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We've spent the money...
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What do you see as the most/other important issues facing Britain
today?
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We strived for delivery
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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

May 2007

June 2008

Base: 2,019 British adults, 9 May-5 June 2008



Dramatic growth in use of research sincel990’s due to
long term trends:
— Reform and reshaping of government and public services

— Privatisation and out-sourcing

— Growth of “Evidence-based policy making” — evaluation,
Investment in social policy

— Greater consultation and user focus in public services —
related to declining electoral legitimacy, calls for greater
accountabillity, rising expectations of services

— Growth of performance management and target setting in
the public sector — user perception becomes a key
measure for assessment




To what extent do you agree or disagree that British society Is
broken? Don’t know

Strongly disagree

Strongly agree

Agree
Tend to disagree
18-34 63%
35-54 61%
Neither 5ot 64%
ABC1 61%
C2DE 65%
Tend to agree
Base: 1,017 British adults 18+, 12-14 September 2008 Source: Ipsos MORI Political Monitor
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There should always be limits on what is spent on the NHS...

Don’'t know

Agree

Disagree

31% strongly d
with limits on NHS spé

Base: British public, 18+ (1,001) 12-17 January 2006



... and little concern about value for money
The NHS should provide the

most effective drugs and
treatments provided they
represent good value for
money

The NHS should
provide the most
effective drugs and
treatments no matter
what they cost

Base: British public, 18+ (1,001) 12-17 January 2006

The NHS should
provide all drugs
and treatments
no matter what
they cost

12% expect NHS to
provide drugs no
matter what they cost







And now taking everything into account, how satisfied or dissatisfied are
you with the way your local council/municipal authority/local government

runs things?

m % Satisfied m % Dissatisfied
Canada 48 |1 20 |
India .48 |1 27 |
Australia . 40 1 19 |
Belgium 45 | 21
The Netherlands . 44 1 17
The US 44 1 21 |
France 44 | 20
Czech Republic 40 1 23 |
Great Britain 39 1 24 |

Germany
Sweden
Turkey
ltaly
Poland
Hungary
Argentina
Spain
Mexico
Russia
Brazil
Japan

South Korea

Base: ¢.1,000 residents in each country Source: Ipsos Global @dvisor @



% Satisfied with local area

90%

80%

70%

60%

50%

40%

30%

The Netherlands€p Canada
’Australia

0%

Germany gyGreat Britain ndia
q 4 The US
_ Sweden
@ Mexico Zsoch
Republic g _
- Brazil ¢ - gium
Turkey @ France
i @ italy ,
_ Q Russia R? = 0.5813
Japan @ Hungary
¢ South Korea
5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

% Satisfied with local/municipal government

Base: ¢.1,000 residents in each country Source: Ipsos Global @dvisor M






50%

45%

40%

35%

30%

25%

20%

15% |

10% [

5%

% Satisfied with local/municipal goverment

0%

€ India

All R = 0.001

@ Japan

€ South Korea

@ Argentina

@ Brazil

Q Mexico

20%

30% 40% 50%

% Influence decisions

Base: ¢.1,000 residents in each country

70%

Source: Ipsos Global @dvisor

80%



50%

45%

40%

35%

30%

25%

20%

15%

10%

5%

% Satisfied with local or municipal government

0%

All R =0.23

€ Japan
¢ South
Korea
1 2 3 4 5 6 8 9 10
High level of corruption CPI score Low level of corruption

Source: Transparency International, Corruption Perceptions Index 2009
http://transparency.org/policy research/surveys indices/cpi/2009/cpi 2009 table

»



Broad-7|§% _

65% -

Satisfaction
(@)
(@]
N
|

N

a1

X
|

35% A

25%
25% 35% 45% 55% 65%
Informed

Base: All valid responses, 131 local authorities, Place Survey 2008 Source: Ipsos MORI



80%

70%

60%

50%

30%

% Important in making somewhere a good place
to live

20%

40% |

€ Britain
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Base: ¢.23,000 online citizens, November 2009 — January 2010 Source: Ipsos Global @dvisor @
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Do you think that the new government will be a good thing or a bad
thing... m %Bad thing m % Good thing

...for the UK?

...for you personally?

Source: Ipsos MORI/News of the World

Base: 1,023 British adults 18+, 121"-13th May 2010
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Please tell me to what extent you agree or disagree with the
following statement.

B Strongly agree ® Tend to agree M Tend to disagree B Strongly disagree

19% (8%

In recent years government
and public services have tried
to do too much, and people
should take more responsibility
for their own lives

BUT...

| am worried that government
and public services will do too

little to help people in the
years ahead

Base: 1,002 adults in Great Britain aged 16+. Split sample between the two statements.

Fieldwork dates: 13-19 May 2010 Source: Ipsos MORI




To what extent do you agree or disagree with each of the following
statements about public services in Britain?

M % Agree B % Disagree

Making public services more

efficient can save enough money

to help cut government spending, 64 26
without damaging services the

public receive

There is a real need to cut

spending on public services in 43 44
order to pay off the very high

national debt we now have

Base: 1,041 British adults aged 16-64, 4-7



There is a real need to cut spending on public services in order to pay off
the very high national debt we now have
60 -

% of respondents

55

50

Agree
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Base: ¢.1000 respondents aged 16+ in England and Wales.
Fieldwork dates: Jun 09 — April 10
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Source: Ipsos MORI






Please read each pair of statements and decide which comes closest to your

own opinion

A. The experts who
provide and manage
public services
know best — they
should find out what
we think and get on
with it

m 1-agree much more with A
m2
m3
m 4
m5-agree much more with B

Base: 2,019 British adults, fieldwork dates 9" May — 17t June

B. The general
public should
be much more
actively
involved in
shaping public
services,
through for
example people
deciding on
priorities



If neighbourhoods take more responsibility for addressing crime and
anti-social behaviour (such as through reporting crime or monitoring
community CCTV), they should be given more control over police

resources

W % Strongly disagree ® % Tend to disagree
® % Don®know/Not stated ¥ % Tend to agree
m 9% Strongly agree
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Please read each pair of statements and decide which comes closest to your

own opinion

A. Standards of
public services
should be the same
everywhere in
Britain

m1-agree much more with A
m2
m3
m 4
m5-agree much more with B

I

Base: 2,019 British adults, fieldwork dates 9" May — 17t June

B. The people
who live in
different parts
of Britain
should be able
to decide for
themselves
what standard
of public
services
should be
provided in
their area
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Please can you tell me which of these statements comes

closest to your own opinion: |
People should be able to decide for

m ...should be the same m themselves how ... is provided in
everywhere in Britain their area

The health
service

Recycling

Base: 1,002 adults in Great Britain aged 16+. Fieldwork dates: 13-19 May 2010 Source: Ipsos MORI
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Please read each pair of statements and decide which comes
closest to your own opinion

O O
Agree much

more with B

People should be The state should
responsible for take responsibility
making their own for the public®
decisions about health and welfare -
their health and 20 28 30 13 |7 it must protect
welfare - itis no people from making
business of the mistakes they will
state to interfere regret later

Base: 2,019 British adults, 9 May-5 June 2008

Agree much
more with A
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Please read each pair of statements and decide which comes
closest to your own opinion

Agree much Agree much
more with A more with B
_ O O O O

It is the The
government@® government
responsibility to should not
influence get involved
people@ 22 30 18 20BN With
behaviour to interfering
encourage in people@
healthy lifestyles
lifestyles

Base: 2,019 British adults, 9 May-5 June 2008
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Q How strongly do you agree or disagree that....

l % Strongly B %Tendto B %Tendto [P % Strongly agree
disagree disagree agree

“The Govt should do
more to protect people
by passing laws that
ban dangerous
activities”

61%
agree

“The Govt does not
trust ordinary people to
make their own
decisions about
dangerous activities”

62%
agree

Base: 1,015 GB adults aged 16+ Source: Ipsos MORI






Q

% agree

Do you agree or disagree that you can influence decisions affecting your

local area?

100%

80%

60%

A4

40%

20%

—=—| ocal area

Going to take seismic shift
for people to even notice...

Four in ten heard of Big Society —
and many of these do know 39
roughly what it is about...

0%
2001

2003 2005 2007/08 2008/09

Base: All valid responses from core sample in England (~8,000 surveyed per wave)
Source: Citizenship Survey @
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In principle, would you support or oppose extending Community Partnerships to
other parts of the Borough?

And would you personally be interested in getting involved?

Support Involvement

Don’t know/no Don’'t know
opinion

Depends
No, oppose

Yes,
support

Base: All residents (1,021) Base: All resps who support the idea (835)
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Q

Levels of involvement/interest in involvement in local services
I Already involved (4%)

BUT still 1.5m people I Want active involvement (5%)

And 7.2m people ZZWZ Want more of a say

Don’t care

Base: 1,896 GB adults, 18+. Sept 2008. Source: Ipsos MORI M










Sundhed.dk in Denmark
empowers patients by
giving them access to

Integrated health services
on-line
Prevents 900,000
consultations with GPs per
year. Moving prescription
services online alone saves
€12 million a year



Sundhed.dk in Denmark
empowers patients by
giving them access to

Integrated health services
on-line
Prevents 900,000
consultations with GPs per
year. Moving prescription
services online alone saves
€12 million a year






38 I <

Q Which, if any, of the following would you be prepared to do online?
Q And which have you actually done online?

® % Prepared to do ® % Have done

Find details of local doctors and dentists _ 81
40

Finding out what public services are [ 76
spending money on [N 14

Register to vote [, 72
B 16

B /0
I 24

Pay your local council tax bill or a parking

fine
Make a complaint N 67
B 02
I 51
Report a crime || 2
Base: 1,002 adults in Great Britain aged 16+. Fieldwork dates: 13-19 May 2010 Source: Ipsos MORI









Which of these, if any, do you personally use?
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Base: circa 2,000 interviews per wave until January 2010, c.1,000 thereafter Source: Ipsos MORI Technology Tracker






Contacting the Council in the Future — 2002 projection

30 / Telephone

Internet/E-malill

60

40
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Written

20

Source MORI Benchmarking Network K
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Q How was your last contact with the council made?
80 — Phone — Face-to-face — Email — Written
70 _ \
60
50
%40
30
. /\ o
12 _ _

2002 2003 2004 2005 2006

Base: All residents who have contacted their council, Ipsos MORI face-to-face benchmarking data

2007 2008/09

Source: Ipsos MORI









Employee advocacy Residents’ satisfaction

of the Council with the Council
B % Would speak highly W % Satisfied
B % Would speak critically M % Dissatisfied

= =

I

46

26

39

2004 2005 2007 2009 2003/04  2006/07  2008/09

Base: 1,961 Council employees: 26™ January — 6" March 2009 M
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Which of these phrases best describes the way you would speak
about the NHS as a whole?

0 L 0 :
B % Be critical [ % Speak highly 0% Net

Hospital nurses

Very strong relationship between staff advocacy and reputation




% very satisfied with job factors/strongly agree
M Excellent & Good Fair M Weak M Poor

61%
59%

Opportunity
to show
Initiative

62%

Input into job
plans

Base: 1500 staff interviewed by phone s



% very satisfied with job factors/strongly agree
M Excellent & Good Fair M Weak

Understand
organisation’s
overall
objectives

Base: 1500 staff interviewed by phone

M Poor

64%
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% Disagree

Senior management have a clear vision

of where the organisation is going

30% 31%
28%

Excellent Good Fair Weak Poor

Base: All respondents (1,500). Fieldwork: 12t — 27t May 2005 @



Some drivers of perceptions...

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






Reality is there have been significant improvements in
public services — but not reflected in opinion: less
Important than outputs?

Focus on recent, local user experience...

Huge issue about how one releases social capital: new
approach/mobilise untapped potential — but will never be for
everyone and will always need communications alongside

Communication emphasis changing — focus on vfm, new
channels and letting go, to frontline staff and citizens

But a lot remains consistent — have a clear narrative, know
what you want to be famous for — even harder when
austerity bites...
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Now thinking about our economic situation, how would you describe the current economic situation in [insert countryl?Os it very good, somewhat good, somewhat bad or very badm



