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CANNOCK CHASE COUNCIL 
SCRUTINY 

11TH NOVEMBER 2008  
REPORT OF CHIEF EXECUTIVE 

OPPORTUNITIES FOR CONSIDERATION FOR CONSULTATION  

1. Purpose of Report

1.1 With regard to the last Scrutiny meeting of 22nd September 2008, information was requested at 
that meeting to submit further recommendations to the committee on the following points: 

• Increase the publication of ‘Chase Matters’ to four editions per year. 

• Ideas for touch screen questionnaires to be sited in 3 of the Council’s offices. 

• Investigation to be undertaken into the possibility of introducing a telephone questionnaire to be 
undertaken by residents when telephoning the council. 

2. Recommendation(s)

 
2.1 That members note the options appraisal and associated costings 

following Scrutiny resolution on 22nd September and determine which 
options (if any) they wish to propose to Cabinet for further consideration. 

 

 

 

3. Conclusions and Reason(s) for the Recommendation(s) 

3.1 That Members consider the options detailed in this report to increase the effectiveness of our 
consultation process with the aim of increasing our customer satisfaction and efficient service 
delivery.   

4. Key Issues 

4.1 Chase Matters is currently distributed within the District twice a year to over 42,000 
households. Plus there are 2,000 magazines placed at strategic points across the District; 
including libraries, district offices and doctors surgeries for example. 

4.2 By increasing Chase Matters to four times per year we would benefit from economies of scale 
and also increase promotion of good news stories and awareness of the Council on a more 
regular basis. 
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ENCLOSURE 6.2 

 4.3        The introduction of Touch Screens and telephone questionnaires will increase effective 
consultation within the Council to assist in decision making on strategies, policies and priorities 
and by building stronger relationships with its residents.    

 

 

REPORT INDEX 

Background Section 1 

Details of Matters to be Considered i.e. Options Considered, Outcome of 
Consultations etc. 

Section 2 

Contribution to CHASE Section 3 

Financial Implications  Section 4 

Human Resource Implications  Section 5 

Legal Implications  Section 6 

Section 17 (Crime Prevention)  Section 7 

Human Rights Act Implications  Section 8 

Data Protection Act Implications Section 9 

Risk Management Implications Section 10 

Equality and Diversity Implications Section 11 

Other Options Considered Section 12 

List of Background Papers Section 13 

Annexes to the Report i.e. copies of correspondence, plans etc. Annex 1, 2, 3 etc 

Report Author Details: (name, title and extension number)  
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Section 1 

Background 

Increase Chase Matters  

There are five newspapers covering Cannock Chase District and just one Communications Officer to 
manage the Council’s reputation with all print and broadcast media.  This means that proactively 
promoting the Council through the generation of good news stories on an ongoing and strategic basis, 
that best reflect the council and that the media would feature, is neither realistic nor achievable.  To 
enable us to achieve this, proposals to increase Chase Matters to four editions per year should be 
considered, please find below the benefits that two extra publications will achieve: 

• Publish more good news stories 

• Raise awareness of the Council and its services more regularly 

• Cost effective way to consult with the public  

• Two way communication offering feedback from our residents  

• Chase Matters has been short listed for a national award  

However, we must consider the complexity that increasing Chase Matters will bring: 

• Extra costs; to publish four editions will cost an extra £13,000 

• We have seen low response rates on our recent budget consultation as below 50 responses 
were received; however, this may have been due to the competition prize not being suitable 
for all ages. 

• It should also be considered the extra human resource that would be needed to publish two 
extra publications of Chase Matters 

Touch screens  

Touch screens are an input device that allows users to operate a PC by simply touching the display 
screen.  Touch screens can be used to display information, slideshows and videos, but also can be 
interactive and be used for questionnaires/surveys, payment services, access email and websites for 
example. 

There are three ways identified to deliver this service, which include: 

• To purchase Touch Screens directly 

• Post Office – Community Canvass 

• South Staffordshire PCT – Elephant Kiosks 

Below is a list of comparisons between the three identified options for improvement: 
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To purchase Touch Screens directly would offer the following benefits to the Council: 

• Give instant feedback to questionnaires and surveys 

• Reach the hard to reach groups 

• Would improve response rates compared to mail surveys 

However, purchasing the screens ourselves would also have some disadvantages: 

• Un genuine responses cannot be avoided with public access devices 

• Expensive – to purchase three devices with software and training would cost in the region 
of £9,500 

• Political implications after recent press on our current financial situation 

 

 The Post Office has just finished a pilot scheme called Community Canvass for the introduction of 
Touch Screen Kiosks into local branches to carry out public consultation for Councils.  This is just a 
pilot scheme at the moment and there are currently no touch screens within Cannock Chase District. 

 The benefits to the Council using this scheme would include: 

• A flexible service 

• A Council Officer would control who we target, what we ask and how (Post, email or kiosk) 

• There is evidence to show response rates are increased (Sedgmoor Council saw a 98% 
increase in response rates on this years Budget Consultation using the Kiosks) 

• We can reach the traditionally non included and hard to reach groups 

• You can gain real time results and reports 

• Can offer other Council services such as payments 

 

As with all options there are some disadvantages to using the scheme which are: 

• Costly – To run 15 Touch Screens for 4 weeks which is the minimum requirement would 
cost around £9,000 

• Reliance on a third party 

• Availability and reliance of a system we do not control 

• Security of data 

• Political sensitivity of Post Office closures 
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• Un genuine responses cannot be avoided with a public access device 

• Criteria is that the Council would have to agree to a minimum of 15 kiosks for a minimum of 
a 4 week campaign 

• The scheme may not progress as it is only a pilot currently 

 

 South Staffordshire Primary Care Trust has recently introduced “Elephant Kiosks” which are Touch 
Screens as part of a bid to improve public access to information and community engagement.  They will 
be sited at prime points across the area providing a range of information for the wider community.  The 
project will also support community engagement by promoting consultations. 

 The PCT are happy for Cannock Chase Council to use their Elephant Kiosks as an option for 
improvement, they will have several sited within our district:  

• Cannock Police Station 

• Cannock Hospital 

• Cannock College 

• Chase Leisure Centre 

• Cannock Children’s Centre 

• Cannock Library 

• Sandy Lane and Hednesford Health Centre’s 

 

 There is already a link to the Councils website on the Elephant Kiosks free of charge, we would be also 
allowed to run basic yes/no surveys from this also free of charge but we must have a network point to 
enable us to do so. 

   This option would have many benefits for the Council, including; 

• It is an established project, all major background and leg work has been completed 

• Initial costs have been covered by PCT 

• The Touch Screens are already sited within the area 

• Shared annual costs 

• Reach the hard to reach groups 

There are some disadvantages to using this option, which are outlined below: 

• We will be limited to consultations with a health theme 
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• Touch Screen kiosks may not be sited where we would require or need them 

• Control of data collation  

• The Council would not have control of the content of the screens 

 

Telephone questionnaires 

Information was also requested on introducing a telephone questionnaire to be undertaken by residents 
when telephoning the Council. 

Our current telephony supplier (Macfarlane) have an add on survey module that we can purchase, it 
works on an automated basis;   

• When the caller rings in they will be given an option of taking part in a survey 

• If they agree they will press 1, for example 

• The caller’s telephone number is registered on the system and they will automatically rejoin 
the queue waiting to be answered. 

• Once the caller replaces the receiver at the end of their call, the computer system will call 
them back (at our cost) to take them through the preset questions 

This system will benefit the Council by: 

• Having instant feedback from survey’s and questionnaires 

• It offers a cost effective solution for consultation 

 

However, this type of system does have some disadvantages: 

• Initial up front cost is expensive – the add on module to our existing system is £14,000 

• This type of system is generally disliked by the public 

• It is less personal and has limited response rates 

Section 2 

Details of Matters to be considered 

To consider the above proposals, options and information as requested. 

Section 3 

Contribution to CHASE 
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Effective consultation contributes significantly towards the council’s vision and is a cross cutting priority 
across all 5 chase objectives.  The Council’s corporate plan 2007/10 promises to build an excellent 
Council, known for excellent services and delivering value for money.  In order to improve our services, 
we need to engage with and consult our residents. 

Section 4 

Financial Implications 

There is currently no provision in the General Fund Revenue budget to meet the cost of any of the 
enhancements referred to above.  Any enhancements will need to be considered as growth option as 
part of the Delivering Change process for 2009-10 to 2011-12.  In the current financial climate it is 
unlikely that any growth options will be approved unless compensating savings can be identified to 
offset the additional cost  

Indicative costs for each proposed enhancement are as follows : 

 

• To increase Chase Matters from two editions to four editions would cost an additional 
£13,000 

Editions per year Total Costs per year

Current – Budgeted cost - 2 editions  £15,000 

Enhanced cost - 4 editions £28,000 

 

• The following indicative costs are to purchase Touch Screens; price includes Touch 
Screen, (using the cheapest quote), survey software called Viewpoint which is already 
being used within the Council, training session on the software, together with licence and 
device fees. 

Quantity Total Cost per Kiosk

1 Kiosk £3,800 

2 Kiosks £6,650 

3 Kiosks £9,500 

  

• Indicative costs for “Community Canvass” run by the Post Office 

Cost/Criteria Total Cost – 4 week campaign 

15 kiosks  @ £150 per kiosk, per week £9,000 

 

File Reference  Page 7 of 9 



ENCLOSURE 6.8 

 

• Indicative costs involved for the introduction of telephone questionnaires would be as 
follows:  

Product Cost

Macfarlane Customer survey Module £14,000 

 

Section 5 

Human Resource Implications 

ICT resources would be estimated at 1 day for setting up a system using a USB connection and 5 days 
resource for the setup of a network system.  

 

Section 6 

Legal Implications 

There are no identified implications arising from this report. 

Section 7 

Section 17 (Crime Prevention) 

There are no identified implications arising from this report. 

 

Section 8 

Human Rights Act Implications 

There are no identified implications in respect to the Human Rights Act 1998 arising from this report. 

Section 9 

Data Protection Act Implications 

Data Protection implications will be dependant upon information intended for collection and its nature.  
Data Protection implications may therefore apply. 

The Information Manager must be consulted regarding type and quantity of information to be collected. 

The Information Manager must be consulted regarding any Data Protection fair processing notices 
which may be used. 

Section 10 
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Risk Management Implications 

Issues to consider: 

• Ensure security of data collected particularly in relation to personal data is only accessible 
to relevant employees of Cannock Chase Council.   

• Ensure security of software to avoid hijacking of the Council website or any partners that 
may be included in the future and downloading of any data from these websites. 

• Ensure equipment passes relevant safety standards. 

• Location of Kiosks; ensuring positioning will not allow water ingress or present a potential 
fire hazard.  

• Ensure safety of Kiosk; i.e. no sharp corners on which children or adults could accidentally 
injure themselves. 

• Ensure Kiosks are bolted down firmly in case they fall and cause injury. 

Section 11 

Equality and Diversity Implications 

To be ensure that the introduction of Kiosks will be Disability Discrimination Act (DDA) compliant and 
are accessible to all members of the community including disabled access.   

Section 12 

Other Options Considered 

None 

Section 13 

List of Background Papers 

None 

Annexes 

None 

Author 

Gayle Routledge, Consultation Officer, Extension 4495 
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