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35th Survey:  Healthfit 2020; NHS Dentistry; 
The Short Breaks Bureau Service and Maintaining 
Aberdeenshire’s Roads
WELCOME to the latest 
Citizens’ Panel newsletter.

As well as providing feedback 
on the above topics which were 
contained in last November’s 
survey, we’re also including a 
summary of the results from 
the additional questions relating 
to ‘Be Part of the Picture’ 
– Aberdeenshire’s cultural 
engagement programme.

Your responses to this 
supplementary topic were wide 

ranging and diverse, which has 
provided the council officers 
involved with some very 
interesting data to consider.

Survey Response
751 Panel members completed 
and returned the main 
questionnaire, representing 
a response rate of 65%. The 
separate survey achieved fewer 
responses, totalling 558.

MEMBER ORGANISATIONS OF THE COMMUNITY PLANNING PARTNERSHIP ARE:

Aberdeenshire Council • Scottish Fire and Rescue Service • NHS Grampian • Police Scotland
Scottish Enterprise • Aberdeenshire Community Councils • Aberdeenshire Local Rural Partnerships 

Aberdeenshire Voluntary Action • Nestrans • Skills Development Scotland • ACSEF
Aberdeenshire Alcohol and Drug Partnership • Aberdeenshire Youth Council

Remember, the information 
contained within this newsletter 
forms only a small part of the 
overall survey results. More detail 
is available on the Community 
Planning website,

www.ouraberdeenshire.org.
uk/panel

where all questionnaires, reports and 
newsletters are available to view.

Ian Wallace 
Community Planning Support Officer
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Healthfit 2020
This topic related to NHS Grampian’s vision ‘Healthfit 2020’, which has been implemented to 
ensure that NHS services are fit for purpose in the years ahead. The questions sought to gauge 
panel members’ knowledge of the topic, as well as asking about any experiences of recent care 
provided by NHS Grampian.

Only 8% of respondents reported 
having heard of the ‘Healthfit 
2020’ vision. 30% of those who 
expressed prior knowledge stated 
their awareness came through 
their work, while a further 27% 
stated their knowledge arose 
through local news.

Panel members were asked 
about unscheduled NHS care 
in the past 12 months and 16% 
of respondents stated they had 
been a patient and 22% stated 
they had been the carer or 

person accompanying the patient. 
Of these respondents, 67% 
considered the service was good 
or very good, with 15% stating 
it had been poor or very poor. 
Areas which were identified for 
improvement in unscheduled 
care included reducing waiting 
times; transparency and improved 
communication; and staffing issues.

47% of respondents had experi-
enced planned medical care as a 
patient in the past 12 months, with 
19% acting as a carer or person 

accompanying the patient. For this 
question, 78% of the respondents 
rated the care as good or very 
good, with 10% stating that it was 
poor or very poor. For scheduled 
care, the areas most commonly 
highlighted for improvement 
included waiting times; suitability 
of appointment times; parking and 
access issues; and more under-
standing and empathetic staff.

This is what we’re doing:
NHS Grampian welcomes the survey results which provide a level of information that we have not 
previously had. The results evidence the lack of awareness of our Healthtfit 2020 vision and highlight ways 
we can address this.

The results on how informed respondents are about the challenges facing the NHS were surprising, with 
a high level of awareness of population changes, public health challenges and financial pressures but lower 
levels of awareness about other challenges, for example, buildings and equipment; staffing; and advances in 
technology. This will help inform where to focus our communication efforts.

We now have a 2020 communication plan and actions include: developing a web page www.nhsgrampian.
org/healthfit2020 (content being finalised); establishing a Healthfit 2020 public reference / communication 
group with an overview role; and continuing to involve public representatives in individual 2020 projects.

We were pleased to hear that, for most panellists, their experiences of unscheduled and planned care were 
either “very good” or “good”. However, the survey also highlights that, for a minority, their experiences 
could have been better. Panellists’ suggestions for improvement provide support for our plans around both 
unscheduled care and planned care which should help to address the issues raised. The results will be shared 
with NHS staff who are responsible for delivering changes to unscheduled and planned care.

Laura Dodds, Public Involvement Manager, NHS Grampian

	  

Citizens’ Panel Members – request for volunteers!
Aberdeenshire Council is passionate about providing excellent 
customer service and is now looking for volunteers to join 
a new Customer Experience Panel which is currently being 
developed.
Volunteering will allow you the opportunity to help shape 
aspects of how council services are accessed including the 
testing of new services and information requests whether 
delivered online, over the phone or in person.
If you are interested in helping us to make a positive difference 
by incorporating your knowledge and creativity into improving 
council services across Aberdeenshire then please join us.

How can I be involved?
Registration couldn’t be easier, simply enter the link below into 
your internet browser and complete the short registration 
form providing us with your name and an email address we can 
use to contact you along with details as to how you’d like to be 
involved from the options available:
www.surveymonkey.com/s/
aberdeenshire-customer-experience-panel
Or alternatively contact us in writing providing your name, 
contact details and whether you’d like to be involved in the 
testing of:
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This is what we’re doing:
We are delighted to find that 89% of respondents are registered for dental care (NHS or private) and our 
emphasis remains on ensuring that people recognise the importance of regular check ups and maintaining 
good oral health. NHS Grampian continues to support the independent dentists in Aberdeenshire to 
provide general NHS dental care, whilst we focus our work on the more vulnerable in our population e.g. 
those that may be housebound and cannot attend a practice or those with special needs.

We were pleased to see that 91% of respondents were happy with the quality of their dental care and we 
will continue to work to uphold clinical standards so that in the long term, that figurer is nearer 100%.

Overall, NHS Grampian will continue to work with independent practices to increase the provision of 
NHS care within local areas so that patients are able to access services without having to travel too far 
away from their home.

Janine Langler, Dental Practice Manager, Aberdeenshire South, NHS Grampian

NHS Dentistry
Continuing with the NHS-related theme, a number of questions were asked about NHS 
Dentistry provision in Aberdeenshire.

59% of respondents stated they 
were registered with an NHS 
Dentist, while 30% stated they 
attended a private dentist or 
participated in private dental care. 
Of those who were not registered 
with a dentist, the most common 
reason cited was not having a need 
for a dentist (45%), followed by 
those not having an NHS dentist 
available locally (23%).

Among those registered with a 
private dentist, the most common 
reason (53%) for this was not 
having an NHS dentist available, 
while 26% considered that better 
care was available outwith the 
NHS.

46% of respondents stated that 
their dentist was located in their 
local town or village, while 32% 

had a dentist who was based in 
another location in Aberdeenshire.

When panellists were asked about 
the quality of their own dental 
care, 91% provided a good or 
very good rating, with only 1% 
commenting that it was poor 
or very poor. The remaining 
8% provided a ‘neither good 
/ nor poor’ response. When 
asked about potential areas for 
improvement: pricing; availability 
of NHS treatment; and quicker 
appointment and waiting times 
were listed most frequently.

Finally, panellists were asked 
whether NHS dental service 
availability had improved over the 
past 5 years and encouragingly, 
59% of respondents felt this was 
the case, with 29% of this number 

stating there had been a significant 
improvement. Conversely, 20% 
of panellists considered that the 
availability had actually worsened.

(Please tell us all that apply)
 • online services and information requests
 • phone based services and information requests
 • face to face, (in council establishments), information and 

service requests
Or:
 • participating in surveys and questionnaires, likely on-line

Simply send these details to:
Improving the Customer Experience 
Aberdeenshire Council 
Woodhill House Annexe 
Westburn Road, 
ABERDEEN AB16 5GB
or by e-mail to:  ice.panel@aberdeenshire.gov.uk

What happens next?
You may not hear from us immediately, but as new or improved 
services are in development or are ready for testing we will 
contact you with further details as to how you can participate.
This may vary based upon what involvement you’ve indicated 
you’d like to have and also based on the topic to be tested.
In the meantime if you have a compliment, comment or 
complaint that we could use to help maintain or improve our 
services, why not try our new “Have your say!” feedback 
process which can be accessed as follows:
By logging on to www.aberdeenshire.gov.uk/feedback 
By e mail: feedback.team@aberdeenshire.gov.uk 
Tel: 0845 608 0144
We look forward to hearing from you.

http://www.aberdeenshire.gov.uk/feedback
mailto:feedback.team@aberdeenshire.gov.uk
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This is what we’re doing:
It was reassuring that there seemed to be awareness of the ‘Short Breaks Bureau’, especially among those 
who we consider are potential users and it was also reassuring that a high percentage of respondents 
acknowledged the specific need for respite care for unpaid carers. By providing innovative respite options 
(hotels, bed and breakfast, self-catering cottages etc.) Aberdeenshire Council continues to show its 
commitment to provide new and cost effective ways of supporting unpaid carers and the people they 
care for.

Since receiving the feedback from the panel, Bureau staff have been in contact with various transport 
hubs and operators (rail, bus and air) with the aim of ensuring they are prepared for the needs of people 
taking short breaks. Moving forward, the Bureau will dedicate more time to supporting people with 
specifically organising transport.

Working with families and friends was also highlighted as an important stage in planning a short break. As 
80% of respondents recognised that they would like to take a break with family and/or friends, the Bureau 
has updated its initial contact forms, to make sure that those going on the break have the ability to have 
input during the planning.

The Bureau is happy to speak to anyone who has a question relating to short breaks or any aspect of 
respite care in Aberdeenshire and can be contacted on (01467) 627966.

Thomas Thomson, Co-ordinator, Short Break Bureau Service, Aberdeenshire Council

The Short Breaks Bureau Service
A number of questions were posed about Aberdeenshire Council’s ‘Short Breaks Bureau’ – 
which provides support to a range of people and their unpaid carers.

Over a third of respondents 
(38%) were aware of the Short 
Breaks process, a figure which 
was noticeably higher among 
those who currently receive care 
services.

81% of respondents considered it 
was important for older people, 
people with dementia or adults 
with a physical disability to have 
access to short breaks. Most 
commonly, as shown in the graph 
below, the preference was for 
respondents to take a short break 

along with a 
family member 
(58%), followed by 
their unpaid carer 
(26%) and on 
their own (20%).

When contem-
plating taking 
some form of 
short break, the 
favoured option 
(52%) was for the 

individual concerned to choose 
their destination, but to have some 
support from council staff during 
the process.

In terms of providing support, the 
most common elements identified 
by respondents to assist them with 
their individual needs was to find 
suitable accommodation (93%); 
transport (79%); and ensuring that 
their health needs would be looked 
after during the break (76%).
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This is what we’re doing:
Each year, Aberdeenshire Council spends approximately £28.5m on road maintenance and reconstruction 
and approximately £5.5m on winter maintenance across the 3,380 miles of carriageways, 950 miles of 
footways, 1,400 bridges and 42,000 streetlights which the council is responsible for. Interestingly, in the most 
recent Scottish Road Maintenance Condition Survey, Aberdeenshire Council was rated as being first overall 
when compared with other Scottish mainland council networks; which was an excellent outcome to achieve.

The panel results indicated that while road signage, lines, street lighting and winter maintenance were 
considered very good, the condition of road surfaces, drainage and roadside verges could be improved.

Road repairs, especially temporary repairs, were considered of poor quality and took too long to be 
completed. We intend to improve this by minimising the number of temporary repairs we perform, 
thereby reducing the number of visits to the same defect before satisfactorily repairing it. Our aim is 
to carry out a single visit permanent repair wherever possible, using improved working practices and 
modern materials.

We encourage the public to work in partnership with us by reporting any road or lighting defects via our 
website at www.aberdeenshire.gov.uk/roads/faults.asp or by telephoning our contact centre on (08456) 
081205. Early notification will help us achieve quicker response times, allowing us to address issues more 
promptly within the parameters of our priority system.

Alan Burns, Roads Manager, Infrastructure Services, Aberdeenshire Council

Maintaining Aberdeenshire’s Roads
Roads and transportation are issues which many panel members indicate they have a particular 
interest in and a number of questions were posed about road maintenance in Aberdeenshire.

A high number of respondents 
(97%) considered themselves 
users of Aberdeenshire roads and 
positive ratings (i.e. more good / 
very good responses rather than 
poor / very poor) were received 
for general road signage (+61%); 
road signage for road works and 
diversions (+31%); lighting of 
roads (+28%) and finally clear lines 
on the road (+12%).

Negative ratings, however, were 
received for; condition of road 
surfaces (-27%); drainage on roads 
(-21%) and condition of road 
verges (-9%).

Winter maintenance, which 
includes gritting and snow clearing 
on the road network, received a 
positive rating of +22%, whereas 
repairs being undertaken in good 
time, along with the quality of 
road repairs, received negative 
ratings of -29% and -13% 
respectively.

Questions were posed about two 
types of road repairs commonly 

used throughout Aberdeenshire 
(i.e. resurfacing and surface 
dressing) and the panellists’ 
preferred method of repair was 
sought. This attracted responses 
of 44% for resurfacing, 39% 
for surface dressing, with the 
remaining 17% either expressing 
no preference or not knowing.

High levels of net agreement (i.e. 
the proportion that agreed minus 
the proportion that disagreed) 
were expressed about roads being 
closed in a safe and secure way 
(+74%); signage about closures 

occurring being in place for a 
suitable period of time prior to 
the closure (+59%); and signage 
being in a suitable location to give 
advance warning (+51%).

Panellists were also asked for 
their comments on any road 
maintenance and improvement 
issues, with the most common 
responses relating to: potholes; 
surface dressing; ‘short term’ 
repairs; use and condition of 
minor roads; road signs; damage 
to vehicles and finally; the 
organisation of roadworks.
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Ian Wallace 
Community Planning Support Officer
Aberdeenshire Council
Woodhill House
Westburn Road
Aberdeen, AB16 5GB
Tel: 01224 665286
Email: ian.wallace@aberdeenshire.gov.uk
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Be Part of the Picture
In this survey we also included a separate document which 
asked a number of questions about ‘Aberdeenshire – Be Part 
of the Picture’. This refers to Aberdeenshire’s developing 
cultural engagement programme and panel members were 
asked a range of questions to determine what Aberdeenshire 
meant to them.

This is what we’re doing:
‘Be Part of the Picture’ was launched in summer 2013 as the first 
phase of Aberdeenshire Council’s creative ‘placemaking’ programme. 
The project has been designed in response to the understanding 
that, despite Aberdeenshire’s well-established reputation for its high 
quality of life, its other business, tourism, cultural, recreational and 
environmental strengths can be less well known.

The programme has been using a range of creative projects to 
explore issues of identity and place, seeking ultimately to transform 
perceptions of Aberdeenshire by increasing local pride and 
awareness and driving future economic development by making 
Aberdeenshire more visible to visitors and investors. The work 
encompasses the development of a refreshed brand identity for the 
area, and consideration of how Aberdeenshire’s significant cultural 
heritage can play a role is supporting this.

Feedback from the survey has revealed that although the overall 
awareness of the ‘placemaking’ programme was low at 11%, the 
panellists’ responses to the objectives of the programme are highly 
positive; i.e.

 • 76% said knowing more about Aberdeenshire increased their 
sense of pride

 • 74% said knowing more about Aberdeenshire increased their 
sense of place

 • 85% of respondents felt continued efforts to promote 
Aberdeenshire are needed

The findings from the survey will be used, alongside feedback from 
a range of additional creative consultation projects, to inform the 
next year of ‘placemaking’ work and the development of specific 
resources which will be used to improve the promotion of 
Aberdeenshire to local, national and international audiences.

Anne Pearson, Projects and Performance Officer, 
Aberdeenshire Council

Panellists were asked for words 
they associate with Aberdeenshire 
and castles; granite; history; and 
beauty were among the most 
common.

When considering the lifestyle 
which Aberdeenshire offers 
people, relaxing; outdoors; and 
healthy were among the most 
common responses.

Words which were associated 
most with Aberdeenshire included: 
beautiful; historic; natural; safe; and 
welcoming. Words which were 
less likely to be associated with 
Aberdeenshire included: artistic; 
outward looking; vibrant; forward 
looking; innovative; creative; 
positive; diverse; entrepreneurial; 
and wild.

The famous or significant people 
who panel members associated 
with Aberdeenshire included: 
Annie Lennox; Emile Sande; Evelyn 
Glennie; Alex Salmond; and Lewis 
Grassic Gibbon.

Only 11% of respondents were 
aware of the ‘Be Part of the 
Picture’ programme, however, 85% 
of respondents felt there was a 
need to celebrate the strengths of 
Aberdeenshire and to promote a 
sense of place.

mailto:ian.wallace@aberdeenshire.gov.uk

