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Section 1                          Executive Summary 

 

This is the second annual report of the Macmillan Cancer Information and Support 
Service (MCISS), based in Campbeltown Library. The pilot service was tasked with 
developing the resource in two locations, Campbeltown Library and Rothesay 
Library over a two year pilot period from Feb 2013. 
 
The service is integrated into Argyll and Bute Council’ s Library Service and staffed 
by Deirdre Henderson (Service Manager) and Chris Holden (Volunteer Co-
ordinator).  The service is supported by local geographic Operational Groups and a 
more strategic Steering Group. 
 
The first year of the service focused on developing joint policies and practices that 
met the needs of all the core partners involved as well as developing the pilot 
services, with the communities that they serve. This second year has focused on 
supporting the services to build capacity, utilising opportunities to promote the 
services, and evaluating the pilot service, with the potential for rolling out the 
services across Argyll and Bute. 
 

Section 2                          Introduction 

After two years of building a strong partnership vision with the core partners for the 
service, Campbeltown and Rothesay Libraries were selected as pilot locations for 
the MCISS for as they have space, they are part of multi-purpose buildings where 
other beneficial health related activities can be accessed and they are within 
relatively defined geographic areas which will allow robust and meaningful 
evaluation. Libraries are neutral and accessible community spaces with good 
opening hours and libraries are already well known as places to find information.  
 
The MCISS drop-in areas consist of information displays which blend in with the 
existing library furniture coupled with a relaxed and informal seating area within the 
libraries which allow for quality information to be available whenever the libraries 
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are open, and weekly drop-in sessions offering volunteer run listening ear support, 
guidance on the information, and signposting to specialist services. 
 

Section 3       Relevant Population Information 

Argyll and Bute is a large geographic area covering 9% of Scotland’s land mass, 
with five towns, numerous villages and 23 inhabited islands. It is the third most 
sparsely populated area in Scotland with access to services being a key indicator of 
disadvantage. ‘Remote rural’ areas account for over 96% of Argyll and Bute’s total 
land area. 
 
Argyll and Bute has a higher than average older population and a lower than 
average younger population. This might account for higher than average levels of 
cancer diagnosis. 
 

                    
 
 
The 2010 National Records of Scotland projected that by 2035 the area’s 
population would change by: 

 An increase of 9.8% in the number and proportion of people of pensionable 
age.  This figure takes account of changes in pensionable age.  

 An increase of 73.6% in the population aged 75 and over. 
 
Each of the library based services has a catchment area of approximately 7,000 
people, with Rothesay Library’s catchment covering the 47 square miles of the 
Island of Bute and Campbeltown Library’s catchment area covering 324 square 
miles, including an island community. With travel between the two service locations 



Argyll and Bute Libraries  
Macmillan Cancer Information and Support Service 2014 -15   4 

being just under three hours each way, utilising two ferry crossings, there are times 
when the weather has meant the cancellation of planned promotional and support 
activities. 
 

Section 4                          Service Aim, Objectives and Expected Outcomes 

The MCISS aims to improve the quality of life of people affected by cancer, through 
the provision of supported access to information, emotional and practical support 
for people living in Argyll and Bute.  
 
Key Service Objectives and Outcomes: 
o To develop a successful practical model of good practice for cancer 

information and support, including drop-ins with volunteers, in Campbeltown 
Library and Rothesay Library 

o To support service users living with and beyond cancer who have a range of 
physical, practical, emotional and financial needs  

o To enhance the skills and confidence of volunteers in supporting people 
affected by cancer 

o To build partnerships and raise awareness of all aspects of cancer and its 
prevention in the community by adopting a community development approach 
to encourage early diagnosis, healthier lifestyles, better quality of life, and 
community cohesion 
 

Section 5                          Activity Analysis 

The service runs two weekly drop-ins: 
Kintyre (Campbeltown Library): - Thursdays 11am – 3pm 
Bute (Rothesay Library): - Tuesdays 11am – 1pm, 2pm - 3.30pm  
 

Summary April 2014 – March 2015 Kintyre Bute Total 

Total number of visits 125 45 170 

First time visits   94 32 126 

    

Total number of female visitors   79 38 117 

Total number of male visitors   46   7   53 

    

Service User    

Person who has cancer 21 18 39 

Person who had cancer 22   8 30 

Carer   6   1   7 

Health Care professional   3   1   4 

Social Care professional   4   1   5 

Family 35 10 45 

Friend 10 10 20 

General Public 8 1 9 
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By far the largest number of people primarily wanted to talk (103) with the biggest 
element of practical support being to find out about ‘local information / support’ (64). 
Enquiries about ‘living with cancer’ (27) and ‘end of life’ issues (25) were also 
prominent.  
 
The 18 volunteers have donated 1,980 volunteer hours to the service over the year. 
This mainly includes running the drop-in sessions, but it also includes attending 
training and bi-monthly support meetings. While most enquiries have taken place at 
the weekly drop-in some have taken place in the community. The majority of the 
enquiries occur with staff out and about in the communities, or in the office. These 
give Campbeltown’s figures a disproportionately higher number of enquiries.  
 
Although 18 volunteers have been recruited, due to personal reasons the pool of 
volunteers has reduced, and at times staff have had to cover drop-in sessions. 
 
The data suggests that when a new service opens the publicity from the launches 
increases the numbers of enquiries, then the services can go through periods that 
are very quiet, followed by being busier again. Therefore, after the initial 
promotional and networking phase of developing the services with key 
stakeholders, including the wider public, the staff have focused on supporting and 
motivating the volunteers delivering the weekly drop-in services and looking for 
opportunities to work with local partners to raise awareness of the services. 
 

Section 6                          User Feedback 

With the evaluation of the pilot services by the University of the Highlands and 
Islands, service users’ views have been recorded. The evaluation looked at the 
views of partners, volunteers, staff, service users and the general public in the two 
pilot locations.  
 
It found that volunteers valued the training given and the support of the staff to 
prepare them for their roles, and give ongoing support. The volunteers felt that as 
many of them had experience of cancer it gave them empathy and confidence to 
support service users. 
 
            
 
 
 
 
 
 
 
 
 

 

‘’Easy to talk to volunteers, no 
awkward questions, no 
pressure. [It’s] nice because 
people understand what 
you’ve been through.’’ A 
service user talking about the 
volunteers 
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Service users highlighted that they liked the relaxed atmosphere of the drop-in 
areas, and they valued that, living in small communities, they were not seen as 
attending a medical service. They also appreciated that the volunteers had a good 
understanding of the feelings and issues that could surround being affected by 
cancer, which made  
 
it easier for them to talk openly. Some service users liked that they could just take 
information without needing to speak to anyone. 
 
“Stress made me ill – my stress was helped by talking with someone.”’ A 
service user 
 
‘’Now I feel I’m not alone – I realised other people are going through cancer 
and we can share experiences.’’ A service user 
 
“[a benefit was] finding someone who could help us find somewhere to stay 
in Glasgow – you’re not in a clear mind to organise yourself if you or your 
partner has had a diagnosis.” A service user 
 
As a new concept in the libraries some people have been less clear about the role 
of the service as Macmillan Cancer Support has a strong identity to fundraising, 
especially for medical professionals, such as nurses. 
 
From the interviews with stakeholders, service users, volunteers, staff and the 
general public, the Evaluation Team from the University of the Highlands and 
Islands assessed that the service was meeting the needs of people affected by 
cancer in the pilot areas. More detailed information on their assessment on how the 
services meets the Macmillan Cancer Support Quality Standards for Information 
and Support can be found in Appendix 1. 
 

Section 7                         Other Service Activity 

Partnership Working: 
 
The service is working in partnership with Cancer Support Scotland to recruit 
Complementary Therapists and Counsellors volunteers to provide these services 
alongside the MCISS. This has proved difficult in areas where finding enough 
people with the relevant qualifications is not always possible. 
 
Promotion: 
 
Ongoing promotion is a key part of the service development and delivery. The 
Service Manager regularly attends key partnership groups in the pilot areas, or 
supplies updates to keep local, informal partners updated and respond to potential 
joint activities. Updates on activities and national health awareness campaigns are 
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regularly posted on the Facebook pages and the Argyll and Bute Council website. 
 
One way to raise awareness of the service in the sparsely populated areas has 
been to work with community councils, health practices, community groups, 
agencies and businesses to host wall mounted branded leaflet holders and posters 
in their locations. There are 26 wall mounted information points that stock leaflets in 
the communities in health centres, community halls, supermarkets and businesses. 
This partnership approach has contributed to the service being awarded the Bronze 
Award for Partnership Working at Argyll and Bute Council’s first internal awards. 
 

                           
                           
      Co-op checkouts                 Bluebell Café Toilets              Webhelp Staff Room 
            Rothesay                           Campbeltown                              Rothesay 
 
The service has contributed to developing good practice for Macmillan Cancer 
Information and Support Services nationally though sharing good practice in Mac 
Voice, Macmillan Cancer Support’s quarterly magazine for their health 
professionals. The service has also presented what has been learned in setting up 
and running the service, using community development methods that are outlined in 
the Macmillan Cancer Quality Standards, to existing and new services from across 
the UK. An Abstract Poster summarising the service was selected by NHS Highland 
for display at the annual NHSScotland Event for health professionals. 
 

Section 8                         Learning and Development 

The staff regularly attend the quarterly meetings for managers of MCISSs in 
Scotland and undertake opportunities for further learning opportunities provided 
through the partner agencies and other organisations. Relevant learning and 
development opportunities are highlighted to the volunteers through email and at bi-
monthly volunteer support meetings.  
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Section 9                         Future plans and targets 

After the independent evaluation, Macmillan Cancer Support has invested another 
£300,000 to roll the service out across all the libraries in Argyll and Bute, as well as 
on Islay and Mull, where no fixed libraries are located. In addition to the roll out of 
new services, the service will pilot the new Volunteer Quality Standards (MVQS).  
being developed by Macmillan Cancer Support. 
 
The role of the volunteers will be developed over the next 18 months with Lead 
Volunteer roles created and recruited for amongst the existing volunteers. This will 
increase the involvement of volunteers in managing the drop-in areas and 
promoting the service in the community. Likewise the Library staff will be upskilled 
to prepare for managing the service in their local library.  
 
As the service now has a baseline of an annual figure of enquiries in the pilot areas 
the next year will enable the management Steering Group to monitor the anticipated 
increase in enquiries undertaken by the volunteers as the service becomes better 
known in the community. 
 
As both pilot services have been up and running for a year the service will now 
begin to assess how they meet the Macmillan Quality Standards for Information and 
Support (MQuISS), and for the physical environments of the drop-in areas (MQEM), 
which should be completed in the next 18 months. 
 
 

 
 
 
 
 
 
 
 
 
Appendix 1 - MQS Summary 
 
 
 
 
 
 
 
 
 
 

Contact Details: 
 

Macmillan Cancer Information and Support Service 
Campbeltown Library 

Aqualibrium, Kinloch Road 
Campbeltown, Argyll, PA28 6EG 

01586 555932 
macmillan@argyll-bute.gov.uk 

www.argyll-bute.gov.uk/macmillan 
 
 

 

mailto:macmillan@argyll-bute.gov.uk
http://www.argyll-bute.gov.uk/macmillan
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Appendix 1: Have We Met the Quality Standards? 
 
Macmillan Quality Standards 
 
The Macmillan Quality Standards function as a practical tool for cancer information 
and support services (CISSs) to assess and develop the quality of their service. 
This report has detailed the results of the evaluation that demonstrate how the 
service currently meets these Standards. A summary detailing each Quality Area 
and how it has been met is provided in this section.  
 
Quality Area One: Planning 
The service has a clear overall purpose (with the primary goal of providing both 
information and social support to anyone affected by cancer largely understood by 
all stakeholder, volunteers and service users). Both staff and volunteers are clear 
on what the service will achieve – this is grounded in their understanding of the 
needs and expectations of users. Progress is monitored regularly through the data 
collected by volunteers and staff, and the reporting to the Steering Group. 
Feedback from service users is collected through “post boxes” at each site that 
service users can post suggestion cards into. There is clear evidence that there 
was community engagement in the design and set-up of the Macmillan spaces in 
each library.  
 
Quality Area Two: Governance 
The roles and responsibilities of the service, Macmillan and the partner 
organisation are agreed, understood and documented. The service works 
effectively with Macmillan and the partner organisation and meets their 
requirements.  
 
Roles are agreed by the partners within the MCISS Argyll and Bute – although 
there is a lack of consensus about how these roles will play out in the future. AVA’s 
role is less well understood, particularly by the volunteers and service users. The 
Stakeholders, library staff, MCISS staff and volunteers agree and are aware of their 
roles in the day-to-day running of the service. The partner organisations all felt that 
the service is meeting their requirements in terms of helping them reach 
organisational goals. An annual report is produced and agreed by the Steering 
Group.  
 
Quality Area Three: Leadership and Management 
The service has leadership which develops staff motivation and initiative. Good 
internal communication increases commitment to the service’s plans. The service 
manager oversees the service’s development, the quality of its activities, and it 
progress against agreed outcomes.  
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There is evidence that both the service manager and volunteer coordinator exhibit 
leadership which develops staff (and volunteer) motivation and initiative. The 
volunteers talked of the support offered by both members of staff. The library staff 
also felt currently supported. Progress is regularly monitored through data 
collection and preparation of reports to the Steering Group. Volunteers would like 
more opportunities for formal internal communication with each other – and 
feedback on overall performance of the service. 
 
Quality Area Four: User-Centred Service 
The service identifies its users, and places them at the centre of its design, delivery 
and review of services and activities. The service avoids unfair discrimination, and 
makes its services accessible. The service is focused on achieving better 
outcomes for users and represents their interests.  
 
We collected evidence that demonstrated that the MCISS staff and volunteers are 
motivated by providing as good a service as possible to those affected by cancer. 
Initial design of the service was informed by community feedback. There were no 
major negative points about service accessibility – there were some suggestions 
that the drop-in hours could be extended and varying views on signage. The drop-
in times were purposefully selected as the libraries’ busiest times. MCISS staff are 
engaged in outreach to inform different sections of the population about the 
service. Volunteers demonstrated that they understand how to deliver a person-
centred service and signpost users to other information and services.  
 
Quality Area Five: Managing People 
Staff and volunteers have the appropriate skills, knowledge and experience to 
provide a safe and reliable service, and information is shared in the team. They 
know who they are accountable to, understand their role and area supported to 
carry it out in order to achieve the aims of the service.  
 
We found the staff and vast majority of volunteers agree with this criterion (in 
Rothesay we saw this for an original and a second cohort of volunteers). 
Appropriate procedures for volunteer recruitment had been followed and 
documented. Volunteer training had been carried out, with associated evaluation. 
Plans for regular volunteer ‘meet up’s were underway. Recruitment and 
management procedures have followed Argyll and Bute Council procedures. 
Volunteers largely felt supported by the volunteer coordinator and service manager. 
 
Quality Area Six: Learning and Development 
Training and other opportunities for learning are seen as an essential part of 
individual and service development. The service learns from its own and others’ 
knowledge, expertise and experience, and uses this learning to achieve continuous 
improvement. Learning and development are resourced, encouraged and 
monitored.  
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Evidence was collected that demonstrated volunteer training, informed by 
Macmillan guidance, had been carried out and evaluated by the volunteer 
coordinator. The staff also record their personal development and report to the 
Steering Group.  
 
Quality Area Seven: Managing Money 
The service meets all legal requirements in relation to money and spends its 
money on agreed purposes. There are basic financial procedures in place. 
Outside the scope of this evaluation. 
 
Quality Area Eight: Managing Resources and Information 
There are enough resources to manage and deliver planned information services 
and other activities safely, efficiently and effectively. The services uses a variety of 
methods to provide accessible, high quality information, including generating and 
dispensing Information Prescriptions The service manages resources in a way 
which helps protect the environment.  
 
We found no evidence to contradict this criterion. There is evidence of the service 
providing information through leaflets, face-to-face at the drop in, face-to-face with 
service staff and by telephone and email. Resourcing issues discussed all related 
to the potential roll out of the service to other areas in the future. 
 
Quality Area Nine: Communications and Promotion 
The service is clear about what it wants to communicate and to whom, and 
communicates effectively in accessible formats with users and stakeholders. It 
takes steps to promote its work to users, professionals and related organisations, 
and represents the needs of its users.  
 
We collected evidence that demonstrates the MCISS staff are proactive in 
promoting the service to users, professionals and related organisations. Informally, 
the volunteers are often local ‘ambassadors’ for the service. There were some 
suggestions for further promotional ideas. The service is clearly identified as a 
Macmillan service – although some non-users associated this with fundraising, 
rather than information-giving.  
 
Quality Area 10: Working with Others 
The service builds relations and networks with other relevant organisations, 
working with them effectively to support its specific aims and to benefit users. It 
creates opportunities to work with others to improve efficiency and effectiveness, 
influence change and achieve better outcomes for users.  
 
Although stakeholders talked about having to learn to work together – most felt 
teething problems had now been worked through. Opportunities and relationships 
had been forged for the benefit of service users, e.g. with complementary 
therapists and local support groups. Volunteers and staff are clear on how to 
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signpost service users – and this is recorded in the regular data collection 
templates. There were some suggestions for more social prescribing. The majority 
of signposting is to Macmillan services. 
 
Quality Area 11: Monitoring and Evaluation 
The service routinely tracks its activities and outcomes. It assesses how well it is 
doing and uses this information for decision making and planning and to report to 
Macmillan and the partner organisation. 
 
There are clear procedures in place for collecting routine information on service 
use. This is fed back to the Steering Group. The volunteers requested to also be 
able to see this data.  
 
Quality Area 12: Results 
Users are satisfied with the services and receive identifiable benefits. The service 
has competent staff and volunteers, and the working environment is good. Planned 
services are carried out and quality improvements made. There is evidence of 
contributions to the wider community. 
 
As has been detailed in this report, many benefits to service users have been 
realised and observed. The staff and volunteers understand the purpose of the 
service and feel competent in delivering it. 
 
Conclusions 
 
This evaluation has highlighted the hard work of the MCISS Argyll and Bute 
Steering Group, staff and volunteers to deliver a service that is meeting Macmillan 
Quality Standards. Many of the successes of the pilot service are outlined in this 
report. We have seen, for example, that the service is reaching similar proportions 
of the population as a more urban MCISS. With partnership working reporting as 
having some teething problems – these were largely considered to have been 
worked through by the majority of stakeholders.  
 
Service users often access the Argyll and Bute MCISS in order to obtain 
information or support for themselves, although friends and family members are 
also accessing it. This evaluation report has demonstrated the ways in which the 
MCISS can function within remote and rural communities as one of the only forms 
of practical and social support for those affected by cancer. Particularly appreciated 
by volunteers and service users was the fact that the service is situated in a non-
medical, community-orientated space that is perceived as familiar and friendly. 
Several benefits to both service users and volunteers have been evidenced in this 
report – although many related to the acquisition of practical or health-related 
knowledge, most emphasised the benefits of the reassurance and emotional 
support provided by the service which resulted in reduced anxiety and stress. 
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Evidence was seen of a competent and enthusiastic set of volunteers – some 
suggestions for keeping up volunteer morale were made and have been detailed in 
this report.  
 
However, the data review has shown that most service user contacts occur outside 
of drop-in hours and are, therefore, dealt with my MCISS staff rather than the 
volunteers. This demonstrates a key role played by the staff in providing support 
outside the drop-in sessions. We have also seen their key role in publicising the 
service locally. Although stakeholders provided evidence that the Macmillan nurses 
will signpost to the service, we did not speak to any service users that had been 
signposted to MCISS from other parts of the healthcare sector. It was suggested 
that it would be beneficial to have more referral from primary care and hospital 
staff.  
 
Looking to the future, this evaluation has demonstrated that the service is meeting 
a gap within the remote and rural communities of Kintyre and Bute. Evidence has 
suggested that the benefits of the service could be enhanced by extended the 
scope of the MCISS – either geographically or in terms of drop-in times. 
Consensus between the stakeholders will need to be achieved in terms of how to 
take this forward. In thinking about alternative service management models, it will 
be important to ensure that the volunteer body continue to feel supported. If taking 
the service to other library spaces within Argyll and Bute, it will be important to 
consider issues of funding and privacy. 
 
Quoted from ‘Evaluation of Macmillan Cancer Information and Support 
Service @ Argyll and Bute Libraries’ by Dr. Sarah-Anne Munoz and Sarah 
Bowyer, Rural Health and Wellbeing Group, University of the Highlands and 
Islands. 2013 


