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1 Introduction 

1.1. Survey objectives

The key objectives of the 2009 staff survey were to:

· Monitor progress since 2005
· Measure findings in new areas that were expected to be of relevance to staff  working at UCL

· Assess whether there were differential perceptions and outcomes between different groups of staff that cannot be justified

· To gauge staff perceptions of departmental workplace culture, supervision, working relationships, appraisal system and training and development

1.2. Response rates

All 8,321 employees were invited to complete the survey run between 9 and 27 March 2009. 3,333 employees responded, achieving a response rate of 40% which is a 9 percentage point improvement on the 2005 response rate of 31%.
1.3. Methodology and questionnaire 

An online methodology was adopted with a postal contingency for those without regular access to email.  The 2004/5 questionnaire was reviewed in order to keep a number of questions consistent to allow for meaningful trend comparisons.  The rest of the questionnaire was designed by ORC International in conjunction with the UCL steering group set-up for this project. 

Most attitudinal questions were positively phrased and rated on a five-point scale. When reporting the results, the positive scores (strongly agree/agree) have been grouped together as have the negative scores (disagree/strongly disagree). This enables us to report results as percentage positive and percentage negative. Neutral scores refer to the ‘neither agree nor disagree’ option. A small number of questions were asked on a different scale, for example ‘Yes/No’, and an open comments question was included.
In addition to this summary report, a full interpretive report has been produced, which explores the results in greater detail and also analyses any relevant demographic findings. 
This project was conducted in compliance with ISO 20252, the European quality standard for market research.  Further details in relation to this standard are available on request. 
1.4. Trend comparisons since 2005
10 out of the 62 attitudinal questions in this survey were comparable to 2005 questions. Of these:
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3 questions scored 5 percentage points or more above the 2005 result 
· 5 questions have scored in-line with the 2005 result (within 5 percentage points of the benchmark)
· 2 questions scored 5 percentage points or more below the 2005 results

These tables present the greatest variance from the 2004/5 results.

	Questions most improved since 2004/5
	2009 %
Positive
	2004/5 % Positive
	Difference

	29. There are sufficient opportunities for me to receive training to improve my skills in my current job
	70
	60
	+10

	1. I feel valued and recognised for the work I do
	62
	54
	+8

	31. I am encouraged to show initiative and be proactive at UCL
	67
	60
	+7


	Questions that have declined since 2004/5
	2009 % Positive
	2004/5 % Positive
	Difference

	26. The promotion process at UCL is applied fairly (Academic and Research staff only)
	35
	53
	-18

	49. There are adequate opportunities to get my ideas and suggestions passed up to senior management
	42
	50
	-8


1.5. Benchmark comparisons

Throughout this report the UCL staff survey results are compared against the Perspectives benchmarking group. This is a combination of all public, private and not-for-profit organisations within the ORC International database. 
All benchmark data is taken from ORC International’s Perspectives database which currently holds the survey results of approximately 370 organisations representing the views of more than 1.5 million employees.  We are, therefore, able to provide a robust indication of typical levels of employee opinion across the UK.  

In this report, when looking at comparisons to the benchmark, scores that are 5 or more percentage points different from the benchmark are focused on. Results that are within 5 percentage points of the benchmark are considered to be in-line with the benchmark.

38 questions in this year’s survey are comparable with external benchmarks. Of these questions: 
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14 questions scored 5 percentage points or more above the benchmark

· 17 questions scored in-line with the benchmark (within 5 percentage points of the benchmark)

· 7 questions scored 5 percentage points or more below the benchmark

These tables present the greatest variance from the benchmark results.

	Questions most above the benchmark
	UCL %
Positive
	Benchmark % Positive
	Difference

	47. I am kept well informed about what UCL is doing
	76
	50
	+26

	56. I would recommend UCL as a good place to work
	79
	53
	+26

	23. Considering my duties and responsibilities, I feel my pay is fair
	58
	38
	+20

	30. I am given a real opportunity to improve my skills at UCL
	63
	49
	+14

	57. I am proud to work for UCL
	80
	66
	+14


	Questions most below the benchmark
	UCL % Positive
	Benchmark % Positive
	Difference

	55. I feel that my goals and objectives are aligned to those of UCL
	64
	81
	-17

	15. My last appraisal led to me developing my skills and/or improving my performance
	43
	60
	-17

	60. I suggest ideas to improve our ways of doing things
	73
	86
	-13

	3. I receive regular and constructive feedback on my performance
	42
	55
	-13

	42. I have personally experienced behaviour that I consider to be bullying/harassment/unfair treatment in the last two years at UCL
	79
	90
	-11


2 Employee engagement 

2.1 Defining employee engagement

One of the key objectives for this survey was to provide UCL with an insight into how engaged employees are as it is being increasingly recognised that people are key to organisational success. Engaged employees are proven to deliver higher quality work, be more loyal, and contribute to the development, growth and overall success of an organisation. 

Employee engagement goes beyond satisfaction and can be defined as employees’ willingness and ability to invest their personal effort in the success of the organisation.  This can be framed in terms of ‘say, stay and strive’ principles:

· Say is about whether employees are inclined to speak positively about the organisation to colleagues and potential employees and other people externally.

· Stay reflects an employee’s commitment to the organisation in terms of whether they wish to stay with the organisation, develop their career there and really be a part of the organisation.

· Strive is the extent to which employees are willing to go the extra mile and put discretionary effort into their work.

2.2 Measuring employee engagement at UCL
A set of six questions were included in this year’s survey to specifically measure employee engagement (see graph overleaf) these questions were then aggregated to give an overall index of engagement.  Employee engagement within UCL currently sits at 76% which is 11 percentage points above the average scores from the Perspectives benchmark (for comparable questions only).
Five of the six engagement questions can be compared against the external benchmark. Both of the questions that fall under “Say” (questions 56 & 57) are performing well, particularly question 56 which is 26 percentage points above the benchmark. Only question 59 from the two “Stay” questions (questions 58 & 59) can be compared against the benchmark and this is considered to be in-line but it is noticeable that a neutral result of 28% was achieved. Of the “Strive” questions (questions 60 & 61), 94% of staff are willing to go the extra mile for UCL, which is in-line with the benchmark. However, only 73% of staff are willing to suggest ideas to improve the way things are done at UCL, 13 percentage points below the benchmark.
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A large variation was experienced in engagement scores across the organisation with a range from 57% to 92% encountered.  

3 Summary of results

3.1 Your job
Overall, 77% of respondents feel satisfied with the job that they do, which is an encouraging 10 percentage points above the Perspectives benchmark. Grade 1 staff are more satisfied with their job (93% positive score but on a small base of 27 staff) even though grades 1 to 6 as a whole were less positive than grades 7 to 10 (grades 1 to 6 positive score is 72%, grades 7 to 10 is 80%). Further to this, and 7 percentage points above the benchmark, 62% of staff feel valued and recognised for the work they do.  

Employees are less positive on more specific issues such as role clarity, feedback and resources. Despite the positive scores being above 80% for role clarity, the scores are only in-line with the benchmark indicating that this is not an area of particular success for UCL and research staff in particular rated these questions lower than other groups of staff.      

The rating for satisfaction with physical working conditions is 8 percentage points below the benchmark (61% positive score for UCL) and some staff do not feel their working conditions meet general hygiene conditions. In terms of having resources to complete work effectively, the positive score (51%) is 7 percentage points below the benchmark and 30% of respondents actively disagreed with this question. 
The poorest comparison to the benchmark in terms of feedback was for receiving regular and constructive feedback on performance (13 percentage points below the benchmark). Staff aged between 21-30 and those with fewer than 3 years service were more positive on this issue than those aged over 65 or with more than 10 years service. 

3.2 How are you managed?
In general, this section had low positive scores and high neutral scores particularly with job insecurity and dealing with poor performance. Even so, this is quite common in surveys and of the 5 questions comparable to the benchmark in this section, 3 were in-line, 1 was below and 1 was above the benchmark. 
In terms of the appraisal process, staff are more positive about their appraisal accurately reflecting performance (73% positive score) than they are about it developing employees’ skills (43% positive score). Therefore the main issue with the appraisal process would be that appraisals are only used to review and not to develop staff looking forward. 
Questions regarding “my manager” generally scored well.  Two thirds of staff believe their managers demonstrate the necessary management skills/competencies to undertake their role effectively whilst a similar percentage believe their manager fosters two-way communication within their team. Even so, just 40% of staff believe there is a positive relationship between management and staff in UCL.  The neutral score for this question was 37%, indicating that many staff are unsure regarding the nature of the relationship. 

Senior management questions normally receive lower positive scores than line manager questions and UCL is no exception.  Despite a positive score of just 39% for both senior management questions, one result is in-line with the benchmark (being sufficiently visible) and the other above (providing effective leadership).  

28% of staff agreed that poor performance is dealt with effectively where they work, in-line with the external benchmark.  A large neutral score is present for this question (39%), indicating that many staff are unsure or unknowledgeable regarding this.  Perhaps it is, therefore, surprising to see the positive result for part time staff 5 percentage points above that for full time staff.  

The overwhelming response for question 18, I am supported at times of job insecurity, was neutral (48%). This indicates that job insecurity isn’t an issue for the majority of staff or that they are unsure if they are supported or not.  Research staff answered this question most positively as they did to question 8, I have the opportunity to contribute my views before changes are made which affect my job, whilst Academic staff answered both questions least positively.
3.3 Pay and benefits  
Satisfaction with pay and benefits is relatively high.  76% of staff are aware of, and have access to all aspects of UCL’s staff benefits, whilst two-thirds of staff are satisfied with UCL’s range of benefits for its staff - 5 percentage points above the benchmark. Despite this overall satisfaction, staff from grades 1 to 6 were significantly less positive to questions 24 and 25 than staff from grades 7 to 10. There is also a significant difference between staff category for question 25 (I am satisfied with UCL’s range of benefits for its staff) with the Academic positive score at 59% but Support receiving a positive score of 71%.
The majority of staff (58%) feel their pay is fair, 20 percentage points above the benchmark.  Part-time staff are less content than full-time staff by 7 percentage points, however, the result for part-time staff is still 13 percentage points above the benchmark.

Questions 26 and 27 asked staff if they felt the promotion or grading processes are applied fairly and the predominant response for both was neutral. Therefore it is likely that many staff do not know or are unsure about whether they are fair or not.
3.4 Training and development
This was a more positive section in general with three of the questions being above the benchmark and the fourth being in-line. Questions 29 and 30 were both regarding skills and UCL scored significantly above the benchmark for both questions (9 percentage and 14 percentage points above, respectively). In terms of employees having the opportunity to improve skills at UCL, the positive score was 14 percentage points above the benchmark and the positive scores for staff aged 21 to 30 and over 65 were significantly higher than the UCL average (72% and 70% respectively).

Two-thirds of staff believe there are sufficient opportunities for personal development and growth at UCL, 8 percentage points above the benchmark. There are, however, some variations by the different departments/divisions at UCL – perhaps indicating different cultures. Finally, 67% of respondents feel encouraged to show initiative at UCL but this was the one question in this section that did not score above the benchmark and in terms of demographics, the positive score increases with grade. 
3.5 Managing you workload 
Results regarding working time are mixed, with greater positivity around flexibility and autonomy and less positivity around deadlines and working excessive hours.  

Over 8 out of 10 staff state that their working time can be flexible whilst over 7 out of 10 are able to take sufficient breaks during working hours. The top scoring question in this section is question 37, I have a choice in deciding how I do my work, with a positive score of 85%. This is 12 percentage points above the benchmark and is the only question (of 3) that is above the benchmark in this section.  Research staff gave the most favourable response to this question (91% positive).

Being able to meet the requirements of your job without regularly working excessive hours scored relatively poorly and this question is 10 percentage points below the benchmark. Just 21% of Academic staff rated this issue positively and a significantly lower score was received for staff with over 10 years service. A more positive response was gained from part-time staff.

Linked to this, only 58% of staff feel that they are given realistic deadlines to work towards, compared to a benchmark of 62%. Again Academic staff scored least positively whilst Research staff had an average positive score of 64%.
3.6 Equal opportunity
Three-quarters of staff at UCL feel they are treated with fairness and respect, in-line with the external benchmark. However, staff aged between 41 and 65 answered significantly below the benchmark.  Notably, open comments predominantly regarding quality/fairness received a total of 85 comments, the 7th largest theme.
73% of staff believe that UCL is committed to achieving and promoting equal opportunities, this compares to a benchmark score of 77%. Reviewing the answers to this by age, staff between 21 and 30 gave a positive score of 84% (11 percentage points above the UCL average), however, those  aged between 41 and 50 and over 64 had an average positive score of 67% (6 percentage points below the UCL average). It may be beneficial for UCL to understand the differences between these age groups.

Almost six out of ten staff would feel able to report bullying/harassment without negative repercussions for themselves, in-line with the external benchmark.  
Question 42 asked staff if they have personally experienced bullying/harassment or unfair treatment in the last two years (at UCL). 21% stated they had and they were then asked to give details on the reason(s) this was due to and from whom it was from. Respondents were able to tick as many categories as they felt relevant to do this. The most common reasons given are age, gender and race, however, the biggest number of responses fell into the ‘other’ category. Line managers and colleagues are rated almost equally as being responsible. 
3.7 Communication 
Downwards communication in UCL is rated the most positively and is the joint highest comparator against the external benchmark, therefore this is an area of success for UCL.

Questions 48 (I would be comfortable to speak up and question the way things are done at UCL) and 49 (There are adequate opportunities to get my ideas and suggestions passed up to senior management) are about upwards communication and both received a positive score of less than 50%.  Question 48 is in-line with the benchmark but there is no external comparator for question 49.  Both questions received a neutral score of 33%, indicating a third of staff are undecided, not worried about contributing or lack the information to make a judgement in these areas.

A positive score of just 37% was received for senior management being open and honest, however, this is line with the external benchmark.  Support staff were the least positive regarding senior management being open and honest (33% positive) whilst Research staff the most (42% positive).

Responses regarding relations between Support and Academic staff varied depending on the staff area.  73% of Academic staff felt that relations between support and academic/research staff are generally good and a similar score was received from Research staff (69% positive), however, the score from Support staff was just 55%. 
3.8 Vision and values 
71% of staff are clear about the goals and objectives for their department/division, in-line with the external benchmark.  Grade 9 and 10 staff gave the highest average positive response for this question (and question 55).  

There were 5 departments/divisions where the positive score was 10 percentage points, or more, lower than the UCL average and four of these departments/division are also significantly below the average positive score for feeling individual goals are aligned to UCL’s goals. This is particularly significant as the average UCL positive score for this question is 17 percentage points below the benchmark. 
4 Conclusions 

	Key Strengths
	Recommendations for Action

	· Engagement
	· Grading review/promotion process

	· Keeping staff informed 
	· Resources 

	· Opportunities to improve skills at UCL
	· Appraisals aiding development

	· Valued and job security 
	· Awareness of goals and objectives

	· Flexibility (working time/autonomy)
	· Dealing with poor performance 


It is important to prioritise issues into a small number of key action areas that can be focused on. While the UCL’s key weaknesses should be paid particular attention, it is also critical to act on the strengths, to consolidate what UCL is currently doing well. The table above highlights UCL’s key strengths and recommendations for action. 
The strengths should be promoted, celebrated and maintained to ensure high performance is sustained. Recommended actions may require further exploration before action is taken – but a thorough understanding of the issue is critical for ensuring appropriate action. It is also worthy to note that in both the strengths and areas recommended for improvement, different pockets of staff are more or less positive than the average. The former could be learned from and be enlisted as advocates for the issue and the latter require attention and support to improve their engagement at UCL. 
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