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Figure 4.2 Level of satisfaction with different aspects of street cleaning services

* there was no option for ‘neither easy nor difficult’ for this question

4.3.1 Understanding satisfaction with street cleaning services

Overall, four questions were asked about service users’ satisfaction with street cleaning services.  
The responses to the questions were analysedvi to determine whether some of the answers were 
similar enough for groups of questions to be analysed as a single ‘factor’ rather than individually. 

The analysis of service users’ responses to the street cleaning service questions identified that all four 
questions could be combined and analysed as a single factor.

Figure 4.3: Satisfaction measures by factorvii 

Which kinds of service users’ were most dissatisfied with street cleaning services?

Analysisviii shows that service user dissatisfaction with street cleaning services varied significantly  
by socio-economic status (Table 4.1).

Table 4.1 Service user characteristics significantly associated with dissatisfaction with street  
cleaning services

Dissatisfaction…… Strength of association*

Was greater for service users with relatively high socio-economic status Weak

Weak significance = p<=0.1, Medium significance = p<=0.05, Strong significance = p<=0.01  
* (See Technical Report for more details)

4

Factor 1:� Satisfaction with street  
cleaning services

•	 Staff were helpful

•	 Staff treated me with dignity and respect

•	 Time had to wait for service was acceptable

•	 Ease of obtaining information
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Obtaining information about street cleaning services

When asked how they had obtained information on street cleaning services, most service users 
(61%) had done so via the telephone. Around 10% of service users had obtained information 
through personal contact with Local Authority staff and 9% ‘went in person’.

Table 4.2 How was information obtained by service users?

Source of information (a) Proportion of service users (%)

Telephone 61

Personal contact with Local Authority staff 10

Went in person 9

Word of mouth 7

Council website 7

Other reasons reported by less than 7% of service users

Not obtained information recently

Letter

Leaflets

Newspaper / local paper

E-mail

Base: All who had contacted their Local Authority about a street cleaning service in Wales in previous 12 months (615) 
(a) Service users were able to give more than one answer to this question

4.4 Complaints and redress

Citizens were asked if they had wanted to express positive views, complain, or both about street 
cleaning services in the previous 12 months.

4.4.1 Positive views 

Overall, 1% of citizens (100 individuals) reported that they had wanted to express a positive view. 
One third (33%) of these citizens reported that they had done so.

4.4.2 Complaints

A total of 15% of citizens (1,192 individuals) had wanted to complain about street cleaning services 
within the previous 12 months. Whether citizens wanted to complain varied significantly by several 
service user characteristics (see Table 4.3ix). The proportions wanting to complain were greatest 
among citizens who felt they did not belong to their neighbourhood, who had not volunteered with 
an organisation in the previous three yearsviii(6), who were not experiencing a limiting long-term illness 
and who lived in urban areas.

5



4
Table 4.3 Proportion of citizens wanting / not wanting to complain by significant citizen characteristic

Citizen characteristic Proportion wanting 
to complain (%)

Proportion not wanting 
to complain (%)

Age Group

Under 25 years 9 91

25 to 44 years 14 86

45 years to  
pensionable age

17 83

Pensionable age 17 83

Region

North Wales 12 88

Mid Wales 12 88

South West Wales 15 85

South East Wales 17 83

Urbanisation

Urban 18 82

Town & fringe 13 87

Village or hamlet 10 90

Socio-economic classification

Unclassified 13 87

Routine 16 84

Intermediate 15 85

Managerial 16 84

Housing tenure

Owner-occupied 16 84

Local authority 15 85

Housing association 14 86

Private rented 10 90

Whether reported a limiting long-
term illness

Had limiting long-term illness 15 85

Did not have a limiting long-term 
illness

18 82

Whether reported volunteering 
with an organisation in previous 
three yearsviii(6)

Had volunteered 15 85

Had not volunteered 19 81

Whether citizens felt they 
belonged to neighbourhood

Belonged 15 85

No opinion 17 83

Did not belong 21 79

Welsh language
Was a Welsh speaker 16 84

Was not a Welsh speaker 14 86

Just over one third (38%) of those who wanted to complain reported that they had made a 
complaint and more had complained informally (28%) than formally (11%).
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How satisfied were citizens with complaint handling?

Of the 454 citizens that had made a complaint, more than one third (37%) were satisfied and around 
half (52%) were dissatisfied with the way the complaint was handled. 

Citizens who were satisfied with the way their complaint was handled had a higher level of overall 
satisfaction with the street cleaning service (27% satisfied) than those who were dissatisfied with 
complaint handling (11% satisfied).

Why did those who wanted to complain not do so?

Citizens who had wanted to complain but did not do so (738 individuals) were asked why.  
The interviewer recorded their response against a set of broad, pre-defined reasons i.e. the exact 
words reported here may not have been used. The main reason given was that it ‘wouldn’t do  
any good’ (Table 4.4).

Table 4.4 Why did non-complainers not complain?

Reason did not complain (a) Proportion of non-complainers (%)

Would not do any good 32

Didn’t know where to complain 16

Didn’t know who to contact 16

Could not be bothered 14

Didn’t know how to complain 10

I intend to 10

Complained before and didn’t do any good 8

Too bureaucratic / time consuming 5

Other reasons reported by less than 5% of non-complainers

Not sure if complaint was justified

Nervous / unsure

Afraid of recriminations

Base: All who had wanted to complain about street cleaning services but did not (738) 
 (a) Citizens were able to give more than one reason
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Notes and References

Further information is available in the Technical Report at:

www.wales.gov.uk/livinginwalessurvey  or  
www.cymru.gov.uk/arolwgbywyngnghymru

About the Living in Wales Survey

The Living in Wales (LiW) survey is a nationally representative survey repeated annually since 2004. 
The survey is sponsored by the Welsh Assembly Government, commissioned on their behalf by the 
Local Government Data Unit ~ Wales (Data Unit) and conducted by Ipsos-MORI.

The overall achieved sample for the 2007 LiW survey was 7,753 respondents (a response rate  
of 71%). The 2007 sample is large enough to allow some analysis by Welsh regionsx, however a 
meaningful breakdown by Local Authority is only possible when aggregating data over three  
survey years. Questions on satisfaction with public services were asked for the first time in 2006. 
Similar satisfaction questions were also asked in the 2007 survey, albeit for a different set of public 
services. For the purposes of this study, it is therefore inappropriate to analyse the data by Welsh 
Local Authority. The figures have been weighted and are representative of the adult (16+)  
population of Wales.

A simple random sample of addresses was selected from the Post Office Address File.  
LiW is a survey of households, not individuals i.e. data are collected from the Household Reference 
Person, their partner or spouse rather than a randomly selected adult in the household. Interviews 
were conducted face to face using Computer Assisted Personal Interviewing between March and 
July 2007.
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Endnotes: definitions and summary  
of analysis methods

i	 Street cleaning services are defined as the 
Local Authority service that removes litter, 
graffiti, chewing gum, dog foul, fly tipping 
or abandoned vehicles on public roads and 
streets, but excludes the Local Authority 
waste collection service.  

ii	 Respondents are referred to as ‘citizens’ 
where questions have been asked of all 
survey respondents aged 16+ years, i.e. not 
just ‘service users’ (see iii below).

iii	 Service users have self-identified as having 
contacted their Local Authority about street 
cleaning services in the previous 12 months.

iv	 Citizens offering no opinion or ‘don’t know’ 
have been excluded from the analysis

 v	 Service users offering no opinion or ‘don’t 
know’ have been excluded from the analysis

 vi	 Principal Component Analysis (PCA) using 
Varimax Rotation was undertaken in order 
to identify any similarities in satisfaction 
with different aspects of service delivery. 
Cronbach’s Alpha statistics were used to 
examine the internal consistency of the 
factors. Sets of similar aspects were analysed 
together as a single factor. The interpretation 
of ‘factors’ is a subjective process in which 
the analyst must try to explain the ‘latent’ 
concept that seems to connect the items that 
comprise each factor.

vii	 Factors are presented in order of the degree to 
which each factor explains variance in the data.

viii	Binary Logistic Regression was undertaken 
in order to explore which user characteristics 
(independent variables) remained significantly 
associated with satisfaction once the other 
characteristics included in the model were 
held constant. The enter method was selected 
in order to standardise the analysis protocol 
across services. The core independent 
variables used in all regression analyses were:

	 1. Service user’s gender

	 2. Service user’s age group

	 3. Wales Economic Fora – (for region)

	 4. Service user’s Welsh Language Status

	 5. �Service user’s socio-economic status  
– a combination of service user’s income 
group, tenure and National Statistics  
Socio-Economic classification

	 6. �Social participation in terms of whether 
a service user had volunteered with 
an organisation in the previous three 
years (volunteering has been used as an 
indication of an individual’s propensity for 
social participation)

	 7. �Service user’s working status and status 
as regards a limiting long-term illness 
combined

	 8. �Whether service user felt they belong to 
their neighbourhood or not.

	 Additional variables specific to a particular 
service were used as appropriate, although no 
further variables were used in the regression 
analyses specific to street cleaning services.

ix	 Chi square analysis was used to determine 
whether the proportions wanting to complain 
varied significantly by citizens’ characteristics. 
The citizen characteristics shown in the table 
are ones which recorded a p value of <=0.05.
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x	 Definition of Region:

	 North Wales = Conwy, Denbighshire, 
Flintshire, Gwynedd (postcodes LL33 and 
LL49 to LL57 plus all SY Â), Isle of Anglesey 
and Wrexham. 

	 Mid Wales = Ceredigion, Gwynedd 
(postcodes from LL21 to LL48 excluding 
LL33) and Powys. 

	 South East Wales = Blaenau Gwent, 
Bridgend, Caerphilly, Cardiff, Merthyr Tydfil, 
Monmouth, Newport, Rhondda Cynon Taff, 
Torfaen and Vale of Glamorgan. 

	 South West Wales = Carmarthenshire,  
Neath Port Talbot, Pembrokeshire and 
Swansea.


