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Authority Undertaken 
By

Analysis Services Areas Type Comment

Argyll & 
Bute

In House APSE Roads Maintenance
Winter 

Maintenance
Street Lighting

Streetscene
Services.

All services

APSE
Performance 

Networks
Customer 

Satisfaction 
Questionnaires.
Citizen Panel 

Questions.

Summer Students 
used
Target Specific 
Issues .

Mid
Lothian 

In House 
with

Consultants
assistance

APSE All Frontline 
service Areas 

including Roads 
and Street lighting.

Face to Face 
Interviews.

General Postal 
Questionnaire.

Council Tenants 
Questionnaire.

Extensive survey 
with a lot of detailed 

analysis.

Renfrew In House In House Roads
Resurfacing/Recons

truction

Post Works  
Questionnaire.

Delivered and 
collected from 

frontagers.

Moray In House In House Roads Works
Street Lighting

Post Works  
Questionnaires.

City of 
Edinburgh

In House In House Construction Works
Correspondence.

Post Works  
Questionnaires.

Post
Correspondence.

Views on how 
effectively 

complaints and 
correspondence was 

dealt with.

Dumfries 
and

Galloway

In House In House All Frontline 
services

Postal
Questionnaire.

Extensive Inclusive 
Survey.

West 
Dumbarto

n

In House In House Roads Services 
Street Lighting

Postal
Questionnaire.

Post Works

Looking at Dealing 
with enquiries.

Replacement White 
Light programme.

Glasgow Consultants
Mori

Consulta
nts

Mori

Footway
reconstruction.
Street Lighting 
All Service Areas.

Post Works 
Questionnaire.

Post Works 
Questionnaire.
Citizen Panel 

Q i

Very Detailed report 
.
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EAST AYRSHIRE COUNCIL 

ROADS AND TRANSPORTATION 

CUSTOMER QUESTIONNAIRE 

The Roads And Transportation Division of East Ayrshire Council would like to know your opinion of  the 
work recently carried out in your area . The information you provide will be used to help improve our 
service in the future .

Street & Town affected   Connel Park, New Cumnock 

Please complete the following questions by ticking the appropriate box on the basis that :- 

1 is Poor 
2 is Fair 

  3 is Satisfactory 
4 is Good 

  5 is Excellent 

           1        2        3      4        5  
(i) Information given prior to work starting   � � �   � �

(ii) Time taken to complete the work    � � �   � �

(iii) Helpfulness and politeness of workforce on site  � � �   � �

(iv) Helpfulness and politeness of office staff if contacted � � �   � �

(v) Condition of site ( safety ) on a daily basis   � � �   � �

(vi) Condition of the site on completion of the works  � � �   � �

(vii)        How satisfied are you with the overall results  � � �   � �

Suggested improvements/comments………………………………………………… 

……………………………………………………………………………………………….. 

……………………………………………………………………………………………….. 

……………………………………………………………………………………………….. 

Thank you for taking the time to complete this form    RT/OP/S/06F02 

Please return the questionnaire in the prepaid envelope 
provided



EAST AYRSHIRE COUNCIL 

ROADS AND TRANSPORTATION 

CUSTOMER QUESTIONNAIRE 

Which type of permit did you apply for ?   

        Skip permit 

        Road opening permit 

        Road occupation / scaffold permit 

       

Please complete the following questions by ticking the appropriate box on the basis that :  

    1 is Poor 
    2 is Fair 
    3 is Satisfactory 
    4 is Good 
    5 is Excellent 

   
              1        2        3      4        5 
(i) Are the application form(s) easy to understan d   � � � � �

and user friendly ? 

(ii) Were staff helpful and polite when      � � � � �
 answering queries ? 

(iii) What is your overall rating of the service provided ?   � � � � �

Suggested improvements/comments………………………………………………… 

……………………………………………………………………………………………….. 

……………………………………………………………………………………………….. 

……………………………………………………………………………………………….. 

……………………………………………………………………………………………….. 

   
  which office dealt with your application ?  Kilmarnock 

         Lugar 

Thank you for taking the time to complete this form    



Department of Development Services 
Roads and Transportation 

The Roads & Transportation Division have a policy of continuous 
improvement of our services and would welcome your comments to
help shape future policies. Other than recording your postcode you
are not required to provide any personal details unless you enter
the prize draw. 
Please note that the survey is intended to cover public roads and
footways within East Ayrshire but not including the A76 and A77 
Trunk Roads, which are not maintained by the Council. 

Enter Rating 1,2,3,4,5   where 1 = Poor;  2 = Fair;  
3 = Satisfactory;  4 = Good;  5 = Excellent  

or tick (�) the appropriate box if you do not wish to comment.  

Please return this questionnaire in the enclosed  
prepaid envelope by Friday 10 October 2003. 
Thank you for your participation. 



1 = Poor;  2 = Fair;  3 = Satisfactory;  4 = Good;  
5 = Excellent  

1.  If you drive how would you rate  the condition of       
         public roads used regularly : 
                                       1     2   3    4    5                
(a) Town Centre Roads 
(b) Residential/Scheme Roads 
(c) Rural Main Roads 
(d) Rural Side Roads       

(e) No comment  
    

2.      How would you rate  the condition of existing    
         pavements next to roads : 
                                       1     2   3    4    5
(a) In Town Centres      
(b) In Residential Areas      

(c) No comment  

3.   How satisfied are you with the quality of street lighting : 
                  1     2    3    4    5

(a) On Main Roads      
(b) In Town Centres      
(c) In Residential Areas      

(d) No comment  

4. How would you rate  the time taken to carry out     
Street Lighting repairs :                                                                  1     2    3    4    5 

                                                                                       
                                                                                           
                                                                       No comment   

Can you think of any locations where additional street lighting is required : 

………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
……………………………………………………… 



5. How would you rate the prevention of ice formation       
        by the application of salt or grit on : 

                       
                1     2    3     4   5           

(a) Main Roads     
(b) Rural Side Roads     
(c) Residential/Scheme Roads     
(d) Town Centre/Village Centre Pavements      
(e) Other Pavements     

(f) No comment                                                        

6.      How would you rate snow clearing on : 

                      1     2    3     4   5 
(a) Main Roads     
(b) Rural Side Roads     
(c) Residential/Scheme Roads     
(d) Town Centre/Village Centre Pavements      
(e) Other Pavements     

(f) No comment                                                        

7 .    How satisfied are you with the provision of    
        grit bins in your area : 
       1     2    3     4   5 
                                                                         Enter rating                
                                                                                 or       
                                                                         No comment          

8.   If you drive how would you rate the condition of      
        existing roadside signs  : 
                                     1     2    3     4   5
                                                                         Enter rating       
                                                                                 or 
                                                                         No comment   

9  .  If you drive how  would you rate the condition of      
       roadmarkings  : 
                                      1     2    3     4   5          
                                                                         Enter rating       
                                                                                 or 
                                                                         No comment   



1 = Poor;  2 = Fair;  3 = Satisfactory;  4 = Good;  
5 = Excellent

10. To reduce delays at roadworks in sensitive areas ( such as      
        town centres or near schools )  work is sometimes carried    
        out on Sunday, which increases the cost. To enable the    
        Council to provide a more economical service would you be  
        willing to endure additional delays during weekdays ?: 

                                                                                                                yes 
                                                                                                       no 

                                                                                                       No comment   

11. Do you feel that more money should be spent on maintaining roads and footpaths, 
bearing in mind that less would then be spent on other Council services : 

      
                                                                                                                yes 
                                                                                                       no 

                                                                                                       No comment   

12. Are you aware of the RALF (Roads and Street Lighting 
        Faults ) freephone complaint system ? : 

                                                                                                                 yes 
                                                                                                        no 

13. If you used the RALF system how would you rate the following : 

                                      1     2    3     4   5 
(a) How efficiently was your enquiry/complaint dealt with     
(b) Time taken to rectify the fault     

(c) No comment                                                        

14.   If you, or a dependant, are disabled how would you rate      
        the following : 
        

                  1     2    3    4    5
(a) Availability of disabled parking bays for general use      
(b) Access off/onto pavements      
(c) Access off/onto public transport buses      

(d) No comment  



15.   If you regularly use a public car park(s) when shopping how   
        would you rate the following : 

                1     2    3     4   5           
(a) Cleanliness     
(b) Accessibility     
(c) Layout     
(d) Location     
(e) Standard of maintenance     
(f) Parking costs ( if applicable )     
(g) Number of spaces     
(h) Security/lighting/safety     
         
(i) No comment                                                        

Which car park(s) do you regularly use : 

………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………

16. If you use local bus services how would you rate 
         the bus stations for the following : 
                                                                                   1     2    3     4   5
(a) Cleanliness     
(b) Adequacy of seating     
(c) General layout     
(d) Standard of maintenance     
(e) Provision of timetables     
(f) Security/lighting/safety     
         
(g) No comment                                                        

17.  If you use local bus services how would you rate  
        bus shelters in your area for the following : 
                      1     2    3     4   5 
(a) Number of shelters     
(b) Location of shelters     
(c) Design of shelters     
(d) Cleanliness     
(e) Standard of maintenance     
(f) Provision of timetables     
         
(g) No comment                                                        



1 = Poor;  2 = Fair;  3 = Satisfactory;  4 = Good;   
5 = Excellent

18.  If you have had any reason to contact the Roads Division   
         within the last twelve months how would you rate  the 
         following :

                1     2    3    4    5 
(a) If you telephoned how easy was it to find the number     
(b) If you wrote how easy was it to find the address     
(c) How courteous were staff who dealt with you     
(d) How efficiently was your enquiry/complaint dealt with     

    
(e) No comment                                                        

19.  Are you aware of the East Ayrshire Council helpline ? : 

                                                                                                                 yes 
                                                                                                       no 

All roads related defects should be reported using the R.A.L.F. telephone number below. All 
enquiries relating to other Council Departments should be made to the Council Helpline 
telephone number below. 

R.A.L.F.  0800 37 36 35 

Council Helpline 0845 724 0000 

To assist us in improving the condition of the roads in your area we would ask you to enter 
your full postcode here   

If you have any other comments concerning Roads and Lighting issues please use the space below 
to give details : 

………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………
………………



Would you like to win a £50 voucher to be spent in a store of your choice ? If so please
include your name, address and daytime telephone number in the space below to be included
in the prize draw. 

Name  ……………………………………………………….. 

Address  ………………………………………………………. 

  ………………………………………………………. 

  ………………………………………………………. 

  ………………………………………………………. 

Postcode ………………………………………………………. 

Telephone ………………………………………………………. 

The draw will take place on Monday 1ST December and the winner should be willing to 
participate in publicity photographs if requested to do so. Vouchers will be subject to
availability from the chosen retailer. No cash alternative will be offered. 



Housing, Environmental and Economic Development 
Working with the Community 

Road Services 

You contacted Road Services on _________  regarding _____________.   

To help us improve our service we would like to know what you think of the service provided 
by Road Services whilst we dealt with your enquiry. Could you please  take a few minutes to 
complete this questionnaire and return using the envelope attached (NO STAMP 
REQUIRED).

1. Did you find Road Services easy  to contact ? 
Yes    No 

2. How did you find out where to contact Road Services? 

Phone Book Yellow Pages Council Publication 
Council Website Library Council Switchboard 
Directory Enquires Awareness of Service

3. When you contacted us were our staff polite and courteous? 
Yes    No 

4. Did staff tell you what we would do to resolve your enquiry? 
Yes    No 

5. Did staff tell you how long it would take to resolve your enquiry? 
Yes    No 

6. Did we meet those timescales to resolve your enquiry? 
Yes    No 

7. Do you feel we treated you fairly and sensitively? 
Yes    No 

8. Overall, how satisfied were you with the service you received from Road Services? 

Very satisfied  satisfied  dissatisfied  very dissatisfied 

Any further comments 



Working with the Community 
The Roads Section have recently replaced your street lighting with 
“white lighting”. To help the Section continuously improve their 
service to customers your views on the lighting would be 
appreciated.  Please could you take a few minutes to complete this 
questionnaire and return it.  Our address is a FREEPOST address so 
no stamp is required.  

1. Do you think the lighting standard has improved? (Please tick) 
Yes   No  

2. Do you feel road safety has improved? (Please tick) 
Yes   No  

3. Do you feel the lighting has improved personal safety? (Please tick) 
Yes   No  

4. Was the work carried out with minimum disruption? (please tick) 
Yes   No  

5. How would you rate your satisfaction with the work carried out? 
(please tick) 

Highly 
satisfied 

Satisfied Neither one 
nor other 

Dissatisfied Highly 
dissatisfied 

     

6. Were you treated fairly and sensitively?  (Please tick) 
Yes   No  

7. How would you rate your overall satisfaction? (please tick) 
Highly 

satisfied 
Satisfied Neither one 

nor other 
Dissatisfied Highly 

dissatisfied 
     

COMMENTS
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ROAD RESURFACING/RECONSTRUCTION SERVICE SURVEY
Contract:   

 Job No. :  
 Start Date:   
 Completion Date:            

Renfrewshire Council wish to monitor and improve the road resurfacing / reconstruction service provided and one 
way to do this is by asking you to assess the service after the road resurfacing / reconstruction has been completed. 
This will help us to continually review the quality of the road resurfacing / reconstruction service you receive.

Please complete this form, ready for collection between 14.00 and 16.00 hrs on Tues. 10 July 2007. 

IMPORTANT  PLEASE CIRCLE, USE DARK INK ONLY
Remarks/Comments (in block capitals, please)
Were you informed of the works, before the contractor was on site? By letter In person Not 

informed 
Were you advised of the name of the Council’s representative, 
responsible for supervising the works? 

Yes No 

Was advance signing erected prior to the start of the works? Yes No 

Were diversion signs adequate? Yes No 

Were the works carried out neatly and safely by the contractor? Yes No 

Was the contractor courteous and polite? Yes No 

Were the Design Group staff courteous and polite? Yes No 

Were the works completed within a reasonable time period? Yes No 

Was the site left tidy after the departure of the contractor? Yes No 
Were you satisfied with any assistance given by the Council’s 
representative responsible for supervising the works? 

Very 
satisfied 

Fairly 
satisfied 

Not 
satisfied 

Were you satisfied with the works carried out? Very 
satisfied 

Fairly 
satisfied 

Not 
satisfied 

Overall, how satisfied were you with Renfrewshire Council’s Road 
Resurfacing / Reconstruction Service? Very 

satisfied 
Fairly 
satisfied 

Not 
satisfied 

Remarks/Comments (in block capitals, please)

We invite you to make comments or suggestions on making improvements to our service. Your comments are valued and 
will be given the utmost attention and consideration. 

Thank you for your co-operation.

THE DESIGN GROUP ARE THE CIVIL ENGINEERING CONSULTANCY ARM OF THE DEPARTMENT OF PLANNING AND TRANSPORT 
WHO DESIGN AND SUPERVISE CIVIL ENGINEERING WORKS. 

BY COMPLETING THE FOLLOWING QUESTIONNAIRE YOU CAN HELP THE DESIGN GROUP TO IMPROVE THE ROAD  
RESURFACING / RECONSTRUCTION SERVICE TO ALL USERS. 

AS A QUALITY ASSURED SERVICE PROVIDER - THE VIEWS OF OUR CUSTOMERS ARE IMPORTANT TO US.  



THE MORAY COUNCIL 
Environmental Services - Roads Maintenance 

CUSTOMER SATISFACTION QUESTIONNAIRE 

Craigellachie – Spey Road 

Street Lighting Department 

Date:

s:

We have recently completed street lighting improvement works in your 
street/road. We would appreciate your opinion in respect of the questions 
below.  Please tick the appropriate boxes, add any comments and return this 
form in the stamped, addressed envelope enclosed. 

Do you agree that the works were necessary  Yes No 

How satisfied or dissatisfied are you with:- Very 
Satisfied 

Satisfied Very 
Dissatisfied Dissatisfied

N/A 

Advance notification of the works 

The ease of obtaining information on this service

The politeness of staff Site Staff 

Office Staff 

The helpfulness of staff Site Staff 

Office Staff 

Any queries resolved to your satisfaction 

Maintenance of access to your property 

The standard of the completed work 

The overall service 

Any comments: 

_________________________________________________________________________________  

_________________________________________________________________________________  

_________________________________________________________________________________  

_________________________________________________________________________________  

_________________________________________________________________________________  



THE MORAY COUNCIL 
Environmental Services - Roads Maintenance 

CUSTOMER SATISFACTION QUESTIONNAIRE 
                                            

                                             Elgin – Linksfield Place 

Name: Date: 

Address:  

We are about to undertake improvement works in your street/road.  Once the 
works have been completed we would like your opinion in respect of the 
questions below.  Please tick the appropriate boxes, add any comments and 
return this form in the SAE envelope enclosed. 

Do you agree that the works were necessary  Yes No

How satisfied or dissatisfied are you with:- Very 
Satisfied 

Satisfied Dissatisfied Very 
Dissatisfied N/A

Advance notification of the works 

The ease of obtaining information on this service

The politeness of staff Site Staff 

Office Staff 

The helpfulness of staff Site Staff 

Office Staff 

Any queries resolved to your satisfaction 

Maintenance of access to your property 

The standard of the completed work 

The overall service 

Any comments: 

_________________________________________________________________________________  

_________________________________________________________________________________  
















