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Summary 
 
1 As part of the Authority’s commitment to excellence it has agreed to carry out 

comprehensive staff satisfaction surveys. These ensure there is an objective 
method of evaluating progress in listening and responding to employee 
concerns and of ensuring staff involvement in the development of the 
organisation.  

 
2 In line with best practice, the surveys are carried out every two years to allow 

time for the organisation to draw up, implement and embed its responses to 
any of the key issues which need to be addressed. 

 
3 Progress in implementing any proposals is monitored through an action plan 

setting out proposals, timescales and responsibilities with the plan in response 
to the 2011 survey confirmed by this Committee at its meeting on 30th 
November 2011. 

 
4 This report provides Members with a final update on progress against the plan 

prior to work starting on preparations for the 2013 survey. 
 

 

Recommended: That  
 

(1) Subject to Members’ comments, progress against the action plan is 
noted and that the proposed approach for the 2013 survey is accepted.  

 

Background 
 
5 The 2011 staff survey was the third to be carried out by the Service and the 

results showed substantial improvements in satisfaction in every area covered 
in the online questionnaire. Members have previously considered reports and 
presentations which explored the survey results in more depth and also 
included feedback from staff who took part in follow-up interviews. 
 

6 There were a number of issues highlighted as potentially requiring further 
improvement.  The Committee meeting on 30th November 2011 approved an 
action plan setting out the Service’s proposed response in these areas as well 
as assigning responsibilities and outline timescales. 
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7 A key part of each action plan has been ensuring effective feedback to staff and 
for the 2011 survey a comprehensive programme of roadshows were 
completed by senior managers. In addition, a newsletter summarising the key 
results was provided to all staff while the full results report was published on the 
Service's Intranet.  
 

8 The table below sets out the headline issues from the original action plan 
together with an updated commentary. 
 

Survey area Issues Action 
The Job 
 

Changes relating to my job 
are implemented well. 
 
 
 
 
 
 
 IT infrastructure inadequate  
 

Work to improve communication and 
staff briefings on Value for Money 
(VFM) reviews has been completed, 
with additional support around change 
management and interviewing skills 
provided by Human Resources. 
 
 
The first phases of the ICT programme 
have been completed with extremely 
positive initial feedback. 
 

Work/Life 
Balance 

 

Recognises the needs of 
carers with dependants and 
provides them with flexible 
working arrangements 
 

It was agreed to discuss the issues in 
more detail with a dedicated focus 
group of relevant staff. There have 
been ongoing problems in recruiting to 
a focus group, however, discussions 
took place recently and issues are 
being fed back through the Equality 
Task Group.   
 

Workplace 
Culture 

 
 

 Inter-department working 
 
 
 
 
 
 
 
Reward system – 
effectiveness and awareness 
 
 
 
Those being bullied, 
harassed or discriminated 
against felt less supported  
 

There have been a number of local 
initiatives to increase awareness of the 
roles of different teams but a proposal 
to hold an ‘Open house’ event has not 
been completed. This has been due to 
diary commitments and workload 
priorities over the VFM reviews.   
 
Work to review and increase publicity 
around reward systems such as the 
STAR awards and SPARK suggestion 
scheme has been completed. 
 
The low numbers involved have made 
it difficult to get more detailed feedback 
from staff, however, an in-house 
conference on managing workplace 
banter has been organised for April.  A 
new "Dignity at Work" toolkit will also 
be launched at the event. 
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Survey area Issues Response 
Organisational 
Performance /  
Leadership 
 

Managing change – 
satisfaction up but still low  
 
 

In addition to the VFM communication 
improvements and HR change 
management support, face to face 
briefings are now prioritised with recent 
specific sessions for managers at all 
levels following Fire Authority approval 
of IRMP10.   
 

Staff Learning 
and 
Development 
 

Most appropriate people are 
selected to fill vacant posts - 
low 
 
 
 

The Service’s operational promotion 
process has been completely revised 
and is being communicated to staff – a 
presentation on the new approach was 
given to a previous meeting of the 
committee.   
 
 

Communication 
and Information 
 
 

Employees are kept regularly 
involved during times of 
organisational change – low 
but most improved 
 
Managers praising consistent 
performance 
 
 
 
 
 
 
 
Intranet access 
 
 
 
 
 

A monthly learning event is due to 
launched in May to provide training 
and advice for supervisors and 
managers in briefing staff. Options to 
deliver smaller ad hoc sessions on 
stations will also be explored. 
 
 
The implementation of the IRMP 
proposals relating to new stations and 
staffing systems will feature 
workgroups of relevant staff from the 
outset. 
 
The new ICT network has improved 
the speed and access to the Intranet 
and remote Intranet access has now 
been implemented.  More mature 
policies about staff use of the internet 
and social media are being rolled out.  
 

 
9 While there are a small number of actions which have not been completed, 

significant progress has been around the key themes of promotion processes 
and the management of change. The latter is clearly of greatest significance 
given the wholesale organisational change taking place over the next four years 
through IRMP projects and value for money reviews. 

 

Next steps  
 
10 The Service’s fourth staff satisfaction survey is due to be carried out during the 

current financial year. Previously the quantitative survey has been carried out 
over a four week period in early summer followed shortly afterwards by 
qualitative interviews or workshop sessions to examine emerging issues. 
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11 This allows analysis to take place in August / September followed by 

presentation of headline results to Members and Service Management Team. 
Any projects to address specific issues from the survey can then be developed 
and fed into the Service’s budget and planning timetable for the following 
financial year. 
 

12 To provide staff reassurance about confidentiality, the fieldwork and analysis 
has always been carried out by external contractors. Staff in the Planning, 
Performance and Communications department lead a small in-house team to 
develop the project brief and then manage the overall project as well as 
overseeing the implementation of the subsequent action plan. 

 
13 It is proposed that the same approach is adopted this year and that quotes to 

carry out the work are sought from suitable previous and potential suppliers. 
The percentage of staff taking part in the past three surveys has remained 
consistent at around 50% and while this is above the public sector average, 
increasing the response rate will be a key target this year.  

 

Finance 
 

14 The costs of the survey can be met from the existing corporate consultation 
budget. Any funding required to implement initiatives identified in the 
subsequent action plan will need to be met from within relevant departmental 
budgets or be subject to the normal financial business case process.  

 

Legal 
 

15 Data protection and staff confidentiality issues will be a key element of the 
survey specification with contractors required to show compliance with the 
Market Research Society’s Code of Conduct so final analysis data is 
presented in a format which does not allow individuals to be identified. 

 

Equality and diversity 
 
16 A cross-departmental project team will be involved in developing the survey 

form and structure to identify potential barriers which could have an impact on 
staff completion.  

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

age, gender, ethnicity and other factors which ensures the Service can identify 
and act on any variations. 

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


