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This report analyses the results from the Kendal Market Users Survey conducted via a self-

completion and online survey carried out between 26 November and 21 December 2018. 
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Introduction  

Kendal’s street market takes place every Wednesday and Saturday. The indoor market is open six 

days a week. 

South Lakeland District Council, working alongside Lambert Smith Hampton as the council’s 

commercial property consultants, carried out this survey to gather the thoughts of the market users. 

This information will assist in any proposed improvements to Kendal Markets and the Town Centre. 

The aim is to provide more variety of stalls and attract more visitors, while improving the customer 

experience overall. 

 

Method  

South Lakeland District Council used the expertise of a public relations consultant in order to reach 

as many market users as possible. To do so the consultants spent time at the markets speaking with 

shoppers, whiles assisting them in filling out a paper copy of the survey.  

Along with the Market Traders Survey, the user’s survey was also advertised via the council’s social 

media platforms and available to complete online.  

 

Responses  

There were 257 complete responses to the survey, with half completing the survey in paper form 

(at the markets) and half completing it online. This response rate can be considered a statistically 

significant sample and can be considered representative.  
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Summary  

 One in two responding market users typically visit Kendal Markets weekly, while two thirds 

are visiting at a similar frequency as they were last year. 

  Three quarters of respondents feel that the current trading hours of the markets meet 

customer need. 

 The majority of users who took part in the survey travel less than 5 miles to visit the 

markets. 

 Service, trading hours/days and cleanliness rated well on the indoor market, while variety 

and quality of stalls rated no so well. Similar results were also seen when looking at the 

outdoor market. 

 Overall, two thirds of respondents are satisfied (very/fairly) with their experience when 

using the markets. One in six are dissatisfied. 

 The most popular other market visited by users of Kendal Markets are Skipton, Lancaster 

and Keswick. 

 A greater variety of stalls, more independent traders, special themes/events and makers 

markets would encourage users to visit the markets more often. 

 They would like to see more local produce, artisan food and arts and craft stalls introduced. 

 The main themes coming out of the comments received are; the need for a greater variety 

and quality of stalls, parking and the aesthetics of the markets and need for improvement. 

 There was a good representation from respondents over the age of 36, however the 

response rate from the younger generation was fairly low. The overall majority were local 

residents. 
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Your use of the markets  

Question 1: How often do you typically visit the Kendal Markets? 

Slightly more responding market users are more likely to visit the outdoor markets more 

occasionally, with just over one in two visiting weekly and one in four visiting monthly. Looking at 

the indoor market a similar number do visit regularly, however one in four say that they rarely visit 

the market. 

 

 
Regularly 
(weekly) 

Occasionally 
(monthly) 

Rarely 
(less than 
monthly) 

Never Not Answered 

 Total % Total % Total % Total % Total % 

Indoor 
market 

122 47.5 51 19.8 65 25.3 17 6.6 2 0.8 

Outdoor 
market 

133 51.8 66 25.7 45 17.5 15 5.8 1 0.4 

 

Question 2: Are you visiting more or less than a year ago? 

The majority of respondents (just over two thirds) are visiting both the indoor and outdoor markets 

at a similar frequency as they were last year. About one in ten are using them more, while one in six 

are using them less than they were. 
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More 

About the 
same 

Less Don’t use Not Answered 

 Total % Total % Total % Total % Total % 

Indoor 
market 

23 8.9 179 69.7 36 14.0 15 5.8 4 1.6 

Outdoor 
market 

25 9.7 179 69.7 36 14.0 14 5.4 3 1.2 

 

Question 3: Why are you visiting Kendal today? 

At the time of the survey the majority of respondents were visiting Kendal to go shopping. Just over 

one in four were here for business (at work) and one in six were here for leisure purposes. 

Respondents were able to give other reasons why, with the majority stating they were in Kendal 

because they live here.  

Those that filled the survey out online were able to choose ‘Not Applicable’. 

All comments can be viewed in full in Appendix 1.  

 

 Total % 

Business 71 27.6 

Leisure 42 16.3 

Shopping 164 63.8 

Other 25 9.7 

Not Applicable 20 7.8 

Not Answered 3 1.2 

 

 

 

 

Question 4: Do you think the trading hours of the markets meet customer needs? 

The majority of market users responding to the survey (three quarters) feel that the current trading 

hours of both the indoor and outdoor markets meet customer needs. When looking at those who 

felt that they don’t, slightly more (one in six) felt the outdoor market hours don’t meet customer 

need.  

Respondent were able to state why they think the current hours don’t meet customer need, with 42 

doing so. The majority of the comments stated that the markets need to stay open longer than they 

currently do, especially to catch shoppers after work. Some also stated that they should open earlier, 

that they should be open on Sundays and the outdoor market should be more frequent. 

All comments can be viewed in full in Appendix 1.  
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 Yes No Don’t know Not Answered 

 Total % Total % Total % Total % 

Indoor market 194 75.5 30 11.7 31 12.1 2 0.8 

Outdoor market 189 73.5 39 15.2 29 11.3 2 0.8 

 

Question 5: How far do you travel to visit the markets? 

The majority of responding market users travel less than 5 miles to visit the markets, with just under 

two in five travelling less than a mile, and the same amount travelling between 1 and 5 miles. The 

remaining third travel varying distances between 6 and 21+ miles (this includes visitors to the area). 

 

 

  Total % 

 Under 1 mile 98 38.1 

 1-5 miles 98 38.1 

 5-10 miles 21 8.2 

 11-20 miles 20 7.8 

 21+ miles 16 6.2 

 Don’t know 3 1.2 

 Not Answered 1 0.4 
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Market facilities 

Question 6: How would you rate Kendal indoor market for each of the following attributes…? 

Over half of all respondents rated service (63%), trading hours / days (56%) and cleanliness (56%) as 

either good or very good attributes of the indoor market. On the other hand variety of stalls (24%), 

quality of stalls (20%) and location / layout (18%) received the highest poor / very poor ratings from 

market users. 

 

 Very 
good 

Good OK Poor 
Very 
Poor 

Don’t 
know 

Not 
Answered 

 Total % Total % Total % Total % Total % Total % Total % 

Service 64 24.9 99 38.5 65 25.3 6 2.4 4 1.6 19 7.4 0 0 

Trading hours 
/ days 

31 12.1 112 43.6 72 28.0 18 7.0 4 1.6 21 8.2 1 0.4 

Cleanliness 35 13.6 108 42.0 82 31.9 16 6.2 4 1.6 10 3.9 3 1.2 

Location / 
layout 

33 12.8 94 36.6 75 29.2 33 12.8 12 4.7 9 3.5 2 0.8 

Quality of 
stalls 

26 10.1 89 34.6 80 31.1 40 15.6 12 4.7 12 4.7 0 0 

Variety of 
stalls 

27 10.5 78 30.4 81 31.5 45 17.5 16 6.2 11 4.3 0 0 

 

Question 7: How would you rate Kendal outdoor market for each of the following attributes…? 

The results are similar when looking at the outdoor market, with service (67%) and cleanliness (58%) 

both rating well as well as location / layout (54%). As with the indoor market, the variety (37%) and 

quality of stalls (21%) on the outdoor market were the attributes seen as less positive to market 

users. 
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 Very 
good 

Good OK Poor 
Very 
Poor 

Don’t 
know 

Not 
Answered 

 Total % Total % Total % Total % Total % Total % Total % 

Service 45 17.5 126 49.0 60 23.4 8 3.1 6 2.3 11 4.3 1 0.4 

Cleanliness 27 10.5 121 47.1 91 35.4 5 1.9 8 3.1 6 2.3 1 0.4 

Location / 
layout 

32 12.5 106 41.3 80 31.1 26 10.1 10 3.9 3 1.2 2 0.8 

Trading hours 
/ days 

27 10.5 100 38.9 86 33.5 25 9.7 6 2.3 11 4.3 2 0.8 

Quality of 
stalls 

21 8.2 104 40.5 74 28.8 38 14.8 15 5.8 5 1.9 1 0.4 

Variety of 
stalls 

14 5.4 75 29.2 70 27.2 61 23.7 34 13.2 3 1.2 1 0.4 

 

Question 8: Overall, how satisfied or dissatisfied are you with your experience when using the 

markets? 

One in four responding market users said that overall they were very satisfied with their experience 

when using the markets, while two out of five were fairly satisfied. Therefore altogether two thirds 

of respondents were satisfied with the indoor and outdoor markets. Conversely, one in six felt 

dissatisfied with their experience when using the markets. 

 

 Total % 

Very satisfied 66 25.7 

Fairly satisfied 106 41.3 

Neither / nor 34 13.2 

Fairly dissatisfied 26 10.1 

Very dissatisfied 12 4.7 

Don’t know 12 4.7 

Not Answered 2 0.8 
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Question 9: Do you visit other markets? 

Just under half of all responding market users visit other markets, and they were given the 

opportunity to state which ones. The most popular markets visited by Kendal market users are; 

Skipton, Lancaster, Keswick, various farmers markets, Morecambe and Ulverston.  

All comments can be viewed in full in Appendix 1.  

 Total % 

Yes 113 44.0 

No  143 55.6 

Not Answered 1 0.4 

 

 

Future improvements 

Question 10: What would encourage you to use Kendal Markets more often? 

Almost nine out of ten respondents would be more encouraged to use the markets if there were a 

greater stall variety. More independent traders, special themes and events and makers markets 

would also encourage them to visit. It can be seen that there was very low levels of discouragement 

to any of the options, however increased trading days and an improved layout didn’t receive as 

much encouragement as the other options. 
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 Greatly 
encourage 

Encourage 
Neither / 

nor 
Discourage 

Greatly 
discourage 

Not 
Answered 

 Total % Total % Total % Total % Total % Total % 

Greater stall 
variety 

148 57.6 83 32.3 25 9.7 0 0 0 0 3 1.2 

More 
independent 
traders 

132 51.4 77 30.0 44 17.1 0 0 0 0 5 1.9 

Special themes 
and events 

114 44.4 79 30.7 49 19.1 7 2.7 1 0.4 8 3.1 

Makers markets 97 37.7 83 32.3 67 26.1 7 2.7 0 0 5 1.9 

Increased food 
and drink 

81 31.5 59 23.0 96 37.4 15 5.8 0 0 6 2.3 

Improved layout 48 18.7 71 27.6 130 50.6 3 1.2 0 0 7 2.7 

Increased 
trading days 

45 17.5 59 23.0 128 49.8 14 5.4 1 0.4 10 3.9 

 

Question 11: Which type of stalls would you like to see…? 

Respondents could choose multiple options to this question. Nine out of ten respondents would like 

to see more local produce stalls on the markets, whilst over half would like to see more artisan food 

and arts and craft stalls introduced. The addition of more fashion / clothing stalls wasn’t as popular 

as the other options. 

Respondents were able to state any other types of stalls they’d like to see on the markets, with 25 

doing so. Stalls selling household and homeware goods were the most popular recommendations. 

All comments can be viewed in full in Appendix 1.  

 

 

  

 Total % 

Local produce (fruit 
& veg, meat, fish 
etc.) 

232 90.3 

Artisan food 175 68.1 

Arts / Crafts / 
Jewellery / Gifts 

142 55.3 

Florists / Garden 
Centre 

124 48.3 

Takeaway Food & 
Drink (street food) 

112 43.6 

Fashion / Clothing 95 37.0 

Not Answered 7 2.7 
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Any comments 

Question 12: Do you have any other comments? 

There were 144 comments from responding market users, and for analytical purposes they have 

been grouped into common themes. 

One of the main themes coming out of the comments is the need for a greater variety of stalls on 

both the indoor and outdoor markets. It is also felt that there needs to be stalls offering a greater 

quality of product, with local produce and crafts mentioned multiple times as a way of achieving 

this. Introducing more themed events (such as Christmas markets) is mentioned regularly, as well as 

a reduction in rates to entice more traders and also start-up businesses. 

The other main theme is the issue with parking in Kendal. It is felt that there is insufficient parking in 

the town centre, prices are too high and that closing New Road was detrimental to the market. 

Offering free or reduced price parking may encourage more shoppers into the town. 

The physical aesthetics of the markets was another theme, with the need for refurbishment both 

indoor and outdoor stated numerous times. Its felt that the indoor market is in need of updating, 

the layout needs changing (more accessible) and the toilets need to be made available again. The 

addition of some seating and stall uniformity on the outdoor market were also recommended. 

The offer of out of town shopping is also seen as a reason for a decline in shoppers using the 

markets. The decline in Kendal town centre as a whole, with an increase in empty shops, has led to 

fewer shoppers visiting the markets. 

It is felt the introduction of better signage and advertisement is necessary, as well as making the 

markets a destination and attraction to visitors. 

On a positive note, there were a number of comments stating a desire to keep the markets going 

and that they are already good as they currently are. 

All comments can be viewed in full in Appendix 1. 

 

About you 

Question 13: Are you…? 

Just under two thirds of responding users to the survey were female. 

 Total % 

Male 94 36.6 

Female 158 61.5 

Prefer not to say 4 1.6 

Not Answered 1 0.4 
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Question 14: What was your age on your last birthday? 

The best represented age group to the survey was 51-65, while there was also a good representation 

from 36-50 year olds and those over the age of 66. Unfortunately the number of responses from 

users under 25 was very low. 

 

 Total % 

Under 16 0 0 

16-25 5 2.0 

26-35 26 10.1 

36-50 55 21.4 

51-65 92 35.8 

66-80 63 24.5 

Over 80 13 5.1 

Not Answered 3 1.2 

 

 

 

Question 15: Do you or others you visit the market with you, have a long standing disability that 

limits mobility? 

The overall majority of respondents do not have a long standing disability, however more than one 

in ten do which is a satisfactory representation. 

 Total % 

Yes 32 12.5 

No 221 86.0 

Not Answered 4 1.6 

 

Question 16: Are you a…? 

Nine out of ten respondents were local residents, while there was only a very small representation 

from visitors to the area. Respondents were asked to leave their postcode, and of those that did so, 

80% were from Kendal (LA9). 99.9% of respondents were British. 

 Total % 

Local resident 230 89.5 

Tourist 9 3.5 

Local business 4 1.6 

Not Answered 14 5.4 
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