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Business Services Organisation  

Human Resources Directorate 

Staff Attitude Survey 2009.  

Purpose 

This paper reports on the results released by the Minister on 21 May 2010 of the Staff Attitude 

Survey conducted within the Business Services Organisation (BSO) as part of a regional Staff Attitude 

Survey held during November and December 2009. It applied to Staff who were in employment with 

the BSO in October 2009. As a result of this NICS staff on temporary secondment were unable to 

participate in the survey. A formal presentation on the results will be made at the Board meeting.  

The full report covering 200+ pages is available on the intranet if members wish to consider the 

individual detail 

http://www.hscbusiness.hscni.net/services/Human%20Resources%20and%20Corporate%2

0Services/Staff%20Attitude%20Survey%20Full%20Report.pdf 

Recommendation 

The Board is asked to note the outcome of the report and agree the recommendations arising from 

the analysis provided in the paper and the associated action plan.  

 

 

Hugh McPoland 

Director of Human Resources and Corporate Services 
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Business Services Organisation 

Human Resources Directorate 

Staff Attitude Survey 2009 

Introduction 

The regional staff attitude survey follows closely the NHS survey which has been operational for a 

number of years now. Previously some HSC Trusts had conducted their own survey and the Minister 

concluded that it would be useful to have a regional survey which was managed by NISRA.  

Questionnaires (Appendix 1) were issued to staff on 2 November 2009 along with an invitation to 

complete and a reminder was sent 3 weeks later on 23 November, in addition, an email was also 

issued on two separate occasions by the Chief Executive encouraging staff to respond and some 

promotional literature was circulated across the organisation. 

The BSO response rate was 31% which would normally be considered to be a good response rate for 

a postal questionnaire but in the context of an overall regional response ranging from 31-71% and an 

average of 39%, it is a little disappointing.  

The questionnaire covered a number of specific areas 

• The Resources to Deliver  

• The Support to do a Good Job  

• A Worthwhile Job and the Chance to Develop  

• Errors, Near Misses and Incidents  

• Violence, Bullying and Harassment  

• Occupational Health and Safety  

• Infection Control and Hygiene  

• Background Details  

• Supplementary Questions 

Executive Summary 

• 240 staff took part in the Business Services Organisation Staff Survey 2009. 

• 52% of staff felt that their organisation was committed to helping staff balance their work and 

home life. 

• 23% of staff said that they have frequent face-to-face contact with patients/service users, with a 

further 30% saying that they have occasional contact. 
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• When asked to consider any training, learning or development undertaken in the last 12 months, 

51% of staff agreed that it has helped them to do their job better. 

• 65% agreed that their immediate line manager encourages those who work for him/her to work as 

a team. 

• 59% of staff stated that, in the last 12 months, they have not had an appraisal or Knowledge and 

Skills Framework (KSF) development review. 

• 68% agreed that they have clear, planned objectives for their job and 84% agreed that they are 

trusted to do their job. 

• 32% of staff agreed that senior managers try to involve staff in important decisions and 38% 

agreed that communication between senior management and staff is effective. 

• 54% of staff said that they have worked more than their contracted hours in the last 12 months, 

with 86% agreeing that one of the reasons is that it is necessary to meet deadlines. 

• 6% of staff felt that they have experienced some form of discrimination in the last 12 months. The 

two most common reasons stated were religion and gender. 

• 81% of staff know how to report their concerns regarding negligence or wrongdoing by staff in the 

organisation, with 54% saying that they would have the confidence to report their concerns. 

• The most common ways that staff receive information about their organisation are from their line 

managers (58%), team meetings (41%) and daily updates on the organisation intranet (41%). 

• 70% of staff agreed that they are satisfied with the quality of care they give to patients/service 

users. 

• 27% of staff said they have been injured or felt unwell as a result of work-related stress in the last 

12 months. 

• 69% of staff said that their organisation has a clear set of values which they understand, and 68% 

said that they share their organisation’s values. 

In order to understand the results on a comparative basis an analysis has been undertaken to 

consider our position in respect of the overall regional results and it is attached as Appendix 2. Some 

of the results which are predominately over a range of 5 factors have been merged into three 

categories, for example;   

Strongly disagree and disagree were merged into one category of disagree, similarly strongly 

agree and agree were merged into one category with the third category of neither agree or 

disagree remaining untouched. 

In undertaking the comparison an approach of estimating an approximate 5% variation as being 

acceptable and a greater variation as being an area for improvement (celebration) subject to the 

nature of the question. 

The Resources to Deliver  
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This section assesses the perspective of staff as to whether they have the resources required to do 

their job. A key message is that the results are significantly better than the service in that there 

appears to be less dissatisfaction with the requirement to work longer hours on an unpaid basis. 

However, an area of concern must be the lack of training provided in the period prior to the creation 

of the BSO and the period up until the survey was undertaken.  

Members should note that the new performance appraisal system which is being rolled out across 

the organisation will provide us with an opportunity to assess and deliver on training needs. Indeed 

the first major training initiative has been the awareness training for the performance appraisal 

system to be followed quickly with an awareness programme for Information Governance and its 

constituent elements. 

The Support to do a Good Job  

In this section there are strong positive responses in respect of the support provided by managers 

although once again the lack of appraisal and training has been highlighted as requiring further 

work. A concern does exist in that significant numbers of staff, as in the regional report, suggest that 

they would like to leave the organisation for which they work and whilst this does not vary 

significantly from the regional results it is an area which merits some attention. One possible 

explanation is the fact that this was reported on just after a prolonged period of uncertainty and 

change but is an area where we need to be vigilant as we face a further period of change.  

The questions relating to communication and information provide a positive response albeit there is 

some concern about the degree of confidentiality attributed to patient information and while this 

could be attributed to the fact that patient information is not widely available within the 

organisation resulting in a higher than expected “neither” answer. 

The results in respect of working hours in the section provide some concern although it contradicts 

to some extent the responses to question 1 about having to work additional hours where 83% of 

staff reported not having to work additional paid hours and 59% not working any unpaid hours while 

54% record in this section that they work more than their contractual hours.  

Once again there is strong negative message about the availability of training over the first months 

of the establishment of the organisation and the last years of the legacy organisations. 

Also an area of concern in this section is the response in regard to equality where there are a 

number of people reporting an experience of discrimination although this has not manifested itself 

in any formal complaints or Industrial tribunal applications. 

A Worthwhile Job and the Chance to Develop  

In this section there are variations to the regional results in respect of the communication within the 

organisation. This issue is picked up within the draft HR strategy with a recommendation to formally 

introduce in all parts of the organisation a team briefing arrangement. Some people also perceive 

that they don’t get enough time to concentrate on the quality of their work and may not have 

interesting jobs. 
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A strong positive in this section this that staff see the opportunity to contribute to business 

improvement and organisational issues where senior managers are seen to be responsive.  

Errors, Near Misses and Incidents  

The biggest negative variations to the regional results appear in this section. There is a need to 

restate the health and safety message. Following the Board’s agreement of the health and safety 

policy earlier this year the health and safety committee has been meeting regularly and health and 

safety inspections have been commenced to identify hazards. It also needs to be noted that there 

are not many health and safety incidents reported within the organisation. I would suggest these 

result need to be considered in the context that the regional survey results are influenced by the 

significant investment in recent years in patient safety initiatives within Trusts which positively 

encourage the reporting of near misses and incidents. 

Violence, Bullying and Harassment 

Any report of violence, bullying and harassment should be red flagged because of the zero tolerance 

approach to violence within the BSO and the health and social care sector in general. Whilst the 

quantum reported is small in the survey there have been no complaints or formal investigations of 

harassment or bullying lodged in the BSO since the creation of the organisation. 

Occupational Health and Safety and Infection Control and Hygiene  

There is little variation from the regional responses within the BSO results although the level of work 

related stress reported needs careful monitoring and a plan for action will be included in the 

forthcoming health and well being at work strategy which will also address some of the variations 

set out in the supplementary questions section.  

Background Details  

The report also provides some analysis of results by two section 75 categories, Age and Gender. 

There is a broad similarity in regard to the results across the categories but the following tables 

show where there are noteworthy variations.   

Age 

16-40   41-50 51 plus 

Higher levels of  satisfaction with 

 

 

• Managers helping them 

find work life balances 

• Use of flexitime 

• Induction in joining the 

organisation 

participation in training  

• Support from line 

managers and level of 

responsibility given 

• Support they are 

 

 

• Greater use of  

elearning 

• Consider that patients 

and clients are our 

highest priority 

• Strong support for 

training 

• Clarity about how their 

role contributes to the 

organisation 

• Action is taken in 
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16-40   41-50 51 plus 

provided with in 

keeping up with 

developments 

respect of errors, near 

misses or incidents 

• Clean workspaces 

 

Lower levels of satisfaction with 

 

• Job security 

• Their opinions being 

sought by colleagues 

 

• Level of feedback from 

managers about how 

well they are doing 

• Less certain about the 

organisation values, 

positive values 

• Managers encouraging 

them to work as a 

team, providing 

feedback or supporting 

them in a personal 

crisis 

• Staffing levels 

• Feel overworked 

 

Other issues 

• Working longer hours is 

necessary to get ahead 

 • Not having had an 

appraisal to KSF 

development review 

 

Female  Male 

• Flexible working time is availed of more 

by women than men 

• Report more satisfaction with their level 

of responsibility  

Greater percentage of males 

• Work more than 30 hours per week 

• Received training in IT 

• Received training in handling 

violence 

• Suggest retirement as a reason for 

wanting to leave their job 

• Agree that patient and service users 

is the organisation’s top priority 

 

 Higher levels of dissatisfaction with  

• the extent to which the organisation 

values their work 

• how the organisation communicates 

clearly with staff about what it is 

trying to achieve 

• senior management setting out a 

clear vision of where the 

organisation is headed 

 

Targets for the next survey  
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Given that this is the first staff survey undertaken in the BSO consideration has to be given as to how 

performance compares against other HSC organisations. A range of the most relevant questions to 

the BSO suggests ranked performance 
1
as follows 

Area of questioning Rank 1-3 Rank 4-6 Rank 7-9 

Resources to deliver 7 1 4 

Support to do a good 

job 

22 12 9 

A worthwhile job and 

the chance to develop 

10 4 0 

Errors , Near misses 

and Incidents 

0 1 4 

Violence Bullying and 

Harassment
2
 

0 1 3 

Occupational Health 

and Safety 

1 0 2 

Miscellaneous 4 0 1 

Total 44 19 23 

  

General conclusions 

An overview of the survey would suggest a number of key areas for action  

1. The introduction of the performance appraisal system which can identify and deliver training 

needs within the organisation. This is already underway and its roll out will be the subject of 

reporting under the performance management framework. 

2. A more formal communication process should be adopted based around team briefing 

mechanisms. This communication should involve regular contact between managers and 

facilitate a two way dialogue. 

3. Further work in regard to a staff heath and well being strategy will be undertaken. 

4. Information governance awareness training should be delivered at the earliest opportunity 

to reinforce.  

5. Managers should take appropriate action including the use of system review tools such as 

LEAN to ensure that workloads are appropriately managed to avoid unnecessary stress and 

work life imbalance evolving. 

6. Training in respect of equality and health and safety should be made available to all staff. It 

should be noted that this is already planned whilst using some elearning methodologies.  

Whilst the primary target will be to build on those areas which are strong and positive there should 

also be an aspiration to raise the level of positive responses across a range of factors. The targets set 

out below have been developed taking account of the BSO’s relative position and scoring and 

                                                           
1
 Nine major organisations are reported on while the small agencies were collated into a group entitled others 

2
 It should be noted that for some of these questions ranked 9

th
 is a better score to be as it signifies less of a 

problem  
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current initiatives under way for example in Performance appraisal which should have a positive 

impact on future results. 

 

 

To achieve these targets a number of actions need to be put in place or completed urgently.  

 

                                                           
3
 A number of smaller agencies have scored higher but the comparison in this table looks the the nine main 

organisations. The highest response form one of the smaller agencies is 71% 

Survey / Question Area BSO Current Score % Highest 

Score % 

Target % 

To agree 

 Actual Current 

Rank 

  

Overall Response rate  31 9 47
3
 51 

Resources to Deliver     

Agree that receive a successful 

induction 

59 3 69 70 

Training has helped me to do my job 

better 

51 9 69 70 

Support to do a good job     

My immediate manager encourages 

those working for him/her to work as a 

team. 

65 7 72 80 

Have had an appraisal/KSF review in the 

last 12 months 

39 5 53 95 

Has received the training, learning or 

development that was identified in a 

PDP 

42 5 59 60 

I always know what my responsibilities 

are 

74 6 78 80 

Communication between Senior 

Managers and staff is effective 

38 1 38 50 

A worthwhile Job and a chance to 

develop 

    

There is strong support for training in 

my area of work 

39 4 47 50 

I know how my role contributes to what 

the organisation is trying to achieve 

66 1 66 80 

Errors Near Misses and Incidents     

Do you know how to report errors, near 

misses or incidents 

72 7 92 90 

Supplementary Questions     

My organisation has a clear set of 

values I understand 

69 2 

 

73 80 

I  believe in and share my organisation’s 

values 

68 2 71 80 
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Action Responsible Person Date 

Introduction of a Performance 

appraisal system. Training in 

the new performance appraisal 

system has been rolled out and 

departments are working to 

ensure first meetings are 

completed by 30 September 

2010.  

 

DHRCS 

Directors 

September 2010.  

Induction training to be 

reviewed and up dated. 

 

ADHR  Workforce  December 2010 

Review of the relevance and 

quality of training provided 

needs to be reviewed. 

ADHR Workforce April 2010 

Further training is required in 

regard to health and safety at 

work particularly in reporting 

arrangements. 

 

Admin Service Manager December 2010 

Whilst information governance 

has already been highlighted in 

Audit reports the staff survey 

also highlighted issues in 

respect of the need for further 

training. 

Admin Services Manger Underway. Completion due 

October 2010 

Results to be widely circulated 

across the organisation. 

DHRCS 

Directors 

Immediate 

More formal communication 

systems to be introduced and 

monitored. 

ADHR  March 2010 

 


