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INTRODUCTION

Lbdh5!/ ¢Lhb

¢KS 91 ad wSYyFNBgaKANB /AGAT SyaQ tlySt K
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 ather consultations conducted with the Panel again

varying in subject areas.

This report sets out findings from thegtd dzZNB@Se 2F (KS / AGAT Sya
adzNSe az2dzAKG tlySt YSYOSNRAQ OASsa 2y |
and servicesin EastRe®8fs a KANB X Ay Of dzZRAy3  NBFAYSR
which are included in all Panel surveys and used to track views over time.

The specific topics covered by tBéstsurvey were:

Living in East Renfrewshire;
Improvement piorities;

Satisfaction witHocal services;
Modernising Council services

Keeping communities safe and secure;

Accessing local businesses and services; and

N S S

A Volunteering and contributing to decisions
Surveyfieldwork and response

Craigforth undertook the survey on behalf of tBeuncil, with fieldwork
carried out betweerAugustand October2015. Postal and online self
completion surveys were issued to &104Panel members in latAugust
and a reminder issued iBeptember

By survey close a total o8 responses had been resed (including 25
online responsescontinuing the strong online survey response seen for the
20" survey, an overall response rate 66%. This is a strorrgsponse to any
survey, andvhile the response rates somewhat lower than the 63%
achieved irthe previous survey, it isroadly consistent with that achieved in
previous Panetxercises (see Figure 1).

/I N} AFF2NIK faz2 O2YLIAESR | INRdzLI 2F & dzN.
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. Té{#6 response rate is at the upper

end of therange of response (36% to 72%)

Survey response was also strong across all ward areas although the
Netherlee/ Stamperland/ Williamwood and Newton Mearns South wards
showed a lower response (48% and 8% respectively)

East Renfrewshire A (i A T Sy & SQurveyR¢pdrf Décember2015



INTRODUCTION

Figurel: Survey response rates 2007/08 t2015/16

Survey response over time
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1.7.

INTRODUCTION

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 groufsg. 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.

Figure2: Surveyconfidence intervals

Area

Number of Confidence
responses interval®

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 NetherleeStamperland and Williamwood 95 +10.1%

Ward 5 Newton Mearns South 102 +9.7%

Ward 6 Busby, Clarkston and Eaglesham 121 +8.9%

1.8.

1.9.

1.10.

A detailed profile of survey respondents is providedrgure3 over the
page

This indicates that although there was a relatively strong response across
most sociedemographic 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 Renfrelre population. In particular Panel
members aged undet5, those in employment and those who rent their
home account for a smaller proportion of survey respondents than the wider
population.

There has been an improvement in representation of youngeppeand
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 nletii the
survey. A total of 3fesponses 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 stranda good step towards this.

1This 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 intervaB@%/means that if 50% of all
respondents are satisfied with EastriRewshire as a place to live, we can be 95% confident that the true value
lies between 46.7% and 53.6%.

East Renfrewshire A (i A T Sy & SQurveyR¢pdrf Décember2015



INTRODUCTION

1.11. As isnoted 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).

Figure3: Profile of survey respondents (unweighted)

Respondents | East Renfrewshire

Number| % population
LOCATION
1: Neilston, Uplawmoor & Newton Mearns Nortl 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%
4554 70 17% 20%
55-64 86 20% 16%
65+ 141 33% 24%
ETHNICITY
White - Scottish/ British/ Irish/ Other 383 97% 94%
e ey 10| @0 | o
DISABILITY
Yes 111 23% 17%
No 378 7% 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%

SourcesGRO(S) MitYear population estimate2011 Census

East Renfrewshire A G A T Sy ®'QurveyR¢psrt Décember2015



INTRODUCTION

Analysis and reporting

1.12. Surveyresponses 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 looafusing the six muki
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 p@w surveys where
possible. Insomecastel yI f eaA & KI & SEOf dZRSR aR2y Qi
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. Comarisons have also been drawn, where relevant, between
survey findings and results from other surveyiscluding a range of Panel
surveys across other local authority areas, and the Scottish Household
Survey. Variations in survey method and phrasing esjans 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
guestions this means that peentages may not sum to 100%. Similarly,
aggregate figures presented in the text (e.g. percentage of respondents
FyagSNAYy3I a@@SNE al iAaFASRE 2N) aal GAaFAS
figures and tables

East Renfrewshire A (i A T Sy & SQurveyR¢pdrf Décember2015



2.

2.1.

2.2.

2.3.

LIVING IN EAST RENFREWSHIRE

[L:LBDW®bCwWO2 { | Lw9

CKAA FANRG aSOGAz2y O2 gréadirange\ohissié®d & LI2 Y RSy (i
relating to life in East Renfrewshire. This includes views on East Renfrewshire

as a place to live, personal quality of lsepport for older peoplePanel

YSYO SNEQ T AY,lentr@yiblils, and culiurdzhnd partg

East Renfrewsire as a place to live

Survey findings show very high levels of satisfaction with East Renfrewshire
as a place to live;®% of respondents indicated that they were satisfied with
the area as a place to lif€igure 4) This rating was consistent acrodls a

parts of East Renfrewshire.

Satisfaction with the area as a place to live has remained relatively stable
over the past 4 years. Tharrent survey shows a small%&creasen
reported satisfaction from 20415, returning to levels seen in previous
surveysq although this changes not statistically significant. Satisfaction
levels are similar to those reported across Scotland as a whole through the
Scottish Household Survey

Figure4: Satisfaction with East Renfrewshire agpace to live

51% 4% %

M Very satisfied Satisfied Neither/Nor Dissatisfied W Very dissatisfied

% very satisfied or satisfied

LT

2007/08  2008/09 2009/10  2010/11 2011/12  2012/13  2013/14  2014/15  2015/16
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LIVING IN EAST RENFREWSHIRE

2.4.  Panel members were also asked about the main reasons for choosing to live
in East Renfrewshire, and were able to cheag to three reasons. Figure 5
below sets out survey findings.

25. 91 aid wSy ¥ NBepatation @b educatidnal Rpportunitieand
safe environmenare the most common reasons for choosing to live in the
area (by42%,41% and 4% respectively). In additioB9% mentionechaving
family and friends in East Renfrewshire, 35% have alwagilimhe area,
and 31% mentioned good transport links.

2.6.  There has been little change in reasons for choosing to live in East
RenNBE 5 4 KA NB ® LYRSSR G4KS | NBIFIQa 3I22R NBLJ
and safe environment have remained the main reasonsfmosing to live in
East Renfrewshire over the last five survelss also notable that written
comments provided by survey respondents also make particular reference to
SRdzOlF GA2y It 2LIIRNIdzyAGASa FyR 9Faid wSyT¥
environment. E@n amongst thosavho 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 variaticat ward level in reasons for livingtime area

1 Those in theNewton Mearns South and Busby, Clarkston, Eaglesham
areaswere more likely than others to mentiahat East Renfrewshire
isa safe area.

1 Barrhead respondents were significantly less likely thidners 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.

Figure5: Reason fo living in East Renfrewshire

East Renfrewshire has a good reputation 42%

There are good educational opportunities 41%

Itis a safe area 41%
My family/friends are in East Renfrewshire 39%

| have always lived here

There are good transport links

Thereis a dean environment

I have returned to live here

I work in East Renfrewshire

There are equal opportunities for all

East Renfrewshire A G A T Sy ®'QurveyR¢psrt Décember2015



2.8.

2.9.

2.10.

2.11.

LIVING IN EAST RENFREWSHIRE

Around a third of respondentsidicated that theyhad always lived indst

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 hal2@ryears 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 yeaiSurvey 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

GOSNE &l GAAFASRE gAGK 91 ald wSYFNBgaKANS
stronger satisfaction amongst thesvho have chosen to move to the area.

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

Roads, transport and parking, and shops and services therevo mast
O2YY2y (KSYSa SYSNHAYy3I (KNRddzZAK NBALRYRS
of respondents made a sugdes relating to each of these.

1 Transportrelated improvement suggestions were primarily related to
improved public transport services (more services] arore 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, anchprovements to transport
infrastructure such as railway arlis stations.

1 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 andthes 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 facil@s in areas with poor access to
leisure services, and improving opening hours/reducing costs to make
services more accessible.

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

1 Suggestionaround 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 relate
improving facilities such as play equipment in open spaces.

East Renfrewshire A (i A T Sy & SQurveyR¢pdrf Décember2015



LIVING IN EAST RENFREWSHIRE

1 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 l@cahmunity
safety issues including antisocial behaviour and drug use.

1 Better job opportunitiesvere 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.

1 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.

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

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

Figure6: Changes to local area that would improve quality of ffe

% 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%

2.12.

2.13.

Personal quality of life

Panel members were asked to rate their current quality of life éengpoint
a0FtSY TNRBY M 0SAy3 Ga@OSNE LR2NE (2 wmn
summarises responses.

Respondents were generally positive about their personal quality of life. The
majority of respondents scoretthis at 8 or more out of 10 (65%), and only
12% scoringheir quality of life at 5 or fewer out of 10. This is reflected in

the average rating of 7I7out of 10. Quality of life ratings have remained

2Based on free text responses

East Renfrewshire A (i A T Sy & SQurveyR¢pdrf Décember2015



LIVING IN EAST RENFREWSHIRE

consistent for a number of years, with strongly positive ratings evident across
the previous four surveys

2.14. Thk average rating disguises some significant variation across respondent
subgroups. In particular quality of life ratings were higher for the Newton
Mearns SouthNetherlee and Giffnock & Thornliebaateas, those without
disabilities, and home owners. fieys were lower in thdarrheadarea, 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.

Figure7: Rating of personal quality of life

2015/16 Quality of Life

31%
21%
17%
13%
2%
m % % i NN BN , ‘ ,
6 7 8 9

1 (Very 2 3 4 5 10(Very
Poor) good)

Average rating (out of 10)

2015/16 7.71

2014/15 ?.75m

2013/14 7.66 m
2012/13 }'JISm
2011/12 7.59m

Average rating by ward

1: Neilston 7 Eom

2: Barrhead 6 94m

3: Giffnock & | 5
Thornliebank

4: Netherlee 8, lﬂ

5:Newton | 535
Mearns South

6: Bushy 7 72m

East Renfrewshire A G A T Sy & SurveyR¢pdrt Décember2015



LIVING IN EAST RENFREWSHIRE

Support for older people

2.15. Respondents generally felt that their community supports older people;
around two thirds indicated this (8%) andonly @6 disagreed (Figui).

Views were somewhat less positive in relation to whether it is easy to get

information about support and services to help older peoplely 486

agreed that this is the case. This was mainly due to a larger proportion of

respondents who were unsure tfis (35%) although nearly 1 in 5 (19%ait
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£2Q5 survey,
and was generally consistent across the main specific respargtoups.

There was no significant variation in views across respondent age groups or

ward areas.

Figure8: Views on support for older people

I live in a community that

57% 26% 8%

supports older people

It's easy to get clear
information about support

. 41% 35% 15%
and services to help older
people
m Strongly agree Agree Neither/ Nor Disagree W Strongly disagree

Strongly agree/agree

I live in a community that supports older 65%
people 65%
It's easy to get clear information about 46%
support and services to help older
people 50%
m2015/16 2014/15
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LIVING IN EAST RENFREWSHIRE

Financial situation

2.17. The surveyalsoasked about Pan&f S Y 6 S N& Q ce $fHindbcMsSugs
(Figure 9.
2.18. Most respondents indicated that they are managing fairly well at the
moment. A totabf around 3 in 5 respondents (82 indicated that they are
YIEYyFIAYy I NG INBIZAAISSE £oES 2 96 indcateq/tRat they T dzNIi K S NJ
FNE G3a3SdadAay3a o& Fff NARIKGE D | 26 SOSNE
respondents who indicated that they are not managingiMinancially at the
moment (8%), including®® who felt that they are in financial difficulties.
2.19. This profile of \vews is very similar to that reported over the last two surveys,
and there was no significant variation across sed@nographic groups in
NBaLR2YyRSYyuaQ aasSaaySyu 2F K2g UKSe | NB
Figure9: How managing finangilly these days
2015/16 30% 4% 1%
2014/15 32% 2
2013/14 30% 3% 4%
B Manage very well B Manage quite well Get by all right
Don’t manage very well m Some financial difficulties M Deep financial trouble
ALL 30%
1: Neilston 30%
2: Barrhead 23%
3: Giffnock & Thornliebank 29%
4: Netherlee 30%
5: Newton Mearns South 27%
6: Bushy, Clarkston and 37%
Eaglesham
B Manage quite/very well Get by all right M Don’t manage very well/some/deep difficulties

East Renfrewshire A G A 1 &y & QurveyR¢pdrt Décember2015



LIVING IN EAST RENFREWSHIRE

Energy bills

2.20. The survey askedbout any difficulties that Panel membédrad experienced
related to heaing their homegin terms of difficulty keeping their home
warm, and/or difficulty paying energy bills (Figu@.

2.21. Most respondents indicated that they aedways 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
GKFG GKS& INB ay daehfemNdm. 6t S G2 {SSLI GKSA

2.22. A similar pattern was evident in relation to paying energy bAlisound 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 diffich&gting their
home and/or paying energy bills in the last year.

FigurelO: Experience of heating home

Able to keep home warm? Difficulty paying energy bills?

M Yes several times H Yes once or twice
= Yes, always Only sometimes Not in last year but previously m Never had difficulty
M No, never # Don'tknow % Don'tknow

2.24. The majority of respondents were aware that the Council affer advice
and help to save energnd reduce fuetosts(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%)onsistent with findings in relatn 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
GAOK | LRGSYdGAlrf ySSR T2N GKS / 2dzyOAf Q&
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LIVING IN EAST RENFREWSHIRE

Figurell: Awarenessof 2 dzy OAf Qa I RGAOS | yR KSfL) G2 al @$

\%

54% 19% 15%

M Yes and have used this Aware of but have not used this Not aware but interested in using

Not aware and notinterested in using % Unsure

Culture and sports

2.25. Finally for this section, the survey askederies of questions arouriRhnel
Y S Y 6 SnM&v€ment in cultural and sports activities

2.26. Around 9 in 10 respondentsdicated that they had attended a cultural event
and/or place of culture in the last year (Figure.1Zhe specific events and
places most commonly mentioned by respondents were the cinema (65%
attended in the last year), library (56%), theatre or daskcew (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 variatiacross 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
festivalsg under 45s were twice as likely as those aged 65+ to have attended
these. Survey results also suggest that under 45s and those agetiate
more likely than others to have attended a live music event or historic place.

Figurel2: Attendance atcultural events/places of culturdn last 12 months

Cinema

Library (including online)

Live music event

Theatre, Dance show or event

Historic place

Museum

Gallery

Exhibition

Street art (music/art in parks, streets etc)
Culturally specific festival (mela, Feis, local Gala...
Book festival

None
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LIVING IN EAST RENFREWSHIRE

228, ¢KS Aadz2N©BSe faz2 |alSR lo2dzi tF ySt
activities, and again arour@lin 10 indicated that they hatken part in one
or more such activities in the last year (Figurg.138his 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 cultual 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.

Figurel3: Participation in culturalactivities in the last 12 months

Read for pleasure (not newspaper/magazine) 84%
Danced (e.g. ceilidh, salsa, Highland, ballet)
Played a musical instrument, written music
Performed in a play, choir, etc

Made art, photography or film

Crafts such as knitting, wood, pottery, etc

Creative writing

Other cultural activity

None

231, CAYFfféesr G(KS adNWBSe +Fa1SR lFo2dzi tyst

physical activities in the last 4 weeks (Figuretdr the page

2.32.  Around 9 in 10 respondents indicated that they Haken part in some sport
or physical activity in the last 4 week8onsistent 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 participatiorwas 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 actiities, the most commonly mentioned were
gym/aerobics/keep fit/weights (30%) and swimming (21%).
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2.34.

LIVING IN EAST RENFREWSHIRE

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 activigies
indeed under 45s were significantly more likely than all other age groups to
have done these in the last 4 weeks.

Figurel4: Participation in sports and physicalctivities in the last 4 weeks

Gym, Aerobics, Keep Fit or Weight training

Walking (at least 30 mins) 83%
Swimming
Football

Cycling (at least 30 mins)

Golf

Running, Jogging

Snoocker or pool

Dancing

Bowling or bowls

Other (please write in below)

None
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IMPROVEMENT PRIORITIES

3. Lat wh+ 9ta®lbhtwL ¢ L 9 {

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

3.2.  Interms of the most important issues facing Panel members and their
families, the main themes emerging from survey findiagebroadly
consistent with previous surveysssues relating to health and healthcare,
and cost of livindhave remainecamongst the most prominent priorities for
Panel membersHealth and healthcare in particular has been the top priority
across thedst six surveys.

3.3.  However, there has been some change in the ranking of some issues as
priorities for Panel members and their familieBhis is most obviously the
case for education related issues; this has moved from being the fourth
ranked priority oveiprevious 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.

Figurel5: Main issues for respondents and thefamiliesat the momeng

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 st 2nd 2nd 2nd
Education 2nd  4th 4th 4th 5th 5th 3rd 3rd 3rd
Cost of livingfinancial issues 3rd 2nd  2nd 3rd 3rd  2nd - - -
Employment and the economic 4th 5th 5th 5th 4th 4th i i i
outlook
community safety, antisocial gy, 3y 3 ond  2nd  3rd 1st  1st st
behaviour
Care and support for older 6th i i i i i i i i
people
Housing 7th - - - - - - - -
Quality of the local sth i i i i i i i i

environment

3Based on free text responses
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IMPROVEMENT PRIORITIES

3.4.  Panel members were alssked to identify the issues that they felt should be
the top three priorities for East Renfrewshireu@ail and its partners (Figure
16 below).

3.5.  There is agaisomeconsistency with previous surveys in termglod issues
identified by respondentsFor example, ime/ antisocial behaviouand
education have been amongst the top three ranked prioriese 2008/09
and the overall range of issuesised 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 7 ranked issue in the 2014/15 survey, to th 2
ranked prioity in the present surveyHousing was also identified by a larger
proportion of respondents than in previous surveys, and has moved from
being the 9'to the 4" ranked priority. In contrast, respondents were less
likely to identify health/healthcare ahthe 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).

Figurel6: Main issues for East Renfrewshire Couraild partners

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 cl_eanneighbourhood and 5th 5th 5th 6th i i i i
environment
Health and healthcare 6th 2nd 2nd  4th - - - -

Care and support for older

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

people
A strong local economy 8th 4th 4th 3rd - - - -
Transport 9th 8th 7th 7th - - - -

4Based on free text responses
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IMPROVEMENT PRIORITIES

Servicespecific priorities

3.7.  Inaddition 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 eacte of fi
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 (FigurdRbad 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 busilsesreation/growth (29%) as priorities.

Figurel7: Improvement priorities¢ FACILITIES, TRANSPORT LINKS, RECREATIONAL SPACES &
BUSINESSES

Road quality 56%
Local shops/ high street

Business creation, support and growth
Parks and green space

Public transport

Facilities for sport, cultural, social activities
Council housing supply

Opportunities to get involved in your area

Council housing quality

Private housing supply

Tourism profile

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% resipely).
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IMPROVEMENT PRIORITIES

Figurel8: Improvement priorities¢ PUBLIC SAFETY AND SUPPORTING VULNERABLE PEOPLE

Safety in public spaces 43%
Supporting people with mental health issues
Support for adult and young carers
Response to reported crime incidents
Disorder in neighbourhoods

Response to noise, ASB, community alarm
Serious and organised crime

Victim support

Domestic violence

Offender rehabilitation

3.10. The next theme sought views on improvement priorities for supporting and
including older people in local communitiésgure 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).

Figurel9: Improvement prioritiesg SUPPORTING AND INCLUDING OLDER PEOPLE IN LOCAL
COMMUNITIES

Care at home services 42%
Specialist support for people with dementia
Preventing avoidable hospital admissions
Supporting carers

Access to local groups and clubs

Assisted transport

Home adaptions

Respite care

Access to leisure activities

Getting used to home life after a hospital stay

3.11. The next theme sought views on improvement priorities for services for
families with babies and young children (Figure Zlfree 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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IMPROVEMENT PRIORITIES

Figure20: Improvement priorities ¢ SERVICES FOR FAMILIES WITH BABIESOANIS CHILDREN

Places and facilities for young children
Support for low income families

Early learning and childcare

Parenting skills and support

Child development and learing
Health visiting and health promotion
Local peer support opportunities

Support during pregnancy

40%

36%

35%

3.12. The final theme sought views on improvement priorities for health,
education, employment, and culture and leisure (Figure 21). Training and
employment opportunities foyoung 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 menti¢ioed

26% and 25% respectively).

Figure21: Improvement priorities¢ HEALTH, EDUCATION, EMPLOYUMENT, CULTURE & LEISURE

Training and employment opportunities for young
people (16 - 24)

Promoting healthy lifestyles and wellbeing
Employability skills and advice in schools
Community health services

Leisure, sport, fitness opportunities

Supported employment/training for people with
additional support needs
Improving attainment for disadvantaged children
and young people

Adult education

Library, theatre, cultural opportunities
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4.

4.1.

4.2.

4.3.

4.4,

{r1eL{

SATISFACTION WITH SERVICES

CeLa{lshvbt L/ 9{

¢KS adz2NwSe |a1SR I aSNASA 27F ljdzSadArazya
and experiences of East Renfrewshire Council and its services. This section
O2yaARSNE NBALRYRSyGaQ @rasSéa 2y
of the Council as an orgaaison, anduse of services provided by the
/| 2dzy OAf Qa ySg. t NBGSyiaAz2y ¢SIY

Overall standard of Council services

KS adl

The survey first asked for views on overall satisfaction with Council services
(Figure22), whether services are good value for money (Fi@Beand how
the standard of service may have changed over time (Figbixe

A large majority of respondents (%4) indicated that they were satisfied with
Council services overall, a positive overall satisfaction level which has been
consistently high acrosecent 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 NewtMearns South areasnd lower
ratings in the Barrhead area

While overall satisfaction was high, a relatively small proportion of
NBaLR2yRSyGa NBLRZ2NILSR orfSiksgndcesi®@).STHiB
may suggest that a substantial proportion ofiséied respondents may have
had some reservation about Council services; other research has suggested
GKFG SO@SYy 6KSNB ASNIAOS dzaSNBR | NB
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%%)

Figure22: Satisfaction with Council services ol

65% 19% 7%

W Very satisfied

Satisfied Meither/Nor Dissatisfied M Very dissatisfied

b2dSY

452y Qi 1y26é SEOfdZRSR FTNRY lylfearao
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4.5,

SATISFACTION WITH SERVICES

Views on the extent to which Council services represent good value for
money were less positive than in relation to overall satisfactibawer than
half of respondents felt that Council sezgsare good value for money; 46,
compared to A% satisfied with services. However it is important to note
that a substantial number of respondents did not give a clear vievhin t

issue (42 aSt SOGSR GYySAGKSNI Y2NEO YR NBf I

services repsented poor value for money (%)

Figure23: Ratingof value for money of Council services

41% 42%

13%

m Very good value for money = Good value for money Neither/Nor Poor value for money M Very poor value for money

b2GSY

4.6.

4.7.

452y Qi 1y26¢é SEOftdzRSR FNRY |[ylftéarao

[221Ay3 G adz2NBSe NBadz da
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 chamg in overall service satisfaction (Fig@r.

2SN GAYSZT

In terms of change from the most recent 2018 survey, while service
satisfaction has shown no real change, survey results shemadl 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 arbad range of factors, in addition to value for money.

Figure24: Satisfaction with services and views on value for money compared

2015/16
2014/15
2013/14
2012/13
2011/12
2010/11
2009/10
2008/09

2007/08

74%
L AT s, A5%

75%
A A A s 9%

76%
R AT A it 4%

78%
s, 59%

74%
e e e B R e b e, 53%

76%
R A e s, 55 %
0%
el e

T o b s rrrrvevsvvass 61%

R e e sassaririss 56%

m Very satisfied/satisfied with services % Very good/Good value

East Renfrewshire A G A T Sy & SurveyR¢pdrt Décember2015

0K



4.8.

4.9,

4.10.

SATISFACTION WITH SERVICES

The survey also asked respondents for their views on the extent to which the
standard of Council services in East Renfrewshire has edanger time
(Figure 25.

Respondents generally felt that there had been no real change in the
standard of Council services over the past year; more than5suggested

that the quality of sevices has remained unchanged 62 Amongst those
that had seen a change in services over the past year, views were relatively
evenly balancedbut it is notable that respondents were more likely to
suggest a decline in the quality of services (21%, compar&&bosuggesting

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.

Survey results shovittle consistent (upward or downward) change in views
here over recent surveys. Survey results shoM@%increase from the
201415 survey in the proportion of respondents who fekéat the quality of
Council services has declined, but following fluctaiin results over recent
years it is not clear the extent to which this represents an ongoing trend

Figure25: Whether quality of East Renfrewshire Council services changed over past year

62% 18%

H Much better m Slightly better Is the same Slightly worse B Much worse

2015/16
2014/15
2013/14
2012/13
2011/12
2010/11
2009/10
2008/09

2007/08

LA e 22 %,

17%
. 14%

13%
s 15%

16%
s 15%

16%
sy 17%

e e A e e, 26%

26%

. 11%

29%
ey 9%

40%

A, 11%

® Much better/Slightly better # Much worse/Slightly worse

b20iSY 1&y=226QISEOf dZRSR FNBY |yl feadrao
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4.11.

4.12.

4.13.

4.14.

4.15.

SATISFACTION WITH SERVICES

Council services used by all residents

In terms of views on specific Council services, the survey first asked about a
YdzZYo SN 2F Wdzy AGSNEIf Q aSNBAOSAE LINRO
Renfrewshire residents. Figu2é ove the paged dzY YI NA 4 Sa NB & LJ
rating of these services.

NoO >+

Survey results suggest some significant variation in views across these

services. Ratings were most positive in relation to maintenance of street

lighting (8% rating positively) andeeled bn refuse collection (7,

includingl9: G @SNE 3I22RE0 O ¢23ASUKSNISHAGK &0 N
rating positively), these were the only services given a positive rating by a

majority of respondents.

Views were significantly less positive in teda to maintenance of roads

(29% rating this as good) and footpathd ¥ rating as good). These were the
only services which a majority of respondents rated as poor or very poor
(71% ratingroads as poor and 38 rating footpaths as poor).

There has beeno change in the overall ranking of these services over recent
surveys, nor any statistically significant change since the last survey in
201415. However, it is notable thaesults show a small decline in ratings
since 2014/15 across all five servicaishough four of these service ratings
remain higher than those reported 2011/12.

A limited number of comparator surveys included questions gauging
NEBaARSy(iaQ @ASga 2y (G(KSasS /2dzyOAft aSNIDA
presnted at Figure 2@re broadly similar toother local authority areas.
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SATISFACTION WITH SERVICES

Figure26: Rating of Council services provided to all residents (all respondents)

Maintenance of roads 27% 41%
Maintenance of footpaths 37% 35%
Maintenance of street lighting 74% 11%
Street cleaning/ litter control 51% 28%
Wheeled bin refuse collection 56% 17%
 Very good Good Poor m Very poor

Change over time
-50% -25% 0% 25% 50% 75% 100%

Maintenance of roads
Maintenance of footpaths
Maintenance of street lighting BoX

Street cleaning/ litter control

Wheeled bin refuse collection

| m 2015/16 Very Good/ Good % Change from 2014/15 |

b2GSY a52y Qi 1y26é SEOftdzRSR FTNRY |lylftéarao

Council services used l®pme 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 Figur@7 over the pagéndicates, recycling services and public parks &
open spacesvere by far the most commonlysed of these services; 84% and
80% respectively had used these in the last year. Inddsedonly other
services used by a substantial proportidirespondents were libraries (54)
andsports & leisure facilities (46). This profile of service use is consistent
with recent surveys.

East Renfrewshire A G A T Sy & SurveyR¢pdrt Décember2015



SATISFACTION WITH SERVICES

Figure27: Use of Council services in last year

Nursery education

Primary education

Education for children with additional support needs
Secondary education

Customer First (council’s service, contact centres and...
Recycling

Public parks and open spaces

Planning / building standards

Worker/employability services

Adult education / learning

Halls, pavilions (inc using or hiring schools at evenings...
Sport and leisure facilities

Home care services

Health & social care for children/young people
Health and social care for adults

Theatre/ Arts

Libraries

Local authority housing

Environmental health (food safety, public health)

Trading standards (inc consumer advice)

Council's Money Advice & Rights Team

Rating of services

4.18. Figure 28 over the paggimmarises 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 servicedbased on small numbers
of responses and should be treated with caution (these are highlighted at
Figure28).

4.19. All services were rated positively by the majority of respondents, including
some services which the overwhelming majority of respondents destias
GOSNE J22R¢E 2N GaA22RE O wSalLR2yRSyiGda SN
1 Education services (nursery, primary and secondary educa8én),
96: NI 0Ay3a a GOSNE 3JI22R¢ 2N aI22RET
Libraries, 96%;
Public parks & open spaces, 93%;

Theatre/arts, 980;and

= =2 =4 =4

Halls andpavilions, 906.
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SATISFACTION WITH SERVICES

4.20. Itis 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
particularlysignificant reason for respondents choosing to live in East
Renfrewshire (Figurg).

421, hGKSNJ aSNBAOS&E NIGSR Fa G@OSNE 3I22Ré 2 NJ
T Recycling@ NI dAy3 |a a@SaN® 3I22RE 2NJ a3A22
1 Customer FirstA9%).

4.22.  Amongst services uddiy a substantial number of respondents,
planning/building standards services received the least positive ratings
although three quarterslescribed the service as very good or googlp).

Other services (such asvironmental healtrand education for ciidren 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 séceslibraries,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 ha
been no statistically significant changetie ratingsof services; the larger
changes in rating of services suctcastomer first and health/social care for
childrenare based on the views ofralativelysmall number of survey
respondents and as sucio 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 Figur@8x | yR &adzaaSad GKFG NBaARSyldlaQ oA
Renfrewshire are generally more positive than views reported across other
localauthority areas. The only statistically significant differences are in
relation to education services, with ratingsgrimary and secondary
educatian in East Renfrewshire up to +%6higher than those reported across
other local authority areas.
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SATISFACTION WITH SERVICES

Figure28: Rating of specific Council services used by respondents (service users only)

Secondary education

Primary education

Libraries

Public parks and open spaces

Theatre/ Arts

Halls, pavilions

Nursery education

Recycling

Customer First

Sport and leisure facilities

Planning / building standards

Home care services®

Trading standards*

Council’'s Money Advice & Rights Team*
Health and social care for adults*
Worker/employability services®

Health & social care for children/young people*
Local authority housing™*

Adult education / learning*
Environmental health®

Education for children with additional support needs*

P

L

-6%

21%

61%

80%

82%

96%
96%
96%
: 2%
93%
93%
90%
86%
84%
79%
77%
75%
s 8%
100%
oo 7%
(. 1009%
6%
100%
| 92%
e
90%
90%

m 2015/16 Very Good/ Good

»% Change from 14/15

Balanace of positive and negative ratings

Secondary education

Primary education

Libraries

Public parks and open spaces

Theatre/ Arts

Halls, pavilions

Nursery education

Recycling

Customer First

Sport and leisure facilities

Planning / building standards

Home care services®

Trading standards*

Council's Money Advice & Rights Team*
Health and social care for adults*
Worker/employability services*®

Health & social care for children/young people*
Local authority housing™®

Adult education / learning*
Environmental health*

Education for children with additional support needs*

m Very good Good Poor m Very poor
Notesd 52y Qi 1y26é SE OfintitateRservide@wherd rgtihghddioksinall number of

responses, results should be treated with caution.
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SATISFACTION WITH SERVICES

Perception of the Council

4.25. Panel members wereextasked to indicate the extent to which they felt that
the Council represented a series of values atidbutes. Thigrelated tothe
CourtilQa ¥ A @&uesi(Biduré SR arid a broader set of attributes
(Figure 30).

4.26. The majority of respondents feel that the Courasild itsemployees
represents alfive of the stated Council valués some extent. This was
LI NG AOdzE F NI & (GKS OFasS Ay NBflrOaaz2y (2 aS
around three quarters of respondents felt that the Council represents each of
these. Respondents were less likely to feel that the Council and its
employeed NB &« AiKWEF opm: AYRAOFIGSR GKAAO®

Figure29: Extent to which Counciind employeesrepresentCouncil values

Caring 58% 20%
Efficient 54% 20%
People-centred 50% 29%
Trustworthy 50% 17%
Innovative 39% 28%
® To a great extent To some extent To a slight extent m Not at all

4.27. In terms of the longer list of attributes presentedRigure30, again the
majority of respondents feel that the @ocil representsnostof these values
to some extent. The values most likely to be associated with the Council
were:

1 Helpful78: F¥Sfi GKS /2dzyOAf NBELINBaSyida (K
Gaz2yYS¢é¢ SEGSyOrT
Reputable, 7%o;
Professional staff, 78; and

Customer écused, 79.

4.28. A large majority of respondents also associated the Councilfaiitand
provides equal opportunitie€68%), promotes environmental sustainability
(68%), and works in partnership (%).

4.29. The Council was least likely to be associated withfoHewing values:

1 Works to reduce bureaucracy5% felt the Council represents this
Gl tdzS G2 al IAINBFGE 2N GazyYS¢é¢ SEGSyarT

1 Works with residents to solve problem£%; and
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SATISFACTION WITH SERVICES

1 Keeps costs down, 58.

4.30. The attributeswith which East Renfrewshire Council is moljiko be
associated have remained broadly unchanged S f IWON#A JEAND 6 S
GLINEFSaaA2y |t adl T7 atributesh®dst deuyichly & G Sy G &
associated with the Council. There have been no statistically significant
changes since 2@115, andviews on these values have fluctuated upwards
and downwards over the last five Panel surveys.

Figure30: Extent to which Council represents qualities/attributes

Helpful 56% 20%
Reputable 47% 20%
Professional staff 52% 21%
Customer focused 56% 24%
Promotes environmental sustainability 49% 27%
Fair and provides equal opportunities 50% 26%
Works in partnership with other organisations 50% 26%
Responsive to people's needs 46% 29%
Modern organisation 45% 28%
A good communicator 45% 26%
Keeps costs down 42% 29%
Works with residents to solve problems 38% 32%
Works to reduce bureaucracy 33% 31%
M To a great extent To some extent To a slight extent W Not at all
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SATISFACTION WITH SERVICES

To agreat/some extent

76%

Helpful fommmmmmmmmmmmmunnnnnnnnnnnn
73%
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) 73%
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70%

Customer focused  [yyyyuaanannn a0 mnEE a0 R R0 AR

. A 68%
Promotes environmental sustainability  Jayyymoon i e
Fair and provides equal opportunities  [gyyyyrmsmnannnnanninan nsn aen ann Re A
WOrks'“ partnerShlp Wlth Gther Grganlsatlons LR LR LR R L R R R NN RN RN RN
] . ] 63%
Responsive to people's needs |y
. 62%
Modern organisation  §yyysassissssaunn 1enaaERREE T ARNEEEEEREUERERERRENERRER TR RERRRNERRE
_ 60%
A good communicator gy
53%
Keeps costs down  [yiimmmminsnn i

52%
Works with residents to solve problems |y

45%
Works to reduce bureaucracy |yrammissnssninnnain s
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Prevention services

4.31. East Renfrewshire Council has a new Prevention Team within the
EnvironmentDepartment This teanlinks with trading standards and
environmental health, workgwith a wide range opreventativeservicedo
protect residents from financial and personal trar

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 responderitglicated that they hadused the
t NEOSYy A2y ¢S YQa (36 NIbAteSedesponents K S §
indicated that they had contacted the Team regarding the Trusted Trader
scheme and/or to prevent Cold Callers.
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5.1.

5.2.

5.3.

5.4.
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MODERNISING COUNCIL SERVICES
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widely ofcontacting or accessing information on Council services

Access to and use of the internet

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 intenet. 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+.

As Figure 31 indicatesearly alrespondents access the internetladme
(99% do this)and this ishe 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 &fespondents do this (49%), although relatively few
of these indicated that this was the main way that they access the internet.

These findings are also reflected in the devigesd byrespondents to access
the internet. A PC or laptop remained the most common means of accessing
the internet (86% use this), batore than three quarters of respondents
mentioned using a mobile phone and/or tablet to access the internet (66%
use a mobilghone, 60% a tablet)Moreover, aound 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.

Figure31: Where andhow respondents access the internet for personal use

Athome

At work (for personal use)

School, college, university, etc

Library

Community or voluntary centre
Internet café or shop

Anywhere (e.g. mobile phone, tablet)

Other

A personal computer or laptop

Mobile phone or smartphone

Atablet computer (iPad, Kindle Fire, etc)
A games console (Playstation, Xbox, etc)
AsmartTV

Other

86%
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5.5.

MODERNISING COUNCIL SERVICES

A large majority of respondents indicated titaey are confident using the
AYGSNYSGT deE: RSAONAOSR (KSYaStogSa a a
doing this. There remainetin 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.

Figure32: Confidence using the internet

m Very confident Fairly confident Not very confident H Not at all confident

5.6.

5.7.

5.8.

5.9.

Use of the Council website

Aroundtwo thirds ofrespondents indicated that they had visited the

/| 2dzy OAf Q& & S0 &64%)SThid igclude®eSmirforityzoli & ST NJ 6
respondents whdiad visited the websiteegularly; around a third dhose

who had visited in the last ye&iad done so at least once a month

Most of those who had visited the website recently indicated that they had
been looking for information on servicesncludingbin 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 tgoay a bill (including Council Tax, school meals, swimming
lessons).

Amongst those that had visited the 2 dzy’ O A £ QuiewsonBrée geneially
positive on the quality of the siteMore than two thirds of those giving a
view were satisfied with the websitand fewer than 1 in 10 of those
commenting indicated any dissatisfaction.

~

All respondentg A NNB & LISOUGA GBS 2F gKSGKSNI KSe& KI R
websitec were asked to indicate the range of tasks for which they might use
the website (Figure 3over the page.
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5.10.

5.11.

5.12.

MODERNISING COUNCIL SERVICES

Findings suggest that respondents anestlikely to be interested in using

the Council website as a means of accessing information, than for exémnple
payfor a service. The two most commonly mentioned reasons for using the
website were to acess information on what is going on in East Renfrewshire

(69% have done or were interestedtinis) and on available Council services
(68%). Results are not directly comparable, but these preferences are
broadly in line with results from the Scottish Hainold Survey which
showed that people are more likely to use local authority websites to find
information ratherthan to make a payment, report a fault, etc.

However, survey resultsdoshdwy 6 SNBad Ay Y2NB daAydSNF Of

Council website. Thigas primarily in relation taccessing servissuch as
reporting a repair or renewing a library book (54% have done and/or were
interested in doing this)ynaking a complaint51%) or asking a question
(51%) Results also suggest there maydmmeresidents who do not
currentlydza S G KSA&S Y2NB daAyidSNI Olbudbc
wish to do so For example, while a substantial proportion of respondents

LJ- NI &

had accessed Council services through the website, these were outnumbered

by those who hd not yet used this facility but were interested in doing so.

More detailed analysis suggests significantly broader interest in using the
Council website amongst younger age growgrs] particularly in relation to
accessing and paying for serviceberg remaineda majority ofthose aged
65+ who were interested in using the Council wehdiet this was primarily
in relation to using the website to access information. Interestdoessing
and paying for services via the website was far more comnmaoragst those
aged under 55f¢r example this age group accounts for aroutittee
guarters ofthose interested irpaying for services online

Figure33: Reasons might use Council website

Finding information on what's going on in East...

Finding information on Council services in my area

Access services (e.g. report fault, renew library books)

Participate in a discussion forum or consultation

Access information on local community groups and...

Read Council news 7

Download a form

R A2%

Make payment
Ask a question

Make a complaint

Make a compliment/give feedback

Other [WF/7/

Would not use the Council’s website

m Have used  ~ Not used, but interested
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MODERNISING COUNCIL SERVICES

Contacting Councservices and accessing information

5.13. Moving on to broader questions around how Panel members geiunh
with the Council, Figure 3adicates that telephone is by far the most
commonly used method (by2% 0 ® ¢tKS /2dzyOAft Qa 6So6aArids
used opion, mentioned bymore than a third of respondents (36). These
findings are very similar to those reported in the 2014/15 survey.

Figure34: Current and preferred means of getting in touch with the Council

- . 36%
Through the Council's website . 20%

By email 26%
D 21%

BY Phone i 38% 72%
In person

By text message

Through social networking sites
Via an online self-service account

Via my councillor

Other

® Currently used # Preferred

Preferred option

Through the Council's website

By email

38%

By phone 6%

In person

By text message

Through social networking sites

Via an online self-service account

Via my councillor

Other

m2015/16 2014/15
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MODERNISING COUNCIL SERVICES

5.14. The survey also asked about the extent of interest specificallgrious
forms ofelectronic access to Council services. As Figube®w 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. Indeethore than two thirdsof respondents were interested in
or had already used at least one of these options.

515, LYGdSNBad ¢l a aadNRy3ISald Ay NBtlFGAz2yY

services, and booking services onliii@é%, 71% and 65 respectively).

5.16. The relatively strong interest in receiving reminders/updatestext
message or social networks is particularly notable, considering few
respondents have prior experience of this. More than half of respondents
expressed interesh updates via text message @3, andnore than 2 in 5
via social networking (42). This interest was particularly widespread
amongst respondents aged undes;4nost of these respondents expressed
interest in text message and/or social network updates.

Figure35: Use of and interest in electronic access to sgecCouncil services

Book services online (e.g. sports pitch) 49%
Apply for services online (e.g. planning) 61%
‘Report It’ function online 60%
Use automated telephone systems 41%
Receive updates or contact the Council via a social 34%
networking site (eg Facebook, Twitter)
Receive text message reminders/updates 49%

M Have done Would consider B Would not consider

Have done/would consider

— 75%

Book services online (e.g. sports pitch)

71%
T

Apply for services online (e.g. planning)

77%

Report It function onfine  yyyy gy rpappnnimnnnnanmnnmnmnnnnEnnnnnm

_— 57%

Use automated telephone systems |y g

: - . __
Receive updates or contact the Council via a social gz
networking site (eg Facebook, Twitter) LU LT

53%

Receive text message reminders/updates |y

®2015/16 #2014//15 12013/14 %2012/13
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517. ¢ KS / 2vdaysitearfid ihformation in the local newspapeere the most
commonly used means of accessing information on Council sergit#sof
respondentsusé 2 Ol f y S g a LJ LIS NB >websifeRFigpres’s (G KS [/ 2
36). Indeed these weré¢he only listedoptions used by a substantial
proportion of respondents.

5.18. Respondents were also asked to indicate their preferred method for
accessingiformation on Council services.egponses here suggest some
mismatch between howPanel membersurrently access information on
Council services, and how they would prefedtothis. Most notably,
around a third of those who currently access information in the local
newspaper indicated a preference for accessing iviforéi A 2y JA |
website.

w»

K /I 2d

[a=tN

Figure36: Current and preferred means of getting information on Coursérvices

- . 56%
Throughthe Councilswebsite | s 43%

22%

Through the Council Tax mailing

i 6%

Through leaflets/posters in Council 23%

offices
22%

From a direct mailing A 15%

L 57%
Information in the local newspaper e 10%

Local area forums, Community
Councils, tenants’ groups, etc

Through my councillor

15%
e
5%

Sodal media

Other

M Currently used # Preferred

519. ¢ dzNYy Ay 3 ALISOAFAOILIffE (2 AyT20HF A2y 2y
respondents felt that the Council provides enough information on this. This
is very similar tahe 201415 survey 63%). There was no significant
variation in views across soeitemographic groups.

5.20. The survey also asked about how individuals prefeaccess informationm
Council performance (Figure 37The key points of note are:

 ¢KS / 2 dzy ONocaDriewspapey @ndl diréct mailingere the
top preferences. The majority of respondents included these in their
top three preferences@4% 54%and46% respectively). Moreover,
GKS / 2dzyOAf Q& 6S0aAiSstlke @beRANBOG YI A
selected as the top choic8&% and22%respectively.

5¢KS /2dzyOAf Qa 9w YI 3l T ROLS and Was thérefoe @engvadh y dzS R S NI
from the list of options for this questiogas such, results are not directly comparable with
those from the 2014/15 survey.
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1 There is alssomeinterest in accessing this information e
Council Tax mailin@2%suggestedhis), and via social media (25%)

1 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.

Figure37: Preferred means oficcessing information on Council performance

Through the Council’s website

Through the Council Tax mailing

Through leaflets/posters in Council
offices

From a direct mailing

Information in the local newspaper

Local area forums, Community
Councils, tenants’ groups, etc

Through my councillor
Social media

Other

64%
38%
54%
sy 12%
2%
0%
W Top 3 preferences % Top preference
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6.1.

6.2.

6.3.

6.4.

6.5.

KEEPING COMMUNITIES SAEESECURE

YOOt/Lthda! bL{¢!LCWE 9/ ' w9

The survey next asked Panel members about a range of issues related to
community and homéire safety.

Community safety

Ly NBflFGA2Y G2 O2YYdzyAade arf¥Side GKS
on whether and how crime and antisocial behawi¢ASB) levels had changed
over the last two years (FiguB8), and satisfaction with work to tackle
community safetyssues (Figurg9).

Respondentsvere most likely to suggesghat there has been little or no

change in crime or antisocial behaviowround half ofrespondents felt that
levels of crime had remained about the same, andund 2 in 5 that levels of
antisocial behaviour had remained unchangedisibalance 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 ifevels of crime, comomity safety remains amongst the top three
priorities for local services identified at section 3.

Notwithstanding the large numbers who had seen no change, respondents
were significantlymore likely to feel thatrime andantisocial behaviour had
increasedn the last 2 years, thasuggest a fall in crime or antisocial
behaviour levels. Moreover, respondents were more likely to suggest an
increase in antisocial behaviour, than an increase in crifter example, a
guarter of respondents suggested that astcial behaviour had increased in
their local neighbourhood25%), compared with 16&§ respondents who

felt that crime levels had increaseul their local neighbourhood.

Views on levels of crime and antisocial behaviour have fluctuated somewhat
over prevous surveys. However, comparison with the 205 survey shows
fewerrespondentssuggesting that there has beam increase in crime and
antisocial behavioyralthough these changes are not statistically significant
(a ¥%decreasean thosereporting anincrease in local crime, and% in

those suggesting increased local antisocial behayiour
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6.6.

KEEPING COMMUNITIES SAEESECURE

Figure38: Views on trends in crime and antisocial behaviour over last 2 years

Most of those with a view othe issue indicated that they are satisfied with
the work of the Council and partners in tackling community safety issues
East Renfrewshire (Figure)3®More than 2 in 5of all respondents indicated
this (44%) equivalent to 5%6 of those able to offest 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
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