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	Summary

The survey results from the Citizens’ Panel show generally high levels of satisfaction when contacting us, improving satisfaction with most services surveyed over a five year period and positive perceptions of community life in the Highlands. In seeking continuous improvement, several new follow up actions are proposed along with ideas on how we can make the most use of the feedback and improve our survey processes.  Other action is already programmed and that should help to sustain and improve perception of us.
  


	1.
	Background

	1.1 
	The results from our Citizens’ Panel survey into views on our performance and on public attitudes are provided for members’ attention.  The results from the 2013 survey are generally very positive. Some activity already planned should help sustain positive feedback and new actions recommended should help to improve some of the lower scores over time.  

  

	1.2
	In keeping with previous survey analysis, we have considered if there are any differences in view among different groups in our community, namely by age, gender and disability. This year new analysis is done on the extent to which the public feels we demonstrate our organisational values. 


	1.3
	This year we received 1151 responses from our Panel of 2300 adults, including 410 electronically, providing a 49% response rate.  This number of responses along with the sampling method used provides good validity in the results; a 95% confidence level is achieved with a confidence interval of +or- 2.9%.  In other words where this level of responses was received, we can be 95% confident that the response we would get if we surveyed all adults in Highland would be within + or – 2.9% of the results from the survey
.  


	1.4
	The annual survey of the Citizens’ Panel contributes towards our Programme commitment that we will continue to measure our progress openly, report on it publicly and listens to communities, to ensure we are delivering services that provide best value for Council Taxpayers. 



	2.
	Key findings

	2.1
	The full survey report, provided by the UHI Centre for Remote and Rural Studies, can be accessed on the performance pages of the website http://www.highland.gov.uk/yourcouncil/howyourcouncilperforms/.  As this is a long report, running to around 140 pages, a summary is attached for members.  This includes a two page summary of overall results and the highlights are:

1. 90% say they find it easy to contact us.

2. 73% felt their request was dealt with by the first person they contacted. 

3. 88% of the Panel say they were satisfied with Services in 2012/13.

4. Of the 45 service areas surveyed, there were more positive views than negative views for 44 of them.  Only roads repairs and potholes have more dissatisfaction than satisfaction. This is the first year where only one service is viewed negatively on balance. 

5. 19 of the 45 services secured their highest ever net satisfaction ratings in this year’s survey. Net satisfaction has decreased for 20 services since 2011 and by 5% or more for 13 of them.  

6. The top four most important services for the public are also the top four used by most people; road repairs and potholes, winter road maintenance, refuse/bin collection and recycling facilities.  High satisfaction is found with refuse and recycling services.

7. The top 3 most important qualities for us to demonstrate and selected by over half the panel remain as maintaining good quality local services (71% selected this option), listening to local people (59%) and providing value for money (56%).  On balance, the Council is viewed positively in demonstrating all of these.  We are also viewed positively on being approachable, being helpful, being environmentally friendly, providing value for money and being efficient.

8. On balance fewer people agree than disagree that we involve people in how we spend money (25% compared to 36%) or that we represent their views (24% agree compared to 25% who disagree).

9. All indicators on community life are positive with some of the highest scores ever recorded from our surveys, e.g. 95.5% say they rate the neighbourhood or community they live in as very or fairly good, 97.8% rate their locality as either very or fairly safe and 38% saying the currently volunteer in some capacity with over half of them (60%) saying they do this at least every week and 29% say they are involved in three activities or more. 76% feel we have strengthened the profile of the Gaelic language to a great or some extent. 
10. Generally people with disabilities tend to have less positive feedback, but it is generally still positive and largely not negative.  Older people, people with school age children and people living here for less than five years tend to view us more positively. 73.6% agree that Highland should do everything it can to get rid of all types of prejudice.


	3.
	Follow up actions

	3.1
	The results will be fed back to:

1. Staff through the newsletter, management briefings and service briefings;

2. Citizens’ Panel members to thank them for taking part in the survey, advising them of the key results and our follow up action;

3. The general public when we feedback our performance results through the newspaper supplement and in the booklet accompanying the council tax bill. Information will also be included on our web pages and through a press release.  We will explore whether it is cost effective to produce a household newsletter in future rather than the newspaper supplement.

4. Partners, especially on volunteering issues fed back.

	3.2
	Action that is already planned that should help sustain or improve public perception of us includes improvements to customer contact and engagement, improvements to particular services and for community safety. These are set out below :

1. The redevelopment of the website for 2014, including the ability for more self-service and payments;

2. The development of text messaging as a means of communication, linked to the redevelopment of the website;

3. Automating the phone payment line and making it available 24/7 to enable more people to make payments outwith office hours; 

4. On-going consultation with disability groups through focus groups and meetings with members;
5. The monitoring and reporting of our complaints policy through the Audit and Scrutiny Committee;

6. New investment to support Programme commitments to repair roads and pot holes;

7. New services to encourage healthy and active ageing, supported by prevention funding and delivered by Highlife Highland;

8. With partners addressing the top three community safety concerns as set out in the Single Outcome Agreement on road safety, alcohol misuse and anti-social behaviour. Also working to reduce the level of worry about being a victim of crime among people with disabilities and improving community safety perceptions in areas of multiple deprivation;
9. With partners working to continuously improve employability services and to provide more affordable housing, both identified in the Single Outcome Agreement;

10. Consulting further on any future budget changes, implementing our Programme commitments on community engagement, including the community challenge fund, to improve perception of how we involve people in how we spend money.

	3.3
	New action is proposed that should help improve public perception of us.  This is:

1. To hold focus groups with older people and people with disabilities to understand what is needed to assist them to use on-line services more and to understand if we need to adapt our self-service points for their needs currently under development.

2. To identify how to support the digital inclusion of older people, people with disabilities and Council tenants better. It is also proposed that this targeted action is included as part of a commitment in our Programme, as set out in the separate annual corporate performance report to this meeting of the Council.

3. To explore the use of text messaging services particularly for Council housing tenants and people on the housing register.  
4. To routinely seek the advice from Disability Access Panels on accessible design (including signage) and privacy in our public caller buildings and especially as part of any new buildings or office rationalisation as set out in our asset management plan.

5. To use the survey results in our customer care training (e.g. awareness of different perceptions of men and women when contacting us) and the need to be sensitive to the circumstances of our high contact groups of people with disabilities, council tenants and people unable to work or are unemployed.

6. To work with the Highland Third Sector Partnership for further support to be offered to people with disabilities to volunteer and to feel more involved in community life.  
7. To up-date our Programme with a commitment to work with others to improve voter turnout at elections, given the need to improve perception on representing people’s views and our organisational value of valuing others. It would also highlight the work underway through the CPE Committee. Proposed programme amendments are described separately in the annual corporate performance report.

	4.
	Changing expectations of our services

	4.1
	Notable feedback from young people below provides some insights into changing expectations. This offers some insight for future proofing our services.

· While a high level of respondents (73%) felt that their requests were dealt with at the first point of contact, for younger people aged 25-44 years this figure was notably lower at 61%.  This is the cohort that makes most use of on-line services, including for payments. They are likely to be more used to self-service and less tolerant of delays in response; an important marker for future-proofing services as this cohort ages.

· Younger people are twice as likely to say it is important for the Council to treat people fairly (67% said that compared to 32% of the panel as a whole), are more likely to say that it is important to be aware of people’s needs (57% compared to 39%) and that it is important that we represent their views (33% compared to 19%).  This may signal greater value placed by them on matters related to diversity and participation, supporting our equalities work and our targeted action to increase voter turnout.

	5.
	Continuously improving the survey process

	5.1
	Each year we ask panel members how they find being a member. This year 78% said they felt their views have been listened to, 89% said they found it useful to be a panel member and 90% said they found it worthwhile.  29% said they found it time consuming.  Improvement is seen in all of these responses from earlier surveys.



	5.2
	Improvements to the survey and reporting process are identified below.

Citizens’ Panel

We refresh a third of the Citizens’ Panel membership each year and in 2014 we will also ensure the overall panel membership is representative of the adult population profile that will be revised from the Census 2011 (data expected late 2013).  
While some of the results should be useful for our partners, it would be useful to explore whether the Citizens’ Panel could be developed as a source for partner and partnership surveys.



	5.3
	Further analysis

We will identify feedback that would be relevant for the Carbon Clever Highlands initiative. Our base-line could draw on public perception as one source of data.  In addition short profiles for each of 45 service areas surveyed will be provided in a Service briefing pack. These can be used for briefing members further, for use in service self-assessment and for considering any further survey work required.  



	5.4
	Further reporting

Feedback on some questions will be reported more fully at committees. The new questions asked on satisfaction with advice services will be reported to the FHR Committee in August 2013, on community safety and equalities to the CPE Committee in September and December 2013 and on access to the outdoors and community growing to a future PED Committee.



	5.5
	New survey work

Feedback from the panel does not really help us to understand how we are viewed in partnering; one of our organisational values.  It is proposed that new survey work is instigated with partners to understand our strengths and where we need to improve. This could be done with partners in the reviewed community planning structures which are to be in place by end March 2014. Surveys could be about the Council as a partner and about staff behaviours as a way of extending their personal appraisal to include peer review from other organisations. Options for doing this can be developed in early 2014.



	6.
	Implications

	6.1
	Resource implications

There are no new resource implications arising from this report.  The recommendations for further action will be contained within current budgets.  The survey costs around £15,000 in research fees, printing and postage.


	6.2
	Legal implications
There are no legal implications arising from this report, but using the information for understanding how our performance is perceived and being open about that, helps us to comply with our legal duties on public performance reporting.



	6.3
	Risk implications 

There is a risk that our performance is judged solely on public perception.  Credible performance reporting should also take into account performance information from other sources as well and ideally combining results from a range of sources.  This includes our statutory and local performance indicators, describing our performance against our Programme commitments, professional opinion gathered through self-evaluation and external scrutiny bodies as well as feedback to members from constituents.


	6.4
	Equalities implications

The summary report attached includes more information this year on the difference in views from community groups and whether they are positive or negative.  This can also be regarded as customer profiling and it is extremely useful in tailoring our services to meet the diverse needs of our community.  Many of the improvement actions focus on being more aware of the needs of older people and people with disabilities and on the expectations of younger people.  This approach helps us to be a responsive public body and to comply with our legal equalities duties.  The questions on public attitudes to diversity and equality appear to show improving tolerance and acceptance of diversity in our community.


	6.5
	Climate Change/Carbon Clever implications

	
	Several questions in the survey will help us to understand how we are perceived on a range of environmental services.  This year we will carry out analysis of the results to see if that will help us set a base-line and targets for improvement for the new Carbon Clever Highland initiative. 



	7. Recommendations

7.1 Members are asked to consider the key findings and summary report attached of the feedback from the Citizens’ Panel from this year’s survey, noting a strong set of positive results.
7.2 Members are asked to approve the follow up action to communicate the results widely and to approve the specific actions set out in paragraph 3.3 as well as the actions proposed in section 5 of the report to continuously improve the survey process. 
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� While this is a very small margin of error, not all respondents answered every question, especially when the questions were about using specific services, so results need to be treated accordingly.





