
EXCERPT OF MINUTE OF MEETING OF THE POLICY AND RESOURCES COMMITTEE HELD ON 5 
DECEMBER 2000 AGENDA ITEM NO. ..I .................. 
NORTH LANARKSHIRE RESIDENTS SURVEY - AREA COMMITTEE ANALYSIS 

22. With reference to paragraph 13 of the Minute of the meeting of this Committee held on 21 March 
2000, there was submitted a report (docketed) dated 5 December 2000 by the Chief Executive (1) 
advising of the progress regarding the analysis of the Residents Survey findings for the six Area 
Committee districts; (2) outlining the topics covered by the analysis; (3) enclosing a copy of the 
results for the Coatbridge Area Committee as an example of the content, structure and range of the 
findings, and (4) proposing that the report be referred to each of the Area Committees, together with 
relevant statistical profiling information, for consideration. 

Decided: 

(1) 

(2) 

(3) 

that the information provided by the Survey be welcomed; 

that the form and content of the proposed reports be noted, and 

that the reports be remitted to the Area Committees for consideration. 
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NORTH LANARKSHIRE COUNCIL _.. . ____. ;.*.*- , ". . - -- 

To: NORTH AREA COMMITTEE 

From: CHIEF EXECUTIVE 

Date: 15 February 2001 Ref: CE/O11/017/004 

REPORT 

Subject: NORTH LANARKSHIRE RESIDENTS 
SURVEY 1999: REPORT FOR 
NORTH AREA COMMITTEE 

1. Purpose 

1.1. The purpose of this report is to advise the Committee of the key findings from the Residents 
Survey for the North Area Committee area. 

2. Background 

2.1. Members will recall that a survey of a randomly selected sample of residents of North Lanarkshire 
was carried out in late autumn, 1999. The main aims of the survey were to seek views on the 
importance of Council services and the quality of those services; on how well people feel 
informed about the Council and its activities; and on what the Council's priorities should be. 

22. The initial findings of the survey were reported to the Policy and Resources Committee on 
21 March, 2000. That report also contained an indication of the proposals for fiather e- on 
of the survey results which included extending the analysis to coverresidents' experiences of 
contacting the Council, access to services and information, and consultation about Council 
activities, as well as the views on the importance, use, quality and priorities of services, already 
covered It also undertook to look in more depth at the results for Werent areas of North 
Lanarkshire. 

. .  

3. Analysis by Area Committee 

3.1. The present report addresses the analysis requirements outlined in 2.2 above in respect of the 
North Area Committee area. The analysis covers the following topics: 

1 Awareness of Council Services 5 Use of Council Services 
2 Importance of Council Services 6 Contact with the Council 

4 Priorities for Improving Services 8 Information about the Council 
3 Quality of Council Services 7 c0mmunity1ssues 

3 2 .  The results of the analysis for North Area are attached. Each of the six Area Committee reports is 
intended to stand alone. However, in order to put the results in context, each report contains 
comparative figures for North Lanarkshire as a whole; and, for completeness, a set of appendices 
containing all relevant survey tables. 

4. Recommendation 

4.1. The Committee is asked to note the content and findings of the report. 

Chief Executive 

ha1 Govenment Access to Infirmation Ab:- For firther information about this report, please contact Graham A Reid 
Information & Rese~rch Mznage, ea? 2266 or De& NeilL Senior Informulion & Reseurch Omer, at 2352. 
D N ~ : ~ C ~ ~ \ l 7 S ~ ~ ~ O 4 ~ ~ ~ ~ ~  Survey 1999\RepoxlsWorfh Area Ctte 1SFebOl.doc] 
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North Lanarkshire Residents Survey 1999 

REPORT FOR 
NORTH AREA COMMITTEE 

Introduction 

This report presents the key findings of the North Lanarkshire Residents Survey for the North Area 
Committee area. The main aims of the survey - which was undertaken by North Lanarkshire Council 
during 1999 - were to seek representative information on the views of local residents with regard to 
Council services and issues affecting the local area; and to ascertain how well the public are informed 
and consulted about the Council and its services. 

Interviews were canied out by a leading independent market research company, Market Research 
Scotland Ltd., at residents’ homes between late September and early November 1999. In total 3,473 
interviews with adult residents were achieved across the whole of North Lanarkshire, of which 892 
were in the North Area. The results in this report are based on these interviews. 

The Council gratefully acknowledges the help and assistance given by the many residents who took 
part in the survey and who provided the very comprehensive set of information that is summarised in 
this and other survey reports. All infoxmation obtained fiom the survey is treated as confidential and 
in order to preserve this confidentiality, all analysis is presented in summary form only and in 
compliance with the rules of the Data Protection Act. 

This report is one of six, covering each of the Council’s Area Committee areas. In each report, results 
are presented for the specific Area Committee along with the North Lanarkshire figures for 
comparison. Each report also contains a set of appendices containing the full versions of the tables 
used in the text. These tables include figures for all Area Committees, as well as North Lanarkshire, 
to enable more detailed comparisons to be made, if required. They also contain the wording of the 
actual question asked in each case and for that reason, the full questionnaire is not attached. It is, 
however, available as a separate document if required. 

Con tents 
L 

1. 

2. 

3. 

4. 

5 .  

6. 

7. 

8. 

Awareness of Council Services ....................................................................................... 2 

Importance of Council Services ...................................................................................... 3 

Quality of Council Services ............................................................................................ 3 

Priorities for Improving Services .................................................................................... 5 

Use of Council Services .................................................................................................. 5 

Contact with the Council ................................................................................................. 7 

Community Issues ........................................................................................................... 8 

Information about the Council ........................................................................................ 9 
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1. Awareness of Council Services 

Services 

Refuse Collection 

n o s e  taking part in the survey were shown a list of services and asked to identify those services 
which are provided by North Lanarkshire Council. 

Council 
services... 4 provided by Council?’ 
Other North 
services... X North Area Lanarkshire 

‘Yes’ ‘Yes’ 

J 95% 95% 

‘Do you think ... sentice ... is 

A large majority of respondents in the North Area were able to identify most of the major services 
provided directly by the Council with Reficse Collection at the top of the list (95% awareness) and 
Concert Halls and Theatres at the bottom (48% awareness). The figures for North Lanarkshire as a 
whole are in almost the same order and with very similar levels of awareness for most services. 

Street Cleaning 

Housing 

Maintenance of roads and footpaths 

Looking at the services not provided by the Council, the survey demonstrates that there is still some 
confusion amongst the public about the services the Council provides. Quite large proportions of 
respondents think the Council’s responsibilities extend furlher than is the case, the highest being 
Water and Sewerage Services, Public Transport, and Crime Control and Policing, all at 62%. 
However, the comparison with the overall survey results shows that North Area residents are on the 
whole no more or less likely to attribute non-Council services to the Council than residents in North 
Lanarkshire as a whole. 

J 91% 90% 

J 87% 91% 

J 86% 86% 

It is perhaps not too surprising that so many respondents attribute non-Council services to the Council. 
Many will recall the days when water and sewerage services were (Regional) Council functions and 
most will pay water rates along with their Council Tax. Also, the Council does have some input to the 
provision of (subsidised) transport services and very close links with the careers service. Finally, 
although it may seem surprising that so many respondents think that the Council has responsibility for 
health, further education and policing, it is possible that these responses are, at least to some extent, 
influenced by the promotion and development of partnership working by the Council and other 
agencies. 

Schools 

Residential Care For Older People 

J 81% 83% 

J 67% 69% 

Water and Sewerage Services 

Public Transport 

Crime Control and Policing 

Further Education 

x 62% 75% 

x 62% 61% 

x 62% 61% 

x 61% 64% 
~ ~~~ ~ 

Health Services 

Concert Halls and Theatres 

Careers Service 

~~ 

X 60% 62% 

J 48% 59% 

x 43% 51% 

Training and Employment Initiatives 
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2. Importance of Council Services 

North Area 

Rank Service 
% of residents 

1 Refuse collection 78% 
2 Publictransport 78% 
3 Maintenance of Roads/Footpaths/Street lighting 77% 
4 Primary and secondary education 77% 
5 Street cleaningAitter control 76% 
6 Care services for people with disabilities 73 % 
7 Care services for older people 73% 
8 Care services for children and families 72% 
9 Council house repairs/improvements 67% 
10 Provision of Council housing 65% 

As part of the survey, those interviewed were shown a list of 25 services provided by the Council and 
were asked, for each service, how important they felt it to be on a four point scale: ‘very important’; 
‘quite important’; ‘not so important’; or ‘not important at all’. 

North 
Lanarkshire 

% of residents 
77% 
72% 
80% 
79% 
74% 
82% 
80% 
77% 
76% 
74% 

The top 10 services ranked as ‘very important’ by North Area residents are shown in Table 2 below. 
These services also form the top 10 in North Lanarkshire as a whole but in a very different order. In 
North Area greatest importance was given to Refuse Collection and Public Transport (both 78%) 
while the top two in North Lanarkshire were Care Services for Disabled People and Care Sewices for 
Older People (82% and 80% respectively). North Area is one of the few areas where the social care 
services were not ranked as the most important services. 

3. Quality of Council Services 

North Area residents taking part in the survey were shown the same list of 25 Council services and 
asked how good or poor they considered each service to be in their area. 

3 This question produced a high proportion of ‘don’t know’ responses from residents. While 99% of 4 * residents were able to give a view on ‘universal’ services such as the Maintenance of 
Roads/Footpath/Street Lighting and Re@e Collection, residents were much less likely to provide a 
view on services used selectively, such as Trading Standards, Careers Advice and Community 
Education. This is not surprising, as it is difficult to have an opinion about the quality of a service if 
you have never used it. Responses were, therefore, analysed only for those who expressed an opinion, 
that is, excluding ‘don’t knows’. 

Best quality services 

North Area residents consider those services listed in Table 3 below to be the ten best quality services 
(ie they were considered by residents to be either ‘good’ or ‘very good’). Seven of these services also 
rank amongst the top ten best quality services in North Lanarkshire, although generally the proportion 
of residents who think they are ‘good’ or ‘very good’ is smaller than in North Lanarkshire as a whole. 

As in North Lanarkshire, the top three best quality services in North Area areRefuse Collection, 
Primary and Secondary Education and LibrariedMobile Libraries (considered ‘very good’ or ‘good’ 
respectively by 85%’ 83% and 75% of residents). 
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Three services appear on the ‘best quality’ list in North Area, which do not make the ‘top ten’ in North 
Lanarkshire. These are Community/AduZt Education, (considered ‘very good’ or ‘good’ by 61% of 
residents), Care Sewices for People with Disabilities (60%)’ and Services for the Under Fives (59%). 

Table 3 Services considered ‘good’ or ‘very good’ by highest proportion of residents (‘top 10’) 

Poor quality services 

Table 4, below, shows the ten services which fewest residents considered to be ‘good’ or ‘very good’. 
The services considered to offer the poorest quality by N o d  Area residents were Museums and 
Heritage Centres and Concert Hallsl23eatres/Cultural Centres. These were considered to be ‘good’ 
or ‘very good’ by well under half of all residents (32% and 35% respectively). Residents view these 
services far more negatively than in North Lanarkshire generally, where over half of residents (58% 
and 59% respectively) considered them to be ‘good’ or ‘very good’. 

Table 4 Services considered .‘good’ or ‘very good’ by smallest proportion of residents (‘bottom 10’) 

With the exception of two (Werfare RightdBenefits Advice and Maintenance of SchooZs/PubZic 
Buildings) these ten services were also considered by North Lanarkshire residents to offer the poorest 
quality overall. However, the percentage of residents who considered these services to be ‘good’ or 
‘very good’ varied considerably between North Area and North Lanarkshire as a whole; and the rank 
order was also very different. 
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In particular, North Area residents have a less positive view of the quality of Economic Development 
and Local Planning/ControZ of Development than in North Lanarkshire generally. These are rated 
‘good’ or ‘very good’ respectively by 41% and 42% in North Area and by 51% and 53% in North 
Lanarkshire. 

Rank 

4. Priorities for Improving Services 

Service 

Residents were asked which service areas they would like North Lanarkshire Council to prioritise for 
improvement. Table 5 below shows those services that local residents consider should receive the 
highest priority from the Council. Broadly speaking the same services were seen as high priority in 
both North Area and North harkshi re  as a whole, although the rank order of priority differs slightly. 

Roads/Footpaths/Lighting Maintenance is considered a high priority by the largest majority of North 
Area residents (81%), followed by the three care services (for Disabled People, Older People and 
Children and Families: 75%, 74% and 72% respectively). Improving Public Transport is a high 
priority for a larger proportion of residents in North Area than in North Lanarkshire as a whole. 

Table 5 Services viewed as high priority for improvement by residents (‘top 10’) 

YO of residents viewing the 
service as a ‘high priority’ 

for improvement 

I I I NorthArea 1 
Lanarkshire 

Perhaps not surprisingly (comparing Table 5 with Table 2 above) those services the public thinks are 
the highest priority for improvement are very similar to those they regard as being the most important, 
albeit in a different rank order. 

5. Use of Council Services 
To gauge the level of use of services - and to examine the different views on the importance, quality 
and priorities of users and non-users - residents were shown a list of ten Council services (a sub-set of 
the services listed above, focussing on housing, personal and care services) and asked which of the 
services they, or their children, had used or received during the past 12 months. (see Appendix 5 )  

The response showed that 42% of North Area residents had used or received at least one of the 
services listed during the past year, and conversely 58% had used none of them. This represents lower 
usage rates than for North Lanarkshire overall where the figures were 55% and 45% respectively (see 
Appendix 5) .  
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Most Used Services 

7 
8 
9 
10 

Of the ten services included in this part of the study (see Table 6)  the services used or received by the 
greatest percentage of North Area residents are Council House Repairs/Improvements (20%), 
Provision of Council Housing (13%), and Services for the Under-Fives (8%). While the same 
services are the ones in greatest use across North Lanarkshire as a whole, and in the s h e  rank order, 
the level of use by North Area residents is generally considerably lower. In particular, the level of use 
of Werfare RightsBene$ts Advice is almost half that encountered for North Lanarkshire as a whole. 

Communityladdt education 5% 5% 
Careers service 4% 4% 

Tradingstandards 1% 3% 
Care services for children and families 2% 3 yo 

Table 6 Percentage of residents used or received service in past 12 months 

Rank Service % of residents 

North Area North 
Lanarkshire 

For seven additional services, covering certain leisure services and public transport, residents were 
asked about the frequency with which they used the service or facility. Table 7 below shows the 
proportion of residents who had used each of the services at least once within the past 12 months. 
The results show that he level of usage of the first 5 services is higher in the North Area than in North 
Lanarkshire, as a whole. .The exceptions being Museums and Heritage Centres and Concert 
Halls/Tiaeatres/Culhsral Centres of which the use was slightly lower in the North Area. 

1 
2 
3 
4 
5 
6 
7 

Table 7 Percentage of residents using service within last 12 months 

Public parks and open spaces 77% 70% 
Publictransport 74% 72% 
Librariedmobile libraries 74% 61% 
Council sports and leisure facilities 56% 50% 
Community centres 39% 33% 
Museums and heritage centres 31% 30% 
Concert halls/theatres/cultural centres 31% 34% 

Table 8 shows the last time that North Area residents used each of the different types of facilities. A 
similar pattern emerges as above with Public Transport used most recently by the largest number of 
residents (65% within the last month), followed by Public Parks and Open Spaces (44%); while at the 
other end of the scale, Museums and Heritage Centres were used by just 8% of North Area residents 

North Area Nov 2000 



within the preceding month. The pattern of usage of North Area residents was similar to that of 
residents in North Lanarkshire as a whole. 

Table 8 Time since last use of selected services 

~ 

Community centres 
Concert halls/theatres/cultud centres 
IMuseums and heritage centres 

Service Within 
the last 
week 

Public transport 
Public parks and open spaces 
Council Sports and leisure facilities 
Libraziedmobile libraries 

Within Within Within Longer 
the last the last 6 the last than a 
month months year yearago 

48% 
28% 
19% 
19% 
11% 
4% 
3% 

17% 7% 2% 13% 
16% 20% 13% 13% 
22% 6% 9% 20% 
28% 16% 11% 17% 
10% 8% 10% 28% 
8% 6% 13% 34% 
5% 10% 13% 33% 

Have 
never 
used 

12% 
9% 

25% 
8% 

33% 
35% 
36% 

A minority of residents said that they had never used the services. This ranged from 36% of residents 
who said they had never used Museums and Heritage Centres to 8% of residents who had never used 
Librariedmobile libraries. 

The two main reasons given for not using services was that they ‘had not felt the need‘ to use the 
service or ‘no service in this area’. Specifically, the proportion of residents who gave the reason for 
not using services as ‘no service in this area’ was significantly greater in North Area than in any other 
area in North Lanarkshire (see Appendix 7).  

6. Contact with the Council 

Contact with the Council was defined as telephoning the Council, writing to the Council, or visiting a 
Council office about a specific matter. 

Frequency of Contact 

As in North Lanarkshire as a whole, North Area residents are divided between those who are in 
frequent contact with the Council, and those who have only occasional contact. Respondents were 
first asked about how recently they had contacted the Council about a specific matter. One in six 
North Area residents (16%) had contacted the Council within the past week, 30% within the past 
month and 44% within the past year. These figures are lower than those for North Lanarkshire, as a 
whole (see Appendix 8). 

Conversely, two out of five North Area residents (41%) had not been in contact with the Council for 
over a year - the figure for North Lanarkshire as a whole is lower, at 36%. 

Residents who had contacted the Council in the last year, were also asked about frequency of contact. 
The results show that 60% had been in contact with the Council once or twice, while 40% had been in 
contact three times or more. The figures for North Lanarkshire are similar (57% and 43% respectively 
- see Appendix 9). 

Purpose and Means of Contact 

The most common reason for contact with the Council - given by 40% of North Area respondents 
(53% for North Lanarkshire overall) - was to request a Council Service; followed by 20% (19% in 
North Lanarkshire) to request action by the Council (see Appendix 10). 

The majority of contact with the Council was conducted by telephone (76%), while 17% was in 
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person. Although just 7% of contact was conducted by letter this is the highest proportion of 
residents of any area who used this method to contact the Council. The figure for contact by Zetter for 
North Lanarkshire overall is just 3%. (See Appendix 11.) 

North Area ContactYOutcome of 
Contact 

Satisfied Neither Diuatisfied Total 
or or 

Satisfied Dissatisfied 
Very Very 

The ease of contacting someone 78 7 15 100 
who could deal with your enquiry 

Satisfaction with ContacflOutcorne of Contact 

North Lanarkshire 
Satisfied Neither Dissatisfied Total 

or or 

Sabsfied Dissatisfied 
p r y  Very 

75 6 19 100 

North Area respondents recorded high levels of satisfaction for ease ofcontact and he&fiZness ofstafi 
78% and 79% respectively, who said they were ‘satisfied’ or ‘very satisfied’ - see Table 9. With the 
exception of ease ofcontact, the satisfaction levels of North Area respondents were slightly lower than 
the figures for North Lanarkshire overall. 

-~ 

The helpfulness and politeness of 

The promptness with which you 

The speed at which any action was 

staff you dealt with or reply rec’d 

received a reply to your enquiry 

taken or work canied out 

79 9 12 100 80 6 14 100 

61 12 26 100 62 9 30 100 

47 11 42 100 50 10 40 100 

~ 

The outcome of your enquiry 52 9 38 100 55 8 37 100 

7. Community Issues 

Respondents were shown a list of issues affecting local communities which the Council, often working 
together with other agencies, is trying to address. They were asked how well they thought these 
particular issues were being tackled in North Lanarkshire. 

The issue that appears to be tackled best in North Area is Improving Public Transport (62% of  
residents feel it is being tackled ‘well’ or ‘very well’). As the examples in Table 10 illustrate 
(comparing the figures in the last two columns - see shaded panel below), North Area residents are 
less likely than those in North Lanarkshire overall to think that these issues are being tackled either 
‘very well’ or ‘well’. 

There are 8 issues, which respondents in North Area thought were being tackled poorly (ie. they have 
a negative ‘score’ in the second last column in Table 10). By far the most negative of these is 
Bringing New Life to Town Centres for which 71% thought it was being tackled ‘poorly’ or ‘very 
poorly’. The service for which there was the greatest disparity between North Area and North 
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Lanarkshire overall was Increasing the amount and quality of child care provision. 

Table 10 Residents' views on how well a number of issues are being tackled in North Lanarkshire 

Figures may not sum due to independent rounding. 

8. Information about the Council 

A substantial proportion of North Area residents (43%) feel that the Council keeps themfairly or very 
well informed about the services and facilities that it provides. The figure for North Lanarkshire 
residents overall is almost identical at 42%. Meanwhile, just under a third of residents (30%) think 
the Council gives them onZy limited information and a further 28% that the Council doesn 't tell them 
much at all (see Appendix 14). 

One in four North Area residents said that they were aware of the existence of Area Committees, the 
joint highest percentage of all areas and noticeably higher than the figure of 19% for North 
Lanarkshire overall (see Appendix 15). 
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APPENDICES 

AWARENESS OF COUNCIL SERVICES 

IMPORTANCE OF SERVICES 

QUALITY OF SERVICES 

PRIORITIES FOR SERVICES 

USE OF SERVICES 

FREQUENCY OF USE 

REASON FOR NOT USING 

TIME SINCE LAST CONTACT WITH COUNCIL 

FREQUENCY OF CONTACT WITH COUNCIL 

REASON FOR CONTACT WITH COUNCIL 

METHOD OF CONTACT WITH COUNCIL 

12) SATISFACTION WITH SERVICE 

13) EFFICENCY OF SERVICES 

14) INFORMATION ON SERVICES 

15) AWARENESS OF AREA COMMITTEES 

I:\ACEU&R\17SURVEYIWresResidents Survey 1999Data and ResultsRS99 - Wishaw Appendices and Template for Area 
Committee Reportsdoc 
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' 

' 

L 1 
CONCERT HALLS & THEATRES No 18 28 43 62 35 52 41 

Yes 82 72 57 38 65 48 59 

Yes 67 51 65 46 74 62 61 
SCHOOLS No 10 15 13 26 14 19 17 

Yes 90 85 87 74 86 81 83 
MAINTENANCE OF No 7 11 9 28 13 14 14 
ROADS/FOOTPATHS Yes 93 89 91 72 87 86 86 
WATEWSEWERAGE SERVICES No 16 19 18 35 17 38 25 

Yes 84 81 82 65 83 62 75 
STREET CLEANING No 9 9 7 18 7 9 10 

Yes 91 91 93 82 93 91 90 
HEALTH SERVICES No 37 40 33 49 32 40 38 

Yes I 63 60 67 51 68 60 62 

NONE OF THESE 
Yes 54 53 68 51 72 62 61 
No 100 100 100 100 100 100 I00 

Yes 0 0 0 0 0 0 0 

, I 

I 

DONT KNOW No 
Yes 

I:UCEU&R\I 7SURVEWO4reslResidents Survey 1999\Data and ResultsW99 - North Appendices and Template for Area 
Committee Reports.doc 
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I .  

CULTURAL CENTRES 

1 1 1 1 1  I L Not so important I 
Not important at all 1 0 0 0 1 0  0 1 0 1  0 I 
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MONEY ADVICE 
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CULTURAL CENTRE 

LEISURE FACILITIES 
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COUNCIL HOUSING 

IMPROVEMENTS 

HERITAGE CENTRES 

LEISURE FACILITIES 
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HERITAGE CENTRES 
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NEIGHBORHOODS/ROADS 

SERVICES IN RURAL AREAS 
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INFORMATION T 

EPRIVATIONALL HEALTH 

CARE PROVISION 

OPPORTUNITIES FOR ALL 

OLDER PEOPLE 
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L P  I I 
81 

Yes-aware 
No-not aware I 83 I 86 1 85 I & 4 j  75 75 
; 
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