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Introduction 

A survey was placed in the Summer 2013 edition of Bulletin, which was distributed 
to every household in West Lothian.  
 
The purpose of the survey is to gain customer insight and customer satisfaction for 
Bulletin and to request any suggestions/good ideas for future issues.  
 
To help achieve a good response rate the survey was incentivised - respondents 
were given the chance to be entered into a prize draw with the chance to win a £50 
voucher to spend at a Bathgate restaurant or shop of their choice, supplied by 
Enterprising Bathgate. 
 
Background 
 
Bulletin is distributed to every household in West Lothian (approximately 76,000). 
 
A free quarterly council newspaper targeting householders and families, Bulletin 
provides residents with information on council services, developments and future 
plans, councillors and community information; including activities and general 
advice. 

 
Results 
 
Sample Size 
We received a total of 113 responses out of a possible 76,000.  
 
Sex 

• 30 Males 
• 73 Females 

 
Age groups 

• Under 20: 2 responses  
• 21-35:  13 responses 
• 36-50:  32 responses 
• 51-65:  27 responses 
• Over 65: 28 responses 

 
As Bulletin is targeted at householders and families, the age group breakdown is as 
anticipated, however there was an increased response from the under 20s from 
previous surveys. 
 



Although Bulletin does contain information for young people, the assumption is 
made that the house owner/resident/parent would complete the survey. 
 
Frequency of Bulletin being read 
 
The respondents were asked how frequently they read Bulletin: 
 

• Always: 74 responses 
• Usually: 26 responses 
• Sometimes: 9 responses 
• Very rarely: 4 response 
• Never:  No responses 

 
 Content 
 
 1. Respondents were asked if they found the information in Bulletin easy to 
understand. Respondents were asked to mark the level of understanding from a 
score of 1 to 6 (where 6 is ‘very easy’ to understand and 1 is ‘very difficult’ to 
understand).  
 
Results: 

• 1: No responses 
• 2: No responses 
• 3: 1 responses  
• 4: 6 responses 
• 5: 33 responses 
• 6: 73 responses 

 
2. Respondents were asked to indicate their views of Bulletin on a scale of 1 to 5. 
(With 1 being the most positive score and 5 the most negative. i.e. Interesting = 1 
and Uninteresting = 5). 
 

 
SCALE 

 
1 
 

 
2 

 
3 

 
4 

 
5 

 
SCALE 

 
Interesting 

 
39 

 
23 

 
3 

 
1 

 
1 

 
Uninteresting 

 
Informative 

 
42 

 
10 

 
3 

 
0 

 
1 

 
Uninformative 

 
Well presented 

 
35 

 
9 

 
7 

 
0 

 
1 

 
Poorly presented 

 
Relevant 

 
44 

 
14 

 
8 

 
0 

 
1 

 
Irrelevant 

 
Useful 

 
38 

 
14 

 
5 

 
1 

 
2 

 
Not useful 

 



3. Respondents were asked if they thought Bulletin provided sufficient information 
on: council developments, plans for the future, Councillors, local communities 
council services and welfare reform. 
 
Results: 
Results show the amount of respondents that agree we provide sufficient 
information. 
 

• Council developments: 100 responses 
• Plans for the future:  95 responses 
• Councillors:   97 responses 
• Local Communities:  95 responses 
• Council services:  73 responses 
• Welfare Reform:  80 responses 

 
4. Respondents were asked if they subscribe to any of the council’s e-newsletters or 
social media accounts. 
 
Results: 
Results show that each of the council’s e-news and social media outlets are 
subscribed to by Bulletin readers, including the council’s website. 
 

• eAlert   8 responses 
• eBulletin  12 responses 
• Cutting Edge  1 response 
• Facebook  23 responses 
• Twitter   7 responses 
• YouTube  3 responses 
• Other (inc. Website) 7 responses  

 
5. Respondents were asked if they had found any recent articles/features in Bulletin 
particularly interesting. 
 
Results: 
Respondents found the following articles/topics of interest: 
 

Article name               issue/page 
• What’s on      67/9 
• Help to find a Trusted Trader    67/13 
• Fairytale shoe wins design challenge   67/6 
• Your 2013/14 council tax    66/6-7 
• Gardens winners are blooming marvellous  66/5 
• Understanding benefit changes   66/10-11 
• Bulletin Sports      back pages 
• Recycling gets street cred    67/14 
• Food waste scheme starts    67/4 



• Clear idea for glass recycling    67/4 
• Winter Ready      65/14-15 
• Feeling well – (mental health)   67/15 
• Pointing out the dangers    67/5 
• Enterprise area is just the job    67/2 
• Armed Services coverage    67/3 
• Top 5 free things to do in West Lothian  67/9 
• You’ll have a hoot     67/1 
• News in brief      67/12 
• Fairtrade focus     67/15 
• Summer Fun      67/8-9 
• Court advice project launched   67/12 
• Building for the future    67/4 

 
Suggestions & Improvements 
 
Respondents were asked if they could suggest any improvements or changes to 
Bulletin. 
 
Comments from respondents:  
 
Content: 

• More telephone entries for competitions 
• Information about roles of councillors and their surgeries 
• Crossword/puzzles section 
• Local clubs and activities 
• More health and well being articles 
• More information on older people’s services/activities 
• General news 
• List of useful phone numbers – including local charities 
• More local information 
• Residents’ input 
• Less councillors “grand-standing” 
• Information for single people – clubs/activities etc 
• Information on the advantages of Credit Unions 
• More on education 
• More on future developments 
• More offers from visitor attractions in the West Lothian area 
• Kids section 
• Personal interviews with local councillors 
• Recruitment section – jobs and apprenticeships  
• more competitions with a chance to win tickets to local attractions 
• More school information 
• Less photos of councillors 

 
 



Format: 
• Use cheaper paper 
• Make it larger 
• More modern looking 

 
Positive feedback:  

• It is a brilliant paper 
• I think that balance of articles is about right 
• I am overall very satisfied with the layout of the bulletin 
• I am very happy with Bulletin 
• Bulletin is good; it covers lots of subjects that should matter to West Lothian 

residents 
• Bulletin is well laid out, very informative, interesting and colourful 
• Please continue to use the good quality paper on which Bulletin is printed 
• You do an excellent job. 
• It seems to cover everything I am interested in. 

 
 
Overall Quality & Satisfaction 
 
1. Respondents were asked to rate the overall quality of Bulletin. 
 
Results: 

• Excellent:  58 responses 
• Good:   46 responses 
• Adequate:  2 responses 
• Unsatisfactory: 2 responses 

 
2. Respondents were asked to rate their overall satisfaction of Bulletin. 
 
Results: 

• Very satisfied:  68 responses 
• Satisfied:  38 responses 
• Unsatisfied:  2 responses 

 
 
Analysis 
 

• Approximately 71% of respondents are female. This could either demonstrate 
that females tend to read Bulletin more than males; or it could demonstrate 
that females tend to fill in surveys more than males. The percentage of males 
responding (29%) is up from previous surveys – 16% in 2010/11 

• 54% of respondents are over the age of 51; 44% were between 21 and 50; 
and 2% were under 20. This demonstrates that our target audience of 
families, home owners and older people is being reached but also that 



younger people are also reading. 2% being under 20 is an increase from both 
the 2009 and 2010/11 surveys 

• 66% of respondents always read the newspaper and 26% usually read the 
newspaper. This demonstrates that residents, who do read Bulletin, always 
read Bulletin, which infers that it is engaging them. 92% of respondents 
either ‘always’ reading or ‘usually’ reading Bulletin is in line with 2010/11’s 
results although those ‘always’ reading are down from previous surveys 

• 94% of respondents find the information in Bulletin very easy/easy to read 
(scoring a 5 or 6 on the scale). This is slightly down from 96% in 2010/11 

• Overall respondents answered positively on the scale for content being 
interesting, informative, well presented and relevant with the majority (84%) 
grading us with a 1 or a 2 for each category. This is a 2% increase from 
2010/11 and also takes into account the responses for ‘welfare reform’ which 
is a new addition to the 2013 survey 

• 88% of respondents think sufficient information is provided on Council 
developments; 84% on Plans for the future; 85% on Councillors; 84% on Local 
Communities; 64% on Council services and 70% Welfare Reform. 64% on 
Council services is the lowest percentage, which is a break from the 2010/11 
survey where information on Councillors received the lowest percentage at 
66% 

• Suggestions and improvements from respondents contained a few patterns: 
 

- Respondents in the over 65 group tended to request more 
information for pensioners and respondents in the 21-50 age group 
requested more information about children and activities and events 

- Respondents were keen to have an interactive fun area –crossword 
etc – 8% of comments 

- 2 responses were critical of the high quality paper that Bulletin is 
printed on; however one response praised the paper quality. This 
trend has developed through 2009, 2010/11 surveys too 

- 5% of respondents said that they would welcome a section for 
employment opportunities in West Lothian; both jobs and 
apprenticeships 

- A number of responses (15%) said that they would welcome more 
specifically local information 

- Overall, only 8% of responses could be seen as critical of Bulletin; with 
the vast majority offering reasonable suggestions or praise 

 
 
Responses 
 
In response to requests for more health and wellbeing articles, Bulletin has teamed up with 
West Lothian Leisure and developed a permanent back page to cover health and wellbeing. 

 
 
Actions 



 
Moving forward, in response to the following survey responses: 

• Local clubs and activities 
• More information on older people’s services/activities 

 
An appropriate action would be to introduce a small feature on one club/group in each 
edition. One edition could cover health, one education, one sport, one charity etc. This 
would still allow us to tie in some of our important messages. 
 
We could also consider if we are able to commit space to re-introducing the crossword or a 
similar puzzle. There are calls for it in the survey responses and it would add longevity to the 
publication as people would be more likely to keep it around for longer. 
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