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RECOMMENDATIONS
Cabinet to acknowledge the findings of the 2024 Residents Survey and approve the themes
for improvement as identified within the survey report.

Cabinet to agree the use of survey results to guide the review of the current Valley Plan 2021-
25, ensuring residents' views are reflected in setting priorities and actions for continuous
performance improvement.

EXECUTIVE SUMMARY

e The 2024 Residents Survey was the Council’s third annual resident survey. The 2024
Residents Survey gathered insights into residents’ perceptions, priorities and satisfaction
with Rossendale as a place to live and the services provided by the Council.

e The 2024 survey received 5,688 total responses, increasing by 391% when compared to
2023 (1,158 responses).

e Overall, the feedback demonstrates an improvement with both Rossendale as a place to
live and the services provided by the Council. These findings reflect the Council's progress
in advancing its priorities and overall vision, whilst identifying ongoing challenges to be
addressed.

e The feedback from the 2024 survey will be used to inform the Council’s new Valley Plan
2025-29, to ensure resident’s views and needs are represented within the Council’s
priorities and actions for the next four years.

BACKGROUND

The 2024 Residents Survey was the Council’s third annual resident survey. The 2024
Residents Survey gathered insights into residents’ perceptions, priorities and satisfaction with
Rossendale as a place to live and the services provided by the Council.

To maximise engagement, the promotion of the survey was increased to reach as many
demographics as possible. The survey was promoted via the Council's social media channels,
the Council’'s website, local press, posters with QR codes displayed in key community
locations, Daily Message emails to staff and all councillors, text messages to registered voters,
fieldworkers, and direct contact with businesses, community groups and sixth form schools.

The 2024 Residents Survey was split into two main themes; About the Place — Rossendale
and About Us — The Council.
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The survey was made up of 29 main questions, with 9 follow-up questions tailored to
respondents’ answers. Questions were presented in various formats, including dropdowns,
multiple choices, and free-text responses to maximise the data collected.

Respondents were asked to provide monitoring information, which was compared to the 2021
Census data to highlight the demographics represented within the analysis.

Where available, the survey incorporated questions from previous Residents Surveys (2022
and 2023) and the Local Government Association Satisfaction Survey 2024 for benchmarking
and longitudinal comparison.

The survey is a tool used by the Council to measure the delivery and progress against the
Valley Plan 2021-25. The questions focus on the following areas:

Town centres;

Visitor economy and facilities;
Cleanliness and safety;

Customer service;

Satisfaction with the Council’s services.

The current Valley Plan 2021-2025 is due to be refreshed. As part of this review, new
guestions were introduced to the 2024 survey to ensure residents had the opportunity to
provide feedback on the Council’'s current priorities and make recommendations for
improvement.

DETAILS

The 2024 survey reflects a more accurate representation of Rossendale’s demographics when
compared to 2023 Residents Survey. While representation of those aged 18—-34 has improved,
the demographic is under-represented when compared to the 2021 Census data.

To address this, targeted communication efforts will be made in future surveys to improve the
representation within the response.

Overall the feedback in relation to Rossendale — The Place was positive with satisfaction
above the national average.

Rawtenstall remains the most attractive and vibrant town centre. Although Rossendale’s other
town centres were rated significantly lower, satisfaction has improved when compared to the
2023 Residents Survey.

Respondents feel that there has been improvements across Rossendale’s safety both during
the day and night.

Respondents feel there has been an overall improvement to our leisure facilities, with walks
and cycle routes, and parks and gardens being the highest-rated facilities. Activities for young
people has improved however, satisfaction remains low.

Overall the feedback in relation to About Rossendale — The Environment was positive with
increased satisfaction to the cleanliness of both town centres and residents’ local area, our
parks and cemeteries, and our operational services,
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4.8 Although there was an increase to the cleanliness of the roads, the satisfaction remained low,
and the responses may be potentially unreliable as additional comments relate to potholes and
traffic rather than cleanliness.

4.9 Respondents feedback on how we could improve Rossendale’s environment relate to reducing
the amount of litter and dog faeces on pavements.

4.10 Overall feedback About Us — The Council was positive with an increase in satisfaction when
contacting with the Council.

4.11 The Council’s customer services were rated as satisfactory; however, some concerns were
raised with addressing enquiries in Environmental Health and Planning.

4.12 A new guestion was included in the survey to measure the impact of the new Council website,
overall respondents felt that the website was informative and easy to use.

4.13 The Council’s communication methods showed improvement when compared to the 2023
Residents Survey and respondents felt the Council was easy to contact and staff were polite,
friendly and helpful.

4.14 Overall, the feedback About Us — Our Service was positive, with an increase in satisfaction
with how the Council listens to resident concerns and feedback, and involves residents in
decision making.

4.15 Respondents felt overall services were delivered well in particular waste and recycling,
maintenance of parks and opens spaces and regeneration in Rawtenstall.

4.16 Overall, the 2024 Residents Survey shows a positive trend of positive improvements across
all areas compared to the 2023 survey.

4.17 Key areas for further improvements include parking in town centres, quality of roads and
reduction in traffic, reduction in the number of empty shops and takeaways in town centres,
and a need for police presence to deal with anti-social behaviour, to make Rossendale a better
place to live.

4.18 While these issues may fall outside the Council’s direct control, it is proposed the Council will
continue to collaborate with partners to ensure focus is maintained on addressing these
challenges.

5. RISK
All the issues raised and the recommendation(s) in this report involve risk considerations as
set out below:

e The Council’s annual Residents Survey is essential to maintaining public trust, improving
services, and measure the delivery of the Council’s Valley Plan. Failure to listen to resident
feedback creates significant risk in relation to the Council’s reputation, service delivery,
and relationship with its community.

6. FINANCE
There are no specific finance issues arising from the report.

7. LEGAL
There are no specific legal issues arising from the report.
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8. POLICY AND EQUALITIES IMPLICATIONS
Policy and equality implications are included within the body of the report.

9. REASON FOR DECISION

9.1 The Council should be an organisation that listens to its residents, helping to make informed
decisions about how it is run, the services it provides, whether it offers value for money, and
how well-informed residents feel.

9.2 The Council’'s annual residents survey offers an opportunity to gather valuable feedback on
how local people feel about Rossendale and the services provided. An annual Residents
Survey Annual surveys allows the Council to monitor its performance against the Valley Plan
and compare benchmark against other local authorities and national standards.

Background Papers

Document Place of Inspection
Resident Survey 2024 Report Appendix 1
Resident Survey 2024 Infographic Report Appendix 2
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The Approach

Introduction
Undertaking a residents survey provides Rossendale Borough Council (the Council) with the opportunity to
gauge resident satisfaction in relation to Rossendale as a place to live and the services provided by the

Council.

The questions included within the 2024 survey will be used to measure the delivery of the Council’s 4
priorities outlined with the Valley Plan 2021-2025 — Our Place, Our Plan.

Thriving ”'/\. High ;‘.: Healthy & Effective &
A

2\ \V/
Local v Quality Proud > « Efficient
A Economy ’\’.’b‘ Environment ?“? Communities A Council

The Survey
The 2024 survey was split into 2 main themes; About the Place — Rossendale and About Us — The Council.

The 2024 survey had a total of 29 main questions. 9 follow-up questions were linked to 5 of the main
guestions and were either presented or skipped based on the respondent’s answer to the main question.

Survey questions were presented in a range of different formats including drop downs, multiple choices and
free texts.

Monitoring information was collected from respondents and compared to the 2021 Census data to
demonstrate the demographics represented within the data.

Where available, questions from previous Residents Surveys (2022 and 2023) and the Local Government
Association’s (LGA) Resident Satisfaction Survey 2024 (LGA) were incorporated to provide longitudinal
comparison and benchmarking against the national performance of local authorities.

Further questions focused on gathering data in relation to:

e Rossendale’s town centres;

e Rossendale’s visitor economy and facilities offer;
e Rossendale’s cleanliness and resident safety;

e the Council’s customer service;

¢ and the delivery/satisfaction of Council services.

Additional questions have been included within this year’s survey to support the Council’s future planning
and development of the Valley Plan 2025 — 2029.

The full survey questions are detailed within Appendix 1 — The Questions.
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Publishing and Promotion

The survey was created on SmartSurvey.com, an online platform where the response remained anonymous
and were collated into a centralised database. The survey was live throughout October 2024 (Tuesday 1%t
October — Thursday 31°t October).

To maximise engagement, the Council increase the promotion of the survey to reach as many demographics
as possible.

e A press release was shared via the Council's social media channels, the Council’s website, and local
press, receiving coverage from the Lancashire Post.

e Social media posts were shared across Facebook, X (formerly Twitter), Instagram, and LinkedIn.

e Posters with QR codes were displayed in key community locations, including bus stops, libraries,
doctors surgeries, shops, and community centres.

¢ Daily message emails were sent to all staff and councillors.

e An email was sent to local residents through the Council’s Rossendale Panel.

e Text and emails were sent to registered voters.

e The Council’s Community Bulletin promoted the survey to local community groups and partners.

e The Council’s Business Advisor engaged local businesses, encouraging participation.

e Bacup and Rawtenstall Grammar School, Haslingden High, and Alder Grange were contacted to
engage younger residents.

e Fieldworkers represented the Council on a weekly basis at various supermarkets across, including
Morrisons Bacup, Tesco Haslingden, M&S Rawtenstall, Co-Op Waterfoot, and Co-Op Whitworth.

e The Council’s Town Centre Regeneration Officers engaged in weekly ‘drop-in’ sessions in Bacup,
Haslingden and Rawtenstall to increase the survey’s face-to-face promotion.
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Residents Survey

YOU SAID
“We wantto be involved - JRUEIEEIaCe
improve your public over 10 public
consultations” consultations
since October
WEDID 2023

“How clean is your
local area?”

“How safe do you

feel during the day?”

Have your say before 3lst October 2024 Have your say before L e f > Have your say before 31st October 2024
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The Response

The 2024 survey received 5,688 total responses, increasing by 391% when compared to the 2023 Survey
(1,158 responses). Of the 5,688 responses, 41% (2,335) were partially completed and merged into the results
to maximise the data analysis.

For the purpose of this report, tables and graphs may only include relevant information and percentages
may not add to 100%. For example, ‘prefer not to say’ and ‘no opinion’ have been removed from percentage
calculations to improve data analysis. Full details of the data can be found within Appendix 2 — The Results.

About You — Monitoring Information

Despite a 4% increase, individuals aged 18-
34 remain underrepresented, while those
aged 35-64 and 65+ continue to be
overrepresented.

21% 19% 29%

Although improving in age diversity, the
overall demographic does not align with the
Census data. Engaging younger residents
will continue to be a challenge and will
require targeted communication efforts to
more closely align the responses to the
B Aged 18-34 m Aged 35-64 Aged 65+ Census data within future surveys.

11%

2023 Census 2024

43% 56%

56% of respondents were female and 43% were 94% of respondents were White

male, this aligning more closely with the 2021 (English/Welsh/Scottish/Northern Irish/British) and
Census data when compared to the 2023 Survey. 4% of respondents were BAME (Black, Asian and
Further analysis highlights consistent gender Minority Ethnic Backgrounds).

representation within the different age groups of
respondents.

e Wil i i w7 s e

50% more respondents employed part-time were female, further breakdown of the respondents in full-time
employment highlights no significant difference their employment status and other monitoring information.
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About Rossendale — The Place

Living in Rossendale

24% of respondents lived within the East of the Borough (Bacup, Whitworth) and 74% of respondents lived
within the West of the Borough (Edenfield, Haslingden, Rawtenstall, Waterfoot).

33%

25%

14%
5%

EBacup M Edenfield Haslingden M Rawtenstall M Waterfoot B Whitworth B Other

Figure 1: Percentage of respondents from each Rossendale area

Following recommendations from the 2023 Survey, Rossendale’s towns and villages were grouped together
into overarching areas. Although this cannot be compared with the 2023 Survey, it will provide a clear
depiction of geographical demographics to improve the data analysis in future surveys.

58% of respondents have lived in the borough for more than 20 years, this decreasing by 9% when compared
to the 2023 Survey. The majority of respondents had lived in the area for more than 20 years; Bacup (53%),
Edenfield (50%), Haslingden (65%), Rawtenstall (56%), and Waterfoot (57%).

77% of respondents were satisfied with Rossendale as a place to live, this continuing to perform above the
LGA average.

LGA 75% 13% 13%

2% above

2024 77% 6% 17% the LGA
average

2023 78% 5% 17%

W Satisfied M No opinion Dissatisfied
Figure 2: Level of satisfaction with Rossendale as a place to live

Further analysis shows that respondents living in Bacup (79%) and Haslingden (79%) were satisfied living in
their respective area. Although these areas reported the lowest satisfaction rates when compared to
Rossendale’s other areas, the overall satisfaction remains high. This suggests that despite potential
challenges effecting these communities, the majority of residents continue to view their living experience
positively.

The three main themes of dissatisfaction with Rossendale as a place to live were; the quality of roads, traffic,
and lack of focus on town centres with the exception of Rawtenstall.
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Rossendale’s Town Centres

Attractiveness of Rossendale

The average attractiveness of Rossendale has increased by 7% when compared to the 2023 Survey, with
Rawtenstall (93%) continuing to be rated as most attractive. Rossendale’s other town centres continue to be
rated as unattractive, impacting on Borough’s overall attractiveness. Despite this, Bacup (8%), Haslingden
(4%), Waterfoot (3%), and Whitworth (4%) have all seen improvements in their attractiveness when
compared to the 2023 Survey.

8%

Do 66% 59% 65%
90% - Improving

93%

by 7%

— 34% 41% 35%
(]

10%
2023 2024 2023 2024 2023 2024 2023 2024 2023 2024

Haslingden Waterfoot Whitworth Bacup Rawtenstall

W Attractive ® Unattractive

Figure 3: Level of attractiveness of Rossendale's town centres

Further breakdown of the response demonstrates that respondents living in Bacup (40%), Rawtenstall (93%),
and Whitworth (63%) rated their respective town centre as attractive. In contrast, the majority of
respondents living in Haslingden (93%) and Waterfoot (88%) rated their respective town centre as
unattractive. The three main themes relating to the unattractiveness of Rossendale’s town centres were;
empty shops and dark highstreets, takeaways, and unkept buildings.

Vibrancy of Rossendale

The average vibrancy of Rossendale has increased by 4% when compared to the 2023 Survey, with
Rawtenstall (92%) continuing to be rated as most vibrant. The vibrancy of Rossendale’s other town centres
continues to impact the Valley’s vibrancy. Despite this, Bacup (5%), Haslingden (4%), Waterfoot (7%), and
Whitworth (8%) have all seen improvements in their attractiveness when compared to the 2023 Survey.

LR Improving

by 4%

19%

% 11% 9%
2023 2024 2023 2024 2023 2024 2023 2024 2023 2024

Haslingden Waterfoot Bacup Whitworth Rawtenstall

W Vibrant m Dull

Figure 4: Level of vibrancy of Rossendale's town centres
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Further breakdown of the response demonstrates that respondents living in Rawtenstall (94%) rated their
areas as vibrant. However, respondents living in Bacup (67%), Haslingden (93%), Waterfoot (88%), and
Whitworth (53%) rated their respective town centre as dull. The three main themes relating to the dullness
of Rossendale’s town centres were; empty shops and takeaways, little engagement from residents in
community events, and safety/anti-social behaviour.

Rossendale’s Facilities

Overall, Rossendale’s facilities have seen an 8% improvement when compared to the 2023 Survey.
Rossendale’s parks and garden (84%), and walks and cycle routes (85%) continue to be rated as most
satisfactory by respondents. Sports and leisure facilities (22%) has shown the most significant improvement
when compared to the 2023 survey.

Improving

2023 2024 2023 2024 | 2023 2024 2023 2024 2023 2024 2023 2024 2023 2024

Community  Parks and Sports and Walks and  Activities for Places to Visit Car Parking
Events and Gardens Leisure Cycle Routes Young People
Festivals Facilities

M Satisfied M Unsatisfied

Figure 5: Level of satisfaction with Rossendale’s facilities

Activities for young people (65%) continues to be rated as dissatisfactory by respondents. Despite an 11%
increase when compared to the 2023 Survey, this remains as Rossendale’s lowest-rated facility.

The three main themes relating to the dissatisfaction with Rossendale’s facilities were; lack of activities for
young people (linking to anti-social behaviour), poor parking, and inadequate/expensive sport and leisure
facilities.

Rossendale’s Cleanliness and Environment

The average cleanliness of Rossendale has increased by 4% when compared to the 2023 Survey.
29% [ 26%

Improving
71% 74%

by 4%

2022 2023 2024 | 2022 2023 2024 | 2022 2023 2024 | 2022 2023 2024

Town Centres Local Area Parks Cemeteries
M Satisfied M Unsatisfied

Figure 6: Level of satisfaction with the cleanliness of Rossendale
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Respondents were satisfied with the cleanliness of Rossendale’s town centres (74%), this increasing by 3%
when compared to the 2023 Survey and 21% with the 2022 Survey.

Respondents were satisfied with the cleanliness of their local area (69%), this increasing by 4% when
compared to the 2023 Survey and 24% with the 2022 Survey. Further analysis highlights that respondents
living in Bacup (62%), Haslingden (56%), Edenfield (83%), Rawtenstall (81%), Waterfoot (59%), and
Whitworth (71%) were satisfied with the cleanliness of their respective area.

Respondents were satisfied with the cleanliness of Rossendale’s parks (83%), this increasing by 5% when
compared to the 2023 Survey and by 24% with the 2022 Survey. Moreover, the current satisfaction level
more closely aligns with the LGA average of 86%.

87% of respondents were satisfied with the cleanliness of Rossendale’s cemeteries, this increasing by 5%
from the 2023 Survey and 22% from the 2022 Survey.

Cleanliness of Rossendale’s roads

47% of respondents were satisfied with the cleanliness of Rossendale’s roads, this increasing by 4% when
compared to the 2023 Survey. Similar to the 2023 Survey, the comments regarding the cleanliness of
Rossendale’s roads focused on the quality of roads, potholes, and traffic management rather than the
cleanliness. These factors may influence the perceived level of satisfaction.

2024 47% 53%

2023 44% 56%

M Satisfied m Unsatisfied

Improving

by 3%

Figure 7: Level of satisfaction with the cleanliness of Rossendale

The three main themes relating to the dissatisfaction with Rossendale’s cleanliness were; roads (as detailed
above), litter and dog faeces, and quality of/uneven pavements.

Rossendale’s waste and recycling service

82% of respondents were satisfied with the Council’s waste and recycling service, this 3% lower than the LGA
average.

LGA 85% 15%

2024 82% 18%

M Satisfied M Unsatisfaied

Figure 8: Level of satisfaction with Rossendale's waste and recycling service
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Further breakdown of the responses demonstrates a low percentage of respondents living in Edenfield
(12%), Rawtenstall (14%), and Whitworth (14%) unsatisfied with the service. There is a slight increase in
dissatisfaction with respondents living in Haslingden (18%) and Waterfoot (19%), and again for respondents
living in Bacup (29%).

Rossendale’s fly-tipping service

64% of respondents felt fly-tipping was not an issue in their local area, this improving by 35% when compared
to the 2023 Survey, and 50% when compared to the 2022 Survey.

2024 36% 64%

Improving
2023 71% 29%

by 35%

2022 86% 14%

M Issue M Not an Issue

Figure 9: Issue of fly-tipping in the local area

Further analysis highlights respondents living in Bacup (42%), Haslingden (47%), Waterfoot (37%), and
Whitworth (56%) felt fly-tipping was an issue in their respective area.

Of the respondents that reported a fly-tipping issue, 42% stated that the fly-tipping was removed within the
Council’s 5 working day target. The respondents stating fly-tipping was removed in over 5 working days lived
in Bacup (17%), Haslingden (37%), and Rawtenstall (16%).

Rossendale’s Safety

Feeling safe during the day

97% of respondents felt safe in their local area during the day, this mirroring the LGA average and increasing
by 3% when compared to the 2023 Survey.

LGA 97%
Improving
2024 97% : by 3%
2023 94%

H Safe M Unsafe

Figure 10: Feeling of safety during the day
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Age analysis of the respondents feeling unsafe during the day reveals that those aged 18 or below (17%)
reported the highest feeling of unsafety. Responses from other age groups showed no clear correlation with
feeling of unsafety.

Further breakdown of the response shows respondents living in Rawtenstall (96%) and Whitworth (94%) felt
safe in their respective area during the day. While slightly lower, respondents living in Bacup (76%),
Haslingden (75%), and Waterfoot (83%) also had a high feeling of safety during the day in their respective
area during the day.

The three main themes relating to the feeling of unsafety during the day were; anti-social behaviour (gangs
and youths), lack of police presence, and drug issues.

Feeling safe after dark

77% of respondents felt safe in their local area after dark, this 4% lower than the LGA average, but 6% higher
when compared to the 2023 Survey. 20% less respondents felt safe after dark when compared to during the
day, this improving by 3% when compared to 2023.

LGA 81%

Improving
2024 77% 23%

by 6%

2023 71% 29%

H Safe M Unsafe

Figure 11: Feeling of safety after dark

Age analysis of the respondents feeling unsafe after dark highlights those aged 18 or below (36%) reported
the highest level of unsafety, this increasing by 17% when compared to during the day. Those aged 18-34
(74%), 35-64 (78%), and 65+ (78%) felt significantly safer than those aged 18 or below.

Further analysis highlights respondents living in Rawtenstall (82%) felt the safest in their area after dark, this
1% higher than the national average. Similarly, respondents living in Whitworth (76%) felt safe after dark,
while those living in Rossendale’s other town centres had a greater feeling of unsafety; Bacup (66%),
Haslingden (63%), and Waterfoot (57%).

The three main themes relating to the feeling of unsafety after dark mirror those as during the day and were;
anti-social behaviour (gangs and youths), lack of police presence, and drug issues.

Feeling safe walking and cycling

87% of respondents felt safe walking or cycling in their local area.
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Further breakdown of this response reveals consistent levels of perceived safety from respondents living in;
Bacup (85%), Edenfield (94%), Haslingden (84%), Rawtenstall (87%), Waterfoot (87%), and Whitworth (91%).

About Us — The Council

Contacting the Council and Customer Service

Methods used to Contact the Council

35% of respondents had contacted the Council, or requested a service in the last 6-months. Telephone, email
and the Council’s website continue to be the most used methods of contact.

41% of respondents would prefer to contact the Council, or request a service via telephone, 36% by email,
and 14% via the Council’s website.

13% 11% 14% 13% 9%
13%

31% 14%

15%

26%

34%

2022 2023 2024 2022 2023 2024
Method used to contact the Council Preferred methods use to contact the Council
H Telephone ™ Email Website Other

Figure 12: Methods used, and preferred methods used to contact the Council

*Other includes; social media, letter, in-person and through a Councillor.

33% of respondents contacted the Council via telephone, this reducing by 5% when compared to the 2023
Survey, and 12% when compared to the 2022 Survey. 30% of respondents contacted the Council via email,
this reducing by 4% when compared to the 2023 Survey, and 8% when compared to the 2022 Survey.

Increasing by 11% when compared to the 2023 Survey, and by 23% when compared to the 2022 Survey, 26%
of respondents have contacted the Council or requested a service via the Council’s website.

There is no significant difference when comparing the age of respondents and method used to contact the
Council.

Contacting the Council

73% of respondents felt the Council was easy to contact, this increasing by 8% when compared to the 2023
Survey. 89% of respondents felt the Council’s staff were friendly and polite, this increasing by 3% when
compared to the 2023 Survey.
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Improving
by 8%

Improving
by 3%

2023 2024 2023 2024

The Council is easy to contact

Figure 13: Experience when contacting the Council

Council staff are friendly and polite

W Agree M Disagree

63% of respondents felt their enquiry and/or service was dealt with in a timely manner. Additional comments
relating to the dissatisfaction detail a lack of response.

The Council’s customer service

m Satisfied = Dissatisfied

Figure 14: Level of satisfaction with the Council's
service

62% of respondents were satisfied with the service they received
however, 38% were dissatisfied.

Of the dissatisfied respondents, 53% felt the Council was not easy
to contact, 30% felt Council staff were not polite and friendly, and
88% felt their enquiry and/or service was not dealt with in a timely
manner — all of which could be contributing factors towards the
dissatisfaction.

Environmental Health and Planning and Building Control services
saw the highest levels of dissatisfaction among the respondents
who had made enquiries or service requests. 51% of Environmental
Health users and 46% of Planning and Building Control users
reported being dissatisfied. Additional comments relating to the
dissatisfaction detail a lack of response and/or insufficient response.

51% of respondents were dissatisfied with the Council’s other services however, additional comments relate
to concerns with Rossendale’s roads and on-street parking.

Council tax, business rates, benefits and revenues had the highest level of satisfaction with 72% of users

satisfied with their service.
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The Council’s website

82% of respondents felt the Council’s website was informative, with 76% that felt it was easy to use.

The Council's website is informative 82% 18%

The Council's website is easy to use 76% 24%

B Agree M Disagree

Figure 15: Experience when using the Council's website

Age analysis of respondents highlights no correlation between those disagreeing and their age group.

Engaging with the Council

Feeling informed

37% of respondents felt informed about the Council's activities, reflecting a 12% increase when compared
to the 2023 Survey. Despite this improvement, the level of informed respondents remains 15% below the
LGA average.

LGA 52% 48%

Improving
2024 37% 63%

by 12%

2023 25% 75%

B Informed ® Uninformed

Figure 16: Feeling informed about what the Council is doing

Age analysis of respondents highlights no correlation between the respondents feeling uninformed and their
age group. The main theme represented within the additional comments relates to social media, and the
Council’s reliance on using the platform to engage and update residents.

Methods used to find out what the Council is doing

65% of respondents find out what the Council is doing via social media. This increasing by 18% when
compared to the 2023 Survey, and 27% when compared to the national average.

All other methods; Word of Mouth (56%), the Council’s Website (30%), and the Local Radio/Press (36%),
have increased in their use when compared to the 2023 Survey.
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73%

65%
56% >9% 53%
38% o
0 30% 36%
15% .
Social Media Word of Mouth Website Local Radio/Press

W2023 m2024 ' LGA

Figure 17: Methods used to find out what the Council is doing
*Percentage will not add up to 100% as the question was formatted into a ranking system.

Engaging with residents

30% of respondents felt the Council listens to the concerns and feedback from local residents, this 10% more
when compared with the 2023 Survey. However, remains 19% below the LGA average.

27% of respondents felt they were involved in the Council’s decision-making processes, this increasing by
6% when compared to the 2023 Survey.

14% of respondents had participated in any of the Council’s consultations over the past 6 months. This
indicates that while perceptions of involvement in decision-making has improved, actual engagement in
formal consultation processes remains limited.

Improving Improving
by 10% by 6%

2023 2024 2023 2024

The Council listens to the concerns and feedback from local The Council involves residents in its decision making
residents

B Agree M Disagree

Figure 18: Experience when engaging residents
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Perception of the Council

Respondents were asked to state what the Council does well. The three main themes represented within
the comments were:

Waste and recycling refuse Regeneration and projects in Maintenance of parks

collection Rawtenstall

Respondents were asked to state what the Council could do better. The three main themes represented
within the comments were:

Maintenance and quality of Improve Rossendale’s Two-way communication with
roads and potholes infrastructure and traffic residents
management

Respondents were asked to state what would make Rossendale a better place to live. The three main themes
represented within the comments were:

e Roads, traffic management, and public transport
e Support young and economically inactive people
e Greater focus on other town centres rather than just Rawtenstall

Respondents were asked to select three areas for the Council to prioritise for the next four years. The three
priorities chosen were:

e Continue to develop Rossendale’s main town centres
e Reduce the number of derelict buildings
e Work with schools, colleges and businesses to boost employment skills and job opportunities
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Monitoring Information

The 2024 response provides a more accurate reflection of Rossendale’s demographic when compared to the
2023 Survey. While there was an improvement in the representation of those aged 18-34, the demographic
remains under-represented, indicating the need for targeted communications efforts within future surveys.

About Rossendale

Overall the 2024 Survey provides a greater representation of residents’ views and experiences of living in
the borough. Respondents expressed satisfaction with Rossendale as a place to live, slightly exceeding the
LGA average.

Rawtenstall continues to lead in attractiveness and vibrancy. Other towns showed slight improvements in
attractiveness and vibrancy however, persistent concerns continue to be raised in relation to empty shops,
dark high streets, poorly maintained buildings, and anti-social behaviour.

Walks and cycle routes, and parks and gardens continue to be rated highly however, all other facilities have
seen improvements, particularly in sports and leisure facilities. Dissatisfaction with activities for young
people persists despite an improvement. This area is a continuous concern and could be linked to the anti-
social behavioural issues among youths, as expressed in additional comments.

Satisfaction with cleanliness of Rossendale has increased across all areas, with parks demonstrating strong
improvement, aligning closer to the LGA averages. Fly-tipping issues have also decreased significantly,
though issues remain in Bacup, Haslingden, and Waterfoot.

Daytime safety perceptions remain high, consistent with the LGA average. However, concerns persist for
residents in Bacup and Haslingden, primarily due to anti-social behaviour and drug-related issues. After dark,
safety levels have improved when compared to the 2023 Survey however, remain below the LGA average.

About the Council

The results demonstrate both positive developments and ongoing challenges in how respondents perceive
the Council.

Telephone and email remain the most used methods of contacting the Council, despite slight declines in
usage compared to previous years. The Council’s website has seen an increase in usage, which could be
linked to an improved customer journey following the launch of the Council’'s new website during October
2023.

Overall, respondents were satisfied with the service provided by the Council and felt the Council was easy
to contact, with polite and friendly staff. However, concerns were raised in relation to the timeliness of
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enquiries being dealt with, linking primarily to a lack of, or insufficient responses — particulary in
Environmental Health and Planning and Building Control.

The way in which the Council communicates and informs residents of its activities has improved. However,
focus is required to ensure the methods used are practical and inclusive for all demographics.

Concluding comments demonstrate that the Council provides satisfactory waste and recycling services,
regeneration projects in Rawtenstall, and maintenance of parks. However, areas forimprovement have been
highlighted, particularly in road maintenance, communication with residents, and infrastructure.
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Appendix 1 — The Questions
The Questions

29 main questions were included within the survey, with nine sub questions depending on the response to
five of the 29 main questions. Seven questions comparable to the 2024 LGA Resident Satisfaction Survey.

What age band are you in?
What is your sex?
What is your ethnic group?

H w NP

What is your employment status?

1. Which town centre is closest to where you live? For example, if you live in Crawshawbooth select
Rawtenstall, or live in Weir select Bacup. If you are unsure, please select other.
= [fanswers —‘l don’t live in Rossendale’ — finish survey.

2. How long have you lived in Rossendale?

3. How satisfied are you with Rossendale as a place to live? (LGA)

4. How attractive are Rossendale’s main town centres? (Bacup, Haslingden, Rawtenstall, Waterfoot,
Whitworth)

5. How vibrant is the atmosphere in Rossendale's main town centres? (Bacup, Haslingden, Rawtenstall,
Waterfoot, Whitworth)

6. How satisfied are you with the following across Rossendale? (Community events and festivals, parks and
gardens, sports and leisure facilities, walks and cycle routes, activities for young people, places to visit,
car parking)

7. How satisfied are you with the cleanliness of the following areas across Rossendale? (town centres, local
area, parks, cemeteries, road, streets and pavements) (LGA)

8. How satisfied are you with the Council’s waste and recycling collection service? (LGA)
= |f answers — ‘dissatisfied, very dissatisfied’ — Please state why you are unsatisfied with the
Council’s state and recycling collection service.
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Is fly-tipping an issue in your local area?
= |f answers — ‘yes’ — How quickly is the fly-tipping removed once reported? (1-2 days, 2-5 days,
over 5 days, I’'m not sure)

How safe do you feel during the day? (Local area, Bacup, Haslingden, Waterfoot, Rawtenstall, Whitworth)
(LGA)

How safe do you feel after dark/at night? (Local area, Bacup, Haslingden, Waterfoot, Rawtenstall,
Whitworth) (LGA)

How safe do you feel walking or cycling in your local area? (Within 20 minutes walking distance)

Have you contacted the Council or requested a service in the last 6 months?

= [fanswers ‘yes’—How did you last contact the Council or request a service? (in-person, telephone,
email, social media, letter, through a councillor, website/online, other)

= |f answers — ‘in-person, telephone, email, social media’ — To what extent do you agree with
following after contacting the Council: (the Council is easy to contact, Council staff are friendly
and polite, my enquiry and/or service request was dealt with in a timely manner) (2023)

= What service did you request?

= How satisfied were you with the service you received?

= |f answers — ‘dissatisfied, very dissatisfied’ — please state why you were not satisfied with the
service you received.

If you were to contact the Council, what would be your preferred method? (In person, telephone, email,
social media, website/online, letter, through a Councillor)

How do you rate the following: (the Council’s website is easy to use; the Council website is informative)
How informed do you feel about what the Council is doing? (LGA)

How do you find out what the Council is doing — select the three most used methods? (local radio, council
website, free press, social media, word of mouth, letter/email from councillor, I’'m unaware of what the

Council is doing, other) (LGA)

To what extent do you agree with the following: (The Council listens to the concerns and feedback from
local resident, The Council involves residents in its decision making) (LGA)

Have you participated in any of the Council’s consultations within the last 6 months?
= [|f answers ‘yes’— Which consultation have you participated in?

What does the Council do well?

What could the Council do better?
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22. What would make Rossendale a better place to live?
23. Select three things you would want the Council to prioritise:

continue to develop Rossendale's main town centres

deliver on growth plans to support local businesses

reduce the number of derelict buildings

work with schools, colleges and businesses to boost employment skills and job opportunities
reduce our carbon footprint through active travel such as walking, cycling, etc.

support local voluntary groups to improve Rossendale's public spaces

improve recycling rates across Rossendale

improve Rossendale's parks

tackle persistent fly-tipping and litter hotspots

increase the number of new homes

support residents to remain in their own homes through adaptations programme and
partnerships with health partners

better access to health and wellbeing activities, improved leisure facilities,

other please specify

24. Would you be willing to join the Rossendale Panel to receive information and updates from the Council
and to take part in future surveys and consultations about the Council and the wider borough?
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Appendix 2 - Results

Monitoring Information
1. What age band are you in?

Answer Choice

Response Percent

Response Total

1  Aged 18 or below 1.18% 67

2  Aged18to 34 14.83% 840

3 Aged35to64 54.42% 3082

6  Aged 65+ 28.57% 1618

8  Prefer not to say 0.99% 56
Age 2023 Survey 2021 Census 2024 Survey
18-34 11% 21% 15%
35-64 66% 41% 54%
65+ 21% 19% 29%

2. What is your sex?

Answer Choice

Response Percent

Response Total

1 Male 42.71% 2418
2 Female 55.58% 3147
3 Prefer not to say 1.71% 97
Survey 2023 2021 Census 2024 Survey
Male 33% 49% 43%
Female 65% 51% 56%

3. What is your ethnic group?

Answer Choice

0 N OO U W N R

White - English / Welsh / Scottish / Northern Irish / British
White - Irish
White - Gypsy or Irish Traveller
White - Roma
Any other White background

Black / African / Caribbean / Black British - African
Black / African / Caribbean / Black British - Caribbean
Any other Black / African / Caribbean background

Response Response

Percent Total
91.39% 5172
1.20% 68
0.05% 3

0.02%
1.63% 92
0.48% 27
0.11%
0.05%
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Answer Choice

00 N o 1 A W N R

9  Asian / Asian British - Indian 0.42% 24
10 Asian / Asian British - Pakistani 0.76% 43
11 Asian / Asian British - Bangladeshi 0.78% 44
12 Asian / Asian British - Chinese 0.07% 4
13 Any other Asian background 0.30% 17
14 Mixed / Multiple Ethnic background - White and Black Caribbean 0.35% 20
15 Mixed / Multiple Ethnic background - White and Black African 0.16% 9
16 Mixed / Multiple Ethnic background - White and Asian 0.18% 10
17 Any other Mixed / Multiple Ethnic background 0.11% 6
18 Other ethnic group - Arab 0.04%
19 Any other ethnic group 0.16% 9
20 Prefer not to say 1.75% 99
Ethnicity Survey 2023 2021 Census 2024 Survey
White 98% 92% 94%
BAME 2% 8% 4%

4, What is your employment status?

Response Response

Percent Total
Full-time employee (31 hours or more per week, including apprenticeships) ~ 42.28% 2392
Part-time employee (Less than 31 hours per week) 10.31% 583
Self-employed 6.93% 392
In full-time education at school, college, or university 2.44% 138
Wholly retired from work 29.66% 1678
Unemployed and able to able (including looking after the home) 1.70% 96
Otherwise unable to work 3.29% 186
Prefer not to say 3.39% 192

1. Which town centre is closest to where you live? For example, if you live in Crawshawbooth select
Rawtenstall, or live in Weir select Bacup. If you are unsure, please select other.

Answer Choice

A W N R

Bacup
Edenfield
Haslingden

Rawtenstall

Response Response
Percent Total
14.47% 665

5.48% 252
24.60% 1131
32.61% 1499
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5 Waterfoot 11.66%
6 Whitworth 9.57%
7 | don’t live in Rossendale 0.39%
8 Other 1.22%
2. How long have you lived in Rossendale?
. Response
Answer Choice
Percent
1 Less than a year 3.10%
2 Between 1 and 5 years 14.05%
3 Between 5 and 10 years 11.70%
4 Between 10 and 20 years 13.63%
5 More than 20 years 57.51%
5. How satisfied are you with Rossendale as a place to live? (LGA)
Answer Choice AR
Percent
1  Very Satisfied 22.36%
2 Satisfied 54.81%
3 No Opinion 6.08%
4  Dissatisfied 13.98%
5  Very Dissatisfied 2.77%
If you are dissatisfied please state why:
streets ) towns ) streetl l h l. d transport roadworks
ocial ousesl works town c?ca as 'lng eNn area l
place live = people

valley

parking

manchester services Shops Or roadca" road S t raffl C

= cOUNCIl 2K weraviour

%ears bacup po
Hehts public _money raWtenStal_l centre
terrible facilities waterfoot

536

440
18
56

Response
Total
119

539
449
523
2206

Response
Total
857

2101
233
536
106

infrastructure
areas
police
whitworth

rossendale ..

constant takeaways

residents

6. How attractive are Rossendale’s main town centres? (Bacup, Haslingden, Rawtenstall, Waterfoot,

Whitworth)
. Very . ..
Answer Choice . Attractive No Opinion
Attractive
1.12% 17.13% 40.48%
1 Bacup 43 655 1548

Unattractive

32.69%

1250

Very

Unattractive

8.58%
328
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i 0.68% 8.67%
2 Haslingden -6 231
17.90% 64.77%
3 Rawtenstall 683 2471
: 1.15% 12.06%
4 Waterfoot 44 260
hi h 1.57% 12.55%
5 Whitwort 60 479
Comments:
l traffi
rundovn 5areapacesshc|F| litter feel™ fcruffy parking
boarded town A
OZL'eh unattractive buildings S h S
ru 15
nainPlace P waterfoot 0p
towns "% . bacup centre '©
people
businesses neglected council

_ rawtenstall
attractive

33.99%
1297

11.06%
422

39.72%
1515

65.41%
2496

money
arcade

fronts

haslingden e

lots ta keaways closed

38.34% 18.32%
1463 699
5.35% 0.92%

204 35

34.32% 12.74%
1309 486

15.36% 5.11%

586 195
dirty 100 yearsaways -

centres
investment
market

street lack whitworth

7. How vibrant is the atmosphere in Rossendale's main town centres? (Bacup, Haslingden, Rawtenstall,

Waterfoot, Whitworth)

Very

Answer Choice Vibrant Vibrant No Opinion
1.12% 17.13% 40.48%
1 Bacup 43 655 1548
) 0.68% 8.67% 33.99%
2 Haslingden 26 331 1297
17.90% 64.77% 11.06%
3 Rawtenstall 633 2471 422
1.15% 12.06% 39.72%
4 Waterfoot 44 460 1515
) 1.57% 12.55% 65.41%
5  Whitworth 60 479 2496
Comments:
Parkmilace scruffy dirty cafes area lots;licee;; vestment events
local

dull baCUp feel town

feels MC®

restaurants

qesed MM rawtenstall

towns whitworth

places

attract

centres tak:;c\l;vays peopl_ h O p S

buildings

visit

centre
poor

money

market

Very
Dull Dull
32.69% 8.58%
1250 328
38.34% 18.32%
1463 699
5.35% 0.92%
204 35
34.32% 12.74%
1309 486
15.36% 5.11%
586 195
there's evening

haslingden
waterfoot puws==""

atmosphere

community vibrant
attractive
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8. How satisfied are you with the following across Rossendale? (Community events and festivals, parks
and gardens, sports and leisure facilities, walks and cycle routes, activities for young people, places
to visit, car parking)

Answer Choice Sa\t/i:ge d Satisfied No Opinion  Dissatisfied Diss:;ig‘ie d
Community Events 5.12% 43.47% 33.99% 14.71% 2.71%
1 and Festivals 195 1655 1294 560 103
14.08% 59.94% 11.61% 11.87% 2.50%
2  Parks and Gardens 536 2282 442 452 95
3 Sports and Leisure 6.83% 43.96% 24.05% 18.83% 6.33%
Facilities 260 1674 916 717 241
4 Walks and Cyc|e 17.99% 50.63% 19.33% 9.48% 2.57%
Routes 685 1928 736 361 98
5 Activities and Facilities 1.60% 14.96% 52.01% 22.16% 9.27%
for Young People 61 570 1981 844 353
| o 5.36% 45.19% 28.10% 17.52% 3.83%
6 | Places to Visit 204 1721 1070 667 146
i 5.64% 40.57% 19.44% 24.53% 9.81%
7 CarParking 215 1546 741 935 374
Comments:
walking community routes pits street limited spaces maintained pat%s,
time youth rawtenstall centre sports haslingden town good
1 o ark parks o
cycle eisure
mar! visit 2red a r ] n p young valley
cars PO°r ovents people pool laCkcar swimming )
s i roa
difficult children facilities rossendale places areas local
space kids bacup whitworth activities free council

9. How satisfied are you with the cleanliness of the following areas across Rossendale? (town centres,
local area, parks, cemeteries, road, streets and pavements) (LGA)

. Very . . . e Very
Answer Choice Satisfied Satisfied No Opinion Dissatisfied Dissatisfied
Town Centres 8.35% 55.81% 13.22% 17.86% 4.77%
1 317 2119 502 678 181
Local Area 10.04% 51.00% 10.83% 20.51% 7.62%
2 (Neighbourhood) 381 1935 411 778 289
Parks 11.02% 58.29% 17.32% 9.99% 3.37%
3 418 2211 657 379 128
Cemeteries 7.56% 32.53% 53.69% 4.29% 1.92%
4 287 1235 2038 163 73
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Roads, Streets and 4.03% 37.11% 12.46% 31.00% 15.41%
Pavements 153 1409 473 1177 585
Town Centres 8.35% 55.81% 13.22% 17.86% 4.77%
6 317 2119 502 678 181
Comments:
e ) dwark : =
mamtam::::vement cleaning clean r;?g;tss local €ars areas disgrace volunteers eraffic
eople ePine rubbish
parks P P roa weeds
pride lots roa d S tt rawtenstall et dirty
eft
pavements __ l " pothoies:
Lot Uneven rC]OUi:IC] d Og b] ns rossendale
paths civic LOWN poor park hasllngden stre oles cleanj rea centres

10. How satisfied are you with the Council’s waste and recycling collection service? (LGA)

Answer Choice
1  Very Satisfied
2 Satisfied
3 No Opinion
4  Dissatisfied
5  Very Dissatisfied

Response Percent
19.07%

56.31%
8.32%
11.77%
4.53%

Response Total
724

2138
316
447
172

Please state why are unsatisfied with the Council’s waste and recycling collection service:

h tipping residents
ouse

centre

. rubbish
haslingden . empt1ed b] n
weeks
general b fOOd
. live rown
time collections collected
lane times extra

11. Is fly-tipping an issue in your local area?

Answer Choice
1 Yes
2 No

collect reCYCl]ng garden missed

blns

items area

street
road

council
week

Response Percent
36.26%

63.74%

e How quickly is the fly-tipping removed once reported?

Answer Choice

Response Percent

bags

waste .-

r2y collection==""

year -
weekly
recycle
charge

streets

people
good

regularly

Response Total
1329

2336

Response Total
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1 1-2days 3.26% 43
2 2-5days 14.99% 198
3 Over5days 23.16% 306
4  I'mnot sure 58.59% 774

12. How safe do you feel during the day? (Local area, Bacup, Haslingden, Waterfoot, Rawtenstall,

Whitworth)
. Very . g . . . . g Very
Answer Choice Satisfied Satisfied No Opinion  Dissatisfied Dissatisfied
Local Area 31.44% 57.89% 5.08% 4.41% 1.18%
(neighbourhood) 1120 2062 181 157 42
Bacu 4.55% 22.74% 58.34% 10.80% 3.57%
2 P 162 809 2075 384 127
Haslineden 4.75% 30.51% 50.15% 11.27% 3.32%
3 8 169 1086 1785 401 118
Waterfoot 5.90% 29.96% 57.67% 4.95% 1.52%
4 210 1066 2052 176 54
21.62% 56.75% 18.03% 2.89% 0.70%
5 Rawtenstall
770 2021 642 103 25
Whitworth 6.32% 17.98% 71.06% 3.15% 1.49%
6 225 640 2529 112 53
Comments:
. antisocial children —
wen Dehaviour intimidating et ‘ cars“’alk group waterfoot yoanais

young

s:::l hangmg b a C u streets dealing “® d rug bikes 1© ot CaUsing

-~ haslingden 7~ " 1".." « Youths gangs““::f:

walking )
presence night 9aY rawtenstall lots anti

13. How safe do you feel after dark/at night? (Local area, Bacup, Haslingden, Waterfoot, Rawtenstall,

Whitworth)
Answer Choice Very Satisfied No Opinion  Dissatisfied Very
Satisfied P Dissatisfied
Local Area 14.94% 53.54% 11.54% 15.79% 4.19%
(neighbourhood) 532 1906 411 562 149
1.29% 8.97% 62.38% 18.16% 9.19%
2 Bacup

46 319 2219 646 327
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i 1.29% 12.87% 57.85% 19.28% 8.71%
3 Haslingden

46 458 2059 686 310
Waterfoot 1.57% 15.52% 66.18% 12.34% 4.39%
4 56 552 2354 439 156
Rawtenstall 7.59% 45.15% 33.17% 11.30% 2.78%
> 270 1606 1180 402 99
Whitworth 2.53% 12.06% 74.14% 8.10% 3.18%
6 90 429 2637 288 113
Comments:
poor local walk =
ack drugs rawtenstall o centre areas driving
area
intimidating bacu p po l] Ce lot grou ps Safe crime

lking ) ™Y young -
reence - youths night people o
o cars ¥ .
oy €€ hanging ...8aNngs drug dark haslingden

teenagers anti speeding causing dealing lots bikes unsafe waterfoot

14. How safe do you feel walking or cycling in your local area? (Within 20 minutes walking distance)

Answer Choice Response Percent Response Total

1  Very Safe 21.06% 749

2 Safe 54.23% 1929

3 No Opinion 13.44% 478

4  Unsafe 8.49% 302

5  Very Unsafe 2.78% 99

Comments:
path bikes . lack rawtenstall li speed path vehicles =

drue P cyclists l * police > dark

dog Parked y bike cyc l n g busy u nsafe time wa l k] n g local

areas

e mwalk o en"cycleroads g

dangerous n:lain feel S

mght . street d oor haslingden
pavement drivers l day traffl C lanes Ca rS ro a P lighting rea,sfms
park people driving

About Rossendale — The Council

15. Have you contacted the Council or requested a service in the last 6 months?

Answer Choice Response Percent Response Total
1 Yes 36.26% 1329
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2 No 63.74% 2336

e How did you last contact the Council or request a service? (in-person, telephone, email, social media,
letter, through a councillor, website/online, other)

Answer Choice Response Percent Response Total

1 InPerson 3.04% 37
2 Telephone 33.22% 404
3  Email 29.52% 359
4  Social Media 1.07% 13
5 Letter 0.41% 5

6  Through a Councillor 3.70% 45
7  Website/Online 26.40% 321
8  Other, please specify: 2.63% 32

e To what extent do you agree with following after contacting the Council: (the Council is easy to
contact, Council staff are friendly and polite, my enquiry and/or service request was dealt with in a
timely manner) (LGA)

Answer Choice Sa\t/iesmr‘:/e d Satisfied No Opinion Dissatisfied Diss\;i::fie d
The Council is easy to 11.98% 56.75% 7.06% 18.66% 5.55%
1 contact 95 450 56 148 44
Council staff are 17.15% 53.47% 20.68% 6.05% 2.65%
2 friendly and polite 136 424 164 48 21
My enquiry and/or
service request was 16.65% 41.11% 8.45% 18.41% 15.38%
3 dealt within a timely 132 326 67 146 122
manner
Comments:
passed . work . =
n:pn;:;ime house pho department onths occasions weeks told tree complaint rUbbCIZ:tacted week

ne
street emails tax - l response problem
trees .
person left i« reported C 0 u n C] 1ssue issues deal

g dea staff “* |

roa P
years waitin ; . . ; year
service 5 email " action planning fmes T esolved
answer received complained property website
e What service did you request?
Answer Choice Response Percent Response Total
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1  Council tax, business rates, benefits and revenues 11.72% 138
2 Waste services, cleansing, parks and open spaces 42.99% 506
3 Planning and building control 9.94% 117
4  Environmental health 8.67% 102
5  Housing 2.04% 24
6  Other 24.64% 290
Other:
. lane : . =
drain speeding repair house issue P
report . drains POt potholes planmn trees abandoned facilities
parks blocked waste 1SSUES services reporting
brown roa d S behaviour
removal k street l
lightin par ]ng contro
ST council Y pavement
ildi b] n tree social
building tipping collection repairs highways vehicles
access <" cemetery electoral multiole dangerous  onforcement safety

e How satisfied were you with the service you received?

Answer Choice Response Percent Response Total
1  Very Satisfied 23.02% 271
2 Satisfied 33.39% 393
3 No Opinion 9.18% 108
4  Dissatisfied 18.44% 217
5  Very Dissatisfied 15.97% 188

Please state why you were dissatisfied with the service you received:

pay
poor weeks . property .
reported  free tax service time

el L aeaPK  received respon se
years
T l ”g > issue coundci I

y email ‘
arkin receive
parking p an r" ng months
. work d bl _ requested
grass bins o rOa proptem action . complaint
o waiting ) lack ) phone 1ssues ‘ street ) concerns
building complained times stated emptied previous

16. If you were to contact the Council, what would be your preferred method? (In person, telephone,
email, social media, website/online, letter, through a Councillor)

Answer Choice Response Percent Response Total
1 InPerson 5.10% 171
2  Telephone 41.40% 1388
3  Email 36.12% 1211
4  Social Media 0.57% 19
5 Letter 1.04% 35
6  Through a Councillor 1.28% 43
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Website/Online 14.49%

486

17. How do you rate the following: (the Council’s website is easy to use; the Council website is

informative)

Answer Choice Strongly Agree No Opinion Disagree S?rongly
Agree Disagree
The Council’s website 4.15% 35.56% 47.94% 10.38% 1.97%
1 is easy to use 139 1192 1607 66
The Council’s website 3.22% 34.84% 53.31% 7.10% 1.52%
2 is informative 108 1168 1787 51
Comments:
_ l poor K specific ¢ l Iderl =
pay on“he personc e;as gcmdspe:ollectlon confusing rt info T T correct
service
hard navigate --
department We S l e waste
access ired
informative d .I ffll C u lt lec CO u n C.I l t]mes1ssue require
locate " ‘ people _ phone complicated numbers
internet links email work websites corme friendly clunky eeded missing
18. How informed do you feel about what the Council is doing? (LGA)

Answer Choice

Response Percent

Response Total

1  VeryInformed 2.36% 79
2 Informed 22.69% 760
3 No Opinion 32.67% 1094
4  Uninformed 33.50% 1122
5  Very Uninformed 8.78% 294
If you feel uniformed, please state why:
whitworth received planning =
roadworks money news read tax Public press lack dont email ) -
haslingden " residents info happening councillors
buy whats J media C loca e rossendale
free 02 0 u n ‘ : ] informe councillor
aware time hear idea feel |. receive )
socia wor
rawtenstall o mmunication website updates area plans post .
newsletter election leaflet told leaflets decisions

19. How do you find out what the Council is doing — select the three most used methods? (local radio,

council website, free press, social media, word of mouth, letter/email from councillor, I’'m unaware
of what the Council is doing, other) (LGA)
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Answer Choice Response Percent Response Total

1  Local radio 4.46% 149
2  Council website 19.14% 640
3 Free Press 18.01% 602
4  Social media 40.62% 1358
5  Word of mouth 35.09% 1173
6 Letter/email from Councillors 16.69% 558
7 I am unaware of what the Council is doing 37.03% 1238
8  Other 3.17% 106

Other, please specify:

email word

letters emails planning traffic search persen hear
edenfield councillor community groups updates
village :
‘ meetings people n 1 unaware
OCa
time
oogle outube
whiwortn o2 councillors Y
idea \etter . ~ hews leaflets . partnership
valley residents . rossendale association L media onal
party plans ._ press ¢ SOCIA ‘ occasiona
forum mouth P2 work radio church list interested

20. To what extent do you agree with the following: (The Council listens to the concerns and feedback
from local resident, The Council involves residents in its decision making) (LGA)

| |
Answer Choice SK;rnegey Agree No Opinion Disagree ;:::;Ifez
The Council listens to
the concerns and 1.11% 14.35% 47.97% 24.55% 12.02%
1 feedback from local 37 480 1604 821 402
residents
The Council involves
residents in its 1.35% 13.10% 47.41% 25.13% 13.01%
2 | reside , 45 438 1585 840 435
decision making
Comments:
. consultations —
traders community i street houses issues ool listened -
consultation decision opinion traffic fe€l . town
involved lannin road :
roney " residents e

sl
rossendale public people C 0 u n Cl l belt
building market local = opinions

area decisions dont
councillors yesr listen asked concerns rawtenstall plans 1M® roacs
haslingden . . . p .
reen whitworth edenfield housing feedback making
s meetings waterfoot
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21. Have you participated in any of the Council’s consultations within the last 6 months?

Answer Choice Response Percent Response Total
1 VYes 13.68% 455
2 No 86.32% 2871

What consultations have you participated in:

i —
application curve surveys project victoria issues land ban

i .
consultation plans local F0ad p la nNnin g bacup street improvements

regeneration m house

whitworth hiSlln den town a r ke t e applications
g watertoo o

gyratory hall redevelopment consultations

proposed :aster Cen tre
masterplan dogi:;?‘[c,pment building park edenfiEId pl‘an raWtenSta ll

whitaker

K poles

edgeside houses

meeting

remember telegraph proposals developments
22. What does the Council do well?
- : spaces cleaning .. Ppublic service roads =
opinion  rubbish gOOd council collections ollect gardens

street:::s refuse ) ° waSte e Nice
b,.n_;collectlonm
S

keeping pa r centres
community
civic ] centre loc raWte n Sta l l residents
events recycling spend clean money 1dea b] n
rossendale road unsure people streets
23. What could the Council do better?
businesses housing lights . repair valley =
towns l rawtenstall haslingden y potholes ) parks
clean sort public provide _
young . people pot l St bins iS5ues
pranning ro a ste management
green o 'd area streets
community facities  @ST1AEN tS money
holes M0 X traffic local wiing ™
maintenance improve counci
pavements street p work roadworks commumcatwn works
centre
24. What would make Rossendale a better place to live?
investment residents roadworks young events rossendale . improved =

public

council facilities improve
nastingcen AW EENSTALL . local o

. activities
houses o road ro a d S t raffl C Plece areas E:nae;chester

streets centres town . live eo le businesses housing
bac owns
centre Commur”ty valley ShOpS al pOllce area p p transport infrastructure

green behaviour places links building buildings congestion

25. Select three things you would want the Council to prioritise:
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Answer Choice

Response Percent Response Total

1 Continue to develop Rossendale's main town centres 53.07%
2  Deliver on growth plans to support local businesses 28.67%
3 Reduce the number of derelict buildings 48.57%
Work with schools, colleges and businesses to boost
4 . . 8 . 30.59%
employment skills and job opportunities
Reduce our carbon footprint through active travel
5 . . P g 9.70%
such as walking, cycling, etc.
Support local voluntary groups to improve
6 pp ' . y group p 22 76%
Rossendale's public spaces
7  Improve recycling rates across Rossendale 10.11%
Improve Rossendale's parks 14.19%
Tackle persistent fly-tipping and litter hotspots 25.23%
10 Increase the number of new homes 7.83%
Support residents to remain in their own homes
11 through adaptations programme and partnerships 17.62%
with health partners
12  Better access to health and wellbeing activities 26.39%
13  Improved leisure facilities 25.91%
14 Other (please specify): 16.34%
Other, please specify:
works pavements ¢
potholes rossendale green parking rawtenstall cen l:.]pport

encourage council hOUS'ing road

build ©OWN

work : .
. _social m
links shops frain area ] prove
congestion jnfrastructure  transport building
behaviour management money

roads traffic

1653
893
1513

953
302

709

315
442
786
244

549

822
807
509

whitworth =

residents improved
facilities

homes valley
buildings

local speeding
manchester

eople reduce sk

affordable
increase

houses businesses
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Appendix 2

ROSSENDALE

X BOROUGH
%Xf COUNCIL

Residents Survey 2024

We received 5,688 responses, 391% mor

than the 2023 Survey

e
»

This data has been compared to the 2021 Census data and the Local Government Association (LGA)
survey (June 2024) data to provide a national comparison.

Age Representation

PAUZE 2021 Census data.
‘ 2024 Respondents aged
Census
66% 4% however, those
54%
41%
o WARS 21% [l 199,
1% represented.
Aged 18-34 Aged 35-64 Aged 65+

Ethnicity

94% of respondents identified as White, while 4% identified
as from Black, Asian, or other Ethnic Minority backgrounds
(BAME), this aligning closer to the Census data.

98%
wrie
92%
2%
BAME 2023
0,
D% @ 2024
8% Census

The 2024 Survey more
closely aligns with the
18-34 has increase by

aged 35-64 and 65+
continue to be over-

Gender

The gender 20
representation
within the
response has
improved from 56% 49% 43%
2023 (33% Male,
65% Female).
‘ Female
Male

Borough Representation

24% of respondents
lived in the East of
Rossendale (Bacup and
Whitworth).

Haslingden (o] Bacup
EWCLEE]

74% of respondents
lived in the West of
Rossendale (Edenfield,
Haslingden,
Rawtenstall, and
Waterfoot).

Waterfoot

o
Edenfield Q
Whitworth

Promotion of the Survey

The survey was live throughout October 2024 and was promoted via social media, the Council’s
website, and local press. Posters with QR codes were displayed at key locations, emails and texts

were sent to registered voters, engagement activities targeted community groups, businesses, and
sixth form students, fieldworkers promoted the survey at supermarkets, and officers held weekly
drop-in sessions at Bacup, Haslingden, and Rawtenstall.
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ROSSENDALE
BOROUGH
COUNCIL

About Rossendale - The Place

Living in Rossendale Vibrant and Attractive
/ 77% of respondents were satisfied with Rossendale

Rossendale as a place to live.

2% above the LGA average |It

?
Rossendale S safety 9 out of 10 respondents rated Rawtenstall as vibrant and

attractive - making it Rossendale’s most highly rated town centre.

97% Of_ respondents e S alnhg) s Rossendale’s other town centres have seen an improvement in
dayamimeringiheiECAtaverage: the average attractiveness and vibrancy when compared to the

Improving by 3% from 2023 2023 survey.

77% of respondents felt safe after dark. _Bacup Haslingden Waterfoot Whitworth

. improving improving improving improving
Improving by 6% from 2023 by y y y
7% 4% 5% 7%

Rossendale’s Facilities

Walks and Cycle Routes, and Parks and Gardens were the highest-rated facilities, with Sports and Leisure 2023
Facilities seeing the most improvement. Activities for Young People remains the least satisfactory. ‘ 2024

Overall facilities improving by 8% from 2023

0 80% 84% 80% 85%
24%

Community Parks and Sports and Walks and Activities for Places to
Events and Gardens Leisure Cycle Routes Young People Visit Parklng
Festivals Facilities

Improving Rossendale

We asked how we could improve Rossendale, here were the main suggestions ....

Improve parking in town centres, Increase police presence to
ﬁ and reduce the number of empty deal with anti-social

shops and takeaways behaviour

Increase the provision for Improve the quality of

young people and improve our our roads and reduce

leisure facilities traffic




ROSSENDALE
BOROUGH
COUNCIL

About Rossendale - The
Environment

Cleanliness of Rossendale Rossendale’s
53% 74% of respondents were Roads
Town satisfied with the cleanliness
Centres of Rossendale’s town centres . of respondents were
d 69% were satisfied with ~ ofi ;
749 o, an .\ satisfied with the
. 3 /° the cleanliness of their local 4700‘

: . cleanliness of
45% area, both improving when Rossendale’s roads.
compared to 2022 and 2023

Local ' The level of satisfaction is potentially
Area unreliable as additional comments
69% 4°/o 2022 ‘ 2023 2024 relate to potholes and traffic rather
than cleanliness.

’ -
Rossendale’s Parks Rossendale’s Operational
Services
. . ’ of respondents were satisfied with Rossendale’s
60% 79% 83% 86% 829,  waste and recycling collection service, 3% lower than
. the LGA average.
2022 2023 2024 64% of respondents felt fly-tipping was not an issue
- , in their local area. o
83% of respondents were satisfied with the ) 0 64%
cleanliness of Rossendale’s parks. Improving by 35% ﬂ
. 14%
Improving by 5% from 2023 from 2023 .
2022 2023 2024
N
®- I ing R dale’
ad) O mproving Rossendale’s

Environment

We asked how we could improve Rossendale’s cleanliness and
environment, here were the main suggestions ...

Reduce the amount litter and
dog faeces on pavements

Improve the quality of
pavements and roads




ROSSENDALE
BOROUGH
COUNCIL

— 35% of respondents had
AbO“t Us - The counCII con:acted the Council in

the last 6 months.

The Council’s Customer Contacting the Council

Service
__ : 33% 30% 26%
62% of respondents were satisfied with
/ the service they received when dealing

with the Council. Telephone Email Website  Other*

*Social media, letter, in-person, or through a Councillor
The council tax, business rates, and benefits
and revenues service had the highest level
of satisfaction, with 72% of users satisfied
with their service.

33% of respondents contacted the Council via telephone,
30% by email, and 26% by the website.

3 out of 4 respondents felt the Council was easy to contact.

The Council’s Website /i\ Improving by 8% from

2023
 |82% ‘76% : -~

’ of respondents felt the Council’s staff were
89Y%, friendly and. polite. .
Improving by 3% from 2023

of respondents felt the of respondents felt the
Council’'s website was Council’s website was
informative. easy to use.

2022

@ 2023
Engaging with the 37%41% 42%36% 2024

i 3% (kYA 14% 14% o
Council

Telephone Email Website Other*

*Social media, letter, in-person, or through a Councillor

52%
5 - 41% of respondents would prefer to contact the Council via
25% telephone, 36% by email, and 14% via the Council’s
2023 2024 LGA website.
37% of respondents felt informed about the Council’s
activities.

Improving by 12% from 2023

~ of respondents find out what the Council is
‘ doing via social media, this improving by
()
65%,  18% from 202.

27% above the LGA
average




ROSSENDALE
BOROUGH
COUNCIL

About Us - Our Service

Engaging with Residents

The Coungilllistens to the The Cou.nc.il invol\'/e's 30% of respondents felt the Council listens to the
concerns and feedback from residents in its decision concerns and feedback from local residents
local residents making . '
Improving by 10% from 2023
80% 70% 27% of respondents felt they were involved in the
Council’s decision making process.
Improving by 6% from 2023
20% 20% 21% 27% Agree I
Council Services Council Priorities
We asked what the Council does well, here were the main We asked respondents to select three areas for the
suggestions ... Council to prioritise over the next 4 years, here were
the 3 main suggestions ...
@ @ ‘ i | Continue to develop Rossendale’s main
RMAE  town centres
Waste and Maintenance of Regeneration in
recycling collection parks Rawtenstall

Reduce the number of derelict buildings
We asked what the Council could do better, here were the

main suggestions ...
2,

Work with schools, colleges, and
businesses to boost employment skills
and job opportunities

&

Quality of roads and Rossendale’s Two-way
maintenance of infrastructure and communication
potholes traffic management with residents

We plan to undertake our Residents Survey on an annual basis. The
feedback provided by our residents will be used to develop our priorities.

Residents
Survey 2024
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