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PURPOSE
To report on the Employee Survey 2019.

Relevance to the Council’s ambitions and priorities:

e Community Objectives — }
Prioriti An engaged workforce and positive morale
* Corporate Priorities — } underpin all our ambitions and priorities.
e Other Considerations — }
BACKGROUND

We carry out a staff survey every two years and it is an important part of our staff
engagement strategy. The purpose of the survey is to establish an overall picture of
how staff feel about working for the Council and to compare results with previous years
so that we can identify any trends. We want to know what staff think, what is important
to them and how we can all work together to make the Council a good place to work
and an organisation that delivers the best service it can to the residents of the borough.

UNISON are consulted on the design and delivery of the survey and are supportive of
the exercise. The survey built upon previous surveys conducted in 2017, 2015, 2012,
2010, 2008 and 2006. The Action Plan from the last survey in 2017 is attached at
Appendix A.

Following concerns in the past regarding response rates and anonymity, it was agreed
once again to conduct the survey with the help of an external consultant. We used
Pearson Insight, a company that was set up by Adam Pearson who had previously
worked for a research company based within Blackpool Council. Adam has worked
with us for a number of years on the design, delivery and analysis of our surveys.

A self-completion questionnaire methodology was used in this research, with Snap
survey software being utilised. The survey was made available to complete online and
those employees who did not have access to a PC, or who were on leave when the
survey was launched, were given access to a paper version of the questionnaire.

The survey was launched on 11 November 2019 with regular reminders sent before
the survey closed on 29 November 2019. A copy of the survey is attached at Appendix
B. The survey was also publicised in the staff newsletter — Backchat.

The key issues explored in the research were:

o what is important to staff — we asked staff to rank the things that make somewhere
a good place to work;
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communication - issues such as formal communications, the Intranet and staff
newsletters;

the Council as a whole - examining issues such as organisational culture, the
Council’s core values, customer focus and job satisfaction;

wellbeing — including work life balance, stress and workloads; and

suggestions for improvement.

AIMS AND OBJECTIVES OF THE RESEARCH

The research has several important strategic applications within our organisation and
provides:

contextual information to be used in the continual development of managers and
Heads of Service;

intelligence on the culture of our organisation that can be measured against
previous surveys to show change over time;

information on the effectiveness of particular schemes such as flexible working
hours and our communication methods; and

an opportunity for employees to feedback to Corporate Management Team (CMT)
and Heads of Service on key organisational issues that impact on their working
environment.

RESPONSE RATES

The overall response rate was 76% - which was a significant increase on the 46%
response rate achieved in 2017.

2019 | 2017 | 2015 | 2012 | 2010 | 2008 | 2006
Council 76% | 46% | 54% | 49% | 47% | 38% | 52%
Chief Executives 73% | 40% | 36% | 47% | 30% | 68% | 51%
Community Services 58% | 24% | 24% | 20% | 25% | 17% | 39%
EDP 67% * * * 26% | 33% | 53%
Resources 89% | 38% | 31% | 48% | 46% | 36% | 54%

* Note the development directorate was removed from the establishment following an organisational
restructure in 2012 and in 2019 the new Economic Development and Planning Directorate (EDP) was

created.

The improved response rate was probably influenced by two factors. Firstly, the
UNISON Branch Secretary worked closely with us on the design of the survey and
actively encouraged members to take part. In addition, a member of staff put forward
a proposal that for every survey completed the Council donate £1 to charity. Members
of this Committee suggested that donations be made to four charities: Alzheimer’s
Society, Friends of the Earth, MIND and North West Air Ambulance, we have been able
to make a donation of £50 to each of these charities.



5 ISSUES

5.1 The full Results Research Report is attached at Appendix C.

5.2 This analysis was presented to CMT in January 2020. Having reviewed the results,
CMT decided to dedicate some time for further consideration of the results with Heads
of Service and as such an 'Away Day' took place on 2 March 2020. The main focus of
the day was the Staff Survey and discussions were facilitated by Adam.

5.3 An initial action from the ‘Away Day’ has been to circulate the results to all staff. Heads
of Service have been asked to meet with their staff to review the results and gather
further feedback. This feedback will then be reported back to CMT so that we can
develop an Action Plan going forward. | will share the Action Plan with Committee at
a future meeting.

6 RISK ASSESSMENT

6.1 The approval of this report may have the following implications:

o Resources — There may be some small resource implications depending upon
steps taken in the Staff Survey Action plan.

e Technical, Environmental and Legal — None.

¢ Political — None.

e Reputation — Taking account of staff views and acting upon where
possible/appropriate will serve to enhance our reputation as a good employer.

o Equality & Diversity — It is important that all staff have the opportunity to express
their views/opinions via a fair and simple process that affords them anonymity and
ensures that their views are given serious consideration by CMT, Heads of Service
and Members.

7 CONCLUSION

71 That Committee note the report.

MICHELLE SMITH JANE PEARSON

HEAD OF HR DIRECTOR OF RESOURCES

BACKGROUND PAPERS

None.

For further information please ask for Michelle Smith, extension 4402



STAFF SURVEY 2017 - ACTION PLAN APPENDIX A

Many of the comments received in the follow up staff survey can be divided in to one of two themes: Communication and Training and
Development

RESPONSIBLE
AREA ISSUES PROPOSED ACTION DUE DATE OFFICER

Staff felt that communications could be improved if:
e CMT minutes were circulated or made more

accessible

! e Minutes of CMT meetings are to be e  Corporate

e More team meetings were held so that all the team circulated in a more timely manner Manpagement Team

and the managers are kept up to date o [

d r ptup e Team meetings will be arranged in all Immediately and PA to CEX
service areas to follow on from the e After the next Heads of Service
quarterly Heads of Service meetings Heads of Service

Staff suggested that the Council could be a better . . . meeting e CMT and Heads of
o Service on ‘hot topics’ and this e Ongoing
e There was better communication from management information will be circulated to staff . Ongoin e CMT, Heads of
M ¢ K th going Service, and
Staff suggested that managers could keep their staff ¢ Managers 1o make sure they are Managers
informed by: visible to all their staff
A Communication '
e Increasing the frequency of team meetings
e Increasing the day-to-day contact with staff in their
department
Staff suggested they would be more proud to work for the
Council if:
e Achievements at work were highlighted to all
o , Achievements, positive feedback from
e There was more positive PR communicated customers and positive stories about . ongoin e Head of HR
e There was an increased focus on good service service delivery are to be communicated going e Heads of Service
better to all staff through Backchat
Staff suggested they would be more satisfied with their
job if:
e The work they completed was more appreciated
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AREA

ISSUES

PROPOSED ACTION

DUE DATE

RESPONSIBLE

B Training and
Development

OFFICER
An Annual Training Plan is to be
prepared based on the training needs
Staff felt training and development could be improved if: identified at Performance Appraisals.
e More training is allocated The Annual Training Plan is to
S . o categorise training requirements as:
e Training is viewed more positively and is given more
priority o Corporate training
o Staff were kept up to date with the training o On the job training
opportunities which were available
o Personal Development
The Training Plan is to be circulated May 2018
to Heads of Service and be discussed
May 2018

Staff suggested that managers could let their staff know
how they are performing by:

¢ Increasing their focus on training

at a forthcoming Heads of Service
meeting to ensure all training needs
have been identified.

The Training Plan is then to be
reported to Personnel Committee

Corporate training opportunities are to
be arranged every twelve months to
include regular updating/refresher
training on:

o Training on Excel, Word and
Outlook

o Stress Awareness
o Safeguarding
o PREVENT

Next Heads of
Service meeting

September 2018
Ongoing

Head of HR and Principal
Policy and Performance
Officer
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AREA

ISSUES

PROPOSED ACTION

DUE DATE

RESPONSIBLE

e The Council invested in better resources, offices, IT
equipment and software

Corporate training on how to get the
best use out of existing IT software

Every 12 months

OFFICER
Proposed changes to the appraisal
system are already underway. This
includes:
Staff believed the appraisal system could be improved if: [® Creating a register to ensure all
appraisals are undertaken
e |t seemed less like a tick box exercise .
e To avoid delays managers no longer Ongoing Head of HR
e There was an increased awareness that they are have to wait for their own appraisal to
mandatory have been carried out before they can
appraise their staff
e CMT to receive regular updates on
the number of completed appraisals
Staff suggested that r’lnanag_ers could let their staff know |,  sta¢f to be given feedback and
how they are performing by: recognition for a job well done at Ongoing Heads of Service
e Giving more feedback and appraisals appraisals
e Ensure that relevant policies and
procedures are followed and applied
Staff suggested that the Council could be a better consistently to all staff there is a
organisation to work for if: consistent way in how staff are
. . managed eg application of flexible Ongoing Head of HR
e There was more consistency in how staff were working policy . .
managed Ongoing Heads of Service
C Other ) i " e The Flexible Working Hours Scheme
. o There were better flexible working opportunities was reviewed in February 2018 and it
comments has been agreed that it should be
regularly reviewed.
Staff suggested they would be more satisfied with their |e  New ways of working are to be .
I . , . Heads of Service and
job if: considered as and when appropriate Ongoing

IT
Head of HR

* Feedback and clarification on other matters raised has been provided to staff on the Intranet.
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Time to have your say!

Welcome to our eighth Employee Survey. The purpose of the survey is to establish an overall
picture of how employees feel about working for the Council. Your views are important and, as
far as possible, what you say will make a difference. The questionnaire is strictly confidential.

What is important to you

Q1 We want to know what is important to you in making somewhere a good place to work.
Please select the 3 most important things that you think make somewhere a good place
to work

A good pension scheme Job security

A nice environment to work in Salary
Being thanked for my efforts Supportive colleagues

Being trusted The amount of holiday entitlement

00gdog

[ P2
DCI

Clear leadership

0000ooo

Q2 We want to know how you feel about working for the Council and your job

Some-
Always Regularly times Rarely Never

Do you feel valued at work?

How frequently do you receive recognition from
your manager?

Do you believe that CMT/Managers take your
feedback seriously?

Do you feel like Corporate Management Team
is transparent?

Do you feel like co-workers give each other
respect?

0O 000U
OO0 0ou
0O 000U
OO0 0ou
0O 000U

Q3

Do CMT/Managers contribute to a positive work culture?
Do you believe you'll be able to reach your full potential here?

If you were given the chance, would you reapply for your current job?

0000sg
0O0agads

Do you foresee yourself working here one year from now?




Q4 Strongly Some- Strongly
Agree Agree times Disagree Disagree
I know what the Council is trying to achieve (I
know where we are heading as a Council and G D G D D
understand the plan)
I know how | contribute to Corporate Objectives C] D C] D C]
I have regular one-to-one conversations on my
performance and development [:] D [:] D [:]
| receive the training | need to do my job well C] D C] D C]
| have the right equipment to do my job C] D C] D C]
| work in a safe and healthy work environment D D D D G

Q5  What three words would you use to describe our culture?

Q6 The Council's Core Values (Corporate Strategy) are: Lead the community, strive to
achieve excellence, ensure that access to services is available to all, treat everyone
equally, respect all individuals and their views, and appreciate and invest in our staff
Do you believe we genuinely operate in line with our Core Values?

E] Always C] Regularly E] Sometimes C] Rarely E] Never

Q7  The relationship between employees and customers should be at the core of what we do.
We want to measure how effective you think we are in meeting the needs of our local
community.

Strongly Some- . Strongly
Agree RErEE times IEEgreE Disagree
The quality of the Council's services is good C] D C] D C]
Employees show a good attitude towards
customers D D D E] D

Q8 On ascale of 0-10, how happy are you at work? Where 0 is not very happy and 10 is very
happy.

10 9 8 7 6 5 4 3 2 1 0

Q9  Overall | am satisfied with my job

Strongly Agree Sometimes Disagree Strongly
D Agree D - D D - D Disagree
Q10 ©On ascale of 0-10, how likely are you to recommend working for the Council to family

and friends? Where 0 is not very likely and 10 is very likely.

it o9 8 7 6 5 4 3 2 1 0
o oo oo oo 4o oo o0 0o g o d




Q11 Ifyou gave a score of 9 or 10 please can you give one reason why you are willing to
recommend working for the Council.

Q12 Ifyou gave a score of 0 to 6 please can you give a reason for your score

Communication

Q13 We want to know what you think of communications within the Council and if you feel
that you are sufficiently well informed. It will help us focus on the best ways of keeping
you up to date.

Some-
times

Strongly
Agree

Strongly
Disagree

| am given sufficient information to do my job
properly D D D D D

| feel well informed about Council business D D C] D D

Q14 How often do you...?

Agree Disagree

Not
applicable

Attend directorate staff

briefings D D D D D
Attend team meetings D D D D D
Read Backchat D D D D D

Q15 Less
Daily Weekly Monthly  frequently Never

than monthly

Use the Council's website I:] D I:] D [:]
Use the Intranet C] D D [:] D

Q16 What could we do to encourage you to attend, read or use any of the above?

Regularly Sometimes  Rarely Never

Wellbeing

Q17 ©On ascale of 0 to 10, how would you rate your work-life balance? Where 0 is not very
good and 10 is very good.

° 9 8 7 6 5 4 3 2 1 0
o oo oo oo 4o oo o0 0o g o d




Q18 To what extent do you consider that you are under stress?

Completely  Small amount of Moderate Large amount of
stress-free stress amount of stress stress Prefer not to say

At home D D C] D I:]
At work D D D [:] D

Q19 We are keen to promote good health and wellbeing both in and outside work.

Strongly Some- Strongly
agree  Agree times Disagree disagree

My deadlines are realistic and achievable D D D D D
| have too many different tasks to do E] I:] D [:] D
| am subject to personal harrassment in the

form ol; ankind vI\)/ords or behaviour | D D D D D
| think morale is good in my service area [:] D D D [:]

Improvement

Q20 What one thing, if anything, should the organisation stop doing?

Q21 What one thing, if anything, should the organisation start doing in order to improve?

Q22 What one thing, if anything, is the organisation currently doing which it definitely needs
to continue?

About You

We are committed to ensuring that all our employees are treated fairly. The following questions
will enable us to gain a better understanding of whether there are any views which are common
to specific areas.

Q23 In which Directorate of the Council do you work in?

Community Resources Chief Executives Economic Devpt
E] Services D D D and Planning

Q24 Which building do you mainly work from?
(] Council Offices, Church Walk (] Other Council building

Thank you very much for your time. Please submit your response in the boxes provided by the clocking-in

machine on level B, at the Depot, Pool or Platform Gallery or online by 29th November 2019.
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Executive summary.

Overview.

183 responses were received to Ribble Valley Borough Council's 2019 staff survey,
representing a response rate of 76%. This is much higher than the 46% response
achieved in 2017 and 54% in 2015.

The survey included a number of sections on a range of different aspects relating to

working for the Council, as well as several open-ended questions for staff to give
feedback on things which could be improved or built upon.

Snapshot.

Strongly agree or agree that they are satisfied with their job
at Ribble Valley Borough Council

Staff who see themselves working at Ribble Valley
Borough Council one year from now

Feel a nice environment to work in most important in

50% ,
° making somewhere a good place to work

Feel the Council always or regularly operates in line with
the Core Values

Strongly agree or agree that the quality of the Council’s
services is good

3 Ribble Valley Staff Survey 2019 Pl



Change over time.

Of the 13 statements in the 2019 survey which could be directly compared over time
to the 2017 survey results:

Improved by 3 percentage points or more

Stayed between -2 and +2 percentage points

3 Deteriorated by 3 percentage points or more

The most improved area is:

» Feeling they are subject to personal harassment in the form of unkind words
and behaviour

The areas which have dropped since the last survey include:
» Having too many different tasks to do

» Knowing what the Council is trying to achieve

Net promoter score.

A new element was introduced to the 2019 survey. The Net Promoter Score (NPS) is a
recognised measure of employee loyalty, used by a wide range of organisations and
companies.

The overall NPS score, which can range from +100 (most positive) to -100 (least
positive) is -37 for Ribble Valley Borough Council as a whole. This means that
there are significantly more ‘detractors’ (negative experiences and unlikely to
recommend working at the Council) than ‘promoters’ (positive experiences and likely
to recommend working at the Council) across the workforce.

4 Ribble Valley Staff Survey 2019 Mo



Based on the NPS score, the Resources directorate has an equal proportion of staff
who are promoters and detractors of the Council. Community Services staff are most
negative.

Figure 1.2: NPS score by department (blue line = organisation score)

Resources Chie tives E ic Comm ervices
Devel t and

-48
-55
After asking promoters and detractors why they feel the way they do:

* Promoters were most likely to identify friendly staff and flexible working and
benefits

o Detractors were most likely to identify low pay and not feeling valued

Improvements.

At the end of the survey, staff were asked to give one thing they think should stop,
start and continue at Ribble Valley Borough Council.

The comments have been reviewed and categorised to identify a number of key
themes.

What should stop?
1. Not feeling valued or listened to
2. Use of paper and not embracing technology

3. Complaining and criticism from management

5 Ribble Valley Staff Survey 2019
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What should start?

1. Listening to and recognising staff
2. The organisation being open to change and trying new things

3. Pay-related comments

What should continue?

6

1. Service delivery and customer service
2. Communication and engagement with staff

3. Investment, including technology, refurbishments and training

Ribble Valley Staff Survey 2019

Pl



Background and methodology.
Background.

The latest staff survey at Ribble Valley Borough Council was conducted during
November and December 2019. The last staff survey took place in 2017.

The key themes explored in the survey were:

e What is most important to staff
e Working for the Council

» Job satisfaction

e Communication

e Wellbeing

e Improvement

The aims of the survey were to:

e Provide data and feedback which can be used to inform the development of
the organisation

e Offer insight into the culture of the organisation

e Understand what staff at the Council value

e Give employees a general opportunity to provide feedback

e Compare results, where possible, with the previous Ribble Valley survey

Approach.

Ribble Valley Borough Council designed and hosted the latest staff survey in-house,
with an online survey or paper-based option available for staff to complete.

An invitation to take part in the survey was initially sent out on 11 November 2019 and
regular reminders were issued before the survey closed on 1 December 2019.

Employees were encouraged to complete the survey in a number of ways. An email
invitation to complete the survey was sent by the CEX, directors talked about the
importance of completing the survey at staff meetings held in November, line
managers and a Trade Union representative encouraged staff off-site to complete the
survey and the survey was covered in the November issue of Backchat (the staff
newsletter). The survey was also incentivised. Following a suggestion from a member
of staff, Personnel Committee agreed that £1 would be donated to charity for each
response submitted, split between the following charities - Alzheimer's Society,
Friends of the Earth, Mind and North West Air Ambulance.

7 Ribble Valley Staff Survey 2019 Pl



Response.

Overall, 76% of employees completed the Ribble Valley 2019 staff survey, significantly
up on the responses received in previous surveys (46% in 2017, 54% in 2015, 49% in
2012, and 47% in 2010).

At a directorate level, the highest response rate was in Resources with 89% of staff
responding. 15 of the 183 respondents did not indicate the directorate they work in.

Figure 2.1: Response rate by directorate

89%

73%
67%
I 58% I

Chief Executives Community Economic Development Resources
and Planning

80% of employees based at the Council Offices responded to the survey, compared to
60% of those based at another Council building.

Figure 2.2: Response rate by location

80%

60%

Council Offices Other Council Building

8 Ribble Valley Staff Survey 2019 Pl



What makes a good place to work.

Staff were asked what the most important things are that make somewhere a good
place to work. Half identified a nice environment to work in, followed by being valued
by management (44%) and salary (42%).

Figure 3.1: Most important things that make somewhere a good place to work
(respondents could select up to 3 options)

A nice environment to work in NG 50%
Being valued by management I 44%
Salary I 42%
Job security GG 36%
Supportive colleagues I 31%
The approach to flexible working GGG 30%
A good pension scheme NG 1%
Being thanked for my efforts G 19%
Being trusted EEEG_—— 16%
Clear leadership G 14%
The amount of holiday entitlement IEEEGE—— 14%

Staff in Community Services and Resources feel a nice environment to work in is
most important, whilst Chief Executives staff most commonly selected salary and
those in Economic Development and Planning identified being valued by
management.

Figure 3.2: Top 3 most important things that make somewhere a good place to
work (by directorate)

Community A nice environment | Being valued by

. . Salary
Services to work in management
Resources A nice epwronment Job security Supportive

to work in colleagues
Chief Executives | Salary A nice epwronment Being valued by
to work in management
Economic ,
Development and Being valued by Thg approach to Salary
Planning management flexible working
9 Ribble Valley Staff Survey 2019 Mo



Figure 3.3 provides a more detailed breakdown of the different things that staff across
the four directorates feel are most important to make somewhere a good place to
work.

Half of Economic Development and Planning respondents identified the approach to
flexible working, compared to between 26% and 29% of staff in the other directorates.

In terms of location, staff based at the Council Offices were more likely to feel
supportive colleagues are important to them compared to those located at other
buildings (37% versus 18%). Those located away from the Council Offices were more
likely to identify being thanked for their efforts (31% versus 15%).

Figure 3.3: Most important things that make somewhere a good place to work
(by directorate, respondents could select up to 3 options)

0% 10% 20% 30% 40% 50% 60% 70%

A nice environment to work in
Being valued by management
Salary

Job security

Supportive colleagues

The approach to flexible working
A good pension scheme

Being thanked for my efforts
Being trusted

Clear leadership

IHH,M‘””'NW

The amount of holiday entitlement

m Community Services m Resources
Chief Executives m Economic Development and Planning
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Working for the Council.
Recognition and feeling valued.

Staff were asked to indicate how frequently they feel a range of things happen at the
Council relating to recognition and feeling valued.

59% feel co-workers always or regularly give each other respect. 20% believe that
CMT/Managers always or regularly take their feedback seriously, with 47% indicating
this is rarely or never.

49% of staff at other Council buildings rarely or never feel valued at work, compared
to 25% at Council Offices

Figure 4.1: Statements relating to recognition and feeling valued (frequency %)

Do you feel valued at work? EEEZ8 Lol 35% 22% -

How frequently do you receive recognition
from your manager? 8% 24% 30% 23% -

Do you believe that CMT/Managers take
your feedback seriously? DY ST . -

Do you feel like Corporate Management 5
Team is transparent? DY 2197 22 -

Do you feel like co-workers give each other

respect? 19% 40% 33% 8%

mAlways mRegularly =Sometimes =~ Rarely mNever

Comparing across directorates, staff in Chief Executives and Economic Development
and Planning are most likely to feel co-workers give each other respect. Less than
half of Resources staff feel this happens always or regularly.

However, 54% of Resources staff always or regularly receive recognition from their
manager, higher than any other directorate. They also report the highest proportion of
‘always’ or ‘regularly’ for the other statements in this section relating to feeling valued,
feeling like CMT is transparent and believing that they take their feedback seriously.

Just 12% of respondents in Community Services feel that CMT/Managers always or

regularly take their feedback seriously. 40% of staff at other Council buildings feel
they never take feedback seriously.

11 Ribble Valley Staff Survey 2019 Mo



Figure 4.2: Statements relating to recognition and feeling valued (% always or
regularly, ordered high to low overall)

; ; 59%
Do you feel like co-workers give each other 48%

respect? 71%
P | 078%

[*)
How frequently do you receive recognition from “ 54%

your manager? 3% 37%
Do you feel valued at work? 30% 46%
B 17%
Do you feel like .Corporate Ma:agement Team “0/;30/32%
is transparent?
P 7%
Do you belie\;e tggt Cll\/IT/!\/IanIa%ers take your - 120/(;90/ 329
eedback seriously?
d 7%

m Community Services mResources = Chief Executives mEconomic Development and Planning

Work culture and future intentions.

70% of staff foresee themselves working at the Council one year from now and 64%
would reapply for their current job if they were given the chance. However, just 36%
believe they will be able to reach their full potential at the Council, dropping to 20% of
staff at other Council buildings.

Figure 4.3: Statements relating to work culture and future intentions
Do you foresee yourself Working here one year
from now? ’
reapply for your current job? ’
Do CMT/Managers contribute to a positive
work culture? ’
Do you believe you'll be able to reach your full
i
potential here?

mYes mNo

12 Ribble Valley Staff Survey 2019 Pl



Staff in Resources and Chief Executives are most likely to see themselves working at
the Council a year from now (88% and 81% respectively).

1in 5 respondents in Community Services believe they will reach their full potential at
the Council.

Figure 4.4: Statements relating to work culture and future intentions by
directorate (% ‘yes’, ordered high to low overall)

. 54%
Do you foresee yourself working here one 88%

year from now? 81%

I 56%

. 53%
If you were given the chance, would you 76%

reapply for your current job? 81%

I 56%

, . 37%
Do CMT/Managers contribute to a positive 67%

work culture? 44%
B 18%
. 20%
Do you believe you'll be able to reach your full h 59%
potential here? 42%
I 24%

m Community Services mResources - Chief Executives m Economic Development and Planning

Council objectives, performance and development.

68% of staff strongly agree or agree that they work in a safe and healthy work
environment, just 11% disagree or strongly disagree.

Over half of staff disagree or strongly disagree that they have regular one-to-one
conversations on their performance and development.

Staff opinion appears split in relation to knowing what the Council is trying to achieve
(33% agree, 36% disagree) and knowing how they contribute to Corporate Objectives
(34% agree, 33% disagree).

57% of staff at other Council buildings disagree or strongly disagree that they know
what the Council is trying to achieve.

13 Ribble Valley Staff Survey 2019
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Figure 4.5: Statements relating to Council objectives and development

| know what the Council is trying to achieve (I
know where we are heading as a Council and
understand the plan)

| know how | contribute to Corporate
Objectives

| have regular one-to-one conversations on
my performance and development

| receive the training | need to do my job well

| have the right equipment to do my job

I work in a safe and healthy work
environment

m Strongly Agree  mAgree

Sometimes

% 26% 30% 28% 8%
% 27% 33% 23% [10%
% 18% PLLRS 25% [ 28%

2%  31% 29%  12% [[16%
10% 40% 31%  7%12%

18% 50% 20% 49%4%

Disagree = Strongly Disagree

Respondents from Economic Development and Planning report lower agreement
levels than other directorates across 5 of the 6 statements relating to Council

objectives, performance and development.

Figure 4.6: Statements relating to Council objectives and development by
directorate (% strongly agree or agree, ordered high to low overall)

[0)
| work in a safe and healthy work environment [E— 552 78%

| have the right equipment to do my job

| receive the training | need to do my job well

| know how | contribute to Corporate
Objectives

| know what the Council is trying to achieve (I
know where we are heading as a Council and
understand the plan)

| have regular one-to-one conversations on
my performance and development

m Community Services = Resources
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Core values.

36% of staff feel the Council always or regularly operates in line with its Core Values,
with 31% feeling this happens rarely or never.

51% of Resources staff feel the Council always or regularly operates this way, whilst
half of Economic Development and Planning staff feel it happens rarely or never.

29% of staff at other Council buildings feel the Council never operates in line with its
Core Values.

Figure 4.7: The Council operates in line with its Core Values (% frequency, by
directorate)

OCCIM10%  26% 32% 20% [11%]
Community Services K LIEL 25% 20% [122%
Resources R0 39% 29% 19% 2%

Chief Executives Pl 56% 15%

Economic Development and Planning 17% 6% 28% 28% -

mAlways mRegularly =Sometimes =~ Rarely mNever

Customer service.

79% of staff strongly agree or agree that employees show a good attitude towards
customers, just 3% disagree.

Close to two thirds (64%) strongly agree or agree that the quality of the Council's
services is good.
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Figure 4.8: Statements relating to customer service

The quality of the Council's services is good BLiL7 44% 28% 5°/I

Employees show a good attitude towards
customers 33% 46% 17% 3%

m Strongly Agree mAgree Sometimes Disagree m Strongly Disagree

The highest agreement level for employees showing a good attitude towards
customers across directorates is in Economic Development and Planning.

However, only half of Economic Development and Planning staff strongly agree or

agree that the quality of the Council’s services is good, compared to 78% in
Resources.

Figure 4.9: Statements relating to customer service by directorate (% strongly
agree or agree)

75%
78%

85%
89%

Employees show a good attitude towards
customers

56%

78%
70%

The quality of the Council's services is good

50%

m Community Services m Resources = Chief Executives m Economic Development and Planning
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Job satisfaction.
Happiness and satisfaction.

Staff were asked to rate their happiness on a scale of 0 to 10, where 10 is very happy
and 0 is not happy at all.

Nearly half of staff gave a rating of 7 or more, with 23% rating their happiness a 9 or
10. 25% rated their happiness a 4 or lower.

Happiness at work appears to be highest in Resources.

22% of respondents in Economic Development and Planning rated their happiness at
work a 0.

Figure 5.1: How happy are staff at work by directorate (scale of 0-10, where 10 is
very happy and 0 is not happy at all)

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Community Services . | -

Chief Executives -

Economic Development and Planning . | _

w10 W9 w8 7 6 5 43 u2mlm0

Just under half (47%) of staff strongly agree or agree that they are satisfied with their
job. 19% disagree or strongly disagree.

Job satisfaction, relatively, appears highest in Resources. Whilst Community Services
staff report the lowest agreement level (38%), Economic Development and Planning
has the highest level of disagreement (45%). Indeed, staff in the latter directorate
appear split with 45% also agreeing that they are satisfied in their job.

32% of staff at other Council buildings disagree or strongly disagree that they are
satisfied with their job, compared to 14% in the Council Offices.

17 Ribble Valley Staff Survey 2019 Mo



Figure 5.2: Overall job satisfaction by directorate

Community Services 33% 14% -
e o)
Chief Executives 44% 7%
Economic Development and Planning 1% 17% _

m Strongly Agree  mAgree Sometimes Disagree mStrongly Disagree

Net promoter score.

The Net Promoter Score (NPS) is a way to measure how willing employees are to
recommend the organisation they work for to others. Employees answered the
question ‘how likely is it that you would recommend Ribble Valley Borough Council as
an employer to family and friends?' and they could respond on a scale of 0 to 10,
where 9 or 10 = net promoter, 7 or 8 = neutral and 6 or lower = net detractor.

An NPS score is calculated by detracting the percentage of net detractors from the %
of net promoters, resulting in a score between -100 (all detractors) and +100 (all
promoters).

The NPS score for Ribble Valley Borough Council is -37, meaning the Council has
more detractors than promoters.

Looking across directorates, Resources has a 0 net promoter score, meaning it has an
equal proportion of promoters and detractors.

The lowest NPS score is in Community Services with -57. 73% of respondents are
detractors compared to 16% of promoters.

Staff in the Council Offices have an NPS score of -26, compared to -60 for staff in
other Council buildings.
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Figure 5.3: NPS score by service area (dark green line = organisation score)

Resources Chie tives E ic Comm ervices
Devel t and

-55

Looking at the individual numeric scale points in the NPS, where 10 is most likely to
recommend the organisation to family and friends and 0 is not likely at all, 41% of staff
gave a score of 7 or more, rising to 65% in Resources.

40% of staff in Economic Development and Planning gave a score of 2 or less (32% in
Community Services).

Figure 5.4: NPS scale points by service area (light is positive, dark is negative)
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Overall - ‘ -

Community Services - | _

Resources - | .

Chief Executives . | -

Economic Development and Planning - _

210 "9 =87 6 5 43 m2um1u0
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There are noticeable differences in the breakdown of promoter, neutral and detractor
segments by directorate.

¢ Promoters are considered the most loyal group of employees who would
enthusiastically recommend employment at the Council

¢ Neutrals are those employees who are not necessarily negative, but neither
are they entirely positive

o Detractors are those not likely to recommend employment at the Council

More than half of staff in 3 of the 4 directorates are detractors, with this highest in
Economic Development and Planning (72%) and Community Services (73%).

Chief Executives has the highest proportion of neutrals (30%), closely followed by
Resources (29%).

Figure 5.5: NPS segments by service area

Overall 21% 20%

Community Services 16% 1%

Resources 36% 29%

Chief Executives BEEEA 30%

Economic Development and Planning 17% 1%

mPromoters = Neutral mDetractors

Staff falling in the promoter or detractor segments were asked an open question to
explain their rating. These have been coded into key themes.

Of those staff who are promoters of the Council, the most common reason given is
the friendly people they work with, followed by flexible working and benefits. A
number of people also made general comments that it is “a great place to work” and
a good work environment.
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Figure 5.6: Reasons why staff would recommend working for the Council (coded)

Friendly staff | 4%
Flexible working/ benefits || NI 21%

General positive comments, eg 'great place
to work'

Good work environment | NN 18%

I 21%

Job security |GG 13%

Job satisfaction | 10%
Training opportunities [ 10%

Other I 8%

Of the staff who are detractors of the Council, the main reasons given for this are low
pay and not feeling valued, respected or trusted. Other reasons given included a
feeling that the organisation lacks direction and a lack of opportunities to develop and
progress. Low pay as a reason for not recommending the Council as a place to work
is highest in the Council Offices (41%).

Figure 5.7: Reasons why staff would not recommend working for the Council
(coded)

Low pay [, 3 3%
Not valued, lack of respect and trust [N 30%
Lack of direction and leadership |GG 20%

Lack of opportunities to develop and
progress

Lack of flexibility | 15%

I 19%

Lack of consistency across departments | 14%

Lack of investment - tech, equipment, etc | 11%

Other M 7%

General negative comments [ 4%
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Communication.
General views.

54% of staff strongly agree or agree that they are given sufficient information to do
their job properly. More staff disagree than agree that they feel well informed about
Council business (31% strongly agree or agree, 35% disagree or strongly disagree).

Figure 6.1: Statements relating to general views on communication

31% 10%I%

| am given sufficient information to do my

job properly Wee

43%

| feel well informed about Council business EEA 2xiA 34% 22% .

m Strongly Agree  mAgree Sometimes Disagree m Strongly Disagree

Just 17% of staff in Economic Development and Planning agree that they are given
sufficient information to do their job properly and are well informed about Council
business. 48% of staff at other Council buildings disagree or strongly disagree that
they are well informed about Council business.

Figure 6.2: Agreement with statements relating to general views on
communication by directorate (% strongly agree or agree)

44%

| am given sufficient information to do my 62%
job properly 89%

e

16%

. . . 51%
| feel well informed about Council business 1%
(o]

B 7%

m Community Services m Resources = Chief Executives mEconomic Development and Planning
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Communication methods used.

84% of staff regularly or sometimes read Backchat, whilst 63% regularly or
sometimes attend directorate staff briefings.

Figure 6.3: How often staff attend or read the following (% frequency)

Attend directorate staff briefings 49% P 15% 16% .

Attend team meetings 38% 16% 20% 12% -

Read Backchat 64% ZAZ N 7% 8%|

mRegularly =mSometimes = Rarely = Never mNot applicable

Community Services staff and those based at other Council buildings are less likely
than others to regularly or sometimes attend directorate staff briefings or team
meetings.

Figure 6.4: % of staff who regularly or sometimes attend/read the following by
directorate

- 32%
Attend directorate staff briefings /8%

85%
A 72%

[0)
Attend team meetings 48%

E—— 78%

Read Backchat 6%

93%

—— 8%

89%

m Community Services m Resources
Chief Executives m Economic Development and Planning
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Around three in five (61%) staff use the intranet daily or weekly, one in five (19%)
never use it.

Figure 6.5: How often staff use the website and intranet (% frequency)

Use the Council's website 31% 22% 1% 20% -

Use the Intranet 9% 12%

mDaily =Weekly Monthly Less frequently than monthly = Never

Staff in Community Services are less likely than others to use the website or intranet
daily or weekly.

Figure 6.6: % of staff who use the website and intranet daily or weekly by
directorate

33%
. . 57%
Use the Council's website
67%
89%
38%
70%
Use the Intranet
78%
72%
m Community Services m Resources
Chief Executives m Economic Development and Planning
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The survey asked staff an open question about what could be done to encourage
them to attend, read or use different communication methods. Responses have been
coded to identify key themes.

The most common responses related to the frequency of team meetings and the
relevance of content being shared.

“Have more regular departmental meetings that have an agenda in advance, relevant
to the job and not just irrelevant waffle”

“Never hold team meetings - keep promising to but never happens”
“I always attend meetings, but they don't take place frequently enough”

“More information relevant to my job role at the depot where i work - not what goes on
in other departments”

“Cut the articles on recipes etc - not relevant”

A number of comments were also made about the intranet.

“The intranet is a mess with random documents and poor search function”

“I feel the intranet is out of date and needs a refresh. It isn't very user friendly, and
information given is no longer valid because of updated policies, procedures and
systems etc”

“Intranet 10 years+ out of date in certain areas. Very little up to date information”

Figure 6.7: What could be done to encourage staff to attend, read or use different
communication methods (coded)

Frequency of team meetings |NNEGENEEEEE 25
Relevant content, eg direction of council | NG 24%
Comments about intranet | NNRNREREGGGGEEEEEEEEE 9%
Make accessible for all staff | NN NN 16%
Other NG 6%
Use of paper / electronic | NG 12%

Nature of communication, eg 2-way |G 8%
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Wellbeing.
Work-life balance and stress.

Staff at the Council appear more likely to feel under stress at work than at home.
Overall, 53% feel under a moderate or large amount of stress at work, compared to
29% at home.

Figure 7.1: Extent to which staff feel under stress at home and at work

At home 13% 46% 24% l 12%
v [ s -

m Completely stress-free m Small amount of stress Moderate amount of stress
m Large amount of stress Prefer not to say

Across directorates, staff in Chief Executives appear to be under the most amount of
stress at work (73% moderate or large amount). Community Services staff are most
likely to be under stress at home (41% moderate or large amount).

Figure 7.2: % of staff feeling moderate or large amount of stress at home and at
work by directorate

Community Services m 56%
Resources “ 38%
Chief Executives “ 73%
Economic Development and Planning “ 55%

mAt home m=Atwork
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Wellbeing at work.

58% of respondents strongly agree or agree that their deadlines are realistic and
achievable.

Figure 7.3: Agreement with statements relating to health and wellbeing at work

My deadlines are realistic and achievable BFLZ 44% 21% 12% -
| have too many different tasks to do [EESZMRLLL 42% 26% 5%

| am subject to personal harrassment in the '
form of unkind words or behaviour 202 25 _
| think morale is good in my service area FKEEZ 26% 27% 19% -

m Strongly agree  mAgree = Sometimes Disagree  m Strongly disagree

Looking across directorates, opinion on whether morale is good within their service
area is lowest in Community Services and Economic Development and Planning. Half
of staff in Chief Executives strongly agree or agree that they have too many different
tasks to do.

Figure 7.4: Agreement with statements relating to health and wellbeing at work
by directorate (% strongly agree or agree)

51%
My deadlines are realistic and achievable ‘ 71%

50%
A 50%

| think morale is good in my service area 42%

46%
AN 33%

23%
| have too many different tasks to do -19%

50%

N 33%

. . 16%
| am subject to personal harrassment in the [ 2o,
form of unkind words or behaviour 4%
B 17%
m Community Services m Resources
Chief Executives m Economic Development and Planning
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Improving experience at work.

As part of the survey, the Council wanted to know how they could improve the
experience for employees at work. Respondents were asked three things: what
should the organisation stop, start and continue doing.

Stop.

The most common response to what should stop at the organisation was around not
feeling valued or listened to, particularly those based in other Council buildings.

“Ignoring the value and importance of staff”
“It should stop failing to recognise the value of members of staff and individual skills”
“Stop losing staff because they don't feel valued”

Another common topic in response to this question was around using paper and not
adopting technology.

“Stop wasting paper and start using the computers for as they were meant to be used”

“Stop relying out outdated methods of administration and allow staff apply modern
techniques”

“Should stop fighting technological change - it seems to be proud of the fact it still
operates in an old-fashioned way”

Some staff feel there is too much criticism and complaining in the organisation.
“Constant criticism, only thanks we get is from the general public”

“Complaining about things”

“Treating staff with suspicion and disrespect”

Other comments related to issues such as pay, flexi and organisational culture.

“Being the lowest ranking Lancashire Local Authority in terms of hours of work, core
hours, pay and holidays”

“Enforcing such strict rules as regards the flexi system”

“Acting like it's the still 50 years ago and doing things a certain way because 'they've
always been done that way"
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Figure 8.1: What one thing should the organisation stop doing (coded)

Not feeling valued or listened o T 20,
Use of paper / lack of technology meeesssseessssssss——— 17%
Complaining, criticism and bullying e———— 14%
Comments about pay m————— 112
Organisational culture m ———— 10%
Issues re. flexi n— 7%
Other m——— 7%
HR-related m— 5%
Comments relating to service delivery m— 5%
Issues with communication m——m 4%
Inconsistency across departments m—— 4%
Use of contractors and temps mmm 2%
Nothing m 1%

Start.

The most common response to what should start happening in the organisation was
around listening and recognition.

“Listen to staff when we say something isn't working”
“Listen to its employees for ideas”
“More recognition for Council staff and pay rise”

Comments were also made about the approach of the Council, particularly around
being open to change and trying new things.

“Be more open to change”

“Learn to look at things in a different way, not say we always do it like that, so continue”
“Moving forward with the times - need to provide a much more modern service”

Other comments related to pay, flexible working and use of technology.

“Start paying in line with other neighbouring authorities to help retain staff”

“Be more flexible in the working hours”

“More focus on progressing the Council, there is the capability to function on par with

modern businesses but it seems there is a culture of technophobia with new
progressive ideas being pushed back and dismissed”

29 Ribble Valley Staff Survey 2019 Mo



Figure 8.2: What one thing should the organisation start doing (coded)

Listening and recognition | NN 4%
Comments about organisation and management
- open to change/ try new things I, 7%
Pay-related comments || NRERNEI 16%
More flexible working | NN 15%
Use of technology [N 13%
Consistency/ fair treatment of staff ||| NG 9%
Better communication | I 8%
Skills and development | 8%
Investment [ 4%
Service delivery suggestions [} 2%

Other ] 2%

Nothing | 1%

Continue.

The most common response about what definitely needs to continue at the
organisation was about maintaining and focusing on service delivery and customers.

“Being dedicated to delivering good services”
“Provide excellent customer service across the board”
“Providing its own direct services”

“The staff are amazing and friendly and do an incredible job looking after the general
public”

“Staff going the extra mile for our clients & community - this is what people see about
the council and what gives the high levels of customer satisfaction”
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The other main topics picked up in this section were communication and
engagement and investment (including technology, refurbishments and training).

“Listening to the employees”

“Regular team/department meeting to allows staff to voice their views/concerns”
“Asking for feedback, keeping staff informed”

“Remain interested in staff views and acting upon them”

“Improve the offices, i.e. decor and also invest in technology such as document imaging
processing”

“Updating/decorating offices (hopefully soon) which will improve staff morale”

“Carry on lifting staff morale ie updated IT systems, decorating etc”

Figure 8.3: What one thing should the organisation continue doing (coded)

Service delivery/ customer service IIIIEENEGEGEGEGEEEEEEEEEEEEEEEEE 24%
Communication and engagement IIIEEEGEGGGEGGEEEEGEGEGEEEE 15%
Nothing/ can't think of anything NG 13%
Investing - tech, refurbishment, training GG 12%
Job security, pay, T&Cs I 8%
Flexible working IEEEGEGE 7%
Tea ladies G 7%
General positive comments I 6%
Support staff/ morale N 6%
Other I 3%
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Change over time.

Whilst the content of the 2019 staff survey changed quite significantly compared to
previous versions, both in the question topics and the response scales provided, it is
still possible to compare a number of statements with the 2017 survey.

When comparing over time, some consideration should be given to response rates
across directorates. In this instance, the 2019 sample is better represented by staff in
Community Services than previous surveys.

The biggest negative change relates to having too many different tasks to do, whilst
the biggest positive change is around personal harassment (unkind words or
behaviour).

Figure 9.1: Change in agreement level of survey statements between 2017 and
2019 (% strongly agree or agree)

Employees show a good attitude towards 79% 81% 206
customers

| work in a safe and healthy work environment 68% 70% -2%
The quality of the Council's services is good 64% 68% -4%
My deadlines are realistic and achievable 58% 56% 2%
I am given sufficient information to do my job 54% 54% 0%
properly

Overall | am satisfied with my job 47% 46% 1%
| receive the training | need to do my job well 43% 45% -2%
| think morale is good in my service area 37% 35% 2%
| know what the Council is trying to achieve (I

know where we are heading as a Council and 33% 38% -5%
understand the plan)

| have too many different tasks to do 27% 20% 7%
I am subject to persongl harassment in the form of 10% 15% 5%
unkind words or behaviour

Stress at home appears to be up, whilst stress at work is down.

Figure 9.2: Change in stress level at home and at work between 2017 and 2019 (%
moderate or large amount of stress)

Stress at home 29% 24%
Stress at work 53% 66%
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