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1. Lb¢wh5¦/¢Lhb 

1.1. ¢ƘŜ 9ŀǎǘ wŜƴŦǊŜǿǎƘƛǊŜ /ƛǘƛȊŜƴǎΩ tŀƴŜƭ Ƙŀǎ ōŜŜƴ ƻǇŜǊŀǘƛƴƎ ŀǎ ŀ ƳŜŎƘŀƴƛǎƳ ŦƻǊ 
residents to give their views since 1998.  Annual postal and online surveys 
have been conducted with the Panel each year covering a range of topic 
areas, and a number of other consultations conducted with the Panel again 
varying in subject areas. 

1.2. This report sets out findings from the 22st ǎǳǊǾŜȅ ƻŦ ǘƘŜ /ƛǘƛȊŜƴǎΩ tŀƴŜƭΦ  ¢ƘŜ 
ǎǳǊǾŜȅ ǎƻǳƎƘǘ tŀƴŜƭ ƳŜƳōŜǊǎΩ ǾƛŜǿǎ ƻƴ ŀ ǊŀƴƎŜ ƻŦ ƛǎǎǳŜǎ ŀŦŦŜŎǘƛƴƎ ǇŜƻǇƭŜ 
and services in East RenfrŜǿǎƘƛǊŜΣ ƛƴŎƭǳŘƛƴƎ ŀ ǊŜŦƛƴŜŘ ǎŜǘ ƻŦ άŎƻǊŜ ǉǳŜǎǘƛƻƴǎέ 
which are included in all Panel surveys and used to track views over time.  
The specific topics covered by the 21st survey were: 

Á Living in East Renfrewshire; 

Á Improvement priorities; 

Á Satisfaction with local services; 

Á Modernising Council services; 

Á Keeping communities safe and secure; 

Á Accessing local businesses and services; and 

Á Volunteering and contributing to decisions. 

Survey fieldwork and response 

1.3. Craigforth undertook the survey on behalf of the Council, with fieldwork 
carried out between August and October 2015.  Postal and online self-
completion surveys were issued to all 1204 Panel members in late August, 
and a reminder issued in September. 

1.4. By survey close a total of 716 responses had been received (including 245 
online responses, continuing the strong online survey response seen for the 
20th survey), an overall response rate of 60%.  This is a strong response to any 
survey, and while the response rate is somewhat lower than the 63% 
achieved in the previous survey, it is broadly consistent with that achieved in 
previous Panel exercises (see Figure 1). 

1.5. /ǊŀƛƎŦƻǊǘƘ ŀƭǎƻ ŎƻƳǇƛƭŜŘ ŀ ƎǊƻǳǇ ƻŦ ǎǳǊǾŜȅ ǊŜǇƻǊǘǎ ŦǊƻƳ /ƛǘƛȊŜƴǎΩ tŀƴŜƭǎ 
across other local authority areas as points of comparison for the current 
survey.  This suggests that response to the current survey compares 
favourably with other Panel surveys.  The 60% response rate is at the upper 
end of the range of response (36% to 72%). 

1.6. Survey response was also strong across all ward areas although the 
Netherlee/ Stamperland/ Williamwood and Newton Mearns South wards 
showed a lower response (at 48% and 51% respectively). 
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Figure 1: Survey response rates 2007/08 to 2015/16 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  



INTRODUCTION 

East Renfrewshire /ƛǘƛȊŜƴǎΩ tŀƴŜƭΥ нмst Survey, Report, December 2015 3 
 

1.7. Most importantly, the level of survey response achieved is sufficient to 
produce robust overall survey results, and to permit more detailed analysis of 
results within specific respondent groups (e.g. ward area, broad age bands, 
etc).  Confidence intervals are the standard means of expressing the extent 
to which we can be sure that survey results are representative, and we 
present these in the Table below. 

Figure 2: Survey confidence intervals 

Area 
Number of 
responses 

Confidence 
interval1 

EAST RENFREWSHIRE 716 ±3.7% 

Ward 1 Neilston, Uplawmoor and Newton Mearns North 137 ±8.4% 

Ward 2 Barrhead 120 ±8.9% 

Ward 3 Giffnock and Thornliebank 125 ±8.8% 

Ward 4 Netherlee, Stamperland and Williamwood 95 ±10.1% 

Ward 5 Newton Mearns South 102 ±9.7% 

Ward 6 Busby, Clarkston and Eaglesham 121 ±8.9% 

 

1.8. A detailed profile of survey respondents is provided at Figure 3 over the 
page. 

1.9. This indicates that although there was a relatively strong response across 
most socio-demographic groups, there was some differential in response 
rates and this has implications for the extent to which the survey is 
representative of the wider East Renfrewshire population.  In particular Panel 
members aged under 45, those in employment and those who rent their 
home account for a smaller proportion of survey respondents than the wider 
population. 

1.10. There has been an improvement in representation of younger people and 
those in rented accommodation since the last survey.  Improvement in 
representation of young people in particular is a reflection of a new survey 
strand introduced this year, whereby all S6 pupils received a weblink to the 
survey.  A total of 35 responses were received from school pupils, helping to 
boost representation of the younger age group.  We are keen to further 
improve representation of the under 25 age group in particular, and this 
schools survey strand is a good step towards this. 

                                                      
1 This is the maximum 95% confidence interval for survey results, and is the standard way of expressing the 
accuracy of survey results.  As an example the overall confidence interval of +/-3.6% means that if 50% of all 
respondents are satisfied with East Renfrewshire as a place to live, we can be 95% confident that the true value 
lies between 46.7% and 53.6%.   
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1.11. As is noted below, weighting of survey results was undertaken to minimise 
the impact of this bias in response to final survey results (for example to take 
account of variation in response across ward areas as highlighted at Figure 1). 

Figure 3: Profile of survey respondents (unweighted) 

 
Respondents East Renfrewshire 

population Number % 

LOCATION    

1: Neilston, Uplawmoor & Newton Mearns North 137 20% 21% 

2: Barrhead 120 17% 19% 

3: Giffnock and Thornliebank 125 18% 16% 

4: Netherlee, Stamperland & Williamwood 95 14% 16% 

5: Newton Mearns South 102 15% 14% 

6: Busby, Clarkston and Eaglesham 121 17% 15% 

GENDER    

Male 284 44% 48% 

Female 365 56% 52% 

AGE    

16-44 125 30% 40% 

45-54 70 17% 20% 

55-64 86 20% 16% 

65+ 141 33% 24% 

ETHNICITY    

White - Scottish/ British/ Irish/ Other 383 97% 94% 

Asian/ Asian Scottish/ Asian British, African/ 
Caribbean/ Black, other or mixed ethnic group 

10 3% 6% 

DISABILITY    

Yes 111 23% 17% 

No 378 77% 83% 

EMPLOYMENT STATUS    

Employed 253 53% 62% 

Retired 174 36% 16% 

Other 55 11% 22% 

HOUSING TENURE    

Owner occupied 413 89% 82% 

Social rented 33 7% 12% 

Private rented/ other 17 4% 6% 

Sources: GRO(S) Mid-Year population estimates, 2011 Census 
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Analysis and reporting 

1.12. Survey responses were verified and weighted against the wider East 
Renfrewshire population prior to analysis, to address any response error and 
to minimise imbalance in the profile of responses.  Weighting was 
undertaken on the basis of age and geographical location (using the six multi-
member ward areas) to ensure that results are as representative as possible 
of the wider population. 

1.13. This report presents frequency results for each of the questions asked in the 
survey, including longitudinal comparison with previous surveys where 
possible.  In some cases the ŀƴŀƭȅǎƛǎ Ƙŀǎ ŜȄŎƭǳŘŜŘ άŘƻƴΩǘ ƪƴƻǿέ ǊŜǎǇƻƴǎŜǎ 
from the percentage base to give a more accurate indication of views 
amongst residents with experience of services, and this is made clear in the 
report text.  Comparisons have also been drawn, where relevant, between 
survey findings and results from other surveys ς including a range of Panel 
surveys across other local authority areas, and the Scottish Household 
Survey.  Variations in survey method and phrasing of questions mean that 
comparisons should be treated with some caution and are not directly 
comparable, but do provide useful context to current survey findings. 

1.14. We round percentages up or down to the nearest whole number; for some 
questions this means that percentages may not sum to 100%.  Similarly, 
aggregate figures presented in the text (e.g. percentage of respondents 
ŀƴǎǿŜǊƛƴƎ άǾŜǊȅ ǎŀǘƛǎŦƛŜŘέ ƻǊ άǎŀǘƛǎŦƛŜŘέύ Ƴŀȅ ƴƻǘ ǎǳƳ ǘƻ ǊŜǎǳƭǘǎ ǇǊŜǎŜƴǘŜŘ ƛƴ 
figures and tables. 
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2. [L±LbD Lb 9!{¢ w9bCw9²{ILw9 

2.1. ¢Ƙƛǎ ŦƛǊǎǘ ǎŜŎǘƛƻƴ ŎƻƴǎƛŘŜǊǎ ǊŜǎǇƻƴŘŜƴǘǎΩ ǾƛŜǿǎ ƻƴ ŀ broad range of issues 
relating to life in East Renfrewshire.  This includes views on East Renfrewshire 
as a place to live, personal quality of life, support for older people, Panel 
ƳŜƳōŜǊǎΩ ŦƛƴŀƴŎƛŀƭ ǎƛǘǳŀǘƛƻƴ, energy bills, and culture and sports. 

East Renfrewshire as a place to live 

2.2. Survey findings show very high levels of satisfaction with East Renfrewshire 
as a place to live; 94% of respondents indicated that they were satisfied with 
the area as a place to live (Figure 4).  This rating was consistent across all 
parts of East Renfrewshire. 

2.3. Satisfaction with the area as a place to live has remained relatively stable 
over the past 4 years.  The current survey shows a small +3% increase in 
reported satisfaction from 2014/15, returning to levels seen in previous 
surveys ς although this change is not statistically significant.  Satisfaction 
levels are similar to those reported across Scotland as a whole through the 
Scottish Household Survey. 

Figure 4: Satisfaction with East Renfrewshire as a place to live 
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2.4. Panel members were also asked about the main reasons for choosing to live 
in East Renfrewshire, and were able to choose up to three reasons.  Figure 5 
below sets out survey findings. 

2.5. 9ŀǎǘ wŜƴŦǊŜǿǎƘƛǊŜΩǎ ƎƻƻŘ reputation, good educational opportunities and 
safe environment are the most common reasons for choosing to live in the 
area (by 42%, 41% and 41% respectively).  In addition, 39% mentioned having 
family and friends in East Renfrewshire, 35% have always lived in the area, 
and 31% mentioned good transport links. 

2.6. There has been little change in reasons for choosing to live in East 
RenfǊŜǿǎƘƛǊŜΦ  LƴŘŜŜŘ ǘƘŜ ŀǊŜŀΩǎ ƎƻƻŘ ǊŜǇǳǘŀǘƛƻƴΣ ŜŘǳŎŀǘƛƻƴŀƭ ƻǇǇƻǊǘǳƴƛǘƛŜǎΣ 
and safe environment have remained the main reasons for choosing to live in 
East Renfrewshire over the last five surveys.  It is also notable that written 
comments provided by survey respondents also make particular reference to 
ŜŘǳŎŀǘƛƻƴŀƭ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ŀƴŘ 9ŀǎǘ wŜƴŦǊŜǿǎƘƛǊŜΩǎ ŎƭŜŀƴ ŀƴŘ ǎŀŦŜ 
environment.  Even amongst those who had always lived in East 
Renfrewshire or who listed family ties as the main reason for living in the 
area, a number of respondents made reference to the quality of schooling 
and the safety of their local area. 

2.7. There was some variation at ward level in reasons for living in the area: 

¶ Those in the Newton Mearns South and Busby, Clarkston, Eaglesham 
areas were more likely than others to mention that East Renfrewshire 
is a safe area. 

¶ Barrhead respondents were significantly less likely than others to 
mention the safe area as a reason for living in East Renfrewshire.  
Those in Barrhead were more likely than others to have always lived 
in the area, and to mention family/friends in East Renfrewshire. 

Figure 5: Reason for living in East Renfrewshire 

 
 
 
 
 
 
 
 
 
 
 
 
 
A 
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2.8. Around a third of respondents indicated that they had always lived in East 
Renfrewshire.  Of those who were not native to the area, as many as 9 in 10 
had lived in the area for 10 years or more (and half for 20 years or more).  
Fewer than 1 in 20 of those who were not born in East Renfrewshire had 
lived in the area for less than 5 years.  Survey results suggest that satisfaction 
with East Renfrewshire as a place to live is broadly similar irrespective of 
whether respondents have always lived in the area.  However, those who had 
moved to the area were more likely than others to describe themselves as 
άǾŜǊȅ ǎŀǘƛǎŦƛŜŘέ ǿƛǘƘ 9ŀǎǘ wŜƴŦǊŜǿǎƘƛǊŜ ŀǎ ŀ ǇƭŀŎŜ ǘƻ ƭƛǾŜΦ  ¢Ƙƛǎ Ƴŀȅ ƛƴŘƛŎŀǘŜ 
stronger satisfaction amongst those who have chosen to move to the area. 

2.9. The survey gave Panel members an opportunity to suggest up to three 
changes to their local area that could improve their personal quality of life.  
Respondents made a broad range of suggestions, some focused on specific 
locations or local services and others relating to broader issues.  However, a 
number of clear themes emerged as priorities for respondents, and these are 
summarised at Figure 6 below. 

2.10. Roads, transport and parking, and shops and services were the two most 
ŎƻƳƳƻƴ ǘƘŜƳŜǎ ŜƳŜǊƎƛƴƎ ǘƘǊƻǳƎƘ ǊŜǎǇƻƴŘŜƴǘǎΩ ǎǳƎƎŜǎǘƛƻƴǎΤ ƳƻǊŜ ǘƘŀƴ ƘŀƭŦ 
of respondents made a suggestion relating to each of these. 

¶ Transport-related improvement suggestions were primarily related to 
improved public transport services (more services, and more frequent 
services) and the quality of road surfaces.  However respondents also 
made a range of suggestions relating to the availability and cost of 
parking, better traffic management, and improvements to transport 
infrastructure such as railway and bus stations. 

¶ Improvement suggestions for shops and services were most 
commonly related to the quality and range of shops available in local 
town centres.  This included particular reference to shop closures, an 
increase in numbers of charity shops and betting shops, and 
suggestions for reducing rents and rates to support local businesses.  
A number of respondents also suggested improvements to leisure 
services and facilities, including improving the quality of existing 
facilities, provision of new facilities in areas with poor access to 
leisure services, and improving opening hours/reducing costs to make 
services more accessible. 

2.11. In addition to these two main themes, respondents suggested a range of 
other improvements around the following areas: 

¶ Suggestions around quality of the local environment primarily focused 
on restricting housing (and other) development to maintain green 
belt areas and other open spaces, and improving the cleanliness of 
the local urban environment.  A number of suggestions also related to 
improving facilities such as play equipment in open spaces. 
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¶ Suggestions for improving community safety were most commonly 
related to increased visibility of police in local areas, although a small 
number of respondents made reference to specific local community 
safety issues including antisocial behaviour and drug use. 

¶ Better job opportunities were a less common theme, but was 
suggested by a number of respondents.  This included specific 
reference to the quality of job opportunities for young people. 

¶ Access to and quality of housing was a theme across a number of 
improvement suggestions, including a need for more affordable 
housing and improving the quality of existing housing. 

¶ Health and social care suggestions were primarily related to the 
accessibility of local health services and availability of services to 
support older people in the community (including specialist housing). 

¶ A number of respondents suggested better education services, 
including a small number making reference to reducing staffing levels 
in some schools. 

Figure 6: Changes to local area that would improve quality of life2 

  
% of those 

commenting 

Roads, transport, parking and infrastructure 59% 

Shops and services 53% 

Quality of local environment 35% 

Community safety 30% 

Job opportunities 14% 

Housing 11% 

Health and social care 8% 

Better education services 5% 

 

Personal quality of life 

2.12. Panel members were asked to rate their current quality of life on a ten-point 
ǎŎŀƭŜΣ ŦǊƻƳ м ōŜƛƴƎ άǾŜǊȅ ǇƻƻǊέ ǘƻ мл ōŜƛƴƎ άǾŜǊȅ ƎƻƻŘέΦ  CƛƎǳǊŜ р 
summarises responses. 

2.13. Respondents were generally positive about their personal quality of life.  The 
majority of respondents scored this at 8 or more out of 10 (65%), and only 
12% scoring their quality of life at 5 or fewer out of 10.  This is reflected in 
the average rating of 7.71 out of 10.  Quality of life ratings have remained 

                                                      
2 Based on free text responses 
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consistent for a number of years, with strongly positive ratings evident across 
the previous four surveys. 

2.14. This average rating disguises some significant variation across respondent 
subgroups.  In particular quality of life ratings were higher for the Newton 
Mearns South, Netherlee and Giffnock & Thornliebank areas, those without 
disabilities, and home owners.  Ratings were lower in the Barrhead area, for 
those with disabilities, and those in social rented accommodation (including 
Council tenants).  There was no significant variation in quality of life ratings 
across age groups. 

Figure 7: Rating of personal quality of life 
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Support for older people 

2.15. Respondents generally felt that their community supports older people; 
around two thirds indicated this (65%) and only 9% disagreed (Figure 8).  
Views were somewhat less positive in relation to whether it is easy to get 
information about support and services to help older people; only 46% 
agreed that this is the case.  This was mainly due to a larger proportion of 
respondents who were unsure of this (35%), although nearly 1 in 5 (19%) felt 
it is difficult to access information on support for older people. 

2.16. This profile of views is broadly similar to that reported in the 2014/15 survey, 
and was generally consistent across the main specific respondent groups.  
There was no significant variation in views across respondent age groups or 
ward areas. 

Figure 8: Views on support for older people 
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Financial situation 

2.17. The survey also asked about Panel ƳŜƳōŜǊǎΩ ŜȄǇŜǊƛŜƴce of financial issues 
(Figure 9). 

2.18. Most respondents indicated that they are managing fairly well at the 
moment.  A total of around 3 in 5 respondents (62%) indicated that they are 
ƳŀƴŀƎƛƴƎ άǾŜǊȅ ǿŜƭƭέ ƻǊ άǉǳƛǘŜ ǿŜƭƭέΣ ŀƴŘ ŀ ŦǳǊǘƘŜǊ ол% indicated that they 
ŀǊŜ άƎŜǘǘƛƴƎ ōȅ ŀƭƭ ǊƛƎƘǘέΦ  IƻǿŜǾŜǊΣ ǘƘŜǊŜ ǊŜƳŀƛƴŜŘ ƴŜŀǊƭȅ м ƛƴ мл 
respondents who indicated that they are not managing well financially at the 
moment (8%), including 4% who felt that they are in financial difficulties. 

2.19. This profile of views is very similar to that reported over the last two surveys, 
and there was no significant variation across socio-demographic groups in 
ǊŜǎǇƻƴŘŜƴǘǎΩ ŀǎǎŜǎǎƳŜƴǘ ƻŦ Ƙƻǿ ǘƘŜȅ ŀǊŜ ƳŀƴŀƎƛƴƎ ŦƛƴŀƴŎƛŀƭƭȅΦ 

Figure 9: How managing financially these days 
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Energy bills 

2.20. The survey asked about any difficulties that Panel members had experienced 
related to heating their home ςin terms of difficulty keeping their home 
warm, and/or difficulty paying energy bills (Figure 10). 

2.21. Most respondents indicated that they are always able to keep their home 
warm (79%).  However, there remained 1 in 5 (20%) who experienced 
occasional difficulties keeping their home warm, including 1% who stated 
ǘƘŀǘ ǘƘŜȅ ŀǊŜ άƴŜǾŜǊέ ŀōƭŜ ǘƻ ƪŜŜǇ ǘƘŜƛǊ home warm. 

2.22. A similar pattern was evident in relation to paying energy bills.  Around three 
quarters of respondents indicated that they have never had difficulty paying 
their energy bills (74%), but 1 in 5 reported having some difficulties paying 
their energy bills (20%).  This latter group included 9% who had experienced 
difficulties paying energy bills in the last year. 

2.23. Survey results suggest that those in the Barrhead area and those aged under 
45 are more likely than others to have experienced difficulty heating their 
home and/or paying energy bills in the last year. 

Figure 10: Experience of heating home 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

2.24. The majority of respondents were aware that the Council can offer advice 
and help to save energy and reduce fuel costs (60%), although few indicated 
that they had used this service (6%).  As Figure 11 shows, there remained 
around 1 in 5 respondents who were not aware of this and who felt that they 
may have use of the service (19%).  Consistent with findings in relation to 
difficulties heating the home, those in the Barrhead area and those aged 
under 45 were more likely than others to fall into this group (unaware of but 
ǿƛǘƘ ŀ ǇƻǘŜƴǘƛŀƭ ƴŜŜŘ ŦƻǊ ǘƘŜ /ƻǳƴŎƛƭΩǎ ŀŘǾƛŎŜύΦ 
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Figure 11: Awareness of /ƻǳƴŎƛƭΩǎ ŀŘǾƛŎŜ ŀƴŘ ƘŜƭǇ ǘƻ ǎŀǾŜ ŜƴŜǊƎȅκǊŜŘǳŎŜ ŦǳŜƭ Ŏƻǎǘǎ 

 
 
 
 
 
 
 
 
 
 

Culture and sports 

2.25. Finally for this section, the survey asked a series of questions around Panel 
ƳŜƳōŜǊǎΩ involvement in cultural and sports activities. 

2.26. Around 9 in 10 respondents indicated that they had attended a cultural event 
and/or place of culture in the last year (Figure 12).  The specific events and 
places most commonly mentioned by respondents were the cinema (65% 
attended in the last year), library (56%), theatre or dance show (51%), 
historic place (48%) and museum (48%). 

2.27. This profile of cultural activity is broadly similar to that reported in the 2014 
Scottish Household Survey, which found cinema, live music and theatre the 
most common.  There was some significant variation across age groups in the 
range of culture events/places attended by respondents, with younger 
respondents typically more likely to have attended these events/places in the 
last year.  This was most notable in relation to cinema and culturally specific 
festivals ς under 45s were twice as likely as those aged 65+ to have attended 
these.  Survey results also suggest that under 45s and those aged 45-54 are 
more likely than others to have attended a live music event or historic place. 

Figure 12: Attendance at cultural events/places of culture in last 12 months 
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2.28. ¢ƘŜ ǎǳǊǾŜȅ ŀƭǎƻ ŀǎƪŜŘ ŀōƻǳǘ tŀƴŜƭ ƳŜƳōŜǊǎΩ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ŎǳƭǘǳǊŀƭ 
activities, and again around 9 in 10 indicated that they had taken part in one 
or more such activities in the last year (Figure 13).  This suggests a somewhat 
higher level of participation in cultural activities than is reported nationally; 
the 2014 Scottish Household Survey reported that around 4 in 5 adults had 
participated in cultural activities in the last year. 

2.29. Reading a book for pleasure was by far the most commonly mentioned 
activity; 84% indicated that they had done this in the last year.  In terms of 
other activities, the most commonly mentioned were dancing, making 
art/photography/film, and crafts such as knitting or pottery. 

2.30. In contrast with attendance at cultural events or places, there was no 
significant variation across age groups or other respondent groups in 
participation in cultural activities. 

Figure 13: Participation in cultural activities in the last 12 months 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

2.31. CƛƴŀƭƭȅΣ ǘƘŜ ǎǳǊǾŜȅ ŀǎƪŜŘ ŀōƻǳǘ tŀƴŜƭ ƳŜƳōŜǊǎΩ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ǎǇƻǊǘǎ ŀƴŘ 
physical activities in the last 4 weeks (Figure 14 over the page). 

2.32. Around 9 in 10 respondents indicated that they had taken part in some sport 
or physical activity in the last 4 weeks.  Consistent with findings in relation to 
cultural activity, survey results suggest a higher level of sports participation 
than nationally (the 2014 Scottish Household Survey reported participation at 
around 4 in 5 adults).  

2.33. Sports participation was most commonly in relation to walking, with 83% of 
respondents having walked for at least 30 minutes in the last 4 weeks.  In 
terms of other activities, the most commonly mentioned were 
gym/aerobics/keep fit/weights (30%) and swimming (21%). 
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2.34. Perhaps unsurprisingly, survey results suggest that those aged under 45 are 
more likely than those aged 65+ to have taken part in sports or physical 
activities.  This was most notable in relation to running and gym activities ς
indeed under 45s were significantly more likely than all other age groups to 
have done these in the last 4 weeks. 

Figure 14: Participation in sports and physical activities in the last 4 weeks 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



IMPROVEMENT PRIORITIES 

East Renfrewshire /ƛǘƛȊŜƴǎΩ tŀƴŜƭΥ нмst Survey, Report, December 2015 17 
 

3. Latwh±9a9b¢ twLhwL¢L9{ 

3.1. The survey asked Panel members to list the three most important issues for 
themselves and their family at the moment (Figure 15), and also to rate the 
main issues for East Renfrewshire Council and partners (Figure 16). 

Priorities for residents and the Council 

3.2. In terms of the most important issues facing Panel members and their 
families, the main themes emerging from survey findings are broadly 
consistent with previous surveys.  Issues relating to health and healthcare, 
and cost of living have remained amongst the most prominent priorities for 
Panel members.  Health and healthcare in particular has been the top priority 
across the last six surveys. 

3.3. However, there has been some change in the ranking of some issues as 
priorities for Panel members and their families.  This is most obviously the 
case for education related issues; this has moved from being the fourth 
ranked priority over previous surveys to being the second ranked priority in 
2015/16.  In contrast, community safety was the fifth ranked priority for 
respondents to the present survey, having been one of the top three ranked 
issues over previous surveys. 

Figure 15: Main issues for respondents and their families at the moment3 

  15/16 14/15 13/14 12/13 11/12 10/11 09/10 08/09 07/08 

Health and healthcare 1st 1st 1st 1st 1st 1st 2nd 2nd 2nd 

Education 2nd 4th 4th 4th 5th 5th 3rd 3rd 3rd 

Cost of living, financial issues 3rd 2nd 2nd 3rd 3rd 2nd - - - 

Employment and the economic 
outlook 

4th 5th 5th 5th 4th 4th - - - 

Community safety, antisocial 
behaviour 

5th 3rd 3rd 2nd 2nd 3rd 1st 1st 1st 

Care and support for older 
people 

6th - - - - - - - - 

Housing 7th - - - - - - - - 

Quality of the local 
environment 

8th - - - - - - - - 

 

                                                      
3 Based on free text responses 
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3.4. Panel members were also asked to identify the issues that they felt should be 
the top three priorities for East Renfrewshire Council and its partners (Figure 
16 below). 

3.5. There is again some consistency with previous surveys in terms of the issues 
identified by respondents.  For example, crime/antisocial behaviour and 
education have been amongst the top three ranked priorities since 2008/09, 
and the overall range of issues raised by respondents. 

3.6. Survey results also show some change in the ranking of priorities for the 
Council and partners.  This is most notable in relation to roads; this has 
moved from being the 7th ranked issue in the 2014/15 survey, to the 2nd 
ranked priority in the present survey.  Housing was also identified by a larger 
proportion of respondents than in previous surveys, and has moved from 
being the 9th to the 4th ranked priority.  In contrast, respondents were less 
likely to identify health/healthcare and the local economy as priorities for the 
Council than in previous surveys (although as Figure 15 shows, both remain 
prominent priorities for Panel members and their families). 

Figure 16: Main issues for East Renfrewshire Council and partners4 

  15/16 14/15 13/14 12/13 11/12 10/11 09/10 08/09 

Education 1st 3rd 3rd 2nd 2nd 3rd 2nd 2nd 

Roads 2nd 7th 9th 8th 3rd 2nd 3rd 3rd 

Crime/ antisocial behaviour 3rd 1st 1st 1st 1st 1st 1st 1st 

Housing 4th 9th 8th - - - - - 

A clean neighbourhood and 
environment 

5th 5th 5th 6th - - - - 

Health and healthcare 6th 2nd 2nd 4th - - - - 

Care and support for older 
people 

7th 6th 6th 5th - - - - 

A strong local economy 8th 4th 4th 3rd - - - - 

Transport 9th 8th 7th 7th - - - - 

 
  

                                                      
4 Based on free text responses 
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Service-specific priorities 

3.7. In addition to giving Panel members the opportunity to suggest priorities for 
themselves and services, the survey also asked about potential improvement 
priorities across a range of services and areas.  In relation to each of five 
themes, the survey presented a range of potential improvements and asked 
Panel members to select up to two options for each theme.  We present 
results for each theme in turn below. 

3.8. The first theme sought views on improvement priorities for facilities, 
transport links, recreational spaces and businesses (Figure 17).  Road quality 
was identified by respondents as the top priority, with more than half of 
respondents selecting this (56%).  Respondents also identified local 
shops/high street (36%) and business creation/growth (29%) as priorities. 

Figure 17: Improvement priorities ς FACILITIES, TRANSPORT LINKS, RECREATIONAL SPACES & 
BUSINESSES 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

3.9. The next theme sought views on improvement priorities for public safety and 
supporting vulnerable people (Figure 18).  Safety in public spaces was the 
most commonly mentioned priority (by 43% of respondents), although 
supporting people with mental health issues and support for carers were also 
common selections (by 35% and 31% respectively). 
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Figure 18: Improvement priorities ς PUBLIC SAFETY AND SUPPORTING VULNERABLE PEOPLE 

 
 
 
 
 
 
 
 
 
 
 
 
 

3.10. The next theme sought views on improvement priorities for supporting and 
including older people in local communities (Figure 19).  Care at home 
services was the most commonly mentioned priority (by 42% of 
respondents).  Respondents also identified specialist dementia support and 
preventing avoidable hospital admissions as priorities (by 32% and 31% 
respectively). 

Figure 19: Improvement priorities ς SUPPORTING AND INCLUDING OLDER PEOPLE IN LOCAL 
COMMUNITIES 

 
 
 
 
 
 
 
 
 
 
 
 
 

3.11. The next theme sought views on improvement priorities for services for 
families with babies and young children (Figure 20).  Three priorities emerged 
under this theme with similar levels of support; places and facilities for young 
children (selected by 40%), support for low income families (36%), and early 
learning and childcare (35%). 
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Figure 20: Improvement priorities ς SERVICES FOR FAMILIES WITH BABIES AND YOUNG CHILDREN 

 
 
 
 
 
 
 
 
 
 
 
 

3.12. The final theme sought views on improvement priorities for health, 
education, employment, and culture and leisure (Figure 21).  Training and 
employment opportunities for young people was by some margin the most 
commonly mentioned priority (by 44%).  Support was spread relatively 
evenly across other suggested priorities, with promoting healthy lifestyles 
and employability skills advice in schools the most commonly mentioned (by 
26% and 25% respectively). 

Figure 21: Improvement priorities ς HEALTH, EDUCATION, EMPLOYUMENT, CULTURE & LEISURE 
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4. {!¢L{C!/¢Lhb ²L¢I {9w±L/9{ 

4.1. ¢ƘŜ ǎǳǊǾŜȅ ŀǎƪŜŘ ŀ ǎŜǊƛŜǎ ƻŦ ǉǳŜǎǘƛƻƴǎ ŘŜǎƛƎƴŜŘ ǘƻ ƎŀǳƎŜ ǊŜǎƛŘŜƴǘǎΩ ǾƛŜǿǎ 
and experiences of East Renfrewshire Council and its services.  This section 
ŎƻƴǎƛŘŜǊǎ ǊŜǎǇƻƴŘŜƴǘǎΩ ǾƛŜǿǎ ƻƴ ǘƘŜ ǎǘŀƴŘŀǊŘ ƻŦ /ƻǳƴŎƛƭ ǎŜǊǾƛŎŜǎΣ ǇŜǊŎŜǇǘƛƻƴ 
of the Council as an organisation, and use of services provided by the 
/ƻǳƴŎƛƭΩǎ ƴŜǿ tǊŜǾŜƴǘƛƻƴ ¢ŜŀƳ. 

Overall standard of Council services 

4.2. The survey first asked for views on overall satisfaction with Council services 
(Figure 22), whether services are good value for money (Figure 23), and how 
the standard of service may have changed over time (Figure 25). 

4.3. A large majority of respondents (74%) indicated that they were satisfied with 
Council services overall, a positive overall satisfaction level which has been 
consistently high across recent surveys.  This rating is also consistently high 
across key respondent subgroups.  There was little difference in satisfaction 
across subgroups, the only significant variation was higher satisfaction ratings 
in the Giffnock & Thornliebank and Newton Mearns South areas, and lower 
ratings in the Barrhead area. 

4.4. While overall satisfaction was high, a relatively small proportion of 
ǊŜǎǇƻƴŘŜƴǘǎ ǊŜǇƻǊǘŜŘ ōŜƛƴƎ άǾŜǊȅ ǎŀǘƛǎŦƛŜŘέ ǿƛǘƘ /ƻǳncil services (9%).  This 
may suggest that a substantial proportion of satisfied respondents may have 
had some reservation about Council services; other research has suggested 
ǘƘŀǘ ŜǾŜƴ ǿƘŜǊŜ ǎŜǊǾƛŎŜ ǳǎŜǊǎ ŀǊŜ άǎŀǘƛǎŦƛŜŘέΣ ŎƘƻƻǎƛƴƎ ƴƻǘ ǘƻ ǎŜƭŜŎǘ ǘƘŜ ǘƻǇ 
rating may indicate some reservation about a service.  Nevertheless the 
overall satisfaction level compares favourably with those reported across 
other local authority areas; indeed this is the highest rating across 
comparator surveys (a range of 55%-74%). 

Figure 22: Satisfaction with Council services overall 

 
 
 
 
 
 
 
 
bƻǘŜΥ ά5ƻƴΩǘ ƪƴƻǿέ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŀƴŀƭȅǎƛǎΦ 
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4.5. Views on the extent to which Council services represent good value for 
money were less positive than in relation to overall satisfaction.  Fewer than 
half of respondents felt that Council services are good value for money; 45%, 
compared to 74% satisfied with services.  However it is important to note 
that a substantial number of respondents did not give a clear view on this 
issue (42҈ ǎŜƭŜŎǘŜŘ άƴŜƛǘƘŜǊ ƴƻǊέύ ŀƴŘ ǊŜƭŀǘƛǾŜƭȅ ŦŜǿ ǊŜǎǇƻƴŘŜƴǘǎ ŦŜƭǘ ǘƘŀǘ 
services represented poor value for money (14%) 

Figure 23: Rating of value for money of Council services 

 
 
 
 
 
 
 
 
 

bƻǘŜΥ ά5ƻƴΩǘ ƪƴƻǿέ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŀƴŀƭȅǎƛǎΦ 
 

4.6. [ƻƻƪƛƴƎ ŀǘ ǎǳǊǾŜȅ ǊŜǎǳƭǘǎ ƻǾŜǊ ǘƛƳŜΣ ǘƘŜǎŜ ƘŀǾŜ ǎǳƎƎŜǎǘŜŘ ǎƻƳŜ άŘƛǎŎƻƴƴŜŎǘέ 
between service satisfaction and perceived value for money.  For example, 
the fall in numbers rating Council services as value for money since 2009/10 
has not translated into changes in overall service satisfaction (Figure 24). 

4.7. In terms of change from the most recent 2014/15 survey, while service 
satisfaction has shown no real change, survey results show a small decrease 
in the proportion who rate Council services as good value for money 
(although this is not a statistically significant change).  Together with previous 
survey results, this suggests that overall satisfaction with Council services is 
being influenced by a broad range of factors, in addition to value for money. 

Figure 24: Satisfaction with services and views on value for money compared 
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4.8. The survey also asked respondents for their views on the extent to which the 
standard of Council services in East Renfrewshire has changed over time 
(Figure 25). 

4.9. Respondents generally felt that there had been no real change in the 
standard of Council services over the past year; more than 3 in 5 suggested 
that the quality of services has remained unchanged (62%).  Amongst those 
that had seen a change in services over the past year, views were relatively 
evenly balanced but it is notable that respondents were more likely to 
suggest a decline in the quality of services (21%, compared to 16% suggesting 
an improvement in quality).  The only significant variation in this balance of 
views was a more positive view amongst Council tenants, who were more 
likely than others to have seen an improvement in Council services. 

4.10. Survey results show little consistent (upward or downward) change in views 
here over recent surveys.  Survey results show a +8% increase from the 
2014/15 survey in the proportion of respondents who feel that the quality of 
Council services has declined, but following fluctuation in results over recent 
years it is not clear the extent to which this represents an ongoing trend. 

Figure 25: Whether quality of East Renfrewshire Council services changed over past year 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
bƻǘŜΥ ά5ƻƴΩǘ ƪƴƻǿέ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŀƴŀƭȅǎƛǎΦ 
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Council services used by all residents 

4.11. In terms of views on specific Council services, the survey first asked about a 
ƴǳƳōŜǊ ƻŦ ΨǳƴƛǾŜǊǎŀƭΩ ǎŜǊǾƛŎŜǎ ǇǊƻǾƛŘŜŘ ǘƻ ŀƴŘκƻǊ ŀŦŦŜŎǘƛƴƎ ŀƭƭ 9ŀǎǘ 
Renfrewshire residents.  Figure 26 over the page ǎǳƳƳŀǊƛǎŜǎ ǊŜǎǇƻƴŘŜƴǘǎΩ 
rating of these services.   

4.12. Survey results suggest some significant variation in views across these 
services.  Ratings were most positive in relation to maintenance of street 
lighting (86% rating positively) and wheeled bin refuse collection (75%, 
including 19҈ άǾŜǊȅ ƎƻƻŘέύΦ  ¢ƻƎŜǘƘŜǊ ǿƛǘƘ ǎǘǊŜŜǘ ŎƭŜŀƴƛƴƎκƭƛǘǘŜǊ ŎƻƴǘǊƻƭ ό58% 
rating positively), these were the only services given a positive rating by a 
majority of respondents. 

4.13. Views were significantly less positive in relation to maintenance of roads 
(29% rating this as good) and footpaths (41% rating as good).  These were the 
only services which a majority of respondents rated as poor or very poor 
(71% rating roads as poor and 59% rating footpaths as poor).   

4.14. There has been no change in the overall ranking of these services over recent 
surveys, nor any statistically significant change since the last survey in 
2014/15.  However, it is notable that results show a small decline in ratings 
since 2014/15 across all five services, although four of these service ratings 
remain higher than those reported in 2011/12. 

4.15. A limited number of comparator surveys included questions gauging 
ǊŜǎƛŘŜƴǘǎΩ ǾƛŜǿǎ ƻƴ ǘƘŜǎŜ /ƻǳƴŎƛƭ ǎŜǊǾƛŎŜǎΣ ŀƴŘ ŦƛƴŘƛƴƎǎ ǎǳƎƎŜǎǘ ǘƘŀǘ ǊŀǘƛƴƎǎ 
presented at Figure 26 are broadly similar to other local authority areas. 
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Figure 26: Rating of Council services provided to all residents (all respondents) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
bƻǘŜΥ ά5ƻƴΩǘ ƪƴƻǿέ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŀƴŀƭȅǎƛǎΦ 

 

Council services used by some residents 

4.16. The survey also asked Panel members about their views on specific Council 
services that they may or may not have used over the last year. 

Use of services 

4.17. As Figure 27 over the page indicates, recycling services and public parks & 
open spaces were by far the most commonly used of these services; 84% and 
80% respectively had used these in the last year.  Indeed, the only other 
services used by a substantial proportion of respondents were libraries (51%) 
and sports & leisure facilities (45%).  This profile of service use is consistent 
with recent surveys. 
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Figure 27: Use of Council services in last year 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Rating of services 

4.18. Figure 28 over the page summarises views on the quality of these services.  
These are based on the views of those who have used each service in the last 
year to ensure results are as representative as possible of current service 
performance.  As such, ratings for some services are based on small numbers 
of responses and should be treated with caution (these are highlighted at 
Figure 28). 

4.19. All services were rated positively by the majority of respondents, including 
some services which the overwhelming majority of respondents described as 
άǾŜǊȅ ƎƻƻŘέ ƻǊ άƎƻƻŘέΦ  wŜǎǇƻƴŘŜƴǘǎ ǿŜǊŜ Ƴƻǎǘ ǇƻǎƛǘƛǾŜ ŀōƻǳǘΥ 

¶ Education services (nursery, primary and secondary education), 86-
96҈ ǊŀǘƛƴƎ ŀǎ άǾŜǊȅ ƎƻƻŘέ ƻǊ άƎƻƻŘέΤ 

¶ Libraries, 96%; 

¶ Public parks & open spaces, 93%; 

¶ Theatre/arts, 93%; and 

¶ Halls and pavilions, 90%. 
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4.20. It is interesting to note there is some consistency between these service 
ratings and reasons for choosing to live in East Renfrewshire.  In addition to 
being the top rated Council service, education was also identified as a 
particularly significant reason for respondents choosing to live in East 
Renfrewshire (Figure 5). 

4.21. hǘƘŜǊ ǎŜǊǾƛŎŜǎ ǊŀǘŜŘ ŀǎ άǾŜǊȅ ƎƻƻŘέ ƻǊ άƎƻƻŘέ ōȅ ŀ ƭŀǊƎŜ ƳŀƧƻǊƛǘȅ ƛƴŎƭǳŘŜŘΥ 

¶ Recycling (84҈ ǊŀǘƛƴƎ ŀǎ άǾŜǊȅ ƎƻƻŘέ ƻǊ άƎƻƻŘέύΤ and 

¶ Customer First (79%). 

4.22. Amongst services used by a substantial number of respondents, 
planning/building standards services received the least positive ratings, 
although three quarters described the service as very good or good (75%).  
Other services (such as environmental health and education for children with 
additional support needs) showed relatively low quality ratings, but these are 
based on very small numbers of responses and as such are not reliable. 

4.23. There has been no significant change in the overall ranking of Council 
services.  Education services, libraries, public parks & open spaces and 
theatre/arts have been amongst the top rated services over recent surveys, 
and planning/building services remains amongst the lowest rated.  There has 
been no statistically significant change in the ratings of services; the larger 
changes in rating of services such as customer first and health/social care for 
children are based on the views of a relatively small number of survey 
respondents and as such do not represent a statistically significant change 
from the 2014/15 survey. 

4.24. Comparator survey results are available for a small number of the services 
listed at Figure 28Σ ŀƴŘ ǎǳƎƎŜǎǘ ǘƘŀǘ ǊŜǎƛŘŜƴǘǎΩ ǾƛŜǿǎ ƻƴ ǘƘŜǎŜ ǎŜǊǾƛŎŜǎ ƛƴ 9ŀǎǘ 
Renfrewshire are generally more positive than views reported across other 
local authority areas.  The only statistically significant differences are in 
relation to education services, with ratings of primary and secondary 
education in East Renfrewshire up to +16% higher than those reported across 
other local authority areas. 
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Figure 28: Rating of specific Council services used by respondents (service users only) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Notes: ά5ƻƴΩǘ ƪƴƻǿέ ŜȄŎƭǳŘŜŘ ŦǊƻƳ ŀƴŀƭȅǎƛǎΦ  * indicates services where ratings based on small number of 
responses, results should be treated with caution. 
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Perception of the Council 

4.25. Panel members were next asked to indicate the extent to which they felt that 
the Council represented a series of values and attributes.  This related to the 
CouncilΩǎ ŦƛǾŜ ǎǘŀǘŜŘ values (Figure 29), and to a broader set of attributes 
(Figure 30). 

4.26. The majority of respondents feel that the Council and its employees 
represents all five of the stated Council values to some extent.  This was 
ǇŀǊǘƛŎǳƭŀǊƭȅ ǘƘŜ ŎŀǎŜ ƛƴ ǊŜƭŀǘƛƻƴ ǘƻ άŜŦŦƛŎƛŜƴǘέΣ άŎŀǊƛƴƎέ ŀƴŘ άǘǊǳǎǘǿƻǊǘƘȅέ ς 
around three quarters of respondents felt that the Council represents each of 
these.  Respondents were less likely to feel that the Council and its 
employees ŀǊŜ άƛƴƴƻǾŀǘƛǾŜέ όрп҈ ƛƴŘƛŎŀǘŜŘ ǘƘƛǎύΦ 

Figure 29: Extent to which Council and employees represent Council values 

 
 
 
 
 
 
 
 
 
 
 

4.27. In terms of the longer list of attributes presented at Figure 30, again the 
majority of respondents feel that the Council represents most of these values 
to some extent.  The values most likely to be associated with the Council 
were: 

¶ Helpful, 76҈ ŦŜƭǘ ǘƘŜ /ƻǳƴŎƛƭ ǊŜǇǊŜǎŜƴǘǎ ǘƘƛǎ ǾŀƭǳŜ ǘƻ άŀ ƎǊŜŀǘέ ƻǊ 
άǎƻƳŜέ ŜȄǘŜƴǘΤ 

¶ Reputable, 73%; 

¶ Professional staff, 73%; and 

¶ Customer focused, 70%. 

4.28. A large majority of respondents also associated the Council with fair and 
provides equal opportunities (68%), promotes environmental sustainability 
(68%), and works in partnership (67%). 

4.29. The Council was least likely to be associated with the following values: 

¶ Works to reduce bureaucracy, 45% felt the Council represents this 
ǾŀƭǳŜ ǘƻ άŀ ƎǊŜŀǘέ ƻǊ άǎƻƳŜέ ŜȄǘŜƴǘΤ 

¶ Works with residents to solve problems, 52%; and 
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¶ Keeps costs down, 53%. 

4.30. The attributes with which East Renfrewshire Council is most likely to be 
associated have remained broadly unchanged; άƘŜƭǇŦǳƭέΣ άǊŜǇǳǘŀōƭŜέ and 
άǇǊƻŦŜǎǎƛƻƴŀƭ ǎǘŀŦŦέ ƘŀǾŜ ŎƻƴǎƛǎǘŜƴǘƭȅ ōŜŜƴ ǘƘŜ attributes most commonly 
associated with the Council.  There have been no statistically significant 
changes since 2014/15, and views on these values have fluctuated upwards 
and downwards over the last five Panel surveys. 

Figure 30: Extent to which Council represents qualities/attributes 
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Prevention services 

4.31. East Renfrewshire Council has a new Prevention Team within the 
Environment Department.  This team links with trading standards and 
environmental health, working with a wide range of preventative services to 
protect residents from financial and personal harm.   

4.32. Survey results suggest that around a quarter of Panel members are aware of 
the services provided by the Prevention Team (24%), with around two thirds 
of respondents unaware of the Team.  Consistent with this level of 
awareness, very few respondents indicated that they had used the 
tǊŜǾŜƴǘƛƻƴ ¢ŜŀƳΩǎ ǎŜǊǾƛŎŜǎ ƛƴ ǘƘŜ ƭŀǎǘ ȅŜŀǊ (3%).  All of these respondents 
indicated that they had contacted the Team regarding the Trusted Trader 
scheme and/or to prevent Cold Callers. 
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5.1. ¢Ƙƛǎ ǎŜŎǘƛƻƴ ŀǎƪŜŘ ŀōƻǳǘ tŀƴŜƭ ƳŜƳōŜǊǎΩ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ŀƴŘ ǾƛŜǿǎ of East 
wŜƴŦǊŜǿǎƘƛǊŜ /ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ όwww.eastrenfrewshire.gov.uk), and more 
widely of contacting or accessing information on Council services. 

Access to and use of the internet 

5.2. Around 9 in 10 respondents indicated that they have access to the internet 
for personal use (87%), and nearly all those with access indicated that they 
use the internet.  There was some variation in access to the internet by age; 
well over 90% of those aged under 55 have access to the internet, but this 
falls to around two thirds of those aged 65+. 

5.3. As Figure 31 indicates, nearly all respondents access the internet at home 
(99% do this), and this is the main way of accessing the internet for nearly 9 
in 10 respondents.  However, a substantial proportion of respondents 
indicate that they access the internet on the move (i.e. via mobile phone, 
tablet).  Around half of all respondents do this (49%), although relatively few 
of these indicated that this was the main way that they access the internet. 

5.4. These findings are also reflected in the devices used by respondents to access 
the internet.  A PC or laptop remained the most common means of accessing 
the internet (86% use this), but more than three quarters of respondents 
mentioned using a mobile phone and/or tablet to access the internet (66% 
use a mobile phone, 60% a tablet).  Moreover, around half of all respondents 
indicated that a mobile phone or tablet was how they usually accessed the 
internet.  This rose to around two thirds of respondents aged under 45. 

Figure 31: Where and how respondents access the internet for personal use 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.eastrenfrewshire.gov.uk/
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5.5. A large majority of respondents indicated that they are confident using the 
ƛƴǘŜǊƴŜǘΤ фл҈ ŘŜǎŎǊƛōŜŘ ǘƘŜƳǎŜƭǾŜǎ ŀǎ άǾŜǊȅ ŎƻƴŦƛŘŜƴǘέ ƻǊ άŦŀƛǊƭȅ ŎƻƴŦƛŘŜƴǘέ 
doing this.  There remained 1 in 10 respondents who do not feel confident 
using the internet.  Survey results suggest that confidence using the internet 
varies across age groups, with those aged 65+ less likely than others to feel 
confident using the internet. 

Figure 32: Confidence using the internet 

 
 
 
 
 
 
 
 
 

Use of the Council website 

5.6. Around two thirds of respondents indicated that they had visited the 
/ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ ƛƴ ǘƘŜ ƭŀǎǘ ȅŜŀǊ ό64%).  This included a minority of 
respondents who had visited the website regularly; around a third of those 
who had visited in the last year had done so at least once a month. 

5.7. Most of those who had visited the website recently indicated that they had 
been looking for information on services ς including bin collection details, 
school holidays, service contact information and opening times.  However, a 
substantial number of respondents indicated that they had accessed the 
website to request a service, report a problem (e.g. with a road or 
pavement), or to pay a bill (including Council Tax, school meals, swimming 
lessons). 

5.8. Amongst those that had visited the /ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ, views were generally 
positive on the quality of the site.  More than two thirds of those giving a 
view were satisfied with the website, and fewer than 1 in 10 of those 
commenting indicated any dissatisfaction. 

5.9. All respondents ς ƛǊǊŜǎǇŜŎǘƛǾŜ ƻŦ ǿƘŜǘƘŜǊ ǘƘŜȅ ƘŀŘ ǾƛǎƛǘŜŘ ǘƘŜ /ƻǳƴŎƛƭΩǎ 
website ς were asked to indicate the range of tasks for which they might use 
the website (Figure 33 over the page). 
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5.10. Findings suggest that respondents are most likely to be interested in using 
the Council website as a means of accessing information, than for example to 
pay for a service.  The two most commonly mentioned reasons for using the 
website were to access information on what is going on in East Renfrewshire 
(69% have done or were interested in this) and on available Council services 
(68%).  Results are not directly comparable, but these preferences are 
broadly in line with results from the Scottish Household Survey which 
showed that people are more likely to use local authority websites to find 
information rather than to make a payment, report a fault, etc. 

5.11. However, survey results do show ƛƴǘŜǊŜǎǘ ƛƴ ƳƻǊŜ άƛƴǘŜǊŀŎǘƛǾŜέ ǳǎŜǎ ƻŦ ǘƘŜ 
Council website.  This was primarily in relation to accessing services such as 
reporting a repair or renewing a library book (54% have done and/or were 
interested in doing this), making a complaint (51%) or asking a question 
(51%).  Results also suggest there may be some residents who do not 
currently ǳǎŜ ǘƘŜǎŜ ƳƻǊŜ άƛƴǘŜǊŀŎǘƛǾŜέ ǇŀǊǘǎ ƻŦ ǘƘŜ /ƻǳƴŎƛƭ ǿŜōǎƛǘŜΣ but who 
wish to do so.  For example, while a substantial proportion of respondents 
had accessed Council services through the website, these were outnumbered 
by those who had not yet used this facility but were interested in doing so.  

5.12. More detailed analysis suggests significantly broader interest in using the 
Council website amongst younger age groups, and particularly in relation to 
accessing and paying for services.  There remained a majority of those aged 
65+ who were interested in using the Council website, but this was primarily 
in relation to using the website to access information.  Interest in accessing 
and paying for services via the website was far more common amongst those 
aged under 55 (for example, this age group accounts for around three 
quarters of those interested in paying for services online). 

Figure 33: Reasons might use Council website 
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Contacting Council services and accessing information 

5.13. Moving on to broader questions around how Panel members get in touch 
with the Council, Figure 34 indicates that telephone is by far the most 
commonly used method (by 72҈ύΦ  ¢ƘŜ /ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ ƛǎ ŀƭǎƻ ŀ ŎƻƳƳƻƴƭȅ 
used option, mentioned by more than a third of respondents (36%).  These 
findings are very similar to those reported in the 2014/15 survey. 

Figure 34: Current and preferred means of getting in touch with the Council 
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5.14. The survey also asked about the extent of interest specifically in various 
forms of electronic access to Council services.  As Figure 35 below indicates, 
and similar to previous surveys, there appears to be relatively broad interest 
in using most of the listed types of electronic communication to interact with 
the Council.  Indeed more than two thirds of respondents were interested in 
or had already used at least one of these options. 

5.15. LƴǘŜǊŜǎǘ ǿŀǎ ǎǘǊƻƴƎŜǎǘ ƛƴ ǊŜƭŀǘƛƻƴ ǘƻ ǘƘŜ άǊŜǇƻǊǘ ƛǘέ ŦǳƴŎǘƛƻƴΣ ŀǇǇƭȅƛƴƎ ŦƻǊ 
services, and booking services online (77%, 71% and 65% respectively). 

5.16. The relatively strong interest in receiving reminders/updates via text 
message or social networks is particularly notable, considering few 
respondents have prior experience of this.  More than half of respondents 
expressed interest in updates via text message (53%), and more than 2 in 5 
via social networking (42%).  This interest was particularly widespread 
amongst respondents aged under 45; most of these respondents expressed 
interest in text message and/or social network updates. 

Figure 35: Use of and interest in electronic access to specific Council services 
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5.17. ¢ƘŜ /ƻǳƴŎƛƭΩǎ website and information in the local newspaper were the most 
commonly used means of accessing information on Council services; 57% of 
respondents use ƭƻŎŀƭ ƴŜǿǎǇŀǇŜǊǎΣ ŀƴŘ рс҈ ǘƘŜ /ƻǳƴŎƛƭΩǎ website (Figure 
36).  Indeed these were the only listed options used by a substantial 
proportion of respondents. 

5.18. Respondents were also asked to indicate their preferred method for 
accessing information on Council services.  Responses here suggest some 
mismatch between how Panel members currently access information on 
Council services, and how they would prefer to do this.  Most notably, 
around a third of those who currently access information in the local 
newspaper indicated a preference for accessing inforƳŀǘƛƻƴ Ǿƛŀ ǘƘŜ /ƻǳƴŎƛƭΩǎ 
website. 

Figure 36: Current and preferred means of getting information on Council services5 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

5.19. ¢ǳǊƴƛƴƎ ǎǇŜŎƛŦƛŎŀƭƭȅ ǘƻ ƛƴŦƻǊƳŀǘƛƻƴ ƻƴ ǘƘŜ /ƻǳƴŎƛƭΩǎ ǇŜǊŦƻǊƳŀƴŎŜΣ р2% of 
respondents felt that the Council provides enough information on this.  This 
is very similar to the 2014/15 survey (53%).  There was no significant 
variation in views across socio-demographic groups. 

5.20. The survey also asked about how individuals prefer to access information on 
Council performance (Figure 37).  The key points of note are: 

¶ ¢ƘŜ /ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ, local newspaper and direct mailings were the 
top preferences.  The majority of respondents included these in their 
top three preferences (64%, 54% and 46% respectively).  Moreover, 
ǘƘŜ /ƻǳƴŎƛƭΩǎ ǿŜōǎƛǘŜ ŀƴŘ ŘƛǊŜŎǘ ƳŀƛƭƛƴƎǎ ǿŜǊŜ most likely to be 
selected as the top choice (38% and 22% respectively). 

                                                      
5 ¢ƘŜ /ƻǳƴŎƛƭΩǎ 9w ƳŀƎŀȊƛƴŜ ǿŀǎ ŘƛǎŎƻƴǘƛƴǳŜŘ ŜŀǊƭƛŜǊ ƛƴ 2015, and was therefore removed 
from the list of options for this question ς as such, results are not directly comparable with 
those from the 2014/15 survey. 
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¶ There is also some interest in accessing this information via the 
Council Tax mailing (32% suggested this), and via social media (25%). 

¶ These views are broadly in line with those reported through the last 
survey, although a change in the question structure means that direct 
comparison is not possible. 

Figure 37: Preferred means of accessing information on Council performance 
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6.1. The survey next asked Panel members about a range of issues related to 
community and home/fire safety. 

Community safety 

6.2. Lƴ ǊŜƭŀǘƛƻƴ ǘƻ ŎƻƳƳǳƴƛǘȅ ǎŀŦŜǘȅ ǘƘŜ ǎǳǊǾŜȅ ŀǎƪŜŘ ŦƻǊ tŀƴŜƭ ƳŜƳōŜǊǎΩ ǾƛŜǿǎ 
on whether and how crime and antisocial behaviour (ASB) levels had changed 
over the last two years (Figure 38), and satisfaction with work to tackle 
community safety issues (Figure 39). 

6.3. Respondents were most likely to suggest that there has been little or no 
change in crime or antisocial behaviour.  Around half of respondents felt that 
levels of crime had remained about the same, and around 2 in 5 that levels of 
antisocial behaviour had remained unchanged.  This balance of views was 
broadly similar at the local neighbourhood and wider East Renfrewshire level.  
It is interesting to note that, while relatively few respondents had seen an 
increase in levels of crime, community safety remains amongst the top three 
priorities for local services identified at section 3. 

6.4. Notwithstanding the large numbers who had seen no change, respondents 
were significantly more likely to feel that crime and antisocial behaviour had 
increased in the last 2 years, than suggest a fall in crime or antisocial 
behaviour levels.  Moreover, respondents were more likely to suggest an 
increase in antisocial behaviour, than an increase in crime.  For example, a 
quarter of respondents suggested that antisocial behaviour had increased in 
their local neighbourhood (25%), compared with 16% of respondents who 
felt that crime levels had increased in their local neighbourhood. 

6.5. Views on levels of crime and antisocial behaviour have fluctuated somewhat 
over previous surveys.  However, comparison with the 2014/15 survey shows 
fewer respondents suggesting that there has been an increase in crime and 
antisocial behaviour, although these changes are not statistically significant 
(a +4% decrease in those reporting an increase in local crime, and -1% in 
those suggesting increased local antisocial behaviour). 
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Figure 38: Views on trends in crime and antisocial behaviour over last 2 years 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

6.6. Most of those with a view on the issue indicated that they are satisfied with 
the work of the Council and partners in tackling community safety issues in 
East Renfrewshire (Figure 39).  More than 2 in 5 of all respondents indicated 
this (44%), equivalent to 53% of those able to offer a view.  Only around 1 in 
10 respondents (11%) indicated dissatisfaction with the work of the Council 
and partners in this area.  These results are very similar to those reported 
through previous surveys. 

  


