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1. Executive Summary 
 
Introduction and methodology 
 
• In March 2010, Qa Research was commissioned to carry out a 

Communications Audit among older residents of the Bracknell area (i.e. 
those aged 50+) to identify and understand current and future 
communication preferences.  

 
• A quantitative postal survey was distributed to members of the Bracknell 

Forest Residents Panel as well as contacts within Bracknell Forest Homes 
and general residents.  In total, 718 residents completed the survey.        
 

Objectives  
  
• The overriding aim of the research was to:  

 
“Understand how residents over 50 currently receive information 
and how they wish to do so in the future” 

 
Within this, a number of sub-objectives are included, namely to: 
 
• Establish how residents over 50 currently receive information from 

Bracknell Forest Council and its affiliated partners 
• Ascertain how residents over 50 would prefer to receive information 

from Bracknell Forest Council and its partners in future 
• Identify what types of information residents would like to receive in 

future and establish gaps in current provision 
• Establish any differences between demographics of residents 

 
Key Findings 
 
• In general, older residents are satisfied with the types of information they 

receive from the Council and its partners.  This is evident through the fact 
that the majority of respondents are not asking for particular types of 
information.   

 
• Differences exist regarding the nature of the information the different age 

groups would like to receive.  The older age groups (86+) state a 
preference for receiving more information surrounding home help and care 
services, while those in the youngest age bracket (50-65) would like more 
information on leisure services and activities.   

 
• While the majority of residents state a preference for contacting the 

Council via the phone (49%) or in person (23%), this is particularly important 
for those residents aged 86+ and efforts should be made to ensure phone 
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services continue to be available and meet the needs of the oldest 
residents.   
 

• Residents who are less physically able note they are less likely to be using 
other contacts methods apart from phone, suggesting a degree of 
reliance on this method for making contact.  Should phone options and 
services cease to meet the needs of this group, then a risk of isolation to 
older residents becomes a factor.     
 

• Residents in the younger age bracket (50-65) are the most willing group to 
consider using email and websites as the form of contact with the Council 
and its partners with speed and convenience that these methods offer. 
 

• Town and Country magazine is important for a range of residents in 
Bracknell.  The magazine is the dominant source of information and is a 
preferred medium.  Indeed, over three quarters (76%) of residents access 
and use the magazine as a source of information and is the preferred 
option for two thirds of residents (61%) with leaflets delivered through the 
door (43%) and in the local press (37%) being additional common 
preferences.  
 

• There is potential for communicating information via digital/pay TV with 
almost three quarters of respondents having some form of access to these 
services.  However, as uptake of these services reduces with age, a risk 
becomes apparent should this become a priority communication method. 
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2. Introduction 
 
The proportion of older people in Bracknell Forest and across the UK is set to 
increase in the near future and an ageing population is often seen in terms of 
increasing pressures on public services.  With this in mind, it is important for local 
authorities and their partners to consult with residents on changing needs and 
demands relating to the provision of services, ensuring that all residents have an 
adequate understanding of the help and services available to them.    
 
Bracknell Forest Council and its partners are committed to engaging with residents 
across the borough and, as part of this, have initiated the ‘Strategy for Older 
People’. (1) This initiative seeks to unlock the potential for older people to play a 
role in helping the Partnership design services for the future which meet 
increasingly diverse needs and to understand how residents wish to be notified 
about potential services and offerings.   
 
The Partnership has already examined older people’s services for some time 
through consultation with over 500 organisations and service providers, and this 
research seeks to build upon previous efforts.   
 
In particular, this research seeks to establish how best to communicate with older 
residents and how to adapt information distribution to best suit the needs of older 
people in the future.   
 
(1) An Older Persons’ Partnership, hereafter referred to as the Partnership, has 
been formed which has responsibility for delivering the actions of the Strategy for 
Older People 
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3. Aims and objectives 
 
Bracknell Forest Council commissioned Qa Research on behalf of the Partnership 
to consult with older residents across the borough about communication 
preferences among older residents.  The main aim of the research is to:  
 

“Understand how residents over 50 currently receive information 
and how they wish to do so in the future” 

 
Within this, a number of sub-objectives are included, namely to: 
 
• Establish how residents over 50 currently receive information from Bracknell 

Forest Council and its affiliated partners 
• Ascertain how residents over 50 would prefer to receive information from 

Bracknell Forest Council and its partners in future 
• Identify what types of information residents would like to receive in future 
• Identify gaps in information provision 
• Establish any differences between demographics of residents 

 
Through an understanding of the above aims and objectives, the Partnership will 
have a clearer understanding of the ways in which older people prefer to receive 
information and will understand any key differences across the demographic 
groups.   
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4. Methodology 
 

In order to consult with as wide a range of residents as possible and in a cost-
effective manner, a postal methodology was utilised, as well as consultation with 
residents over the age of 50 on the Bracknell Forest Citizens’ Panel.  In total, 3,828 
4-page postal self-complete surveys were distributed to residents and 
organisations across the borough by Qa Research, the council and its partners. 
 
Of these, 3,324 surveys were distributed to specific organisations across the 
borough by the Council to increase participation and representation.  These 
included: 
 

• Ascot Health Library 
• Bracknell Forest Homes sheltered homes 
• Bracknell & Wokingham College 
• Bracknell Islamic Cultural Society 
• Bracknell Leisure Centre 
• Bracknell Library 
• British Legion 
• Carers 
• Church Groups 
• EH Reception 
• Great Hollands Library 
• Over 50s Forum 
• Sandhurst Day Centre 
• Sandhurst Library 
• Sandhurst Sports Centre 
• Shopmobility 
• Social Housing/Benefits 
• The Look In 
• TS Reception 
• Warfield Park 
• White Grove Library 

 

Surveys were also distributed face-to-face and were made available to residents 
on request.  The survey pack also included a freepost return envelope and 
covering letter explaining the purpose of the research, the deadline for returns 
and contact details for any queries. 
 
In total, 337 surveys were returned by members of the Bracknell Forest Residents 
Panel out of 504 surveys despatched by Qa Research, creating a response rate of 
67%.  For non-panel residents, 381 surveys were returned from 3,324 with a 
response rate of 11%.  In total, 718 surveys were completed. 
 
The data were analysed at the overall level (panel and non-panel residents 
combined) and a number of sub-groups were created in order to explore any 
relationships between different demographics.  For example, age was split into 
four categories: 
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- 50-65 
- 66-75 
- 76-85 
- 86+ 

 
Through this analysis technique, any key differences are revealed and used to 
add context to the report.   
 
Using statistical rules, we can be 95% confident that our research findings have a 
potential variance of no more than plus or minus 4% from the figure shown. These 
standards specifically apply to ‘confidence levels’. An explanation is provided 
below: 
 
Confidence levels: 
  
This indicates how representative findings are of the resident body as a whole. In 
this instance we have used 95% confidence levels – or put more simply– this 
requires that the chances of the sample group reflecting the wider resident 
population will be 95 out of 100. The confidence level is essentially a fixed value 
which must be looked at in conjunction with standard error. 
 
Standard error:  
 
‘Standard error’ demonstrates how answers provided by sampled residents 
potentially vary from the responses that would be obtained if all tenants had 
responded. In the research industry, commonly accepted levels of error are +/- 5% 
and +/- 3%. In this work, +/- 4% was achieved. This means, for example, that if the 
observed statistic for any question is 50%, then if the research was repeated, this 
percentage will be no less than 46% and no more than 54%. The standard error is 
calculated on the basis of the total number of possible respondents and the 
number that have responded to the survey. 
 
Where charts have been used to illustrate the findings from the survey, answers less 
than 4% have been excluded from the charts.  This is to save space and focus 
primarily on the key themes and issues emerging from each question.   
 
 
Please note: 
 
We have reported throughout where any significant statistical differences appear 
from our analysis of the data by various cross-tabulations. Differences have not 
been reported upon where the base size of respondents was too low to be 
statistically significant, unless otherwise stated.  
 
Percentages have been rounded to the nearest whole number, with any 0.5% 
figures rounded up. As a result some figures may add up to more than 100%.  
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Please be aware that the base figure on each graph represents the number of 
people who answered that particular question so may be lower than the overall 
response rate of 718. ‘(All respondents)’ after each base figure means that all 
respondents had the option to answer the question; this means there was no 
routing around that question or in other words respondents were not told to skip 
the question if they gave a certain answer to a previous question. 
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Demographic Profile: 
 
Age, gender and ethnicity demographics were collected from residents who 
responded to the survey and have been used to understand any significant 
differences between these categories.   
 
  Non-Panel 

Residents Panel Residents Total Residents 
Age N % N % N % 
50-65 110 28.9% 139 41.2% 249 34.7% 
66-75 120 31.5% 111 32.9% 231 32.2% 
76-85 96 25.2% 60 17.8% 156 21.7% 
86+ 44 11.5% 16 4.7% 60 8.4% 
Unknown/Refuse
d 11 2.9% 11 3.3% 22 3.1% 
Gender             
Male 135 35.4% 182 54.0% 317 44.2% 
Female 222 58.3% 155 46.0% 377 52.5% 
Unknown/Refuse
d 24 6.3% - - 24 3.3% 
Ethnicity             
White British 339 88.98% 309 91.69% 648 90.3% 
White Irish 3 0.79% 6 1.78% 9 1.3% 
Other White 7 1.84% 13 3.86% 20 2.8% 
Caribbean 3 0.79% 2 0.59% 5 0.7% 
African - 0.00% - 0.0% - 0.0% 
Other Black 
African - 0.00% - 0.0% - 0.0% 
White and Black 
African - 0.00% - 0.0% - 0.0% 
White and Asian - 0.00% - 0.0% - 0.0% 
Other Mixed 1 0.26% 1 0.30% 2 0.3% 
Indian 1 0.26% - 0.0% 1 0.1% 
Pakistani 2 0.52% - 0.0% 2 0.3% 
Bangladesh - 0.00% - 0.0% - 0.0% 
Asian British 4 1.05% - 0.0% 4 0.6% 
Other Asian 4 1.05% 4 1.19% 8 1.1% 
Chinese 1 0.26% - 0.0% 1 0.1% 
Other Chinese - 0.00% - 0.0% - 0.0% 
Nepali - 0.00% - 0.0% - 0.0% 
Filipino 1 0.26% - 0.0% 1 0.1% 
Gypsy/Traveller - 0.00% - 0.0% - 0.0% 
Showpeople/ 
Circus - 0.00% - 0.0% - 0.0% 
Other - 0.00% 1 0.30% 1 0.1% 
Unknown/Refuse 15 3.94% - 0.0% 15 2.1% 
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3%
1%
2%
7%
10%
15%

30%
31%
32%

57%
90%

None
Downside Resource Centre

Heathlands Day Centre
Council Adult Social Care Department

Bracknell & Wokingham College
Religious Centre

The Look In
South Hill Park Arts Centre

Leisure centres
Libraries

GP practices

Q1. W hich of the following have you accessed in the last 
12 months?

Source:Qa Research 2010   Base: All respondents (703)

d 
 
 
 
 
 
5. Key findings 
 
5.1 Public Service Access 
 
Respondents were presented with a list of public services and locations and asked 
to state whether or not they had visited any in the last 12 months.  Responses are 
shown in the chart below; 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The vast majority of respondents (97%) have accessed some form of public service 
or activity in the last 12 months, indicating that they have direct contact with 
Bracknell Forest Council and its partners.  The most common of these were ‘GP 
practices’ (90%), ‘Libraries’ (57%) and ‘Leisure Centres’ (32%).  Only 3% of 
respondents had not accessed any of the services in the last 12 months.   
 
Younger age groups (50-65 and 66-75) were more likely to access services in the 
last 12 months than the older age groups, especially those aged 86+.  For 
example, just over a third of 50-65 year olds (37%) used the South Hill Park Arts 
Centre compared to just 5% of those ages 86+.  A similar picture can be seen for 
‘leisure centres’; 42% of respondents aged 50-65 compared to 7% of those aged 
86+. 
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Also, and again unsurprisingly, those respondents who leave the house more 
regularly were more likely to be accessing services than those who do not. 
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5.2 Council and Partners Contact 
 
5.2.1 Current Contact Methods 
 
Respondents were presented with a list of communication methods and asked 
which they use when contacting the Council and its partners.    

4%
3%
4%
7%

20%
20%
24%

35%
83%

None of these
Through someone else

Through a neighbourhood group
Through a ward councillor

Via a website
By email
By letter
In person
By phone

Q2a. How do you currently contact Bracknell Forest 
Council and its partners?

Source:Qa Research 2010   Base:All respondents(694)
 

When asked how they currently contact Bracknell Forest Council and its partners, 
the largest proportion of respondents use the ‘phone’ (83%), ‘in person’ (35%) or 
by ‘letter’ (24%).  While internet use among those aged 50+ can be lower than for 
younger age groups, a fifth (20%) said they use ‘email’ and the ‘website’ (20%).  
Only 4% of respondents do not currently contact the council or its partners.   
 
The frequency of how often respondents leave the house has a bearing on which 
methods are used to contact the council and its partners.  Those respondents who 
leave the house frequently are more likely to be using ‘email’ (25%) and ‘a 
website’ (24%) than those who leave the house less frequently (6% each).    Age 
also has an impact on the extent to which respondents use a ‘website’ as a 
contact method, being mentioned by a third (32%) of those aged 50-65 
compared to just 2% of those aged 86+.  A list of other mentions at Q2a can be 
found in the table below;   
 
 

Other Count 
Percentag

e 
Warden/Support worker 7 1% 
Family member 3 0% 
Bracknell Forest Voluntary Action 1 0% 
Citizens Advice Bureau 1 0% 
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I work for BFC 1 0% 
Newspaper 1 0% 
RAS 1 0% 
Base 694   
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1%

1%

6%

6%

11%

23%

49%

Ward Councillor

Someone else

By letter

Via a website

By email

In person

By phone

Q2b. How would you prefer to contact the Council and its 
partners?

Source:Qa Research 2010   Base: All respondents(625)

5.2.2 Preferred Contact Methods 
 
Respondents were also asked how they prefer to contact the council and its 
partners, with contact by ‘phone’ being the most common (49%).  Just under a 
quarter (23%) of respondents prefer ‘in person’ contact, demonstrating an overall 
preference among respondents for contact involving verbal contact, rather than 
more impersonal methods such as mail or electronic based communication 
methods.   
 

 

Although more than 8 in 10 respondents currently contact the council ‘by phone’ 
(Q2a), just under half actually prefer this method of contact (49%).  A similar 
picture can be seen when looking at ‘in person’ contact.  Just over a third (35%) 
currently contact the Council and its partners ‘in person’, although just under a 
quarter prefer this method (23%). 
 
Respondents aged 50-65 were more likely to state a preference for ‘email’ and 
‘website’ use than respondents aged 86+.  For email, 16% of respondents aged 50-
65 compared to 2% of respondents aged 86+ stated this method as a preference.  
One in ten (10%) of respondents aged 50-65 would like to use the ‘website’ 
compared to no respondents aged 86+.  
 
Other mentions for Q2b can be found in the table below; 
 

Other Count 
Percentag

e 
CAB 1 0% 
No preference 1 0% 
Warden 1 0% 
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4%

5%

11%

14%

15%

20%

24%

Specific topic of enquiry given

I use whatever is most appropriate at the time

Lack access to other methods

Speed of use

I prefer human contact

Ease of use

Convenience

Q3a.  W hy do you currently use the methods you stated 
at Q2a?

Source:Qa Research 2010   Base: All respondents (631)    

5.2.3 Reasons for Using Current and Preferred Contact Methods 
 
Respondents were asked an open-ended question about preferences relating to 
contacting the council and its partners.  Overall, ‘convenience’ (24%) and ‘ease 
of use’ (20%) are the most important reasons for respondents current contact 
methods.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Respondents aged 50-65 were more likely to state ‘speed of use’ as a reason 
(23%) than those aged 76-85 (5%) and those aged 86+ (9%).  Respondents who 
leave the house less regularly were more likely to state ‘lack of access to other 
methods’ (25%) than those respondents who leave the house on a regular basis 
(7%). 
 
Respondents were then asked specific reasons for using their preferred 
communication method in order to gain insight into these preferences.  The tables 
below indicate the stated reasons for each method at Q3a. 
 

By phone Count 
Percentag

e 
Ease 65 27% 
Convenience 64 26% 
I prefer to deal with a real person 59 24% 
Speed 36 15% 
Most likely to produce immediate 
response 21 9% 
I do not have access to the 
internet 14 6% 
Mobility is restricted 10 4% 
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Able to speak to a named 
contact 6 2% 
The staff deal well with phone 
queries 3 1% 
Allows for fullest explanations or 
most detailed info 2 1% 
Base 242   

 
In person Count 

Percentag
e 

I prefer to deal with a real person 67 57% 
Convenience 15 13% 
Ease 15 13% 
Allows for fullest explanations or 
most detailed information 13 11% 
Most likely to produce an 
immediate response 7 6% 
It is a tried and tested method 
with which I am comfortable 4 3% 
I do not have access to the 
internet 3 3% 
Most appropriate method relative 
to my disability 2 2% 
Base 118   

 

By email Count 
Percentag

e 
Convenience 21 33% 
Speed 18 29% 
Ease 17 27% 
A copy can be kept for my 
records 12 19% 
Low cost 9 14% 
Effective i.e. most likely to 
produce a response 5 8% 
Can be done 24-7 5 8% 
Base 63   

 

Via a website Count 
Percentag

e 
Convenience 15 41% 
Ease 10 27% 
Speed 5 14% 
Can be done 24-7 4 11% 
Can be done from my own home 4 11% 
Should provide reliable 
information 3 8% 
Base 37   
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By letter Count 
Percentag

e 
Allows for fullest explanations or 
most detailed information 8 28% 
Effective i.e. most likely to 
produce a response 6 21% 
A copy can be kept for my 
records 5 17% 
Ease 4 14% 
Convenience 3 10% 
Mobility is restricted 3 10% 
Base 29   
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5%
11%
12%
13%
13%
15%
18%
23%
25%
29%
32%

52%
54%

76%

Social workers
Phone call
Local radio

Friends or family
General Practitioner

Visiting council offices or facilities
Pick up a leaflet from elsewhere

Pick up a leaflet from council office or facility
Websites

Newsletters
Information packs delivered to your home

Leaflet delivered to door
Local press

Council magazine - Town and Country

Q4a.  How do you currently get information from Bracknell 
Forest Council and its partners?

Source:Qa Research 2010   Base: All respondents(692)

5.2.4 Current Information Sources 
 
In addition to asking how respondents contact the council and its partners, they 
were also asked to recall how they receive information from the council and its 
partners and responses are shown below;   
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Just over three-quarters (76%) receive the Council publication ‘Town and 
Country’.  Other notable mentions are information through ‘the local press’ (54%), 
‘leaflets delivered to homes’ (52%) and ‘information packs’ (32%).   
 
Only 15% of respondents mention that they receive information through ‘visits to 
Council offices or facilities’.   
 
Although small in number (c.40), respondents who feel they need help in 
accessing information were more likely to cite ‘information packs delivered to 
your home’ (54%), ‘newsletters’ (44%) and ‘visiting council offices or facilities’ (29%) 
than those who feel they do not require help (30%, 27% and 14% respectively). 
 
Respondents aged 50-65 were more inclined to state ‘Town and Country’ (83%), 
‘local press’ (56%) and ‘websites’ (42%) than those aged 86+ (39%, 28% and 6% 
respectively).   
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5%
6%
8%
8%
9%
10%
10%
12%
13%

24%
29%

36%
37%

43%
61%

Friends or family
Ward councillor

Local radio
Visiting council offices or facilities

General Practitioner
Pick up a leaflet from elsewhere

Phone call
Pick up a leaflet from council office or facility

Email alerts
Websites

Newsletters
Information packs delivered to your home

Local press
Leaflet delivered to door

Council magazine - Town and Country

Q4b.  How would you prefer to get this information?

Source:Qa Research 2010   Base: All respondents (597)    

Other mentions from Q4a can be found in the table below:  
 

Other Count 
Percentag

e 
Meetings 5 1% 
From another group or organisation 4 1% 
Warden 3 0% 
At work 3 0% 
Look in café 2 0% 
Community TV 1 0% 
Local Parish Council 1 0% 
Parish magazine 1 0% 
Talking papers 1 0% 
Triple A occasions 1 0% 
CD or DVD 1 0% 
Base 692   

 
 
5.2.5 Preferred Information Sources 
 
As a follow up question, respondents were asked to state their preferences 
regarding how they would like to receive information from the council and its 
partners, as outlined below;   
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Just under two thirds of respondents (61%) prefer to receive their council and 
partner information through ‘Town and Country’ magazine.  One in four (43%) 
would prefer ‘leaflets delivered to the home’ with over a third preferring to receive 
information through the ‘local press’ (37%). 
 
Preference for ‘websites’ correlates with age, with respondents aged 50-65 (42%) 
significantly more likely than those aged 66-75 (21%), 76-85 (6%) and 86+ (5%) to 
state a preference for ‘websites’.     
 
Respondents seem to demonstrate a preference for direct, formal contact 
delivered by the council rather than more informal methods.  ‘Town and Country’ 
magazine, ‘leaflet delivered to door’, ‘information packs delivered to your home’ 
and ‘newsletters’ all feature prominently in respondents answer on how they 
would like to receive information and these are all methods than the council and 
its partners have some control over. More informal methods, such as ‘local radio’ 
and ‘friends or family’, feature far less prominently.   
 
Other mentions from Q4b can be found in the table below; 
 
 

Other Count 
Percentag

e 
Other group or organisation 5 1% 
Warden 2 0% 
Magazine 2 0% 
Community TV 1 0% 
At work 1 0% 
Libraries 1 0% 
One stop shop 1 0% 
Talking papers 1 0% 
Triple A occasions 1 0% 
No preference 1 0% 
Base 597   
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5%
5%

6%
6%
6%
6%

11%
14%

17%

Direct or quick method
Information comprehensive

Suitable for me
Delivered to my door

Like to digest information in my own time 
General positive comment

Ease of use
Convenience

Accessible method

Q5.  W hat are the main reasons for your preferred options at 
Q4b?

Source:Qa Research 2010   Base:  All respondentswho receive information (550)

5.2.6 Reason for Preferred Information Sources 
 
Respondents were asked to give their reasons for their preferred source of 
information and responses are shown below;  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

‘Accessible method’ (17%), ‘convenience’ (14%) and ‘ease of use’ (11%) were the 
most common mentions.   There were no significant differences among the sub-
groups for this question. 
 
Other responses to Q5 can be found on the table below; 
 
Other Count 

Percentag
e 

Written record 1 0% 
Would like receive more information in one pack 1 0% 
Would like to know who is Ward Councillor and a way to contact this 
person 1 0% 
Would cut down paper usage 1 0% 
When it’s difficult to get above because of mobility problems, it's good 
to have something in writing at home 1 0% 
What I listen to and read 1 0% 
To be sure of getting information 1 0% 
They are better received 1 0% 
The Bracknell Forest University of the Third Age is very adept in giving its 
members information at open meetings 1 0% 
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Sources already used, fill the need 1 0% 
Something that doesn't make us feel out in the sticks in Sandhurst 1 0% 
Base 550  
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Other Count 

Percentag
e 

Rationalising the way information is provided while ensuring that it 
reaches everyone concerned 1 0% 
Readable documentation is easier to absorb and remember 1 0% 
Prefer written word to TV etc. Do not want alerts unless very urgent 1 0% 
Others don't apply 1 0% 
Number 16 1 0% 
Normally it’s a one off pack of concise information 1 0% 
No change in current practice 1 0% 
More likely to take notice 1 0% 
More likely to be acted on 1 0% 
Material published by the Council is generally well presented 1 0% 
Many more places you can pick up information 1 0% 
Many more places you can pick up information 1 0% 
Knowing where to look for information already. Telephone is not 
satisfactory 1 0% 
Keep file not missing 1 0% 
It’s better than not receiving any information which is how things stand 
at the moment 1 0% 
It is better to know certain information in advance of needing it, so in 
the event of a situation arising you already have any information that 
you may need 

1 0% 

It gets me out and I enjoy the walk 1 0% 
If you have information for local residents, you should present it. We 
should not have to seek for information 1 0% 
If I want to know something I like to seek out the information not to be 
bombarded with stuff I don't need or want. 1 0% 
I would like to receive information via public meetings by the 
Councillors’ and leaflets from Southall Park 1 0% 
I receive the most reliable information from these sources 1 0% 
I get all the information on local matters I want to know from the little 
local free papers. Not intensely interested. 1 0% 
I can save information for my support workers to look at and help me 
with as required 1 0% 
I can get information explained to me 1 0% 
I am not in contact with other ways, these are the least for me 1 0% 
I am happy to look for info via web when I want it rather that have 
general info sent to me at odd times 1 0% 
I am active and walking with quite a young family still so I do not need 
too many services at the moment 1 0% 
Digital TV makes a good outlet for information and can store mega 
information etc 1 0% 
Councils are too busy looking for ways to interfere with people. I long 
for the day when they were small and concerned with cost cutting 
and good maintenance 

1 0% 
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31%

57%

15%
21%

Satellite TV Cable TV Digital TV None

Q6a. W hich of the following do you have access to?

Source:Qa Research 2010   Base: All respondents(686)

5.3 Digital/Pay TV Access 
 
In order to gauge the potential for delivering council and partner information 
through digital TV and interactive services, respondents were asked what current 
digital/pay TV access they currently have access to.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Over half currently have ‘Cable TV’ (57%) and this is the most common digital/pay 
TV platform.  Just under a third (31%) have ‘Satellite TV’ and 15% of respondents 
have ‘Digital TV’ access.    
 
Age has a bearing on the uptake of digital/pay TV, with respondents aged 50-65 
more likely to be subscribing to ‘Satellite TV’ (42%) and ‘Digital TV’ (67%) than 
respondents aged 86+ (12% and 44% respectively).  In fact, there is a general 
decline in uptake of digital/pay TV in line with age.  Among respondents aged 
86+, 42% have no access, compared to 28% uptake amongst the 76-85 age 
group, 22% amongst the 66-75 age group and 11% among those aged 50-65.   
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23%

40%

14%

38%

Satellite TV Cable TV Digital TV None

Q6b. And which of the following would you like to use to 
get information about the Council and its partners?

Source:Qa Research 2010   Base: All respondents(520)

Respondents were also asked whether they would like to use any of the 
digital/pay TV services to access council and partner information; 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
‘Cable TV’ (40%) was the most common response, with a quarter preferring 
‘Satellite TV’ and just over one in ten (14%) stating a preference for ‘Digital TV’.  
Almost four in ten respondents (38%) have no desire to access the information 
through digital/pay TV services.   
 
It should be noted that preferences are largely linked to having access to that 
specific service, and as the result, the preferences largely mirror access stated in 
Q6a.   
 
There were no significant differences at the sub-group level.   
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7%
8%
8%
9%

11%
13%
13%
14%
15%
15%

17%
22%
22%

24%

Specialist support groups
Community transport help

How to access free computer and internet
Home help/care services in your area

Social activities and networks
Volunteering opportunities

Neighbourhood groups
Over 50s groups

Exercise/fitness classes
Help available from voluntary agencies
Who to contact regarding care needs

Learning/education
Information on welfare and benefits entitlement

Healthcare services

Q7a.  W hat information do you get from Bracknell Forest Council and 
its partners now?

Source:Qa Research 2010   Base: All respondents(581)

5.4 Information Preferences 
 
Respondents were given a list of council and partner information and asked which 
they currently receive.  Responses are shown below;   
 

 
‘Healthcare services’ (24%) was the most commonly mentioned type of 
information, along with ‘information on welfare and benefit entitlement’ (22%) 
and ‘learning and education’ (22%).   
 
Older respondents are more likely to be accessing ‘information on welfare and 
benefits entitlement’ than younger respondents.  Those aged 86+ (37%) and those 
aged 76-85 (33%) were more inclined to do so than the age groups 50-65 (17%) 
and 66-75 (17%).   
 
Further to information on ‘welfare and benefits’, respondents who leave their 
house on a more frequent basis (36%) are more likely to receive this information 
compared to those leaving their house less frequently (19%).   
 
Receipt of ‘learning and education information’ is also influenced by age, with 
just under a third of respondents aged 50-65 (29%) receiving information on this 
issue, compared to just 2% of respondents aged 86+.  
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Almost a third of all respondents (31%) state they do not receive any information 
at all.  
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16%
9%

15%
17%
17%

19%
19%
20%
21%

24%
25%
25%

30%
31%
32%

None
Specialist support groups

Home help/care services in your area
Volunteering opportunities

Neighbourhood groups
How to access free computer and internet

Social activities and networks
Community transport help

Help available from voluntary agencies
Exercise/fitness classes

Learning/education
Who to contact regarding care needs

Information on welfare and benefits entitlement
Over 50s groups

Healthcare services

Q7b.  W hat sort of information would you like to receive in the future?

Source:Qa Research 2010   Base: All respondents (574)    

Other responses to Q7a can be seen in the table below; 
 

Other Count 
Percentag

e 
Planning 2 0% 
Refuse collection 2 0% 
Information on CAB 1 0% 
Magazine 1 0% 
Warden 1 0% 
Town and Country 1 0% 
Reliable tradesmen 1 0% 
Council worker 1 0% 
Base 581   

 
 
A follow-up question was asked to determine what type of information 
respondents would like to receive in the future and responses are shown in the 
chart below;   
 

Respondents highlight a broad range of information they would like to receive.  
Similar to the responses to Q7a, ‘healthcare services’ (32%) is the most common 
subject on which respondents would like to receive information in the future, and 
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information on ‘Over 50s groups’ (31%) and ‘Information on welfare and benefits 
entitlement’ (30%) were the other top mentions. 
 
Respondents aged 50-65 were more likely than older age groups to request 
information on ‘exercise and fitness classes’ (33%), ‘learning and education’ (32%), 
‘social activities and networks’ (27%) and ‘volunteering opportunities’ (25%).   
 
Respondents aged 76-85 were more likely to state ‘who to contact regarding 
‘care needs’ (36%) and ‘community transport help’ (34%) than other age groups. 
 
Respondents aged 86+ were more inclined to be interested in ‘home help/ care 
services’ (31%) than the other age groups.   
 
Other responses to Q7b can be found below: 
 

Other Count 
Percentag

e 
Planning notices 1 0% 
Information about making payments 1 0% 
Refuse collection 1 0% 
Help filling out forms 1 0% 
Free software 1 0% 
Cheap golf buggy hire 1 0% 
Dolls House Gals 1 0% 
Information from adjoining areas 1 0% 
Leisure information 1 0% 
Magazine 1 0% 
Warden 1 0% 
Reliable tradesmen 1 0% 
Base 574   
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1%
1%
1%
1%
1%
1%
1%
1%
1%
1%
2%
3%

86%

Activities in the area
Council planning

General request for more information
Health care

Waste disposal or collection
Benefits or funding
Carer information

Entitlements for the elderly
Housing or property

How council tax is being spent
Transport

Other
Nothing/ No suggestion

Q8.  Is there anything else that you would like information on that you 
do not currently get or have access to?

Source:Qa Research 2010   Base: All respondents (718)    

5.5 Information Access and Improvements 
 
Respondents were asked if there are any other type of information they do not 
currently receive, but would like to in future as a way of identifying any gaps in 
current information provision.  This was an open question and responses are shown 

below;  
 
The vast majority of respondents (86%) do not feel they require any information 
that they do not have access to already.  Of the respondents who did mention a 
desire to receive other information, ‘transport’ (2%) and numerous other issues 
such as ‘housing or property’, ‘waste disposal or collection’ and ‘Council planning 
information’ (1%) was deemed to be useful.   
 
There were no significant differences among the sub-groups for this question.   
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Other responses to Q8 can be found in the table below: 
 

Other Count 
Percentag

e 
More information on local outdoor pursuits 1 0% 
To know who is responsible for each thing 1 0% 
Reasons for local (hopefully legal) tree 
felling 1 0% 
How BFC is dealing with HSBO 1 0% 
Times that public toilets are open 1 0% 
When pavements should be swept 1 0% 
I do not see any Council partners 1 0% 
Comprehensive footpath map 1 0% 
Heritage weekends need better publicity 1 0% 
What to do when deer arrives in the 
garden  1 0% 
Why is it so expensive to get "power of 
attorney" 1 0% 
Warfield park is isolated 1 0% 
Consumer rights 1 0% 
Free software (non-Windows) such as 
UBUNTU 1 0% 
More information on what political parties 
stand for 1 0% 
Who to contact for handrail on staircases 
and parking restrictions 1 0% 
Advertise the service more 1 0% 
Town and Country not delivered, have to 
collect from Council offices or library 1 0% 
Base 718   



Older People’s Communication Audit, May 2010 
Page 36 

 

 

 

 

8%

6%

7%

8%

8%

9%

25%

Other

Emails

More use of magazines

More information on the website

More leaflets or booklets

More information by post

Nothing

Q9.  How could Bracknell Forest Council and its partners improve 
access to information?

Source:Qa Research 2010   Base:All respondents(308)

Respondents were then asked if there were any ways in which the council and its 
partners could improve access to information. 
 

A quarter of respondents (25%) felt that ‘nothing’ could/should be improved with 
regards to the access of information.  Although specifically, ‘more information by 
post’ (9%), ‘more leaflets or booklets’ and ‘more information on the website’ (8%) 
were the top mentions for improvements to information access.   
 
The only significant difference for this question was respondents aged 50-65 (14%) 
wishing to see ‘more information on the website’, compared to 4% of those aged 
66-75 and 76-85 and 6% of those aged 86+. 
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Other responses to Q9 question can be found in the table below: 
 

Other Count 
Percentag

e 
Visiting local shops as did happen in Binfield at the 
monthly tea club 1 0% 
Better forms, that are easier to understand. 1 0% 
Make more use of the local parish Council office by 
sending their own employers to be on hand to 
answer questions on a frequent basis 

1 0% 

Anything to ensure the residents are aware of any 
changes 1 0% 
Those in real need, i.e. elderly on very low incomes,  
should be referred to social services by GP's etc 1 0% 
More information in the Look In on the notice board 1 0% 
Just get the town sorted, to make it inviting 1 0% 
Make it easier to get feedback. I have asked to join 
a walking group 1 0% 
Write everything in plain English with a better 
explanation 1 0% 
Send out more general information 1 0% 
It would be nice to hear from the OT teams to see 
what has happened since you last saw anyone 1 0% 
This questionnaire should go a long way to helping 
the council improve and decide on its priorities 1 0% 
Look at the situation of littering and dumping/ speed 
enforcement 1 0% 
By listening to what people tell them, not by thinking. 
They know people want, even before they are them 1 0% 
Have an open day with refreshments 1 0% 
Making the right information available at council 
offices in large print 1 0% 
Have a local office in Sandhurst 1 0% 
Provide illuminated signs at bus stops 1 0% 
Once each month have a surgery out in the 
community 1 0% 
Be more accessible 1 0% 
Access facilities are excellent except:- provide 
information about local bus services 1 0% 
Individually, some people find it quite difficulty in 
group. Confidentially - people are agreed to speak, 
complain for fear of repercussions 

1 0% 

Base 308   
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1%

1%

1%

1%

1%

6%

92%

Talking books

DVD/CD

Audio cassette

Minicom/textphone phone

Other

Large print

None/Nothing

Q10.  Do you need specialist help to get information?

Source:Qa Research 2010   Base: All respondents(542)

5.6 Unique Requirements 
 
Respondents were asked whether they require any specialist help or aid to 
receive the information they require.   

 
The vast majority of respondents mentioned they require ‘none/nothing’ specialist 
help in receiving information (92%).  The only notable response for help was for 
‘large print’ (6%).   
 
As is often the case with large majorities, there are no significant differences at the 
sub-group level. 
 
Other responses at Q10 and can be seen in the table below; 
 

Other Count 
Percentag

e 
Deafness 1 0% 
A chairlift 1 0% 
We need more help on things e.g. 
benefits explained 1 0% 
Base 542   
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57%

53%

33%

51%

22%

24%

33%

25%

17%

19%

12%

20%

4%

4%

22%

4%

Its relevance to you

Frequency of information

Availability of alternative 
formats if needed

Receiving information that 
meets your needs

Q11. Thinking about all the information you have received over the last 12 
months from Bracknell Forest Council and its partners, how would you rate it 

on....?

NET: Sat isfied Neither/ nor NET: Dissatisfied Don’t Know

Source: Qa Research 2010   Base: Varies    

Satisfaction 
level
+31%

+21%

+34%

+40%

5.7 Rating of Information Received Over the Last 12 Months  
 
A series of attitudinal statements were asked of respondents to test levels of 
satisfaction with the current information provision, with an emphasis on the last 12 
months.   
 
‘Very’ and ‘fairly’ satisfied and ‘very’ and ‘fairly’ dissatisfied have been combined 
to produce NET totals.  Dissatisfaction has also been subtracted from satisfaction 
to give an overall positive/negative ‘satisfaction level’.   

 
a) ‘Receiving information that meets your needs…’ 
 
Just over half of respondents are satisfied (51%) that they receive information that 
meets their needs, although a fifth of respondents are dissatisfied (20%).  This gives 
an overall Satisfaction level of +31%.  
 
Respondents aged 86+ (67%) form the age group most disposed to be satisfied 
with this statement, with those aged 50-65 (47%) the least likely.   
 
b) ‘Availability of alternate formats if needed…’ 
 
A third of respondents (33%) are satisfied with the availability of alternate formats if 
required.  Just over one-in-ten respondents (12%), stated that they were 
dissatisfied, giving an overall satisfaction level of +21%.  Because attitudes to this 
statement are largely driven by exposure and requirements, a higher proportion of 
‘don’t know’ responses can be seen for this statement (22%).   
 
There were no significant differences among the sub-groups for this statement.   
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c) ‘Frequency of information…’ 
 
Over half of respondents (53%) are satisfied with the frequency of information 
received from the Council and its partners.  Just under a fifth of respondents (19%) 
were dissatisfied giving an overall satisfaction level of +34%.   
 
d) ‘Its relevance to you…’ 
 
Over half of respondents (57%) stated satisfaction with the relevance of the 
information they receive, with 17% feeling dissatisfied.  This gives an overall 
satisfaction level of +40%.   
 
Further to this, respondents who leave the house on a less frequent basis (25%) are 
more likely to be dissatisfied than those who leave frequently (14%). 
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6. Conclusions and recommendations 
 
Generally, older residents of Bracknell (aged 50+) are satisfied with the types of 
information they receive from the Council and its partners, as shown by the fact 
that the majority of respondents do not suggest other types of information that 
they would like to receive.  That said, only half indicate that they are satisfied that 
they receive information that meets their needs and only marginally more are 
satisfied of its relevance. This might suggest that too much information is being 
provided to these residents or that it is not targeted and selective enough.  
 
Supporting this, some differences regarding the types of information they would 
like to receive exist between older residents in different age groups, clearly 
suggesting different needs.  For example, the very oldest residents (aged 86+) 
desire information about home help/care services, while younger residents (aged 
50-65) would like information around leisure activities.  Thus, finding a way of 
targeting the provision of information better may be advantageous.  
 
The majority of respondents contact the Council and its partners via the phone or 
in person and there are clear indications in this data that personal contact (i.e. 
the ability to have a conversation) is important to older residents.  This is 
particularly true of the very oldest residents. Efforts should be made to ensure the 
phone service thoroughly meets the needs of older residents.   
 
Additionally, it is important to note that residents who leave the house least often 
are less inclined to consider other contact methods apart from the phone and as 
such they are relatively more reliant on the phone as means for making contact. 
There is a possibility that a phone service that does not meet their needs will 
contribute to feelings of isolation amongst these residents.  
 
Many younger, older residents (particularly those aged 50-65) are open to using 
email and websites to contact the council and to receive information, being 
attracted by the speed these methods offer. Thus, these are viable contact 
channels for many older residents.   
 
Town and Country has a major role in informing older residents and is the preferred 
medium for many.  Leaflets delivered through the door are also important and the 
local press is seen by many as a useful source of information.  Given the 
prominence of the local press it is important that a harmonious working 
relationship exists with the press to ensure that information they provide is correct, 
relevant and well informed.  
 
Questions regarding channels used and preferred for contacting the council and 
for finding our information were included on a 2009 Residents’ Panel survey and 
indicated that 59% of respondents prefer to receive information via Town and 
Country.  This compares with 76% amongst the older residents in this research and 
reinforces the importance of this publication to older people.   
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There is scope for communicating information via digital/pay TV, with three 
quarters of respondents having access to some form of digital/pay TV.  However, 
with digital/pay TV uptake declining with age, there is a risk of excluding the very 
oldest residents if this medium is used too extensively.  
 
Finally, only around half of respondents said they were satisfied with the frequency 
of information they receive, although it is not clear if they feel they get too much 
or too little. Given other results in this research, it is likely they feel they get too 
much.   
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7. Appendix 
 
7.1. Questionnaire  
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