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APSE / SCOTS roads survey

Pilot in 2018/19 (3 authorities)
* Rolled outin 2019/20 (8 authorities)

 End of 2020/21 - 10 authorities had collected Customer
Satisfaction data

e As at November 2021 - 12 authorities have active CSS links
published and are collecting results

* 5,400 responses received to date

www.apse.org.uk



Uptake between 2018 and 2021

SATISFACTION SURVEYS 2018 - 2021
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APSE / SCOTS roads survey

Dedicated to roads and street lighting
* not part of a wider general survey

* specific questions relating to carriageways, footways,
cycleways, winter maintenance and street lighting.

* collects demographics data which enables cross referencing

(e.g. live/work, car driver/pedestrian/cyclist, blue badge
holder)

e differentiates between ‘Council roadworks’ and ‘utility
company roadworks’ or Trunk Roads

www.apse.org.uk
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APSE / SCOTS roads survey

* ‘real time’ feedback from local road users / intervention

* quick & easy to complete (maximum of 40 check-boxes / up to
3 optional, open comment boxes) : average time to complete
<5 minutes

* easy extraction of data sets & graphs for internal reporting /
Service Development Plans etc

www.apse.org.uk
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Accessing the survey and promoting it

People access the survey online via a link

* can be on Council website, sent out on request or in response
to other communications received.

* can be circulated via “user groups” and other stakeholders
including utility companies and contractors.

e can be published on emails, letterheads, information
literature, notices, etc

www.apse.org.uk
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People access the survey online via a link

Survey hyperlink provided by APSE
https://www.surveymonkey.co.uk/r/east-Renfrewshire-2

Format the hyperlink as you like, make it an image or button or
just a ‘click here’ in your text .....

To complete the survey click here

www.apse.org.uk


https://www.surveymonkey.co.uk/r/orkney-roads-1
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Councils access the survey results online via another link

Results link for each Council provided by APSE e.g.

https://www.surveymonkey.com/results/SM-B3TFOLROQ7/

View “running totals” for all questions
Interrogate individual responses

See ‘real time’ comments on current schemes, roadworks or
other issues

www.apse.org.uk


https://www.surveymonkey.com/results/SM-B3TFQLRQ7/
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Formal, annual reporting

% Real time data and feedback relating to @

current roadworks and schemes

. . , . . Roads, highways and winter
** Annual ‘Authority CSS Report’ for financial maintenagnce Y

year
2019-20, Issue 1

** Inclusion of 11 KPI's in APSE Performance Performance indicator graphical report
Networks annual performance reports

** Inclusion of 1 headline KPI in annual Best
Performer / Most Improved Performer

awards for both Roads & Street Lighting v
¢ Inclusion of 11 KPI’s in annual SCOTS Road
Asset Management report

** Inclusion of 11 KPI’s in annual SCOTS
RAMP 5 Year comparison report

+* Inclusion of CSS KPI’s in SCOTS Executive
return
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Individual, annual “Authority CSS Report”

Statistical & graphical analysis of your own Council’s results for
the financial year

CSS Annual Report =
: 20
a =R
_"-‘;Ti- d'“? N e g (_/ = |
AE R D
" f'.ﬂm--l"rfh"—hl{ — hH ‘ ._‘
S J

www.apse.org.uk


file:///C:/Users/david/OneDrive/Desktop/CSS annual report.pdf
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Individual, annual “Authority CSS Report”

Respondents who :

Both live and work within the
authority area

m Live within the authority area
but not work

m Only work within the authority
area

m Neither live nor work within the
authority area




When travelling within the local authority
area, respondents who travel as

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%

m Pedestrian m Cyclist
m Disability scooter rider Motorcyclist / scooter rider
m Taxi passenger Passenger in a public service vehicle

m Passenger in a private vehicle m Driver



Regarding roads locally, how satisfied or
dissatisfied are respondents with these
services

THE CONDITION OF ROADS 8.6%

TG
SAFETY ON ROADS
CYCLE FACILITIES

PAVEMENTS/ FOOTPATHS

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Dissatisfied / very dissatisfied m Very / fairly satisfied
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SCOTS Road Asset Management Project - Task 4
Carriageways Performance Indicator Results 2019-20
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Family Group 1 [Rural}
000 |Aberdeenshire Council Mo data]_63.83% 4 302 0.05] 3148%] 1243%] 60.61% 3B.30%]  677% 363%]  000%| 007%| 010%| 001%| 003%| 0.06%| 0.02%| 0.13%] 0.01%| 27.50%| 2360%| 2080%| 3010%| 2160%] 70.08% £4,007]_£12.00 £3,667)
2001 |Angus Councl o data] 100.00% 50 50 0.03] 3310%| 33.10%| Mo data 3L70%|  3.16% Z18%| 0.00%| 016%| 000%| 000%| 017%| 0.17%| 0.00%| 0.11%| 0.02%| 2633%| 3227%| 2644%| 3201%| Nodata] Nodata £3,233| £121.00 £3,160)
BO72 |Argyil & Buts Council 94.29% | 40.78% 35 &5 0.03] 5270%|  8.00%| Nodala 54.17%| 6.21% 361%| 0.06%| 137%| 0.05%| 004%| 0.53%| 0.16%| 0.06%| 0.02%| 0.08%| 41.59%]| B1.79%| 67.25%| 5470%]| Nodala| Mo dala 75,563 £11.00 55,108
B145 [Scottish Borders Council No data| Mo data 0 314 017 38.75%] 36.75%| Mo uﬁ' 45.20%| _ 2.00% 213%|  0.00%| 032%| 0.6%| 000%| 0.16%| 0.02%| 0.00%| 0.13%| 0.00%| 37.21%| 42.89%| 29.45%| 5350%| Nodala| Mo dala £3,173]_&10.00 2,349
055 |Dumfries & Galloway Council Mo dala| 98.71% ] 368 003 35.09%| 46.16%| Nodala| [ 47.55%] Nodaa 310%|  0.00%| 0.00%| 0.38%| 013%| 0.00%| 0.00%| 0.00%| 0.17%| 0.00%| 33.06%| 35.37%| 45.87%| 5880%| Mo dala| Nodala 73,102| Mo data 5,107
£086|Highland Council Mo data] Mo data 0] Modata| Wodata] Nodatal 3210%)] Nodata 37.81% 0.62% Mo data] Mo data] Modata] Modata| Mo data] Mo data] No data] Mo data] Mo data] Mo data] 30.60%| 37.00%] 40.83%| 40.03%] Modata] Mo data £2,055] Mo data £1,679]
8063 |V oray Counail 96.97% | 100.00% [E [ 0.03] 38arm| 30.97%| 29.67% 3060%|  4.61% 351%| 0.00%| 004%| 000%| 000%| 001%| 016%| 0.00%| 0.00%| 0.23%| 20.16%| 2580%| 2530%| 3550%| 14.46%| 70.68% £3,084]_£3.00 2,345
B158|Perth & Kinross Council 100.00%| 98.18% 72 207 0.08] 37.47%| 37.47%| Wodala IT00%|_T11% 464%|  011%| 007%| 027%| 000%| 007%| 062%| D.25%| 0.42%| 0.01%| 30.31%| 3546%| 3b88%| 37.67%| Nodala| Nodala 5,055 5600 5,564
Family Group Average 97.00% | 88.77% 38 193 006 38.26%| 31.05%| 451a% 35.14% | 438% 328%| 002%| 0.28%| 0.14%| 0.03% | 0.14%| 0.17%| 0.05%| 0.14% | 0054 | 1320%| 36.75% | 36.72% | 42.78% | 1808% | 74.33% B,771| #4050 £3,508
Family Group - High 100.00% | 100.00% 132 368 041 5270%| 48.16% | BO06T% §0.17% | 741 a6% | 0.41%| 137% | o03m| o19n| 053%| 062 | 0.25%| 0.42%| 02| M.50%| 6173%| 57.29% | sB40%m| 21.69% | vesen 5,955 £121.00 £5,564
Family Group - Low 94.20% | a0.78% 0 6 003 31.48%|  8.00% | 2067% 26.20% | 0.82% 213%| 000%) 000%| 000  000%w| 0.00%) ooon| 000%| 0.00%| 0.0m| 26.33% | 2350%| 2080%| 30.10% | 14.46% | vooen £2,055) £10.00 £1,679
Family Group 3 [Semi Urban}
BDBL[East Ayrshire Council 86.27%] 95.88% 51 G4 0.08] 4562%] 46.62%] Mo sata 37.80%]  484% 0.00%] 000w 341%] 000%] 000%] 108%] 0.01%] 0.00%] 0.00%] 0.00%| 23.00%] 3260%] 38.80%] 8210%] Mo data] Nodaa £7,172] %900 £6,045]
B064 |East Lothian Council o cata) 100.00% O] Mo data| Mo daia| 38.03%| 38.03%| Mo dala 3730%| 363%| Mo daa] Mo tata] Wb dala] Mo data] ND data| Mo data] NO gala] No Gata| Mo data] No dala| 28.18%| 3146%| 2575%| 3667%| MO tala] Mo data 75,408 6700 5,623
E134 |Fife Council Ho data| Mo data 782 372 015] 58.25%] 84.75%]| Nodala 33.30%|  1.06% 0.03%| 0.00%| 012%| 0.07%| 003%| 0.46%| 0.06%| 0.07%| 3.02%| 0.00%| 33.51%| 33.50%| 33.66%| 3566%]| Nodala| Mo dala 75,570 £23.00 £5,229)
8027 |Midlothian Council Mo data] Modatal Modatal Modata| Nodaial Nodata]l Modatal No dﬁ' Mo data| Mo data Mo data| Mo data] Modatal Modsta| Mo data] ho data Mo datal Mo data] Mo data Mo datal Mo data] Mo data) Mo datal Mo data] Mo data] Mo data Mo data] Mo data Mo datal
8059 |North Ayrshire Council 98.07%| 98.96% %3 160 05| 4570%| 45.70%| Nodala| [ 37.30%] 540% T71%|  0.00%| 160%| 0.02%| 000%| 0.21%| 1.67%| 0.00%| 0.05%| 0.00%| 30.709%| 36.09%| 46.03%| 3365%| Nodala| Nodala 76,100] #4500 4,068
8042 [South Ayrshire Councl 58.24%| 84.50% 17 [ 003] 4708w 4288% A060%|  210% 000%| 0.00%| 086%| 007%| 000%| 1653%| 0.00%| 0.00%| 016%| 0.00%| 34.14%| 36.82%| 4220%| 4235%| Hodata £4,343]  &700 £3,460)
B12050uth Lanarkshire Council 594.00%| 99.95% 458 237 010] 49.0i%| 49.07% 30.30%|  3.35% 061%| 025%| 037%| 004%| 000%| 127%| 063%| 0.04%| 0.48%| 0.00%| 2320%| 2530%| 37.70%| 30.30% 57,062 1600 £7,508]
B040 [Stirling Council Z8.41%| 98.10% 30 [E 06| 43.79%] 4379% IT30%|  411% TG4%| 0.00%| 000%| 116%| 000%| 031%| 034%| D.00%| 0.00%| 0.00%| 31.05%| 40.11%| 4046%| 46.09% o data] Mo data| Mo 0at
B109|West Lothian Council Mo dota| 63.44% 755 119 01| 40.25%| 48.25%| Nodata| [ 27.30%| 211% 055%| 0.00%| 0.09%| 0.00%| 0.00%| 073%| 030%| 0.00%| 0.04%| 0.08%| 2020%| 2060%| 3950%| 26.60% £7,061] 2100 5,741
Family Group Average 7O.20% | 93.8%% 285 170 0.1 46.71%| 50.02%| 68.75% I5.00%| 34F 089% | 0.04%| O09Th| 020%| 0.00%| 0.73%| 056%| 0.02%| 0.67%| 0.0T%| 20.00% | 3200%| 38.12%| 30.09% 6,229 £24.00 B2
Family Group - High 98.07% | 100.00% 782 72 016 58.26%| 84.75% | 6B.7EH 41.20% | 5.40% 271% | 026%| 341 | 18| ooswm| 153%| 16| oors| 302 | oosw| 37en| 4011%| 46.9% | 45.00% #7962 £87.00 £7,800
Family Group - Low 20.41% | 69.4%% 0 M 003 30.03%| 30.03% | 6B 27.30% | 1.86% 000%| 000%) 000%| 000| 000%| 021%]| ooon| 0oow| 0.00%| 0om| 20.20%| 2350%| 2576 | 26.50% £,343)  #5.00 £3,460
Family Group 4 {Urban}
BOB7 |Clackmannanshire Council 100.00%] 100.00% ] Nodala] Nodala] 57.51%| 57.51%] 71.43% 35.70%]_ 3.03%] T4E%| _ 0.00%] 0.00%] 0.00%] 006%| 0.40%] T16%] 0.01%] 0.04%| 0.00%| 26.59%] 18.46%] 27.38%| 0288%] 17.39%] 73.01% 79,486] Mo data |
BD014 |East Dunbartonshire Council 100.00%] 56.03% 3 160 031 B2i6%| 8216%| Nodala 33.31%| Mo dala 000%| 0.00%| 000%| 021%| 000%| 080%| 134%| 0.00%| 0.0:%| 0.00%| 2071%| 5.32%| 2610%| 34.95%]| Nodala| Mo dala 59,127 &400 5,579
B137 |East Renirewshire Council B1.00%| 79.25% 58 73 15| 5560%| 5560%| 66.67% 3550%|  3.65% 000%| 0.00%| 100%| 000%| 000%| 084%| 036%| 226%| 0.15%| 0.00%| 1550%| 2630%| 3300%| 3900%| 20.00%| 60.00% £13810] £14.00 8,307
8071 |Falkirk Council 100.00%| 100.00% 5 118 012 3284%| 14.16%| 46.20%| | 36.58% 337%| T51%| 0.01%| 0.00%| 000%| 000%| 045%| 033%| D.04%| 0.09%| 0.00%| 2070%| 3170%| 3433%| 3915%| 13563%| 79.37% 54,833 _£19.00 3,767
8080 [Inverclyde Council 100.00%] 97.08% 43 0 008] 61.07%| 2265%| 66.19%| | 37.30%| B.01%| 347%|  0.00%| 151%| 000%| 000%| 344%| 240%| 0.00%| 160%| 0.01%| 2060%| 3076%| 4384%| 37.07%| &06%| 85.31% £11,676] _£1400 8,506

www.apse.org.uk



o=

11 Key Performance Indicators used in SCOTS Report and APSE
Pl Standings Reports

Only regarding roads locally, % of respondents satisfied / dissatisfied with pavements /
footpaths

Only regarding roads locally, % of respondents satisfied / dissatisfied with the
condition of roads

Only regarding roads locally, % of respondents satisfied / dissatisfied with the
condition of cycleways

Taking everything into account, % of respondents satisfied / dissatisfied overall with
the service provided

% of respondents satisfied with the way the Council undertakes gritting (salting) and
snow clearance of road carriageways

% of respondents satisfied with the Council's time taken to complete roadworks
(respondents "Always" or "Usually" aware of responsible organisation only) F‘
\,
AN

Only regarding roads locally, % of respondents satisfied with the street lighting
SCOTS

Society of Chief Officers of
Transportation in Scotland
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Performance Networks awards
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Street lighting

Performance indicator standings

k.

Inclusion of 2 KPI’s in Performance Awards analysis with effect from 2020/21
s Pl 44 - Only regarding roads locally, % of respondents satisfied with the street lighting

s Pl 208a - Taking everything into account, % of respondents satisfied overall with the
service provided

www.apse.org.uk
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Performance Networks 2021/22 onwards ...

Ongoing consultation, from 2022/23 corresponding NHT Survey
results will be referenced and added to template.

SCOTS will continue to promote participation in the structured
APSE Survey for 2021/22

www.apse.org.uk
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Contact details

Louise Melville (Principal Advisor - Scotland)

Ryan McNally (APSE Performance Networks)

Email: rmcnally@apse.org.uk

Or your SCOTS Family Group Co-ordinator

Association for Public Service Excellence
3rd Floor, Trafford House, Chester Rd, Stretford,

| Manchester M32 ORS
- {1V Ve | telephone: 0161 772 1810
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