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EXECUTIVE SUMMARY 

Accessing Council Informatio n 

• The ways most commonl y used by Panel members to find out information about 

Council services are: 

Through leaflets posted to them by the Council 

By phoning the Council 

By using a Council service 

Through the South Lanarkshire Reporter 

• The ways least commonly used by Panel members to find out information on 

Council services are: 

Through the Council ' s new public information kiosks 

By using the Council ' s Website 

From staff at one-stop-shops 

By writing to the Council 

• Information received by Panel members was highly rated across a wide range of 

indicators, with particularly high ratings being noted in respect of information 

received: 

Through leaflets picked up at Council facilities and offices 

Through leaflets posted to Panel members by the Council 

Through the South Lanarkshire Reporter 

By using a Council service 

From staff while visiting a Council office 

From staff at one-stop-shops 

By phoning the Council 
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• The only three factors for which nota ble negative ratings are apparent were 

thro ugh the rece ipt of informatio n : 

By using the Counc il ' s Websit e 

By writing to the Council 

Through the Council ' s new public information kiosks 

• Two thirds of Panel members expressed a preferenc e to acc ess information about 

the Council and its services through a Director y of Council services including 

contact addresses and telephone numbers ; only a third expressed a preference for a 

single contact telephone number for enquiries about Council services. 

Information About the Council's Performance 

• A quarter of Panel members stated that they had seen the ' Performance Indicators 

1998/99 ' document. Panel members provided positive ratings in terms of the 

' Performance Indicators 1998/99 ' document in terms of: 

The way it is laid out 

How easy it is to understand 

How interesting it is 

How useful it is 

• Two thirds of Panel members believed the 'Performance Indicators 1998/99' 

document contained 'about the right amount' of information, and a similar 

proportion felt that , from this document , it was easy to judge how the Council was 

performing. 

• Those services about which Panel members most commonly want performance 

information published are: 

Education 

Roads & Lighting 
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Housing 

Leisure & Recreation 

Environmental Services 

Environmenta l Health 

• Those services for which there was least demand for the publishing of 

performance information were: 

Building Control 

Trading Standards 

Libraries 

Planning 

• The principal reason for Panel members expressing an interest in finding out about 

the Council's performance on specific services was that these services directly 

affected either the respondent or their family. 

• Two thirds of respondents believed that it would be better if articles were used 

which look at and explain performance for specific services in more detail , whilst 

half thought that it would be better to use diagrams and pie charts with 

accompanying explanations of information which they contain. 

• A significant majority of Panel members believed that it would be useful for 

information to be provided in the following ways: 

The Council's performance in different parts of South Lanarkshire 

The Council's performance compared to the performance of other local 

authorities 

The Council's performance this year compared to its performance in previous 

years 

Services own internal performance information 
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• Panel members primary prefere nce is for information to be published in the South 

Lanarkshire Reporter; secondary preferences focused around the publishing of 

information in the Council's public information kiosks and its website. 

• The vast majority of Panel memb ers believed the annual publishing of 

performance information to be sufficientl y regular. 

• The most common comment or suggestion made in respect of actions which 

would help the Council to improve their general service information and/or their 

performance information related to 'making reports easier to understand '. 

Health 

• 9 out of 10 Panel members believed that it would be of value for a performance 

information document similar to that published by the Council to be published 

about services provided by the NHS. 

• Two thirds of Panel members stated that they had heard of the Smokeline. 

Thereafter , around a third of respondents stated their awareness of the NHS Direct 

and Health Helplines. 

• The primary source of information which Panel members would like to use to be 

able to get information about how to keep well and healthy are GP 

surgeries/health centres . Thereafter , secondary preferences were noted in respect 

of a range of other sources including: 

Chemists 

Newspapers 

Telephone Helplines 

Libraries 

• The primary sources which Panel members would like to use to be able to get 

information about treatments and medicines are GP surgeries/health centres and 
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chemists. Thereafter , a number of other sources emerged on a secondary basis 

including: 

Telephone Helplin es 

The Internet 

Libraries 

Newspapers 

• The primary source which Panel members would like to use to be able to get 

information about health services are GP surgeries/health centres. Thereafter , 

three principal secondary sources were noted : 

Chemists 

Telephone Helplines 

Libraries 

• The principal sources which Panel members would like to be able to use to get 

information about voluntary organisations and support services are: 

Libraries 

GP Surgeries/Health Centres 

Telephone Helplines 

Community Centres 

Newspapers 
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1.0 INTRODUCTION 

This report details findings to emerge from a programme of research 

undertaken amongst individuals making up South Lanarkshire Council's 

Citizens Panel. 

During May 2000 , a total 1,600 questionnaires were issued to Panel members. 

Of these , 934 were returned, representing a response rate of 58%. This 

response rate is encouraging since it reverses a downward trend in response 

which has been apparent in recent Citizens Panel surveys. Indeed, taking into 

account responses which came in after the deadline (and, consequently, could 

not be used) the response rate to the survey was around 60%. 

The survey data was weighted on the basis of the gender and age 

characteristics of the adult population of each of four areas within South 

Lanarkshire (Clydesdale, East Kilbride , Hamilton and Rutherglen/ 

Cambuslang). 

A copy of the questionnaire administered is attached as Appendix I. 

Where appropriate, the report highlights variances in findings on the basis of: 

• Gender 

• Age 

• Area (i.e. Clydesdale, East Kilbride, Hamilton and Cambuslang/ 

Rutherglen) 
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2.0 ACCESSING COUNCIL INFORMATION 

"How regularly do you use the following ways to find out information about 

Council services?" 

Figure 1: Ways of Finding Out Information • Regularly 

• Occasionally I 

By phoning the Council 

By using a Council service 

South Lanarkshire Reporter 

Through leaflets at facilities 42% 

0% 10% 20% 30% 40% 50% 60% 70% 

Figure 1 indicates that the ways which Panel members have most commonly 

used to find out information about Council services are: 

• Through leaflets posted to them by the Council (81 %) 

• By phoning the Council (78%) 

• By using a Council service (68%) 

• Through the South Lanarkshire Reporter (the Council's newspaper) (66%) 
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Table 1: How Regularly Do You Use the Following Ways To Find Out 

Information About Council Services - Most Commonly Used 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Through leaflets 
posted by Council 8 1% 82% 78% 79% 84% 86% 76% 85% 
By phoning the 
Council 75% 80% 47% 81% 86% 82% 83% 84% 
By using a Co uncil 
Service 68% 69% 46% 67% 80% 72% 7 1% 75% 
Through the South 
Lanark shire 
Reporter 69% 64% 39% 61% 68% 75% 72% 90% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Through leaflets 
posted by Cou ncil 79% 84% 80% 82% 
By phoning the 
Co uncil 78% 79% 80% 71% 
By using a Counci l 
Service 72% 69% 68% 65% 
Through the South 
Lanarks hire 
Reporter 72% 64% 65% 67% 

From Table 1 it can be seen that 16-24 year olds made significantly less use of 

a number of means to find out information about Council services i.e.: 

• By phoning the Council (47% compared to 78% on average) 

• By using a Council service (46% compared to 68% on average) 

• Through the South Lanarkshire Reporter (39% compared to 66% on 

average) 

In addition , it is apparent from Table 1 that there is a broad correlation 

between use of the South Lanarkshire Reporter and age (i.e. ranging from 39% 

for those aged 16-24 to 90% for those aged 65 or over). 

Finally, Table 1 indicates two significant variances with respect to location 

i.e .: 
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• The relatively low incidence of phoning the Council amongst Panel 

members in the Cambuslang/Rutherglen area (71 % compared to 78% on 

average) 

• The rela tively high use of the South Lanarkshire Reporter amongst 

residents in the Clydesda le area (72% compared to 66% on average) 

Figure 2: Ways ofFinding Out Information (cont'd) 

From staff at Council 
offices/facilities 

By writing to Council 

From staff at one-stop
shops 

Council's Website 

Council's information 
kiosks 

0% 10% 20% 30% 40% 50% 

• Regularly 

lil Occasionally j 

60% 70% 

Figure 2 indicates that those ways which are least commonly used by Panel 

members to find out information on Council services are: 

• Thro ugh the Council ' s new public information kiosks (5%) 

• By using the Council ' s website (10%) 

• From staff at one-stop -shops (Q and A) (21 % ) 

• By writing to the Council (30%) 

With respect to the Council's public information kiosks , it should be noted 

that , at the time of the survey, there were only a limited number in operation 

throughout South Lanarkshire. Indeed, since then , there has been an official 
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launch of the kiosk programme (with reports in all local newspapers) and there 

are now 19 kiosks throughout South Lanarkshire with planned continuous 

promotion of these facilities. 

It should also be noted that , with respect to the Council ' s website, it has not 

been widely advertised due to the fact that it has been undergoing considerable 

developm ent and, accordingly, although registered with the main Internet 

search engines , there has been no widespread publicit y of the site in the public 

domain. 

Table 2: How Regularly Do You Use the Following Ways To Find Out 

Information About Council Services - Least Commonly Used 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Coun c il' s Publi c 
Informat ion Kiosks 5% 6% 1% 8% 3% 3% 2% 17% 
Council' s We bsit e 12% 8% 15% 7% 11% 8% 8% 11% 
One-stop-shops 17% 24% 13% 17% 19% 24% 23% 36% 
Writing to the 
Co unci l 30% 30% 22% 25% 29% 35% 40% 40% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Co unc il's Publi c 
Inform ation Kiosks 3% 7% 5% 6% 
Council 's Websit e 10% 9% 8% 14% 
One-st op-shops 6% 10% 25% 42% 
Writin g to the 
Council 31% 35% 29% 24% 

Table 2 highlights a number of interesting variances amongst those sources 

least commonl y used by Panel members to find out information on Council 

services. These include: 

• The relatively high use of the Council ' s public information kiosks by those 

aged 65 or over (17% compared to 5% on average) 

• The highly variable nature of use of the Council ' s website on the basis of 

age (ranging from 7% for those aged 25-34 to 15% for those aged 16-24) 

• The lower use of staff at one-stop-shops as a source of information by 

males (17% compared to 24% for females) 
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• The increasing incidence of use of staff at one-stop-shops by age (ranging 

from 13% for those aged 16-24 to 36% for those aged 65 or over) 

• The correlation between writing to the Council and age (i.e. rising from 

22% for those aged 16-24 to 40% for those aged 55 or over) 

• The variable nature of writing to the Council across South Lanarkshire 

(ranging from 24% for respondents in Cambuslang/Rutherglen to 35% for 

respondents in East Kilbride) 

It should be noted that, at the time of the survey, both East Kilbride and 

Lanark one-stop-shops were still under development and not open to the 

public (with these two new outlets being open to the public in July). It is 

known that residents in Clydesdale use the one-stop-shop in Hamilton. 

Accordingly, therefore, the results for Clydesdale and East Kilbride have to be 

taken in context. 

Figures 1 and 2 also indicate that those ways most regularly used by Panel 

members to find out information about Council services are: 

• Through the South Lanarkshire Reporter (20%) 

• Through leaflets posted to them by the Council (15%) 

• By using a Council service (9%) 

• By phoning the Council (8%) 
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"How would you rate the information you received?" 

Figure 3: Rating oflnformation Received 

Through leaflets at facilities 

Through leaflets posted to me 

South Lanarkshire Reporter 

By using a Council service 

From staff at Council offices/facilities 

0% 20% 40% 60% 

13 

80% 

1

11 Good 

• Poor 

100% 



Figure 4: Rating oflnformation Received (cont'd) 

From staff at one
stop-shops 

By phoning the 
Council 

Council's information 
kiosks 

Council's Website 

By writing to Council 

0% I 0% 20% 30% 40% 50% 60% 70% 80% 90% 

II Good 

• Poor 

Figures 3 and 4 indicate that information received by Panel members was 

rated highly (i.e . as being ' good ') across a wide range of indicators, with 

particularly high ratings being noted in respect of information received: 

• Through leaflets picked up at Council facilities and offices (94%) 

• Through leaflets posted to Panel members by the Council (93%) 

• Through the South Lanarkshire Reporter (93 % ) 

• By using a Council service (90%) 

• From staff while visiting a Council office (89%) 

• From staff at one-stop -shops (84%) 

• By phoning the Counci l (82%) 

Indeed, for only three factors were notab le negative ratings apparent (rated as 

'poor') i.e. receiving information: 

• By using the Council ' s website (33%) 

• By writing to the Counci l (33%) 
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• Through the Council ' s new public information kiosks (29%) 

It should be stressed , however , that as noted earlier , the negative ratings for 

the Council's website and public information kiosks should be placed within 

the context of the limited advertising of the website and limited number of 

kiosks in operation at the time of the survey. 

It should be noted that a core of Panel members also rated two further factors 

to be poor i.e.: 

• By phoning the Council (18%) 

• From staff at one-stop-shops (16%) 

Table 3: How Would You Rate the Information You Received - Poorest 

Ratings 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Co uncil ' s We bsite 43% 18% 33% 43% 24% 38% 37% 17% 
Writing to the 
Council 35% 32% 22% 47% 31% 34% 24% 37% 
Council's Public 
Info rmation Kiosks 35% 22% 43% 22% 26% 3 1% 49% 19% 
Phonin _g th e Council 2 1% 16% 21% 24% 14% 19% 18% 13% 
One -Stop -Shops 2 1% 10% 21% 21% 16% 10% 16% 8% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Co uncil ' s Website 30% 27% 49% 15% 
Writing to the 
Co uncil 28% 34% 39% 27% 
Council 's Public 
Information Kiosks 34% 18% 40% 17% 
Phoning the Council 13% 19% 24% 13% 
One -Stop-Shops 29% 7% 17% 13% 

Table 3 highlights a number of interesting variances with respect to those 

sources which were rated poorest by Panel members on the basis of gender, 

age and area within South Lanarkshire. For example, with respect to gender, it 

is apparent that males provided particularly poor ratings in respect of a range 

of these sources of information including: 
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• The Council's website (43% compared to 18% for females) 

• The Counci l' s information kiosks (35% compared to 22% for females) 

• The Council 's one-stop-shops (2 1 % compared to 10% for females) 

With respect to age, Table 3 highlights that for the poorest rated sources, 

respondents in the 25-34 year s age band provided the most significant 

negati ve ratings in respect of: 

• The Council ' s website (43% compared to 33% on average) 

• Writing to the Council (47% compared to 33% on average) 

• Phoning the Council (24% compared to 18% on average) 

• From staff at one-stop-shops (21 % compared to 16% on average) 

Finally , it is interesting to note that with respect to the poorest rated sources, 

respondents in the Hamilton area provided the consistently most negative 

ratings in respect of : 

• The Council's website (49% compared to 33% on average) 

• Writing to the Council (39% compared to 33% on average) 

• The Council's public information kiosks (40% compared to 29% on 

average) 

• Phoning the Council (24% compared to 18% on average) 

However , with respect to one-stop-shops, the highest negative rating was 

provided by respondents in the Clydesdale area (29% compared to 16% on 

average). 

"If the following were available, how would you prefer to access information 

about the Council and its services?" 

• A directory of Council services including contact addresses and telephone 

numbers 

• A single contact telephone number/or enquiries about Council services 
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Figure 5: Preferred Method of Accessing Information 

Single contact 
number 

35% 

Directory of Council 
services 

65% 

Figure 5 indicates that two thirds of Panel members (65%) expressed a 

preferenc e to access information about the Council and its services through a 

directory of Council services including contact addresses and telephone 

numbers i.e. only a third (35%) expressed a preference for a single contact 

telephone number for enquiries about Council services . 

Table 4: If The Following Were Available, How Would You Prefer To 

Access Information About The Council & Its Services? 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
A Direc tory of 
Co unc il Serv ices 67% 64% 66% 7 1% 64% 66% 64% 59% 
A Single Co ntact 
Te lephone Num ber 33% 36% 34% 29% 36% 34% 36% 4 1% 

Cambuslang/ 
Clydesdale East Kilbride Ham ilton Rutherglen 

A Directo ry of 
Co uncil Serv ices 66% 63% 67% 64% 
A Single Co ntact 
Te lephone Numb er 34% 37% 33% 36% 
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From Table 4 it can be seen that with respect to gender , age and area within 

South Lanarkshire , there are few sign ificant variances in the two preferences 

for accessing of information about the Council and its services. However , it is 

of interest to note that preference for a Directory of Council services is highest 

amongst those aged 25-34 (71 %) and lowest amongst those aged 65 or over 

(59%). As a corollary to this, preference for a contact telephone number is 

highest amongst those aged 65 or over ( 41 % ) and lowest amongst those aged 

25-34 (29%) . 
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3.0 INFORMATION ABOUT THE COUNCIL'S PERFORMANCE 

All Panel members were provided with a document ('Performance Indicators 

1998/99') and asked to look at it. A copy of this document is attached as 

Appendix II . 

"Have you seen this informat ion before?" 

Figure 6: Seen 'Performance Indicators 1998/99' Before? 

Can't Remember 
12% 

No 

63% 

Figure 6 indicates that a quarter of Panel members (25%) stated that they had 

seen the ' Performance Indicators 1998/99 ' document i.e. nearly two thirds 

(63%) could not specifically recall having seen this document. 

Table 5: Have You Seen This Information Before - Yes Responses? 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Yes 28% 22% 8% 24% 28% 37% 29% 23% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Yes 24% 26% 29% 16% 
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Table 5 highlights a number of interesting variances with respect to recall of 

the ' Performance Indicators 1998/1999 ' document on the basis of gender, age 

and area within South Lanarkshire and, in particular: 

• Relatively high levels of recall amongst males (28% compared to 22% for 

females) and those aged 45-54 (37% compared to 25% on average) 

• Relatively low levels of recall amongst those aged 16-24 and residents in 

the Cambuslang/Rutherglen area (8% and 16% respectively compared to 

25% on average) 

"How would you rate the information contained in this document on the basis 

if " 0 .. . . 

• The way it is laid out 

• How easy it is to understand 

• How interesting it is 

• How useful it is 

20 



The way it is laid out 

How easy it is to 
understand 

How interesting it is 

How useful it is 

Figure 7: Rating oflnformation • Good 

• Poor 

9% 

0% I 0% 20% 30% 40% 50% 60% 70% 80% 90% 

Figure 7 indicates that across all of the indicators under consideration , Panel 

members provided positive ratings , particularly in respect of : 

• The way the document is laid out (89%) 

• How easy the document is to understand (83%) 

Despite these positive ratings of the 'Performance Indicators 1998/99 ' 

document , a core of Panel members rated it poorly , particularly in respect of: 

• How useful the document is (35%) 

• How interesting it is (29%) 
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Table 6: How Would You Rate The Information Contained In This 

Document On The Basis Of ... - Poorest Ratings 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
How interestin g it is 33% 27% 46% 34% 35% 25% 21% 15% 
How useful it is 39% 31% 36% 42% 38% 32% 34% 20% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Ruthen!:len 

How interesting it is 31% 29% 31% 28% 
How useful it is 36% 35% 35% 32% 

Table 6 provides a breakdown of the two indicators with the highest negative 

ratings and indicates that across South Lanarkshire, there is consistency in this 

regard. However, with respect to both of these indicators, males are slightly 

more critical than females i.e. providing higher negative ratings in respect of: 

• How interesting the document is (33% compared to 27% for females) 

• How useful the document is (39% compared to 31 % for females) 

In addition , there would appear to be a correlation between how interesting 

respondents found the document to be and their age (i.e. ranging from 46% of 

16-24 year olds providing a negative rating in this regard, to 15% of those 

aged 65 or over). 

Finally, Table 6 indicates that the perceived usefulness of the document does 

not appear to be strongly correlated to age, although those aged 65 or over 

again provided the lowest negative ratings in this regard (20% compared to 

29% on average). 
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"How would you describe the amount of information contained in this 

document? " 

Figure 8: Amount oflnformation 

66% 

Too much 
25% 

Too little 
9% 

Figure 8 indicates that two thirds of Panel members (66%) believed the 

' Performance Indicators 1998/99' document contained ' about the right 

amount ' of information . However , a quarter of respondents (25%) believed 

the document to contain 'too much ' information , whilst 1 in 10 (9%) believed 

it conta ined 'too little ' information. 
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Table 7: How Would You Describe The Amount of Information Contained 

In This Document? 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Too much 
information 22% 27% 30% 25% 27% 22% 22% 22% 
Too little 
information 10% 8% 8% 9% 11% 15% 5% 5% 
About right 67% 65% 62% 66% 61% 63% 72% 73% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Too much 
information 24% 29% 22% 24% 
Too little 
information 10% 9% 10% 7% 
About right 66% 63% 67% 68% 

Table 7 indicates that with respect to gender and area within South 

Lanarkshire, there is little variation in terms of those stating that the amount of 

information contained within the 'Performance Indicators 1998/1999' 

document is 'about right'. However, there are a number of other interesting 

variations within Table 7 including: 

• A higher incidence of those aged 65 or over stating that the document 

contains 'about the right amount' of information (73% compared to 66% 

on average) 

• A slightly higher incidence of females stating that there is 'too much 

information ' (27% compared to 22% for males) and amongst those aged 

under 45 (28% compared to 22% for those aged 45 or over) 

• The greatest incidence of those stating that there is 't oo little information ' 

in the document amongst those aged 45-54 (15%), particularly compared 

to those aged 55 or over (5%) 
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"From this document, do you feel it is easy to judge how the Council is 

performing?" 

Figure 9: Ease of Judging Council's Performance 

No, fairly difficult 
28% 

No, very difficult 
7% 

Yes, very easy 
10% 

Yes, fairly easy 
55% 

Figure 9 indicates that two thirds of Panel members (65%) felt that from the 

'Performance Indicators 1998/99 ' document , it was easy to judge how the 

Council was performing. However, only 1 in 10 (10%) felt that such a 

judgement was 'very easy' and, indeed, a third found such a judgement to be 

either ' fairly difficult' (28%) or 'very difficult' (7%). 

Table 8 : From This Document Do You Feel It Is Easy to Judge How The 

Council Is Performing ? 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Easy 62% 68% 64% 60% 59% 6 1% 73% 78% 
Difficult 38% 32% 36% 40% 4 1% 39% 27% 22% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Easy 6 1% 63% 68% 69% 
Difficult 39% 37% 32% 3 1% 
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Table 8 indicates that , across South Lanarkshire, there is a broad consistency 

in respect of the degree of perceived difficulty in judging how the Council is 

performing from the 'Performance Indicators 1998/99' document (ranging 

from 31 % in the Cambuslang/Rutherglen area to 39% in the Clydesdale area). 

Thereafter, males have a slightly greater degree of difficulty in making this 

judgement (38% compared to 32% for females), whilst those aged 65 or over 

had least difficulty in this regard (22% compared to 35% on average). 

"On which services do you want performance information published?" 

Figure 10: Services Requiring Published Performance Information 

Educat io n 

Roads & Light ing 

Ho us ing 

Leisure & Recrea tio n 

Env iron menta l Serv ices 

Environmenta l Hea lth 
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Plann in g 
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Tradi ng Standards 

Bu ild ing Contro l 

0% 10% 20% 30% 40% 50% 60% 

Figure 10 indicate s that those services on which Panel members most 

comm only want performance information published are: 

• Education (69%) 
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• Roads & Lighting (67%) 

• Housing (59%) 

• Leisure & Recreation (59%) 

• Env ironmental Services (59%) 

• Env ironm ental Hea lth (59%) 

In contrast , those services for which there was least demand for the publishing 

of performan ce information are: 

• Building Control (34%) 

• Trading Standards (34%) 

• Libraries (3 9%) 

• Planning (42%) 

Table 9: On Which Services Do You Want Performance Information 

Published? - Lowest Demand 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Building Control 37% 30% 25% 36% 40% 41% 30% 26% 
Trading Standards 36% 31% 25% 40% 42% 39% 25% 26% 
Libraries 42% 37% 34% 40% 41% 42% 37% 40% 
Planning 44% 41% 40% 42% 44% 48% 43% 37% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Ruthen:i:len 

Building Control 41% 30% 32% 33% 
Trading Standards 32% 36% 31% 35% 
Libraries 38% 38% 40% 43% 
Planning 49% 37% 44% 40% 

Table 9 highlights variances with respect to age, gender and area within South 

Lanarkshire across those services for which there was lowest demand for the 

publishing of performance information , and indicates that in these respects , 

lowest levels of demand were as follows: 

• Building Control: females (30%) , 16-24 year olds (25%) , respondents 

aged 65 or over (26%) and residents outwith Clyde sdale (32%) 
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• Trading Standards: fema les (31 %), 16-24 year olds (25%), respondents 

aged 55 or over (26%) and res idents in the Clydesdale (32%) and 

Hamilt on (31 %) areas 

• Libraries: female s (37% ), 16-24 year olds (34%) and respo ndent s in the 

Clydesdale and East Kilbrid e areas (38%) 

• Planning: respond ents aged 65 or over (37%) and residents in the East 

Kilbr ide area (37%) 

In considering the significance of these variances , howe ver, their relatively 

marginal nature should be taken into account. 

Finally , it is of interest to note the following variances with respect to tenure 

and presence of children in households: 

• Demand for the publishing of performance information on housing is 

significantly greater amongst respondents who rent from the Council (82% 

compared to 52% for others) 

• Demand for the publishing of performance information on education is 

significantly greater amongst respondents with children (88% compared to 

59% for those without children) 
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"Why are you interested in finding out about the Council's performance in the 

services which you have ticked above?" 

Figure 11 : Reas ons for Interest in Specific Performance Information 
(Unprom pted) 

Directly affects myself/family 

Council tax payer 

To ensure effective resource use 

Services identified are most important 

To ensure Council maintains high standards 

0% 5% I 0% 15% 20% 25% 30% 35% 40% 

When respondents were asked ( on an unprompted basis) to state why they had 

been interested in finding out about the Council ' s performance in the services 

they had indicated in the previous question (i.e. the results of which are 

outlined in Figure 10) Figure 11 indicates that the primary reason cited was 

that these services directly affected either the respondent or their family (i.e. 

cited by 38% ofrespondents) , 

Thereafter , a number of secondary reasons were cited including: 

• To see what money had been spent on (10%) 

• Respondents being a ' tax payer ' (9%) 

• To ensure resources are being used effectively (8%) 

• To see which services are most important (8%) 
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"Do you think it would be better or worse if the information currently 

published in local newspapers was provided in the following ways?" 

• Using diagrams and pie charts, together with an explanation of the 

information which they contain 

• Using articles (in, for examp le, the South Lanarkshire Reporter) wh ich 

look at and explain performance for specific services in more detail 

Figure 12: Presentation oflnformation in Local Newspapers 

Us ing articles 

Using diagrams & 

pie charts 

0% 10% 20% 30% 40% 50% 60% 70% 

Figure 12 indicates that two thirds ofrespondents (66%) believed that it would 

be better if articles were used which look at and explain performance for 

specific services in more detail , whilst only a small core (5%) believed that 

presentation in this way would be worse. 

Figure 12 also indicates that half of respondents (52%) thought that it would 

be better to use diagrams and pie charts with an accompanying explanation of 

information which they contain , whilst only 1 in 5 (20%) believed that such a 

method of presentation would be worse. 
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Table 10: Do You Think It Would Be Better Or Worse If The Information 

Currently Published in Local Newspapers Was Provided In The Following 

Ways? - Better 

Ma le Female 16-24 25-34 35-44 45-54 55-64 65+ 
Us ing diagrams & 
pie charts 55% 49% 69% 58% 51% 42% 38% 44% 
Using articles 65% 67% 59% 59% 69% 72% 70% 66% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Ruthern:len 

Using diagrams & 
pie charts 46% 54% 53% 52% 
Us ing artic les 66% 62% 68% 67% 

Table 10 indicates that support for using diagrams and pie charts is relatively 

consistent with respect to gender and area within South Lanarkshire, with the 

exception of: 

• A slightly greater preference expressed by males (55% compared to 49% 

for females) 

• A slightly lower preference expressed amongst those in the Clydesdale 

area ( 46% compared to 5 3 % for those elsewhere in South Lanarkshire) 

In addition, there is a distinct correlation between age and preference for using 

diagrams and pie charges (i.e. ranging from 69% for thos e aged 16-24 down to 

44% for those aged 65 or over). 

Similarly , support for using articles which look at and explain performance for 

specific services in more detail is relatively consistent across South 

Lanarkshire with respect to gender and age. However , it wou ld appear from 

Table 10 that there is a slightly greater preference for this form of reporting 

amongst older Panel members . 
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"How useful do you think it would be for the following performance 

information to be provided to residents in South Lanarkshire, bearing in mind 

the extra resources required to provide this information (e.g. staff time, 

printing and publishing costs): 

• The Councils performance in different parts of South Lanarkshire 

• The Councils performance compared to the performance of other local 

authorities 

• The Councils performance this year compared to its performance zn 

previous years 

• Services own interna l pe rformance information e.g. customer satisf action 

surveys 

Figure 13: Usefulness ofPerfonnance Information 

This year versus previous years 

Own internal performance info. 

Performance in different parts of South 

Lanarkshire 

Comparison with other Councils 

I J ·• Useful 

• Little/No Use 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 

Figure 13 indicates that a significant majority of Panel memb ers bel ieved that 

each of the four typ es of information not ed abo ve would be useful i.e .: 
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• The Councils performance this year compared to its performance m 

previous years (85%) 

• Services own internal performance information (71 %) 

• The Councils performance in different parts of South Lanarkshire (70%) 

• The Councils performance compared to that of other local authorities 

(67%) 

In all cases, however, a core of respondents believed that such information 

would be of little or no use, particularly in respect of: 

• The Councils performance compared to that of other local authorities 

(33%) 

• The Councils performance in different parts of South Lanarkshire (30%) 

• Services own internal performance information (29%) 

Table 11: How Useful Do You Think It Would Be For The Following 

Performance Information To Be Provided To Residents In South 

Lanarkshire? - Use{ ul 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Performance in 
different parts of 
South Lanarkshire 73% 67% 69% 66% 66% 74% 77% 74% 
Performance 
compared to other 
authoriti es 65% 70% 63% 74% 67% 69% 64% 64% 
Performance thi s 
year compared to 
previou s yea rs 88% 83% 82% 87% 86% 83% 90% 85% 
Services own 
performance 
information 71% 7 1% 62% 72% 73% 71% 73% 76% 
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.) .) 



Cambuslang/ 
Clydesdale East Kilbr ide Ham ilton Ruthe re:len 

Perform ance in 
different part s of 
South Lanark shire 78% 70% 63% 76% 
Performance 
compar ed to other 
authoritie s 70% 69% 67% 64% 
Performance th is 
year comp ared to 
previous years 83% 9 1% 83% 85% 
Services own 
performance 
information 68% 72% 71% 73% 

Table 11 highlights those groups amongst whom the usefuln ess of the four 

types of information presented was considered to be greatest : 

• Performance in different parts of South Lanarkshire : males (73%) , 

respondents aged 45 or over (76%) and residents in the Clydesdale (78%) 

and Cambuslang/Rutherglen (76%) areas 

• Performance compared to other authorities : 

respondents aged 25-34 (74%) 

females (70%) and 

• Performance this year compared to previous years: males (88%) and 

residents in the East Kilbride area (91 % ) 

• Services own performance information: respondents aged 65 or over 

(76%) 

Again, in considering the significance of these vanances , their relatively 

marginal nature should be taken into account. 

"Where do you think the Council should publish information about its 

performance? " 

• In the South Lanarkshire Reporter (the Council 's newspaper) (which 

would be at no cost to the Council) 

• In local newspapers (which would be at a cost to the Council) 
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• Through documents available at Council offices and facilities (which 

would be at a cost to the Council) 

• On the Council's Website (which would be at no cost to the Council) 

• On the Council's new pub lic information kiosks (which would be at no 

cost to the Council) 

Figure 14: Priorities re Siting of Performance Indicators 

Council's information kiosks 67% 

On Council's website 56% ____________ _, 

In local newspap ers 

Documents ava ilable at offices etc. 21% 

0% I 0% 20% 30% 40% 50% 60% 70% 80% 90% 

Respondents were asked to choose three of the preferences listed above and , 

on that basis , the vast majority of Panel members (84%) expressed a desire for 

information to be published in the South Lanarkshire Reporter. 

Thereafter , secondary preferences were noted in respect of the publishing of 

information: 

• Through the Council ' s public information kiosks (67%) 

• On the Council's Website (56%) 

The preferences noted above are encouragmg given the limited number of 

kiosks in opera tion at the time of the survey and the limited publicity 

undertaken in respect of the Council ' s website. 
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Thereafter , a minority of Panel members expressed a preference for the 

publishing of information: 

• In local newspapers (32%) 

• Through documents available at Council offices and facilities (21 % ) 

Table 12: Where Do You Think The Council Should Publish Information 

About Its Performance?-Lowest Demand 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Local newspapers 34% 30% 41% 34% 28% 35% 27% 30% 
Documents 
available at Council 
offices /facilities 22% 20% 19% 26% 14% 25% 24% 20% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Local newspapers 32% 39% 30% 28% 
Documents 
available at Council 
offices /foci I ities 18% 18% 22% 28% 

Table 12 provides further details with regard to preferences for the publishing 

of information through local newspapers and documents available at Council 

offices and facilities and indicates that within these 'minority ' demands, 

greatest preferences were expressed by: 

• Local newspapers : 16-24 year olds (41 %) and residents m the East 

Kilbride area (39%) 

• Documents available at Council offices and faci lities: residents m the 

Cambuslang/Rutherglen (18%) area 

It should also be noted that Table 12 indicates that preferences for documents 

being available at Council offices and facilities varies significantly by age, but 

in no distinct pattern . 
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"At present the Council pub lishes its performance information annually. Do 

you think this is regularly enough? " 

Figure 15: Performance Information Published Re gularly Enough? 

N o 

16% 

Yes 
84% 

Figure 15 indicates that the vast majority of Panel members (84%) believe the 

annual publishing of performanc e information to be sufficientl y regular. 

Table 13: At Present The Council Publishes Its Performance Information 

Annually, Do You Think This Is Regularly Enough? - Yes Responses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Yes 80% 87% 80% 80% 88% 84% 83% 88% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Yes 85% 89% 80% 82% 

Table 13 indicates that there is a relative consistency with respect to the belief 

that the annual publishing of performance information is sufficiently regular 

with respect to gender , age and area within South Lanarkshire , although those 

expressing this belief were slightly more likely to be: 

• Female (87%) 
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• Aged: 34-44 or 65 or over (88%) 

• Resident in East Kilbride (89%) 

Amongst those who did not believe this to be the case (i.e. 16% ), Figure 16 

below indicates a preference for : 

• Twice yearly publications (65% representing I 0% of all respondents) 

• Quarterly publishing (27% representing 4% of all respondents) 

• Monthly publishing ( 4% representing I% of all respondents) 

"How often would you like it published , bearing in mind the extra resources 

required to provide this information (e.g. staff time, printing and publishing 

costs)?" 

Figure 16: Desired Frequency oflnfonnation Provision (Unprompted) 

Tw ice year ly 

27% 
Quarterly 

Monthly 

0% 10% 20% 30% 40% 50% 60% 

Finally, Panel memb ers were asked (on an unprompted basis) : 

38 

70% 



"Do you have any comments or suggestions to make which would help us to 

improve our general service information and/or our performance 

information?" 

Figure 17: Comments /Suggestions (Unprompted) 

Make reports easier to understand 

Use of colour 

More detailed budget reports 

Listen to customers 

State if standards have improved 

More comparisons necessary 

6% ----

5% ___ .., 

__ .., 4% 

4% 

4% 
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Only 20% of respond ents provided a response to this question. Figure 17 

indicates that the most common comment or suggestion made by these 

respondents related to making reports easier to understand (e.g. using simpler 

language) which was cited by 1 in 3 (29%) of those providing an answer. 

Thereafter , a number of other comments were also noted by a small core of 

respondents including: 

• The use of colour in reports (6%) 

• More detailed budget reports (5%) 

• A clearer statement as to whether standards have been improved ( 4 % ) 

• Some form of comparison being presented ( 4%) 

• Annual reporting via the media being sufficient (4%) 
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4.0 PREVIOUS FOCUS GROUPS 

Prior to this survey of the Citizen's Panel, focus groups were held in East 

Kilbride , Hamilton , Rutherglen and Lanark. The purpose of these groups was 

to obtain baseline information on how residents of South Lanarkshire felt 

about performance reporting. The focus groups were made up of members of 

the Citizen's Panel who had intimated an interest in participating in discussion 

groups . 

The information obtained from these groups was used as the basis for the 

postal survey of the whole Panel , where we were able to include issues that 

had arisen in the groups' discussions and test them on the full Panel. 

In comparing the findings of the focus groups against the results of the postal 

survey the following are the areas where the findings agree: 

• Lack of awareness of the advertisement in the local press showing the 

performance indicators information 

• The requirement to only publish annually performance results 

• The use of the South Lanarkshire Reporter as the main reporting 

mechanism for performance information, followed by the Council's public 

information points and the Council's website 

• No additional costs should be incurred in reporting performance 

• People are interested in the performance of those services that they or their 

families use directly 

• The use of diagrams, some narrative, and in comparison with previous 

year's figures is the preferred format for performance reporting 

• The need for either a directory or single helpline number for Council 

services 

The areas where the focus group findings were not endorsed the by the full 

Panel survey were: 
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• Focus group participants did not find the format of the press advertisement 

at all user friendly and found it hard to understand 

• There was too much information in the press advertisement 

• Some of the performance indicators were quite obscure and did not really 

mean anything to them 

There were some important issues that came out during discussions with the 

focus groups which should be noted. 

• All the groups commented on their lack of awareness of all the services the 

Council provided , and were quite surprised by the vast range of services 

the Council were responsible for delivering. Participants felt there should 

be more public awareness of this 

• There was some 60 information leaflets covenng a variety of Council 

services on show to participants , and out of all the groups only a couple of 

people had seen any of them 

• The groups all stated that South Lanarkshire residents can gauge the 

Council's performance without the need for press adverts. This could be 

done by 

personal experience in using a service 

by seeing on a daily basis the condition of roads and street lighting 

how open areas are maintained 

by using sport centres , leisure centres , libraries etc 

how parks and play areas are maintained 
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5.0 HEALTH 

"Having read the document headed 'Pe,:formance Indicators 1998/99 ' how 

valuable do you believe it would be if similar performance information was 

pub lished about services provided by the NHS? " 

Figure 18: Value of NHS Performance Indicators Document 

Of Little IN o Value 
9% 

Fairly Valuable 
36% 

Very Valuable 
55% 

Figure 18 indicates that 9 out of 10 Panel members (91 % ) beli eved that it 

would be of value if a performance information doc ument similar to that 

pub lished by the Council were to be published about services provided by the 

NHS . Indeed , over half of respondents (54%) believed that such a document 

would be ' very valuable ' . 
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Table 14: Having Read The Document Headed Performance Indicators 

1998/99, How Valuable Do You Believe It Would Be !(Similar Performance 

Information Was Published About Services Provided By The NHS? -

Valuable 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Valuable 90% 92% 92% 92% 90% 94% 91 % 87% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Valuab le 89% 92% 91% 91% 

Table 14 illustrates a widespread consistency with respect to the perceived 

value of a performance information document with regard to gender, age and 

area within South Lanarkshire. 

"Have you heard of these telephone information services?" 

• Lanarkshire 's Linkline 

• NHS Direct 

• Smokeline 

• Health Helpline 
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Figure 19: Awareness ofTelephone Helpline Services? 
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From Figure 19 it can be seen that two thirds of Panel members (68%) stated 

that they had heard of the Smokeline . Thereafter , a significant core of 

respondents stated their awareness of: 

• NHS Direct (39%) 

• Health Helpline (33%) 

However , awareness of Lanarkshire ' s Linkline was far more limited (i.e. only 

7% of respondents noting their awareness of this information service). 

The above findings are of interest given the fact that the Health Helpline does 

not actually exist but was in fact included by Lanarkshire Health Board in the 

questionnaire in order to establish the extent to which people would simply 

accept a plausible name. It should also be noted that the limited awareness of 

Lanarkshire's Linkline should be placed within the context that it was only 

recently introduced. 
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It should also be noted that for all of the information services listed, a core of 

respondents stated that they were 'not sure' if they had heard of them , 

particularly in respect of: 

• Health Helpline (20%) 

• Lanarkshire's Linkline (14%) 

• NHS Direct (13%) 

Table 15: Have You Heard Of These Telephone Information Services? -

Yes Responses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Lanarkshire 
Link line 6% 7% 1% 3% 5% 11% 12% 11% 
NHS Direct 43% 35% 43% 43% 39% 43% 34% 29% 
Smokeline 65% 70% 89% 74% 64% 60% 67% 52% 
Health Helpline 34% 33% 31% 34% 29% 33% 42% 34% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Lanarkshire 
Linkline 9% 7% 6% 6% 
NHS Direct 41% 41% 39% 34% 
Smokeline 69% 69% 65% 69% 
Health Helpline 35% 34% 34% 29% 

Table 15 indicates that awareness of the four telephone information services is 

greatest amongst the following groups: 

• Lanarkshire Linkline: respondents aged 45 or over (11 %) 

• NHS Direct: males (43%) 

• Smokeline: females (70%) and respondents aged 24 (89%) or 25-34 

(74%) 

• Health Helpline: respondents aged 55-64 ( 42%) 

As a corollary to the above information, those respondents who were least 

likely to have heard to the four telephone information services were: 

• Lanarkshire Linkline: respondents aged under 45 (3%) 
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• NHS Direct: females (35%), respondents aged 55-64 (34%) or 65 or over 

(29%), or resident in the Cambuslang/Rutherglen area (34%) 

• Smokeline: male s (65%) or respondents aged 65 or over (52%) 

• Health Helpline: residen ts in the Cambuslang/Rutherglen area (29%) 

"Assum ing you needed it, where would you like to be able to get information 

about how to keep well and healthy?" 

Figure 20 : Sourc es of Information re Keeping Well & Healthy 

GP surg eries/health centres 
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Figure 20 indicates that the pnmary source of information which Panel 

members would like to use to be able to get information about how to keep 

well and healthy are GP Surgeries/Health Centres (90%). Thereafter , 

secondary preferences were noted in respect of the use of a range of other 

sources of information including: 

• Chemists (67%) 

• Newspapers ( 4 7%) 
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• Telephone Helplines (46%) 

• Libraries (46%) 

Table 16: Assuming You Needed It, Where Would You Like To Be A ble To 

Get Information A bout How To Keep Well And Healthy? - Top Respo nses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
GP Surgeries /Health 
Centres 90% 89% 93% 96% 88% 92% 79% 87% 
Chemists 60% 73% 77% 71% 65% 69% 63% 56% 
Newspapers 45% 49% 57% 49% 51% 47% 37% 39% 
Telephone He lpline 46% 46% 42% 51% 47% 43% 55% 38% 
Libraries 49% 44% 53% 48% 50% 45% 47% 33% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

GP Surgeries /Health 
Centres 90% 91% 89% 89% 
Chemists 69% 61% 67% 72% 
Newspapers 46% 46% 48% 48% 
Telephone Helpline 37% 47% 50% 45% 
Libraries 38% 47% 45% 55% 

Table 16 highlights a number of notable variances in respect of those potential 

information sources about which levels of interest in their use are highest , 

including relatively low levels of interest in use of: 

• GP Surgeries/Health Centres amongst those aged 55-64 (79% compared to 

90% on average) 

• Chemists amongst males (60% compared to 73% for females), respondents 

aged 65 or over (56%) and those living in the East Kilbride area (61 % both 

compared to 67% on average) 

• Newspapers amongst respondents aged 55 or over (38% compared to 47% 

on average) 

• Telephone helplines amongst respondents aged 65 or over (38%) and those 

resident in the Clydesdale area (37% both compared to an average of 46%) 

• Libraries amongst respondents aged 65 or over (33%) and those resident in 

the Clydesdale area (38% both compared to an average of 46%) 
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"Assuming you needed it, where would you like to be able to get information 

about treatments and medicines?" 

Figure 21: Sources oflnformation re Treatments & Medicines 

GP sur geries/health centres 
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Libraries 

Newspapers 

Workplaces 

Community Centr es 

Supermarkets 

Sch ools ~====:::::::r::::::::£:::~z:::::::==::se=~====s::=::t::JS;=====v 
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% I 00% 

Figure 21 indicates that the primary sources which Panel members would like 

to use to be able to get information about treatments and medicines were : 

• GP Surgeries/Health Centres (92%) 

• Chemists (83%) 

Thereafter, a number of other sources emerged on a secondary basis including: 

• Telephone Helplines ( 48%) 

• Internet (32%) 

• Libraries (30%) 

• Newspapers (28%) 
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Table 17: Assuming You Needed It, Where Would You Like To Be Able To 

Get Information About Treatments & Medicines?- Top Responses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
GP Surgeries/Health 
Centres 93% 91% 93% 94% 94% 97% 86% 86% 
Chemists 81% 84% 87% 92% 86% 87% 77% 67% 
Telephone Helpline 50% 47% 51% 57% 48% 45% 55% 36% 
Internet 36% 28% 48% 40% 42% 33% 18% 8% 
Libraries 32% 27% 32% 35% 28% 32% 30% 20% 
Newspapers 29% 28% 32% 34% 28% 24% 25% 26% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

GP Surgeries/Health 
Centres 92% 95% 91% 88% 
Chemists 84% 82% 83% 83% 
Telephone Helplines 47% 49% 49% 47% 
Internet 29% 33% 34% 29% 
Libraries 21% 31% 28% 40% 
Newspapers 23% 28% 29% 33% 

Table 17 indicates that, for those potential sources of information for which 

there are greatest levels of interest in their use, there are a number of notable 

variations, including relatively low levels of interest in using: 

• Chemists amongst respondents aged 65 or over (67% compared to 83% on 

average) 

• Telephone helplines amongst respondents aged 65 or over (36% compared 

to 48% on average) 

• Internet amongst females (28% compared to 36% for males) and 

respondents aged 55-64 (18%) or 65 or over (8% both compared to an 

average of 32%) 

• Libraries amongst females (27% compared to 32% for males), respondents 

aged 65 or over (20%) and those resident in the Clydesdale area (21 % both 

compared to 30% on average) 

• Newspapers amongst residents in the Clydesdale area (23% compared to 

28% on average) 
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"Assuming you needed it, where would you like to be able to get information 

about health services?" 

Figure 22: Sources oflnformation re Health Services 

GP surgeries /health centres 

Chemists (pharmacies) 

Telephone helpline 

Libraries 

Newspapers 

Internet 

Community Centres 

Workplaces 

Schools 

Supermarkets 

0% 10% 20% 30% 40% 50% 60% 70% 80% 

Figure 22 indicates that the primary source which Panel members would like 

to use to be able to get information about health services are GP 

Surgeries/Health Centres (90%). Thereafter, three principal secondary sources 

were noted i.e.: 

• Chemists ( 69%) 

• Telephone Helplines (58%) 

• Libraries (46%) 
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Table 18: Assuming You Needed It, Where Would You Like To Be Able To 

Get Information About Health Services?- Top Responses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
GP Surgeries /Health 
Centres 90% 90% 93% 97% 89% 91% 87% 83% 
Chemists 68% 70% 69% 77% 69% 72% 69% 57% 
Telephone Helpline 59% 58% 58% 64% 59% 57% 69% 47% 
Libraries 47% 44% 49% 50% 48% 54% 40% 31% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Ruthen!len 

GP Surgeries /Hea lth 
Centres 91% 92% 88% 90% 
Chemists 69% 67% 69% 73% 
Telephone Helpline 54% 60% 62% 56% 
Libraries 37% 48% 42% 59% 

Table 18 indicates that, for those potential sources of information about which 

levels of interest in their use is highest , there are a number of notable 

variances, including relatively low levels of interest in using: 

• GP Surgeries/Health Centres amongst respondents aged 65 or over (83% 

compared to, for example, 97% for those aged 25-34) 

• Chemists amongst respondents aged 65 or over (57% compared to 69% on 

average) 

• Telephone Helpline amongst respondents aged 65 or over (47% compared 

to 58% on average) 

• Libraries amongst respondents aged 65 or over (31 %) and those resident in 

the Clydesdale area (3 7% both compared to an average of 46%) 
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"Assuming you needed it, where would you like to be able to get information 

about voluntary organisations and support groups?" 

Figure 23 : Sources of Information re Voluntary Organisations & Support Grou~ 
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Figure 23 indicates that the principal sources which Panel members would like 

to be able to use to get information about voluntary organisations and support 

services are: 

• Libraries (69%) 

• GP Surgeries/Health Centres (65%) 

• Telephone Helplines (63%) 

• Community Centres (52%) 

• Newspapers (52%) 
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Table 19: Assuming You Needed It, Where Would You Like To Be Able To 

Get Information About Voluntary Organisations & Support Groups? - Top 

Responses 

Male Female 16-24 25-34 35-44 45-54 55-64 65+ 
Libraries 70% 68% 7 1% 74% 70% 79% 59% 56% 
GP Surgeries /Health 
Centres 61% 68% 66% 71% 64% 70% 63% 53% 
Telephone Helpline 63% 63% 63% 66% 64% 61% 69% 55% 
Community Centres 52% 51% 49% 60% 58% 53% 48% 38% 
Newspapers 50% 55% 53% 67% 52% 55% 43% 40% 

Cambuslang/ 
Clydesdale East Kilbride Hamilton Rutherglen 

Libraries 62% 76% 64% 73% 
GP Surgeries /Health 
Centres 69% 65% 60% 69% 
Telephone Helpline 61% 60% 64% 66% 
Community Centres 51% 52% 54% 47% 
Newspapers 46% 56% 52% 54% 

Table 19 indicates that, for those potential sources of information about which 

levels of interest in their use is greatest , a number of significant variations are 

worthy of note , including relatively low levels of interest in using: 

• Libraries amongst respondents aged 55 or over (57% compared to 69% on 

average) 

• GP Surgeries/Health Centres amongst males (61 % compared to 68% for 

females) and respondents aged 65 or over (53% compared to 65% on 

average) 

• Telephone helplines amongst respondents aged 65 or over (55% compared 

to 63% on average) 

• Community Centres amongst respondents aged 65 or over (38% compared 

to 52% on average) 

• Newspapers amongst respondents aged 5 5 or over ( 41 % ) and those 

resident in the Clydesdale area ( 46% both compared to an average of 52%) 

One final point to note here is that of the general pattern established 

throughout Table 16 to 19 inclusive, which indicates that older people tend to 

name fewer sources. Accordingly, it could be argued that a greater diversity 
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of means of communication may have more appeal to (and be more likely to 

reach) younger people. 
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CIT S' 
PANEL 
YOU TALK WE LISTEN 

.,. 

Firstly, may we take this opportunity to welcome new members to the Citizens' Panel 
following our recent recruitment exercise during March and April. Thank you for talcing the 
time to join the Citizens' Panel. 

South Lanarkshire Council must, by law, report and publish performance information in 
relation to service delivery. This normally takes the form of the tables of figures (enclosed 
with your questionnaire). These are featured once a year in the local newspapers and in the 
Council's own newspaper, The South Lanarkshire Reporter, which is delivered quarterly to 
every household in the district. The Council also produces an Annual Report & Accounts 
which carries some performance information, this is available to the public on request and 
through local libraries. In addition the Council is currently addressing issuing other types of 
performance information to customers. 

We would like to find out your views on: 

❖ performance information currently published by the Council; 
❖ performance information you would find of interest; 
❖ accessing Council information in general; and 
❖ accessing information on Health Services. 

As in previous surveys, your input is vital for us to gain a picture of residents' views, needs 
and priorities in order to improve services for you. Also enclosed with your questionnaire is 
some feedback on results from previous surveys which you have completed. 

Please take a few moments to fill out this booklet and check "Your Details" form and return 
both of these in the freepost envelope provided by Monday 15 May 2000. 

If you have any questions or would like any assistance please contact David Brooks at 
Ashbrook Research & Consultancy (a company working on behalf of the agencies involved in 
running the Citizens' Panel) on 0141 333 1213. 

Thank you for your help. 

\!:>1~ c/lJrd 
Brenda Calder 
Citizens' Panel Co-ordinator 

-f 
Scottish Homes 
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3. If the following were available, how would you prefer to access information 
about the Council and its services? (Please tick one box only) 

A Directory of Council services, 
including contact addresses and • telephone numbers OR 
A single contact telephone number for • enquiries about Council service s 

Information About the Council's Performance 

There are now a number of questions on how the Council reports its 
performance. 

Please look at the document enclosed with this questionnaire headed up 
'PERFORMANCE INDICATORS 1998/99'. 

4. Have you seen thi s inform ation before? 

Yes 

No 
• 
• 

Can ' t remember D 

5. How would you rate th e informati on contain ed in this document on the bas is 
of .... 

Very Fairly Fairly Very 
Good Good Poor Poor 

The way it is laid out • • • • 
How easy it is to understand • • • • 
How interesting it is • • • • 
How useful it is • • • • 

6. How would you describe the amount of information contained in this document ? 

Too much information • 
Too little information • 
About the right amount of information • 

YOU TALK WE . LISTEN , :~~j'~y 



10. Do you think it would be better or worse if the information currently published 
in local newspapers was provided in the following ways? 

About the 
Better Worse Same 

Using diagrams and pie charts, toge~ er 
with an explanation of the information • • • which they contain 
Using articles (in , for example, the 
South Lanar kshire Reporter) which look 
at and explain performance for specific • • • services in more detail 

11. How useful do you think it wouta be for the following performance information 
to be provided to residents in South Lanarkshire , bearing in mind the extra 
resources required to provide this information (e.g. staff time, printing and 
publishing costs)? 

Very Fairly Of Little / 
Useful Useful No Use 

The Council's performance in different 
parts of South Lanarkshire • • • 
The Council's performance compared to 
the perf orm.ance of other Local • • • Authorities. 
The Council's performance this year 
compared to its performance in previous • • • years 
Services own internal performance 
information e.g. customer satisfaction • • • 
surveys 

12. Where do you think the Council should publi sh informa tion about its 
performance ? (Pleas e tick your top ~ preferences) 

In the South Lanarkshire Reporter (the Council ' s 
newspaper) (whi ch would be at no cost to the Council) • 
In local newspapers (which would be at a cost to the • Council) 
Through documen ts available at Council offices and 
facilities (which would be at a cost to the Council) • 
On the Council's Website (which would be at no cost • to the Council) 
On the Council ' s new public information kiosks 
(which would be at no cost to the Council) • 

13. At present, the Counc il publishes its performance information annuall y. Do you 
think this is regularly enough? 

Yes 

No 

0 Go On To Q15 

D Go On To Q14 
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18. Assuming you needed it, where would you like to be able to get information 
about how to keep well and healthy? (please tick all that apply) 

Telephone helpline • 
Chemist s (pharmacie s) • 
GP surgeries/health centres • 
Libraries • 
Supermarkets • 
Schools • 
Workplaces 

/ • 
Community Centres • 
Newspapers • 
Internet • 
Others(s) (please write in below) 

19. Assuming you needed it, where would you like to be able to get information 
about treatments and medicines? (please tick all that apply) 

Telephone helpline D 
Chemists (pharmacies) D 
GP surgeries/health centres • 
Libraries D 
Supermarkets D 
Schools D 
Workplaces • 
Community Centres • 
Newspapers D 
Internet D 
Others(s) (please write in below) 

YOU TALK WE LISTEN . . · ··-:· ' . t~.-: :-/~-~ \: ... : '• 



Now please check the attached form (headed 'Your Details') to check the 
accuracy of the information held about you on the Citizens' Panel database. 

Please tick this box to confirm that you have checked your details and made any 

necessary changes 

When you have done this, please return the form and 'Your Details' sheet in the 
Freepost envelope provided. If there is no envelope with this form, return it in 
your own envelope (no stamp required) to: 

,r 

Ashbrook Research & Consultancy Ltd 
FREEPOST SCO3513 
GIASGOW 
G37BR 

If you have any questions or would li~e help to fill in the form, please contact: 

Dr David Brooks 
Ashbrook Research & Consultancy Ltd 
1 Woodside Terrace 
GIASGOW 
G37UY 
Telephone: 01413331213 

. . · ... , ;::,-.: ~~ ~"!'~:-.:. ~ ...... 
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PERFORMANCE INDICATORS 1998/99 
South Lanarkshire Council is responsible for reporting on its performance for the year 1998/99 

in accordance with the Local Government Act 1992. (Figures in brackets relate to 1997198) 

EDUCATION 

Pre-School Experience : 

1 Percentage of pupils enrolled in Primary 1 with 
experience of Education Resources pre-schooling . 5 7% (44.6%) 

PrlmarySdtools: 

2(1) % of classes (composite) in which the number of 
pupils falls within: 

\ - I _., ., ,. , .. ., ..,,. , ,:, .,.~..,., ., ""'" .,., . ,v n .... , , .., \"'"""''-'' 
( c) Audio-visual and other stock £255 (£178) 
( d l Reference stock £152 (£204) 

Stock Turnover: 

Changes in Library Stock Adult Children's 
Lending Lending 

4(a) Opening Stock: Stock numbers 1644.5 612.1 
at start of year per 1,000 population (1889) (613) 

4 ( b) Target Additions: National 85920.8 30686.0 
target for additions (86058) (30735) 

4 ( c) Actual Additions: % of 46.9% 46.5% 
national target achieved (65.7%) (60.1%) 

4 (d) Withdrawals: Stock withdrawn 124.4 61.4 
per 1,000 population (176) (62) 

4(e ) Additions & Withdrawals:% 0.4% -2.4% 
change In stock at year end (0.4%) (-0.4%) 

Borrowers: 

5 (a) The no. of borrower.; as a % of the 
resident population 32.7% (30.1%) 
( b) Average number of Issues per borrower 27.8 (31.3) 

(%L'ef!) %T'L8 

:se:i10Au1 io 1uew.(ed 

iea~ a41 l111µnp 

HOUSING 

Response Repairs: 

1 (a) The target response time for each priority 

category set by the Authority. 
Emergency 24 hrs (24 hrs) 
Urgent 10wl<gdays ( 10 wl<g days) 

Routine/One Stop 30 wl<g days (30 wl<g days) 
App0intment To Suit <To Suit) 

1 ( I) Number of persons receiving an assessment 
or review: 
(a) Older People aged 65 + 7725 (7030) 
( b) Older People aged 65 + with dementia 308 (384) 

(c) People aged 18-64 with mental health . 
problems 260 (203) 

(d) People aged 18-64 with physical disability 2298 (1752) 
( e) People aged 18-64 with learning disability 226 (195) 
(f l People aged 18-64 with AIDSMIV' <10 (<10) 
( g) People aged 18-64 with drufalcohol 

abuse problems 475 (159) 
1(11) Number of persons receiving a service 

(a)Older People aged 65+ 8897 (10,507) 
( b) Older People aged 65 + with dementia 450 
( c) People aged 18-64 with mental health 

problems 130 
( d) People aged 18-64 with physical disability_ 22 7 3 
( e) People aged 18-64 with leamlng disability 242 
(f l People aged 18-64 with AIDSMIV• <10 
( g) People aged 18-64 with drufalcohol 

abuse problems 515 

:s.<ep 0£ U!l/l!M 
dn pa.Y.Ojl°' % pue sao11ou 10 sl!u1weM 

l/l!M panss, SJapl!J) 0) UO!)e1a1 U! SUOfl OV 
(%!'9 1) l LSL) °k/ ' fif Ot;J M0 1 f"'tl 

(511) 

(135) 
(2121) 

(239) 
(<10) 

(147) 

£ 

Expenditure: £000's 

2 Gross Expenditure on each client group and 
as a % of total: 
(a ) Older People £20957 30.8% 

(£22293) (33.2%) 

( b) People v.ith dementia £11922 17.5% 
(£8776) (13.1%) 

( c) People with mental health problems £2717 4.0% 
(£3187) (4.8%) 

':rel;\\J, n!s,ue~\\,'cn-.:aie-i,rciu{s'W, - """"'"·" <n NV 

each of the following user.;: 
(a) Children Nil Provision (Nil Provision) 
(bl Adult Offenders Nil Provision (Nil Provision) 
(c) Older People 65.7% (63.0%) 
(d) Other Adults 50.0% (50.0%) 

Annual Inspections - Resldentlal: 

8(1) The average no. of inspections 
per establishment 
per year for: 
(a) Local Authority Sector 2.0 (1.7) 

( b) Voluntary Sector 2.1 (1.7) 

( c) Private 2.1 (1.6) 

(d)Total 2.1 (1.7) 

8(11) The no. of homes Inspected less 
than twice per year for: 
(a) Local Authority Sector 0 (N/Al 
(bl Voluntary Sector 0 (NIA) 
(c) Private 0 (NIA) 
(d) Total 0 (NIA) 

(%v'l ) %v"ti :pap .baJ aism p104as004 JO % £ I. 


