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Update: Jan 2023
An in it ia l re p ort  o f the  s urve y wa s  c ond uc te d  us ing  d a ta  from 12 th  De c  2 0 2 2  whe n  
14 5  p a rt ic ip a n ts  ha d  c omp le te d  it . A furthe r re vie w of the  s urve y ha s  now b e e n  
c ond uc te d  us ing  d a ta  from 18 th  J a n  2 0 2 3  a s  p a rt ic ip a n t  numb e rs  ros e  to  4 0 4 , with  
a n  inc re a s e  a c ros s  the  young e r a g e  g roup s . 

As  s uc h , the  s urve y re s p ons e s  ha ve  a ls o  b e e n  g roup e d  in to  3  a g e  g roup s  for fu rthe r 
a na lys is :

● 16 - 2 4  yr o ld s
● 3 5 - 5 9  yr o ld s
● 6 0 + yr o ld s  

The s e  g roup s  e a c h  re p re s e n t  a p p roxima te ly a  th ird  of the  to ta l p a rt ic ip a n ts .
(NB. Thos e  p a rt ic ip a n ts  who d id  no t  d is c los e  a n  a g e  ha ve  b e e n  e xc lud e d  from th is  
p a rt  o f the  re vie w).
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Executive Summary
An online  s urve y was  cond uc te d  a b out  Re port  it , to  und e rs tand  from re s id e nts  and  
b us ine s s e s :

• What is  b e ing  re porte d
• The ir awa re ne s s  of Re port  It
• The ir e xpe rie nce  of Re port  It
• Expe c ta t ions  for the  Re port  It  s e rvice

Key takeouts
• Out of 4 0 4  pa rt ic ipants , the re  wa s  a  b road  d e mogra ph ic  mix, w ith  the  la rge s t  

g roups  b e ing  White  Brit is h , und e r 4 5  ye a rs  of a ge  a nd  thos e  in  work
• The  ma jority of pa rt ic ipants  had  e xpe rie nce d  a  p rob le m with in  the  la s t  month , 

w ith  the  top  th re e  p rob le ms  b e ing :
o Stre e t  c le a nline s s
o Antis oc ia l b e haviour
o Road  re la te d  p rob le ms

• Hous ing  Is s ue s  we re  a ls o  h igh  a mongs t  the  16 - 3 4  yr o ld  pa rt ic ipants .
• A h igh  p roport ion of the  pa rt ic ipants  ha d  he a rd  of, we re  familia r w ith  or had  us e d  

Re port  It
o Almos t  two th ird s  of 3 5 - 5 9  yr o ld s , we re  ve ry familia r and  had  us e d  

the  Re port  it  b e fore
o Ne arly ha lf of 16 - 3 4  yr o ld s  kne w whe re  to  find  it , b ut  had  not  us e d  it

• Mos t  pa rt ic ipants  c ontac te d  the  Counc il ab out  the  p rob le m with  the  s ing le  
b igge s t  g roup  having  us e d  Re port  It

o Highe s t  w ith in  the  3 5 - 5 9  yr o ld s  whe re  a lmos t  6 0 % us e d  Re port  It .
• Ove ra ll of thos e  pa rt ic ipants  who re porte d  the  p rob le m, ne a rly a  th ird  d id  not  

re ce ive  a  re p ly or d id  not  know the  outc ome
o Howe ve r ove r 8 5 % of 16 - 3 4  yr o ld s  re c e ive d  a  re p ly, w ith  a lmos t  ha lf 

of the s e  re s ult ing  in  a  re s olut ion

Key takeouts (continued)
• Only 3 0 % of pa rt ic ipa nts  ag re e d  tha t  the y we re  s a t is fie d  w ith  the  outc ome

o This  d roppe d  to  14 % for 6 0 + yr o ld s
• The  va s t  ma jority of pa rt ic ipants  e xpe rie nc e d  p rob le ms  us ing  Re port  It , w ith  the  mos t  

common is s ue s  a c ros s  a ll age  g roups  b e ing :
o Not re ce iving  an upd a te  or re p ly
o The  map  was  ha rd  to  us e
o The y could  not  find  the ir is s ue

• Prob le ms  up load ing  photos  and  us ing  Re port  It  on a  mob ile  d e vic e  we re  a ls o  h igh ligh te d
• Mos t  pa rt ic ipants  e xp re s s e d  a  p re fe re nce  for re port ing  p rob le ms  via  the  we b s ite /  app  

or e ma il
o Pa rt ic ipants  in  the  3 5 - 5 9  yr o ld  g roup  had  the  h ighe s t  re s pons e  for re port ing  

via  the  We s tmins te r Counc il we b s ite  a nd  a ls o  re port ing  via  a n a pp  
• Re ce iving  a  c a s e  numb e r for a  re porte d  p rob le m was  importa nt  to  th re e  qua rte rs  of 

pa rt ic ipants  and  ve ry importa nt  to  4 2% of the  pa rt ic ipa nts
o This  was  more  important  to  6 0 + yr o ld s  w ith  6 3 % ra t ing  it  a s  ve ry important

• Mos t  fe lt  tha t  re ce iving  an e ma il re c ord ing  the ir re port  was  importa nt  and  for 4 4 % of 
pa rt ic ipants  it  was  ve ry important

o This  was  more  important  to  6 0 + yr o ld s  w ith  70 % ra t ing  it  a s  ve ry importa nt
• Be ing  ab le  to  t ra ck the  p rog re s s  of the  p rob le m the y re porte d  was  ve ry important  to  

ove r ha lf of a ll pa rt ic ipants
• Ove r ha lf of the  pa rt ic ipants  in  e ach  age  g roup  fe e l it  is  ve ry important  to  b e  g ive n a  

t ime frame  with in  wh ich  the ir p rob le m will b e  re s pond e d  to
• Eas ily p rovid ing  loca t ion informa t ion a nd  photo e vid e nc e  wa s  ve ry importa nt  to  the  

ma jority of pa rt ic ipants , pa rt icula rly in  the  3 5 - 5 9  and  6 0 + age  g roups
• Be ing  ab le  to  t ra ck the  p rog re s s  of a n  is s ue  a nd  b e ing  g ive n a  t ime frame  with in  wh ich  

my is s ue  w ill b e  re s pond e d  was  an importa nt  is s ue  for a ll a ge  g roups
• Mos t  pa rt ic ipants  would  like  the  op t ion to  re port  p rob le ms  anonymous ly

o This  was  a  more  important  is s ue  to  the  16 - 3 4  yr o ld s  a nd  3 5  - 5 9  yr o ld s  w ith  
8 5 % and  8 1% of pa rt ic ipa nts  re s pond ing  Ye s  re s pe c t ive ly

• The  ma jority of pa rt ic ipants  e xpe c t  a  re s pons e  (b ut  not  re s olut ion) to  p rob le ms  the y 
re port  w ith in  a  d ay

3



WCC Re port  It  - Surve y Re portWCC Re port  It  - Surve y Re port 4

Recommendations
The s e  re c omme nd a tions  a re  b a s e d  s o le ly on  the  s urve y find ing s . The y will b e  
us e d  in  Dis c ove ry to  p la n  the  ne xt  p ha s e s  of us e r re s e a rc h, a s  we ll a s  
s up p ort ing  the  fina l re c omme nda tions .

• Focus on the services that can resolve the top issues for residents. These 
include:

• Waste for dumped rubbish and street cleaning
• Highways for road maintenance and pot holes
• ASB for noise
• Licensing for illegal activity, e.g. street traders

• Review the communication after an issue is reported - especially in the first 
24 hours of submitting a report

• Residents most need a reference number and an initial email
• An ability to track progress or have updates is also important

• Explore anonymous reporting with services
• Residents have expressed a big interest in this, but how will this 

impact services that may need personal details for 
communication?

• Review the current systems for any bugs or issues that impact reporting, 
e.g. problems logging in or uploading photos

• Re vie w the  q ua lita t ive  find ing s  to  und e rs tand  why is s ue s  c ould  no t  b e  
re s o lve d , a s  ne a rly a  th ird  of p a rt ic ip a n ts  re p orte d  is s ue s  tha t  we re  no t  
re s o lve d

Overall, the Report It service should…
● b e  mob ile  firs t  - e ithe r a s  a  mob ile  na t ive  a p p lic a t ion  or fu lly mob ile  

re s p ons ive  we b  a p p lic a t ion
● Ena b le  us e rs  to :

○ c le a rly c a te g oris e  the ir re p ort  without  re s tric t ing  the m to  
op tions  tha t  e xc lud e  the m

○ re p ort  the  p rob le m in  the ir own word s
○ a d d  the  loc a tion  of the  p rob le m
○ up loa d  mult ip le  p hotog rap hs
○ re p ort  is s ue s  a nonymous ly, if the y c hoos e

● Provid e  us e rs  with :
○ a n  imme d ia te  e ma il re c ord  of the  re p ort
○ a  re p ort  ID/ re fe re nce  numb e r tha t  e na b le s  the m to  tra c k the  

s ta tus  a nd  p rog re s s  o f the  p rob le m the y re p orte d
○ a n  e s t ima te d  t ime s c a le  for the  p rob le m to  b e  re vie we d  a nd  

re s o lve d
● Ena b le  us e rs  to  tra c k the  s ta tus  a nd  p rog re s s  o f the  p rob le m the y ha ve  

re p orte d
○ Us ing  the  re p ort  ID/ re fe re nc e  numb e r s o  the y c a n  re turn  to  

Re p ort  It  to  e a s ily find  in forma tion  a b out  wha t  the y re p orte d
● Ema il up d a te s  to  us e rs  q uoting  the  re p ort  ID/ re fe re nce  numb e r a nd  

s umma ris ing  the  s ta tus  a nd  p rog re s s
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Methodology
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Survey approach
The  s urve y wa s  s e t  up  a nd  run  b y the  WCC c ommunic a tions  te a m. It  wa s  s ha re d  a c ros s  s oc ia l me d ia , a c ros s  c ounc il 
ne ws le t te rs  a nd  on  the  we b s ite , s p e c ific a lly on  the  Re p ort  It  p a g e .

Report It Survey Questions:
1. Ha ve  you  e xp e rie nc e d  or witne s s e d  a ny p rob le ms  on  the  s tre e ts  in  the  la s t  month? If you  ha ve n 't  e xp e rie nc e d  a ny 

is s ue s , p le a s e  c lic k the  ne xt  p a g e  b u tton  b e low.
2 . Thinking  a b out  the  mos t  s e rious  is s ue  you  e xp e rie nc e d , wha t , if a nyth ing , d id  you  d o?
3 . Wha t wa s  the  ou tc ome ?
4 . Whic h  of the  fo llowing  b e s t  d e s c rib e s  your knowle d g e  a nd  e xp e rie nc e  of We s tmins te r Counc il’s  Re p ort  It  s e rvic e ?
5 . How s a t is fie d  a re  you  with  your e xp e rie nc e (s ) o f the  Re p ort  It  s e rvic e ?
6 . Ha ve  you  e ve r e xp e rie nc e d  a ny of the  fo llowing  is s ue s  whe n  us ing  Re p ort  It?  Ple a s e  s e le c t  a ll tha t  a p p ly.
7. In  the  fu ture , if you  e xp e rie nc e d  a n  is s ue  on  the  s tre e ts  o f We s tmins te r a nd  wa nte d  to  le t  the  c ounc il know a b out it , 

wha t  would  you  p re fe r to  d o?
8 . Thinking  a b out  a  ne w wa y of re p ort ing  s tre e t- re la te d  is s ue s  to  the  Counc il, how imp orta n t  a re  e a c h  of the  fo llowing  

fe a ture s ?
1. Re c e iving  a  c a s e  numb e r whe n  s ub mitt ing  a n  is s ue
2 . Re c e iving  a n  e ma il with  a  re c ord  of my re p ort  a fte r s ub mitt ing  a n  is s ue  to  the  c ounc il
3 . Be ing  a b le  to  tra c k the  p rog re s s  o f my is s ue
4 . Be ing  g ive n  a  t ime fra me  with in  whic h  my is s ue  will b e  re s p ond e d  to
5 . Ha ving  a n  e a s y wa y of p rovid ing  loc a tion  in forma tion  a b out  my is s ue
6 . Be ing  a b le  to  e a s ily s ub mit  p hotog ra p hic  e vid e nc e  of the  is s ue

9 . Would  you  like  the  op tion  of b e ing  a b le  to  re p ort  is s ue s  a nonymous ly?
10 . Afte r re p ort ing  your is s ue , how long  d o  you  e xp e c t  it  would  ta ke  to  b e  re vie we d  a nd  for you  to  g e t  a  re s p ons e  

b a c k? (Ple a s e  no te  th is  d oe s  no t  me a n  tha t  a  s o lu t ion  ha s  b e e n  found , b u t  on ly tha t  we  a re  working  on  s o lving  it )
11. Wha t one  th ing  s hould  We s tmins te r Counc il foc us  on  to  imp rove  the  e xp e rie nce  of re p ort ing  is s ue s ?
12 . Do you  ha ve  a ny fina l c omme nts ?
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Respondents
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Can you please tell us your age on your last birthday?
Mos t we re  und e r 4 5  ye a rs  o ld , ma king  up  5 1% of re s p ond e nts . 

• 19-24 10%
• 25 -34 26%
• 35 -44 16%
• 4 5 - 4 9 6 %
• 5 0 - 5 4 5 %
• 5 5 - 5 9 9 %
• 6 0 - 6 4 6 %
• 6 5 - 74 8 %
• 75 + 8 %
• Pre fe r no t  to  s a y 5 %

What gender do you identify with?
The re  we re  more  fe ma le  tha n  ma le  p a rt ic ip a n ts , d iffe ring  from We s tmins te r’s  
d e mog rap hic s  (s lig h tly more  ma le s  tha n  fe ma le s , 5 3 /4 7).

• Female 56%
• Ma le 4 0 %
• Pre fe r no t  s a y 4 %

8
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Ethnicity
This  wa s  more  s ke we d  to  White  Brit is h  tha n  the  We s tmins te r p op ula t ion , whe re  
3 1% is  from the  Glob a l Ma jority.

• White British 49%
• White  Othe r 2 4 %
• As ia n 7%
• Bla c k 5 %
• Othe r e thn ic  g roup 8 %
• I’d  p re fe r no t  to  d is c los e  th is 7%
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Employment & Disability
Work Status
While  the  ma jority work fu ll t ime , jus t  ove r 15 % a re  re t ire d . 

• Working - full time (30+ hrs) 45%
• Re tire d /  s e mi re t ire d 16 %
• Irre g ula r work 8 %
• Fre e la nc e /  s e lf e mp loye d 8 %
• Working  - p a rt  t ime  (17- 2 9  hrs ) 7%
• Not c urre n tly working 6 %
• Full t ime  mum/ c a re r 2 %
• Stud e nt/  work p rog ra mme  /  a p p re n tic e s hip 3 %
• Pre fe r no t  to  s a y 4 %

Are your day - to day activities impacted by a health problem or disability?
Mos t re s p ond e nts ’ a re  no t  imp a c te d  b y he a lth  or d is a b ility, b u t  a round  3 5 % a re . It  
wa s  no t  c le a r how, s o  the  imp a c t  c ould  b e  p hys ic a l o r a ffe c t  how the y b rows e  
on line .

• No 60%
• Ye s , limite d  a  lit t le 2 2 %
• Ye s , limite d  a  lo t 13 %
• Pre fe r no t  to  s a y 5 %
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What is being reported?
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Q1. Have you experienced or witnessed 
any problems on the streets in the last 
month?
91% of p a rt ic ip a n ts  ha d  e xp e rie nc e d  a t  le a s t  one  of the  p rob le m typ e s  in  the  la s t  month , 
with  s tre e t  c le a n line s s  a nd  ASB b e ing  the  top  is s ue s  for re s id e n ts .

● Street cleanliness e.g. fly tipping/missed refuse collection 45%
● Anti - social behaviour e.g. dog fouling/smells/noise 45%
● Roa d  re la te d  e .g . p o tho le s  3 2 %
● Ille g a l a c t ivity e .g . p la nning  b re a c he s , ille g a l s tre e t  t ra d ing ,

e n te rta inme nt o r a d ve rt is ing  2 0 %
● Ve hic le  re la te d  e .g . a b a nd one d  ve hic le s 2 0 %
● Pa rks , op e n  s p a c e s  a nd  tre e s  10 %
● Hous ing  is s ue s  e .g . fa u lty lift  2 3 %
● Othe r 2 3 %

Ove r ha lf (56% ) o f p a rt ic ip a n ts  ha d  e xp e rie nc e d  more  the n  one  p rob le m typ e  in  the  la s t  
month . This  d oe s  no t  ta ke  in to  a c c ount  how ofte n  th is  is s ue  oc c urs , e .g . p e rs is te n t  no is e .

● No p rob le ms  in  the  la s t  month  9 %
● 1 problem type 35%
● 2  p rob le m typ e s 2 5 %
● 3  p rob le m typ e s 19 %
● 4  p rob le m typ e s 7%
● 5  or more  p rob le m typ e s 5 %
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Q1. Have you experienced or witnessed any 
problems on the streets in the last month?
In  e a c h  a g e  g roup , ove r 88% of p a rt ic ip a n ts  ha d  e xp e rie nc e d  a t  le a s t  one  of the  p rob le m 
typ e s  in  the  la s t  month . ASB a nd  Stre e t  Cle a n line s s /  Roa d  Re la te d  is s ue s  we re  h ig h  
a mong s t  a ll a g e  g roup s , howe ve r 16 - 3 4  yr o ld s  a ls o  re p orte d  Hous ing  Is s ue s  a s  a  top  is s ue .

For 16-34 yr olds , the  top  3  is s ue s  we re :
● Housing issues e.g. faulty lift 39%
● Anti - social behaviour e.g. dog fouling/smells/noise 39%
● Roa d  re la te d  e .g . p o tho le s  3 3 %

For 35 -59 yr olds , the  top  3  is s ue s  we re :
● Street cleanliness e.g. fly tipping/missed refuse collection 53%
● Anti- s oc ia l b e ha viour e .g . d og  fou ling /s me lls /no is e  4 9 %
● Roa d  re la te d  e .g . p o tho le s  3 3 %

For 60+ yr olds , the  top  3  is s ue s  we re :
● Street cleanliness e.g. fly tipping/missed refuse collection 56%
● Anti- s oc ia l b e ha viour e .g . d og  fou ling /s me lls /no is e  4 4 %
● Othe r 4 2 %

Inc lud ing
○ “Ove r- nume rous  a b a nd one d  h ire  b ike s  a nd  s c oote rs  e ve rywhe re ”
○ “Pa ve me nt re la te d . I.e . no  g rit t ing , no  s a lt ing .”
○ “Stre e t  lig h t  ou t  fo r s e ve ra l months ”
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Q1. Have you experienced or witnessed any 
problems on the streets in the last month?
In  e a c h  a g e  g roup , ove r 88% of p a rt ic ip a n ts  ha d  e xp e rie nc e d  a t  le a s t  one  
of the  p rob le m typ e s  in  the  la s t  month , with  thos e  in  the  35 -59 a nd  60+ 
yr old g roup s  e xp e rie nc ing  multiple problems :

For 16-34 yr olds :
● No p rob le ms  in  the  la s t  month  9 %
● 1 problem type 43%
● 2  p rob le m typ e s 2 3 %
● 3  or more  p rob le m typ e s 2 5 %

For 35 -59 yr olds :
● No p rob le ms  in  the  la s t  month  8 %
● 1 p rob le m typ e 2 9 %
● 2  p rob le m typ e s 2 5 %
● 3 or more problem types 38%

For 60+ yr olds :
● No p rob le ms  in  the  la s t  month  12 %
● 1 problem type 30%
● 2  p rob le m typ e s 2 7%
● 3 or more problem types 30%
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Q2. Thinking about the most serious 
issue you experienced, what, if 
anything, did you do?
As  e xp e c te d  from th is  s urve y, mos t  would  us e  Re p ort  It  (5 0 %), howe ve r the re  we re  
s t ill a round  10 % tha t  would  d o  no th ing .

● Used the Report it service on the WCC website 50%
○ Thoug h 2 .7% me ntione d  is s ue s  us ing  it , s uc h  a s  no  a p p rop ria te  

p rob le m typ e  a nd  no  op tion  to  re p ort  a s  a  b us ine s s
● Sp e a k to  a  frie nd , fa mily me mb e r or ne ig hb our 3 1%
● Ema il a  c ounc il o ffic e r d ire c t ly 2 7%
● Ema il a  c ounc illo r 14 %
● Ca ll the  Conta c t  Ce ntre 2 1%
● Nothing 10 %
● Sha re  on  s oc ia l me d ia 15 %
● Othe r 13 %

J us t  und e r ha lf (43% ) o f p a rt ic ip a n ts  re p orte d  the  is s ue  in  more  tha t  one  wa y:

● No re s p ons e 9 %
● 1 reporting type 48%
● 2  re p ort ing  typ e s 2 4 %
● 3  re p ort ing  typ e s 15 %
● 4 + re p ort ing  typ e s 5 %

Re s p ons e s  from 13 % of the  p a rt ic ip a n ts  a ls o  d e s c rib e d  o the r wa ys  the y 
ha d  trie d  to  re p ort  the  p rob le ms  the y e xp e rie nc e d .

● Mos t me ntione d  c onta c t ing  o the r s ourc e s
○ “Dis c us s e d  it  with  our Cha irma n of our Boa rd  for the  

ne xt  Boa rd  me e ting ”
○ “Notifie d  loc a l re s id e n ts  a s s oc ia t ion  who re p orte d  it  to  

the  Counc il.”
○ “Informe d  the  Polic e  /  Ca lle d  9 9 9 ”

● Conta c ting  s ourc e  of the  is s ue  d ire c t ly
○ “Phone d  the  lic e ns e d  p re mis e s  to  c omp la in  d ire c t ly”



WCC Re port  It  - Surve y Re portWCC Re port  It  - Surve y Re port

Q2. Thinking about the most serious issue you 
experienced, what, if anything, did you do?
In  e a c h  a g e  g roup  the  ma jority would  use Report It , howe ve r th is  wa s  s ig n ific a n tly 
h ig he r in  the  35 -59 yr olds whe re  a lmos t  60% c hos e  th is  op tion .

Sp e a king  to  a  frie nd , fa mily me mb e r or ne ig hb our wa s  a ls o  in  the  top  3  of e a c h  
g roup .

For 16-34 yr olds , the  top  3  a c t ions  we re :
● Used the Report it service on the WCC website 47%
● Sp e a k to  a  frie nd , fa mily me mb e r or ne ig hb our 3 9 %
● Ema il a  c ounc il o ffic e r d ire c t ly 3 5 %

For 35 -59 yr olds , the  top  3  a c t ions  we re :
● Used the Report it service on the WCC website 59%
● Sp e a k to  a  frie nd , fa mily me mb e r or ne ig hb our 2 7%
● Ema il a  c ounc il o ffic e r d ire c t ly 2 5 %

For 60+ yr olds , the  top  3  a c t ions  we re :
● Used the Report it service on the WCC website 35%
● Othe r 2 9 %
● Sp e a k to  a  frie nd , fa mily me mb e r or ne ig hb our 2 4 %

J us t  ove r ha lf (52% ) o f 16 - 3 4  yr o ld  p a rt ic ip a n ts  re p orte d  the  is s ue  in  more  tha t  
one  wa y c omp a re d  to  4 3 % for 3 5 - 5 9  yr o ld s  a nd  3 4 % for 6 0 + yr o ld s .

Ove r a  q ua rte r o f 6 0 + yr o ld  p a rt ic ip a n ts  lis te d  o the r wa ys  in  whic h  the y would  
re p ort  a  p rob le m with  the  ma jority c onta c t ing  a nothe r s ourc e  d ire c t ly:
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Q3. What was the outcome?
Of the  p e op le  who re s p ond e d  to  th is  q ue s t ion , a lmos t  a  th ird  (30% ) e ithe r d id  no t  
re c e ive  a  re p ly or d id  no t  know the  ou tc ome .

● Received a reply but the problem was not solved 43%
● Re c e ive d  a  re p ly a nd  the  p rob le m wa s  s o lve d 2 7%
● Did  not  re c e ive  a  re p ly 19 %
● Don’t  know 11%

Howe ve r, 46% of participants DID NOT respond to this question . 
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Q3. What was the outcome?
Of the  p e op le  who re s p ond e d  to  th is  q ue s t ion , ove r 85% of 16-34 yr olds re c e ive d  
a  re p ly, with  a lmos t  ha lf o f the s e  re s u lt ing  in  a  re s o lu t ion .

Howe ve r th is  wa s  lowe r in  the  o the r a g e  g roup s , whe re  3 5 % of 3 5 - 5 9  yr o ld s  a nd  
4 5 % of 6 0 + yr o ld s  e ithe r d id  no t  re c e ive  a  re p ly or d id  no t  know the  ou tc ome .

Ac ros s  a ll a g e  g roup s  45 -49% of participants DID NOT respond to this question . 

For 16-34 yr olds , the  ou tc ome s  we re :
● Received a reply but the problem was not solved 46%
● Received a reply and the problem was solved 41%
● Did  not  re c e ive  a  re p ly 11%
● Don’t  know 3 %

For 35 -59 yr olds , the  ou tc ome s  we re :
● Received a reply but the problem was not solved 41%
● Re c e ive d  a  re p ly a nd  the  p rob le m wa s  s o lve d 2 5 %
● Did  not  re c e ive  a  re p ly 2 0 %
● Re c e ive d  a  re p ly a nd  the  p rob le m wa s  s o lve d 14 %

For 60+ yr olds , the  ou tc ome s  we re :
● Received a reply but the problem was not solved 37%
● Did  not  re c e ive  a  re p ly 18 %
● Don’t  know 2 5 %
● Re c e ive d  a  re p ly a nd  the  p rob le m wa s  s o lve d 2 0 %
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Q4. Which of the following best describes 
your knowledge and experience of 
Westminster Council’s Report It service?
Awa re ne s s  in  the  s urve y is  h ig h  - the  ma jority o f p a rt ic ip a n ts  (90% ) ha d  a t  le a s t  
he a rd  of the  Re p ort  It  s e rvic e s .

● Ove r ha lf o f p a rt ic ip a n ts  (53% ) we re  ve ry fa milia r a nd  ha d  us e d  the  Re p ort  it  
s e rvic e  b e fore

● 28% kne w whe re  to  find  it , b u t  ha d  no t  us e d  it
● 10% ha d  he a rd  of it , b u t  d id  no t  know how to  find  it

This  s hows  a  g a p  in  the  s urve y a nd  re s e a rc h ove ra ll- wha t  a b out  re s id e n ts  a nd  
b us ine s s e s  tha t  a re  no t  a wa re  of Re p ort  It?  Would  the y know wha t  to  d o  if the y ha ve  
a n  is s ue ? If no t , wha t  would  the y d o?
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Q4. Which of the following best describes your knowledge 
and experience of Westminster Council’s Report It service?
Awa re ne s s  in  the  s urve y is  h ig h , with  99% of 16-34 yr olds a nd  90% of 35 -59 yr olds ha ving  a t  
le a s t  he a rd  of the  Re p ort  It  s e rvic e s . This  is  lowe r for the  6 0 + yr o ld s  a t  70 %.

For p a rt ic ip a n ts  in  the  3 5 - 5 9  yr o ld s , a lmos t  two th ird s  o f p a rt ic ip a n ts  (64% ) we re  ve ry fa milia r 
a nd  ha d  us e d  the  Re p ort  it  b e fore . This  is  s ig n ific a n tly h ig he r tha n  the  o the r two a g e  g roup s .
Whe re a s  ne a rly ha lf (49% ) o f 16 - 3 4  yr o ld s  kne w whe re  to  find  it , b u t  ha d  no t  us e d  it .

For 16-34 yr olds , the  ou tc ome s  we re :
● I a m ve ry fa milia r with  the  s e rvic e  a nd  ha ve  us e d  it  b e fore 4 1%
● I know what it is and where to find it but have not used it 49%
● I ha ve  he a rd  of it  b u t  d on’t  know how to  find  it 8 %
● I ha ve  no t  he a rd  a b out  the  s e rvic e 1%

For 35 -59 yr olds , the  ou tc ome s  we re :
● I am very familiar with the service and have used it before 64%
● I know wha t it  is  a nd  whe re  to  find  it  b u t  ha ve  no t  us e d  it 15 %
● I ha ve  he a rd  of it  b u t  d on’t  know how to  find  it 11%
● I ha ve  no t  he a rd  a b out  the  s e rvic e 10 %

For 60+ yr olds , the  ou tc ome s  we re :
● I am very familiar with the service and have used it before 45%
● I know wha t it  is  a nd  whe re  to  find  it  b u t  ha ve  no t  us e d  it 2 0 %
● I ha ve  he a rd  of it  b u t  d on’t  know how to  find  it 13 %
● I ha ve  no t  he a rd  a b out  the  s e rvic e 2 3 %
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Q5. How satisfied are you with your 
experience(s) of the Report It service?
The  la rg e s t  p rop ort ion  of p a rt ic ip a n ts  (48% ) d e c line d  to  a ns we r the  
q ue s t ion .

The re  wa s  a  la rg e r num b e r of p e op le  s a t is fie d  (30% ) tha n  not  
s a t is fie d  (16 %).

● No answer 48%
● Sa t is fie d 3 0 %
● Uns a t is fie d 16 %
● Ne ithe r 6 %
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Q5. How satisfied are you with your 
experience(s) of the Report It service?
The  la rg e s t  p rop ort ion  of p a rt ic ip a n ts  e ithe r e xp re s s e d  no  op in ion  or d e c line d  to  a ns we r 
the  q ue s t ion  in  e a c h  of the  a g e  g roup s .

In  the  16-34 yr old a nd  35 -59 yr old g roup s  the re  wa s  a  la rg e r numb e r of p e op le  s a t is fie d  
(30% a nd 38% re s p e c tive ly) tha n  no t  s a t is fie d . Howe ve r the  re ve rs e  wa s  true  for thos e  in  
the  6 0 + yr o ld  g roup .

For 16-34 yr olds , the  ou tc ome s  we re :
● Satisfied 34%
● Uns a tis fie d 6 %
● Ne ithe r 2 %
● No Answer 59%

For 35 -59 yr olds , the  ou tc ome s  we re :
● Satisfied 38%
● Uns a tis fie d 19 %
● Ne ithe r 4 %
● No Answer 38%

For 60+ yr olds , the  ou tc ome s  we re :
● Sa tis fie d 14 %
● Unsatisfied 21%
● Ne ithe r 10 %
● No Answer 55%
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Q6. Have you ever experienced any of the 
following issues when using Report It?
The  m a jority of p a rt ic ip a n ts  (85%) tha t  re s p ond e d  to  th is  
q ue s t ion  ha d  e xp e rie nc e d  a n  is s ue  whe n  us ing  the  Re p ort  It  
s e rvic e s .

● The map was hard to use 40%
● I did not get an update 39%
● I did not get a reply 34%
● I c ould  not  find  m y is s ue 2 3 %
● It  wa s  ha rd  to  up loa d  a  p hoto 16 %
● Othe r (s e e  ne xt  p a g e ) 2 5 %
● No is s ue s  e xp e rie nc e d 15 %
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Q6. Other comments about using Report It

Ma p  vie w s hould  b e  on  re p ort  it  hom e  
p a g e , not  th re e  c lic ks  th roug h . Offic e rs  
s hould  b e  a b le  to  re s p ond  a nd  a d d  
note s  tha t  is s ue s  a re  in  p rog re s s . 
Us e rs  s hould  g e t  a  re s p ons e  a nd  the n  
a n  up d a te  whe n  the  job  is  c om p le te d .

The re  wa s  no s e p a ra t ion  
b e twe e n  te na n ts  /  
le s s e e s  /  c om m on p a rts .

No up d a te  re p ly g ive n  
to  m a t te rs  re p orte d .

It 's  a  p a la ve r 
log g ing  in  e tc .

Ve ry c lunky.

Inc orre c t  re p ly a nd  no wa y of 
c ha lle ng ing  th is : (re p ly d id  
not  a c c ura te ly re c ord  m y 
s ub m is s ion).

It 's  ha rd  to  us e , 
e s p e c ia lly on  
m ob ile . Re nd e rs  p oorly on  

m ob ile  p hone  whic h  is  
b e s t  re p ort ing  tool.

It  would  b e  g ood  
to  s e e  inc id e n ts  a t  
s ub  wa rd  le ve l. Ge ne ra lly whe n  I re p ort  is s ue s  

(m os t ly s t re e t  wa s h ing  ne e d e d ) 
I a m  im p re s s e d  a t  how q uic kly 
the  s t re e t  c le a n ing  va ns  c om e  
a round  a nd  fix the  p rob le m .

Ite m  I re p orte d  wa s  d e le te d .

Anonym ity is  
im p orta n t .

The  is s ue  s hould  b e  wha t  is  
re p orte d  firs t , s o  tha t  p e op le  
c a n  g e t  tha t  off the ir c he s ts . It  
s hould  b e  p os s ib le  to  s e t  th is  
out  in  fre e  te xt . All o the r 
re fine m e nts  the  Counc il ne e d s  
c a n  the n  follow in  q ue s t ionna ire  
form a t .

Alwa ys  g e t  a n  
a c knowle d g e m e nt  e m a il b ut  
ha ve n 't  a lwa ys  g ot  a n  up d a te  
or e m a il to  s a y re s olve d .

Ma p  jum p s  
a b out .

I b e lie ve  I c ould  
on ly e n te r 3  
p hotos .

Toug h  to  d rop  
a  p in  us ing  a n  
iPhone .

I d id  not  re c e ive  a  c op y of m y 
re p ort  d e s p ite  p rovid ing  m y e m a il 
a d d re s s .

Prob le m Sugge s t ion Pos it iveKey:

It  wa s  ve ry us e r 
frie nd ly a nd  ite m  
wa s  re m ove d  
q uic kly.

Diffic ult  to  find  
up d a te s  /  
re s olut ions  on  
is s ue s
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Q6. Have you ever experienced any of the 
following issues when using Report It?
The  ma jority o f p a rt ic ip a n ts  in  a ll a g e  g roup s  (over 82%) tha t  
re s p ond e d  to  th is  q ue s t ion  ha d  e xp e rie nc e d  a n  is s ue  whe n  us ing  the  
Re p ort  It  s e rvic e s . 
For a ll a g e  g roup s , is s ue s  us ing  the  map a nd not receiving an update
we re  in  the  top  two re s p ons e s .

For 16-34 yr olds , the  top  is s ue s  we re :
● The map was hard to use 38%
● I did not get an update 32%
● I d id  no t  g e t  a  re p ly 3 2 %
● I c ou ld  no t  find  my is s ue 3 2 %

For 35 -59 yr olds , the  top  is s ue s  we re :
● I did not get an update 45%
● The map was hard to use 41%
● I d id  no t  g e t  a  re p ly 3 7%

For 60+ yr olds , the  top  is s ue s  we re :
● The map was hard to use 46%
● I did not get an update 37%
● Othe r 3 2 %
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Q7. In the future, if you experienced an issue on the 
streets of Westminster and wanted to let the 
council know about it, what would you prefer to do?
64% of p a rt ic ip a n ts  re s p ond e d  tha t  the y would  p re fe r to  re p ort  a n  is s ue  on line -
via  the  we b s ite , a n  a p p  or e ma il.

● Report the issue via the Westminster Council website 26%
● Re p ort  the  is s ue  on  a n  a p p 15 %
● Ema il s ome one  in  the  Counc il 11%
● Ema il the  c ounc il on  a  g e ne ra l e ma il a d d re s s 11%
● Ca ll the  Counc il 10 %
● Sp e a k to  s ome one  fa c e  to  fa c e  a t  a  Counc il o r

hous ing  offic e 9 %
● Ra is e  the  is s ue  with  your loc a l c ounc illo r 6 %
● Sha re  the  is s ue  on  s oc ia l me d ia 2 %
● Othe r (s e e  ne xt  p a g e ) 17%

o Mos t a ns we rs  we re  a round  imp roving  Re p ort  it  o r a n  a p p

This  is  s lig h tly s ke we d , a s  p e op le  mos t  like ly to  re s p ond  to  a n  on line  s urve y a re  
more  like ly to  b e  d ig ita lly c onfid e n t . This  s urve y d oe s  e xc lud e  thos e  le s s  like ly 
to  g o  on line . 
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Q7. Other responses
Website / App / Report It

● Via  the  c ounc il we b s ite  IF it  is  s imp le  to  us e  a nd  one  fe e ls  it  will b e  
re s p ond e d  to ! Als o  it  is  e a s y to  find  on  the  s ite  on  whic h  to  re p ort!

● Us e  the  c urre n t  re p ort  a  p rob le m p a g e  b u t  it  ne e d s  more  c a te g orie s . in  
p a rt ic u la r e c onomic  mig ra n t  roug h  s le e p e rs  s o  b ord e r fo rc e  (no t  s he lte r) 
c a n  a t te nd

● The  mos t  imp orta n t  th ing  is  he a ring  wha t  is  b e ing  d one  to  c omb a t the  
is s ue s ! An a p p  would  b e  g ood  to  e a s ily re p ort  is s ue s  a nd  tra c k whe re  
o the rs  ha ve  b e e n  re p orte d  for p e rs ona l s a fe ty 

● the app needs to be simplified, you register once, then just send the 
recording, photo or video

● Still us e  Re p ort  it
● Ap p  or we b s ite  works  for me
● or jus t  imp rove  Re p ort  it
● If Report It was better we wouldn't have to cc councillors all the time. I am 

sure it's not a great use of their time following up fly - tipping.
● I’d  us e  Re p ort  It  fo r is s ue s  c ove re d  b y re p ort  it , o the rwis e  no th ing
● I would  like  to  re p ort  on  a  we b  a p p , the  c urre n t  s e t  up  is  g ood  in  tha t  you  

d on 't  ne e d  to  ins ta ll a n  a p p  a nd  it  works  on  o ld  p hone s
● Anonymous  re p ort
● De a l with  a  huma n or re p ort  it  on  a n  a p p  & re c e ive  a n  up d a te  un til s o lve d
● I would  us e  REPORT IT in  the  firs t  ins ta nc e ,  b u t  if the  is s ue  wa s  no t  

re s o lve d , I would  the n  c onta c t  our e xc e lle n t  loc a l c ounc illo rs  in  Hyd e  Pa rk 
Wa rd

Social Media
● Soc ia l Me d ia . All a re a  MPs
● Se nd  te xt  via  SMS or Wha ts Ap p  or Sig na l

In Person / Call
● I te ll s ome time s  our a re a  c oord ina tor who is  ve ry he lp fu l & s he  p a s s e s  on  

to  the  re le va nt  o ffic e r.
● I d on 't  e xa c tly ne e d  to  s p e a k to  s ome one  fa c e  to  fa c e , b u t  it  would  b e  

g ood  to  b e  a b le  to  s p e a k d ire c t ly to  s ome one  d e d ic a te d  to  s o lving  the  
is s ue s . I c on tra s t  th is  with  the  Nois e  Re p ort ing  line , whic h  is  s ta ffe d  b y 
p e op le  who a re  no t  involve d  in  re s o lving  the  is s ue s , a nd  g e ne ra lly q u ite  
hos t ile  to  b e ing  a s ke d  to  ta ke  d own c omp la in ts .

● By s p e a king  to  s ome one  you  c a n  ha ve  a  Re f.No.,  c on ta c t  e tc .

Other
● All o f thos e  in  whic h  i c a n  re c ord  a c c ura te ly in  writ ing  for WCC re c ord , 

a nd  whic h  c a n  b e  re fe rre d  b a c k to , s o  a c t ion  c a n  b e  ta ke n
● nois e  s hould  b e  monitore d  e le c tron ic a lly no t  jus t  re lying  on  re s id e n ts  to  

b e  woke n  up  a nd  re p ort  it
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Q7. In the future, if you experienced an issue on the 
streets of Westminster and wanted to let the 
council know about it, what would you prefer to do?
In  a ll a g e  g roups , a t  le a s t  64% of pa rt ic ipa nts  re s pond e d  tha t  the y would  p re fe r to  
re port  a n  is s ue  online - via  the  we b s ite , a n  a pp  or e ma il.

Pa rt ic ipa nts  from the  35 -59 yr old group ha d  the  h ig he s t  re s pons e  for re port ing  via  
the  Westminster Council website (33% vs  22- 26 %), a nd  a ls o  re port ing  via  a n app
(21% vs  10 - 12%).

The  othe r two g roups  we re  ke e n to  re port  a n  is s ue  via  a n e ma il (e ithe r g e ne ric  or to  
s ome one  in  the  Counc il).

For 16-34 yr olds , the  top  3  c ha nne ls  we re :
● Report the issue via the Westminster Council website 26%
● Email the council on a general email address 20%
● Spe a k to  s ome one  fa c e  to  fa c e  a t  a  Counc il or hous ing  offic e 15 %

For 35 -59 yr olds , the  top  3  c ha nne ls  we re :
● Report the issue via the Westminster Council website 33%
● Report the issue on an app 21%
● Ca ll the  Counc il 10 %

For 60+ yr olds , the  top  3  c ha nne ls  we re :
● Email someone in the Council 29%
● Report the issue via the Westminster Council website 22%
● Othe r 15 %
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Q8. Thinking about a new way of reporting 
street-related issues to the Council, how 
important are each of the following features?
The  s urve y a s ke d  p a rt ic ip a n ts  to  ra te  6  fe a ture s  in  th is  q ue s t ion :

1. Re c e iving  a  c a s e  num b e r whe n  s ub m it t ing  a n  is s ue
2 . Re c e iving  a n  e m a il w ith  a  re c ord  of m y re p ort  a fte r s ub m it t ing  a n  is s ue  to  the  c ounc il
3 . Be ing  a b le  to  t ra c k the  p rog re s s  of m y is s ue
4 . Be ing  g ive n  a  t im e fra m e  with in  whic h  m y is s ue  will b e  re s p ond e d  to
5 . Ha ving  a n  e a s y wa y of p rovid ing  loc a t ion  in form a t ion  a b out  m y is s ue
6 . Be ing  a b le  to  e a s ily s ub m it  p hotog ra p h ic  e vid e nc e  of the  is s ue

With  re s p ons e s  re c ord e d  on  a  s c a le  of:
● Not  im p orta n t  a t  a ll
● Som e wha t  un im p orta n t
● Ne ithe r im p orta n t  nor un im p orta n t
● Som e wha t  im p orta n t
● Ve ry im p orta n t
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Q8. Thinking about a new way of reporting 
street-related issues to the Council, how 
important are each of the following features?
Ove ra ll, the  p a rt ic ip a n ts  ra te d  a ll the  fe a ture s  a s  imp orta n t , with  a t  le a s t  
78% ra t ing  e a c h  fe a ture  e ithe r a s  Some wha t Imp orta n t  o r Ve ry Imp orta n t .

The  fe a ture s  tha t  re c e ive d  the  h ig he s t  Very Important ratings we re :
1. Be ing  g ive n  a  t ime fra me  with in  whic h  my is s ue  will b e  

re s p ond e d  to : 57%
2 . Be ing  a b le  to  tra c k the  p rog re s s  o f my is s ue : 57%
3 . Ha ving  a n  e a s y wa y of p rovid ing  loc a tion  in forma tion  a b out  my 

is s ue : 56%
4 . Be ing  a b le  to  e a s ily s ub mit  p hotog ra p hic  e vid e nc e  of the  is s ue : 

51%
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Q8. Thinking about a new way of reporting 
street-related issues to the Council, how 
important are each of the following features?
Ove ra ll, the  p a rt ic ip a n ts  in  a ll a g e  g roup s  ra te d  a ll the  fe a ture s  a s  imp orta n t . The  
ability to track the progress of an issue wa s  in  the  top  two Ve ry Imp orta n t  
fe a ture s  a c ros s  e a c h  a g e  g roup .

For 16-34 yr olds , the  fe a ture s  with  the  mos t  Very Important re s p ons e s :
• Being given a timeframe 51%
• Being able to track the progress 43%

The s e  two fe a ture s  ha d  s ig n ific a n tly h ig he r Ve ry Imp orta n t  re s p ons e s  tha n  the  
o the r fe a ture s  with in  th is  a g e  g roup .

For 35 -59 yr olds , the  fe a ture s  with  the  mos t  Very Important re s p ons e s :
• Providing location information 68%
• Being able to track the progress 59%

Fe a ture s  on  t ime fra me s  a nd  s ub mitt ing  p hotog ra p hic  e vid e nc e  a ls o  re c e ive d  
h ig h  Ve ry Imp orta n t  re s p ons e s  with in  th is  a g e  g roup .

For 60+ yr olds , the  fe a ture s  with  the  mos t  Very Important re s p ons e s :
• Providing location information 77%
• Being able to track the progress 73%

Within  th is  a g e  g roup , a ll fe a ture s  re c e ive d  a t  le a s t  6 3 % of re s p ons e s  a s  Ve ry 
Imp orta n t .
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Q8.1. Receiving a case number when 
submitting an issue
In  to ta l, 78% of a ll p a rt ic ip a n ts  re s p onde d  tha t  re c e iving  a  c a s e  numb e r whe n  
s ub mitt ing  a n  is s ue  wa s  imp orta n t  with  42% ra t ing  th is  a s  ve ry imp orta n t .

● No Re s p ons e 1%
● Not imp orta n t  a t  a ll 3 %
● Some wha t un imp orta n t 6 %
● Ne ithe r imp orta n t  nor un imp orta n t 11%
● Some wha t imp orta n t 3 6 %
● Very important 42%

This  fe a ture  wa s  more  imp orta n t  to  the  60+ yr old group with  63% ra t ing  it  a s very 
important c omp a re d  to  3 0 - 4 0 % for the  o the r two g roup s .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Ve ry Imp orta n t 3 0 %
● Somewhat important 53%

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 40%
● Some wha t imp orta n t 3 4 %

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 63%
● Some wha t Imp orta n t 17%
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Q8.2. Receiving an email with a record of my 
report after submitting an issue to the council
In  to ta l, 81% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  re c e iving  a n  e ma il with  a  re c ord  of the ir 
re p ort  a fte r s ub mitt ing  a n  is s ue  to  the  c ounc il wa s  imp orta n t , with  44% ra t ing  th is  a s  ve ry 
imp orta n t .

● No Re s p ons e 1%
● Not imp orta n t  a t  a ll 1%
● Some wha t un imp orta n t 5 %
● Ne ithe r imp orta n t  nor un imp orta n t 12 %
● Some wha t imp orta n t 3 7%
● Very important 44%

This  fe a ture  wa s  more  imp orta n t  to  the  60+ yr old group with  70% ra t ing  it  a s very 
important c omp a re d  to  2 8 - 4 0 % for the  o the r two g roup s .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Ve ry Imp orta n t 2 8 %
● Somewhat important 50%

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 40%
● Some wha t imp orta n t 3 8 %

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 70%
● Some wha t Imp orta n t 2 0 %
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Q8.3. Being able to track the progress of 
my issue
In  to ta l, 82% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  b e ing  a b le  to  tra c k the  p rog re s s  o f the ir 
is s ue  wa s  imp orta n t , with  57% ra t ing  th is  a s  ve ry imp orta n t .

● No Re s p ons e 2 %
● Not imp orta n t  a t  a ll 1%
● Some wha t un imp orta n t 4 %
● Ne ithe r imp orta n t  nor un imp orta n t 11%
● Some wha t imp orta n t 2 5 %
● Very important 57%

This  fe a ture  wa s  more  imp orta n t  to  the  60+ yr old group with  73% ra t ing  it  a s very 
important c omp a re d  to  4 0 - 5 9 % for the  o the r two g roup s .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 43%
● Some wha t imp orta n t 3 2 %

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 59%
● Some wha t imp orta n t 2 6 %

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 73%
● Some wha t Imp orta n t 16 %
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Q8.4. Being given a timeframe within 
which my issue will be responded to
In  to ta l, 83% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  b e ing  g ive n  a  t ime fra me  with in  whic h  the ir 
is s ue  will b e  re s p ond e d  to  wa s  imp orta n t , with  57% ra t ing  th is  a s  ve ry imp orta n t .

● No Re s p ons e 1%
● Not imp orta n t  a t  a ll 0 %
● Some wha t un imp orta n t 5 %
● Ne ithe r imp orta n t  nor un imp orta n t 9 %
● Some wha t imp orta n t 2 6 %
● Very important 57%

This  fe a ture  wa s  more  e ve nly imp orta n t  to  a ll a g e  g roup s , with  51-67% of e a c h  g roup  ra t ing  
it  a s very important .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 51%
● Some wha t imp orta n t 2 8 %

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 58%
● Some wha t imp orta n t 2 7%

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 67%
● Some wha t Imp orta n t 2 5 %
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Q8.5. Having an easy way of providing 
location information about my issue

In  to ta l, 86% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  ha ving  a n  e a s y wa y of p rovid ing  loc a tion  
in forma tion  a b out  the ir is s ue  wa s  imp orta n t , with  56% ra t ing  th is  a s  ve ry imp orta n t .

● No Re s p ons e 1%
● Not imp orta n t  a t  a ll 0 %
● Some wha t un imp orta n t 3 %
● Ne ithe r imp orta n t  nor un imp orta n t 8 %
● Some wha t imp orta n t 3 0 %
● Very important 56%

This  fe a ture  wa s  more  imp orta n t  to  the  35 -59 yr old a nd  60+ yr old group with 68% a nd  
73% ra t ing  it  a s very important re s p e c tive ly, c omp a re d  to  on ly 3 2 % for the  16 - 3 4  yr o ld  
g roup .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Ve ry Imp orta n t 3 2 %
● Somewhat important 45%

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 68%
● Some wha t imp orta n t 2 3 %

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 77%
● Some wha t Imp orta n t 18 %
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Q8.6. Being able to easily submit 
photographic evidence of the issue

In  to ta l, 83% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  b e ing  a b le  to  e a s ily s ub mit  p hotog ra p hic  
e vid e nc e  of the  is s ue  wa s  imp orta n t , with  51% ra t ing  th is  a s  ve ry imp orta n t .

● No Re s p ons e 1%
● Not imp orta n t  a t  a ll 1%
● Some wha t un imp orta n t 4 %
● Ne ithe r imp orta n t  nor un imp orta n t 10 %
● Some wha t imp orta n t 3 2 %
● Very important 51%

This  fe a ture  wa s  more  imp orta n t  to  the  35 -59 yr old a nd  60+ yr old group with 58% a nd  67%
ra t ing  it  a s very important re s p e c tive ly, c omp a re d  to  on ly 3 2 % for the  16 - 3 4  yr o ld  g roup .

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Ve ry Imp orta n t 3 2 %
● Somewhat important 46%

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Very Important 58%
● Some wha t imp orta n t 2 8 %

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Very important 67%
● Some wha t Imp orta n t 18 %
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Q11. What one thing should Westminster 
Council focus on to improve the 
experience of reporting issues?
The  p a rt ic ip a n ts  re s p ons e s  ma tc h  thos e  h ig h lig h te d  a s  the  Ve ry Imp orta n t  in  
Q8 ,  Being able to track the progress of my issue a nd  Being given a timeframe 
within which my issue will be responded to:

● Being able to track the progress of my issue 34%
● Being given a timeframe within which my 

issue will be responded to 21%
● Re c e iving  a n  e ma il s umma ris ing  my is s ue  

a fte r s ub mis s ion 11%
● Ha ving  a n  e a s y wa y of p rovid ing  loc a tion  

in forma tion  a b out  my is s ue 8 %
● Re c e iving  a  e ma il from the  c ounc il whic h  

re fe rs  to  the  is s ue s  me ntione d  b y me 6 %
● Re c e iving  a  c a s e  numb e r whe n  s ub mitt ing  

a n  is s ue 5 %
● Be ing  a b le  to  e a s ily s ub mit  p hotog ra p hic  

e vid e nc e  of the  is s ue 3 %
● Othe r (s e e  ne xt  p a g e ) 12 %
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Q11. Other responses

A p e rs on  to  
s p e a k to

Ab ility to  re p ort  a c c ura te ly in  
m y own word s  b y e m a il to  

c e n t ra l a d d re s s , w ith  
a c knowle d g e m e nt  it  ha s  

b e e n  re c e ive d .

The  a p p  op t ion , m us t  not  
b e  a s  it  is  now, whic h  is  

jus t  a  link to  the  b a d  
we b s ite .  It  m us t  b e  a n  

a p p  tha t  a llows  a  p hoto to  
b e  ta ke n  on  a p p , whic h  

ha s  the  loc a t ion  with in  the  
p hoto a nd  the  op t ion  for a  

fe w  word s  in  a  fre e  te xt  
b ox, to  d o whe n  you a re  

out  a nd  a b out .

Counc il p us he s  
up d a te s  of is s ue  to  m e  

via  m e thod  of m y 
c hoos ing . De fa ult

Func t ion  for 
re p ort ing  low- le ve l 

b ut  c um ula t ive ly 
p rob le m a t ic  ASB

Ge t t ing  a n  in form a t ion  
the  file  wa s  

‘s uc c e s s fully’ c los e d

Giving  a  na m e  a nd  job  
t it le  a nd  e m a il, a t  le a s t  of 
a  s p e c ific  d e p a rtm e nt , of 
who will b e  d e a ling  with  

it .

Ha ving  a  wa y of 
re p ort ing  is s ue s  

tha t  a re  not  
ha p p e n ing  rig h t  

now
Ha ving  a n  e a s y wa y 
of p rovid ing  loc a t ion  

in form a t ion  a b out  
m y is s ue

Ha ving  a p p rop ria te  
t ic k b oxe s  for the  

is s ue s  b us ine s s e s  in  
the  Boroug h

Provid e  a  wa y to  
re p ort  b uild ing  

works  p rob le m s

Prop e r follow 
up

More  c hoic e s  
of wha t  I c a n  

re p ort

Ma king  it  p os s ib le  to  s ta rt  
b y e xp re s s ing  the  p rob le m  

in  fre e  te xt .
Im m e d ia te  
re s p ons e

The  d e s ig n  of the  
m ob ile  Re p ort  It  

p la t form  m a ke s  it  
s om e t im e s  c onfus ing  

or im p os s ib le  to  
re p ort .

Re p ort  re s ult ing  
a c t ion  from  m y 

c om p la in t ; a  c a s e  
offic e r a nd  a  c a s e  

num b e r to  b e  
inc lud e d

Re c e iving  a  re s p ons e  
te lling  m e  wha t  ha s  

b e e n  d one  & whe n  it s  
like ly to  b e  s olve d , b y a  
hum a n not  a utom a te d .
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Q11. What one thing should Westminster Council focus 
on to improve the experience of reporting issues?
The  p a rt ic ip a n ts  re s p ons e s  ma tc h  thos e  h ig h lig h te d  a s  the  Ve ry Imp orta n t  in  
Q8 ,  Be ing  a b le  to  tra c k the  p rog re s s  o f my is s ue  a nd  Be ing  g ive n  a  t ime fra me  
with in  whic h  my is s ue  will b e  re s p ond e d  to :

For 16-34 yr olds , the  top  2  re s p ons e s  we re :
● Being able to track the progress of my issue 37%
● Being given a timeframe within which my 

issue will be responded to 33%

For 35 -59 yr olds , the  top  2  re s p ons e s  we re :
● Being able to track the progress of my issue 36%
● Being given a timeframe within which my 

issue will be responded to 18%

For 60+ yr olds , the  top  2  re s p ons e s  we re :
● Being able to track the progress of my issue 34%
● Other (see next page) 18%
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Q9. Would you like the option of being 
able to report issues anonymously?
In  to ta l, 78.5% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  b e ing  a b le  to  re p ort  is s ue s  
a nonymous ly is  a  d e s ira b le  op t ion .

This  wa s  a  more  imp orta n t  is s ue  to  the  16-34 yr olds a nd  35 - 59 yr olds with  
85% a nd  81% of p a rt ic ip a n ts  re s p ond ing  Yes re s p e c t ive ly, c omp a re d  to  on ly 
6 1% of 6 0 + yr o ld s .

For 16-34 yr olds :
● Yes 85%
● No 15 %

For 35 -59 yr olds :
● Yes 81%
● No 19 %

For 60+ yr olds :
● Yes 61%
● No 3 9 %
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Q10. After reporting your issue, how long 
do you expect it would take to be reviewed 
and for you to get a response back?

In  to ta l, 60% of a ll p a rt ic ip a n ts  re s p ond e d  tha t  the y e xp e c t  to  g e t  
a  re s p ons e  b a c k with in  a n  d a y of re p ort ing  the  p rob le m . 
Howe ve r, it  is  unc le a r from  th is  s urve y wha t  the ir e xp e c te d  
re s p ons e  is - with in  a  fe w  hours  m a y s e e m  fa s t , b ut  tha t  c ould  b e  
the ir e xp e c ta t ion  of a n  a c knowle d g e m e nt  e m a il, e ve n  if noth ing  
ha s  ye t  ha p p e ne d  to  the ir re p ort .

● With in  a n  hour 12 %
● Within a few hours 21%
● Within a day or less 27%
● 2-3 days 27%
● With in  a  we e k 11%
● With in  2  we e ks 3 %
● More  tha n  a  m onth 0 %
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Q10. After reporting your issue, how long do you expect it would 
take to be reviewed and for you to get a response back?
For 35 -59 yr olds (62%) and 60+ yr olds (70% ) the re  wa s  a  h ig he r re s p ons e  
a mong s t  p a rt ic ip a n ts  fo r re c e iving  a  re s p ons e  b a c k within an day of re p ort ing  the  
p rob le m. For 16 - 2 4  yr o ld s  th is  wa s  lowe r a t  4 8 %, with  3 2 % e xp e c ting  a  re s p ons e  
with  2 - 3  d a ys .

For 16-34 yr olds :
● Within  a n  hour /  fe w hours 2 1%
● A day or less 27%
● 2-3 days 32%
● 4  d a ys  + 2 0 %

For 35 -59 yr olds :
● Within an hour / few hours 44%
● A day or less 26%
● 2 - 3  d a ys 2 1%
● 4  d a ys  + 10 %

For 60+ yr olds :
● Within an hour / few hours 32%
● A day or less 30%
● 2 - 3  d a ys 2 8 %
● 4  d a ys  + 10 %
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To which of the following groups do you 
consider you belong?
This  q ue s t ion  a llowe d  p a rt ic ip a n ts  to  s e lf id e n t ify us ing  the ir own 
word s . Whils t  we  g roup e d  the  re s p ons e s  for the  p urp os e  of the  
re p ort , the  following  c ha rt  s hows  the  full b re a kd own of re s p ons e s .
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