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Background
A Highways Customer Satisfaction surveys is sent out annually to all parishes, town councils and 
elected members every autumn. The results of the survey are used to help direct improvements in 
the service and are part of the key performance indicators within the highways term maintenance 
contract.  The 2016 survey was delayed following a motion at full council which asked scrutiny to 
review the survey.  Environment and Communities Scrutiny members considered the motion to Full 
Council on 29th June 2016 on Highways Satisfaction Levels and supported the proposal to 
commission a review of Highways Customer Satisfaction Surveys.  

Officers updated members in November 2016 and members agreed the recommended changes to 
the survey. The changes included rewording some of the questions, moving the survey to an ‘on-
line’ version, extending the survey to community groups in Gloucester and Cheltenham and offering 
a week’s lengthsmen time as a prize draw to encourage a better response rate.  Surveys were 
intended to be sent out in spring 2017 but were further delayed due to problems with developing the 
on-line version and then conflicts with the election purdah periods.  

Surveys were sent out in June 2017 with an end of July completion date.  A copy of the full results 
are attached to this report.

Responses
Despite offering a chance to win a week’s lengthsmen service, responses from parishes and town 
councils dropped compared to previous years.  The surveys were also circulated to community 
groups in Gloucester City and Cheltenham Borough for the first time but with very limited returns.  
Member response rates were also down but this could be attributed to a significant number of new 
members following the May election.

Response Rates June 2017 November 2015

Parish & Town Council 74 (28%) 107 (40%)

Community Groups 6 NA

Members 16 (30%) 23 (43%)

Highlights of results
In order to allow finer interpretation of the results and direct correlation to specific areas of the 
service a number of questions were changed which means that direct comparisons for some 
questions with previous year results are not possible.  However some of the key questions have 
remained consistent and allow for comparison data.

Key question:  Overall how would you rate Amey Highways Gloucestershire on the 
service(s) it has provided in your parish/town/community?
Parish/Town Council June 2017 November 2015
Very Good 7.04% 2.20%
Good 26.76% 15.38%
Average 30.99% 29.67%
Poor 23.94% 26.37%
Very Poor 11.27% 26.37%



Community Groups June 2017 November 2015
Very Good 0.00% NA
Good 33.33%
Average 16.67%
Poor 33.33%
Very Poor 0.00%

Members June 2017 November 2015
Very Good 12.50% 4.76%
Good 18.75% 23.81%
Average 50.00% 42.86%
Poor 18.75% 19.05%
Very Poor 0.00% 9.52%

Key Question:  How satisfied were you with the professionalism of staff?
Members June 2017 November 2015

Very satisfied 12.50% 15.4%

Satisfied 43.75% 32.7%

Neither satisfied or dissatisfied 25.00% 26.9%

Dissatisfied 6.25% 11.5%

Very dissatisfied 0.00% 13.5%

Key Question:  For Road Repairs: How was the quality of the completed work?
Member June 2017 November 2015
Very Good 6.25% 0%
Good 56.25% 55%
Average 12.50% 25%
Poor 25.00% 10%
Very Poor 0.00% 10%

Question 20:  For Lengthsmen: How was the quality of the completed work?
Parish

Very Good 5.63%
Good 19.72%
Average 12.68%
Poor 1.41%
Very Poor 0.00%

Member
Very Good 31.25%
Good 31.25%
Average 6.25%
Poor 12.50%
Very Poor 6.25%



Conclusion
Across all of the surveys there has been a significant improvement in customer satisfaction 
compared to the 2015 results.  This is most evident in the reduced Poor or Very Poor response 
rates.  The recommendation would be to repeat the surveys in late autumn 2017 so that future year 
results are aligned with an autumn time table.  There may need to be some revisions to the 
questions in order to simplify the responses.  Officers will review the questions and prepare the on 
line surveys over the coming months.
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