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Summary - findings from the data:
Environment we are in _—

High service demand

* The council is facing high service demand suggested by the
demography trend, high level of poverty and the cost of living crisis. A
study suggests that households finances will remain squeezed in 2023/24.
Policy is supporting poorer, but not all Boorer households will get cost of
living' payments, including the poorest 20%.

Demand for various channels

* In 2021, 92% of the borough households had the internet at home,
which is on aPar with the national level. However, it is known that a small
proportion of adults (14% nationally) do not use the Internet.

* Research identified background of those who are unlikely to use the
Internet. They include: early education leavers, many children in a house,
65+ year old and low-income background.

The best of London
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Summary - findings from the data: -,
Council services ——

Inconsistent customer experience

* Mid pandemic residents survey in 2021 shows:
o 73% thought the council has staff who are friendly and polite.
o 66% - the council is doing a good job
o 59% - the council is difficult to get through to on the phone
o 44% - the council responds quickly when asked for help

» Users of some services responded to these questions slightly positively or negatively. Customer experience of different
council services may be inconsistent.

Collection of customer feedback
Some services collected customer feedback on customer experience.

e Children and Family Centres user feedback 2022
o Overall, the users found they felt welcomed at the centres. Most users were satisfied with the services.
o 75% of the respondents found the centres’ communications and publications accessible.

* Personal Social Services Adult Social Care Survey 2021/22
o Over 85% of the users were satisfied with the services.
o 65% of the respondents found that the way they were helped and treated made them think and feel better about themselves
o About 45% of the respondents found finding information and advice were generally easy. 33% have never tried to find info.

* |dea Store Learning
o Vast majority (97-98%) of Idea Store learners were satisfied with the courses they undertook in 2021/22

The best of London
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Summary - findings from the data: -,
Council services ——

Channels — Call centre, Residents Hub and Digital access

* The most popular themes of Residents Hub visitors was Housin&&SQ%),_followed by Council Tax (20%),
Housing benefit (8%) and Welfare benefits (6%). In Mar-Dec 2022, Residents Hub received 6,779 visits.

* The council website had over 1million visits in July-Sept 2022. The website is seen more accessible than the
Local Government benchmark. The council aims to use Plain English more on the website.

* The number of Beople who registered to use online forms steadily increased ever%/ quarter from January till
September 2022. 95% of bulky waste requests were made online in July-Sept 2022.

. 'zl'ggzcouncil received over 9,000 social media requests at every quarter between January and September

Top 3 most contacted services by service users

« Parking, Council Tax and Waste service

Rooms for improvement

* Reduce waiting time to respond to phone calls and emails sent by service users
* Rewarding staff based on customer satisfaction performance

« Share customer experience performance with key external stakeholders

* Involve customers in the development of new services.

The best of London
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About the borough: Census 2021
results
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Tower Hamlets had the fastest growing )
population in England and Wales

Tower Hamlets, 2021 Census,

TDWER HAMLETS

« As of Census Day on 21 March 2021, the population of Tower Hamlets was 2011 Census and Mid 2020
310,300%, which was an increase of 56,200 or 22% since 2011. Estimate
350,000 331,969

« This was the fastest growing population of any local authority area in

310,300
England and Wales. The population grew by 6.6% in England and Wales 300,000
during this period. -
* In the same period, Dartford had 20% increase; Bedford, Barking and 250.000

Dagenham, Cambridge and Peterborough had 18% increase. I

200,000

*2021 first release data is rounded to nearest 100 150,000

Census year | Tower Hamlets’ population rank (of 100,000
33 London boroughs) 50,000

1991 28th .
2021 Census Mid 2020 2011 Census
2001 23rd Estimate
2011 |
2021 i
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Age - the working age group had the largest
proportionate rise

Selected Local authority | England & wales

TOWER HAMLETS

Age (years)

Tower Hamlets Population by Age Group, 2021
Census, 2011 Census and Mid 2020 population
estimate

250000 220300228569

100 and aver

903
853
803

703

200000 176420

150000

100000 72600 81629
17300 21771 15570

62106
o -
0 e

Children and Young People Working Age' (20-64) Older People (65+)
(0-19)

under 1

[u] 2 i
2021 Census M2020 Mid Year Esimate ®2011 Census

* The number of all age groups increased since 2011.

* The local authority with the lowest median age was Tower Hamlets (30 years), followed by
University towns like Nottingham, Cambridge, Oxford and Manchester (all 31 years)

* The borough had 17,300 people aged 65+. Tower Hamlets is the only local authority area in the
country to have less than 6% of the population aged 65+ (5.6%)
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Sex — the borough had the 4t highest P
proportion of males in England and Wales ==

TOWER HAMLETS

®  Tower Hamlets was one of only 11 local authority areas where males formed the majority of residents.

° In 2021, the proportion of residents who were male was 50.2%, slightly mo.re than those who v.vere female (49.8%). This Proportlon Of residents by SeX, 2011
represented a narrowing gap between males and females when compared with 2011 and a considerably smaller gap than the 2020 )
MYE had forecast. Census, 2021 Census and Mid Year 2020
60.0%
® There are generally more males than females across all of the five year age groups with the exception of 20-24 year olds, 25-29 year
olds, 35 — 39 year olds and over 65s where there are more females than males.
® Nationally the population is ageing; 18.6% of people are aged 65+. London in general has a younger age profile. 55.0% 52 6%
. (]
51.5%
50.2% 49.8%
50.0% 48.5%
47 .4%
Population Distribution by Age and Sex %, 2021 Census 45.0%
8.0%
7.0%
40.0%
0,
6.0% 2011 Census 2021 Census 2020 MYE

5.0%
4.0%

3.0%

o I I I I I I

1.0% I I

0.0% I . | ] — —

0-4 5-9 10-14 15-1920 -2425-29 30-34 35-39 40-44 45-49 50-54 55-59 60-64 65-69 70-74 75-79 80-84 85-89 90
yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs yrs+

Male BFemale

Female ®Male
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The number of households in the borough — the
largest increase in the country since Census

201 1 % Increase in number of households 2011

Tower Hamlets added an additional 19,200 households between 2011 and 2021 Census to 2021 Census, Tower Hamlets,
London and England

L2

TOWER HAMLETS

with the total number of households increasing from 101,257 to 120,500.

This represented a 19% increase, the largest increase in households of any local

authority areas in England and Wales. England - 6%

There were slightly more persons per household than in 2011 with the average
household size moving from 2.51 in 2011 to 2.58 in 2021.

Tower Hamlets 19%

0% 5% 10% 15% 20%
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Tower Hamlets had the highest population oy
density in England and Wales SN

TOWER HAMLETS

As of 2021, Tower Hamlets is the most densely populated of
London's 33 local authority areas, with around 112 people living on
each football pitch-sized area of land.

« Tower Hamlets: 15,695 people/km?; Islington: 14,578 people/km?; Hackney: 13,611 people/km?

« Tower Hamlets has 19.8 km? and the 6" smallest borough in London (including the City of
London). Islington has 14.9 km? and Hackney 19 km?Z.

The best of London
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48% of the borough residents were -,
born outside UK ——

* 53.2% of Tower Hamlets residents were born in the UK, compared with 56.9% in 2011. In England, 78.3% of residents were
born in the UK in 2021 and in London 59.4% were born in the UK.

« 21.9% of Tower Hamlets residents were born in the Middle East or Asia, more than half are accounted for by people born in
Bangladesh. Bangladeshi born residents were by far the largest group after UK born residents (43,561, 14.0%) in Tower
Hamlets. The number of Bangladeshi born residents has increased from 2011 but the proportion has gone down slightly (from
15%).

* 4,818 residents in Tower Hamlets were born in China (not including Hong Kong), the fourth highest total in the country behind
the considerably larger cities of Birmingham, Manchester and Sheffield. There were also 1,865 Tower Hamlets residents born in
Hong Kong, the 10th highest number in England.

* 13.9% of Tower Hamlets residents were born in the European Union (including the Republic of Ireland). This was much
higher than England where 6.0% were born in the EU and slightly higher than London (12.8%).

« By far the largest number of EU born residents in Tower Hamlets were from Italy and there was a very significant increase in the
number of Italian born residents between 2011 and 2021 (from 3,047 in 2011 to 10,553 in 2021).

+ Tower Hamlets has the largest number of Italian born residents of any local authority area in England and Wales. While
the ONS have not yet released ethnicity data, this increase is consistent with the known population of Italian nationals of
Bangladeshi origin.

* The number of Romanian born Tower Hamlets residents also rose very significantly between 2011 and 2021, increasing almost
fivefold from 587 to 2765 between 2011 and 2021.

* 13,161 (4.2%) of Tower Hamlets residents were born in Africa. This included 3,107 (1.0%) born in Somalia. This was higher than
gland (2.6%) and lower than London (7%).

The best of London
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Asian Bangladeshi was the largest -,
ethnic group in the borough in 2022 ==

Tower Hamlets population - ethnic groups, 2022 ° 350/0 of the bor()ugh
= Asian Bangladeshi pOpLIIation Were ASian

= White British

nin Bangladeshi, followed

Black African

9
\ by White British (23%)
= Asian Indian Wh't Oth (1 50/ )
\ = Other ethnic group a n d I e e r O
; = Asian Other
= Mixed Other
5% = Black Caribbean
= Mixed White and Asian
‘ = Mixed White and Black Caribbean
= Other Arab
= White Irish
15% Asian Pakistani

Black Other

= Mixed White and Black African
23% = White Roma
= White Gypsy Traveller

in one borough



Asian Bangladeshi population had the P
largest increase in number from 2011 ==

107333

Tower Hamlets population - Ethnic groups, 2011 and 2021
H2011 m2021
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« Asian Bangladeshi increased by 25,956 (+32%) from 2011, which is the largest increase in number. This is followed
by Black African (+5,878; +62%) and Other ethic group (+5,280; +164%).
» White British had the largest decrease (-8,054; -10%), followed by Black Other (-1,403; -37%).
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Poverty — child and older people

The best of London

in one borough



The borough had high level of children ~
in low-income families in 2021-22 > =

° 267% Of Children under 16 in the borou h Children in low income families - % of children in relative and
were in relative low-income families an absolute low income families, 2021-22
21.8% in absolute low-income families in
2021/22. Both were the second highest

among the London boroughs and the City 0% o7
of London. The City of London had the _
highest proportion of both relative and 25.0%

absolute low-income families in the year.

20.1%

20.0%

* Relative low income: a family in low income Before
Housing Costs (BHC) in the réference year. A famil
must have claimed Child Benefit and at least one other
household benefit gUnlvers_aI Credit, tax credits, or
Housing Benefit) at any point in the year to be classed
as low income in these statistics. 10.0%

15.0%

* Absolute low income: a family in low income Before
Housing Costs (BHC) in the reference year in 5.0%
comparison with incomes in financial year ending 2011.
A family must have claimed Child Benefit and at Teast
one other household benefit (Universal Credit, tax
credits, or Housing Benefit) at any point in the year to
be classed as low income in these statistics.

0.0%

Tower Hamlets

B Relative poverty ® Absolute poverty
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44% of older people live in income deprived P
households, the highest proportion in England ==

TOWER HAMLETS

44% of older people live in income deprived Percentage of older people living in income
households, the highest proportion in deprived households

England and more than double the average. ]

45 -

This is the only area of the IMD with no 40 Source: MHCLG, 2019
change in relative level of deprivation. Deprvaton, Inéome
35 Deprivation Affecting Older
People Measure (Average
. o i Score)
Older people are particularly sensitive to fuel 30
poverty — overall 11.2% of Tower Hamlets 25 |

households are in fuel Poverty but for
households of older people this is almost
certainly higher.

20 A

15 -

10 -

Tower Hamlets London England
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TOWER HAMLETS

Cost of living and households:
London and national data
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Cost of Living — London data
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Survey on financial situations of Y
Londoners by GLA, July 2022

Figure 1: Londoners’ financial situation across 2022

40
35
30
25

= 20

‘ - —

— —

10
3 —_—

0
Jan (n=1188) Feb (n=1276) Apr(n=1123) May (n=1250) Jun (n=1015) Jul (n=1245)

——=Financially struggling = Just about managing
Coping okay = Comfortable
== Don't know / prefer not to say

Source: Polling by YouGov on behalf of GLA. Total sample size for each wave shown in brackets.

Source: “The cost of living — August 2022 update”, City
Intelligence, GLA, August 2022

The best of London

The survey carried out in July 2022 shows 19% are ‘financially
struggling’, that is going without their basic needs and/or
relying on debt or struggling to make ends meet. An increase of
6 percentage points compared to January.

Among social renters, the proportion who are ‘financially
struggling’ is now at a third (34%) up from a quarter in January
(26%), and for private renters the proportion has increased
from 16% to just over a quarter (27%).

Deaf and disabled Londoners also continue to face a
disproportionate impact, with a third (31%) saying they were
‘financially struggling’ in July, up 8 per centage points from
January.

Amongst households with an income between £20,000 and
£39,999 the proportion financially struggling’ has increased
from 14% in January to 26% in July.

Asian and Black Londoners are also more likely to be
impacted. In July 31% of Black Londoners and 24% of Asian
Londoners are ‘financially struggling’.

in one borough



Rising inflation rate and declining -,
real pay _—

* In June 2022, London’s trimmed mean annual * The figure below shows real pay started
inflation rate of 8% was around 1.5 percentage declining

points above the average for the UK

Figure 2: Measure of inflation pressures for London and the UK Decomposition of real median pay in London, % annual change

10 Effect from nominal pay change and CPIH inflation, to July 2022
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The rising cost of living
is the top issue facing
London, even more so
than last year

Cost of living

Housing affordability

Crime and policing

NHS/GP services

Housing supply/not enough housing
The London economy

Air gquality/pollution

Environment and climate change
Roads and traffic/congestion
Britain leaving the EU

Public transport

Population levels

Education and schools

Sitreet cleanliness

Extreme weather (e.qg. flooding, heatwaves, droughts)

Q. What would you say is the most
important issue facing London today?/

Q. And what do you see as other
important issues facing London today?

Rising COVID-19 infection rates
Terrorism
Community cohesion

Civil unrest

There are no important issues facing London currently

Other (please specify)

Don't know

17%
13%

*%

12%

8%

"%

M 3%

*

B Most important issue facing London today

Base: All adults aged 18+ in Inner/Outer London (2022: 1021): Fieldwork dates 27th October - 9th November 2022; Source: |psos UK

3 © lpses | London Councils - Survey of Londoners | December 2022 | Version 1 | Client Use Only

Source: 2022 Survey of Londoners, London Councils, Ipsos, 13 December 2022

BN Most/Other important issues facing London today

* Code was The COVID-18 pandemic’ in 2021

vs 2021

+15 A
+5 A

nla

n/a

34" v
U
+2

nla




Who is more likely to find it difficult to manage financially these days? Women, renters, those
from minority ethnic backgrounds and in lower social grades in particular

Among the 24% who say they are finding it difficult to manage
financially these days...

Age  [MFthnicity and SEG

mWhite mEMG

= Living comfortably

= Doing alright

Ethnicity HW“
32
24% 25% 27% 29% 540, .

18-24 25-34 35-44 45-54 G55+

Just about getting by 240

S5C NN 357

= Finding it quite difficult ABC1 = C2DE

= Finding it very difficult

Inner/Outer London
= Don’t know / Prefer not to Owner/ I 12%
say (1%} ocCcupier

Private renter 32%

Comfortable/alright | 42% N »
Finding it difficult 24% tenant -

Q. How well would you say you are managing financially these days? Would you say you are...?

Base: All adults aged 18+ in Inner/Outer London (2022: 1021) : Fieldwork dates 27th October - 9th November 2022; Source: [psos UK
* New codes in 2022

a © Ipsos | London Councils - Survey of Londoners | December 2022 | Version 1 | Client Use Only Source: 2022 Survey of Londoners, London Councils, Ipsos, 13 December 2022




: My/ our household has had to use our savings to get by 23%
One in four
My/our household income has decreased 19%

Londoners has had -

. I/ we have fallen behind on other bills or utility payments 12%
to use SaVI ngs J a nd l/we have increased the nutsrganding balance on a credit - 12%

ca

Some h ave USEd I/'we have increased the amount being used on an

= overdraft - 9%
Cred It Or Ioa n S, to l/'we have fallen behind on payments on loans or credit -
cards - 8%

h e I p WIth the rl SI n g I/'someone in my household has lost their job - 8%
COSt Of I iVi ng If we have fallen behind on housing payments (rent or . 7%

mortgage)
|/we have applied for a personal loan or other type of a
unsecured loan . 7%

I/we have requested a payment holiday on loans or -
credit cards . 6%

| have accessed a food bank . 6%

I/'we have been granted a temporary mortgage holiday l 4%

- o one o v | 1%
Q. Within the last 12 months, which, if
any, of the following have you personally Don’t know | 1%
expenenlc?d, in response to rises in the Prefer not to answer | 2%
cost of living?
Base: All adults aged 18+ in Inner/Outer London (2022:1021) : Fieldwork dates 27th October - Sth November 2022; Source: Ipsos UK M
5 @ Ipsos | London Councils - Survey of Londoners | December 2022 | Version 1 | Client Use Only  Source: 2022 Survey of Londoners, London Councils, Ipsos, 13 December 2022



Most would feel comfortable asking family or Citizens Advice for support, but
comparatively few are comfortable asking their local council (especially private renters)

Q. If you needed support or advice to help with the rising cost of living, how comfortable, if at all, do you think you would feel

asking each of the following?

Not

m Very comfortable = Fairly comfortable = Not very comfortable = m Not at all comfortable = Don't know

Base: All adults aged 18+ in Inner/Outer London (2022: 1021) : Fieldwork dates 27th October - 9th November 2022; Source: lpsos UK

6 @ lpsos | London Councils - Survey of Londoners | December 2022 | Version 1 | Client Use Only

36%

34%

47%

49%

51%

59%

Source: 2022 Survey of Londoners, London Councils, Ipsos, 13 December 2022




Londoners are T
bullish about the 2022 2021

Capital’s ablllty to btggio:;::;;oggﬂwe i
bounce back from next five years ; & 52% 4%

the cost of living

crisis, but less sure  London i bounce back I= o
about the future of —~

J
LOI'ICIOI'I S economy House prices will fall in
. . London over the next two EFARLES 23% 16% [10%
and pUbllc seWICES years® ’ i
Public services in London
will improve over the next [RARSrELA 27%  |12%5 31% 35%
five years

33% N/A

Q. To what extent do you agree or m Strongly agree » Tend to agree Neither/nor
disagree with each of the following = Tend to disagree m Strongly disagree = Don't know
statements?

Base: All adults aged 18+ in Inner/Outer London (2022: 1021) : Fieldwork dates 27th October - 9th November 2022
Source: lpsos

Source: 2022 Survey of Londoners, London Councils, Ipsos, 13 December 2022 E

16 @ lpses | London Councils - Survey of Londoners | December 2022 | Version 1 | Client Use Only



Institute of Customer Service

UK Customer Satisfaction Index, Jan
2023 (data collection 5 Sept-3 Oct 2022)
The state of customer satisfaction in the

UK
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Changing attitudes and behaviours
about spending and personal debt

"¢, The Institute of
‘%8, Customer Service
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As the cost of living rises, financial well-being is complex and polarised

How would you describe your financial well-being ?

Prefer not to say

Very good Good Average Poor Very poor

Changing behaviours

I've used buy now
pay later services

I've sold items to
generate income

5 I've thought more carefully
28% about what | spend on

Believe their personal
debt will increase in
the next 6 months

% of customers who
prefer excellent service,
even if it costs more

Hold no personal debt

- 9%, The Institute of

UKCSI Jan 2023 | Automotive .‘.'.'. Customer Service



Changing attitudes and behaviours about spending as well as personal debt

Changes in customer behaviour in response to the cost of living crisis:
have you done any of the following in the last 6 months ?

Sold items to generate income

Cancelled a subscription service

Used a third-party company for 'buy now pay later'
services

Increased the credit limit on my credit card

Directly asked an organisation for a discount on the
product or service | was buying

Requested or increased my overdraft

Applied for an additional credit card

Used credit to pay for household bills
Spoken to an organisation about agreeing new terms or
more flexibility with payments

Chose to use an organisation because they offer more
flexible payment options (e.g. pay in instalments)

I 35 %

I 27 %

I 25 %
I 16%
I 13 %
I 12%

I 9

I 9.

I 0

I 8%

An additional survey of 1,001 customers conducted alongside the UKCSI to further assess
attitudes and behaviours concerned with spending and personal geb{, ., 073 | Automotive

of customers have increased their access
to credit either by requesting an overdraft,
or applying for a credit card, or increasing
their credit limit

‘99, The Institute of
‘o299, Customer Service



26% of customers believe their personal debt will increase in the next 6 months

Will increase a lot B Don't know
Will increase a little Bl N/A

) | don’t have any debt
Will stay the same

Will decrease a little

Will decrease a lot

My debt will increase

Amongst customers who believe their level of debt will increase in the next 6 months,
12% are concerned about the impact on their purchasing capacity and financial well-being

| can manage comfortably
Means | am unable to afford non-essentials

It gives me some concern

I’'m not able to afford everyday essentials

Concerned about impact on purchasing capacity and financial well-being

- 9%, The Institute of

UKCSI Jan 2023 | Automotive .‘...'. Customer Service



TOWER HAMLETS

Office for National Statistics
Cost of living latest insight
February 2023

The best of London

in one borough



Cost of Living impact on the UK ;\?%

TOWER HAMLETS

Cost of living reported as an

impnrttant issule facing UK today Accordlng to the ONS
Adults in Great Britain, 11 to 22 January _
2E more than 9 in 10
adults 93% of Great
St Britain reported the
The economy - IIIIIIEIEGz<NGNG .
Cimate change — cost of living as an
Housing - I I i I
2, e important issue facing
Office for National Statistics the UK

The best of London
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Cost of living: effects of inflation on energy

cost and food ‘;‘:.%

TOWER HAMLETS

Gas prices rose 128.9% in the
year to December 2022
Gas annual CPIH inflation rates, UK

Inflation rate for food and non-
alcoholic beverages rises for
17th consecutive month

Food and non-alcoholic beverages
annual CPIH inflation rates, UK

150 128.9% —
100 16.9%
50 10
0 O
Oct-12 Dec-22
Oct-12 Dec-22

Office for National Statistics
Office for National Statistics

The annual inflation rate has been rising since February 2021. Inflation prices in recent
months have been driven by higher food and energy prices.

The best of London
in one borough




TOWER HAMLETS

Resolution Foundation
New budget, same problems: spring

budget preview, 6 March 2023
Household finances forecasts

The best of London
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Resolution
Summary: the forecasts Foundation

There is finally some good news for the Chancellor in the short term:
+ Wholesale energy prices are down 80 per cent since the summer.

« This means the 2023 outlook is much improved, with GDP fall for 2023 likely to be less than half that
feared in the Autumn and;

+ Borrowing looks set to come in around £30bn lower than expected in 2022-23.

The next year is unlikely to feel like good news for households:
« Typical household incomes are set to fall by 4 per cent (or £1,100) in 2023-24.
« Thatincludes tax rises of £650 for a typical household from April (£1,500 for the richest fifth).

Lookmg ahead, the low growth and elevated debt big picture may not change hugely:
KeyJudgement for the Office for Budget Responsibility (OBR) is whether it becomes as pessimistic

as the Bank of England (BoE) on labour market participation, which could offset benefits of smaller
recession.

« |f stronger tax receipts this year are forecast to last that could mean somewhat lower borrowing
(~£10bn/year).

« Medium-term public finances would be little changed, with higher debt than expected a year ago
and only around £15bn of headroom against the Chancellor’s target of debt falling in 5 years’ time.
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Resolution
Foundation

Household finances:
it won't feel like good news
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Despite good news on energy, incomes will fall further

Real growth in median equivalised household disposable income for non-pensioners,
after housing costs: GB/UK
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Motes: GB from 1994-95 to 2001-02.
Source: RF analysis of DWP & IFS, Households Below Average Income; RF projection including use of the IPPR Tax Benefit Model, OBR and Bank forecasts.
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Typical non-
pensioner
income is

projected to fall
by 2% (£700) in
2022-23 and a
further 4%
(£1,00) in 2023-24

@resfoundation 10



. . . : Resolution
Policy is supporting poorer, and taxing richer, households... Foundation

Average impact of tax changes taking effect in April 2023 and cost of living support in 2023-24 by
income vigintile, in 2023-24 prices: UK
£3,000 - -« o ... +6%

mm Cut to Capital Gains Tax allowance

mm _ut to dividend allowance
£2000 1-----N---------m--- mm Cut to additional rate of Income Tax threshold --- +4% . .
mm Personal tax threshold freezes Tax rises com| ng
R | into effect in April
E‘I'DOO ________________ o Lost of iving payments __l +2% .
[ -o-Impact of all changes as a proportion of household income (right axis) mean a £650 hlt
B to a typical
£0 1 BB 0% ' household's
o N l income and a
£1,500 hit for the

e e - 2% richest fifth of
households.

2£2,000 - - . 4%

~£3.000 Lo m e e -6%

1 2 3 4 5 6 7 8 9 10 mn 12 13 14 15 16 17 18 19 20

Poorer +« Net equivalised household income vigintile, after housing costs -

Motes: Capital Gains Tax change reduces the annual exempt amount from £12,300 to £6,000 from 2023-24. We assume Capital Gains Tax changes affect the top vigintile only.

Dividend allowance change reduces the threshold from £2,000 to £1,000 in 2023-24. Additional rate of Income Tax threshold reduced from £150,000 to £125,140 in 2023-24.

Personal tax threshold freezes refers to 2023's Income Tax and Mational Insurance freeze (excluding employer NI). Scottish Income Tax rates are rising by 1p for higher and @resfoundation 1
additional rate payers. We do not include changes in Council Tax,

Source: RF analysis of DWP, Family Resources Survey using IPPR tax-benefit model; DWP, Households Below Average Income.



..but not all poorer households will get cost of living payments ReF%ﬁL%g%ﬂ

Estimated proportion of households in receipt of means-tested benefits, by household income decile,
2022-23: UK

Non-take-up of
benefits is the
main reason why
many low-income
households are
not in receipt of
benefits (1.5
million in bottom
two deciles),
alongside non-
entitlement for
low-earners
(0.5m) and
students and
those with high
savings (0.5m).

1 2 3 4 5 6 7 8 9 10
Poorer « Netequivalised household income decile, after housing costs -

Motes: Chart shows proportion of households that have a least one family member in receipt of a means-tested benefit such as Universal Credit (or legacy equivalent
except Housing Benefit). @resfoundation 12
Source: RF analysis of IPPR Tax-Benefit Model; DWP, Households Below Average Income.
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Digital inclusion — national research
findings

The best of London

in one borough



Internet use in the UK — Online '
Nation 2021 report, Ofcom —

Online access by UK adults in September each year, by age 250 Time spent online per user per day
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94% of UK households had internet access in 2021

92% of UK households had fixed broadband in 2021

86% of UK adults used the Internet in September 2021

85% of internet users aged 16+ used a smartphone to go online in 2020.

The best of London
in one borough




Characteristics of people facing ~
digital exclusion —

Limited digital users: Those say ‘the internet is not for me’:

* Limited users are 10 times more likely « Those who left education at or under 16 years
to be over-65 years old than extensive are 2.8 times more likely to be non-users saying
users. it's not for me’ than those who left education after

« Limited users are 4 times more likely to 21
be from low income households than * Each child in the house makes you 1.7 times
extensive users. less likely to be a non-user saying ‘it's not for me’

* Limited users are 8 times less likely to  Those who are not “very” confident about their
have a post-18 education than literacy are 2.4 times more likely to be nonusers
extensive users. saying ‘it's not for me’

« Those in NRS social grades D & E are 3.2 times

Source: Yates, S (2022), Types of UK internet more likely to be non-users saying ‘it's not for me’

users, Prof. Simeon Yates’ analysis of Ofcom
data on internet use by adults (analysis for Good

Things Foundation) Digital Nation 2022 Sources -
Good Things Foundation

than those in social grades A & B.

Source: Understanding the motivations of non-users of the
internet. Good Things Foundation and BT
understanding_motivations_of non-
users_of_the_internet.pdf (goodthingsfoundation.org)

The best of London
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https://www.goodthingsfoundation.org/digital-nation-2022-sources/
https://www.goodthingsfoundation.org/digital-nation-2022-sources/
https://www.goodthingsfoundation.org/wp-content/uploads/2021/02/understanding_motivations_of_non-users_of_the_internet.pdf
https://www.goodthingsfoundation.org/wp-content/uploads/2021/02/understanding_motivations_of_non-users_of_the_internet.pdf
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Residents Survey — Mid pandemic
residents survey in 2021
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Mid Pandemic Residents Survey P
2021 et

* The purpose of the mid pandemic residents’ survey was to give
the council a snapshot of the pandemic impact and help us plan
for the future together.

» Because of the differences in methodology and the context in
which the survey took place, results should not be compared
directly to our normal Annual Residents Survey (ARS). The last
normal ARS was carried out in 2019.

* [In 2020, we had to cancel our survey as England went into the
first pandemic lockdown.

* The next ARS will be conducted in spring 2023.

The best of London
in one borough




Mid pandemic Image of the council
residents’ survey 2021

My council has staff who are friendly and polite

My council keeps residents informed about what they are doing

My council is doing a good job

How much do you trust the Council?

My council is making the local area a better place for people to live

My council is difficult to get through to on the phone

My council is efficient and well run

Taking everything into account, | am satisfied or dissatisfied are you with the way
the Council runs things

My council listens to concerns of local residents

My council involves residents when making decisions

My council doesn't do enough for people like me

My council provides good value for money for the council tax | pay

My council responds quickly when asked for help

My council is deing a better job now than cne year ago

The Council is open and transparent about its activities

0%

wAgree  © Meither agree or disagree  ® Disagree  © Don't know

Note: Results may not add up to 100% as each percentage was rounded to the nearest integer. Questions are answered in a 4-points response scale: 1) a
great deal, 2) to some extent, 3} not very much, 4) not at all The first 2 response options were merged into “agree” and the last 2 into “disagree”. Exceptions 12
are “Satisfaction with how the Council runs things” and “The council is open and transparent”, which include a middle peoint in the response scale.



Which of these services provided locally do you or members of your household use
nowadays?

Mid pandemic Use of services
residents’ survey 2021

Parks and open spaces

Recycling Services

Libraries/IDEA stores

Parking services

Leisure and sports facilities

Housing benefit service

Primary Education (5-11's) provided by the Council
Secondary Education (11-18's) provided by the Council
Nursery education (under 5's) provided by the Council
Children's centres

Services for people with disabilities

Adult education/ evening classes provided by the Council
Adult Social Care Services

Social services for vulnerable children and families

0% 10%  20% 30% 40% RO% BO% 70% BO% Q0% 100%

15



Respondents were asked about their opinion on the quality of different services, from extremely poor (1)

to excellent (7)

Mid pandemic Opinion of services —
residents’ survey 2021 ﬂﬂﬂ
Nursery education (under 5's) (users} TEEEN 16% I =
Primary education (5-11 yrs) (users) | o [ 20% B
Libraries and IDEA stores (users) Ty 17% I -
Street lighting (all respondents) B o e 2% B o
Parks and open spaces (all respondents) TR 22% s =
Local health services (all respondents) ._—. 23% -- 3%
Children's centres {(users) T TE 2% R =
Secondary education (11-18 yrs) (users) D 24% ey =
Libraries and IDEA stores (all respondents) s 21% T 10%
Collecting council tax (all respondents) R - [ 26% T 8%
Street cleaning (all respondents) L - [ 26% R B 0%
Recycling services (all respondents) R - e 22% B - 1B 2%
Refuse collection (all respondents) R - e 25% B - B | 1
Housing benefit services (users) B - e 27% T BE
Leisure and sports facilities (all respondents) B | 24% B - 8%
Policing (all respondents) B . e 28% i 4%
Repair of roads and pavements (all respondents) e 30% B - 1%
Council housing (renters) EEE 21% e - e 4%
Parking service (all respondents) TEE 19% | - [ 1%
0% 10% 20% 30% 40% 50% B0% 70% 80% 0% 100%
» Good Average wPoor © Don't know
Note: Results may not add up to 100% as each percentage was rounded to the nearest integer. Questions are answered in a 7-points response scale:
1) excellent, 2) very good, 3) good, 4) average, 5) poor, B) very poor, 7) extremely poor. The first 3 response options were merged into “goed” and the 18

last 3 into “poor”.



Mid pandemic
residents’ survey 2021

Sense of belonging - use of internet —

(1NN

Access to the
internet

95%

Access to the
internet at home

92%

Use of email

947

On the move (eg. smartphone)
At work
At a Tower Hamlets Idea Store/ Library

At school/college

At another place

Mo | do not have access to the internet

0%  10% 20% 30% 40% 50% 60% 70% B0% @Qo% 100%

What do you use the internet for? %

Emails 4%
Browsing for information about goods and services 92%
Internet banking 867%
Telephoning or making video calls over the intermet leg. Skype) 85%
Buying or selling goods and services online B1%
Online news, newspapers or magazines 79%
Playing or downloading games, films or music F4%

26



Tower Hamlets residents’ internet access,

Annual Residents Survey 2016-2021 ‘;&

TOWER HAMLETS

100
92 92 92 ?‘5 . i o
P - el —— - Access to the
90 = - gf: _— a2 internet
80 o 88 s ~=—At home
g 70 +—0On the move (eg
a2 82 smariphone)
E‘ 60 At work
L 53
? 50 o 48 —+—At a Tower Hamlets
= 40 41 library/ldea Store

—+—At school/college
30 27

26 ——At another place

20
10 ——No - do not have
10 3? - 1z access to the internet
. 8 8 7 5

20186 2017 2018 2021
Source: Tower Hamlets Annual Residents’ Survey, 2016 to 2021. Q15 Do you have
access to the internet...?
Base: All respondents (2021: 1108)

The best of London
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Tower Hamlets New Residents Survey 2021

The best of London
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Aims and objectives
2

 The aims at the outset of the project were to understand: TOWER HAMLETS

 Current and future demand for services such as education and

health provision Hﬁ

* Migration trends, including intentions to stay in or move out of the I]II
borough

« Demographic characteristics of residents who have moved into the
new housing developments

* Household composition and household size of occupants O O
* How different the overall population characteristics of new residents H—I_ I _I_F

are compared to the 2011 census baselines

The best of London

in one borough



Background P
SAF

TOWER HAMLETS

 Demographic changes

* There has been a significant change in the borough’s demographics
since 2011

* Tower Hamlets has one of the fastest growing populations in the UK
* This is expected to continue over the next 15 years

« Data shortage around new residents
* There is limited data on the borough’s new residents

* Their infrastructure needs may differ from the established O 9,
population
« Understanding the demographic characteristics and infrastructure II' I 'II
preferences / needs of the new residents will help Tower Hamlets
provide better services

The best of London

in one borough
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TOWER HAMLETS

New residents and
population change




Age of Residents
-2

TOWER HAMLETS

B New dwellings ™ Total population

40%
35%
30%

25%

20%
15%
10%
B I = I

0%
Under 16 16-24 25-34 35-44 45-54 55-64

The best of London
in one borough




Other demographics

Gender (Aged 16+)

100%

80%

52%

60%

40%

20%

0%
New dwellings

H Male

48%
52%

Total population

B Female

Economic Activity (Aged 16+)

100%
10%

80%
60%

90%
40%

20%

0%

New dwellings

W Economically active

The best of London

in one borough

30%
70%

Total population

B Economically inactive

100%

80%

60%

40%

20%

0%

Ethnicity (Aged 16+) %I

New dwellings

TOWER HAMLETS

Total population

B Mixed Hindian ®Black  Other M Pakistani/Bangladeshi ®White

100%

80%

60%

40%

20%

0%

Country of Birth (Aged 16-64)

New dwellings

M |nside UK

Total population

B QOutside UK
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Household composition




Household composition by tenure

o2

TOWER HAMLETS

B Own outright BOwn with a mortgage ™ Own through Government Programme ® Social Rent M Private Rent

Single person 10% 23% 22% 15% 30%

Lone parent with dependent children

Couple without children

Couple with one or more dependent children 18%

Other households 8% 12%

The best of London
in one borough




Average household size by tenure

TOWER HAMLETS

B Average housuehold size

3.50 3.30
3.00
2.50
218
2.00 1.86
1.80 1.83 173
1.50
1.00
0.50
0.00
Own outright Own with a Own through Social rent Private rent OVERALL
mortgage or loan Government
Programme

The best of London

in one borough
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Use of local facilities




Local facilities used in last 12 months py
SAeZF

» Most households have used shops / supermarkets (93%), parks and open spaces

(83%), health facilities (72%) and places to eat and drink (70%) in the last 12
months.

Shops / supermarkets
A
Parks and open spaces

"% Health facilities

H@H Places to eat and drink
Libraries / IDEA stores

* Around half (49%) said their
93% use of local facilities has

been restricted due to
COVID-19 lockdown rules.

 The extent to which some
services have not been used
in the last 12 months may
have been exacerbated by
COVID-19.

a8

Con@ty centres and community activities
@ Spiritual facilities

The best of London

Educational and children's facilities

13%

12% Q5: Which of the following community facilities within your local area
have you, or a member of your household, used in the past 12 months?
Base: All residents (2,978)

in one borough



Satisfaction with community facilities — by users oy
* When looking at users, four fifths or more say they are satisfied with spiritual facilities

(81%), Libraries / IDEA stores (80%) and educational / children’s facilities (80%). TOWER HAMLETS
* Around a fifth (18%) of residents who have used parks and open spaces reported
being dissatisfied. Satisfaction
/@\ Spiritual facilities (308) 37% 15% 304 81%
gf@ Libraries / IDEA stores (544) 42% 1% 5% k¥ 80%
ﬁ:ﬁ Educational and children's facilities (461) 44% 14% 5% I 80%
Shops / supermarkets (2,773) 46% 10% 11% @ 7%
@g Parks and open spaces (2,522) 43% 8% 14% 73%
ﬂ% Health facilities (2,184) 47% 16% 10% 71%
'ﬁ@ﬂ Places to eat and drink (2,127) 42% 14% 13% 68%
g) Community centres and activities (400) 46% 22% 10% 64%

B \ery satisfied Fairly satisfied Neither Fairly dissatisfied B \Very dissatisfied

Q9A-H: Taking into account the quality, availability, and access to various community
facilities in the local area, how satisfied or dissatisfied are you with each of the following...?
Base: Residents who have used each facility

The best of London

in one borough
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Future priorities




Main priorities for Tower Hamlets Council

oS [ S

Health facilities Parks and open Leisure (15%) Community centres Shopping (8%)
(28%) spaces (24%) oLeisure / and community «Shops /

L2

TOWER HAMLETS

*Improved access Improve / increase entertainment / activities (10%) Supermarkets /
«Shorter waiting times access cultural centres «Improved access / Markets
«Easier to register with *Path maintenance / *Indoor / outdoor increase i.e. clubs, *Improve quality /
GP surgery / dentist / grass cutting / activities including sports variety / weekend
pharmacy etc. watering etc. *Communal / cultural *Bringing the street markets
events community together

Q11: What, if anything, are the main priorities in terms of community facilities / infrastructure (e.g. health
facilities, education facilities) that Tower Hamlets Council should consider for your local area? (Top responses)
Base: All residents who answered the question (1,820)

The best of London

in one borough



Main improvements needed in Tower Hamlets

Security / safety
(29%)
*CCTV
*Regular police patrols

*Deal with ASB / theft /
drug and alcohol use

*Deal with loitering /
noise / aggressive /
abusive behaviour

Street lighting

O

Parks and open
spaces (21%)
*Improve / increase
access
*Path maintenance /

grass cutting /
watering etc.

A

Street cleaning
(15%)
*Regular street
cleaning service
*Weeding etc.

Shopping (10%)

*Shops /
Supermarkets /
Markets

*Improve quality /
variety / weekend
street markets

L2

TOWER HAMLETS

Places to eat and
drink (10%)
*Café’s / restaurants /
bars / pubs
*Improve quality /
variety

Q12: What, if anything, do you think Tower Hamlets Council could do to improve your local area? (Top responses)

Base: All residents who answered the question (2,163)

The best of London

in one borough
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TOWER HAMLETS

Information Governance

Complaints and Member Enquiries Data- Feb
2023

The best of London
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Section 1: Complaints

Complaints Cases Received: 1st April 22 - 28th Feb 23 WI

o TOWER HAMLETS
450 446
450 431
404
395 397
400 386
350 349
350
3149 320
300
250
I18 223
209 201 205
200 188 184 194
150
150 140 132
100
63
45
so gl 35 5 32 38 5 34 35 50
EREREA R ERERERERENBIE
0 [ | — [ | | [ | - - - - . -
Apr-22 May-22 Jun-22 Jul-22 Aug-22 Sep-22 QOct-22 MNoy-22 Dec-22 lan-23 Feb-23
m5tagel mS5tage? mStage3d  wOmbudsman  ® Query

The best of London
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Section 2: Information Requests and Compliance

200
180
160
140
122

120
100

80

60

40 32

20

0 |
Apr-22

The best of London

FOI and SAR cases Received: 1st April 22 - 28th Feb 23

175

140

May-22 Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 Jan-23

B FOI Request ®FOI Internal review M Subject access request M SAR Internal review

157
146
134 136 13
129
105
98
46
41
31 32 33
29
27 26
25 -
7 8 7
4 4I 3 4 3 4
1 1 1 0 1 0 0 1 I2 0 0
_Am _B_ = =i [ | [ | BE_ ml_ - =

5

Feb-23

o2

TOWER HAMLETS
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Section 3:Members Enquiries

o2

Members Engs and Mayors Enqgs: Apr 1st 2022- 28th Feb 2023 TOWER HAMLETS
700
643 692
596 610
600
565
558 544
523
500 480
456
428 439 443
400 385 375
202 297
300
252 266 240 251

200
100

0

Apr-22 May-22 Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 Jan-23 Feb-23

H Mayor enquiry B Member enquiry

The best of London

in one borough
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Call Centre and Residents Hub
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Contact Centre Call Performance — April 2021 to October 2022

% answered within 2

Month minutes Callanswered with 2 munites by service
Service Total Calls offered | Total calls answered|  APr-21 58.25%

Council Tax 111683 89020 May-21 58.48%

Switchboard 95698 84454 Jun-21 E"L”:f“ « Switchboard
e 83496 28346 AL:]UI:§1 gggfﬂ::: r‘":ﬁ"“" Switchboard - im'm_ll e
- — — 533-21 54.19% r e .

P:E'r':ul 1:; 1:49;5 Oct-21 56.40% ""ﬁl}l’ N o

Nov-21 44 17% « Pest Control
Complaints Service] 1388 e Dec-21 51.31% I

Members 156 94 Jan-22 50.29% ——=3 = zapl-_:-r...x

Feb-22 68.99% 9 10%

Mar-22 45.07%

Apr2 2 54.60% Factors impacting achieving target of 80% calls answered

May-22 57.40% in 2 minutes

Jun-22 61.04%

Jul-22 56.53% » Impact from a number of changes for Council Tax
Aug-22 51.84% + Staff moved to support the Residents’ Hub
Sep-22 48.61%

Oct.22 57 00% » Absorbing Social Media response into the Contact Centre



In March- December 2022, Residents Hub had 6,779
visits. The most popular theme was Housing (59%), ‘;‘:.%
followed by Council Tax (20%) TOWER HAMLETS

Wellbeing
Residents Hub visits, Mar-Dec 2?/22

Total visits: 6,779 Parking

4%
Welfare Benefits \

6%

1% Empl(())oy//ment
/ * In the period between March and
‘ December 2022, the Residents Hub

received 6,779 service user visits.

* 59% of them were about Housing,
followed by Council Tax (20%).

The best of London
in one borough
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Digital access to the council - the
website, online form and social media

The best of London
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Visits to the council website: The most popular page

was 'manage your council tax account’ in July-Sept ,i“’ﬁ,,,
2022

Most popular webpages, July-Sept 2022

Visits 2022 164260 357118 160323 1080730 o
Vstsot ~* | 474 W67 1400 1186247 0,000 o
Percentage change -5.0% -5.7% 14.0% -B.0%
Visits 0 -
* In July-Sept 2022, visits to the website have decreased by 9 per cent Miost popularveb pages
(1 05,51 7) Compared tO the same penOd Of 2021 . | Manage your council tax account Parking permits
* The decrease is expected as the COVID-19 pages that were in such M Your council tax Parking fines
demand a year ago are no longer used by customers. B My council tax account

» The most popular page remained ‘Manage your council tax account’.

The best of London

in one borough




In 2022, 58% of visits to the council website were
made via mobile phone, followed by desktop B
(4 1 %) TOWER HAMLETS

Number of vistis to the council website by device, 2022 ° 58(%) Of V|S|ts to the

= Mobile phone = Desktop = Tablet

council website was

1%

made via mobile phone,
followed by desktop
(41%).

1,805,817
41%

The best of London

in one borough



The council website is more accessible than the

Local Government benchmark. However, it can

use Plain English more.

Accessibility Score: a measure of how well
a site meets the standards set out in WCAG
(Web Content Accessibility Guidelines).

» Council website’s accessibility score on 30
Sept 2022: 92.2 (out of 100)

* Local Government benchmark on 30 Sept
2022: 85.8 (out of 100).

Plain English: the council aims to make the
website as easy to understand as possible,
i.e. a reading age of 14 years or younger.

* 46.8%: ‘Difficult to read (18-19 years old)’
readability

e 26.7%: ‘Fairly difficult (15-18 years old)’

* 17.1%: ‘Plain English (13-15 years old)’ or
more readable.

The best of London

in one borough

Use of Plain English in the council website, Q2

2021-22

ey [ e ot |

Very sasy = Lo Tl 17152
(10-11 years old)

Easy to read 2q 0735

(11-22 years old)

Fairly easy to read 171 4.07%

(12-13 years old)

Plain Emglish s0g 121%

{43-45 years old)

Fairly difficult 1123 267% T T
(15-48 years old)

Difficult to read 1,965 46.8%

(18-10 years cldh

Very difficult to read (10 262 52%

years oldh

Mo readability score 127 F02% b

L2
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The number of people who registered to use the
council’s online forms increased steadily R
between January and September 2022. TOWER HAMLETS

, , _ The number of people who registered to
Numbers of users registered on the Granicus online form, - . .
Jan-Sept 2022 use the council’s online forms increased

every quarter between January and
September 2022

Jan-Mar 114027

* January-March 2022 saw an increase
of 6.5% registered users from the
previous quarter

* April-dune 2022 saw an increase of

7.8% registered users from the
previous quarter
Jul-Sept 129861 * July-September 2022 saw an
increase of 5.6% registered users
from the previous quarter.

105000 110000 115000 120000 125000 130000 135000

The best of London
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95% of bulky waste requests were made online in

Jul-Sep 2022

4500

4000

3500

3000

2500

2000

1500

1000

500

The best of London

3765

Jan-Mar

Bulky waste online requst, Jan-Sept 2022

3743

Apr-Jun

4167

Jul-Sept

o

TOWER HAMLETS

In Jul-Sept 2022, 4,167 bookings
were made using the online system.
During this quarter, the contact
centre took 205 bookings, resulting
in 95 per cent being requested
online.

Then online form offered a more
convenient option for residents.
Also, it is estimated that having
these appointments online has
saved the council £34,211.07.

in one borough



The number of housing applications submitted

online increased every quarter between Jan and -;T/;
Sept 2022 TOWER HAMLETS

* The number of housing
applications submitted
online increased every
quarter between Jan and

200 September 2022.

oo * In July-Sept 2022, 1,024
housing applications were

400 submitted online.

200 * Online reporting on change
or circumstances increased

January -March April - June July- september Sllghtly at each quarter

On Line Form Housing Applications

1200

1000

=

B Number of housing applications M Number of housing change of circumstamces durmg thIS perIOd-

The best of London
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The council received over 9,000 messages via
Social Media at each quarter between Janand LB
Sept 2022 row HARGATS

The council received over 9,000 social media

messages at each quarter between January and
Incoming messages via Social Media, September 2022.

Jan-Sept 2022
Top five topics of the messages
January — March
1. Waste collection
10000 2. Road, pavement and parking
3. Street issues, fly tipping and bins
4. Arts, events and culture
5. Council tax
April — June
Council tax
Waste collection
Arts, events and culture
Elections and voting
Road, Pavements and parking
uly — September
Waste collection
Arts Events
Street issues, litter, fly tipping and bins
Transport Policy, Liveable Streets
Council tax

12000

8000

6000

4000

2000

Jan-Mar Apr-Jun Jul-Sept

aORhON_CcORON -~
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People who joined the borough’s common housing
register wait for a social housing tenancy offer for a Q%
long time TOWER HAMLETS

Average waiting time in years — based on the actual lets for the financial year 2021/22

Py bond___susio_L1bes_lzbes_3ues _inea LS ece

Band 1 (high priority

need)

Band 2 (priority need) 4 9 6 10 13 11
Band 3 (general housing 5 6 14 9 No lets No lets
options)

* There is a large demand for social housing in Tower Hamlets. There were 21,840 housing applicants on
Tower Hamlets Common Housing Register (CHR). Around 43% of households (9,374) were living in over-
crowded conditions making up 73% of applicants in Bands 1 and 2.

* 1,972 applicants lack 2 or more bedrooms; 311 lack 3 or more bedrooms

* The council and its registered social landlord partners operate a housing register for those who are eligible.

* Most people who join the housing register are very unlikely to be offered a social housing tenancy. Even if
they qualify, they may have to wait for a long time.

The best of London
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LBTH Children and Family Centres
User feedback, 2022




Children and Family Centres annual -,
survey 2022 —

* Conducted in February 2022
* 1,136 samples

* The centres offer services to 19 years old and up to 25 with
Special Education Needs and Disability

» Support and Empower parents and families to access a wide
range of care, play and support services

* A centre for joined-up services with partners

* The survey questions include how the users are satisfied with
the centres’ four service areas

The best of London
in one borough




The centre users would like to be kept informed

by text messages, followed by emails, leaflets

and via the centre staff in the future

How are you kept informed of the services
provided? 2021/22

No response

Other
MNurseries/Childminders
MNotice Boards

Early Help & Children & Family Centre...

Email

Telephone

Post

Text

LBTH Local offer

Early Help Hub

Home Visits by Children & Family Centre
QOur East End

Friends or Family

Health visiting Team

Children and Family Centre Staff
Leaflet

0 100 200 300 400 500 600 700

services in the future? 2021/22

L2

TOWER HAMLETS

How would you like to be kept informed of

|

|- NO response e
f— Nurseries/Childminders

|

— Early Help & Children & Family Centre...

|

— Telephone

. Text

Early Help Hub

]

1 QOur East End
I

—— Health visiting Team

Leaflet

o

100 200 300

400 500

* In 2021/22, the centre staff and leaflets were two key methods to provide information for the users.
« They would like to be contacted by text messages, emails, leaflets and the centre staff in the future.

The best of London
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75% of the survey respondents found the
centres’ communications and publications
accessible.

Do you find our communications and publications easy
to read and accessible?

No Responses
9%

No
16%

= Yes = No = NoResponses

The best of London
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The users found they feel 1
welcomed at the centres overall. )

Suggestions on improving how Analysis
welcome the centres are

More capacity A major issue; parents feel they are being turned away due to
space shortage. A booking system will ensure families can
access the service fairly and equally.

More communication Parents want more interaction with staff to feel welcome

More activities, trips and sessions Demands for more activities in general as well as for the older
children during evenings and school holidays.

Longer hours, flexible times Demands for activities during evenings and school holidays for
older children.

The best of London
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Most users were satisfied with the
services the centres offer

350
300
250
200
150
100

50

300
200

100

Satisfied with Health Services? 2021/22

Mot atall Fairly satisfied  Satisfied  Very satisfied Service not Mo Response
satisfied used

How satisfied with Family Support Services?
2021/22

Notatall Fairdysatisfied Satisfied  Very satisfied Service not  No Response
satisfied used

The best of London
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TOWER HAMLETS

How satisfied were you with the service
provided? 2021/22

Motatall Fairly satisfied  Satisfied Verysatisfied Service not No Response
caticfisrd sl

Satisfied with Early Learning Services? 2021/22

Mot atall  Fairly satisfied Satisfied  Very satisfied Service not No Response
satisfied used




L2

TOWER HAMLETS

Personal Social Services Adult Social
Care Survey, 2021-22

Tower Hamlets response (3,185 respondents)

The best of London
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Over 85% of the respondents were satisfied with

the services they had received ‘;;.%

TOWER HAMLETS

Q1 combined - Overall, how satisfied or dissatisfied are you with the care and
support services you receive?

70.0%
60.3%
60.0%
50.0%
40.0%
30.0% 25.29%
20.0%
10.0% 6.2% 4.3% 4.1%
] [ —
0.0%
Extremely or very Quite satisfied Neither satisfied or Quite dissatisfied Extremely or very
satisfied dissatisfied dissatisfied

The best of London
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65% of the respondents found that the way they
were helped and treated made them thinkand LB
feel better about themselves TOWER HAMLETS

Q11 - Which of these statements best describes how the way you are helped and
treated makes you think and feel about yourself?

70.0% 64.8%

60.0%

50.0%

40.0%

30.0% 27.2%

20.0%

0 5.9%

10.0% ° 2.2%

The way I'm helped and The way I'm helped and The way I'm helped and The way I'm helped and
treated makes me think and  treated does not affect the treated sometimes treated completely
feel better about myself way | think or feel about undermines the way | think  undermines the way | think
myself and feel about myself and feel about myself

The best of London
in one borough




About 45% of the respondents found finding
information and advice were generally easy. 33% have E;;.f
never tried to find information or advice TOWER HAMLETS

Q12 - In the past year, have you generally found it easy or difficult to find
information and advice about support, services or benefits?

35.0% 32.6%

30.0%

27.0%

25.0%

20.0%

17.8%

15.0%

12.7%

9.9%

10.0%

5.0%

0.0%
I've never tried to find Very easy to find Fairly easy to find Fairly difficult to find Very difficult to find
information or advice
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Learning
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In 2021/22, the number of visits to ldea Stores oy
and the libraries was 38% of the 2018/19 level 2AZ

TOWER HAMLETS

IDEA STORES AND LIBRARIES VISITS 2018/19-2021/22

m2018-19 m2019-20 m2020/21 2021/22
[ee]
~
.
D
0
[3p]

526,830

76,800

<t

230,339
269,598
254,372

181,836

N
N
[e)]
o
©
[sp]

anary  ldea Store Chrisp Street  Idea Store Watney  Idea Store Whitechapel Local History Library
Market and Archives

* In 2018/19, Idea Stores and the libraries received 1,872,583 visits. In 2021/22, they had
708,891 visits, 38% of the 2018/19 level.

The best of London

© T)
s T3]
=2

- ™

o o s}

= < =
‘_'\—
- O
I ==

I 02654
o I 109,448
0
27,724
44,443
Bl 45,023
0
23,490
]
]
| 3,947
119,528
o I 259,929
s ¢ I 256,358
30 | 2667
101,941

in one borough



In 2021/22, the number of Idea Stores and oy
Libraries issues was 62% of the 2019/20 level e

TOWER HAMLETS

IDEA STORES AND LIBRARIRES ISSUES
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Bethnal Green  Cubitt Town Library  Idea Store Bow Idea Store Canary Idea Store Chrisp Idea Store Watney Idea Store Shadwell H Support TH Web Towe
Library Wharf Street Market Whitechapel Services

 |In 2018/19, there were 740,242 |dea Store and Libraries issues; 756,443 in 2019/20;
472,658 in 2021/22. In 2021/22, it was 62% of the 2019/20 level.

186,

87516
106,312
93374
145,661
90,550
121916
122,604
123,335
137,310
133611

71,949

36,293

I 338562
]
| 606
20,735
I 33
]
441
28,779
Bl 93885
Bl 9,522
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Vast majority of Idea Store learners were satisfied

with the courses they undertook in 2021/22 ‘;&

TOWER HAMLETS

Skills the learners are developing Satisfied with courses Would recommend to
family and friends

Communication, Languages, Creative sKills 98% 96%

Creative skills, Communication, Work skills 98% 97%
and career progression, Employability, Child
development, Digital skills

Creative skills, Communication, Work skills 97% 98%
and career progression, Employability, Digital
skills

» |dea Store Learners survey 2021-22
* Total enrolments: 4,720

The best of London
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Parking and Mobility services
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Parking and Mobility Services X

TOWER HAMLETS

Penalty Charge Notices issued 1st April 2020 — 31st March 2021

Enforcement statistics

B Higher differential level parking PCNs
under the TMA 2004

B Lower differential level parking PCNs
under the TMA 2004

[ Bus Lane PCNs issued under the LLAA
1996

] Moving Traffic PCNs issued under the
LLA & TfL Act 2003

[ Total vehicles removed to pound or
relocated

The best of London
in one borough




Parking and Mobility Services B

TOWER HAMLETS

Penalty Charge Notices, paid by type 1st April 2020 — 31st

March 2021
PCN'’'s paid by type

50,000

40,000

30,000
19,561

20,000

10,000

108 a8 1,722 .
—

On-street Off-street CCTV Bus lane Moving
parking traffic

o

The best of London

The number of PCN 's paid by
type were higher in the year 1st
April 2019 — 31st March 2020

On-street 94,579
Off-street 232
CCTV Parking 199
Bus Lane 1940
Moving traffic 19,277

in one borough



In 2020/21, 45,487 parking permits were issued in
total, 66% of which were Resident parking permit ==

TOWER HAMLETS

The number of parking permits issued by type, 1 April 2020 —
31 March 2021

Permit Type Issued Renewed Total
Resident 22.054 8.088 30.142
Daily Temporary 12,861 NA/A 12,861
Public Service 1,165 57 1,222
Business 687 125 812
Contractor 294 33 327
Car Club Qo 0 Qo0
Market 29 4 33
Total 37180 8307 45,487

The best of London
in one borough




In 2020/21, 393,250 parking

vouchers were issued in total =
Online parking vouchers issued by type 1 April 2020 — 31 March 2021

Resident 60+ 175.882

Resident 172113

Carers 13.967

Public service 845

Market Trader 133

Total 362,940

An additional 30,310 individual paper scratch cards were issued to
residents 60+ or those who have a carer.

The best of London
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Tower Hamlets Council Customer

Service Staff Survey — ServCheck

Survey by The Institute of Customer
Service

The best of London
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ServCheck Survey Results

Tower Hamlets Council

Tower Hamlets People Survey 2022
December 2022

J
i

ServCheck Results December 2022

v 0 e .
. - The Institute of
:z.x: Customer Service



What is ServCheck?

ServCheck is based on the Service Experience Model. It is designed to help you assess your employees’ view of how
your strategy, organisation, culture and processes enable you to deliver world class customer service.

@ Assess your current levels of commitment and p— E

0S5 .

,-),:3-\ engagement to customer service =0

rl""'" J,-.!|| Benchmark against other organisations g\'&fg
?ﬁ‘ﬂ Use the results to develop a true service culture Q

ServCheck Results December 2022

Improve service with input across your
organisation

Get the perspective of your employees across
all job levels

ServCheck is one of the elements of ServiceMark,
the national standard of customer service

ttirt .
. - The Institute of
::;: Customer Service



The Service Experience Model

The Model is based on the premise that world-class service relies on a customer focused strategy
leading to:

l'.‘. .
. - The Institute of
:g: Customer Service

REPUTATION
PERFORMANCE
GROWTH
PROFITABILITY
TRUST
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ServCheck Results December 2022
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ServCheck Results

Tower Hamlets Council
December 2022

. :ﬁ: The Institute of
ServCheck Results December 2022 ‘eveve Customer Service



Employee Responses

65% completion - 330 out of 510 employees

Tower Hamlets Council

::ﬁ'* The Institute of

(d &
ServCheck Results December 2022 %, Customer Service



Index Benchmark

90
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Value

40

30
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70.28

Tower Hamlets Council ServCheck Index

ServCheck Results December 2022

77.45

I Index

Local Government Sector ServCheck Index
Benchmark

All sectors ServCheck Index Benchmark
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Top 3 questions

1.1 My Line Manager believes that great customer service is important to our business performance 84.48
1.28 We have a clear escalation process for complaints 75.45
2.15 Our organisation values the diversity of its people 74.88

ServCheck Results December 2022
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Bottom 3 questions

Bottom 3 questions Tower Hamlets Council

1.16 Our people are rewarded based on customer satisfaction performance 36.30
1.13 Our organisation shares customer experience performance with key external stakeholders 43.27
3.17 Customers are involved in the development of new services 46.00

ServCheck Results December 2022
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Top 10 don't knows

Tower Hamlets | UK Average
Council

1.13 Our organisation shares customer experience performance with key external stakeholders
1.6.3 My organisation does the right thing for: its suppliers
3.17 Customers are involved in the development of new services

3.12 We have a suggestion scheme (or other system) for employees to put forward ideas to
improve customer experience

1.16 Our people are rewarded based on customer satisfaction performance

3.18 We regularly learn service best-practice from other organisations inside and outside of our
industry sector

1.21 Our organisation has a good reputation for customer service/experience
1.14 Our organisation shares customer experience performance with employees and customers

1.9 We measure what is important to our customers by measuring all key touchpoints/interactions
across the service experience

1.6.1 My organisation does the right thing for: environmental sustainability

ServCheck Results December 2022

43%

36.1%
28.5%
27.6%

26.1%
24.5%

21.5%
21.2%
21.2%

20%

30.6%
24.1%
12.8%

11.7%
19.8%

5.9%
6.5%
6.9%
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Customer Service Survey for )y
external service users, Oct 2022 ——

* 30 responses

* Top three most contacted services: Parking, Council tax and
Waste service

» Some experienced long waiting for phone calls (50% of the
respondents, 8 min+) and emails (60%, 5 days+) to be
answered.

The best of London
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