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We spent the money
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Q Generally speaking do you think that Britain as a place to live is
getting better or worse or is it staying the same?

% better % worse

July 1998 24 40
May 2007 14 60

Base: 2,019 British adults, 9 May-5 June 2008
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Britain as a
whole IS In
economic
decline...
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Ipsos MORI Economic Optimism Index

Q Do you think that the general economic condition of the

country will improve, stay the same or get worse over

o the next 12 months?
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But little change in personal expectations?

Looking at your personal circumstances in the coming years, would you
say that you think they will improve, stay the same or get worse?

36

® Improve

m Stay the
same

B Get worse

1999 2008

Base: 2,019 British adults,
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Patient satisfaction at all time high!

% Satisfied

GPs 87%
90% -
atients 86%
80% -
Inpatients 79%*
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60% - I\/
NHS overall
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Ipsos MORI * Small base size means comparison of E
Base: English adults aged 16+ (c.1,000 per wave) figures and trends is indicative only



But 56%
believe NHS iIs
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L ook at crime

Ipsos MORI



Only just usurped by market storms

Q What do you see as the main/other important issues
facing Britain today?
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More worried than most places....

Q. Which three of the following eleven topics do you find the most worrying in
your country? — Crime and violence

Great Britain
France

Italy

Spain

USA

Germany

Average

ipsos MORI

% most cause for concern

43%

40%

40%

31%

27%

21%

31%




And spend more than any OECD country on it

United Kingdopiln'’ > » />
USA

Spain
Netherlands
Belgium
Germany
Iceland
Finland
Ireland
Austria
Sweden
France
Norway
Luxembourg
Denmark
Poland
Korea

% GDP

2.5
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...and confidence in the government has collapsed...

% confident /

crime incidents —— Crime Spending £ crime
index -a- Confidence in govt to crack down on crime % spending
—+— Crime Incidents Index
90 - g6 - £35bn
80 -
- £30bn
70 - £29.9
63%
60 - - £25bn
4 A/g8
=0 - £20bn
£20.2
40 -
- £15bn
30 -
27%
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Sources: Ipsos MORI International Social Trends Monitor/Delivery Index (average percentage over year); HM Treasury, HM Treasury
(2007) Public Expenditure Statistical Analyses 2007 Crown Cop(}/right; Nicholas, S., Kershaw, C. and Walker, A. (2007) Crime in
England and Wales 2006/07 Home Office Statistical Bulletin 2"® Edition, Crown Copyright [Index is against number of crimes 1995]



But falls in concern about specific crimes....

% very
worried

30 1

—-Burglary = -®Carcrime -4 Violent crime
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Government
1S to blame



Voting intention and confidence in crime reduction

% vc;ting —\Voting - party in power — Confidence - govt & crime
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Real suspicion about statistics...

% Disagree % Agree

Figures are 31
generally accurate

Figures are
produced without [K¥! 17
Interference

Government uses
figures honestly Sl 14

Bé%seqs&ﬂ% Residents, ONS Omnibus 2005, from ONS report on trust in official statistics E




Many “facts” are not believed

Q. Iam now going to read out a number of statements about how Britain’s
public services have changed over the last few years. For each one | would
like you to tell me whether you think it is true or false. o, /e

Violent crime is rising [ ENEGTGTNNGGG C 3
Asylum applications are higher now than5yearsagol L 180%
Truancy levels are the highest ever ] 68%
/e 58%
/e 153%
/4%
O 146%

Average waiting times for NHS surgery have increased
Fewer people die from cancer and heart disease

More money is being invested in public transport
Patients have more choice about their treatment and care

Police numbers are the highest ever _43%

Getting a GP appointment is quicker [ 139%
Asylum applications have fallen dramatically in the last 12 months L 28%
There are thousands more doctors & nurses working inthe NHS [ ] 27%
There are more train services _ 27%
Burglary has been cut by 40% B 06%

There are stricter penalties for persistent offenders [N 24 %
There are thousands more teachers L 122%

Crime is falling | NN 20%

Ipsos MORI Source: Ipsos MORI, 2005 E



Local and
personal
optimism,
national and
collective
pessimism
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The local versus national perception gap

Q. Overall, how confident are you about the way crime is dealt with...?

Ver Fairly Not very Not ,
con¥ident confident L] confident Cﬁnfldent at [ Don’t know
a
In the area where you In England and Wales
live

2% 1%
16% | 10% 0
20% y

+14% net -22% net
| confident confident

£ (170

41%
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The gap In the NHS

Q To what extent, if at all, do you agree or disagree with the following
statements?

.. ) % Disagree % Agree
| am satisfied with the > ~1Say ° 1J

way the Government (-36)
IS doing its job overall*
The government has
the right policies for _ (-10)
the NHS
The NHS is providing
nationally
oo,

My local NHS is providing
me with a good service

| was satisfied with
my last visit to
hospital

BadBRIME&ondents (1,031)




National Issues — Immigration Control

Q: Which three of the following topics do you find the most worrying in
your country? — Immigration Control

UK I, 6%
Spain . 40%
us - =

ray -z

Australia _ 21%

Canada N 17%

France D 13%

Netherlands I 12%

Sweden I 11%

Germany I 8%

Poland l1%

South Korea Il%
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Immigration a problem?

Q5 Overall how much of a problem, if at all, do you think is
immigration in Britain at the moment?
Q6 How much of a problem, if at all, is it in your local area?

I Not a [INotavery [A fairly ] A very bigll| Don’t know/
problem at big problem big problem Nno opinion
all o problem

In Britain In your area

Veryl/fairly big problem:
Britain:76%

Local area:18%

Ipsos MORI




The media are
to b‘l_a_mm__e___
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Why do people think there is more crime?

Q. What makes you think that there is more crime than two years ago?

v | 579
eaara tead i R 48
newspapers 48%
Experience of people | _24%

Know

Personal experience I 20%

Radic — 1

Feel generally less safe [N 12%

Teenagers hanging around [ 7%

Internet B 3%
More police on the streets | 1%

Other I 5%

Don’t know 1%

lpscs NORI E



Media Impact on Fear of Crime in London

Drug cops shut down super club
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Media Impact on Fear of Crime in London

Drug cops shut down super club
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New Issues
emerge that you
cannot always
plan for...
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Issues Facing Britain: Terrorism/Defence

Q. What do you see as the main/other important issues facing Britain
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Huge Impact on Quality of Life

B Metropolitan A County
[] unitary @ London Borough

ney _
Wakefield

" Torbay Brighton & Hove

B Somerset

A Bournemouth

Richmond
upon Thames

Rutland Clt‘y of London

75 85 95
led with their local area as a place to live (BVPI 2006)
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SO are our
communications.....
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Familiarity vs. perceived effectiveness

% Familiarity

80

60

40

20

) Police
I Court
|
.Prisons
Probation Service _ _
i Crown Prosecution Service
]
Youth Offending Teams
2.4 2.6 2.8 3.0 3.2 3.4 3.6
Perceived Effectiveness (mean score)

ip3os WiORI



SO are our own
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If police won't speak up for the CJS, who will?~

Q. Which of these phrases best describes the way you would speak about the
Criminal Justice System as a whole?

B % Be critical ] % Speak highly

+% Net
Crown court _ +5
Magistrates’ courts _ -9
Poice A 10 39

ip3gs WiORlI . : :
Basg: i?\?a'\“;'edjlz All staff within CJS agencies (2,402). Fieldwork: 1st June — 12th July 2006 E



Medical professionals and the NHS

Critical Favourable

Practice nurses

Hospitl nurses =

NHS senior clinical managers
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Perceptions
can run counter
to the facts
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Issues facing Britain when it comes to crime

Q What would you say the three most important issues facing Britain today
when it comes to crime?

Sentences are too lenient/ N 26%
There are too many criminals/too much e

crime 18%

Too much anti-social behaviour P 17%

Too many crimes involving young peopl N 15%

Too much drug taking N 15%

Should be more police/more visible polidER 14%

Too much violence P 11%

Criminals are going free/ not caught fas— 10%

enough

Too much gun crime
Higher crime in some (deprived) areas [ 6%0

Terrorism I 6%

ipsus MIGRi E




Some Perception Targets

= Healthy Life Expectancy at 65 - this is based on
self perception of whether the individual has
been healthy for the last 12 months

= Satisfaction with home and neighbourhood -
this is based on perceptions of home and area
amongst those over 65

* The support that people receive to live at home
- this Is based on perceptions of people of all
ages of support provided in their areas

Ipsos MORI



What change are you expecting?

Q How satisfied are you with this area as a
place to live? | o H
% very/fairly satisfied change
2002 60%
NDC AREAS 2004 66% 11
71%
National 00/01 87%
National 02/03 86% O
National 05/06 87%
0 R e 1255 (00157022009 g



Danes happier, Britain not changing

Denmark

Britain

Belgium

10 -
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Very satisfied with their lives — Europe 1973-2006



Need to understand the drivers of your PSA

46% of

variation in

satisfaction
with area
explained

Ipsos MORI



Possible cohort and
other effects on healthy
old age self assessment

Ipsos MORI K



What drives views of
local government
services?

Ipsos MORI



Real progress on a visible service

70 -

Satisfaction with cleaning!!!!!!
64
60 - National
50 A
40 | | |
2003 2004 2005 2006

Year surveyed
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General rises In satisfaction/CPA scores

= Satisfaction with cleanliness - average up from 54.4% to
63.5%

= Satisfaction with recycling facilities - average up 4.8%

= Satisfaction with local tips - slight average increase

= Satisfaction with public transport - average up from 54% to
60%

= Satisfaction with sports and leisure facilities - increase of
2.4%

= Satisfaction with libraries - increase of 4.5%

= Satisfaction with parks and open spaces - increase of 2%

= Major increases In performance according to
the Audit Commission

Ipsos MORI E



Falling satisfaction with councils

Q How satisfied or dissatisfied are you with the
way your local council runs things?

65 -

62

60 -

Average 56 Districts

55 — 55

o4

1)

London
Boroughs 51
50 | | 50
2000 2001 2002 2003 2004 2005 2006

Year surveyed
Ipsos MORI E



But what are the drivers of Reputation? Different

than what CPA measures...

Greatest drivers of Perceived quality of
overall satisfaction services overall

Perceived VFM

Media
coverage/mood

Neaker drivers
of overall
satisfaction

Positive experiences
of contact with staff

H2aVa IVIVIn M




Communications has major effect

Satisfaction with council (%) Correlation -0.75

80 r Kensington & M City of London
Bl Chelsea

Westminster L] L

50

40 r

| Bedfordshir
O Oldham®

30 1 1 1 1 1 |
20 30 40 50 60 70 80

Feel informed by Council about Services and Benefits it provides (%)
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Some drivers of perceptions and PSAs...

= Media coverage/effects
= Political effects — government of the day

= Staff advocacy effects — engagement challenge, irrespective of
services

= Direct communication effects — esp where less direct experience
= Miss-estimation bias — teenage pregnancy

= Local v national estimates

= Cohort effects — Meldrew generation

= Exogenous factors — ethnic fractionalisation, migration

= “Signal” events/services effects — knife crime

= Expectations changing — but don’t over-play

Measurement bias/accuracy

Ipsos MORI



= Many PSAs are heavily influenced by factors

outside De

= Crime leve
services al

partmental control

s, economy, local govt environmental

have major impact on local quality of

life — PSAS often inter-related

= Assume central government gets only blame for
poor services, little gratitude for improved services

= Be careful what you promise, or at least what you

are held to

account for

= | ocal, user, recent!

Ipsos MORI



Thank you

ben.page@ipsos.com
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