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1. Key Findings  
 
 

People are happy with….   
 

 StreetCare as a service overall (45% satisfied vs. 24% dissatisfied) 
 

 Waste (58% satisfied). Most respondents who use Sort It Centres (73%) are 
happy with them. And the majority of respondents are satisfied with their black 
bin, recycling and food waste collection 
 

 Buses (57% satisfied) – especially the bus stops and shelters (61% satisfied). 
However frequent bus users, in particular white non-British and BAME 
respondents, are more likely to be dissatisfied with the services, stops and 
shelters  
 

 Open spaces (56% satisfied) – most respondents are satisfied with the 
amount of parks and open spaces, and how well they are maintained  
 

 Environment (50% satisfied). Just over half of respondents are happy with 
how clean the roads and open spaces are kept, and the encouragement of 
wildlife and wildflowers.  
 

 Preventing and responding to Bad Weather (46% satisfied). Winter gritting 
of roads is rated very highly (69% satisfied). 
 

 Streetlighting (62% satisfied) 
 

 Query handling and customer service (53% satisfied) – more than half of 
the respondents who contacted us in the last 12 months 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 (31% satisfied) – especially their condition (54% dissatisfied) and 
congestion (53% dissatisfied). Motorbike and scooter riders are particularly 
likely to be unhappy with roads and 12% of respondents commented on the 
poor condition of the roads. 
 

 Footpaths and pavements (37% satisfied) – mainly due to obstructions not 
being cleared 

 

 Cycle paths and lanes (28% satisfied). A third of people don’t use cycle 
paths or lanes. And whilst more people who use them are satisfied than not, 
obstructions are an issue for most. 
 

 Keeping customers who contact us informed about their issue (33% 
satisfied). In particular respondents commented on their requests being 
ignored or not carried out, and there being no acknowledgement of their 
queries. 
 

 Careless waste collection, and in particular and the amount of litter left by 
the collections process 
 

 The size reduction of black bins 
 

 Dog fouling on pavements as well as parks and open spaces – especially in 
Filton and Wooton-under-Edge 
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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 sent to 10,000 residents and paper surveys were sent to 1,200 
residents; the sample was taken from individuals who had contacted StreetCare in 
the last 12 months. The survey was open from 9th June 2017 until 7th July 2017. 

 

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

 

 

Sample and Response 

 

The survey received 2,015 responses in total, a response rate of 18% - the same 
level achieved in 2015. However the paper survey only received 17 responses out of 
1,200 – a 1% response rate vs 17% in 2015. Whereas the online survey had a 20% 
response rate vs. 19% 2015. It is difficult to say why paper surveys received such a 
poor response this year. The consultation also received 16 emails from 11 
individuals. 
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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 2,106 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 
 
 
2,015 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. 
 
Overall, far more people were satisfied with StreetCare services than 
dissatisfied (45% satisfied vs 24% dissatisfied). Services which performed 
particularly well were waste (58% satisfied compared to only 16% dissatisfied), 
buses (57% satisfied vs. 20% dissatisfied) and open spaces (56% satisfied vs. 22% 
dissatisfied). 
 
Services which had low satisfaction scores compared to the level of dissatisfaction 
were roads (31% satisfied but 43% dissatisfied), footpaths and pavements (37% 
satisfied and 31% dissatisfied) and cycle paths and lanes (28% satisfied and 17% 
dissatisfied). 
 
Chart 1. Total responses to satisfaction questions by department 

 
Base size: 59,313 responses, including ‘not applicable/ don’t knows’ 
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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 were most likely to comment 

on was waste (60%). It was clear that recent experiences or events had some effect 

on this, with some respondents commenting on their latest collection being missed 

due to hot weather, and also the upcoming change to smaller black bins being on 

many people’s minds. However, even without these topical factors, waste would still 

have by far the most comments, making it a key area to make changes that would 

have the most noticeable, positive impact on residents’ lives. 

The second biggest concern was roads (35%), with poor road condition and 

potholes being the most commented on single issue, obtaining 12% of all comments 

on their own. Again, this points to a key area where changes could have the most 

impact. 

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

corresponding sections of the report; positive comments, financial management, 

diversity and suggestions are covered in this section. 

 

Chart 2. Q.19 “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=1,090)  
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Positive Comments 

10% of all comments were positive. The highest number of these were for waste 

(35 mentions). These range from welcoming the change in black bin and recycling 

collections, to praise for the communications received regarding waste collection, 

and most frequently commenting on the hard working, friendly or considerate 

staff. 

Bromley Heath resident 

 

 

Thornbury resident 

Badminton resident 

 

General positive comments often included positive statements such as “good 

services”, “quite satisfied”, “fantastic job”, “keep up the good work” (28 

comments in total) 

 

Positive comments for customer service are mostly focussed on staff being helpful, 

but they were also described as informative, friendly and quick to respond. 

 

 

 

Bromley Heath/ Frenchay resident 

 

Positive comments for Open Spaces and Environment teams were generally about 

staff being quick and efficient, though there was also praise for verges, playing 

fields or general open spaces being well maintained on an ongoing bases.  

 

  

“Just a comment to say my sister and I are EXTREMELY SATISFIED with our pick up service 
of bins direct from our house (we both suffer from arthritis).  We REALLY APPRECIATE this 

service and if we see any of the men they are always VERY PLEASANT AND HELPFUL” 

“I think you're doing a great job particularly with the new recycling system” 

“Would like to particularly praise the Sort-It teams on the road and at the tipping centre.  
ALWAYS cheerful, friendly and helpful, no matter how busy or how bad the weather.” 

“Cannot fault the courtesy and help I have always received from staff on the 
telephone. Excellent service given, well worth the Council Tax!” 
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Table 1. Q.19 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Positive Comments 

Comment type 
Number of 
Comments 

TOTAL POSITIVE COMMENTS 107 

Positive - waste 35 

Positive - general 28 

Positive - customer service 17 

Positive - open spaces / environment 16 

Positive - pavements 5 

Positive - cleansing 4 

Positive - roads 2 

Positive - transport 1 
Base size: all respondents (n=1,090) 

 

Financial Management 

6% of responses commented on the financial management of StreetCare. 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 

(26 comments). This almost always referred to the filling in of pot holes instead of 

resurfacing the entire road.  

In some instances the pothole issue also meant that money spent on other ventures 

such as cycle paths, Metrobus or traffic calming measures was seen as a waste of 

money, because road condition was a higher priority. In other instances, the actions 

seen as a waste of money were changing or breaking and replacing the black bins. 

 12 respondents felt that either the council did a reasonable job with the limited funds 

provided by the government, or that any failures to meet expectations were due to 

the lack of funds or resources. 

 

Yate 

Resident 

 

Table 2. Q.19 “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 61 

Short term/ uneconomic solutions 26 

Waste of money 21 

Limited funds / stretched resources 12 

Find more efficient ways / get volunteers 2 
Base size: all respondents (n=1,090) 

“Sunken drains and drain covers, poor trench infills, loose kerbstones, potholes, poor 
patching work. Major work needed to improve whole road network in this area 

instead of wasting money on traffic calming and cycle paths that lead nowhere...” 
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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, or 

obstructions such as litter, overgrown hedges or brambles, bins, and parked cars 

on pavements. Difficulty taking out recycling or bins was also mentioned by a couple 

of respondents.  

However there were two comments complimenting the dropped kerbs allowing 

access for mobility scooters. In response to one comment, it would be an appropriate 

action to add mobility scooters to the list of transport modes in question one for 

future surveys. 

5 respondents mentioned concerns or difficulties related to age, such as lack of 

internet access, concern for safety with no streetlighting, difficulty paying the green 

waste bin charge, lack of bus services to the local hospital, and a requirement for 

extra benches in parks. 

 

Suggestions 

The most common theme for suggestions was waste collection (8 mentions); 

respondents suggested changing to a ‘continental’ style of communal bin areas on 

corners and more frequent collections to prevent vermin and litter, providing stickers 

for bins to identify them, continuing collections during the rain, and providing lids for 

containers.  

Roads were mentioned by 6 respondents; in particular parking enforcement on 

verges and pavements, or changes to signs or pedestrian crossings to increase 

safety. Improved street cleaning was mentioned by a few respondents, as was litter 

picking. 4 respondents requested better communications and consultation about 

StreetCare issues and services, and 3 respondents mentioned improvements to the 

online form/ website for reporting issues e.g. being able to upload pictures, or 

making the map or form easier to use. 

 

Table 3. Q.19 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Diversity and Suggestion Themes 

Comment type 
Number of 
Comments 

TOTAL DIVERSITY 27 

Disability 22 

Age 5 

 
 

TOTAL SUGGESTIONS 23 
Base size: all respondents (n=1,090)  
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3.3. Roads  
 
 

In total 31% of answers we received showed satisfaction with local roads and 43% 

stated dissatisfaction. Satisfaction is largely driven by street lighting, which the 

majority of respondents (62%) were either quite or very satisfied with. Traffic calming 

and safety measures also created higher levels of satisfaction (36%) than 

dissatisfaction (32%). 

Just over half of respondents are dissatisfied with the condition of the roads 

(54% dissatisfied), and also the actions the council is taking to routinely resurface 

roads (53% dissatisfied).  

The council’s work to tackle road congestion stands out as causing the highest 

level of strong negative feelings with 30% very dissatisfied respondents compared 

to an average 18% ‘very dissatisfied’ for other elements of road care. 

 

Chart 2. Satisfaction with Roads 

 

Base size: all respondents, n= see individual bars 
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Regional variation 

Dissatisfaction with the condition of the roads is significantly higher for 

respondents living in BS10 – Hallen and Brentry (89%), BS15 -  Kingswood and 

Hanham (62%), GL9 – Badminton and Tormarton (73%), GL12 – Charfield and 

Wooton-under-Edge (65%), but is significantly lower in BS32 – Bradley Stoke and 

Almondsbury (41%). 

 

Dissatisfaction with the council’s measures to tackle congestion is significantly 

higher in BS7 – Filton (62%), and BS34 – Patchway and Stoke Gifford (69%) but is 

significantly lower in BS35 – Thornbury and Severn Beach (37%), BS37 – Yate and 

Chipping Sodbury (43%), GL9 – Badminton and Tormarton (27%) and SN14 – 

Marshfield and Castle Combe (29%). 

 

 

Respondents who contacted Streetcare about roads 

383 (20%) of survey respondents had specifically contacted the StreetCare 

team about roads in the last 12 months, and unsurprisingly a much higher 

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

roads. This group of respondents were much more likely to be dissatisfied with 

everything except tackling road congestion. For instance the council’s action on 

urgent repairs (61% vs. 44% dissatisfied who haven’t contacted StreetCare in last 12 

months), and traffic calming measures (41% dissatisfied vs 30%). 

 

Table 4. Proportion of respondents who are dissatisfied with roads by whether they have 

contracted Streetcare about roads in the last 12 months 

  
Not contacted 

Streetcare about 
Roads (1,628) 

Contacted 
Streetcare about 

Roads (383) 

The condition of the roads in South 
Gloucestershire 

50% 68% 

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

44% 61% 

The actions the council is taking to routinely 
resurface local roads 

50% 64% 

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

52% 54% 

Street lighting in your area 18% 24% 

Traffic calming and safety measures 30% 41% 
Base size: respondents choosing ‘quite’ or ‘very’ dissatisfied at Q2 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 2 results that are 

significantly different to the total respondents’ answers are highlighted; green for 

better, and red for worse. 

 

Motorbike and scooter users are significantly more dissatisfied with the 

condition of the roads (67% vs. 53% total respondents), urgent repairs (61% 

dissatisfied vs. 45% total respondents), routine repairs (62% dissatisfied vs. 53% 

total), road congestion (70% dissatisfied vs. 52% total) and traffic calming and safety 

measures (44% dissatisfied vs. 32% total respondents). 

 

Train users are more likely to have issues with the work the council does on road 

congestion (59% dissatisfied vs. 52% total) and traffic calming and safety measures 

(42% dissatisfied vs 32% total). 

 

Taxi users are also more likely to have problems with traffic calming and safety 

measures (41% vs 32% total), and are the only group to be more dissatisfied than 

average with street lighting (26% vs. 19% total respondents). However they show 

greater satisfaction with the condition of the roads and routine or urgent repairs, as 

well as congestion. 

 

Interestingly cyclists show greater satisfaction with the condition of the roads 

than average (30% vs. 27% total respondents). 
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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?” 

  

Total 
Respondents 

(1,940) 

Car 
driver 
(1,739) 

Car 
passenger 

(863) 

Motorbike/ 
Scooter 

(66) 

Train 
(131) 

Bus 
(489) 

Cycle 
(305) 

Walk / 
Run 

(1,155) 

Taxi 
(81) 

The condition of the roads in South Gloucestershire 

Satisfied 27% 27% 27% 26% 28% 27% 30% 28% 30% 

Dissatisfied 53% 54% 53% 67% 52% 52% 54% 51% 46% 

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

Satisfied 23% 23% 24% 18% 28% 26% 25% 24% 26% 

Dissatisfied 45% 46% 44% 61% 46% 43% 46% 44% 46% 

The actions the council is taking to routinely resurface local roads 

Satisfied 20% 19% 20% 17% 24% 22% 21% 21% 26% 

Dissatisfied 53% 54% 51% 62% 53% 50% 55% 51% 51% 

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

Satisfied 18% 18% 18% 9% 15% 18% 18% 18% 23% 

Dissatisfied 52% 53% 55% 70% 59% 52% 53% 52% 51% 

Street lighting in your area 

Satisfied 62% 63% 63% 59% 64% 64% 63% 65% 63% 

Dissatisfied 19% 18% 19% 14% 16% 19% 17% 18% 26% 

Traffic calming and safety measures 

Satisfied 36% 35% 36% 27% 29% 37% 35% 36% 37% 

Dissatisfied 32% 32% 33% 44% 42% 33% 34% 33% 41% 
Base size: all respondents n= see individual column headings 
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Respondent Comments on Roads 

35% of respondent comments about StreetCare referred to roads. The majority of 

these referred to potholes and poor road conditions (33% of road comments, 12% 

of all comments). Comments frequently focussed on potholes not being filled even 

when requests were made, but also on filling potholes being an ineffective or 

“shoddy” solution.  

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

damaging to cars; and uncomfortable. Gravel and chippings were also seen as a 

safety issue for cyclists. The council leaving roads unmaintained clearly angered, 

alarmed and disappointed people, as it was described as “disgusting”, “appalling”, 

“diabolical”, “terrible”, hazardous”, “atrocious”, “neglect” and “a disgrace”  

 

 

 

 

Easter Compton resident 

 

 

 

Warmley Hill/ Hanham resident 

 

Willsbridge resident 

 

Yate resident 

 

The second most frequent comment was with regards to parking enforcement (49 

comments). 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 

divers’ views of traffic. However lack of parking or parking congestion around 

schools, and parking in inconvenient places or on grass verges were also issues. 

“My biggest complaint are the many potholes in the local roads which have 
attempted to be repaired, but have left the road around it in a worse state then 

after a year or so the repair has begun to erode causing more problems.” 

“Our local roadways are a bloody mess. We have to keep reporting a breakdown in 
the road surfaces, and then about a month later, someone comes and fills most of 

them, but not all. So the problem continues, because without a complete road 
coverage (i.e. a continuous road surface) water puddles and breaks down the 

remaining surface that is actually good. So it is a never-ending cycle!!!!!!!” 

“My daughter tripped in a pothole on the path hitting her head and scrapping her knee” 

“Pot holes. I have had 3 burst tyres within a couple of months” 



17 
StreetCare Satisfaction 2017 Consultation Output Report 

 

 

Yate resident 

 

 

 

 

 

North Common resident 

 

Traffic calming and pedestrian safety was the third biggest concern (46 

comments). Speeding was an issue mentioned by many, with some feeling speed 

cameras, 20mph limits or other measures need to be introduced, whilst others felt 

that speed bumps were ineffective or damaging for cards. Pedestrian crossings 

were sometimes requested 

 

Hanham resident 

 

 

Anonymous 

 

Bradley Stoke resident 

 

Drainage (34 comments) and subsequent flooding (7 comments) are an issue for 

some. This is mainly seen to be down to roads not being cleaned of leaves and 

debris and blocking up gullies and gullies.  

 

“Malvern Drive/Cloverlea road has been completely forgotten even though there 
are 145 properties in Malvern Drive with the associated traffic that goes with 

this. It's an accident waiting to happen because of selfish parking blocking the 
view of oncoming traffic.  Complaints to the council have been brushed off 

because there are no double yellow lines in place around the junction.” 

“Cars parking on pavements should be stopped as have to go onto 
road to get round when u have a buggy or wheelchair - dangerous.” 

“The speed limit on the bends coming to Pucklechurch from Siston is 40mph 
and needs to be reduced and an Actual Speed Monitor installed. At present it 

is "White Knuckle Corner" especially for first time users and motorcyclists!” 

“The zebra crossing on forest rd (Footshill rd + oak field) needs to be seriously looked into 
having a green man crossing instead!! There have been so many near misses every morning 

and afternoon at school times, where people just don't stop!!!!! It's so dangerous.” 

“Old and dangerous speed bumps in Baileys Court Road, Bradley Stoke and Little Stoke area by 
Elm Close that are damaging to cars suspension - please replace with newer style tarmac ones” 
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Table 6. Q.19 “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 

TOTAL ROAD 383 

Potholes/ road condition 128 

Parking enforcement 49 

Traffic calming & pedestrian safety 46 

Drainage incl. trenches, gullies and covers 34 

Resurfacing roads 31 

Traffic congestion 17 

Roadworks 15 

Road markings/ signage/ safety 15 

Heavy Goods Vehicles 7 

Gritting 7 

Flooding 7 

Urgent repairs 6 

Pollution 5 

Road markings 3 

“Anti-car” measures 3 

Traffic lights 3 
Base size: all respondents (n=1,090)  
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3.4. Footpaths and Pavements  
 
Overall, more respondents were satisfied with our footpaths and pavements (37%) 
than dissatisfied (31%).  Satisfaction is driven by being able to safely cross roads 
as a pedestrian (54% satisfied) and the condition of footpaths and pavements (49% 
satisfied). 
 
The only footpath and pavement maintenance activity to receive a higher than 
average dissatisfaction score was pavements being kept clear of obstructions 
(51%).  
 
Respondents living in postcodes BS7 (Filton) and GL12 (e.g. Wickwar, Charfield) 
were more likely than average to state they were unhappy with obstructions (62% 
and 61% respectively). Whereas respondents living in postcode SN14, (e.g. 
Marshfield) were much less likely to be dissatisfied with pavement obstructions 
(29%). 
 
 
Chart 3. Satisfaction with Footpaths and Pavements 

 
Base size: all respondents n= see individual questions 

 

 
Customers who walk or run at least twice a month, and therefore have more 
experience of the footpaths and pavements, are significantly more likely to be 
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satisfied with their condition than those who walk or run less than twice a month 
(51% satisfied vs. 45%). They are also more satisfied with being able to cross roads 
safely as a pedestrian (56% satisfied vs. 51% satisfied for those who don’t walk or 
run often), and are slightly more satisfied with urgent and routine repairs. 
 
Table 7. Q3 Satisfaction with Footpaths and Pavements depending on frequency of use 

  
Walk/ Run more than 
once a month (1,152) 

Walk/ Run once a month 
or less (846) 

The condition of the footpaths and pavements 51% 45% 

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

32% 29% 

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

27% 25% 

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

25% 27% 

Being able to safely cross roads as a 
pedestrian 

56% 51% 

Base size: all respondents (n=1,998) 

 

There were 190 respondents who contacted StreetCare about footpaths and 

pavements in the last 12 months (9% of total sample). These respondents are much 

more likely to be dissatisfied with all areas of footpaths and pavements. However, in 

particular, the highest level of dissatisfaction is with obstructions (72% dissatisfied, 

most of which – 41% - is ‘very dissatisfied’). They are also almost twice as likely to 

find the condition of the footpaths and pavements to be an issue than the 

average respondent. (52% dissatisfied vs. 29% total respondents) 
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Chart 4. What individuals who contacted StreetCare about footpaths and pavements are 

satisfied or dissatisfied with in particular 

 
(Base size: Respondents who contacted StreetCare about pavements or footpaths in last 12 months 

n= 190) 

 

Respondent comments on pavements and footpaths 

 

The most frequent comment respondents made was that pavements and footpaths 

were obstructed by hedges, tree branches, brambles, nettles or bins (55 

mentions). This was seen as dangerous as well as inconvenient, since it could lead 

to injury and also encouraged children and adults to walk in the road or cycle path. 

Additionally 27 respondents mentioned inconvenient or dangerous use of pavements 

by other users e.g. cyclists or parked cars. 

The poor condition of paths was also mentioned as a trip hazard and making travel 

more difficult for those with mobility issues, and a lack of street lighting was 

mentioned by 36 respondents, some mentioning how this was particularly dangerous 

during winter months 
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Patchway resident  

Thornbury resident 

 

 

Table 8. Q.19 “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 173 

Obstructions or overgrown pavement/ path 55 

Poor condition pavement/ path 41 

Street lighting 36 

Dangerous / inconvenient use of pavement  27 

Path & pavement repairs/ construction 14 
Base size: all respondents (n=1,090) 

 

  

“I work at Asda for a 5am start along with other people in Patchway, in summer 
it's ok but in winter months the lack of street/footpath lighting is problematic 

and dangerous. We walk to work along the footpath in Hawthorn close and past 
gorse covet, the path is uneven and unlit at 4am, please resolve this” 

“Tried to go on your website some months ago to advise of the shocking state of the path on the 
left side of the Gloucester Road in Thornbury from Severn view road all the way along to east 

land road.  It is very uneven I have tripped several times and many of the hedges along this path 
(private &council) are so overgrown that you are forced to walk on the grass in many case and 
the grass is also creeping onto the path making it even more narrow. It's time something was 

done about it.  I did not report it as I had trouble finding the right section to do it on.” 
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3.5. Cycle paths and Cycle lanes 
 
Overall, more respondents are satisfied with the cycle paths and lanes (28%) 
than dissatisfied (17%). Although the largest proportion of respondents said that 
they did not know or that it wasn’t applicable to them (33%).  
 
Thinking about more specific issues, 35% of all respondents and 51% of cyclists 
were satisfied with the condition of the cycle paths and lanes. 26% of respondents 
and 42% of cyclists were satisfied with the lighting. However only 23% of all 
respondents and 38% of cyclists were satisfied with the cycle paths and lanes being 
kept clear of obstructions.  
 
Cyclists living in BS30 (Longwell Green, Oldland, Warmley and Bitton) and GL12 
(e.g. Wooton-under-edge, Wickwar) are especially likely to be dissatisfied with cycle 
path obstructions (both 55% dissatisfied vs. 39% all cyclists). Similarly, 44% of 
cyclists living in BS16 (Frenchay, Fishponds, Emersons Green) are dissatisfied with 
obstructions. 
 
Chart 5. Satisfaction with cycle paths by issue 

 
Base size: see headings of individual bars 
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Respondent comments on cycle paths and lanes 
 
Cyclepath users are equally concerned about the condition of existing cycle paths as 
they are about the obstructions blocking them and the lack of cycle paths or lanes 
elsewhere. These are mainly safety concerns as they are seen as a risk of cyclists 
falling or crashing into pedestrians or cars. 
 

 
 

 
Falfield resident 

 

Winterbourne Resident 

 

Table 9. Q.19 “Please use this space to provide us with any other comments or suggestions 

about StreetCare services you think are relevant” – Comments on cyclepaths 

TOTAL CYCLEPATH 40 

Cycle path condition 11 

Not enough cycle paths/ lanes 11 

Cycle path overgrown 10 

Cyclists & cyclists' safety 8 
Base size: all respondents (1,090) 

  

“I live near to the A38 north of Thornbury.  The cycle path on this arterial route 
is woeful.  It’s intermittent, stopping and starting for no apparent reason” 

“The foot/cycle path going from Beacon Lane, Winterbourne Road to Rabbit Roundabout A5179 
is very dangerous because of the many times it has had maintenance work ie cable etc.  It is 
like tram lines in places and I have seen 2 cyclists thrown from their bikes because the bike 
tyres get caught between the two different level surfaces. I am a cyclist and have also have 

problems with keeping my bike upright especially if there is a pedestrian on the same route as 
well.   It is not wide enough in places to have each way traffic especially when it is school 

going/coming out time. Please can this stretch of pathway be considered for improvement as it 
is very heavily used during peak time and it is a serious accident waiting to happen.” 
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3.6. Public Transport 
 
 

Bus Usage 
 
Of those who responded, the majority of survey participants (58%) use buses to 
travel in South Gloucestershire. However, only 12% of all respondents and 21% of 
bus users travel by bus once a week or more. 
 
Chart 6. Bus Use 

 
Base size: all respondents (1,742) 

 

85% of bus users travel during the daytime but only 48% travel in the evening, and of 

people who travel in the evening, the majority (70%) only travel a few times a year. 

More people tend to travel by bus during the week (88%) than use the bus to travel 

at weekends (79%). 

Frequent bus users are more likely to include minority ethnic groups; whilst only 10% 

of White British respondents said they use the bus once a week or more, 22% of 

White Other and 35% of BAME respondents are frequent bus users.  

Young people (aged 16 – 24 years) are more likely to use buses (72% vs. 58% all 

respondents), as are respondents aged 65-75 (80% bus users) and over 75 (72% 

bus users).  

61% of respondents who stated a physical disability say they never use buses, 

compared to just 42% of respondents who said they had no disability. And just over 

half of respondents with mental health issues also never use buses (53%). 

Conversely some respondents with other disabilities, such as sensory impairments 

or learning disabilities, were more likely than average to use buses (76% and 66% 
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bus use respectively), however the low numbers of these respondents makes the 

results less reliable. 

Chart 7. Q6 “How often do you use bus services in South Gloucestershire at the following 

times of day or week?” 

 
Base size: all bus users (n=1,020) 

 

Table 10. Bus use by type of disability

 

Base size: all respondents answering Q25 (disability) and Q6 (bus use) n=1,672. Caution low base 

size: Sensory Impairment, Learning disability/ difficulty, Other 

 

 

  

Type of Bus 

Use

All 

Respondents
No

Yes - Physical 

impairment

Yes - Sensory 

impairment 

such as being 

blind/ deaf

Yes - Mental 

health 

condition

Yes - 

Learning 

disability/diffi

culty 

Yes - Long 

standing 

illness or 

health 

condition

Yes - Other

Base Size 1672 1421 76 21 32 6 72 28

Never 42% 42% 61% 24% 47% 33% 35% 46%

Frequent 12% 12% 16% 29% 22% 17% 18% 11%

Infrequent 46% 47% 24% 48% 31% 50% 47% 43%
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Bus Service Satisfaction 
 

Whilst overall the majority (57%) of all respondents were satisfied with the bus 

service, respondents are more satisfied with bus stops and shelters (63%) than the 

local bus services (52%). 

 

Chart 8: Satisfaction with Bus stops and shelters, and local bus services 

 

Base size: all respondents (see individual columns) 

 

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

bus services; BS7 – Filton (46% satisfied), BS15 - Hanham and Kingswood (38% 

satisfied) and BS16 - Frenchay, Emersons Green and Downend (37% satisfied). 

Whereas respondents living in BS30 - Warmley, Longwell Green, Oldland Common 

(29% satisfied), BS32 - Bradley Stoke and Almondsbury (23% satisfied), BS35 – 

Thornbury, Severn Beach & BS37 – Yate (both 26%) or BS36 – Coalpit Heath and 

Winterbourne (21%) are less likely to be satisfied with the local bus services. 

Results also vary by how often respondents use buses. For local bus services, 

respondents who use buses frequently (once a week or more) are more likely to 

be dissatisfied (39% of frequent users vs. 26% of infrequent users dissatisfied). 

Similarly, for bus stops and shelters, frequent users are more likely to be dissatisfied 

(27%) than infrequent users (11%). 

 

There are too few respondents who contacted StreetCare regarding public transport 

(18) to provide any robust analysis of their service satisfaction or usage results. 
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Chart 9. Customer satisfaction by frequency of use - local bus services 

 
Base size: bus users (n=949) 

 
Chart 10. Customer satisfaction by frequency of use - bus stops and shelters 

 

 Base size: bus users (n=949) 

 

  



29 
StreetCare Satisfaction 2017 Consultation Output Report 

Disability 

 Respondents with a physical disability are significantly less likely to find local 

bus services satisfactory (10% vs. 30% all respondents). And respondents with a 

mental health condition are more likely to be dissatisfied with local bus 

services (24% vs. 16%) and the stops and shelters (16% dissatisfied vs. 7% all 

respondents). Looking at the reasons that respondents said they do not use buses 

(Table. 6), disability is mentioned 45 times, including factors such as competing with 

pushchairs for space, and poor access. 

 

 

 

 

 

Oldland Common resident 

 

On the other hand, some respondents with other kinds of disability are more likely 

than average to be happy with local bus services e.g. sensory impairments (40% 

satisfied), and learning disabilities (57% satisfied); although the small base size of 

respondents mean that results must be treated with caution. 

Table 11. Bus satisfaction by disability 

 

Base size: all respondents (2015) Caution low base size: sensory impairment and learning difficulty 

 

  

All 

Respondents
No

Yes - Physical 

impairment

Yes - Sensory 

impairment

Yes - Mental 

health 

condition

Yes - 

Learning 

disability/ 

difficulty 

Yes - Long 

standing 

illness or 

health 

condition

Yes - Other

base size: 2,015 1633 89 25 38 7 88 35

Local services - 

Satisfied
30% 31% 10% 40% 26% 57% 33% 29%

Local services - 

Dissatisfied
16% 15% 15% 16% 24% 14% 19% 11%

Stops & Shelters - 

Satisfied
16% 15% 15% 16% 24% 14% 19% 11%

Stops & Shelters - 

Dissatisfied
7% 7% 8% 8% 16% - 14% 3%

“I use a wheel chair and it's very hard to get on and off even if drivers lower the bus. 

Some places don't have a pavement they can pull up against. Prams and pushchairs 

seem to be the priority still. The drivers are inconsiderate most of the time and unhelpful, 

attitude of drivers are to pull away as they are late. Their impatient. Bus drivers drive like 

idiots most of the time breaking late and as a wheel chair use you don't feel safe being 

hurled around corners at a rate of knots and then stopping suddenly. It's very dangerous” 
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Age 

Satisfaction with local bus services tends to increase with respondents’ age; 

16-24 year olds are equally likely to be satisfied or dissatisfied with bus services 

(28% each), but dissatisfaction falls to 17% for 25-44 year olds. For those aged 65+ 

39% are satisfied and only 15% dissatisfied. 

Chart 11. Q8a “How satisfied are you with local bus services?” by age group 

 

 

Ethnicity 

Respondents from a black and minority ethnic group (BAME) are more likely to be 

dissatisfied with local bus services than White British individuals (32% vs. 26%), 

but are more satisfied with shelters and stops (73% vs. 64% all bus users).   

Respondents who identify as white but not British (mostly European) are 

significantly more likely to be dissatisfied (39% vs. 26% all bus users) and 

significantly less likely to be satisfied (44% vs. 53% all bus users) with local bus 

services. 

Small base sizes make analysing what is driving these higher levels of 

dissatisfaction difficult to pinpoint robustly. However, location may be a significant 

influence, since BAME and White non-British dissatisfaction scores are highest (67% 

and 50% respectively) in postcode BS32 – Bradley Stoke and Almondsbury – 

where all respondents tend to have poor satisfaction ratings for buses (33% BAME, 

25% white non-British, and 23% all respondents are satisfied). White non-British 

respondents are twice as likely and BAME respondents are over four times as 

likely to live in BS32 (18% white non-British, 35% BAME vs. 8% overall).  

However, even in locations that have very low levels of dissatisfaction with local bus 

services (e.g. BS15 – Hanham and Kingswood and BS16 – Emersons Green, 

Downend and Frenchay - where 41% of White non-British respondents and 31% of 

BAME respondents live), non White British respondents still have higher levels of 

dissatisfaction than average (BS15 29% white non-British and 50% BAME vs. 16% 

dissatisfaction overall; BS16 27% white non-British and 25% BAME vs. 14% overall 

dissatisfaction).  
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Chart 12. Bus satisfaction by Ethnicity  

 
Base size: all respondents (see individual columns) 

 

Barriers to Bus Usage 

In addition to highlighting barriers to using the bus service, many of the reasons 

respondents gave for not using buses can give us an indication of what might be 

causing dissatisfaction for current bus passengers. 

 

697 respondents provided comments. At a high level the comments can be grouped 

into 9 key themes, shown in chart 12.  A more detailed list of reasons can be found 

in Table 6.  

The most common reason given for not using buses was that there were other 

transport options available or that were better suited to the respondents’ needs or 

preferences. Car was by far the most common mode of transport given (275 

mentions), followed by walking (63); many respondents said they use a combination 

of car for long distances and walking for shorter ones. This is often the reason 

people said they had “no need” to use buses (37 mentions). The other themes go on 

to explain why cars are seen as the better option by so many respondents. 

Time was the second biggest factor, with 92 respondents stating that buses were too 

slow or took too long to get to the destination, especially compared to travelling by 

car. Indirect routes were often blamed for this, but more commonly there were a 

number of factors that made it difficult to get to one’s destination at the time desired. 

Most commonly mentioned was unreliability of buses (80 mentions), but also being 
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infrequent (55 comments), late (27 comments) and there not being services at the 

time needed (40 comments) e.g. commuting early in the morning or later in the 

evening. 

 

Access to buses was also an issue. 76 respondents said buses did not go to the 

destination they needed (often work), or that the routes that went from their village/ 

nearest street were very limited so were rarely useful. Unspecified disability or 

mobility issues were mentioned by 45 respondents, with an additional 8 stating that 

access from the pavement or the space on the bus was not sufficiently good (in 

particular competing for space with pushchairs). 3 people specified age as the 

reason they couldn’t get to a bus stop. 42 respondents said that there was no bus 

stop or local service that they could reach. 

Inconvenience was often stated as a major downside to buses. Where people 

provided more specific reasons, they mentioned having children or a pushchair 

(24), needing to carry equipment (8) or shopping (8), or disliking having to change 

buses (23). People who travelled to multiple places in one day also felt buses would 

be too impractical (14). 

Cost was an important factor, with “too expensive” being the second most common 

type of comment (140) after having a car. The cost of buying and maintaining a car 

was for some reason enough to not pay for a different form of transport. But in the 

main, the disadvantages of buses compared to cars (time, inconvenience, 

unpleasantness) meant they didn’t seem worth the money. 

The main negative or unpleasant emotions and sensations evoked by bus travel 

were being unclean, smelly or noisy (20), encountering rude or anti-social 

behaviour from other passengers or bus drivers (13), not wanting to share the 

space with others (10) and safety concerns (10) including dangerous driving and no 

pavements or lighting at or to and from bus stops. 
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Chart 13. Key themes for not using buses 

 

Base size: respondents who do not use buses (n=697) 
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Table 12. Key themes for not using buses broken down by type of comment (Q7) 

Key 
Theme 

Type of comment Number of 
comments 

M
o

re
 p

re
fe

ra
b

le
 

o
p

ti
o

n
 a

va
ila

b
le

 

Car / have own transport 275 

Walk 63 

Cycle 18 

Taxi 7 

Train 1 

 
   

Ti
m

e
 

Too slow/ takes too long 92 

Unreliable 80 

Too infrequent 55 

Hours/ times of service too limited 40 

Late 27 

Not enough services 22 

Don't like waiting 16 

Not suitable hours for me 12 

     

A
cc

e
ss

 Is
su

e
s 

Don't go to destination needed/ limited choice of route 76 

Disability/ mobility 45 

No service/ bus stop I can get to 42 

Rural/ remote area (requires car) 18 

Disabled access/ space not good enough 8 

Age - can't walk to a stop 3 

Service I used has been removed 3 

   
 

In
co

n
ve

n
ie

n
ce

 &
 d

if
fi

cu
lt

ie
s Inconvenient/ less convenient 83 

Children 24 

Needing to change buses/ not direct 23 

Travel a lot for work 14 

Need storage space - dogs, tools, equipment 8 

Carrying shopping 8 

Difficulty accessing timetables 4 

Need a more flexible & cheap approach to transport like 
oyster card 

1 

      

C
o

st
 Too expensive 140 

Too expensive for multiple people/ family vs. car 9 

No bus pass 2 
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   Table 6 continued   

N
eg

at
iv

e 
e

m
o

ti
o

n
s 

o
r 

se
n

sa
ti

o
n

s 
Unpleasant/ unclean/ smell/ noise 20 

Rude or antisocial behaviour 13 

Don't want to share personal space/ don't like type of 
people on buses 

10 

Safety issues 10 

Uncomfortable (including temperature) 8 

Overcrowded 6 

Anxious/ not confident about bus travel 4 

Motion sickness 4 

Bad driving 2 

Don't like public transport 2 

Less healthy (than walking/ cycling) 1 

      

N
o

 
n

ee
d

 

No need 37 

Don't use transport for commute 12 

      

B
ad

 q
u

al
it

y 
se

rv
ic

e 

Unspecified bad quality service 
9 

73 service is poor  
2 

      

M
o

ra
l 

o
b

je
ct

io
n

s 

Objections to buses - pollution, congestion 4 

Objections to bus company 1 

 

Base size: bus non-users (n=697) 
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Respondent comments on public transport 

 

Few respondents commented on buses, perhaps indicating that it is not a salient 

issue for most people. In fact the upcoming MetroBus had more comments as all 

current bus services combined.  

 

 

 

 

Winterbourne resident 

 

 

 

 

 

Bradley Stoke resident 

 

Table 13. Q.19 “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 27 

Metrobus 8 

Bus services 7 

Bus timetables 5 

Bus shelter/ stop 4 

Bus routes 3 
 

 

  

“The bus services here are abysmal we are barely 15mins from the city centre and 
yet there is one bus an hour (if it turns up) if we lose the number 18 there will be 
no access from Frenchay to parkway station. It's ridiculous that it is cheaper and 

quicker for me to drive to Swindon for work than use public transport.” 

“I tried to go to Southmead hospital on the 77 bus. The 10.26 didn't arrive. The 
electronic notices at Linden Drive is not working. I went home 3 times to check on the 
pc when a bus would run.  The First app said 10.37 and 10.41, the timetable on my pc 

said 10.26.  No bus arrived and in the end I had to drive or miss my appointment.” 



37 
StreetCare Satisfaction 2017 Consultation Output Report 

3.7. Open spaces 
 
 
On average, most respondents were satisfied with our open spaces (56% vs. 
22% dissatisfied). 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 (59% satisfaction, 24% dissatisfaction).  
 
The issue respondents were least likely to be satisfied with was dog fouling (41% 
satisfied, 31% dissatisfied). Respondents who live in BS7 (Filton) or GL12 (e.g. 
Wooton-under-edge) are more likely to be dissatisfied with dog fouling (35% and 
46% dissatisfied respectively). 
 
Chart 14. Satisfaction with open spaces 

 
Base size: all respondents n= see individual questions 

 
 
 
181 or 9% Respondents answering Q5 (satisfaction with open spaces) had made a 
complaint specifically about open spaces in the last 12 months. Unsurprisingly they 
are more likely to be dissatisfied than average respondents with grass cutting (39% 
vs. 24% total respondents dissatisfied) and dog fouling (48% dissatisfied vs. 31% 
overall). However their scores are still broadly positive, especially with regards to 
providing enough parks and open spaces (61% satisfied vs. 69% total respondents). 
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Chart 15. Satisfaction with Open Spaces amongst individuals who have contacted the council 
about open spaces 

 
 

 
Base size: respondents who contacted StreetCare about open spaces in last 12 months n=181 
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Respondent comments on open spaces 
 
The most common issue to be mentioned by respondents regarding the environment 

was dog fouling (60 mentions). Some respondents considered there to be an issue 

because there were no wardens to enforce fouling, others because there were no 

bins to dispose of dog waste in their area, or that the dog waste bins provided were 

always full or ‘overflowing’ so they could not be used. 

Emersons Green resident 

 
The second biggest issue for respondents is that oven spaces are “overgrown” in 
general (47 mentions) – often this includes weeds or grass and may affect paths, 
roads, salt boxes, parks or gardens. As a separate issue, many respondents 
mentioned hedges or trees becoming too large and either blocking out light, 
uprooting pavements or fences, or causing mess or obstruction. In some instances 
these were on private property so caused frustration as the council would not take 
any action. Grass verges were mentioned as being unmaintained, with many of the 
comments asking for more frequent cutting. 
 

 
 
 
 

 
 
 

Alveston resident 

 
 
 
 
Anonymous respondent 

 
Table 14. Q.19 “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  211 

Dog fouling & dog waste bins 60 

Overgrown general, weeds 47 

Hedges/ trees 40 

Verges 30 

Grass cutting 18 

Parks & playing fields 10 

Fences 5 

Benches 1 
Base size: all respondents (n=1,090)  

“There is a piece of land that when I moved in I was told was a public walkway that 
leads to the woods behind my garden, this has always been littered with rubbish 

and very overgrown. The big trees and heavy bushes and weeds have pushed over 
my wooden fence so that it has collapsed. I complained a few years ago, an 

inspector came out and told me it would all be cleared but this never happened” 

“We had a nice green area next to Linden drive but cuts meant 
trimming was done by tractor, which has ruined it for everyone” 

“I have never seen a dog warden in Mangotsfield or Emersons Green. There are a number 
of irresponsible owners who let their dogs’ poo on pavements and playing fields” 
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3.8. Environment 
 
 
Overall, 50% of respondents were satisfied with the environment and only 23% were 
dissatisfied.  
 
The cleanliness of local roads and open spaces was rated most highly with 55% of 
respondents saying they were satisfied, followed by encouragement of wildlife and 
wildflowers (51% satisfied and only 14% dissatisfied). 
 
The provision of litter and dog waste bins is the area most in need of improvement 
with only 44% satisfaction and the highest level of dissatisfaction (30%). Areas 
where residents were particularly unhappy about this situation were BS37 – Yate  
(56% of residents dissatisfied), BS7 - Filton (42% dissatisfied), GL9 – Tormarton, 
Badminton (40% dissatisfied) and BS30 – Warmley, Longwell Green, Oldland 
Common (38% dissatisfied). 
 
 
Chart 16. 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 

 

Litter was seen as a problem by many respondents (47 comments). 10 respondents 

said there needed to be more public bins, but some considered it to be lack of street 

cleaning (18 comments) or litter picking by the council. Lack of street or open space 

cleaning also lead to excessive dead leaves and debris or mud according to some 

respondents (8 comments). Many respondents also commented on the lack of dog 

waste bins causing dog fouling (see Open Spaces section). 

 

Filton resident    

 

 Longwell Green/ Oldland Common resident 

 

5 respondents gave positive feedback on the wildlife and wildflowers  

 

Anonymous respondent 

 

 

 

Tytherington resident 

 

Table 15. Q.19 “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  97 

Litter 47 

Street cleaning 18 

Need more public bins 10 

Leaves and tree debris 8 

Vandalism 6 

Wildlife & wildflowers 5 

Dogs 2 

Dead Animal removal 1 
Base size: all respondents (n=1,090)  

“The wildlife area, surrounded by railway sleepers, in Lilliput Park is 
brilliant.  That should be an exemplar for other plantings in the area” 

“Please could you consider traffic calming measures on entering the residential areas 
of the village we have at least 12 hedgehogs visiting our garden alone, with 

residents reporting sightings of them throughout the village, and 6 hoglets that we 
saw last summer and autumn were born close by here, so they are doing well here 

but need to be supported for a safe green environment with safe night time 
traffic” 

“Lack of waste and dog foul bins in the area. Bins are only located by shops and parks.” 

“There is not enough road sweeping or litter clearing, 
this leads to gutter and drain blockage.” 
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3.9. Bad Weather 

 

16% of respondents (324 people) said they had been significantly affected by bad 

weather in the last year.  

Of the people affected by bad weather 150 provided some detail of the occurrence; 

the most common issue is wind (80 comments), which can be divided between the 

issue of causing debris or scattering litter (24), causing property damage e.g. to 

fences (22 instances) or felling branches or trees (10 instances). Although many 

people (26) did not state in what way the wind had been a problem for them. 

Rain (6) and floods (33) are the second most common issues with many people 

mentioning flooded roads and one individual specifying that it had led to rats on his 

property. Ice and frost are also a big concern (27 mentions), and can lead to 

dangerous, slippery pavements (4 respondents) as well as dangerous roads or cycle 

paths. Some respondents requested extra gritting or grit boxes in their area. 

 

Chart 17. Respondents who say they were significantly affected by bad weather 

 

Base size: respondents who have been affected by bad weather in last 12 months (150) 
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Overall, looking at those who felt the StreetCare bad weather services were relevant 

to them, 46% of respondents were satisfied and 17% were dissatisfied with the 

service provided. 

Winter gritting of roads stands out as having very high scores with 69% of 

respondents being satisfied with the work carried out and only 11% dissatisfied.  

For those who use cycle paths, only 32% were satisfied with the winter gritting. 

Maintenance of drains to reduce the risk of flooding had the highest level of 

dissatisfaction (28%). Residents were most likely to be dissatisfied with this issue in 

BS10 – Hallen and Brentry (56% dissatisfied), GL12 – Wooton-under-Edge (43%), 

GL9 – Badminton, Tormarton (53%), BS36 – Coalpit Heath, Frampton Cotterell and 

Winterbourne (36%) and SN14 – Marshfield (35%). 

 

Chart 18. Satisfaction with prevention and response to bad weather 

 
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 15. Proportion of waste service users in survey sample by type of service 

Base size: all respondents (n=2015) 

 

The highest rated service is Sort It Centres, which have 73% satisfaction amongst 

those who have used them. This is closely followed by the black bin (71%), recycling 

(69%) and food waste (71%) collections. However garden waste collection 

receives the highest dissatisfaction (25%), and large household items 

collections has the lowest level of satisfaction at 30%. 

 

Chart 19. Waste satisfaction scores for service users 

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

columns) 

Service 
Respondents who say service applies to 

them 

Black bin collections 99% 

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

Food waste collection  99% 

Garden waste collection 81% 

Sort It Centres 93% 

Collection of large household items 59% 
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Regional Analysis 

Respondents in postcodes BS7 – Filton (31%), BS10 – Hallen and Brentry (33%) 

and BS34 – Patchway and Stoke Gifford (26%) are particularly likely to be 

dissatisfied with their black bin collection compared all respondents (20%). 

Respondents in BS7 – Filton (35%), BS34 – Patchway and Stoke Gifford (33%), 

BS15 – Hanham and Kingswood (27%) and GL9 – Badminton and Tormarton (27%) 

are more likely than average to be dissatisfied with their recycling collection (vs. 20% 

dissatisfaction for respondents overall) 

There is no significant regional variation in satisfaction with garden waste collection. 

Respondents in BS32 – Bradley Stoke and Almondsbury - are more likely to be 

satisfied with large household item collection (35% vs. 30% overall) whereas 

respondents in BS7 – Filton are more likely to be dissatisfied (19% vs. 13% overall) 

 

Respondents who contacted StreetCare regarding Waste services 

830 or 42% of respondents contacted StreetCare about Waste services in the last 12 

months, so their scores have a significant impact on the overall results. However, 

these respondents are just as likely to be satisfied with most of our waste 

services, and are only significantly less satisfied with recycling collections (64% vs. 

72% overall).  

On the other hand it’s unsurprising that respondents who have contacted the council 

about waste services are significantly more likely to be dissatisfied with the service. 

The largest difference is dissatisfaction with recycling; 25% vs. 16% overall (an 

increase of 64%), followed by food waste collection (14% dissatisfied vs. 9% overall). 

 

Table 16. Comparison of Satisfaction scores by those who contacted Streetcare about waste 

vs. those who did not  

  Satisfied Dissatisfied 

  

Contacted 
StreetCare re 
Waste (830) 

Not contacted 
Streetcare re 
waste  (1,185) 

Contacted 
StreetCare re 
Waste (830) 

Not contacted 
Streetcare re 
waste  (1,185) 

Black bin collections 67% 74% 24% 17% 

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

64% 72% 25% 16% 

Food waste collection  62% 67% 14% 9% 

Garden waste collection 47% 48% 26% 21% 

Sort It Centres 63% 68% 14% 11% 

Collection of large 
household items 

28% 25% 13% 11% 

Base size: all respondents (n=2015) 
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Respondent comments on Waste 

 

The biggest issue after potholes for respondents was the “careless” way in which 

waste collectors handled bins and recycling containers (123 comments). Many 

respondents noted how collection staff let rubbish or recycling materials scatter, 

causing litter in the roads which they did not pick up (100 comments). Other 

respondents noted careless driving or parking, in some instances with drivers 

being on mobile phones. A common form of carelessness was for staff to throw 

recycling boxes after emptying them, leaving them at the wrong address, losing 

them or breaking the containers (53 comments), or obstructing pavements and 

driveways for pedestrians, cyclists and drivers (26 comments). This became even 

more frustrating when some respondents found it difficult or impossible to get the 

right replacement boxes from the council. 

Anonymous respondent 

 

Yate resident 

 

As a related but separate issue, the recycling containers themselves were seen as 

unfit for purpose, allowing items to come loose, especially during windy conditions, 

meaning the roads are filled with litter before the waste collectors even get there. Or 

in other instances, the provision for and collection of food and nappy waste was 

considered inadequate so that vermin (flies, maggots, rats, foxes) were encouraged 

or caused further unpleasant conditions (17 comments).  

 

Emersons Green 

resident 

 

 

 

Alveston resident 

“Get the Bin men to pick up the litter that they drop when emptying the bins, bags, boxes.  They 
don't and leave litter all over the place. Sometimes they don't pick up all of the rubbish and they 

THROW the food bins, boxes, back on the pavement, not really caring where they land” 

“Bin people are a nightmare block roads, most are rude, on their mobile phones,  don't care 
how they chuck bags or boxes or bins usually in the middle of my drive, they don't put my 

bags/boxes bins in the place where they took them, usually get next door neighbours bags.” 

“Our streets are becoming more littered by the recycling due to 
spillage from bins and bags because left out overnight in windy 

conditions or by the lack of care by the bin men - both seen by myself” 

“The bags for nappies are totally unsuitable as 1) where do you 
store them? They'll stink!!! If you leave them outside the foxes will 

spread them throughout the neighbourhood- even on collection 
day how will these be left out and not spread by wildlife” 
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There were a few recent changes causing discontent; the size reduction in black 

bins was disliked by many (60 comments), as was the green waste bin charge (40 

comments), and the change in recycling practice was considered confusing, 

inconvenient or unnecessary by some (38 comments). 20 respondents also 

commented that the less frequent black bin collection would impact them 

negatively. 

 

 

North common resident 

 

 

 

Downend resident 

 

An issue which seemed for some to be ongoing and for others a very recent problem 

caused by the hot weather was unreliable collections (75 comments) – with either 

whole households skipped or some waste items taken and not others, including 

some contents of green or food waste bins removed whilst the rest is left (9 

comments) 

Longwell Green resident 

 

Emersons Green resident 

 

Fly tipping was seen as an issue by 26 respondents, with some respondents 

commenting that barriers to using the Sort-it Centre were a likely contributor to fly 

tipping, as was the impending reduction of black bin sizes.  

 

 

 

Longwell Green resident 

“The rubbish/recycling regime is thoroughly confusing, with four days 
in any fortnight being collection days for different items - it's a mess!” 

“Please, please, please don't reduce the size of the black bins. Our 
family of 4 fills ours every fortnight and we recycle everything we 

possibly can, including composting lots of waste in our own garden.” 

“I have never had recycling collected, I ring and report this every week. This service is completely 
incompetent in this area. I have put in a complaint many times and never had a response” 

“The recent hot weather has resulted in no waste collections. Rubbish is blowing around 
the streets and bins are crawling with ants. If it's too hot to work in the day, time should be 
made up in the evenings. We pay a ridiculous amount of council tax and extra money for a 

green bin and yet it has been sat out there for a week. It smells and looks a mess.” 

“Rats are everywhere now, more frequent rubbish collection would help reduce 
their food sources. Fly tipping on ring road is increasing (the stretch near 
Longwell Green Leisure Centre) and the rubbish stays there a long time.” 
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The Sort-it Centre received 37 comments on a range of issues, from not accepting 

vans or work vehicles, and discouraging use through charging and registering, to 

the opening hours being too short and number of visits being too restrictive. Some 

respondents were affected by their Sort-it Centres being closed for certain periods. 

Whilst some respondents said staff were unmotivated or confusing, there were a 

number of comments praising staff for being cheerful and helpful. 

Warmley resident 

 

Communications from the waste department appear to be received inconsistently, 

with some respondents describing them as clear and helpful, and others finding them 

confusing, incomplete or absent. 

 

Table 17. Q.19 “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 

TOTAL WASTE 649 

Careless waste collectors 123 

Collection and bins causing litter 100 

Unreliable waste collection 75 

Black bins size & reduction 60 

Waste collectors throwing, breaking or losing bins and boxes 53 

Green waste collection should be free 40 

Confusing or inconvenient recycling  38 

Sort it Centres 37 

Bins left obstructing access/ pavements 26 

Fly tipping 26 

Weekly/ more frequent collection 20 

Litter and vermin 17 

Communications from Waste department 16 

Food/ green waste not collected if half full 9 

Large item collection 8 

Waste collection times 1 
Base size: all respondents (n=1,090) 

  

“The changes to the Mangotsfield sort it centre have totally lacked vision and have not 
considered user requirements or efficiency. Lorries still parked in road, to long waiting and 
unloading. Unhelpful staff, unless it's closing time. Staff asleep in council vehicles in local 

lay byes. The whole operation needs a good shake up and re-planning. Very unsatisfactory 
and frustrating” 
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3.11. Query Handling/ Customer Service 
 
68% of respondents had contacted StreetCare in the last 12 months. Waste is the 
most popular service to contact with 42% of respondents saying they have done this 
in the last year. ‘Other’ services often include waste, open spaces and environment 
issues. 
 
Table 18. Q17 “Which services have you contacted us about in the last year?” 

 

Service contacted % of Respondents 

Have not contacted StreetCare 32% 

Roads (including cycle paths and streetlighting) 19% 

Pavements and footpaths 10% 

Waste, including booking a large household item for collection 42% 

Public transport 1% 

Open spaces and playing fields (including trees, litter and dog fouling) 9% 

Other  10% 
Base size: all respondents (1,983) 
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Chart 20. Q17 “Which services have you contacted us about in the last year?”  

 

 
Base size: ‘other’ waste services contacted (n=169) 
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Looking at customer service as a whole, on average the service is best at providing 
a satisfactory outcome to respondent’s queries or problems (62% satisfied), and 
the helpfulness of staff (61% satisfied). This is closely followed by how quickly the 
issue was resolved (56% satisfied). However the service is significantly worse at 
keeping people informed about their issue (33% satisfied, 36% dissatisfied). 
 
Chart 21. Q18. Satisfaction with different elements of customer service 

 
Base size: customers who contacted StreetCare in last 12 months (1,363) 
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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 queries to be 
the most satisfied.  
 
Respondents with public transport queries are much less likely to be satisfied with 
many aspects of how their query was handled, however since there are so few of 
these respondents (18) it is difficult to tell if this is down to chance. 
 
It can be seen that respondents who had queries about public transport felt the 
least well informed (6% satisfied, 55% dissatisfied) whereas respondents with 
enquiries about waste tended to feel the best informed (39% satisfied, 30% 
dissatisfied) 
 
Chart 22. Q18d – satisfaction with being kept informed by service contacted in the last year 

 
Base size: customers who contacted StreetCare in last 12 months (1,363) 
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Overall, scores for helpfulness of staff are very high. Respondents considered waste 
and public transport to be the most helpful when contacted (66% and 67% 
satisfaction respectively). Staff were considered to be least helpful about open 
spaces and playing fields (53% satisfaction, 21% dissatisfaction). 
 
Chart 23. Q18c – helpfulness of staff by which service respondent contacted in last year 

 

 
Base size: customers who contacted StreetCare in last 12 months (1,363) 
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Customers with waste queries are the most satisfied with how quickly their 
issue was resolved (62% satisfied, 25% dissatisfied). Whilst respondents with 
pavement and footpath or public transport queries are the least satisfied with the 
speed of resolution (38% satisfied, 43% dissatisfied for pavements and 34% 
satisfied, 39% dissatisfied for public transport). 
 
Chart 24. Q18b – speed of resolution by which service respondent contacted in last year 
 

 
Base size: customers who contacted StreetCare in last 12 months (1,363) 
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Respondents with waste enquiries are the most likely to be satisfied with the 
outcome of their query (66%), followed by ‘other’ queries (59%) – probably due to a 
large proportion of the other queries being about waste. Third highest satisfaction for 
outcome is roads (55% satisfied). The least likely queries to have a satisfying 
outcome are public transport (34% satisfied, 28% dissatisfied) and open spaces 
(46% satisfied, 41% dissatisfied). 
 
Chart 25. Q18b – satisfaction with outcome by which service respondent contacted in last 

 

Base size: customers who contacted StreetCare in last 12 months (1,363) 
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Respondent comments on customer service 
 
The most common observation from respondents is that their requests are ignored, 
in that either no work is carried out (81 mentions) or they receive no feedback or 
communication from the council regarding the matter (63 mentions), even if the issue 
is being looked at. This can lead to respondents chasing up the council with multiple 
phone calls or emails, which is frustrating and time consuming. 
 

Longwell Green resident 

 
 

 
Patchway resident 

 
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) 

Stoke Gifford resident 
 
 
 

The process of making queries was described by 23 respondents – often as 
confusing or long-winded. Some respondents mentioned their difficulty with the 
website or online form (21 comments), others frustrated with the length of time it 
takes to have someone answer their phone call (19 comments).  
 

Yate resident 

 
 

 
 

 
Mangotsfield resident 

 
 

“The online forms are all specific so when there is a query that does 
not fall into one of the set categories it is really difficult getting hold 

of someone by phone who then tells you to use the online form! 

“The person answering the phone has no idea who to put you through to, even though your 
web page says phone this number for more info. You then get a phone call back to say I am the 
wrong person to answer your enquiry go back and they will put you through to right person.” 

“Hedge Cutting - my job reference number was on the system for months and then I received a 
call to say that they had forgotten to do it, so I'd have to wait for the next time they started 
hedge work to have the hedge cut. When speaking with the manager he seemed keen to do 
what is right by him and not listen to the needs of the residents. All-in-all it was a shockingly 

poor experience and for me shows the lack of understanding of local needs” 

“Answers to emails or telephone calls would be the starting point!!” 

“I'm fed up with reporting recycling hasn't been collected or bins haven't been emptied which 
has been most weeks recently, No.one ever responds. Very bad customer service.” 
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There were some negative comments made about staff, for instance that they are 
unproductive or unhelpful (12 comments) 
 

 
Patchway resident 
 
 

 
Table 19. Q.19 “Please use this space to provide us with any other comments or suggestions 

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

Spaces 

TOTAL CUSTOMER SERVICE 290 

Requests being ignored/ not actioned 81 

No feedback/ acknowledgement of queries 63 

Work left unfinished/ awaiting/ took very long time 37 

General comments 27 

Process of making queries 23 

Website & online form 21 

Getting through by phone 19 

Negative - staff 12 

No communication on decisions of Streetcare team 4 

Need more communications of customer helpline 3 
Base size: all respondents (n=1,090) 

 

 
 

  

“Monday 12 June 2017 at 8.15 to 8.30 am we had 3 workmen sitting on their lawnmowers 
less than a good away from my house the address is […] Patchway being very loud and 

using abusive language shouldn't have to listen to this while having my breakfast” 
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3.12. Communications 
 

Awareness of Communications 
 
Most (90%) of respondents have seen at least one type of communication from 
StreetCare in the last year. The most common subject of communication is waste, 
which 86% of respondents can recall receiving or seeing. This is followed by public 
transport (26%) and roads, pavements and cycle paths (22%). 
 
Chart 26. Q15. “In the last year, which of the following services have you seen 
communications or information about?” 

 
Base size: all respondents (1,987) 

 
 

Preferred Method of Contacting StreetCare 
 
Respondents are most likely to try to contact StreetCare by email (78%), website 
(75%) or telephone (71%).  
 
29% of respondents would be likely to try contacting the council about StreetCare 
matters by online webchat. The least preferred methods of communication are one 
stop shop (18%), social media (15%) and letter (12%).  
 
Although a higher than average proportion of respondents aged 65+ would be likely 
to write a letter (16%), the majority (65%) say they would be unlikely to do so. Only 1 
individual who would be likely to write a letter - and only 3 individuals who would visit 
a one stop shop in person - said they would be unlikely to contact StreetCare by 
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telephone, email or website. Whilst this indicates that a very small minority of 
respondents would rely on face to face or postal contact alone, the vast majority of 
respondents completed the survey online, and therefore are not representative of 
respondents who are not comfortable or able to use digital technology. 

 
Chart 27. Preferred methods of contacting StreetCare team 

 
 

Base size: all respondents (n=see individual columns) 
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3.13. Profile of survey Respondents 
 
Age 
 
Although only 29 individuals aged 16 – 24 participated in the survey, the consultation 
received over two hundred responses from all other age categories up to 75, and 
116 responses from those aged over 75, meaning there is a robust sample for all 
groups aged over 24. 
 
Chart 28. Age of survey respondents 

 
Base size: all respondents (n=1,954) 

 
 
Gender 
 
Chart 29. Gender of survey respondents 

 

 
Base size: all respondents (n=1,954) 
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Ethnicity 
 
 

95% of respondents identified as White British. 4% of respondents were White Other 
or White Irish, and 2% were from black and other minority ethnic backgrounds 
(BAME), e.g. Asian (18 respondents), Black (4) and mixed (4). 
 
 Chart 30. Ethnicity of survey respondents - aggregated 

 
Base size: All respondents (n=1,810) 

 
Table 10. Ethnicity of survey respondents 

Ethnicity 
Number of 

respondents 

Arab/Arab British 3 

Asian/Asian British – Bangladeshi 1 

Asian/Asian British – Indian 10 

Asian/Asian British – Pakistani 1 

Asian/Asian British – Chinese 4 

Asian/Asian British – Other (please state) 2 

Black/African/Caribbean/Black British – African 1 

Black/African/Caribbean/Black British – Caribbean 3 

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

Gypsy or Traveller of Irish Heritage - 

Mixed/Multiple Ethnic Groups – White & Asian 3 

Mixed/Multiple Ethnic Groups – White & Black African - 

Mixed/Multiple Ethnic Groups – White & Black Caribbean - 

Mixed/Multiple Ethnic Groups – Other (please state) 1 

White – English/Welsh/Scottish/Northern Irish/British 1716 

White – Irish 8 

White – Other (please state below) 57 

Other ethnic group (please state below) 4 

Prefer not to say 100 
Base size: All respondents (n=1,810) 
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Table 11: comments for Ethnic group ‘other’ and ‘white – other’: 

Ethnicity 
Number of 

respondents 

European 25 

British/ English / Welsh/ Scottish/ Northern Irish 16 

Mixed 8 

African 2 

Australian 1 

Persian 1 

Asian 1 
Base size: comments for other’ ethnicity (n=70) 

 
 
 
Disability 
 
Whilst the majority of respondents said they did not consider themselves to be 
disabled (84%), 5% said they had some kind of physical impairment, 5% said they 
had a long standing health condition and 2% said they had a mental health condition. 
 
Table 12: Respondents with a disability 

Do you consider yourself to be disabled? 
% of 

respondents 
Number of 

respondents 

No 
84% 

1,633 

Prefer not to say 
3% 

65 

Yes - Physical impairment, such as difficulty using arms or mobility issues 
which may mean using a wheelchair or crutches 5% 

89 

Yes - Sensory impairment such as being blind/ having serious visual 
impairment, or being deaf/ having a serious hearing impairment 1% 

25 

Yes - Mental health condition, such as depression, anxiety or schizophrenia 
2% 

38 

Yes - Learning disability/difficulty (such as Down's Syndrome, dyslexia, 
dyspraxia) or cognitive impairment (such as autistic spectrum disorder) 0% 

7 

Yes - Long standing illness or health condition, such as cancer, HIV, 
diabetes, chronic heart disease or epilepsy 5% 

88 

Yes - Other (please state below) 
2% 

35 

Base size: All respondents (n=1,929) 
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Of the ‘other’ types of disability people stated, the most common were mobility 
issues (24 mentions), which included conditions such as arthritis (13 comments). A 
number of people also mentioned a temporary situation such as recovering from an 
injury or surgery (6 comments). Long standing health conditions such as heart or 
lung problems were mentioned by 18 people, and these often had an effect on how 
far someone could walk. 
 
Table 13: Respondents with a disability ‘other’ than those listed in the survey: Q25a “Other” 

Type of disability Number of comments 

Mobility/ Physical impairment/ Chronic pain 24 

Long standing health condition 18 

Non- disability comments 7 

Physical injury/ surgery recovery 6 

Sensory impairment 3 

Learning disability or difficulty 3 

Carer for someone else 3 

Not specified 2 

Mental health 1 
Base size: respondents stating they have a disability other than those listed (n=68) 
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Postcode Analysis 
 
Table 14: Respondents residing in South Gloucestershire by ward 

Wards in South Gloucestershire  Local Authority Number 
% of 

Respondents 

Almondsbury South Gloucestershire 33 2% 

Bitton South Gloucestershire 23 1% 

Boyd Valley South Gloucestershire 58 3% 

Bradley Stoke Central and Stoke Lodge South Gloucestershire 50 2% 

Bradley Stoke North South Gloucestershire 17 1% 

Bradley Stoke South South Gloucestershire 52 3% 

Charfield South Gloucestershire 32 2% 

Chipping Sodbury South Gloucestershire 57 3% 

Cotswold Edge South Gloucestershire 27 1% 

Dodington South Gloucestershire 48 2% 

Downend South Gloucestershire 94 5% 

Emersons Green South Gloucestershire 115 6% 

Filton South Gloucestershire 84 4% 

Frampton Cotterell South Gloucestershire 47 2% 

Frenchay and Stoke Park South Gloucestershire 37 2% 

Frome Vale South Gloucestershire 3 0% 

Hanham South Gloucestershire 63 3% 

Kings Chase South Gloucestershire 61 3% 

Ladden Brook South Gloucestershire 30 1% 

Longwell Green South Gloucestershire 56 3% 

Oldland Common South Gloucestershire 50 2% 

Parkwall South Gloucestershire 43 2% 

Patchway South Gloucestershire 71 4% 

Pilning and Severn Beach South Gloucestershire 23 1% 

Rodway South Gloucestershire 90 4% 

Severn South Gloucestershire 16 1% 

Siston South Gloucestershire 37 2% 

Staple Hill South Gloucestershire 49 2% 

Stoke Gifford South Gloucestershire 83 4% 

Thornbury North South Gloucestershire 63 3% 

Thornbury South and Alveston South Gloucestershire 63 3% 

Westerleigh South Gloucestershire 22 1% 

Winterbourne South Gloucestershire 54 3% 

Woodstock South Gloucestershire 75 4% 

Yate South Gloucestershire 1 0% 

Yate Central South Gloucestershire 61 3% 

Yate North South Gloucestershire 82 4% 

Total 1870 93% 
Base size: South Gloucestershire residents (1,870) 
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Table 15: Respondents who do not live in South Gloucestershire by Local Authority and ward 

Wards outside South Gloucestershire Local Authority Number 
% of 

Respondents 

Central Bristol 1 0% 

Clifton Down Bristol 1 0% 

Henbury and Brentry Bristol 1 0% 

Horfield Bristol 4 0% 

Knowle Bristol 1 0% 

St George Central Bristol 1 0% 

St George Troopers Hill Bristol 2 0% 

Keynsham North B&NES 1 0% 

Abergele Conwy 1 0% 

Chippenham Gloucestershire 2 0% 

Dursley Gloucestershire 1 0% 

Wotton under Edge Gloucestershire 1 0% 

Coleford Forest of Dean 1 0% 

Total 18 1% 

Unknown postcodes 5 0% 
Base size: non South Gloucestershire residents (n=23) 
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4. Other representations 

Emails  
 
16 emails were received from 11 South Gloucestershire residents regarding 
StreetCare. 
 
The most common themes were waste (5 emails), environment (5 emails) and roads 
(4 emails). Customer service (3 emails) and pavements (1 email) also received some 
comments. 

 

Waste 
 
Emails about waste sometimes showed a level of irritation or disappointment. As 
with survey respondents, there were issues with missed bin collections, broken bins 
and carelessness or litter caused by collection: 
 
 
Part of email from resident on 28/06/2017: 

 
 
 
 
 
 
 
 
 
 
 
 
Email from resident on 19/06/2017: 

 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

Why after 5 weeks after we reported the bin men broke our Black Bin (reference 675444 reported 
12th May) ... 
 
We still have no Black bin (our broken one was taken away) 
We have a pile of broken bin bags, spilling nappy's, dog poo bags (as no dog waste bin any where 
in our vicinity) rubbish with flys and maggots, foxes, cats attacking etc.) 
Why we have had to phone 3 times and we still have no Bin, the last time my wife had to have an 
argument that - no we haven't received the black bin, and we were promised a replacement in 7 
days. GUESS WHAT? 9 DAYS HAS PASSED AND NO BIN! 
 
PLEASE CAN SOMEONE GET US A BLACK BIN TODAY!  IS IT THAT DIFFICULT? 
 

“It's hit-or-miss if "the Collectors" actually arrive before many plastic items are blown from the 
"bags"!!! WHEN the Collectors don't even turn up - this results in plastic items being blown all over 
the site - it REALLY isn't the responsibility of residents to go around and collect items that have 
been blown from their properly-located, ridiculously-not-fit-for-purpose containers!!!! I would, also, 
add that I have watched collections - and Collectors make NO effort to pick up ANY plastic items 
which have been blown around - they just completely ignore anything that isn't contained within 
these stupid "bags". The vehicle will, even, just drive over them” 
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Photograph email from resident on 21/06/2017 regarding the way bins are left after collection: 

 

 

However there was also some positive feedback: 

 
Email from resident 12/07/2017: 
 

  “Quite often go to the re-cycling unit with garden stuff etc. and the guys are always helpful. 
Splendid to see all the cardboard / plastic / bottles / papers / food and so on being sent on 
for reuse and I cant help but get the impression from travels around the UK that you are 
ahead of many other areas” 
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Roads 
 
Issues mentioned in emails included: 

 Drainage and cleaning – fallen leaves and silt in gullies or grates causes 
flooding 

 Streetlighting not working or not having been installed on a new build yet 

 Roads not yet tarmacked or in poor condition: “It's like a rally course with all 
the ironworks and change in elevation” 

 Parking on pavements overnight 
 
 
 
Email and photograph from resident in Staple Hill, 21/06/2017: 

 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
 
 

Hi it's me again 
Attached are a further two photographs illustrating the state of the pavements and road 
gutters at the junction of Kensington Road and Lower Station revall Road 
Am not sure whether the weed situation is in your remit but as you will see the state of the 
pavements and gutters are very poor. I am unable to recall the last time any council weed 
or road cleaning was done in this area 
 
Sorry forgot to add there are road drains on both sides of the road and both are filled with 
road silt and are blocked completely causing large puddles upon rainfall 
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Environment, Open Spaces and Bad Weather 
 
The five emails regarding the environment and open spaces included overgrown 
hedges or grass and flooding of roads, as well as fly tipping: 
 
Email from resident 30/06/2017: 

 
 
 
 
 
 
Email from resident 25/06/2017: 

 
 
 
 
 
 

 

Customer Service and Query Handling  
 
Whilst 2/3 emails noted that it was difficult to get a response or update from the 
StreetCare team regarding queries or complaints, one email gave positive feedback 
on the customer service 
 
Email from resident in Patchway 12/06/2017: 

 
 
 
 
 
 

  

“In my opinion the south Gloucestershire council is leaps and bounds ahead of the Bristol 
council. Not only with bins/recycling but with customer service. Trying to speak to an actual 
human at Bristol council is almost impossible where as I can guarantee I can speak with 
somebody straight away at south glous” 
 

“The greenery around my house and communal areas are a mess and have not been 
maintained. The grass is above my knees.  I pay a service charge and this simply is not 
good enough.  Also my street has also not been swept for months if at all.” 
 

“Have heard nothing at all from the Council since reporting the fly-tipping incident under ref 
[xxxxx] Moreover when I looked over the weekend, the bags of fly-tipping are still in the 
river. 
I think this is very poor service and harmful to a valuable river” 
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Appendix: Copy of consultation survey 
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Full comments from survey responses are available on request. 


