and 47% according to the forums). The single 
elderly make up 12% of the district’s population, which is set only to rise, with its contingent policy implications. 

 
ACCESS TO EDUCATION, SKILLS AND EMPLOYMENT 
 
Key Achievements 
 

 The ‘Change it’ training project, ensuring 16-18s had level 1 qualifications. 
 Continuing redevelopment of town centres 
 ‘Taste Your Future’ aspirations project, to encourage 180 students to enrol in vocational 

training 
 ‘Choices 2008’ career advice 
 Set up the worklessness action group, to coordinate activities 

 
Key Challenges 
 

 Deprivation of Education, Skills and Training is the largest contributing factor to overall 
deprivation in Cannock Chase.  
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 Eight Special Output Areas are in the 10% most deprived in England, including one in the top 
2%. A further 23 fall into the 10-30% most deprived range, meaning over half of the district’s 
SOAs are in the 30% most deprived in the country. 

 Education levels lag behind County, Regional and National levels, for adults and children. 
 
Although employment has increased since the ‘90s, office based employment is under-represented. The M6 Toll 
has brought investment to the area, but needs to be well spent to ensure that centres and housing can compete 
with other areas. Education, Training and Skills deprivation is the most prevalent deprivation in the district, with 8 
SOAs in the bottom 10% nationally. 
 
Skills in general are lower than the Staffordshire, West Midlands and UK averages. The continuing recession, 
and broader loss of manufacturing and agricultural jobs overseas has been recognised, and an encouragement 
of business and professional services cluster is envisaged. 
 
SAFE, STRONG AND COHESIVE COMMUNITIES 
 
Key Achievements 
 

 Continuing CCTV surveillance 
 Reduced crime by 15% (over five years) 
 Cannock Town Centre one of the safest in the area for a night out 
 Four more street wardens introduced 
 33 victims of domestic abuse re-housed through ‘Safe as Houses’ 

 
Key Challenges 
 

 30% think that Anti-Social Behaviour (ASB) is a problem in their area, according to the Place 
Survey. This places them 334th of 352 authorities in England (lower rank is worse). 

 Over 60% of residents feel uninformed to some extent about what is being done to tackle anti-
social behaviour in their area 

 Perception that crime has risen over the last generation, expressed in the NI21 focus group 
exploring Anti-Social Behaviour and crime perception, despite it having fallen by 15% over the 
last five years 

 
STAFFORDSHIRE POLICE – FEELING THE DIFFERENCE SURVEY 
 
Key Findings 
 
 Lack of facilities for young people comes up repeatedly in social and place-based questions.  
 15% of Staffordshire residents disagree that the police and local council deal with ASB and crime in the 

local area; 30% neither agree nor disagree, or don’t know. This may be due to ignorance of the police or 
council, what they’re doing to deal with ASB or that they don’t appear to be doing anything. 

 Cannock Chase performs relatively badly with regard to the Police and Council dealing with ASB. 
 Police community involvement in Cannock Chase is perceived to be far lower than in Staffordshire in 

general. 
 10% of Staffordshire residents have felt fearful of becoming a victim of crime in the past 12 months.  
 Significantly less residents in a Cannock Chase (between 5 and 10% less than Staffordshire norm) feel 

the council and police consult and inform them what they are doing about ASB, crime or safety. 
 
Findings of the NI21 Focus Groups Exploring ASB and Crime Perceptions  
  
 Differing definitions of ASB and its how it can evolve into crime. 
 General consensus that alcohol and young people are related to ASB. 
 Parents often discussed as problematic; police may deal with children, but then their parents won’t care. 
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 Benefits system and low aspirations to blame. 
 Perception of crime and ASB is that it has increased over the last generation or so. System of service 

delivery has broken down, but all social issues are interconnected, so no thing is can be held 
responsible. 

 
Cannock Chase CSP Strategic Assessment 2009 
 
ASB and crime are recommended to continue as high priorities, particularly focusing on environmental crime. It is 
considered that ‘cleaning up the streets’ would have a positive impact on perceptions and increase trust and 
confidence in partnership. ASB, substance misuse and criminal damage are the most prevalent and perceived 
community safety issues in Cannock Chase. 
 
Assault, theft and shoplifting make up a third of recorded crime in Cannock. While recorded crime, and the risk of 
falling victim to it, have fallen significantly over the past three years, there is still a higher chance of being a victim 
in Cannock Chase (7.4%) compared to the Staffordshire average (6.7%). 
 
Compared to its most similar Local Authority counterparts, Cannock Chase is average with regard to all recorded 
crime, but towards the bottom of the table for Assault/OABH other injury, shoplifting and common assault, for 
which it is the worst. Despite a fall in crime by 15% over the past five years, public perception is that it has 
remained the same, or risen. 
 
Current priorities are Violent Crime, ASB, Community Engagement, Domestic Abuse, Criminal Damage and 
Business Crime, two further possibilities are serious acquisitive crime, as a result of the recession, and 
environmental crime, as a result of research by ENCAMS. 
 
ASB is a serious problem in Cannock Chase, with things such as teenagers hanging around on the street and 
using and dealing drugs a significant problem according to the Place Survey. According to the CSP Strategic 
Assessment, almost 70% of ASB is defined as rowdy or inconsiderate behaviour, which should be high on the 
council’s agenda.  
 
The Cannock Chase Crime and Disorder Reduction Partnership 
 
Anti-social Behaviour (ASB) is clearly a priority for residents of Cannock Chase, as low-level nuisance behaviour 
has a very real impact on a community’s quality of life. The overall trend of ASB in Cannock Chase is not 
reducing, and incidents continue to blight areas of the district. 
 
ENVIRONMENTAL SUSTAINABILITY 
 
Key Achievements 
 

 Mechanically swept 800km of roads 
 Recycled 40% of rubbish 
 Cannock Park received a green flag 
 Environmental issues very well covered by the local press (symptomatic of the importance 

placed on these issues by residents) 
 
Key Challenges 
 

 Resident satisfaction that the council keeps public land clear of litter and refuse dropped from 2006 
to 2008 from 54% to 48%, although a change in semantics of the question should be recognised to 
potentially have had an effect. 

 NI195 (Improved street and environmental cleanliness) is rated the worst in the County, NI195a 
14% of sites have unsatisfactory levels of litter and detritus, also scores poorly on fly-tipping and 
graffiti. 
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 Envirocrime recognised by the council as of high importance to residents when evaluating their 
local area, according to research by ENCAMS (Keep Britain Tidy). As such, general litter is one of 
the top three priority issues that Cannock Chase faces. 

 Almost 60% of residents feel uninformed to some extent about what was being done to improve the 
general appearance of the area. 

 
Issues faced around the built environment include maintaining parks and open spaces, for which they achieved a 
green flag for Cannock Park, climate change, waste reduction and recycling, which they have been relatively 
successful at. Street cleaning, is a major issue for residents, including envirocrime, for which the Environmental 
Health Enforcement action plan has been developed.   
 
Two issues within Street Cleaning are currently being developed further; the optimisation of street cleaning 
operations through contract services, and the coordination of education and enforcement measures to combat 
envirocrime, for example re-negotiating the contract with a local raceway to reduce noise pollution and parking 
problems, and renegotiating the tender for streetscene. 
 
CONCLUSION 
 
Cannock Chase residents have low satisfaction with their local area as a whole, the way it is run by the council 
and their opportunities for involvement in its governance. Only 25% of residents believe that the Council offers 
good value for money, down significantly from 2006.  
 
Residents perceive ASB to be much higher than residents in other districts, and are less satisfied with the way it 
is dealt with by the council and police. Despite dramatic reductions in levels of crime, it is perceived by residents 
to be increasing generation by generation. Part of this is due to the fact that highly visible low-level crime, such 
as ASB and envirocrime, is increasing and continues to be a problem for residents according to numerous 
indicators.  
 
Litter, drug use and drunk or rowdy behaviour in public are the three highest priority challenges faced by the 
Council. Lack of activities for children and youths are linked to this level of criminality by residents at local 
forums.  
 
The results of the Place Survey and those of individual services is not a reliable comparison.  For example, the 
Place Survey (postal survey) asks specifically about litter and refuse with a 48% satisfaction rate.  The ENCAMS 
survey (face to face) states a 78% satisfaction with how the area looks.  There are a number of reasons why 
these two results are different.  The question asked is not the same so cannot be compared.  The ENCAMS 
question asks about how the area looks which opens up the possibility that the respondent may also consider the 
general appearance of the area and the buildings as well as litter and refuse.  The Place Survey specifically asks 
about litter and refuse.  The methodology is different which means the results cannot be reliably compared.     

Improving communications improves satisfaction with the local area and in-turn the local council. Issues such as 
value for money, safe and clean streets are vital to the reputation of the council and satisfaction with the area as 
a place to live. Concentrating on a small set of core campaigns will have significant impact on key reputation 
measures in ways a numerous set of less focused campaigns would not.   
 
Without such investment or more focused campaigns and communications, it is probable that the Place Survey 
2010 will yield similar results. 
 
Report Author Details 
 
This report was written by Neil Wholey, Head of Consultation & Research  
 
Research and Customer Insight Team, Communications and Strategy, Westminster City Council  
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