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1 Executive summary and recommendations 

1.1 Vision and purpose, Leadership, Management and Communications 

This section explores employee views and attitudes towards management, leadership 

and communications within NCH and how they have changed over the past year.  

In summary, responses were found to be highly positive, with favourable increases 

against the previous survey undertaken in 2008.  There are particularly high levels of 

agreement with the following: 

 Awareness of NCHôs vision and purpose (89%) 

 Understanding of how work fits into the work of the team (93%) 

 Understanding of how work contributes to the vision and purpose of the Company 

(85%) 

 Chief Executive and Directors of NCH provide strong leadership (65%; 10% 

increase on 2008) 

 Being kept well informed about how NCH is performing (71%; 14% increase on 

2008)  

 Line managers are approachable and easy to talk to (79%; 8% increase on 2008)  

 There is effective communication between employees and colleagues in the team 

(83%; 5% decrease on 2008) 

 Over the last year, employees have had the chance to comment on changes that 

affect them in their team (69%; up by 8% since 2008) 

There are a number of areas, however, that require attention and form 

recommendations for the future development and growth of NCH.  Despite the vast 

majority of indicators showing an improvement on the results found in 2008, the 

following indicators received lower levels of agreement than others demonstrating that 

there is still much to be done: 

 Chief Executive and Directors of NCH are seen around and about the Company 

(55%; up by 6% since 2008), and particularly low amongst those in manual 

grades, those based at Harvey Road and in the Area Housing Offices and 

employees of Property Services 

 Satisfaction with the information employees receive about what is going on in 

NCH (59%; 5% increase on 2008) 

 Company Managers keep their promises (47%) 

 Line managers deal with poor performing employees effectively (47%; up by 9% 

since 2008) 

 Over the last year employees have had the chance to comment on changes that 

affect them in NCH as a whole (52%; 12% increase on 2008)  
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1.2 Customers and Stakeholders 

This section explores employee perceptions of the service provided by NCH to its 

customers and stakeholders, and how the organisation is regarded more widely.  It 

also tracks the changes in opinion in this regard over the past year.  

It is once again apparent that there are varied views throughout this section, with 

positive perceptions of the service provided by themselves and their team, yet less 

favourable views when discussing NCH as a whole.   

There are particularly high levels of agreement with the following:  

 NCH is committed to providing high quality services to tenants and leaseholders 

(91%; a 9% increase since 2008) 

 We listen and implement what tenants and leaseholders want within my team 

(81%; up 9% on 2008) 

 There are effective working relationships with tenants and leaseholders (75%; up 

3% on 2008) 

The following, however, continues to be an area in need of improvement, as this 

received lower levels of agreement despite there having been a rise of 24-percentage 

points in the proportion agreeing since the 2008 survey: 

 There is an overall belief that NCH is viewed positively by customers and people 

outside the organisation (52%) 

1.3 Our values and Ways of Working Together  

This section explores the broader views of working for NCH, including the 

organisational ethos, the impact of company values, performance and development, 

and feelings of respect and value.  As in previous sections, the results of this latest 

survey are tracked against those of the 2008 survey. 

Again there are mixed views throughout this section, demonstrating clearly where NCH 

are performing well as an organisation and where they require efforts to improve.  

There are particularly high levels of agreement with the following:  

 At NCH weé 

o Strive for the best (73%; up 12% since 2008) 

o Respect the individual (72%; also up 12%) 

 Company values are helping to make the organisation a better place to work 

(64%; up 12% since 2008) 

 In teams employees try their best to apply Company values in their day to day 

work (85%; up 4% on 2008) 

 In teams there are clear targets and objectives that guide work (80%; up 8% on 

2008) 

 In teams they have good working relationships (79%; up 4% on 2008) 

 Employees feel valued and respected by colleagues in their team (82%; down by 

1% since 2008) 
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Notwithstanding the excellent improvements already made in the past year, areas in 

need of attention include the following: 

 At NCH weé 

o Work as one team (47%; up 17% since 2008) 

o Keep our promises (59%; up by 19% since 2008) 

1.4 Learning and development 

This section explores a number of topics surrounding learning and development, 

including opportunities for progression within the organisation, training availability and 

identification, encouragement, and performance reviews. 

Importantly, there has been a substantial improvement in the proportions of 

respondents stating that Learning and Development is taken seriously in their team 

(68%; up 16% since 2008) and in conjunction with this there has been a 12% rise in 

the proportion of respondents stating that they know where to look for information to 

help them with their learning and development needs (66%). 

There are high levels of agreement that employees understand how training, learning 

and development activities help them to achieveé 

 NCHôs vision and purpose (71%; up by 4% since 2008) 

 The teamôs goals and objectives (73%; up by 5% since 2008) 

 Personal goals and objectives (73%; up by 6% since 2008)  

As a means of better targeting areas for improvement, low levels of agreement were 

achieved in the following: 

 Managers help employees to develop themselves (52%; 9% up on 2008)  

 Regarding any learning and development undertaken, line managersé 

o Discuss objectives beforehand (45%; up 8% since 2008) 

o Discuss follow-up actions afterwards (45%; up by 11%) 

o Review the effectiveness of the activity (44%; also up by 11%) 

 When employees change roles within the organisation there is an effective 

process in place to help transfer and develop into the role (34%; up by 14% since 

2008) 

 Belief that employees have fair and equal access to appropriate learning and 

development (58%) 
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1.5 Performance and recognition 

This section explores employee perceptions of the appraisal and review process, 

opportunities for promotion, and objective setting. In addition, satisfaction with the 

benefits package is measured. 

Again, views are mixed with positive views of the performance (appraisal) process, yet 

lesser positive views when it comes to targets and deadlines and the pay and benefits 

package.  There are particularly high levels of agreement with the following, 

demonstrating where NCH is consistently performing well:  

 The performance review (appraisal)é 

o Clearly sets out objectives (74%; up 7% since 2008) 

o Sets out PDP (69%; up by 1%) 

 Employeesô last performance assessment report was a fair reflection of their 

performance (73%; up by 13% on 2008) 

 In terms of the way jobs / promotion opportunities within NCH are advertised and 

managed employees believe they  know how to find out about them (75%; up by 

3% on 2008) 

Areas for attention include the following, as they received low levels of agreement: 

 Satisfaction with the pay and benefits package (54%; 18% increase on 2008)  

 There being sufficient opportunities to progress in the organisation (40%) 

1.6 Summary 

This section explores some general perceptions of working for NCH, including levels of 

morale in the workplace, overall satisfaction, and intentions to remain as an employer 

with NCH in the future.  As in previous sections, the 2009 data is tracked against that 

recorded by the 2008 survey. 

There have been substantial improvements in the perceived levels of morale at NCH 

since the 2008 survey was undertaken: 

 68% state that their morale is good (a rise of 11% since 2008) 

 67% would recommend NCH as a good employer to work for (a rise of 23% since 

2008) 

 67% are satisfied with their present job (a 10% rise on the 2008 data) 

Agreement with one indicator remains very low at 39% - the belief that morale is good 

across NCH as a whole.  It cannot be ignored, however, that in 2008 the proportion 

making this assertion stood at just 15% and therefore an improvement of 24% has 

been recorded between the two surveys. 
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1.7 Policies and Procedures 

All respondents were asked to state the extent to which they believe NCH supports 

staff effectively with each of their policies and procedures.   

Respondents feel they are supported most effectively for health and safety issues 

(79% rate this as effective) and work-life balance and flexible working (64%).   

In contrast, it is with regard to disciplinary issues that respondents feel policies are 

most ineffective (26% rate them as ineffective). 

1.8 Changes to make to NCH 

The respondents were given the opportunity to recommend to NCH any changes they 

would like to see made.  These form quite neatly recommendations for future action:  

 Improve communication generally 

 Tackle poor performance / absenteeism issues 

 Improved pay / pay issues 

 Improve the standard of management / leadership / organisation 

1.9 Employee Subgroups 

Throughout the report every effort has been made to explore any variations in 

perceptions / satisfaction across employee subgroups.  As with the survey in 2008 

there are distinct pockets of employees who are less aware of whatôs going on in NCH, 

feel they receive less feedback on their performance, and experience less opportunity 

to undertake training and development.  These subgroups include:  

 Those working in manual grades 

 Those working in Housing Services 

 Those based at Harvey Road 

Despite there having been a relatively low sample base for BME respondents (33 

respondents) significant variations between the data provided by BME and non-BME 

respondents were observed: 

 With regards to communicationé 

o 70% of BME respondents agree that colleagues in their team 

communicate effectively.  This compares with 85% of non-BME 

respondents. 

o 45% of BME respondents agree that communication is effective with the 

people from other teams who they need to work with.  This compares with 

68% of non-BME respondents. 

 In relation to training and development, 27% of BME respondents disagree that 

they have fair and equal access to appropriate learning and development.  This 

compares with 13% of non-BME respondents. 

 Finally, whilst 84% of non-BME respondents feel respected and valued by 

colleagues in their team, this proportion falls to 65% amongst BME respondents. 
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2 Introduction 

2.1 Background and method 

The following report provides a summary of the key findings derived from Nottingham 

City Homesô (NCH) Employee Engagement Survey undertaken during June and July 

2008. The results of this survey are to be tracked against those provided in 2008 to 

identify elements of change and progression within the organisation, as well as where 

to continue to concentrate efforts. 

The broad scope of the Employee Engagement Survey is to measure the attitudes, 

opinions and satisfaction levels of staff with respect to working for NCH. Broadly, the 

research programme aims to 1) explore the current perceptions of employees; 2) 

monitor changes in employee opinion since 2008; and 3) benchmark key performance 

indicators with that of 2* and 3* ALMOs, and other public sector organisations.   

In addressing these objectives, areas for enquiry were to include employeeôs views on: 

 Vision and Purpose, Leadership, Management and Communications 

 Customers and Stakeholders 

 Our Values and Ways of Working Together 

 Learning and Development 

 Performance and Recognition 

 Overall Satisfaction 

In conjunction with this written document, a statistical data report has also been 

produced, which should be referred to when seeking more in-depth information on the 

survey results.  

2.2 Methodology 

A selfïcompletion survey amongst all staff was deemed to be the most inclusive 

methodology and repeats the method used in the 2008 round of surveying. The 

questionnaire was also accompanied by a covering letter providing reassurances of 

confidentiality and a frequently asked questions document. A mixed method approach 

was adopted, whereby paper questionnaires were distributed to home addresses and 

an email prompt containing an electronic version of the questionnaire was sent to staff 

with email / Internet access.  

A total of 352 questionnaires were received (334 received in 2008).  This represents a 

response rate of 33% (32% in 2008). Thus the sample is subject to a maximum 

standard error of +/- 5.2% at the 95% confidence level on an observed statistic of 50%. 

Therefore, we can be 95% confident that responses are representative of those that 

would be given by the total employees, if a census had been conducted, to within +/- 

5.2% of the percentages reported.   

The data used in this report is rounded up or down to the nearest whole percentage.  It 

is for this reason that, on occasions, tables or charts may add up to 99% or 101%.  

Where tables and graphics do not match exactly to the text in the report this occurs 
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due to the way in which figures are rounded up (or down) when responses are 

combined.  Results that differ in this way should not have a variance larger than 1%.  

The following table details the number of responses and proportion broken down by 

department. 

Table 1: Number of responses and proportion by department  

Directorate Sent out Returned Response rate 

Executive Management Team and 
Assistant Directors / Top 40 
Company Managers 

31 25* 80.6 

Finance 31 21* 67.7 

Housing Services 141 65 46.1 

Organisational Development 14 13* 92.9 

Strategy and Partnerships 18 16* 88.9 

Property Services 550 114 20.7 

Tenancy and Estate Management 274 91 33.2 

Unknown   7*   

Total 1059 352 33.7 

*Number of responses is too low to be statistically robust 
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3 Benchmarking 

NCH wishes to benchmark themselves amongst their peers (other 2* and 3* ALMOs 

and Housing Associations) as a means of identifying areas in which they may be 

performing particularly well, or areas in which efforts need to be targeted to bring it in 

line.  

The following table lists the benchmarked measures, against which are the NCH 

óagreementô score, the benchmark average (based on five 2* and 3* ALMO 

organisations), and the benchmark average for all public sector organisations. The net 

difference demonstrates the degree and direction by which NCH differs from the 

benchmark: higher (+*%) or lower (-*%). The colour key indicates the following: 

 Red = NCH is lower than the norm 

 Amber = NCH is in line with the norm 

 Green = NCH is higher than the norm 

Table 2: Benchmarking 

Question NCH 
Benchmark
: ALMOôs 

% difference 

Benchmark: 

Public 
Sector 

% difference 

Vision and Purpose, Leadership, Management and Communications 

I am aware of NCHôs vision 

and purpose (bigger 
picture) 

89% 58% +31% 54% +35% 

I understand how my work 
contributes to the vision 
and purpose of the 

Company 

85% 69% +16% 61% +24% 

I am kept well informed 

about how NCH is 
performing 

71% 53% +18% 52% +19% 

There is effective 
communication between 
me and colleagues in my 

team 

83% 47% +36% 48% +35% 

There is effective 

communication between 
me and people from other 
teams who I need to work 

with 

64% 45% +19% 43% +21% 

Over the last year I have 

had the chance to comment 
on changes that affect me 
in NCH as a whole 

52% 37% +15% 28% +24% 

Customers and Stakeholders 
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I believe NCH is committed 

to providing high quality 
services to tenants and 
leaseholders 

91% 77% +14% - - 

I believe we listen and 
implement what tenants 

and leaseholders want 
across NCH 

73% 67% +6% - - 

Our Values and Ways of Working Together  

In our team we have clear 

targets and objectives that 
guide our work 

80% 69% +11% 65% +15% 

In our team weôre given 
clear direction by our 
manager that helps us 

decide whatôs important 

70% 68% +2% 59% 11% 

Learning and Development 

Learning and Development 
is taken seriously across 

NCH as a whole 

62% 53% +9% 47% +15% 

I have the learning and 

development opportunities 
I need to improve skills to 
do my job better 

63% 73% -10% 49% +14% 

My manager helps me to 
develop myself 

52% 58% -6% 45% +7% 

Regarding any learning and 
development I have 

undertaken, my manager 
reviews the effectiveness of 
the activity 

44% 48% -4% 50% -6% 

Performance and Recognition 

I am satisfied with my 
overall pay and benefits 
package 

54% 46% +8% 39% +15% 

Summary 

I believe that morale is 
good across NCH as a 
whole 

39% 40% -1% 30% +9% 

I would still like to be 
working for NCH in one 

yearsô time 

76% 66% +10% - - 

Overall satisfaction with 

present job 
67% 67% 0% 61% +6% 
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4 Vision and Purpose, Leadership, Management and 

Communications 

4.1 Introduction 

This section explores employee views and attitudes towards management, leadership 

and communications within NCH and how they have changed over the past year. 

4.2 Awareness of NCHôs vision 

The respondents were asked to what extent they agree or disagree that they are 

aware of NCHôs vision and purpose. Encouragingly, 89% agree they are aware, whilst 

just 2% disagree.    

Levels of agreement with this statement are highest amongst those aged 55-65 years 

(91%) and amongst those on a PO1-PO5 grade (100%). However, levels of agreement 

are lowest amongst the following: 

 Those who are BME (82% - although low sample base of 33) 

 Those in manual grades (83%) 

 Those who transferred to NCH from the Council (87%) 

 Those that work in Harvey Road (86%) 

 Those working for Housing Services (85%) 

As the chart below shows, the proportions agreeing and disagreeing that they are 

aware of NCHôs vision and purpose are very similar in 2009 to those found in 2008 (in 

2008 88% agree, whilst 3% disagree). 
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Figure 1: Levels of awareness of NCHôs vision and purpose - change since 
2008 (Valid response) 

Unweighted bases vary 

4.3 Understanding of impact of work on team and corporate vision 

To gauge the level to which employees understand their purpose and role within the 

organisation they were asked a series of statements regarding how their work fits into 

their team and contributes to the wider corporate vision. 

Once again in 2009, encouraging findings are found and suggests that NCH is 

consistently effective at instilling a sense of responsibility and contribution within its 

staff force. Over nine in ten (93%) employees agree they know how their work fits into 

the work of their team (the same proportion as in 2008). Just 2% disagree with this 

statement. As a means of targeting those sets of employees that may have less 

understanding, lower levels of agreement were found amongst those working in 

manual grades (88%). 

Over four in five (85%) employees understand how their work contributes to the vision 

and purpose of the Company (the same proportion as was found in 2008). This 

increased to 93% amongst those within PO1-PO5 grades and decreased to 77% 

amongst those working for Housing Services. 
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Figure 2: Agreement or disagreement that employees understand how their 
worké(Valid response) 

Unweighted bases vary 
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The chart below demonstrates that there has been little change since last year for this 

indicator.  

Figure 3: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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4.4 Views on the Chief Executive and Directors 

A series of statements were presented to the respondents exploring views of the 

capabilities and effectiveness of the Chief Executive and Directors (Executive 

Management Team). Such measures included leadership, decisiveness, visibility and 

approachability. 

Views are found to be fairly mixed, but on the whole positive. Approaching two thirds 

(65%) of employees agree that the Chief Executive and Directors provide strong 

leadership. Whilst just 10% disagree with this statement, a further 25% neither agree 

nor disagree. This suggests that there is a sizeable proportion of employees that are 

unaware of the leadership provided. The following set of employees are most likely to 

agree that strong leadership is provided: 

 Those aged 35-44 years (71%) 

 Those on 5 - SO grades (74%) 

 Those working at Houndsgate (73%) 

 Those working for Tenancy and Estate Management Services (72%) 

Those based at Harvey Road (60%),  those that work for Housing Services (53%) and 

on manual grades (57%) are the least likely to agree. 

Figure 4: Agreement or disagreement that the Chief Executive and Directors 

(Executive Management Team) of NCH..... (Valid response) 

Unweighted bases vary 

Slightly lower proportions of employees agree that the Chief Executive and Directors 

are decisive in their actions (60%), are seen around and about the Company (55%) 

and are approachable (58%). Indeed, between one in seven (14% óare approachable 

and easy to talk toô) and over a fifth (22% óare seen around and about the Companyô) 

disagree with the statements. The following summary table shows the sets of 

employees least likely to agree with each of the statements. 
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 [ ]% who agree 

Decisive in their actions 

Aged 25-34 [49%]  

On Manual grade [57%]  

Feel less well informed [21%] 

Work in Property Services [55%] 

Seen around and about the company 

Aged 25-34 [51%]  

On Manual grade [51%]  

Working in Area Housing Offices 

or Harvey Road [52%] 

Feel less well informed [24%] 

Work in Property Services [45%] 

Approachable and easy to talk to  

Aged 25-34 [54%]  

On grade 1-4 [50%] 

Working in Harvey Road [55%] 

Feel less well informed [19%] 

Work in Property Services [51%] 

 

This finding suggests that although results are predominantly positive, there are still 

pockets of the workforce where further work is required to raise the profile and 

reputation of the Executive Management Team. 

The chart below shows the change in agreement since the previous survey was 

undertaken.  As can be seen, each of the indicators are showing an improvement with 

the largest change occurring for the Executive Management Team being decisive in 

their actions (up by 12%).  The smallest change occurs, however, for the Executive 

Management Team being seen around and about the company (up by 6%).  

Figure 5: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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4.5 Feeling informed about what is going on 

The respondents were asked to what extent they agree or disagree that they are 

satisfied with the information they receive about what is going on in NCH. Virtually 

three fifths (59%) of employees agree they are satisfied, whilst around a sixth (16%) 

disagree.  A small improvement in the proportion agreeing that they feel informed has 

been noted since the previous survey when it stood at 54% (+5%). The proportion 

disagreeing in 2009, however, is 11% lower than it was in 2008 when it stood at over a 

quarter (27%).  This would suggest that some progress has been made in this area. 

Levels of disagreement in this regard are notably higher in the following areas: 

 Those aged 55-65 (20%) 

 Those in Manual grades (23%) 

 Those working in Harvey Road (21%) 

 Those working in Housing Services (22%) 

Figure 6: Agreement or disagreement that employees are satisfied with the 
information they receive about what is going on (Valid response) 

Unweighted base: 2009 = 346; 2008 = 326 

In addition to exploring the extent to which employees receive information about what 

is going on, they were also asked to what extent they agree or disagree they are kept 

informed about how NCH is performing. The proportion agreeing is higher than for 

those satisfied with the information they receive at 71%, whilst one in ten (10%) 

disagrees. As with the previous indicator, the following are most likely to disagree: 

 Those aged 55-65 (16%) 

 Those in Manual grades (16%) 

 Those working in Harvey Road (10%) 

 Those working in Housing Services (14%) 
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It is apparent, therefore, that there are still subgroups of employees that require further 

information about what is going on in the organisation and its performance.  However, 

as the chart below shows, there appears to have been substantial improvement in this 

regard over the previous year.  As can be seen there has been a substantial rise in 

agreement of fourteen percent since 2008 and a fall in disagreement of thirteen 

percentage points. 

Figure 7:  Agreement or disagreement that employees are kept well informed about 
how NCH is performing (Valid response) 

Unweighted base: 2009 = 345; 2008 = 327 
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4.6 Views of company managers 

The employees were asked to rate their level of agreement with three statements 

about NCHôs Company Managers (Executive Management Team, Assistant Directors, 

Heads of Service and Area Housing Managers). The three statements were that 

Company Managers: tell the truth; keep their promises; and, listen to employee 

opinions. 

As is shown in the following chart, similar levels of agreement are expressed for each 

of the three statements with 53% agreeing that Company Managers tell the truth and 

listen to employee opinions and 47% agreeing that Company Managers keep their 

promises.  The highest level of disagreement was expressed for Company Managers 

listening to employee opinions (19%). 

Figure 8: Agreement or disagreement that Executive management team... (Valid 
response) 

Unweighted bases vary 

The same groups of employees are most likely to disagree with each of the three 

statements concerning Company Managers, which is quite quickly identifying a 

pattern: 
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4.7 Views of line managers 

The employees were presented with a list of statements exploring views and opinions 

on the competencies of line managers. Such measures included listening, 

encouragement, approachability, and appreciation. 

Figure 9: Agreement or disagreement that my line manager... (Valid response) 

Unweighted bases vary 

Views in this regard do vary amongst the various employee groups, however the 

variation is not as wide as in the previous yearôs survey results. Encouragingly, 

virtually four fifths (79%; 71% in 2008) of employees agree their line manager is 

approachable and easy to talk to. Levels of agreement in this regard increase amongst 

those on 5 ï SO (88%) and PO1-PO5 grades (87%), and employees working at 

Houndsgate (84%). It is lower amongst the following, however:  

 Those in grades 1-4 (71%) 

 Those within Housing Services (72%) 

 Those aged 35-44 years (76%) 

Over seven in ten employees agree that their line manager expresses appreciation for 

a job well done (72% up from 62% in 2008) and encourages its staff to make decisions 

(73% up from 64% in 2008). 
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An area for continued attention is that of dealing with poor performing staff members. 

There remain mixed views regarding whether poor performance is dealt with 

effectively, with 47% in agreement, yet 27% in disagreement (compared with 38% and 

35% respectively in 2008). Indeed, the following groups of employees are most likely 

to feel their line manager doesnôt deal effectively with poor performance: 

 Those aged 25-34 (35% disagree) 

 Those in grades 1-4 (34%) 

 Those who transferred to NCH from the Council (33%) 

 Employees based at area housing offices (38%) 

 Those working in Housing Services (40%) 

The chart below shows the scale of the improvement with regard to views of Line 

Managers since 2008.  As can be seen, every one of the indicators asked in both 2008 

and 2009 are showing an improvement (the final indicator on the chart was only asked 

in 2009) with the greatest improvement occurring for Line Managers listening to and 

applying other peoplesô suggestions (up by thirteen percentage points).   

Figure 10: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 

4.8 Communication across NCH 

The respondents were asked to consider whether there is effective communication 

between themselves about various groups across NCH, including their manager, 
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Just short of three quarters of respondents (73%) agree that there is effective 

communication between themselves and their manager.  Those with the lowest levels 

of agreement in this regard are those working in the Housing Services department 

(58%). 

Approaching one in three (64%) employees agree communication is effective with 

people from other teams who they need to work with. Agreement is highest amongst 

those in PO1 ï PO5 grades (71%), and once again there is a significant difference 

between the proportions of BME respondents and non-BME respondents agreeing that 

this is the case (45% c.f. 68%).  

Figure 11: Agreement or disagreement that there is effective communication between 
me and... (Valid response) 

Unweighted bases vary 
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Comparison of the 2009 and 2008 survey results for this question shows little change.  

In two cases, effective communication with Managers and with people from other 

teams, there have been slight increases in agreement (up by 4% and 2% respectively).  

In the remaining case, effective communication with colleagues in my team, there has 

been a 5% decrease in the level of agreement recorded. 

Figure 12: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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4.9 Consultation on change in NCH 

One year on from the re-shuffle in departments and structure, 69% agree that over the 

last year they have had a chance to comment on changes affecting them in their team. 

As a means of ensuring any future changes are consulted on widely, the following sets 

of employees are most likely to feel they have not been given a chance to comment on 

changes in their team: 

 Those working in housing services (22%) 

 Employees based at Harvey Road (17%) 

When considering consultation on changes that affect employees in NCH as a whole, 

the proportion stating they were given an opportunity to comment reduces to 52%. 

However, this is a 12-percent increase on the 40% that said the same in the 2008 

survey. Approaching a fifth (18%) feels they were not given an opportunity. Again, this 

is highest amongst those working in housing services (27%) and also those on salary 

grades 1 - 4 (20%). 

Figure 13: Agreement or disagreement that over the last year employees have had the 
chance to comment on changes that affect them in... (Valid response) 

Unweighted bases vary 

  

69%

52%

17%

30%

13%

18%

0% 20% 40% 60% 80% 100%

My team

NCH as a whole

Agree Neither Disagree



Employee Survey 2009 

 
32 

As can be seen from the chart below, increases in agreement are evident for both of 

these indicators when compared with the data gathered in 2008.  

Figure 14: Change in % agree since 2008 (Valid response) 

Unweighted bases vary  
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4.10 Communication methods 

To complete this section, employees were given the opportunity to rate the 

effectiveness of various communication methods that would be used to keep them in 

touch with whatôs happening across the Company.  

It is clearly apparent that levels of effectiveness vary from one method to the next. 

Briefings by managers are deemed the most effective (69%), followed by team briefs 

(62%) and employee conferences / events (59%).  

Figure 15: Levels of effectiveness of various communication methods at keeping 
employees in touch with what's happening across the country (Valid response) 

Unweighted bases vary 
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There have been changes in the effectiveness of each information method since 2008 

as can be seen by the following chart. The proportion considering employee 

conferences and events to be effective in 2009 is 10% higher than the same proportion 

in 2008, whilst the proportion considering notice boards to be effective is 8% higher  

than in 2008. 

Figure 16: Change in % effective since 2008 (Valid response) 

Unweighted bases vary  
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5 Customers and Stakeholders 

5.1 Introduction 

The following section explores employee perceptions of the service provided by NCH 

to its customers and stakeholders, and how the organisation is regarded more widely.  

It also tracks the changes in opinion in this regard over the past year.  

5.2 Commitment to high quality service provision 

All respondents were asked to what extent they agree or disagree that NCH is 

committed to providing high quality services to tenants and leaseholders. Impressively, 

over nine in ten (91%) employees agree with this statement, whilst only 4% disagrees. 

Levels of agreement are highest amongst those aged 55-65 years (95%), females 

(95%), those in PO1-PO5 grades (100%), and employees based in Houndsgate 

(94%). 

There has been another marked improvement in the proportions agreeing that NCH is 

committed to providing high quality services to tenants and leaseholders, which has 

risen from 82% in 2008 to 91% in 2009. 

Figure 17: Agreement or disagreement that NCH is committed to providing high 
quality services to tenants and leaseholders (Valid response) 

Unweighted base: 2009 = 340; 2008 = 331 
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5.3 Dealing with tenants and leaseholders 

Taking the team and NCH as a whole separately, the employees were asked to 

consider whether each listens and implements what tenants and leaseholders want.  

Levels of agreement are once again higher than was found in 2008, with four fifths 

feeling their team listens to customers (81%) and approaching three quarters agreeing 

that NCH listens and implements what tenants and leaseholders want (73%). 

Considering the team first of all, females (85%), those in grades PO1-PO5 (93%), and 

employees based in area housing offices (85%) are most likely to feel their team 

listens and implements what customers want. Across NCH as a whole, however, those 

employees on Salary Grades 1-4 are most likely to disagree that customers are 

listened to (14%). 

Figure 18: Agreement or disagreement that employees believe NCH listens and 
implements what tenants and leaseholders want... (Valid response) 

 
Unweighted bases vary 
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The following chart shows that the gap between listening with the team and listening 

across NCH has halved from 16% in 2008 to 8% in 2009.  This points towards a 

perceived change of culture within the business as a whole and is a definite good sign 

of progress. 

Figure 19: Change in % agree since 2008 (Valid response) 

 
Unweighted bases vary 
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5.4 NCHôs reputation amongst customers 

Just over a half (52%) of employees agree that NCH is viewed positively by customers 

and people outside the organisation. Overall, 17% disagree, a proportion much 

reduced since 2008 when it stood at 41%. 

Figure 20: Agreement or disagreement that there is an overall belief that NCH is 
viewed positively by customers and people outside the organisation (Valid response) 

Unweighted base: 2009 = 341; 2008 = 322 

Older employees are more likely than those who are younger to believe that NCH is 

viewed positively by customers and people outside the organisation (59% of those 

aged 45-54 and 67% of those aged 55-65). 

Those on salary grades PO1-PO5 (64%) are significantly more likely to believe that 

NCH is viewed positively than those on salary grades 1-4 (39%). 

Those working in Property Services (54%) are significantly more likely to believe that 

NCH is viewed positively than those working in Housing Services (35%). 
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5.5 Effective working relationships 

As is shown by the chart below, three quarters (75%) of respondents agree that in their 

team they have an effective working relationship with tenants and leaseholders, whilst 

just over two thirds of respondents agree that in their team they have an effective 

working relationship with other departments and / or service areas (67%). 

Figure 21: Agreement or disagreement that in the teams there is effective working 
relationships with... (Valid response) 

 
Unweighted bases vary 
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Yet further improvements are noted between the data produced by the 2008 survey 

and that produced in 2009.   

Figure 22: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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6 Our values and Ways of Working Together 

6.1 Introduction 

This section explores the broader views of working for NCH, including the 

organisational ethos, the impact of company values, performance and development, 

and feelings of respect and value.  As in previous sections, the results of this latest 

survey are tracked against those of the 2008 survey. 

6.2 Organisational ethos and values 

The respondents were presented with a list of values and asked whether they agree or 

disagree that this describes NCH. It is clear that there are mixed views across each of 

the values and in terms of agreement / disagreement. 

Approximately three in four employees agree that NCH óstrives for the bestô (73%), 

órespects the individualô (72%) and óis fairô (69%). However, lesser proportions feel 

NCH óworks as one teamô (47%) and ókeeps promisesô (59%). Exploring these latter 

values, employees least likely to feel NCH works as one team include:  

 Those in PO1-PO5 grades (35%) 

 Those based in the area housing offices (38%) 

 Those aged 35-44 (38%) 

 Those who are BME (27% a significant difference compared to those who are 

non-BME (50%)) 

Figure 23: Agreement or disagreement that at NCH we... (Valid response) 

 
Unweighted bases vary 
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As the chart below shows, for each indicator being explored an improvement has been 

made since 2008. The greatest improvement recorded by the survey data is for 

working as one team (up by 17%). Indeed, this was one of the key recommendations 

coming out of the 2008 survey, which demonstrates it has been acted on effectively.  

Figure 24: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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6.3 Impact of Company values on the workplace 

The respondents were asked whether they agree or disagree that the Company values 

are helping to make the organisation a better place to work. Approaching two thirds 

64% (up from 52% in 2008) of employees agree with this statement, whilst one in eight 

(12% (19% in 2008)) disagree. It is interesting to note the substantial proportion that 

neither agree nor disagree (23%), which is likely to be a result of these individuals not 

knowing what the Company values are. 

The  following employee subgroups are most likely to provide a positive response:  

 Those aged 55-65 years (72%) 

 Those in grades 1-4 (75%) 

 Those working in Houndsgate (73%) 

 Those working in Tenancy and Estate Management Services (69%) 

Figure 25: Agreement or disagreement that company values are helping to make the 
organisation a better place to work (Valid response) 

Unweighted base: 2009 = 346; 2008 = 327 
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6.4 Perceptions of team values and performance reviews 

The respondents were presented with a series of statements regarding various 

aspects of their team. It is noticeable that there are varying levels of agreement. Whilst 

over eight in ten (85%) employees agree that their team tries its best to apply 

Company values in day-to-day work, this reduces to seven in ten (70%) when 

considering receiving clear direction by managers to decide whatôs important. 

With regards to clear direction from managers, it is necessary to identify which 

subgroups of employees this is particularly impacting upon, as a means of targeting 

resources and action plans. As such, lower levels of agreement that employees are 

given clear direction by managers are found amongst: 

 Those on manual grades (63%) 

 Those working in Housing Services (62%) 

Figure 26: Agreement or disagreement that in our team... (Valid response) 

Unweighted bases vary 
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Once again, as is shown by the following chart, there have been increases in the 

proportions who agree with each of the statements mentioned in the questionnaire.  

The greatest increase since 2008 was found for being given clear direction by the 

manager that helps them to decide whatôs important (up by 11%).  This is definitely a 

step in the right direction as this is the indicator with the lowest levels of agreement in 

both 2008 and 2009. 

Figure 27: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 

6.5 Value and respect 
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Over four in five (82%) employees feel respected and valued by the colleagues in their 

team. Significantly higher levels of agreement for this aspect were found amongst non-

BME respondents (84% compared with 65% of BME respondents) and amongst those 

on Salary Grades PO1-PO5 (96% compared with 79% of those on Manual Grade and 

74% of those on Grades 1-4). 

Figure 28: Agreement or disagreement that employees feel valued and respected by... 
(Valid response) 

Unweighted bases vary 

The following chart shows the change in the percentages agreeing with each 

statement since 2008. 

Figure 29: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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7 Learning and Development 

7.1 Introduction 

This section explores a number of topics surrounding learning and development, 

including opportunities for progression within the organisation, training availability and 

identification, encouragement, and performance reviews. 

7.2 Importance placed on learning and development 

The respondents were asked whether or not learning and development was taken 

seriously within both their team and within NCH as a whole. Over two thirds (68%) 

agree it is taken seriously within their team, whilst one in seven (14%) disagree. 

Manual workers (20%) and those in Housing Services (28%) are most likely to feel 

learning and development is not taken seriously. 

A slightly lower proportion feels learning and development is taken seriously across 

NCH as a whole (62%). Interestingly, a quarter (23%) neither agree nor disagree, 

suggesting that they are unaware of the organisation-wide perspective on the topic. 

Again, manual workers (19%), those working in Housing Services (28%), and 

employees based at Harvey Road (18%) are most likely to feel that learning and 

development is not taken seriously by NCH as a whole. 

Figure 30: Agreement or disagreement that learning and development is taken 
seriously in... (Valid response) 

Unweighted bases vary 
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There have been substantial improvements in the perception that learning and 

development is taken seriously in both cases since 2008 with rises of 16% for within 

the team and 18% for across NCH as a whole. 

Figure 31: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 

7.3 Opportunities for learning and development 
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Figure 32: Agreement or disagreement that employees have the learning and 
development opportunities they need to...(Valid response) 

Unweighted base vary 

Both of these indicators are showing substantial improvements in the proportions 

agreeing with the statement concerned. Having the opportunities needed to improve 

skills to do the job better has improved by 17%, whilst having the opportunities needed 

to develop new skills for the future has improved by 19%. 

Figure 33: Change in % agree since 2008 (Valid response) 

Unweighted base vary 
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7.4 Information to help with learning and development  

Two thirds (66%) of employees know where to look for information to help them with 

their learning and development needs. This is highest amongst those on the 5 - SO 

grades (77%), those working for Tenancy and Estate Management Services (71%) 

and employees based at Houndsgate (83%), yet significantly lower amongst manual 

workers (47%) and those in Housing Services (55%). Again, this demonstrates the 

need to target resources at improving awareness and efforts amongst employees on 

the manual grades and within Housing Services. 

Figure 34: Agreement or disagreement that employees know where to look for 
information to help them with their learning and development needs (Valid response) 

Unweighted base: 2009 = 345; 2008 = 321 
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Figure 35: Agreement or disagreement that 'my manager'... (Valid response) 

Unweighted base vary 

The following chart shows the upward change in the proportions of respondents 

agreeing with each statement between 2008 and 2009. The largest improvements 

were found for being regularly told by managers when employees have done well and 

for managers helping employees to develop themselves (both up by 9%). 

Figure 36: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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7.6 Impact of training on vision and goals 

Encouragingly, over seven tenths of employees understand how their training, learning 

and development activities help them to achieve NCHôs vision and purpose (71%), the 

teamôs goals and objectives (73%), and personal goals and objectives (73%). Fewer 

than one in ten disagree with this. 

Exploring variations by employee subgroup, the following are most likely to agree they 

understand the impact of training and development on NCHôs vision and purpose: 

 Females (82% - significantly higher than the 64% of males) 

 Those on scale 5-SO (79%) and PO1-PO5 (86%) 

 Those working for Tenancy and Estate Management Services (80%)  

Figure 37: Agreement or disagreement that ' I understand how training, learning and 
development activities that Iôm involved in help me to achieve... (Valid response) 

Unweighted base vary 
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The following chart shows that the levels of agreement for each of these three aspects 

has improved by circa. 5% between 2008 and 2009. 

Figure 38: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 

  

71%

73%

73%

67%

68%

67%

64% 66% 68% 70% 72% 74%

NCH's vision and purpose

My team's goals and objectives

My personal goals and objectives

Agree 2009

Agree 2008



Employee Survey 2009 

 
54 

It is apparent that the managersô role in terms of learning and development remains an 

area requiring further attention. Three in ten employees disagree that their manager 

discusses objectives with them beforehand (30%), discusses any follow-up actions 

afterwards (31%), and reviews the effectiveness of the activity (31%).  

Figure 39: Agreement or disagreement that 'regarding any learning and development I 
have undertaken, my manager... (Valid response) 

Unweighted bases vary 
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Figure 40: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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Once again, despite the low proportion agreeing with the statement in 2009 (34%), 

there has still been a marked improvement on the proportion who agreed in 2008 

(20%). This can be seen in the chart below. 

Figure 41: Agreement or disagreement that 'when I have changed roles within the 
organisation there has been an effective process in place to help me to transfer and 
develop into my new role' (Valid response) 

Unweighted base: 2009 = 223; 2008 = 217 
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7.8 Fair and equal access to learning and development 

Finally for this section, all respondents were asked the extent to which they agree that 

they have fair and equal access to appropriate learning and development. In response, 

approaching three fifths of respondents (58%) stated that they agree (17% strongly) 

whilst around one in six (16%) disagree with the statement. 

Figure 42: Agreement or disagreement that I believe that I have fair and equal access 
to appropriate learning and development (Valid response) 

Unweighted base: 337 

Levels of disagreement were highest amongst the following employee groups:  

 BME respondents (27% compared with 13% of non-BMEs ï a significant 
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 Those working in Housing Services (25%) 

17%

42%

25%

8%

8%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree



Employee Survey 2009 

 
58 

8 Performance and recognition 

8.1 Introduction 

This section explores employee perceptions of the appraisal and review process, 

opportunities for promotion, and objective setting. In addition, satisfaction with the 

benefits package is measured. 

8.2 Targets and deadlines 

The respondents were asked whether they agree or disagree that targets and 

deadlines are realistic. Over three fifths (61%) agree this is the case, which increases 

amongst those on scale 1-4 (69%) and those on scale PO1-PO5 (70%). 

Levels of disagreement, however are recorded at over one fifth (22%). Again, to target 

which employees feel particularly that targets and deadlines are unrealistic, this 

includes: 

 Those on a grade of 5-SO (26%) 

 Those working at Harvey Road (24%) 

 Those in Housing Services (29%) 

As the chart below shows, levels of agreement in this regard have risen between 2008 

and 2009 by 8-percentage points. 

Figure 43: Agreement or disagreement that targets and deadlines for work are 
realisticé(Valid response) 

Unweighted base: 2009 = 338; 2008 = 321 
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8.3 Appraisal process 

The respondents were presented with a series of statements concerning their 

performance review (appraisal). It is clear that, once again in 2009 as in 2008, levels of 

agreement with the positive statements are high. 

Three quarters (74%) of employees agree that their performance review clearly sets 

out their objectives. This is highest amongst those on grades PO1-PO5 (89%), those 

working in Tenancy and Estate Management Services (77%), and those working in 

Houndsgate (79%), but lowest amongst those on a manual grade (60%), those 

working in Harvey Road (66%) and those in Property Services (64%). 

It is interesting to note that around one in six employees neither agree nor disagree 

with each statement. This suggests that these individuals are not aware of their 

performance review process in the first place. Indeed, those on manual grades are 

significantly more likely to neither agree nor disagree with all three of the statements, 

in particular that their review sets out their personal development plan (29%). 

Over two thirds (69%) agree their performance review sets out their personal 

development plan. This is highest amongst those in Tenancy and Estate Management 

(77%) and those on grades PO1-PO5 (82%). 

Figure 44: Agreement or disagreement that my performance review (appraisal)é 
(Valid response) 

Unweighted base vary 
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As the following chart shows, the proportion in 2009 stating that their performance 

review clearly sets out their key objectives is 7% higher than in 2008. In contrast, the 

proportion in 2009 stating that their performance review is reviewed regularly with their 

manager is 7% lower than in 2008. 

Figure 45: Change in % agree since 2008 (Valid response) 

Unweighted bases vary 
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