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Topics
• Working With The Survey
– Interpret the survey report
– Identify priorities

• Questions
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Key Report Sections
• Background questions
• Response charts – Adverse to positive
• Performance vs. Importance
• Comments
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Response by Department

• 7 of the 18 subgroups had 100% response
• 5 other subgroups have over 70% response
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Response by Department & Subgroup
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Reviewing the Reports
• Review “All Departments
Combined” report
– Understand format, tables &
charts

• Outline method to identify
opportunities to improve and
select priorities
• On your own – review your
department’s data and decide if
you want to ID opportunities
and priorities
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Identifying Opportunities & Priorities
• Questions with high percentage of adverse
responses
• Questions with high relative importance
– Relation to key concepts, strategic goals, critical questions
or issues you face

• Areas where you can make a difference
– Are these things you can change? Causes or effects?
– Compare effort required to anticipated impact
Key to factor in your knowledge of the department

7

Report: Basic Tables

Included in each
functional area report
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Report: Basic Tables

Included in each
functional area report
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Report: Basic Tables

Included in each
functional area report
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Average Scores versus Counts by
Category?
Example questions
Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree

1

2

3

4

5

I feel like my ideas and opinions
are listened to by my supervisor
I receive recognition for my good
work
Disagreements among employees
are handled effectively
I trust the employees in my work
group

Weighting
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Average Scores versus Counts by
Category?
Department

Responses

Average Score

A

100 responses of “Agree”

4.00

B

75 “Strongly Agree” and 25 “Strongly Disagree”

4.00

100 x 4.0 = 4.00
100

(25 x 1) + (75 x 5)
= 4.00
100
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Analogy from Satisfaction Surveys
Very
Dissatisfied

Dissatisfied

Neutral

Satisfied

Very
Satisfied

How satisfied
are you with…?

Think of a situation where you were Very Dissatisfied.
What sorts of things happened?
What would it have taken to move you up to Neutral or above?
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Analogy from Satisfaction Surveys
Very
Dissatisfied

Dissatisfied

Neutral

Satisfied

How satisfied
are you with…?

Very
Satisfied

Think of a situation where you were Very Satisfied.
What made you Very Satisfied as opposed to Satisfied?
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Analogy from Satisfaction Surveys
• Average scores don’t tell us enough.
• Different strategies are often required to eliminate
dissatisfaction versus to increase satisfaction.
– Very Dissatisfied or Dissatisfied responses are usually created by
mistakes, delays, rudeness, or other situations that are unpleasant
and considered problems.
– High % Very Dissatisfied or Dissatisfied indicate systems and
processes that are poorly designed, overly complex or unclear,
inadequate, inefficient, or otherwise chronically problematic.

• Eliminating problems can prevent dissatisfaction, but does
not guarantee satisfaction.
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Kano Model: Dissatisfiers vs. Satisfiers

Level of Satisfaction

Delighted

Performance-Related
Characteristic

~“Motivators”
Delight
Characteristic

Neutral
Basic
Characteristic

~“Hygiene factors”

Angry
Absent

Present
Presence of Characteristic
Adapted from: The Leader’s Handbook, by Peter R. Scholtes, p. 68.
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Climate Survey
Strongly
Disagree Disagree

Neutral

Agree

Strongly
Agree

3

4

5

I feel like my ideas and opinions are listened to by
my supervisor.
I receive recognition for my good work.
Disagreements among employees are handled
effectively.
I trust the employees in my work group.
Weighting value

1

2

It is important to know the distribution of responses.
Different aspects of Climate – Motivating versus Hygiene factors
Different actions may be required to move from Disagree to Neutral versus to move from
Neutral or Agree to Strongly Agree
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Improvement
• What would it take to ensure there is no
dissatisfaction or no “Disagree” responses?
• What would it take to achieve high levels of
satisfaction or agreement?
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Example: All Employees, All Depts, Chart 1
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Example: All Employees, All Depts, Chart 2
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Performance & Importance
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Correlation
• Key statements
– “My department is one of the best places to work.”
– “I am satisfied with the leadership in my department.”

• How strongly do responses to other
statements relate to the response for these
two statements?
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Example of Strong Correlation
Strongly
Agree

Response to
“My department is
one of the best
places to work.”

Strongly
Disagree
Strongly
Disagree

Response to other question

Strongly
Agree
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Example of Weak Correlation
Strongly
Agree

Response to
“My department is
one of the best
places to work.”

Strongly
Disagree
Strongly
Disagree

Response to other question

Strongly
Agree
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Comparison of Performance & “Derived Importance” –
Staff Only, All Departments
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Comparison of Performance & “Derived Importance” –
Staff Only, All Departments
Correlation
for All Staff
Label
Number

Performance

Average

Q10_ best
places

Q35_ sat w/
leadership

Correlation
for this Dept
Q10_ best
places

Q35_ sat w/
leadership
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Performance – Importance, Chart 1
(Full scale. Question 10: “My department is one of the best places to work.”)
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Performance ‐ Importance
Higher Relative
Importance

Potential
Higher
Priorities

Strengths

Lower Relative
Importance

Possible
Secondary
Priorities

Possible
Secondary
Strengths

Poorer
Relative
Performance

Better
Relative
Performance
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Performance – Importance, Chart 1
(Full scale. Question 10: “My department is one of the best places to work.”)
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Performance – Importance, Chart 2
(Magnified scale. Question 10: “My department is one of the best places to work.”)
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Examining Questions
• Actionable – Can the supervisor take specific action
or not?
– Is it specific?
– Something one can learn and adopt?

• Cause or Result ‐ Is it something one can influence or
is it the result of many other items?
– Behavior or a more general attitude/opinion
– Does it create the work environment or does it result from
that environment?
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Examine Chart: Example of actionable questions: Staff

Lower Correlation

Higher Correlation

(Q#_Topic_% adverse) Correlation to “My department is one of the best…”
44_Receive recognition for good work (25%)

19_Teamwork is encouraged (15%)

38_ Someone encourages my development (23%)
31_ Feel informed about changes affecting me (23%)

7_I receive constructive feedback re work quality (15%)

32_ Short deadlines explained (20%)

16_Encouraged to be creative (12%)

12_Supervisor listens to opinions (19%)

14_ Supervisor or someone cares about me as person (11%)

25_Opportunities to broaden skills (19%)
43_Disagreements managed effectively (18%)
26_Empowered to make decisions (14%)

42_Supervisor involves me in determining goals (23%)

4_We routinely talk about quality of work (14%)

31_Supervisor acknowledges job well done (21%)

2_I have guidelines that assist me (8%)

28_Meetings are well-planned (17%)

23_Have sufficient information to do job well (7%)

39_Division communicates goals/strategies (16%)

4_My direct supervisor is accessible to me (4%)

Poorer Performance

Relative Better Performance
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Performance – Importance, Chart 1
(Full scale. Question 35: “I am satisfied with the leadership in my department.”)
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Performance ‐ Importance Chart 2
(Magnified scale. Question 35: “I am satisfied with the leadership in my department.”)
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Examine Chart: Example of actionable questions: Staff

Lower Correlation

Higher Correlation

(Q#_Topic_% adverse) Correlation to “I am satisfied with the leadership….”
44_I receive recognition for good work (25%)

7_I receive constructive feedback (15%)

38_Someone encourages my development (23%)

19_Teamwork is encouraged (15%)

42_Supervisor involves me in determining goals (23%)

16_I am encouraged to be creative / resolve probs (12%)

31_I feel informed about changes affecting me (23%)
41_Supervisor regularly acknowledges (21%)
32_Short deadlines explained (20%)
25_Opportunities to broaden skills/knowledge (19%)
43_Disagreements in wk grp handled effectively (18%)
39_Division clearly communicates goals (16%)
33_Supervisor fairly evaluates performance (14%)
26_I am empowered to make decisions (14%)

28_Meetings are well-planned and executed (17%)
18_ Employees resolve conflicts directly (15%)
40_Employees consistently put in extra effort (13%)
29_Employees look for efficient ways (10%)

Poorer Performance

4_We routinely talk about quality of work (14%)
14_Supervisor seems to care about me as person (11%)
2_I have guidelines to assist me w decisions (8%)
24_I have the tools I need to get work done (8%)
23_I have information to get job done (7%)
3_My supervisor is accessible to me (4%)

Relative Better Performance
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Questions
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