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Q
So I've got a series of questions and the first ones are rather introductory. So for the record could you let me know the department you’re in and the role you fulfil in that department?
B13
Okay my name’s [B13] I'm head of strategic planning, policy and performance in city development which is part of [Council 1]. In the context of what we're talking about probably the area of work that I'm involved in is I lead to the directorate on the implementation of the customer strategy as a member of the customer strategy board which is a corporate board. That’s only a small part of my remit but I think it’s the relevant part to what we're going to talk about.
Q
Okay that clarifies things and can you tell me if you have used any social media or web data analytical things before?
Q
No.
B13
No, personally no. I've been aware of the results from some but I haven't actually used any.
Q
Okay so most of the material in that report was rather new in terms of…
B13
I'm broadly aware of it but specifics yes quite new.
Q
Okay so the first question is rather general what did you get out of this report having read it?
B13
Honestly?

Q
Yeah.

B13
I thought it was a good piece of academic research. I'm probably a little bit sceptical as to how I could actually use it to benefit the work that I do.

Q
Okay. So I now have a series of questions and we can explore that actually.

B13
Okay.

Q
So did any of the findings in this report appear  valuable to you?

B13
As a starting point I think there were some useful indications.

Q
Feel free to flick through it if you need a reminder.

B13
Well I've got some I've put notes on.

Q
Okay. 

B13
Sorry go back to the question again.

Q
Yeah did any findings appear valuable to you in the report?

B13
I think the two examples that you focused on in terms of budget cuts and health inequalities showed very different levels of results. What that demonstrated to me is that this type of data analytics is very difficult for, let’s say, the ordinary person to use. I think you need to be probably quite skilled or at least quite experienced in using the various different products that this used some of, because there are lots of others aren’t there, before you get to a point where you can actually use it in I suppose a development sense where we've got something that we're looking to do, engage more with what’s actively being said and then take that on board. I didn’t get the feeling from reading the report that it was an off the shefl solution.  

Q
Why is that so? Could you think of some particular examples that you couldn’t really relate to in the report?

B13
Not immediately.

Q
Okay. So they wouldn’t be very useful in your job specifically these types of insights in the report?

B13
I think the difficulty is and I think the report probably brings it out that to get down to specific local issues is quite difficult. I think, like the report said, the budget cuts is very much a national issue, then we have the local news article that was quite evocative in terms of getting people wanting to pass commentary on it and it caused a huge spike in the results. If we were using that for example we’d have to try and take that spike out and see what the general feeling was, or react to that spike in a particular way. The difficulty is I think that a lot of the topics, let me try and think of an example, let me give you an example of something that we do, if we're doing a major development project in the city centre which is typical of the work that we do in the directorate, we may well, or we will have to consult with the public and get public views. So one of the things that’s ongoing, or that's just actually come into…last Saturday was the wellbeing centre at [Site 1]  which is part of the Let’s Get Active, which is linked into, or as we would see linked into health inequalities. If I wanted to see what the level of public commentary was around that in this way it would be quite difficult for me to actually get into that level of information that I could then make useful. Does that make sense?

Q
Yes. So it’s about a difficulty around isolating or sifting what is relevant from what is not relevant on a particular local issue then?

B13
Yes. I mean I think the information is very good, how much we can actually use it at the level that it’s at I think is probably less helpful other than maybe a general awareness. Sometimes we have to deal with specific subjects and specific topics and they usually come through via complaints. So somebody will usually complain about something and we’ll have to pick that up and deal with it. Through consultation we’ll get positive and negative and we can build that into the decision making process. What this does is this picks up on a level of sort of background noise and that's useful but it’s also quite difficult to get the context for it. 

Q
Yeah absolutely. Has this report been circulated in any way within the broader organisation at [Council 1]?

B13
I don't know. I think your contact was [Colleague 1]? 

Q
Yeah.

B13
[Colleague 1] would be able to say whether it has. Certainly as far as I'm concerned at the moment, and I got it from you a few days ago, it’s not gone any further than me in my directorate.

Q
Okay the reason we're asking this question is to see if there are any practical outcomes out of this, for example,  some people from customer services came to the workshop we did which was part of a project and they kind of used the report to inform their new web team based there, so not in a very kind of elaborate way but just to have a feel of what’s out there and what potentially in the future could be done.

B13
Yeah, yeah. I know that certainly the customer services area are doing a lot more. I mean they’re leading on the work as they should be, they're leading on social media accounts it’s one of the areas that we're looking at at the moment to see what the implications are for the council, how it works, what we need to be aware of, what we need to be careful of and what we need to embrace as a way forward and that's not something that my directorate would lead on it’s something that we would use and develop. 

Q
Yes definitely. So you wouldn’t see much scope within city development for the use of these types of insights generated with these types of tools, the digital web analysis tools?

B13
I'm not saying that I wouldn’t see any. I don't think that it would be at the forefront of what we do. I don't think we’d say, “Right we've got to consult so we’ll use one of the data trackers and see what people are saying be that good or be it bad because that might be that we're behind the times and we're not doing something that we should be doing but at the moment where we are in terms of development of the organisation I don't think it’s something that we’d immediately jump to using but as I said that's not to say that it can't be a part of it or that it shouldn’t be a part of it.

Q
Okay so it’s not to be excluded if channel shift continues in a form that these types of things could be explored then?

B13
Yeah I think so. One of the things that came out a little while ago was that I think it’s within ten years we’ll have five generations in the workforce, something like that and the different generations that are about have very different approaches to things like social media and we can't afford to close any doors. I'm not sure in terms of development of the organisation that we're at the right point even with this sort of information I think we lag a bit behind but at the moment as things stand I don't think I could go into our leadership team in the morning and say, “I've got a solution here for us,” ((laughs)) I don't think we're quite there yet.

Q
Okay. Then I have a question about the report again, how did the findings here compare  to your existing knowledge and perceptions? For example in the two topics explored, budget cuts and health inequality?

B13
In terms of budget cuts we've still got two levels in the council, we've got the cuts that affect the council as a whole and then the cuts that affect the directorate in particular. So each of the directorates will have their own pressures. The pressures that we have I couldn’t tell from this report whether any of those pressures were in the public mind or not. Interestingly either last week or within the last ten days there were some newspaper articles about public perception of whether we’d noticed any improvement or deterioration in public services as a result of the budget cuts and the headlines of the articles were that people had thought libraries, for example,  had improved. That was a piece of national research and it was media headlines - that might be of interest in city development if we’d got the local information. So in terms of the information from here, that's what you’d asked me before I started waffling along, the level of the information in here is only an indication, I think on both of those topics. I mean the health one didn’t seem to have very much content to it at all. The budget more so but in a general way.

Q
Okay. And we've already touched on the next question which is about how these kind of findings compare with other ways your directorate in particular generate data, so you've said that for example in a consultation you would get positives and negatives and there are complaints that bring forth the negatives and this would be a broader contextual background buzz then that would…

B13
Yes I think it would. Quite often because of the political arrangements that we have within the council projects would be brought forward by officers and it would have then to go through the governance arrangement of members decision making. Part of that process has got to be about consultation to a varying degree and part of that then will cause complaints or compliments, “Yeah I think this is a brilliant scheme,” all of that will get built in but it will be probably quite specific to that particular project. One of the things that we get which is a more general difficulty could be to do with an equality issue, say it could be to do with disability and disabled access for example. There might be a perception that shared services, you know where you have a service that's  used by say cyclists and pedestrians, something like you have on pavements, is a problem. That might be a perception. To be able to do something from that we would have to then take that down to specifics. So whereas this might in that context if you’d asked the question about disabled access instead of health inequalities, just for example, the information that you would get would probably be a background or a starting point and may not be specific whereas what we've got is perhaps a specific item to do with the service. For example they might say the access to this building isn’t right, I'm sure it is but that might be something that's blogged about or that's put on forums or that's tweeted about or something like that and I think the difficulty for me is first of all identification of it and then secondly is it something we can act on or is it background noise? 

Q
That makes perfect sense. I mean it’s exactly one of the things we've struggled with producing this report and experimenting with the tool. The looming question we've had is do we get so few results about some of the topics because we can't locate them or is it because there's not actually that much said about those and it’s very hard to answer that question actually.

B13
Yes I mean sometimes particularly if you're doing the work with the council we use a language that's not all that accessible. Health inequalities might not mean the same thing to ten people in a room, you know, if you asked each one of them what it meant, in fact it’s probably unlikely that they would all say the same sorts of thing so if the searches are looking for that particular phrase or word or whatever it might not be hitting it.

Q
Yes absolutely. With one of the partners in this project was [Museum Partner] and they gave us a list of keywords that was extremely general so we had the opposite problem we found it too general.

B13
Like ((0:17:35?)) ((laughs))
Q
Yeah. Whereas at least the council list was at points extremely jargony, it was about specific boards within the council and some policy documents so it was quite a tricky thing.

B13
I can imagine. It’s quite difficult picking through reports sometimes you know ones that we've done for ourselves.

Q
The other question I have is whether other people in the organisation would find these types of findings useful?

B13
My role in city development is quite general in a lot of the other areas that I work in so I think probably the comments that I've made specifically would apply across the directorate. If I'm perfectly honest and I usually am I'm  having difficulty getting some of the officers to accept or to approach what shall we say more modern ways of gaining intelligence with some reticence and I think at the moment you would probably get the same as I would summarise, it’s very interesting, it’s a good piece of academic work, I can see it very useful as providing additional context but in terms of actually being something that I could say, “Ah right well with this project this is the way I need to go to get to where I want to be,” it doesn’t do that and I think that would be a general view in the directorate.

Q
Okay, that's very interesting you say that because not only from [Council 1] but also with our other partners [Council 2] and [Museum Partner] we got a range of views, in our meetings with the team we divided them somewhat arbitrarily with the evangelists and the sceptics, some people are confused by the visualisations and the potential and other people are more circumspect.

B13
Which usually makes for good discussion.

Q
Yes but actually the partner that engaged the most with these tools and had a kind of hands on approach were [Museum Partner] and although they were very enthusiastic at the beginning after having played with the tools and worked through the tools for a while they became quite reserved towards them because they had a notion of how hard it can be to exactly do the things we spoke about, find the right keywords, get local content and so on.

B13
Yeah I mean I think that the times that we're in as a council what we're looking for is quick solutions that aren’t particularly resource intensive and I think like I said at the beginning I think with this I think you've not only got to have the knowledge but you've got to have the experience so that when you've done that search and it doesn’t work you know where to go next because I think if we said, “Yeah this is absolutely the way forward,” we’d try it and we’d say, “That didn’t quite work let’s try something else,” try something else and probably like your workshop found at the end of it actually it’s still in the ‘hard’ box, it’s still in the hard to do box rather than this is a good solution. So I'm sorry that's not overly positive about it.

Q
But that's extremely interesting for us at the same time because yeah that's what the project is about, it’s about exploring a broad range of responses towards these types of things. Then I have another, that's the final question I have we've already briefly discussed it but I'll ask it, how much confidence do you have in the findings of the report you read? Do you think they’re broadly representative or not? So confidence and representativeness.

B13
Mm that's difficult. If you’re asking me if I have confidence in the technology to do this that's slightly difficult to whether I think the results are right.

Q
I was more referring to the results but a view about the tools as well would be interesting too.

B13
Well I have confidence in the results. I've no reason to suspect that the results as produced aren’t what they purport to be. So where it shows in one area you've got a very big outward connection I've no reason to suspect that's not right and in another where you've got a good two way connection I've no reason to suspect that's not right. With the technology I've not tested it and I usually if I’m given a view on whether a piece of technology works I usually like to try it because it’s not that I don’t trust it it’s just that I've found in a lot of things that I've done where in simple terms you can ask a question and you get an answer back based on what the person you’ve asked the question believes you’re asking and with technology there's no second question. I don't know whether you know where I'm going with this?

Q
Yeah.

B13
If that's searching for something and it doesn’t find it the answer is nil it’s not, “Are you sure you meant this and didn’t mean this one that's right next to it?” “Ah yeah I did actually.” And that's where the difficulty of actually delving into the search is hard to get to the right place. So I'm slightly more…I suppose what I'm surprised at if I was surprised at something was that there was so little about health inequalities because with the public health coming into the council recently, not that recently now over a year ago, and with the focus that we've got on trying to get people active and trying to improve health particularly in respect of poverty and so on and with that being such a big focus for the council I’m surprised that there wasn't a whole load of stuff going on and my initial conclusion on that, without having obviously gone into detail, would be that maybe we’d not hit the right technological approach to it, the right searches for the right things. So that's the only scepticism I would have no…I'm not somebody who doesn’t rely on those results.

Q
Yes okay. It’s very interesting you say that, it’s something we’d kind of talked about with the participants at the workshop which focused more on the tools and the technology because what happens with many of those tools is that they’ve very often black box, so one, unless you…well some of the producers of these tools don’t even release the algorithms on which they are based so there's no way to know where the tool went to look for, what did it exclude, what did it include. Some of them are quite transparent and do that so you can really track and see what it did but some of them there's no way of knowing.

B13
Yeah that makes it really difficult doesn’t it?

Q
Yeah and also some of them are designed for really global issues and not so much for really local content. So they might go on the big blogs out there, the big platforms but for example [City 1] Forum would be entirely missed in that approach.

B13
Yeah. One question from me the intelligence around which areas you focused on was that supplied through [Colleague 1]’s people?

Q
Yeah.

B13
Essentially yeah.

Q
In the kind of keywords there was a longer list of for example residential care homes.

B13
That's in the appendix at the back isn’t it?

Q
Yes but it was very hard to retrieve anything through that so you might be very right probably we didn’t look at the right places rather than there's absolutely nothing out there, that's my suspicion.

B13
Yeah I mean it’s difficult sometimes because the council is so diverse that although somebody may be leading on something they may not have quite the same connection with the particular topic and I think maybe if you were searching on the active lifestyle side of things of health inequalities there might have been some people in this directorate that could have said, “Oh actually those are the things you want to look at.” But this sort of research can just do that can't it in terms of how many different places you go to. So you've got to keep a lid on it somewhere.

Q
Yeah, these were all my questions do you have any further questions on the report? I'm happy to answer.

B13
Just where are you going next?

Q
Well this was a six month project, I've got extended to eight months but now it’s finishing essentially. There is a possibility some follow up project will ensue but it’s not known yet. I mean my contract ends at the end of October essentially. Currently we’re analysing all the interviews we did and the material we have and we're trying to publish it in journal articles basically.

B13
Oh good. Are you pleased with it?

Q
Yes, yes. It was an entirely new field for me because I finished my doctorate recently but I was in African Studies and public administration in the Congo. So this was a big kind of deviation.

B13
Very different. Good.

Q
Okay I'll stop here then.
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