
Item 5 
Performance and Overview Committee 

24 February 2016 

CHESHIRE FIRE AUTHORITY 
ITEM: 5 

MEETING OF    : PERFORMANCE AND OVERVIEW COMMITTEE        
DATE       : 24th FEBRUARY 2016 
REPORT OF      : HEAD OF PLANNING, PERFORMANCE AND  
                             COMMUNICATIONS 
AUTHOR      : TIM BEVINGTON   
________________________________________________________________ 
 

SUBJECT      : STAFF SATISFACTION SURVEY 2015 
________________________________________________________________ 
 

Purpose 
 
1. The Authority has previously committed to holding regular staff attitude 

surveys as an objective way of listening and responding to employee 
concerns and to ensure staff involvement in the development of the 
organisation. The Service’s fourth staff attitude survey was held during the 
second half of 2015 and Members received a presentation on the headline 
results at the Planning Day in September 2015. 

 
2. This report summarises the key themes and issues highlighted in the survey 

and sets out a draft action plan aimed at addressing the key concerns and 
challenges. Members of the Committee are asked to review and comment on 
the initial action plan which has been developed and agree to receive further 
reports to monitor its implementation.   

 

Recommended: That  
 

[1] Subject to Members’ comments, the action plan attached as an 
Appendix is used by the Committee to monitor progress on the 
projects identified, with update reports brought to future meetings.  

 

Background 
 
3. The fourth staff attitude survey had been scheduled to go ahead in late 2013 

but was put on hold as it coincided with the start of the extensive period of 
national industrial action by the Fire Brigades Union. It eventually took place 
from July 2015 and an external company, People Insight Ltd, was 
commissioned to undertake the survey.  

 
4. The Service has consistently involved an external company in these surveys 

to address staff concerns about confidentiality and to provide opportunities to 
challenge and benchmark the organisation’s performance against others.   

 
5. All staff were invited to take part in the survey through a personalised online 

survey although paper copies were made available to anyone who requested 
one. Each section of the survey contained a series of statements to which 
respondents were asked to indicate their level of agreement from a five point 
scale (strongly agree to strongly disagree).  
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Key results 
 

6. There was extensive internal publicity and promotion of the survey and the 
overall response rate of 69% is by far the best ever achieved – previous 
surveys consistently had responses of around 50%. This is obviously an 
excellent response rate and ensures the Service can have a high degree of 
confidence in the results.  

 
7. A ‘staff engagement score’ is now widely used as key way of measuring 

employee satisfaction. It focuses on responses to specific issues which are 
known to have most impact on staff engagement and allows comparisons to 
be made between different organisations and sectors. 

 
8. The Service’s overall engagement score is 74% - 1% above the benchmark 

group used by People Insight. The figure comprises responses to the five 
questions set out in the following table which compares the Service’s figures 
with those of the benchmark group. 

 
 Engagement question CFRS 

 
Benchmark  

I am proud to say I work for Cheshire Fire and 
Rescue Service  

76%  72%  

Working here makes me want to do the best work I 
can  

72%  76%  

If asked, I would recommend to friends and family 
that Cheshire Fire and Rescue Service is a good 
place to work  

53%  62%  

I care about the future of Cheshire Fire and Rescue 
Service  

91%  89%  

I would still like to be working at Cheshire Fire and 
Rescue Service in two years' time  

77%  66%  

 
9. People Insight have worked with a number of other fire and rescue services in 

recent years and the following table allows us to do some high level 
comparisons on both response rates and engagement scores. 

 

 
CF&RS 
(2015) 

A 
(2015) 

B 
(2014) 

C 
(2014) 

D 
(2014) 

E 
(2012) 

F 
(2011) 

Engagement 
Score 

74% 67% 65% 55% 72% 62% 72% 

Response 
Rate 

69% 48% 48% 68% 47% 61% 57% 
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10. The external company advised caution in making comparisons with the 
Service’s own previous staff survey results due to the length of time since the 
last survey was held in 2011. Nevertheless, it is worth noting that overall staff 
satisfaction in working for the Service now stands at 63%, compared with 
80% in 2011, 59% in 2009 and 46% when the first survey was held in 2007. 
Significantly, the gap in satisfaction levels between operational and support 
staff is now starker than before – 60% versus 87%. Back in 2011 the 
difference was marginal – 78% for operational and 83% for support staff. 

 
11. Clearly the impact of the national industrial action by the FBU and concerns 

about the introduction of 12 hour shifts from January 2016 were significant 
factors on the responses by operational staff and these were explored in 
more detail during focus group sessions. 

 
12. Four focus group sessions were held between October and December 2015 

and all were independently facilitated by People Insight. Each group covered 
a separate part of the workforce to gather views from across the organisation. 
Sessions were held for firefighters working the whole-time duty system; on-
call crew managers and watch managers; station managers and support staff. 

 
13. The discussions covered a range of topics including line management, 

organisational values and recognition, managing change, work-life balance 
and organisational performance and leadership. A key focus was on those 
areas with the most positive responses and those with the most negative – 
the following table highlights the top 10 for each. 

 
 

Top 10 Results 
 

% agreeing 
with statement 

I understand my role and responsibilities within Cheshire Fire 
and Rescue Service 

96% 

My immediate manager trusts me to do my job 95% 
My immediate manager is approachable 94% 

My immediate manager treats me fairly and with respect 92% 
I can explain how my job contributes to the Service’s aims and 
objectives 

92% 

My immediate manager provides me with help and support when 
needed 

92% 

I care about the future of Cheshire Fire and Rescue Service 91% 
My immediate manager recognises and appreciates good 
performance 

91% 

My immediate manager listens to my point of view 91% 
Overall, I am satisfied with my immediate manager 91% 
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Bottom 10 Results % disagreeing 

with statement  
Cheshire Fire and Rescue Service has a reward system that 
recognises good performance 

53% 

The most appropriate people are selected to fill vacant posts 45% 

I feel secure in my job 44% 
I am fairly rewarded for my performance and responsibilities 44% 
Changes relating to my job are implemented well 43% 
I feel valued by Cheshire Fire and Rescue Service 42% 
I believe uniform and support staff are equally valued within 
Cheshire Fire and Rescue Service 

41% 

Principal Officers and Heads of Department are doing a good 
job at motivating employees to perform their roles to a high level 

41% 

The organisation manages change effectively 39% 
Cheshire Fire and Rescue Service encourages a good work/life 
balance 

38% 

 

Action plan 
 
14. In addition to the quantitative results, there were 939 qualitative comments 

that staff contributed as part of the survey. These comments were used to 
shape and develop the themes for the focus groups and also used in 
conjunction with the other data to develop the action plan. 

 
15. The plan itself is attached as an Appendix and it is the key document used to 

detail the steps taken to address the survey’s findings and make 
improvements in the areas necessary. In developing an action plan the 
Service has sought to ensure it: 

• celebrates areas of success such as overall employee engagement and 
satisfaction with line management 

• investigates further staff perceptions around flexible working and work / 
life balance 

• prioritises action to address key themes from the survey, particularly 
leadership and motivation, value and recognition and job satisfaction. 
 

16. While the plan contains a number of elements, one of the most significant is 
the development and delivery of a bespoke “Step Up” Watch Managers 
development programme given their increasingly significant role in helping to 
deliver future operational challenges. In addition, all future leadership 
programmes will include specific modules on managing change, while 
specific consultation and communication plans will be required for all 
significant programmes and projects affecting staff.  

 
17. Following the adoption of the action plan, a series of roadshows will be held 

at various locations across the Service to inform staff of the development of 
the plan and how it will be progressed and monitored. These will be 
scheduled between February and March 2016 and be delivered by senior 
managers as part of a series of moves to increase their visibility and access. 
Similar events were held in Autumn 2015 to inform staff of the initial results of 
the survey. 



Item 5 
Performance and Overview Committee 

24 February 2016 

 

Next steps 
 

18. Completion of action plans developed in response to previous staff surveys 
has previously been identified by staff as key to one of the reasons for the 
substantial improvements in satisfaction levels over recent years - it is 
therefore proposed that the new action plan is again used by Members to 
monitor progress, with an updated report brought to the Committee in six 
months’ time.  

 

Finance 
 

19. The costs of the survey were met from the Planning, Performance and 
Communications departmental budget. Any funding required to implement 
initiatives identified in the action plan will either be met from within relevant 
departmental budgets or has been subject to the normal financial business 
case process. Specifically a dedicated budget of £75,000 has been allocated 
to develop and deliver the “Step Up” Watch Managers development 
programme in 2016.  

 

Legal 
 
20. Data protection and staff confidentiality concerns were key considerations for 

the survey specification and the final analysis data has been presented in a 
format which does not allow individuals to be identified. 

 

Equality and diversity 
 

21. A cross-departmental project team was involved in developing the survey 
form and structure to identify potential barriers which could have an impact on 
staff completion.  

 
22. The monitoring data from the survey provides a breakdown of responses by 

age, gender, ethnicity, etc so that the Service can identify and act on any 
variations. 

 
CONTACT: JOANNE SMITH, FIRE AND RESCUE SERVICE HQ, 
WINSFORD TEL [01606] 868804 
BACKGROUND PAPERS :  


