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1. Key Findings  
 

Some big improvements since the last survey 
 

Overall a 3% improvement from 2017, driven by the Waste team, which has 
improved its net satisfaction score by 10%. Additionally local bus services have a 
13% higher net satisfaction score, street lighting net satisfaction is up 10%, and 
keeping pavements clear of obstructions has also improved by 10%. 

 

People are happy with….   
 

 StreetCare as a service overall (47% satisfied vs. 23% dissatisfied);  
 

 Waste (63% satisfied; a 5% improvement on 2017). In particular food waste 
(73%) and Sort it Centres (67%) 

 

 Buses (63% satisfied; a 5% improvement since 2017) 
 

 Open spaces (57% satisfied) – most respondents are satisfied with the 
amount of parks and open spaces, and how well they are maintained  
 

 Environment (52% satisfied). Just over half of respondents are happy with 
how clean the roads and open spaces are kept  
 

 Streetlighting (69% satisfied) 
 

 Query handling and customer service (53% satisfied) – more than half of 
the respondents who contacted us recently were satisfied with the outcome of 
their query, the speed of resolution, and the helpfulness of staff 
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People are not too happy about… 
 

 Roads (41% dissatisfied) – especially their condition (55% dissatisfied) and 
routine resurfacing (52% dissatisfied). 11% of all comments we received 
were about potholes or poor road condition, and concerns about the safety of 
cycle lanes and paths are more common (+14% more comments than in 
2017) 
 

 The need for more prevention or enforcement around parking on pavements 
and speeding (together these were 10% of all comments received) 
 

 Footpaths and pavements (30% dissatisfied) – mainly due to obstructions 
not being cleared (48% dissatisfied) 

 

 Overgrown hedges and trees (5% of all comments) 
 

 Keeping customers who contact us informed about their issue (37% 
dissatisfied; 5% more than those who are satisfied). In particular respondents 
commented on their requests being ignored or not carried out, and there 
being no acknowledgement of their queries. This was particularly true for 
those who had contacted us about pavements & footpaths or open spaces. 
 

 Waste collection causing litter, due to operatives but also the lack of lids for 
recycling boxes, and collectors throwing and damaging bins (together 
these account for 18% of all comments we received) 
 

 Bad Weather (33% satisfied) – a significant drop from 46% last year. 
Although most are still happy with winter gritting of roads (64%) 
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2. Consultation purpose, methodology 
and response 

 

 

Research Objectives 

 

The purpose of this research into StreetCare services is to: 

 Understand the level of satisfaction with the performance of individual 
services within StreetCare 

 Identify areas that may be in need of improvement, attention or further 
investigation 

 Provide a robust evidence base to help inform future decision making 

 Understand the views of different types of StreetCare users to help inform the 
service’s equality impact assessments  

 

 

Methodology 

 

The consultation process was supported by a dedicated consultation webpage which 
hosted all consultation documents, an online survey and a paper survey to 
download. The online consultation system sent out a notification to registered users 
informing them of the consultation and providing links to this information: 

https://consultations.southglos.gov.uk/consult.ti/streetcare 

 

An online survey was emailed to 13,000 residents who had contacted StreetCare in 
the last 6 months. A survey was also available in paper format in libraries and one 
stop shops, and online on the consultation page for residents who have not 
contacted StreetCare recently. The survey was open from 9th June 2019 until 7th July 
2019. 

 

As part of the consultation we also welcomed comments made by letter, email, fax 
and over the phone and these contact methods were promoted on consultation 
literature. 

 

 

Sample and Response 

 

The survey received 2,985 responses in total, with 326 surveys from members of the 
general public and 2,659 surveys submitted from existing customers who have 
contacted us recently. This represents a response rate of 20.5%, which is the same 
as the online component of 2017’s survey. 
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The consultation also received 51 emails from 48 individuals. 

 

General Caveats 

The results of this consultation are not statistically representative of the views of 
South Gloucestershire residents due to the nature of the consultation methodology 
used. The level of response, information gathered and views obtained still provide a 
useful indicator of wider opinion and any important issues that will need to be 
considered. 
 
Due to the software used and the different response options open to respondents, it 
was possible for people to submit more than one response. This has been monitored 
during the consultation period and analysis and it does not appear to have been 
abused or be a significant issue affecting the response. 
 
Any obvious duplicate comments, personal information and comments that can 
identify individuals, have been removed from the comments analysis. 
 
Percentages used in this report have been rounded and may not add up to exactly 
100%. For some survey questions, respondents could select more than one 
response which also means that percentages or number of responses, if added 
together, can total more than 100% or more than the number of responses received. 
 
A full list of all comments made and emails received is available on request; there 
were 2,413 individual comments made so it has not been possible to include the full 
text of all comments within the main body of this report. Identifying details from 
comments and emails have been redacted. 
 
 

Further Information 

 
This report was produced by South Gloucestershire Council’s Corporate Research & 
Consultation Team. 
 
Further information about this report is available from the Senior Corporate 
Consultation Officer:  
     01454 868154 
     consultation@southglos.gov.uk   
     www.southglos.gov.uk  
    South Gloucestershire Council, Corporate Research and Consultation Team, 
Council offices, Badminton Road, Yate, Bristol, BS37 5AF 
 

  

mailto:consultation@southglos.gov.uk
http://www.southglos.gov.uk/
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3. Survey Analysis 
 
 

3.1. Overall Results 
 
 
2,985 individuals responded to the survey. We did not ask respondents to judge the 
services overall, but by taking the total number of responses to each satisfaction 
question within a service area we can create an indicative picture of how the different 
departments compare. 
 
A useful metric is Net Satisfaction Score: the proportion of satisfied customers minus 
the proportion of dissatisfied customers. 
 
Overall, more people (24%) were satisfied with StreetCare services than 
dissatisfied (47% satisfied vs 23% dissatisfied). This is an improvement of +3% in 
Net Satisfaction score from 2017. 
 
Services which performed particularly well were waste (63% satisfied, with a +10% 
improvement in net satisfaction score from 2017), and buses (63% satisfied, with 
+8% improvement in net satisfaction). 
 
Services which had low satisfaction scores compared to the level of dissatisfaction 
were roads (8% more dissatisfied users than satisfied ones), and footpaths and 
pavements (only 9% more satisfied users than dissatisfied ones). However both 
these services have made improvements in their net satisfaction score since 2017. 
 
  



8 
StreetCare Satisfaction 2019 Consultation Output Report 

Chart 1. Total responses to satisfaction questions by service area 

 
Base size All respondents (2,985) 

 
Table 1. Net satisfaction score for each service area  

StreetCare service area Net Satisfaction 
(satisfied customers - 

dissatisfied customers) 

Change 
from 2017 

Average 24% +3% 

Roads -8% +4% 

Footpaths 9% +3% 

Cyclepaths 13% +2% 

Open spaces 35% +1% 

Buses 45% +8% 

Bad weather 17% -5% 

Waste 51% +10% 

Query Handling/ Customer Service 25% -1% 

Environment 28% +1% 
Base size All respondents (2,985) 
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3.2. What Matters Most to Respondents? 
 
A good way to know what issues are top of people’s minds on an everyday basis is 

to let them comment freely. The issue respondents are still most likely to comment 

on is waste (22%) making it a key area to make changes that would have the most 

noticeable impact. It is a really positive sign that significantly fewer respondents 

commented on waste this year (-10% vs. 2017), with a noticeable drop in those 

commenting on the carelessness of waste disposal staff, the reduction in size of the 

black bin, the green waste charge and unreliable waste collection. 

Of a similar level of concern to residents is the state of the roads (21%) which has 

seen an increase of +2% of respondents commenting than in 2017, meaning it is 

becoming an issue to more people. This is driven by small increases in many of the 

issues such as parking, resurfacing, traffic calming and congestion. 

Whilst most areas have had slightly less respondents comment on them this year, 

Customer Query Handling and Environment have seen a notable reduction (-4% and 

-5% respectively), which would suggest there have been improvements in customer 

experience. 

For the majority of themes, an in-depth analysis can be found within the 

corresponding sections of the report; financial management and diversity are 

covered in this section. 
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Chart 2. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” 

 

Base size: all respondents (n=2,985) 

 

Diversity 

The most common issue to be raised was disability (22 mentions). The most 

frequent reason for this was wheelchair use or mobility difficulties being made 

difficult or dangerous by the poor condition of roads and pavements, lack of 

dropped kerbs, or obstructions such as litter, overgrown hedges or brambles, bins, 

and parked cars on pavements. 5 respondents mentioned concerns or difficulties 

related to age, mainly trip hazards on pavements. 
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Financial Management 

2% of respondents commented on the financial management of StreetCare; 1% less 

than in 2017. The most frequent comment was acknowledgement that there are 

limited funds or stretched resources (19 mentions), a sentiment which has slightly 

increased since the last survey. 

Following this, 18 respondents expressed that the way the council uses its resources 

was a waste of money; an opinion that has decreased in prevalence since 2017. 

 

 

 

Whilst last year the most common opinion was that the work carried out was 

uneconomical because it favoured short-term solutions in favour of results that 

would last a long time, this year there have been less than half as many comments 

to this effect (12 mentions). This opinion almost always referred to the filling in of pot 

holes instead of resurfacing the entire road.  

 

 

 

 

Table 2. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Financial Management comments 

Comment type Number of Comments 

TOTAL FINANCIAL MANAGEMENT 53 

Limited funds / stretched resources 19 

Waste of money 18 

Short term/ uneconomic solutions 12 

Find more efficient ways / get volunteers 2 

Too officious / bureaucratic / nanny state 1 

No plan to improve things 1 
Base size: all respondents (n=1,590) 

 

 

“My biggest concern is the lack of sufficient maintenance of the roads, I recognise 
that you do not have sufficient funding to enable this but I consider the sticking 

plaster approach you are adopting to potholes is not cost effective.” 

“Like most people who live in South Gloucs, I am fully aware of the constraints that StreetCare 
are operating under. Nonetheless, telephone calls to the Team to report issues, often go 

unanswered; Pot holes and defects in the carriageway remain unresolved for inordinate periods 
after being reported; Street cleansing/litter picking is non-existent in too many residential areas” 

“I cannot help thinking that the money that was spent on the pavement 
work would have been better spent on resurfacing the road.” 
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3.3. Roads  
 
 

In total 33% of respondents were satisfied with local roads and 41% stated 

dissatisfaction; whilst this means more road users were dissatisfied than 

satisfied, it is actually a +4% net satisfaction improvement from 2017. 

Satisfaction is largely driven by street lighting, which the majority of respondents 

(69%) were either quite or very satisfied with; a +10% improvement in net 

satisfaction from 2017. Traffic calming and safety measures also created higher 

levels of satisfaction (37%) than dissatisfaction (32%). 

Most respondents (55%) are increasingly dissatisfied with the condition of the 

roads, as well as the actions the council is taking to routinely resurface roads (52% 

dissatisfied), although resurfacing has seen improvements in opinion since 2017. 

The council’s work to tackle road congestion has become less of a serious issue, 

with ‘very dissatisfied’ respondents reducing from 30% in 2017 to 23% this year. 

 

 
Table 3. Net satisfaction score and year on year change for road attiributes  

Net Satisfaction 
(satisfied customers - 

dissatisfied customers) 

Change 
from 2017 

Average -8% +4% 

The condition of the roads in South Gloucestershire -30% -2% 

The actions the council is taking to carry out urgent repairs 
of local roads -21% -2% 

The actions the council is taking to routinely resurface local 
roads -30% +4% 

The council's work to tackle road congestion (changes to 
road layout, and improving pinch points at critical junctions) -29% +6% 

Street lighting in your area 53% +10% 

Traffic calming and safety measures 5% +2% 
Base size: all respondents (n=2,985) 
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Chart 3. Satisfaction with Roads 

 

Base size: all respondents, n= see individual bars 

Regional variation 

Dissatisfaction with the condition of the roads is significantly higher in Bradley 

Stoke North, Thornbury and Filton (all 60%), Frampton Cotterell (64%) and 

Winterbourne (69%). Whereas some wards are significantly more satisfied with their 

road conditions (Bradley Stoke South; 41% vs. 25% all respondents satisfied; 

Emersons Green 32%, and Stoke Park and Cheswick 59%) 

Dissatisfaction with urgent repairs is highest in Bradley Stoke North (56%), Charlton 

& Cribbs (54%), New Cheltenham (53%), and Winterbourne (58%) vs. 46% for all 

respondents. 

Dissatisfaction with routine resurfacing is highest in Bitton & Oldland Common, 

Frampton Cotterell, Winterbourne and Stoke Gifford (all 57%), Bradley Stoke North 

(60%), Charfield (67%) and Patchway Coniston and Winterbourne (both 58% vs 51% 

all respondents). 
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Dissatisfaction with the council’s measures to tackle congestion is significantly 

higher in Filton (65%), Bradley Stoke North, Frampton Cotterell, Stoke Gifford, and 

Frenchay & Downend (all 56%), and Patchway (75% vs. 47% all respondents) 

Traffic calming and safety measures is more of a problem in Bradley Stoke North 

and South (38% and 37% respectively), Filton (41%), Frenchay and Downend and 

Yate North (both 39% vs. 31% all respondents) 

 

 

Respondents who contacted Streetcare about roads 

Due to the sample for this study being largely individuals who have contacted the 

council with an issue, it is important to look at the difference in satisfaction between 

respondents who have and have not been in direct contact with the Council about 

particular issues, to get a sense of how the wider population of South 

Gloucestershire are likely to be feeling about StreetCare services. 

629 participants or 30% of survey respondents had specifically contacted the 

StreetCare team about roads in the last 6 months, and unsurprisingly a much 

higher proportion of these individuals were quite or very dissatisfied with aspects of 

our roads. Respondents who had not contacted StreetCare about roads (may have 

contacted us about other services), still had high levels of dissatisfaction, but their 

Net Satisfaction Score tended to be less negative, and in fact more of them (10%) 

were satisfied than those who were dissatisfied with traffic calming and safety 

measures. 

 

Table 4. Proportion of respondents who are satisfied with roads minus those who are 

dissatisfied (net satisfaction) by whether they have contracted Streetcare about roads in the 

last 6 months 

  
NOT contacted 

StreetCare about 
Roads (2,335) 

Contacted 
Streetcare about 

Roads (629) 

The condition of the roads in South 
Gloucestershire 

-23% -55% 

The actions the council is taking to carry out urgent 
repairs of local roads 

-17% -39% 

The actions the council is taking to routinely 
resurface local roads 

-26% -52% 

The council's work to tackle road congestion 
(changes to road layout, and improving pinch 
points at critical junctions) 

-27% -40% 

Street lighting in your area 53% 54% 

Traffic calming and safety measures 10% -13% 
Base size: n=see individual column headings 
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Satisfaction with Roads by Type of Transport Used 

Looking at the answers by type of transport used, we can see that some road users 

are more likely to have issues with the roads than others. In Table 5 results that are 

significantly different to the total respondents’ answers are highlighted. 

Motorbike and scooter users continue to be significantly more dissatisfied 

with the condition of the roads (70% vs. 54% total respondents; a -16% net 

satisfaction drop vs 2017), urgent repairs (65% dissatisfied vs. 45% total 

respondents; -8% net satisfaction vs. 2017), routine repairs (72% dissatisfied vs. 

51% total; -17% vs. 2017), and road congestion (72% dissatisfied vs. 51% total; -

15% net satisfaction vs. 2017) and traffic calming and safety measures (56% 

dissatisfied vs. 47% total respondents).  

Taxi users are also more likely to have problems with and congestion improvements 

(59% dissatisfied vs. 47% total respondents; -18% drop in net satisfaction vs. 2017). 

Cyclists are significantly more dissatisfied with the condition of the roads than 

other road users .(62% vs. 54% all respondents; a -17% drop in net satisfaction vs. 

2017)   
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Table 5. Answers to Q2 “Thinking about local roads (not motorways) how satisfied are you 

with the following?” by Q1 “Which of the following ways to travel do you use more than once a 

month?” 

  

Car - 
driver 
(2589) 

Car -
passenger 
(1212) 

Motorbike/ 
Scooter 
(96) 

Train 
(139) 

Bus 
(767) 

Cycle 
(429) 

Walk / 
Run 
(1728) 

Taxi 
(126) 

The condition of the roads in South Gloucestershire 

Satisfied 26% 24% 11% 25% 25% 21% 24% 23% 

Dissatisfied 55% 57% 70% 59% 53% 62% 56% 58% 

The actions the council is taking to carry out urgent repairs of local roads 

Satisfied 26% 23% 14% 19% 26% 21% 25% 25% 

Dissatisfied 46% 45% 65% 49% 42% 53% 45% 50% 

The actions the council is taking to routinely resurface local roads 

Satisfied 22% 20% 9% 23% 22% 16% 21% 21% 

Dissatisfied 52% 52% 72% 56% 48% 56% 51% 54% 

The council's work to tackle road congestion (changes to road layout, and improving pinch points 
at critical junctions) 

Satisfied 19% 18% 9% 17% 17% 15% 17% 15% 

Dissatisfied 48% 49% 56% 51% 45% 50% 48% 59% 

Street lighting in your area 

Satisfied 69% 69% 63% 70% 69% 71% 71% 60% 

Dissatisfied 15% 17% 13% 16% 17% 14% 14% 21% 

Traffic calming and safety measures 

Satisfied 37% 35% 23% 34% 36% 32% 36% 34% 

Dissatisfied 31% 33% 47% 35% 28% 38% 32% 35% 

Base size: all respondents n= see individual column headings 

 

Respondent Comments on Roads 

40% of respondent comments about StreetCare referred to roads. This is a 5% 

increase in share of comments from 2017. The largest proportion of these comments 

referred to potholes and poor road conditions (27% of road comments, 11% of all 

comments).  

Whilst some complaints focus on potholes not being filled even when requests were 

made, others say that it is a too short-term, cheap and “shoddy” solution.  

Potholes were seen to be dangerous for motorbikes, cyclists and pedestrians and 

damaging to cars.  

 

 

 

 

 

“I think a number of the smaller roads in South Glos are in very poor condition with 
repairs being put over repairs. For example Fox Holes Lane on Old Down is appalling” 
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Related to this the need for roads to be resurfaced was mentioned by 5% of all 

respondents making comments (9% of all road related comments). 

 

 

 

 

 

 

The second most frequent comment was with regards to traffic calming and 

pedestrian safety (14% of road related comments). Speeding and heavy traffic was 

an issue mentioned by many, with some feeling that speed bumps or 20mph limits 

could be introduced. However others thought that that speed bumps and pinch 

points were ineffective. Pedestrian crossings were sometimes requested. 

 

 

 

 

Parking enforcement made up 13% of all comments about traffic. This most often 

referred to people parking on pavements, which was felt to obstruct pedestrians 

and cause them to walk in the road, as well as to obstruct drivers’ views of traffic. 

However lack of parking or parking congestion around schools was cited as the 

underlying reason this was happening. Parking in inconvenient places or on grass 

verges were also issues. 

 

 

 

“Potholes cost me lots of money on 2 tyres destroyed by very poor road 

maintenance. Neither resulted in compensation. Disgraceful refusal to accept 

responsibility by the Council. Lost faith in the integrity of the “service” after this” 

” 

“Congestion problems at crossroads by Jolly Cobbler pub. Requested double yellow 
lines alongside pub wall. As you are aware, this is a bus route and frequently 

cars/vans park on this side of the road resulting in gridlock on many occasions” 

“Frenchay traffic calming should be removed immediately. It is inconceivable how such a 

dangerous layout was approved. It has done the complete opposite of calming the traffic. 

 

“Would be helpful to have some improved traffic calming 
in our village e.g. Shortwood and Westerleigh Roads.” 

“Badminton Road resurfacing job is poor quality. Laid in 3 strips with the joins (due to 

cycle lane) exactly in line with the wheels of traffic. Exactly as it was before. I give it 

one winter. It should at least have hot tar poured along the joints. The rest of 

badminton road towards Downend is starting to resemble the surface of the moon.” 
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Drainage (9% of road comments) and subsequent flooding (6 comments) are an 

issue for some. This is mainly seen to be down to roads not being cleaned of 

leaves, mud and debris and blocking up gullies. 

 

Table 6 Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” 

Comment Type 
Number of Comments 

% of all comments (vs. 
2017) 

TOTAL ROAD 633  

Potholes/ road condition 169 11% (-1%) 

Traffic calming & pedestrian safety 87 5% (+1%) 

Parking enforcement 81 5% (+1%) 

Resurfacing roads 75 5% (+1%) 

Drainage incl. trenches, gullies and covers 57 4% (+1%) 

Traffic congestion 46 3% (+1%) 

Road markings/ signage/ safety 36 2% (+1%) 

Gritting 18 1%  (-) 

Roadworks 13 1% (+1%) 

Traffic lights 7 0% (-) 

Flooding 6 0% (-) 

Urgent repairs 3 0% (-) 

“Anti-car” measures 2 0% (-) 

Heavy Goods Vehicles 1 0% (-) 

Base size: Respondents to Q22 ‘any other comments’ (n=1,590)  

“Parking of non residents in and around Kings Drive has become a bigger issue since 
Metrobus was introduced and I have complained via Councillors but not sure this part of 

Stoke Gifford is given the same priority as the village. Yellow lines and parking restrictions 
stop people parking there, why can’t the same restrictions be enforced for local residents 

here?” 
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3.4. Footpaths and Pavements  
 
Overall, more respondents were satisfied with our footpaths and pavements (41%) 
than dissatisfied (32%).  This is an improvement of +3% on 2017’s net satisfaction 
score. Improvement has been driven by greater net satisfaction with pavements 
being kept clear of obstructions (now -17%; +10% vs. 2017) and supported by 
increasing net satisfaction with ability to cross roads safely (+4%) and condition of 
paths and pavements (+2%). 
 
Satisfaction is strongest for being able to safely cross roads as a pedestrian (58% 
satisfied) and the condition of footpaths and pavements (51% satisfied). 
 
Respondents were most dissatisfied with pavements being kept clear of 
obstructions (48% dissatisfied).  
 
 
Chart 4. Q3 “Thinking about local footpaths and pavements, how satisfied are you with the 
following? 

 
Base size: all respondents n= see individual questions 
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Table 7. Net satisfaction score and year on year change for path and pavement attiributes  
Net Satisfaction 

(satisfied customers - 
dissatisfied customers) 

Change 
from 2017 

Average 9% +3% 

The condition of the footpaths and pavements 22% -2% 

The actions the council is taking to carry out urgent repairs 
to paths and pavements 7% +1% 

The actions the council is taking to routinely resurface paths 
and pavements -2% 0% 

Pavements being kept clear of obstructions (e.g. 
overhanging bushes) -17% +10% 

Being able to safely cross roads as a pedestrian 38% +4% 
Base size: all respondents (n=2,985) 

 
 
Regional variation 

Filton and Frampton Cotterell stand out as areas that are significantly more 
dissatisfied with pavements or footpaths for a number of reasons. 
 
The condition of the footpaths is more likely to cause dissatisfaction in Bitton and 
Oldland Common (34% vs. 29% overall), Filton (42%), Frampton Cotterell (35%), 
Pilning and Severn Beach, and Severn Vale (35% and 35% respectively), and 
Winterbourne and Woodstock (both 34%). Areas especially delighted with the 
condition of their pavements include Bradley Stoke (North 59%, South 67% vs 49% 
overall), Emersons Green (59%), and Stoke Park and Cheswick (71%). 
 
Urgent repairs are particularly dissatisfying in Charlton and Cribbs (35% vs 29% 
overall), Filton (39%), Frampton Cotterell (35%) and Stoke Gifford (31%). Whereas 
41% of respondents in Hanham and Winterbourne are satisfied with urgent repairs 
compared to 32% of all respondents, and almost half of Bradley Stoke respondents 
are satisfied (46% in North and 47% in South) 
 
Pavements in need of resurfacing bring about the greatest dissatisfaction in Filton 
(44% vs 29% all respondents), Frampton Cotterell (38%), Longwell Green (36%) and 
Pilning and Severn Beach (35%). Meanwhile some wards are much more satisfied: 
Bradley Stoke North (38%) and South (37%) vs. 29% of all respondents, 46% in 
Woodstock, and 36% in Mangotsfield 
 
Obstructions on pavements are particularly dissatisfying in Charlton and Cribbs (56% 
vs 47% of all respondents), Filton and Frampton Cotterell (54% and 55% 
respectively), Kingswood (54%) and Parkwall and Warmley (59%). An interesting 
outlier is Charfield, where the usual amount of residents are unhappy, but only 7% 
are satisfied, compared to the average 29% for all respondents. Whereas Bradley 
Stoke South is far more likely to be satisfied with obstructions being cleared (42%), 
as is Stoke Park and Cheswick (47%) 
 
Being able to cross the road safely is a particular problem in Charfield (29% 
dissatisfied vs. 20% overall); however residents in Bradley Stoke are far more 
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satisfied (65% North and 64% South vs. 56% all respondents), as are those in 
Emersons Green (67%). Stoke Park and Cheswick residents are significantly likely 
to be both more satisfied with pedestrian crossing safety (71%) and dissatisfied 
(29%) – this may be because they are the most likely to walk or run frequently 
(76% vs. 58% all of South Glos respondents). 
 
 
Satisfaction with Roads by Type of Transport Used 

Respondents who walk or run at least twice a month will be using footpaths and 

pavements more than other respondents. However net satisfaction scores tend to be 

similar to for both groups, since respondents who run or walk more are more likely to 

be either satisfied or dissatisfied, rather than having no opinion. The only significant 

difference is regarding pavements being kept clear of obstructions where 22% 

more walkers and runners are dissatisfied compared to those who are satisfied vs. 

12% more dissatisfied amongst those who rarely run or walk. 

 
Table 8. Q3 Net Satisfaction with Footpaths and Pavements depending on frequency of use 

  
Walk/ Run more than 

once a month (n=1,718) 
Walk/ Run once a month 

or less (n=1,237) 

The condition of the footpaths and pavements 22%  21% 

The actions the council is taking to carry out 
urgent repairs to paths and pavements 

7% 7% 

The actions the council is taking to routinely 
resurface paths and pavements 

-2% -1% 

Pavements being kept clear of obstructions 
(e.g. overhanging bushes)  

-22% -12% 

Being able to safely cross roads as a 
pedestrian 

39% 37% 

Base size: all respondents providing methods of travel (n=2,955) 

 

Respondents who contacted Streetcare about footpaths and pavements 

There were 337 respondents who contacted StreetCare about footpaths and 

pavements in the last 6 months (11% of total sample). These respondents are more 

likely to be dissatisfied with all elements of pavement maintenance, especially 

obstructions (-53% net satisfaction vs -13% other respondents), however 

obstructions is still the most likely problem for those who haven’t contacted the 

council (45% dissatisfied). 
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Table 9.  Difference between satisfaction with pavements and footpaths by reason for 

contacting the Council in last six months 

Analysis % 
Contacted Council 
about Paths (337) 

NET 
Satisfaction 

Did NOT contact 
Council about  Paths 
(2,618) 

NET 
Satisfaction 

 % 
Satisfied 

% 
Dissatisfied   

% 
Satisfied 

% 
Dissatisfied   

The condition of the 
footpaths and 
pavements 

32% 52% -20% 53% 26% 27% 

The actions the council is 
taking to carry out 
urgent repairs to paths 
and pavements 

26% 47% -21% 36% 26% 10% 

The actions the council is 
taking to routinely 
resurface paths and 
pavements 

20% 52% -32% 32% 30% 2% 

Pavements being kept 
clear of obstructions 
(e.g. overhanging 
bushes) 

17% 70% -53% 32% 45% -13% 

Being able to safely 
cross roads as a 
pedestrian 

49% 30% 19% 60% 19% 41% 

(Base size: all respondents n=2,955)) 

 

Respondent comments on pavements and footpaths 

 

The poor condition of pavements and paths overtakes obstructions as the most 

frequently raised issue (31% vs. 24% in 2017). Where elaborated on, respondents 

mentioned their age or disability making uneven pavements a trip hazard. 

 

 

 

 

Related to this, a few respondents mentioned repairs or construction of pavements, 

in particular where they could do with pavements or kerbs being installed. 

 

Many of the comments continue refer to pavements and footpaths being obstructed 

by hedges, tree branches, brambles, nettles or rubbish (62 mentions). This was 

seen as dangerous since it forced pedestrians using mobility scooters, wheelchairs 

and pushchair into the road, as well as being inconvenient. A number of respondents 

“As a disabled person having to use a wheelchair that I cannot propel 
myself , how uneven and slanted a lot of the pavements are and a 

general lack of drop kerbs to get off the main pavements is ridiculous.” 
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mentioned that it made the area unsightly, or the path unusable. Additionally 33 

respondents mentioned inconvenient or dangerous use of pavements by other users 

e.g. cyclists or parked cars. 

 

 

 

 

 

  

 

Table 10. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on footpaths and pavements 

Type of Comment Number of 
Comments 

TOTAL PAVEMENT AND FOOTPATH 153 

Poor condition pavement/ path 70 

Obstructions or overgrown pavement/ path 62 

Street lighting 44 

Dangerous / inconvenient use of pavement  33 

Path & pavement repairs/ construction 11 

Positive comments on pavements 3 
Base size: all respondents (n=1,090) 

  

“The maintenance of the local lanes is to my mind, non-existent. The lane connecting 
Sunnyvale Drive and Ravendale Drive is a disgrace. Weeds and debris rule. A number of 
road verges in the area (in particular between the kerb stone and gutter) are in urgent 

need of weeding. Indeed, the edge of the path on the B&Q side of the road between the 
Bath Road and Gallagher Retail is an eyesore - and that’s being polite” 
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3.5. Cycle paths and Cycle lanes 
 
Overall, more respondents are satisfied with the cycle paths and lanes (29%) 
than dissatisfied (16%), which is a very similar result to 2017.  
 
Thinking about more specific issues, 35% of all respondents and 46% of cyclists 
were satisfied with the condition of the cycle paths and lanes. This is a -5% drop in 
satisfaction for cyclists from 2017. Areas that have particularly high dissatisfaction 
amongst cyclists are Bradley Stoke South, Stoke Gifford, Yate Central, and Charlton 
& Cribbs (all 50%), and Severn Vale (47%). 
 
27% of respondents and 42% of cyclists were satisfied with the lighting. Areas with 
unusually low satisfaction scores amongst cyclists were Boyd Valley (42%), Parkwall 
and Warmley (35%) and Bradley Stoke South (34%). 
 
Only 25% of all respondents and 34% of cyclists were satisfied with the cycle paths 
and lanes being kept clear of obstructions. Areas with unusually high scores in 
dissatisfaction for cyclists include Bradley Stoke North (57% dissatisfaction) and 
South (58%), Longwell Green (60%) and Stoke Gifford (61%). 
 
 
Chart 5. Q4 “Thinking about local cycle paths and lanes, how satisfied are you with the 
following?” 

 
Base size: see headings of individual bars 
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Table 11. Net satisfaction score and year on year change for cycle path attributes  
Net Satisfaction 

(satisfied customers - 
dissatisfied customers) 

Change 
from 2017 

The condition of cycle paths and lanes (429) 12% -9% 

The lighting of cycle paths and lanes (425) 19% +4% 

Cycle paths and lanes being kept clear of obstructions (429) 2% +4% 
Base size: cyclists (n= see individual rows)l  

 
Respondent comments on cycle paths and lanes 
 
Cycle path users are most concerned about the condition of existing cycle paths 
(25% of comments on cycle paths).   
 
The lack of cycle lanes was also an issue (22% of comments, down from 29% in 
2017). Obstructions specifically blocking cycle lanes as opposed to pavements / 
paths made up 18% of comments on cycling, but the safety of cycle paths and 
(both to cyclists and pedestrians) has become a more common concern with 
35% of comments vs. 21% in 2017. Some of these regard potholes in cycle lanes, 
or gaps in the cycle lanes, both of which force cyclists too close to traffic, whilst 
others say cyclists pose a danger to pedestrians. 
 

 
 
 

 

 

Table 8. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on cycle paths 

TOTAL CYCLEPATH 51 

Cycle path overgrown 18 

Cycle path condition 13 

Not enough cycle paths/ lanes 11 

Cyclists & cyclists' safety 9 
Base size: all respondents (1,590) 

  

“Potholes are my biggest bugbear. I've stopped cycling because the 
edges of the road are too broken up and I fear a car overtaking me 

just at the point I need to swerve to miss a rough patch.” 
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3.6. Public Transport 
 
 

Bus Usage 
 
Of those who responded, the majority of survey participants (64%) use buses to 
travel in South Gloucestershire. This is a 6% increase on 2017 (58%), resulting in a 
greater proportion of infrequent bus users (51% vs. 46% in 2017). Meanwhile only 
13% of all respondents and 20% of bus users travel by bus frequently (once a week 
or more). 
 
Chart 6. Q5 “How often do you use bus services in South Gloucestershire at the following 
times of the day or week?” 

 
Base size: all respondents (2,671) 

 

84% of bus users travel during the daytime and 58% travel in the evening (an 

increase of 10% since 2017). More people tend to travel by bus during the week 

(90%) than use the bus to travel at weekends (78%). 
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Chart 7. Q5 “How often do you use bus services in South Gloucestershire at the following 

times of day or week?” 

 

Base size: all bus users (n=see individual columns) 

 

Bus usage by type of respondent 

Frequent bus users are more likely to be female (55% vs. 39% of men), Whilst 

young people (aged 16 – 24 years) are the most likely to use buses (81% vs. 64% 

all respondents), those aged 65 – 75 years old are the most likely to be frequent 

users (32% vs. 13% all respondents 

Only 12% of White British respondents said they use the bus once a week or more, 

compared to 26% of BAME respondents. 

Whilst overall disabled respondents were more likely to use the bus frequently (16% 

vs. 11% not disabled), 49% of respondents who stated a physical disability say 

they never use buses, compared to just 36 % of respondents who said they had no 

disability. Respondents with sensory impairment or mental health conditions were 

also more likely to never use buses (41% and 42% respectively), although low 

numbers of these particular respondent groups makes the results less reliable.  
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Table 12. Bus use by type of disability 

  
All 
respondents 

No 
Disability  

Physical 
impairment 

Sensory 
impairment 

Mental 
health 

condition 

Learning 
disability/ 
difficulty 

Long 
standing 
illness  

Base size 2571 2069 175 27* 65 21* 152 

Never use 
buses 

36% 36% 49% 41% 42% 10% 39% 

Infrequent 
bus users 

51% 53% 37% 22% 38% 43% 44% 

Frequent 
bus users 

13% 11% 14% 37% 20% 48% 17% 

 

Base size: all respondents answering Q28 (disability) and Q5 (bus use) n=2,571.  

*Caution low base size: Sensory Impairment, Learning disability/ difficulty 

 

Bus usage by area  

 

Respondents are more likely to use the bus frequently if they live in Kingswood 

(25%), Patchway Coniston (24%) Filton (22% vs. 13% overall), Staple Hill & 

Mangotsfield (21%) and Bitton and Oldland Common (19%). 

 

Respondents are significantly more likely to never use buses if they live in Boyd 

Valley (48% vs. 36% overall), Charfield (92%), Chipping Sodbury & Cotswold Edge 

(51%), Frampton Cotterell (46%), Pilning and Severn Beach (53%), and Yate North 

(50%) 

 

Reasons for not using the bus 

The main reason for not using buses at all was having a more preferable mode of 

transport or not needing to use a bus (80%), followed by the bus taking too long 

(39%). 31% also said buses were not reliable enough or that buses don’t go to the 

destinations they need. 
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Table 13. Q7 “If you never use the bus, what are the reasons why?” 

Reason for not using bus service Respondents 

Base 941 

I have a more preferable mode of transport available (e.g. car, cycle, train, 
walking) / no need to use bus 

80% 

The bus is too slow / takes too long 39% 

Buses are not reliable enough (e.g. late or cancelled) 31% 

No bus going to the destination I need / limited choice of routes 31% 

Buses are too infrequent / would involve waiting around for too long 28% 

More expensive than another option 25% 

It's too inconvenient / difficult (e.g. with small children / needing to change 
buses / carrying shopping) 

19% 

The hours the service is running are too limited or not suitable for me 19% 

Unpleasant / uncomfortable/ unclean / too noisy / too crowded 16% 

Too difficult to get to a bus stop or use bus (e.g. poor disabled access or 
bus stop too far away) 

9% 

Other 7% 

Base: respondents who never use the bus service (n=941) 

 
The most common ‘other’ reason given for not using buses was disability or 
mobility issues (17 mentions). A couple of individuals mentioned that due to this 
they cannot use the buses or bus stops, but very few detailed what exactly prevents 
them, and therefore how this could be overcome. One respondent mentioned that it 
was too far to get to a bus stop and that this was exacerbated by overgrown hedges 
and lack of dropped kerbs, whilst another mentioned they are unable to wait at the 
bus stops. 
 
8 respondents said there was no bus stop they could get to, and a few mentioned 
other reasons such as not having a bus pass (3), being too expensive (3), bad 
driving (2) or buses being uncomfortable (e.g. too hot) or overcrowded (3). 
 

 
Bus Service Satisfaction 
 

Whilst overall the majority (63%) of all respondents were satisfied with the bus 

service, respondents are more satisfied with bus stops and shelters (65%) than the 

local bus services (60%). Satisfaction in bus stops and shelters has increased by 2% 

since 2017, and net satisfaction with local services has increased by 13%. 
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Chart 8: Q6 “If you use the bus service, how satisfied are you with the following?” 

 

Base size: all bus users n=see individual columns) 

Satisfaction by area 

Respondents who live in some wards are more likely to be satisfied with local bus 

services: 

 Bradley Stoke North and South (77% and 83% respectively vs. 60% all bus 

users)  

 Stoke Park and Cheswick (73%). This is also the only ward to be significantly 

more satisfied with its bus stops and shelters (86% vs. 65% overall) 

 Yate Central (70%) 

 Emersons Green (68%) 

 

Whereas respondents in some wards are more likely to be dissatisfied: 

 Bitton  & Oldland Common, Staple Hill and Mangotsfield, and Yate North (all 

29% dissatisfied vs. 22% all respondents) 

 Boyd Valley and Frenchay & Downend (both 33%) 

 New Cheltenham (32%) 

 

Dissatisfaction with bus stops and shelters is highest in Patchway Coniston (24% vs. 

13% all respondents), Yate North (24%), Pilning and Severn Beach (22%) and 

Thornbury (20%) 

 

Disability 

Respondents with a mental health condition are more likely to be dissatisfied 

with local bus services (42% vs. 22% all bus users) and the stops and shelters 
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(30% dissatisfied vs. 13% all bus users ). The same is true for those with a learning 

disability (40% dissatisfied with services, 45% dissatisfied with bus stops / shelters), 

and those with long standing health conditions (28% for local services, 18% for bus  

 

Age 

Satisfaction with bus services and stops / shelters is highest amongst bus 

users who are retirement age; those aged 65 – 74 (64% and 66% respectively) 

and 75+ (72% for both). Whereas dissatisfaction is highest with local services 

amongst those aged 25 – 34 (29% vs. 22% overall), and dissatisfaction with bus 

stops / shelters is significantly higher than average for those under 35 (31% for 16 

– 24 year olds, 23% for 25 – 34 year olds) 

 

There are no statistically significant differences by ethnicity. 

 

Respondent comments on public transport 

Public transport was the service area which received the fewest comments, which 

was also true in 2017, perhaps indicating that it is not a salient issue for most 

people. Metrobus also appears to be less of an issue than in 2017, receiving far 

fewer comments. 

 

 

 

 

 

Table 14. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on public transport 

TOTAL PUBLIC TRANSPORT 31 

Bus services 11 

Bus shelter/ stop 8 

Metrobus 5 

Bus timetables 3 

Bus routes 3 

Positive transport comments 1 
Base size: all respondents (n=1,985)   

“Local bus service in the last year is appalling 3 buses have been taken off in 
Downend to be replaced by the metro which if you live in Downend you cannot use” 

“Bus stops have no room for scooters to negotiate the ramps into the buses (the one in 
Yate is the most ridiculous with those idiotic anti-climber kerbs in front of the bus doors; 
whoever came up with that design wanted to make sure disabled can't get on the bus; 
bus shelters, that are not only in the way, but also do not provide shelter for disabled)” 
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3.7. Open spaces 
 
 
On average, most respondents were satisfied with our open spaces (57% vs. 
22% dissatisfied). There have been no significant changes since 2017.  
 
The highest level of satisfaction was for ‘sufficient amount of public open spaces 
and parks’, which 70% of respondents were happy with, followed by grass cutting 
and maintenance (60% satisfaction, 23% dissatisfaction).  
 
The issue respondents were least likely to be satisfied with was dog fouling (43% 
satisfied, 33% dissatisfied).  
 
Chart 9. Our verges, open spaces and parks: Q10 “ How Satisfied are you with the following?” 

 
Base size: all respondents n= see individual questions 

 
 
Table 15. Net satisfaction score and year on year change for open spaces  

Net Satisfaction 
(satisfied customers - 

dissatisfied customers) 

Change 
from 2017 

Dog Fouling prevention and enforcement (2956) 10% 0% 

Sufficient amount of public open spaces and parks (2953) 57% -1% 

Grass cutting and maintenance of verges, open spaces and 
parks (2968) 37% +2% 

Base size: all respondents n= see individual questions 
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There is a great deal of variation by ward. Dog fouling is causing very high levels of  
net dissatisfaction in Charfield and Filton (both -27%), as is Pilning and Severn 
Beach (-29%) vs. an average of -9% across all wards. Whereas grounds 
maintenance only has a negative net score in Cribbs and Chalrton (-6%).  
 
Yate Central is the only ward to have significantly higher gross satisfaction 
scores in all three facets of open spaces. 
 
 
 
Chart 10. Net Satisfaction Score by ward for Dog Fouling 
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Chart 11. Net Satisfaction Score by ward for Grass Cutting and Maintenance 
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Chart 12. Net Satisfaction Score by ward for Sufficient amount of parks and open spaces 

 
 
Respondent comments on open spaces 
 
The most common issue to be mentioned by respondents regarding the environment 

was hedges and trees (84 comments), which received about twice as many 

comments as in 2017. This included hedges or branches covering paths, pavements 

and roads, which prevents them from being cleaned as well as being used. It also 

included trees becoming too large and blocking out light, causing a mess or 

obstruction, or not being cleared when fallen. 

 

 

Following this, dog fouling was the second most frequent comment (62 mentions), 

which is a potential improvement from being the foremost mentioned issue in 2017. 

This was considered a problem on pavements as well as open spaces. Some 

respondents considered there to be an issue because there were no wardens to 

“Big problem is hedges hanging over road signs. Can cause accidents where drivers slow 
down because they can't read the signs, due to overhanging tree branches. Lots of paths 
need sweeping down, half of many paths are over grown and eating into the pathways. 

Ring road public path is really bad. Grass verges are really long in many places.” 
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enforce fouling, others because there were no bins to dispose of dog waste in their 

area. 

 
 
 

 
 
 
 
 
 

 
 

The lack of grass cutting, especially verges, and overgrown areas full of weeds were 

also commented on by a number of respondents.  

 

 

 

 

 

Table 16. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on Open Spaces 

Comment Type Number of comments 

TOTAL OPEN SPACES  276 

Hedges/ trees 84 

Dog fouling & dog waste bins 62 

Grass cutting 49 

Verges 36 

Overgrown general, weeds 24 

Parks & playing fields 16 

Fences 4 

Travellers using open spaces 1 
Base size: all respondents (n=1,985)  

“Contacted the council on numerous occasions with regards to dog fouling, had 
video footage of one gentleman who constantly allowed his dog to foul without 
clearing it up got provided with an email address that didn’t work, tried another 
one but no reply. The verbal response i received was that no dog warden would 

come out to catch the gentleman as its before they start work!! Requested 
someone come and clear it up but it never happened either. The route in question 

is near a park and is a school route to areas you state you aim to keep clear!!” 

“Your grass cutting of the cycle track and verges generally is massively 
reduced. On dog walks we are dodging overhanging shrubbery or 

struggling through extra long grass. The area generally looks unkempt” 
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3.8. Environment 
 
 
Overall, 52% of respondents were satisfied with the environment and only 24% were 
dissatisfied, which is very similar to 2017. 
 
Whilst the cleanliness of local roads and open spaces was rated most highly with 
55% of respondents saying they were satisfied, the encouragement of wildlife and 
wildflowers had the highest Net Satisfaction Score, since only 17% of respondents 
were dissatisfied. 
 
The provision of litter and dog waste bins is the area most in need of improvement 
with 49% satisfaction (+5% increase from 2017) and the highest level of 
dissatisfaction (29%).  
 
Areas where residents were particularly unhappy about the cleanliness of roads and 
open spaces were: Filton (50% dissatisfied vs. 27% overall, and a significant 
increase from 37% dissatisfied in 2017), Kingswood (41% dissatisfied, but down 
from 51% last survey), and New Cheltenham (39%, +4% from 2017) 
 
Areas where residents were particularly dissatisfied with dog waste and litter bins 
were: Kingswood (49% vs 29% overall and a +11% increase from 2017) Charlton 
and Cribbs (48%), Filton (47%), New Cheltenham (43%) - Little change from 2017, 
and Stoke Park and Cheswick (41%). 
 
The only area where encouragement of wildlife was felt to be particularly good was 
Bradley Stoke (North 74% satisfaction, South 76% vs. 53% overall, and both seeing 
an increase of around +10% on 2017). However a couple of areas were significantly 
more likely to see this as an issue: Filton (31% dissatisfied, up from 20% in 2017), 
Patchway (30% dissatisfaction, double that of 2017), and Kingswood (26% vs. 17% 
dissatisfaction all respondents and 17% in Kingswood in 2017). 
 
Chart 13. Q9 “Thinking about our environment how satisfied are you with the following?” 

 
Base size: all respondents (n=see individual bars) 
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Respondent comments on Environment 

 

This year street cleaning overtakes litter as the most frequent problem cited by 

respondents (70 comments), although there is an overlap between the two since 

many of the comments on streets that need cleaning are about litter as well as 

weeds, leaves or mud. A number of the comments are also requests to be better 

informed when street cleansing is happening so cars can be moved and a more 

thorough job done. 

 

 

 

Whilst some of the litter comments refer to waste / recycling collection, there are a 

number that refer to litter on paths, pavements or open spaces. 

 

  

 

 

Responses about wildlife and wildflowers tended to focus on either not cutting grass 

so much or planting more hedgerows and trees 

 

 

 

 

 

 

 

 

  

“I think we should be protecting our countryside including raodside verges which 
make up a huge area in our county alone.  cutting down wild flowers in the spring 
will have a huge impact on our insects bird life not to mention just being able to 

enjoy the sheer beauty they provide.  they should only be cut down when it affects 
vision at junctions not just taking them all out down to the ground and not giving 

them a chance to flower let alone sow seeds for following years.” 

“Still very unhappy at being asked to cut our hedge 
back at the time of year when birds are nesting.” 

“Litter problem in and around yate is disgusting Streets look a mess Morrison's trolleys 
dumped on every corner around yate especially Cranliegh court, Celestine, Tyndale Ave 

People with council properties don't take pride in there houses.” 

“Street sweeping and drain clearance are not as 
obviously covered as in past” 
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Table 17. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments about Environment 

Type of Comment Number of Comments 

TOTAL ENVIRONMENT  205 

Street cleaning 70 

Litter & vermin 58 

Wildlife & wildflowers 16 

Need more public bins 14 

Vandalism 12 

Pollution 11 

Positive comments on open spaces & 
environment 

7 

Leaves and tree debris 6 

Dogs 5 

Positive comments on street cleansing 4 

Dead Animal removal 2 
Base size: all respondents (n=1,985)  



40 
StreetCare Satisfaction 2019 Consultation Output Report 

3.9. Bad Weather 

 

32% of respondents said they had been significantly affected by bad weather in the 

last year; double that of the 16% who said they had been affected in 2017. 

 

Wards where respondents were more likely to say they were affected include 

Patchway Coniston (50%), Boyd Valley (48%), Stoke Park & Cheswick (47%), 

Woodstock (40%), Kingswood (39%), Chipping Sodbury & Cotswold Edge, and 

Bitton & Oldland Common (both 37%) 

 

Of the people affected by bad weather 484 provided some detail of the occurrence; 

the most common issue was by far snow (182 comments). Some respondents did 

not specify why, while others mentioned roads which had not been cleared or gritted, 

and the same for pavements. Ice and frost were also mentioned by a few 

respondents. 

Wind, which was the main concern in 2017, had far fewer mentions this year. It is still 

divided between the issue of causing debris or scattering litter, causing property 

damage e.g. to fences falling down, or felling branches or trees. Although some 

people did not state in what way the wind had been a problem for them. 

Rain and floods also received far fewer comments this year (17 vs. 40 in 2017). 

 

Table 18. Respondents who say they were significantly affected by bad weather 

Type of Comment Number of Comments 

TOTAL ENVIRONMENT  484 

Snow – no comment 63 
Snow- roads and pavements blocked 54 
Snow- no grit bin provided/ area not gritted 44 
Ice/frost 21 
Floods 16 
Misc.- not weather related 16 
Wind- property damage 14 
Wind- no consequence stated 10 
Wind- debris/litter 5 
Wind-fallen tree or branch 5 
dangerous pavement 2 
leaves- blockage/slipping 2 
Rain- house damage 1 

 

Base size: respondents who detailed how they have been affected by bad weather in last 12 months 

(n=484) 
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Whilst net satisfaction for gritting of roads is high (45% more respondents are 

satisfied than dissatisfied), the score has fallen by 11% over two years, due to both 

more dissatisfied and fewer satisfied respondents. Other services have far lower 

levels of staisfaction since most respondents say these are either not applicable to 

them or they have no opinion, however they have also seen a drop in net 

satisfaction. For example. Amongst those who use cycle paths, only 28% were 

satisfied with the winter gritting, a 4% drop since 2017.  

 
 
Table 19. Net satisfaction score and year on year change for bad weather services  

Net Satisfaction 
(satisfied customers - 

dissatisfied customers) 

Change 
from 2017 

Winter gritting of roads (2958) 45% -11% 

Gritting of cycle routes and cycle paths (2939) 3% -5% 

Help provided by StreetCare during bad weather (2949) 9% -5% 

Maintaining drains and reducing the risk of flooding (2960) 10% -2%% 
Base size: all respondents n= see individual questions 

 

Net satisfaction with the gritting of roads was highest around Bradley Stoke, Stoke 

Park and Cheswick, and Yate Central, and was lowest in Kingswood (26%), Boyd 

Valley (24%) and Woodstock (15%).  

The areas which experienced the most severe decrease in net satisfaction were: 

New Cheltenham (-41%% vs. 2017), Patchway Coniston (-22% vs. -10% overall), 

Boyd Valley (-25%), Frampton Cotterell (-19%), Pilning and Severn Beach (-23%), 

Stoke Gifford (-22%), Thornbury (-21%), Woodstock (-21%) and Yate North (-20%). 

Net satisfaction in the gritting of cycle paths had significantly decreased in: 

Frampton Cotterell, Hanham (both -20% vs.2017), Pilning and Severn Beach (-24%), 

and Thornbury (-15%). 

Help provided by StreetCare during bad weather saw a fall in net satisfaction far 

more pronounced in Chipping Sodbury and Cotswold Edge (-22% vs. 2017%) and 

Pilning and Severn Beach 

Satisfaction with flood prevention was highest in Severn Vale (42% vs. 33% 

overall), Stoke Park & Cheswick (59%) and Yate North (40%). Whereas areas with 

significantly higher dissatisfaction around reducing flooding were Charfield and Filton 

(both 30% vs. 23% overall), Charlton and Cribbs (31%), Boyd Valley, New 

Cheltenham and Frampton Cotterell (29%), and Patchway Coniston (38%). Net 

Satisfaction fell particularly badly in Charfield (-50% vs. 2017), Chippping Sodbury 

and Cotswold Edge (-43%), Charlton and Cribbs (-41%) and Winterbourne (-34%) 
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Chart 14. Q13 “Thinking about bad weather such as high winds, flooding, snow and ice, how 

satisfied are you with the following?” 

 
Base size: respondents for whom bad weather maintenance is relevant (n=see individual columns) 
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3.10. Waste 

 

Not all respondents have used all waste services in the last year so the following 

satisfaction scores reflect those who consider the questions about each service 

applicable to them. 

Table 20. Proportion of waste service users in survey sample by type of service 

Base size: all respondents (n=2,985) 

 

The highest rated service is food waste, which has a net satisfaction score of 73% 

thanks to having both the highest satisfaction rating and lowest dissatisfaction rating 

of all waste services. This is a 14% increase in net satisfaction since 2017. 

In fact most services have made huge improvements in net satisfaction this 

year, especially garden waste (+23%) 

Collection of large household items has a dramatically lower net satisfaction 

score than any other service; only 17% more satisfied customers than dissatisfied 

ones. 

 

Table 21. Q14 “Thinking about the waste collection service and Sort It Centres, how satisfied 

are you with the following?” 

Base size: all respondents (2019 n=2,985), (2017 n=2,015) 

 

 

  

Service 
Respondents who say service applies to 

them 

Black bin collections 99% 

Recycling collections - glass, cans, cardboard, paper etc. 99% 

Food waste collection  92% 

Garden waste collection 81% 

Sort It Centres 93% 

Collection of large household items 54% 

Service 
Net Satisfaction 2017 

(service users only) 
Net Satisfaction 2019 

(service users only) 

Black bin collections 51% 57% 

Recycling collections - glass, cans, 
cardboard, paper etc. 

50% 
63% 

Food waste collection  59% 73% 

Garden waste collection 27% 50% 

Sort It Centres 59% 67% 

Collection of large household items 16% 17% 
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Chart 15. Waste satisfaction scores for service users 

 
Base size: respondents who consider each waste service ‘applicable’ to them (n=see individual 

columns) 

 

Regional Analysis 

There are significant variations in how respondents rate waste services based on 

where they live. Filton, Charlton & Cribbs, New Cheltenham and Patchway Coniston 

more frequently have significantly lower net satisfaction scores, whilst Bradley Stoke 

North, Boyd Valley, Winterbourne, Severn Vale and Thornbury more frequently have 

significantly higher net satisfaction scores 

 

 

Table 22. Wards which have significantly different net satisfaction scores with waste services 

to the average score, by waste service 

Service (total Net 

Satisfaction) 

Significantly lower Net 

Satisfaction 

Significantly higher Net Satisfaction 

Black bins (57%) Filton (33%) 

Charlton & Cribbs (35%) 

New Cheltenham (39%) 

Patchway (46%) 

Kingswood (48%) 

Charfield (48%) 

Bradley Stoke North (70%) 

Boyd Valley (67%) 

Winterbourne (70%) 

Pilning & Severn Beach (76%) 

Severn Vale (78%) 
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Service (total Net 

Satisfaction) 

Significantly lower Net 

Satisfaction 

Significantly higher Net Satisfaction 

Recycling 

collection (63%) 

New Cheltenham (44%) 

Patchway Coniston (50%) 

Boyd Valley (73%) 

Bradley Stoke North (76%) 

Sodbury & Cotswold Edge (73%) 

Pilning & Severn Beach (80%) 

Severn Vale (76%) 

Thornbury (77%) 

Winterbourne (80%) 

Food waste 

collection (73%) 

Frampton Cotterell (60%) 

Patchway Coniston (59%) 

Stoke Gifford (59%) 

Bradley Stoke South (82%) 

Winterbourne (83%) 

Severn Vale (88%) 

Stoke Park and Cheswick (93%)  

Garden waste 

collection (50%) 

Bitton & Oldland Common (39%) 

Frampton Cotterell (36%) 

Patchway Coniston (31%) 

Stoke Gifford (36%) 

Charlton & Cribbs (28%) 

Yate North (27%) 

Bradley Stoke South (60%) 

Winterbourne (68%) 

Severn Vale (63%) 

Frenchay and Downend (71%) 

Sort It Centre 

(67%) 

Cribbs & Charlton (52%) 

Filton (43%) 

Parkwall & Warmely (54%) 

Kingswood (58%) 

 

Severn Vale (86%) 

Stoke Park & Cheswick (86%) 

Thornbury (88%) 

Woodstock (87%) 

Yate Central (78%) 

Winterbourne (78%) 

Collection of 

large household 

items (17%)  

Bitton & Oldland Common (5%) 

Parkwall & Warmley  (6%) 

 

 

Charfield (67%) 

Stoke Park and Cheswick (63%) 

Thornbury (57%) 

Winterbourne (55%) 

Woodstock (49%) 

Severn Vale (41%) 

Staple Hill & Mangotsfield (42%) 
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Respondents who contacted StreetCare regarding Waste services 

Respondents who contacted the Council regarding waste did tend to be much less 

satisfied with most services, apart from Sort It Centres, food collection and collection 

of large household objects. We can see that for respondents who have not contacted 

the Council about waste, satisfaction scores are extremely high. 

 

Table 23. Comparison of Satisfaction scores by those who contacted Streetcare about waste 

vs. those who did not  

  Satisfied Dissatisfied 

  

Contacted 
StreetCare re 
Waste (1,127) 

Not contacted 
Streetcare re 
waste  (1,833) 

Contacted 
StreetCare re 
Waste (830) 

Not contacted 
Streetcare re 
waste  (1,127) 

Black bin collections 70% 77% 21% 15% 

Recycling collections - 
glass, cans, cardboard, 
paper etc. 

72% 82% 21% 11% 

Food waste collection  78% 82% 11% 6% 

Garden waste collection 64% 71% 23% 16% 

Sort It Centres 76% 78% 10% 9% 

Collection of large 
household items 

50% 47% 19% 15% 

Base size: all respondents (n=2985) 

 

Respondent comments on Waste 

 

The biggest issue after potholes for respondents was the way in which waste 

collectors let rubbish or recycling materials scatter, causing litter in the roads 

which they did not pick up (133 comments). Other respondents noted that waste 

operatives were throwing, breaking or losing their bins (81 comments). Instances 

of both of these comments have increased since 2017, although they mostly replace 

more general complaints about waste collectors being ‘careless’ (68 comments this 

year). Carelessness sometimes also involved parking or blocking the road in ways 

that caused an obstruction, and related to this 14 respondents said bins or recycling 

containers were placed in areas that obstructed access to drives or pavements. 

“I have noticed that food waste has been left across the road after 
being “collected”  by the sort it crew. It looks a mess. Other than 

that the sort crew are friendly and do a great job. Thank you” 
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Unreliable collections continued to be one of the top complaints (10%) – with either 

whole households or streets skipped or some waste items taken and not others. 

Related to this some respondents mentioned that the contents of green or food 

waste bins were only partially removed (11 comments) 

 

 

 

 

Comments regarding the green waste bin charge continue to feature at a similar rate 

(5%), whilst recycling seems to have become slightly more confusing or 

inconvenient than before (+3% of comments vs 2017). The recycling containers 

themselves were seen as unfit for purpose by a few people (1%), since the lack of 

lids meant that during windy conditions the roads are filled with litter before the waste 

collectors even get there, and when it rains cardboard and paper becomes 

unrecyclable. 

 

 

The size reduction in black bins is less of an issue two years on (down from 9% to 

5%), although respondents were more likely to comment that black bin collection is 

not frequent enough (6% vs. 3% in 2017). 

 

 

“The waste and recycling collection is appalling in my experience. On numerous occasions my 
waste or recycling has not been collected when it should have […] Although the telephone staff 

are helpful, the subcontractor that handles waste and recycling collection is useless, […] the 
bin is usually left far from outside my garden, sometimes all the way across the communal 

driveway outside my neighbours property, even though the bin is clearly marked with my door 
number on it. The recycling boxes are usually flung anywhere, and often not even properly 

emptied. The black bin was once just left blocking the communal driveway” 

“I am never sure what can be recycled. I put out a toaster and it was left on the pavement. I 
would appreciate some definitive information about what can actually be recycled” 

“Have had collection missed more than once, report it but has been the following 
week before its collected and can never be told why or when it will be done” 

“The reduction to much smaller size black bins has created more traffic at sort it centres.” 
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On a happier note, positive comments have increased slightly, now making up 

6% of all comments on waste. 

 

 

 

 

Fly tipping was seen as an issue by 29 respondents; only a small increase from 

2017. There was a fairly even split between those who felt the council acted swiftly 

after they reported it, and others who said it had not been cleared. 

 

 

There were 2% fewer comments on the Sort-it Centre this year (24 vs 37 mentions 

in 2017). This included a range of issues, from not accepting vans or horse boxes, to 

unregistered vehicles being accepted, the queues being too long, detritus causing 

punctures, or there being no help to unload objects, which is problematic for those 

with a disability 

 

 

 

 

 

 

 

 

A few respondents said they would like more communications around waste, for 

instance about the recycling strategy and process, especially whether recycling or 

waste is sent abroad, but also about the range of services available. 

 

  

“The sort it centre in Stoke Gifford is also far too small for what is required of it 
capacity wise. Ideally improvements need to be made to accommodate the demand.” 

“Fly tipping been reported several times and it's still there months after it was reported.” 

“Refuse collectors in our area seem to be exceptionally efficient 
and polite and should be commended for their tidy work” 

“Prevent sort it collection vehicles queuing on the road outside the 
Mangotsfield sort it Centre.  This is very dangerous on Carson’s Road for 
drivers using this road not being able to see whether or not the road is 

clear of oncoming traffic to be able to pass the collection vehicles safely.” 
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Table 24. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant”- comments on waste 

Comment type Number of Comments Change since 2017 

TOTAL WASTE 648 0% 

Collection and bins causing litter 133 +6% 

Waste collectors throwing, breaking 
or losing bins and boxes 81 +5% 

Careless waste operatives 68 -8% 

Unreliable waste collection 65 -1% 

Confusing or inconvenient recycling  55 +3% 

Weekly/ more frequent collection 39 +3% 

Positive comments on waste 38 +1% 

Black bins size & reduction 30 -4% 

Green waste collection should be free 30 -1% 

Fly tipping 29 1% 

Sort it Centres 24 -2% 

Bins left obstructing access/ 
pavements 14 -2% 

Communications from waste 11 -1% 

Food/ green waste not collected if half 
full 11 0% 

Large item collection 7 0% 

Recycling boxes - no lids / get blown 
away 5 1% 

Waste collection times 4 0% 

Recycling shop 3 0% 

Recycling process / strategy 1 0% 
Base size: all respondents commenting on waste (n=649) 
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3.11. Query Handling/ Customer Service 
 
 

Reason for contacting StreetCare 

 
71% of respondents said they had contacted StreetCare in the last 6 months. Waste 
is the most popular service to contact with 38% of respondents saying they have 
done this recently.  
 
‘Other’ services often include waste, open spaces and environment issues such as 
graffiti, fly tipping and cutting verges. 
 
Of the respondents who contacted us in the last six months, waste made up a 
smaller proportion of these queries than in 2017 (-7%), another demonstration of 
improvements in this service area 
 
 
Table 24. Q20 “Which services have you contacted us about in the last year?” 

 

Service contacted % of Respondents 

Have not contacted StreetCare 29% 

Waste, including booking a large household item for collection 38% 

Roads (including cycle paths and street lighting) 21% 

Pavements and footpaths 12% 

Open spaces and playing fields (including trees, litter and dog fouling) 10% 

Public transport 1% 

Other  11% 
Base size: all respondents (2,985) 

 

 

Quality of Customer Service 

 
The majority of customers we surveyed are happy with the outcome to their 
queries or problems (62% satisfied; exactly the same figure as 2017). 
 
Helpfulness of staff is what we do best at overall (net satisfaction of 44% since 
there are far fewer respondents dissatisfied with the helpfulness of staff than other 
factors of customer service). 
 
The area most in need of improvement is keeping people informed about their 
issue (5% more respondents were dissatisfied than those who were satisfied). The 
service has a middling score for resolving issues quickly (25% net satisfaction; 
although this is a 2% increase on 2017). 
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Chart 16. Q21 “Thinking about the StreetCare service(s) that you have contacted us about in 

the last year, how satisfied are you with the following?” 

 
 

Base size: respondents who contacted StreetCare in last 6 months (n=see individual columns) 

 
 
 

Variation by Service Area 

Looking at how satisfaction varies by service and type of query that the respondent 
has raised, there is a general tendency for respondents with waste and public 
transport queries to be the most satisfied.  
 
 
Respondents who had queries about pavements & footpaths and open spaces & 
playing fields had significantly lower net satisfaction scores regarding the 
outcome of their queries compared to other service areas (8% and 4% respectively 
vs 31% overall). The same is true for quick resolution of issues (3% and -8% vs. 
25% overall). Customers who contacted us about open spaces also seem to rate the 
helpfulness of staff significantly more poorly than other respondents who contacted 
us. 
 
Most service areas had more dissatisfied customers than satisfied ones when it 
came to being kept informed; again pavements & footpaths and open spaces 
performed worst, whilst waste and public transport had more positive results. 
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Table 26. Q21 – Net Satisfaction Score with customer query handling by service area 

Respondent type 

All 
respondents 
contacting 
the council 
(2046) 

Roads, 
cyclepaths 

& street 
lighting 

(625) 

Pavements 
& 

footpaths 
(336) 

Waste 
(1125) 

Public 
transport 

(37) 

Open 
spaces & 
playing 

fields (290) 

The outcome of your 
query or problem 

31% 20% 8% 43% 51% 4% 

How quickly your issue 
was resolved 

25% 13% 3% 35% 24% -8% 

Helpfulness of staff 43% 34% 32% 50% 59% 25% 

Being kept informed 
about the progress/ 
outcome of your issue 

-6% -21% -26% 5% 8% -25% 

 
Base size: customers who contacted StreetCare in last 6 months (n=see individual columns) 

 
 

Variation by Method of Contact 

Respondents who contacted the Council by telephone or the website tend to be 

more satisfied with the quality of customer service. However council responses via 

email or in person are rated just as highly for the helpfulness of staff. 

Whilst the number of respondents who contacted us via the Fix My Street website / 

app is too small to be robust, there is an indication that this method is not providing 

the quality of customer service that contacting the council directly would, and may be 

creating a great deal of dissatisfaction with users. 

 

Table 27.  Net Satisfaction Score with customer service by method of contact 

Respondents All 
respondents Email 

Fix my 
street Website 

Personal 
Visit Telephone 

Base 1893 133 8* 997 32 722 

The outcome of your query or 
problem 

34% 24% -12% 36% 9% 33% 

How quickly your issue was 
resolved 

27% 15% -25% 31% 19% 24% 

Helpfulness of staff 45% 46% -25% 37% 45% 57% 

Being kept informed about the 
progress/ outcome of your issue 

-5% -11% -37% -3% -15% -2% 

Base size: customers who contacted Streetcare in last 6 months *Caution small base size 
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Respondent comments on customer service 
 
The complaint that requests have been ignored or not actioned was the most 
commonly mentioned theme in 2017, but has dropped by 10% 
 
This means that the most frequent comment now is that there is no feedback or 
acknowledgement of query (so this may mean it still gets done, or it’s not clear if or 
when it’s going to be done, but the main issue is the communication from the council 
rather than the lack of action taken). This can lead to respondents chasing up the 
council with multiple phone calls or emails, which is frustrating and time consuming. 
 

 
 

 
 

 
 

 

 
 
 
 
 
 
Respondents also mention that work which the council does intend to carry out either 
takes a long time to complete or is left unfinished (37 comments) 
 
 
 

 
 
 
 
 
 
 
 
The process of making queries can be confusing or long-winded. Some respondents 
mentioned their difficulty with the website or online form (41 comments), others 
frustrated with the length of time it takes to have someone answer their phone call 
(37 comments) – both have seen an increase in comments since 2017 
 

 
 

 
 
 

 

“Have the functionality on your website pages or an APP to allow these 
incidents to be identified and located (using GPS tracking) on a map.” 

“Each and every time I have reported issues with my assisted collection problems 
- it has taken many weeks to resolve but every year it happens again and again.  

Additionally, I reported a missing green bag for cardboard using the online 
template over 2 months ago. I am still waiting for a replacement.” 

“Night time Street Lights, please reinstate - Web Report Reference 
1083358, please do something about it. Nearly Five and Half months 
later nothing has been done and that length of road now looks worse. 

“I have made quite a number of enquiries in the last couple of years, and got 
no response in nearly all cases, and even when subsequently raised with my 

Councillor an issue was still ignored. No feedback to the person reporting 
something if a job cannot be done is simply not good enough.” 
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Whilst here were some negative comments made about staff, for instance that they 
are rude or unhelpful in person or over the telephone (16 comments), there are a 
greater number of positive comments, and the proportion of positive comments 
about staff has grown by 4% since 2017 
 
 
 
 
 
 
 
 
 

 
 

 
 

 

 

 

 

 

“Fantastic response to the pot holes reported in Acton Turville earlier this year. When bin was 
stolen another was provided very quickly. Sort It centre in Yate, and the staff, are brilliant. 

Making positive feedback on services received, which i managed eventually, was not easy via 
the website. Easy to leave a complaint but much more difficult to praise the team!” 

“With all the departments we have had very good results  All teams have 
been outstanding and very polite very helpful  The council have a very hard 
/difficult job to do trying to please everyone all the time  The bin men are 

always very helpful ,even more so since my strokes due to asbestos” 

“I recently went to the sort it centre with heavy wood. Nobody helped. 
2 people were sweeping up and others stood around doing nothing. 

My disabled father has asked for help before but was refused” 

“The web interface to report problems (broken glass for example) 
is appalling and outdated. It is particularly un-userfriendly.” 

“The move to everything being targeted to online users, is discriminating against those 
who cannot or chose not to be online. I do not feel at ease with technology but you no 
longer do the printed information pamphlet with your updated news and services so I 

now feel increasingly excluded. Using online was intended as an additional option but it 
is now becoming more and more the only option, as other ways of getting info or 
reporting problems are discouraged. When I tried phoning about a problem I was 

waiting for 20 minutes until someone answered. No complaints about the staff dealing 
with me, but why so difficult to get to speak to a real person..” 
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Table 28. Q.22 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on customer service 

 2019 Change vs 2017 

TOTAL CUSTOMER SERVICE 320 -3% 

no feedback/ acknowledgement of queries 71 -3% 

requests being ignored/ not actioned 70 -10% 

website & online form 41 +5% 

getting through by phone / wait time 37 +4% 

Positive customer service / staff 35 +4% 

work left unfinished/ awaiting/ took very long time 27 -6% 

Negative - staff 16 0% 

need more communication of customer helpline 11 2% 

process of making queries 5 -8% 

No communication on decisions and outcomes 2 -1% 

work not done well 2 +1% 

One Stop Shop 1 N/A (new) 

Hours of service 1 N/A (new) 

Handyvan 1 N/A (new 

Base size: all respondents commenting on customer service (n=320) 
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3.12. Communications 
 

Awareness of Communications 
 
Most (74%) of respondents have seen at least one type of communication from 
StreetCare in the last year. However this a significant drop from 2017 when the 
figure was 90%. 
 
The most common subject of communication is waste, which 64% of respondents 
can recall receiving or seeing (a drop from 86% in 2017). This is followed by public 
transport (26% - no change) and roads, pavements and cycle paths (25%; a 3% 
increase on 2017). 
 
Whilst reducing air pollution and energy consumption remains the least likely 
communications to be seen, cut-through has increased from 2% in 2017 to 6% this 
year, and ‘keeping your area clean and tidy’ has seen a 3% increase in awareness. 
 
Table 29. Q15. “In the last year, which of the following services have you seen 
communications or information about?” 

Service Area 2019 Change from 2017 

Public transport 26% 0% 

Bad weather (e.g. flooding, ice and snow) 14% +8% 

Waste collection and Sort It Centres 64% -22% 

Roads, pavements, cycle paths and footpaths (including 
road works and closures) 

25% +3% 

Keeping your area clean and tidy (e.g. litter, fly tipping) 14% +3% 

Reducing air pollution, emissions and energy consumption 6% +4% 

None of the above 26% +22% 

 
Base size: all respondents (2,934) 

 
  

 
Regarding how respondents saw our messages, 60% use Facebook so would have 
the opportunity to see a social media post. Of these, 78% do not remember seeing 
any posts regarding the Council or StreetCare in particular, 17% have seen posts to 
do with the Council, but only 7% have seen Facebook posts specifically from 
StreetCare.  
 
Posts were more likely to be seen by those aged 25 – 34 (8%) or 45 – 54 (8%). 
Respondents from particular wards were also more likely to have seen StreetCare 
posts: Bitton & Oldland Common (11%), Bradley Stoke South (15%), Dodington 
(11%), New Cheltenham (10%), and Staple Hill (10%). 
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Table 30. Q17 “If you use Facebook, have you seen any of the following communications from 
South Gloucestershire Council on Facebook in the last year?” 

  
% 

Respondents 

Not applicable; I do not use Facebook 40% 

Posts by South Gloucestershire Council or the council's Facebook page 10% 

Posts by South Gloucestershire StreetCare or the StreetCare Facebook page 4% 

No / none of the above 47% 

Base size: all respondents (2,899) 
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Preferred Method of Contacting StreetCare 
 
Respondents are most likely to try to contact StreetCare by email (79%), website 
(78%) or telephone (71%). And there has been an 8% uplift in respondents saying 
they would use digital methods (despite a 2% fall in respondents saying they would 
use social media).  
 
This increase is driven by more interest in online web chat (6% more likely to use 
than in 2017). Although the majority of those over 55 say they would be unlikely to 
use web chat, as do around half (52%) of those who have any kind of disability. 
 
The least preferred methods of communication are letter and social media (both 
13%). Although there were some exceptions, with 43% of respondents with learning 
disability / difficulties said they were likely to write a letter, and 57% of these 
respondents also said they would be likely to visit a One Stop Shop vs. 21% overall. 
 
 

 
Chart 17. Q16 “If you wanted to report or request something, how likely would you be to do it 
in the following ways?” 

 
 

Base size: all respondents (n=see individual columns) 
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3.13. Additional Services 
 
Respondents are most likely to have heard of the pest control or bulky waste 
collection services (72% and 70% respectively). 
 
Respondents were least likely to know about or use the HandyVan (26% have heard 
of, 5% have used). 
 
Chart 18. Q15 “Which of the following services have you heard of or used?” 

 

Base: all respondents (n= see individual columns)  
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3.14. Profile of survey Respondents 
 
Age 
 
 
Chart 19. Q27 Age of survey respondents 

 
 

Base size: all respondents (n=2985) 

 
 
Gender 
 
Table 31. Q26 Gender of survey respondents 

 

Gender   % of Respondents 

No reply 5% 

Female 49% 

Male 42% 

Prefer not to say 3% 
 

 
Base size: all respondents (n=2985) 
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Ethnicity 
 
 
Table 32. Ethnicity of survey respondents - aggregated 

 

 

 
Respondents 

  

No reply 11.3% 

White British 83.5% 

White Other 3.4% 

BAME 1.8% 
 

 
Base size: All respondents (n=2985) 

 
Table 33. Q29 Ethnicity of survey respondents 

Ethnicity 
Number of 

respondents 

Arab/Arab British 5 

Asian/Asian British – Bangladeshi 0 

Asian/Asian British – Indian 13 

Asian/Asian British – Pakistani 1 

Asian/Asian British – Chinese 4 

Asian/Asian British – Other (please state) 7 

Black/African/Caribbean/Black British – African 3 

Black/African/Caribbean/Black British – Caribbean 5 

Black/African/Caribbean/Black British – Other (please state) 0 

Gypsy or Traveller of Irish Heritage 0 

Mixed/Multiple Ethnic Groups – White & Asian 4 

Mixed/Multiple Ethnic Groups – White & Black African 2 

Mixed/Multiple Ethnic Groups – White & Black Caribbean 5 

Mixed/Multiple Ethnic Groups – Other (please state) 6 

White – English/Welsh/Scottish/Northern Irish/British 2392 

White – Irish 12 

White – Other (please state below) 88 

Other ethnic group (please state below) 5 

Prefer not to say 195 
Base size: All respondents (n=1,810) 
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Table 34: comments for Ethnic group ‘other’ and ‘white – other’: 

Ethnicity 
Number of 

respondents 

European 34 

British/ English / Welsh/ Scottish/ Northern Irish 24 

Mixed 4 

Black 2 

Middle Eastern 1 

South or Central American 1 

Asian 1 
Base size: comments for other’ ethnicity (n=87) 

 
 
 
Disability 
 
Table 35: Q28 “Do you consider yourself to be disabled?” 

Response 
% of 

respondents 
Number of 

respondents 

No 80% 2,297 

Prefer not to say 5% 139 

Yes - Physical impairment, such as difficulty using arms or mobility issues 
which may mean using a wheelchair or crutches 

7% 199 

Yes - Sensory impairment such as being blind/ having serious visual 
impairment, or being deaf/ having a serious hearing impairment 

1% 35 

Yes - Mental health condition, such as depression, anxiety or schizophrenia 3% 76 

Yes - Learning disability/difficulty (such as Down's Syndrome, dyslexia, 
dyspraxia) or cognitive impairment (such as autistic spectrum disorder) 

1% 24 

Yes - Long standing illness or health condition, such as cancer, HIV, 
diabetes, chronic heart disease or epilepsy 

6% 173 

Yes - Other (please state below) 3% 74 

Base size: All respondents (n=2,866) 
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Table 36: Respondents with a disability ‘other’ than those listed in the survey: Q28a “Other” 

Type of disability Number of comments 

Mobility/ Physical impairment/ Chronic pain 70 

Long standing health condition 18 

Non- disability comments 6 

Sensory impairment 3 

Learning disability or difficulty 0 

Carer for someone else 5 

Not specified / None stated 6 

Mental health 3 
Base size: respondents stating they have a disability other than those listed (n=68) 
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Postcode Analysis 
 
Table 37: Respondents residing in South Gloucestershire by ward 

Respondents % of Respondents 

No reply 16% 

Bitton and Oldland Common 4% 

Boyd Valley 3% 

Bradley Stoke North 3% 

Bradley Stoke South 2% 

Charfield 1% 

Charlton and Cribbs 2% 

Chipping Sodbury and Cotswold Edge 3% 

Dodington 3% 

Emersons Green 4% 

Filton 3% 

Frampton Cotterell 5% 

Frenchay and Downend 5% 

Hanham 4% 

Kingswood 2% 

Longwell Green 3% 

New Cheltenham 3% 

Parkwall and Warmley 3% 

Patchway Coniston 1% 

Pilning and Severn Beach 2% 

Severn Vale 3% 

Staple Hill and Mangotsfield 4% 

Stoke Gifford 5% 

Stoke Park and Cheswick 1% 

Thornbury 4% 

Winterbourne 3% 

Woodstock 2% 

Yate Central 3% 

Yate North 4% 

Other / NA - 
 

Base: all respondents (n=2,985) 
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4. Other representations 

Emails  
 
51 emails were received from 48 South Gloucestershire residents regarding 
StreetCare. 
 
Most emails were about having already completed the survey or moved house, 
however 4 had positive comments about the service or staff, 2 mentioned rubbish 
not being collected, 2 were regarding the poor condition of roads or pavements, 
another 2 regarding litter, overgrown verges or hedges, and 3 were about being hard 
to reach staff over the telephone, requests being ignored or staff being unhelpful. 
 
Other emails mentioned the green bin collection being too often over winter, 
recycling containers needing lids, and not wanting a reminder email about the 
survey. 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
 
 
 
 
 
 
 
 
 

 

 

 
 

As always when I rang the response time was crazy - holding on on for 20 and more 
is not actually providing a service, neither is being forced to ring several times 
because you do not have the time to sit and wait for somebody to pick up. Clearly 
your telephone service is quite inadequate and is only getting worse in my experience 

“Can I say I have had to visit the recycling centre a few times lately and if I have been on my 
own the gentlemen working there have always been so very helpful when the see you on your 
own they immediately offer their services to help.  I cannot thank them enough and it gives 
you great pleasure to think that there is still helpful and willingness in the world still. 
Thank you very much gentlemen.” 

 

“I am blind […].  Re overhanging trees and bushes which have not been cut back; these cause a 
real problem for someone with limited sight as I am sure you can appreciate. […] surely it is [your] 
responsibility to ensure that the land owner keeps pathways clear by trimming back growth 
overhanging the public footpaths?!  I refer specifically to the footpath at the Eastern boundary of 
Chipping Sodbury Caravans, and the path from 115 to 119 Horse Street Chipping Sodbury.  I also 
reported an overhanging fir tree branch from the area known as Twiggy Wood, just beyond the 
corner of St Johns Way and Badminton Road; this was attended to, for which I am most grateful!   
[…] the grass verge on the Northern side of Badminton Road, Old Sodbury, between Blanchards 
Villars and the cottage known as Greystones; the grass verge has grown so far over the footpath 
it is impossible to walk two abreast, which understandably I have to do with a sighted guide!   
Badminton Road is always busy, with heavy goods vehicles vans and cars, a sighted neighbour 
remarked that she finds it a scary road to walk along, it is VERY scary with limited sight! 
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Appendix: Copy of consultation survey 
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Full comments from survey responses are available on request. 


