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Executive Summary 
 
Positive Futures is a learning Organisation which seeks to inform 
improvement initiatives based on the perceptions of key stakeholders. 
 
The 2013/14 Staff Survey was carried out during October 2013 by the 
Business Excellence Department.  The methodology was based on a 
questionnaire which consisted of 28 quantitative and 10 qualitative 
questions.  A total of 178 staff responded to the survey, a total response 
rate of 44.8%. 
 

 
The 5 most agreed with statements were: 
1. Q10, I understand Positive Futures’ vision, mission and values 

(92.6%). 
2. Q13, I am aware of who my JCC Representative is (87.3%). 
3. Q32, I contribute to the achievement of the dreams of the people 

supported by Positive Futures (85.6%). 
4. Q1, I know what is expected of me at work (83.6%). 
5. Q35, I am prepared to go the extra mile for Positive Futures (82.9%). 
 
The 5 least agreed with statements were: 
1. Q26, I am satisfied with the service I get from the ICT Helpdesk 

(39.3%). 
2. Q15, The work of Positive Futures is well known in the community 

(50.3%). 
3. Q13, The Joint Consultative Committee (JCC) is an effective means of 

raising / dealing with particular issues (64.2%). 
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Figure 1: Overall Satisfaction 
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4. Q8, The benefits package which Positive Futures offers compares 
favourably with other organisations of a similar nature (i.e. salary, 
Christmas bonus, holiday entitlement, childcare vouchers, pension, 
other terms & conditions) (66.7%). 

5. Q21. There are sufficient training opportunities to offer development in 
my role (69.0%). 
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Key Findings 
 
 
Management and Support 
 
Staff noted how they value the advice and guidance they receive. The 
results from comparable quantitative questions were lower when 
compared to last year.  The greatest reduction was experienced in 
relation to the perception of the Organisation providing equal opportunities 
to all staff.   
 
Recommendations based on staff feedback: 
 Consideration should be given to the review and management of staff 

expectations and workloads.  This should also aim to improve role 
clarity. 

 Greater positive recognition should be provided to staff  for “a job well 
done”. 

 The Managing Sickness Policy should be reviewed. 
 Health and Wellbeing initiatives should be further developed. 
 Further understanding should be sought as why there has been a 

decline in perception in relation to equal opportunities. 
 
 
Pay and Benefits 
 
When staff were asked what improvements could be made to their 
benefits package, feedback focused on increased financial remuneration 
(mainly focusing on increased salaries as well as higher rates of pay for 
working weekends / unsociable hours). 
 
Recommendations based on staff feedback: 
 Benchmark all aspects of Positive Futures’ remuneration package 

against comparable organisations, particularly focusing on Support 
Workers (including relief) and Admin Staff (including consideration for 
weekend / unsocial hours). Ensure effective communication with staff 
on decisions taken. 
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Communications 
 
Agreement with all Internal Communications related questions improved. 
 
Recommendations based on staff feedback: 

 Reduce reliance on email as a means of communication (could use 
Sametime more frequently when appropriate). 

 Make the best use of text messages for staff and volunteers (with 
Support Worker staff). 

 Review the effectiveness of team meetings  
 Use Facebook as a means of communication (consideration to given to 

the benefits of this to both internal and external communications)   
 Improve our website. 
 Inform staff about new developments / expectations earlier. 
 Continue efforts to raise the profile of the Organisation in the 

community. 
 
 
Training 
 
There was an increase in the perception that there are sufficient training 
opportunities to offer development for staff in their role.  However, 
improvement in this area remains a key suggestion from staff. 
 
Recommendations based on staff feedback: 
 Put in place a structured development programme for all grades of staff  
 Explore options to reduce the number of courses which are cancelled. 
 Provide more accessible training (more e-learning and training 

provided on weekends and in the west of the region). 
 Reduce the expectation placed on Service Managers to deliver 

training. 
 
 
Dealings with Support Departments in Head Office 
 
There were a range of positive comments in relation to the staff within 
Support Departments, particularly focusing around their helpfulness.   
 
Recommendations based on staff feedback: 

 HR Department should focus on improving the recruitment process; 
provide effective support whenever particular HR staff are absent; and 
improve the controls around document management. 



5 

 

 More realistic timescales on information requests and better 
communication on how staff should support people to manage their 
personal finances.   

 The Business Development Department should place more realistic 
timescales for information requests, as well as provide greater clarity 
regarding the role of this new Department.   

 
 

ICT 
 
Staff are more satisfied with the ICT equipment with which they are 
provided, however a decline in satisfaction with what staff identify as the 
“ICT Helpdesk” was noted.  Areas for improvement fell into three main 
themes: hardware, software and training.   
 
Recommendations based on staff feedback: 
 Hardware: Improve the speed of staff computers, reduce the volume of 

infrastructure problems (such as server outage), reduce new printer 
problems and carry out a cost / benefit analysis of Service Managers 
being provided with Smart Phones. 

 Software: Improve the reliability / accessibility of VPN; make 
documents on the public area more easily accessible and ensure 
iTrent login details work properly. 

 Training: Improve ICT training, notably more in-depth training on iTrent. 
 
 
Job Satisfaction 
 
The greatest decline within the Job Satisfaction section was in relation to 
Q33 “I am valued as a member of staff at Positive Futures” (- 6.6%). 
 
Recommendations based on staff feedback: 
 Review the paperwork which Support Workers are required to 

complete. 
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Staff Survey 2013/14 
 
 
This report highlights the findings of our fifth annual Staff Survey 
conducted (October 2013) by the Business Excellence Department.   

 
 
Aims 
 
To: 

 engage staff in a process of consultation in order to gain staff 
perceptions on key aspects of our Organisation. 

 identify strengths and areas for improvement in order to inform 
business planning. 

 
 
Methodology 
 
Each staff member received a questionnaire, which consisted of both 
quantitative and qualitative questions.  Quantitative questions used a five 
point Likert scale (Strongly Agree, Agree, Neutral, Disagree, Strongly 
Disagree).  “Agreement” was calculated and benchmarked against 
previous years, where possible.   
 
The total number of staff employed by Positive Futures as at 30 
September 2013 was 397.  Each Service / Department was required to 
ensure that all staff received a questionnaire.  178 questionnaires were 
returned resulting in a 44.8% response rate (46% in 2012/13 Staff 
Survey). 

 
 

Figure 2: Response Breakdown by Staff Grade 

Staff Grade Number of Responses 

Support Worker (inc SSW) 67 

Admin 36 
Manager (inc Deputies) 28 
Relief / Sessional Worker 19 

Senior Manager 8 
Families Worker 3 

Adult Placement Social Worker 2 
Not known 15 
Total 178 
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Report Structure 
 
The structure of this Report follows that of the questionnaire: 
 Management and Support 

 Pay and Benefits 
 Communications 

 Training 

 Dealings with Support Departments in Head Office 

 ICT 
 Reward and Remuneration 

 Job Satisfaction 
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Management and Support 
 

 
“0” represents not applicable, as this question was not asked in that year.  

 
In this section, there were 5 statements and 2 open questions.  Q4, “I feel 
that Positive Futures takes good care of my health, safety and wellbeing” 
was a new question in the 2013/14 survey and received a 70.8% 
agreement level.  All comparable responses to the previous survey 
showed a decline.  The greatest decline was experienced in relation to the 
Organisation providing equal opportunities to all staff. 
 
In relation to Q6, “What aspect of your manager’s support do you feel 
work particularly well for you?”, staff were required to select at least one 
option from a pre-defined list.  A breakdown of the 406 responses 
received from staff is shown in Figure 4: 
 

Figure 4: Aspects of Manager’s support which works well 

Option Selections 

Advice and guidance 126 
Help with learning 101 

Positive Feedback   97 
Support at difficult times   64 

Other   18 
Total 406 
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Figure 3: Management and Support  
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A summary of the feedback received from Q7 “What more could be done 
to better support you in your role (including how we take care of your 
health, safety and wellbeing)?” are noted below.  
 
Support Workers 

 More training and development opportunities. 

 Better rostering to allow for less disrupted sleep patterns for staff and 
more advance notice of rosters (to enable staff to better plan their 
personal life around work). 

 Revision of the Managing Sickness Policy (as it is perceived to be 
unfair). 

 
Admin Staff 
 More realistic expectations of workloads (as this results in stress). 

 Better office environments (less noise and clutter). 

 More training and development opportunities. 

 Revision of the Absence Management Policy (as it creates anxiety). 
 
Managers 
 More realistic expectations of workloads (as this results in stress). 

 Greater recognition (focusing on being simply told “well done”). 

 More developmental opportunities. 
 
Senior Managers 
 Development of the health and well-being programme (notably 

work/life balance). 

 Increased praise for good performance and more person centred 
support. 

 
Relief / Sessional 

 One suggestion for Team building and one for training outside of 
normal working hours – otherwise hugely positive. 
 
 
“I have never had a manager as supportive. Honestly, I'm experiencing a very 

difficult time at home and I can attest that my health, safety and wellbeing are well 

taken care of by our manager. She's simply amazing.” 
(Staff Member, 2013/14) 
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Pay and Benefits 

 
When asked (Q9) “What improvements could be made to your benefits 
package?” many staff called for increased salaries / pay noting that this 
will also help their pension.  Staff also noted that they would like to see 
increased pay for working weekends / unsociable hours, being “on-call” 
and for taking on more responsibilities.   
 
Other themes of suggested improvement included: the Christmas bonus 
not linked to sickness, introduction of flexi-time, staff perks / discounts 
with local businesses (such as reduced gym membership), greater 
recognition of long-term service and more annual leave. 
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Figure 5: Pay and Benefits 
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Communications 

 
 
Staff perception of Internal Communications (Q11-14) increased when 
compared to last year’s survey.  The greatest increase has been in 
terms of how staff view the Joint Consultative Committee as an effective 
means of raising / dealing with particular issues (+4.5%).  In terms of 
external communications there was a decline (-4.8%) in agreement with 
the statement (Q15) “The work of Positive Futures is well known in the 
community”.  Finally, there was an increase in the perception that we 
could all do more to increase the public profile of our work. 
 
Suggestions for ways in which the Joint Consultative Committee could 
be more effective (Q17) included: 
 More active engagement of representatives with the people they 

stand for (periodic meetings). 
 Better communications of the benefits of the JCC to new staff. 

 Better communication of what is going on within JCC to the wider 
Organisation (with consideration given to the production of JCC 
Newsletter). 

 Increase the focus on Families Services as some staff perceive the 
JCC to be “Supported Living Service” driven.   

 Enable different people (beyond Reps) to have the opportunity to 
attend JCC Meetings. 
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Figure 6: Communications 
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The results of Q18, “Which aspects of Positive Futures’ communications 
do you feel work well?” are presented in the table below

1
: 

 
 

Figure 7: Aspects of Communications Which Work Well 

Option Ticks 

Team Meetings 149 
MD’s Briefing 101 

Service Newsletter   77 
Text Messages   48 
Website   47 

Conference Calling   29 
CE / Trustee Service Visits   22 

Twitter (@PFtweets or @PFMDtweets)     6 
Other   13 
Total 492 

 

 
Q19. asked “What more do you think Positive Futures could do to 
improve communications?”.  The following main themes were identified: 

 Reduce the use of emails (Sametime should be used more frequently 
when appropriate). 

 Increase the use of text messages (with Support Worker staff). 

 Increase the use of Team Meetings. 

 Use Facebook. 

 Improve our website.  
 Inform staff about new developments / expectations earlier. 

 Continue efforts to raise the profile of the Organisation in the 
community. 

 

  

                                        
1
 Staff were asked to select at least one option from a pre-defined list. 
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Training 
 

 
 
Although there was of comments referencing the supportive and 
professional attitude of Learning and Development staff, agreement with 
the statement (Q21) “Positive Futures is committed to staff learning and 
development” declined.  Agreement with the other quantitative question 
in this section (Q21) “There are sufficient training opportunities to offer 
development in my role” increased when compared to last year, however 

it was still one of the (5
th
) least agreed with statements. 

 
 

“Look at Admin based roles and offer training opportunities more suited to 
development of these. Offer Admin based training which give an actual qualification. 

Offer training to enable staff to progress within their role in the future.” 
(Admin Staff Member, Staff Survey 2013/14) 
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Figure 8: Training 
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(Q23) Feedback on 

how learning and 

development 

opportunities could 

be improved 

 

Families Workers  

 Improve training opportunities for 

Volunteers 

 More training in the West of Northern 

Ireland 

 

Managers 

 Develop a creative approach to 
the development of staff 

(management and non-
management) which will enable 
career progression within Positive 

Futures 

 Provide training which is more 

specific to role 

 Improve the co-ordination of 
Induction Training 

 Provide more accessible training 
(more localised / provided via e-

learning). 

 Increase the number of trainers to 

deliver the desired quality 
standard to be achieved.  

Relief / Sessional Workers 

 Improve the accessibility of training by 
offering more weekends / localised 

training 

 Training should be made more 
interactive, especially refresher training 

Social Workers 

 More Social Work specific training 

Senior Managers  

 A coherent L&D strategy which 

includes, increased accessibility of 
courses (e.g. use of e-learning); staff 

having the opportunity to take unpaid 
leave for training in areas they are 
particularly interested in; and better 

communication of professional training 
available. 

 

Admin Staff 

 Offering more formal developmental 

training opportunities. 

 Provide more accessible training 

(more localised) 

 

Support Workers 

 More non-mandatory developmental 

training opportunities including more 
Person Centred training 

 More accessible training via providing 
training on evenings / weekends as 

well as less restrictive QCF criteria 
(not age related) 

 Greater notice re: course cancellation 
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Dealing with Support Departments in Head Office 

 
 
There were 4 statements in this section.  There was a decline in 
agreement with all comparable questions to last year’s survey.  The 
question regarding satisfaction with the Business Development 
Department was new to this year’s survey.  Staff were asked to explain 
their quantitative responses, including any suggestions for improvement, 
noted below. 
 
Feedback re: Human Resources Department 
 
Many comments referenced satisfaction with the Department, 
particularly the positivity and helpfulness of the staff, advice and 
guidance given and the effective resolution of queries. 
 

I am confident if I have any query it will be responded to appropriately. 
(Staff Member, 2013/14 Survey) 

 
In terms of areas for improvement the main issue staff noted was in 
relation to the recruitment process.  Staff noted that it could be clearer, 
more effective and efficient as well as greater ownership from the HR 
Department.  There were a range of comments in relation to the time it 
takes to get new staff in post (notably perceived delays in Access NI 
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Figure 9: Dealing with Support Departments in Head Office 
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checks) as well as delays with information sent to prospective and new 
staff (e.g. interview / information dates and contractual documentations). 
 
Other areas included a desire for support to be accessible during 
periods when particular HR staff are off sick or on annual leave.  In 
addition, there were also comments which noted there could be better 
organisation and less loss of documentation. 
 
 
Feedback re: Finance Department 
 
There were a range of positive comments, which focused around the 
helpfulness of the staff, the speed of support and the resolution of 
queries. 
 

Staff always polite and helpful.  Quick to respond to requests for advice or 
information. 

(Staff Survey, 2013/14) 

 
In terms of improvement, there was limited feedback.   Comments noted 
the Finance Department could have more realistic understanding of 
issues facing Services which would better inform timescales placed on 
information requests.  Also staff considered that there could be better 
communication around how they support people to manage their 
personal finances.   
 
 
Feedback re: Business Development 
 
Positive comments noted the professional, helpful and supportive 
approach of the team, as well as noting their good communications.   
 

Always pleasant to deal with and all queries answered in timely way. 

(Staff Survey, 2013/14) 

 
In terms of areas for improvement, staff noted the “turn-around” time for 
information was on occasions, too tight as well as a need for greater 
clarity regarding the role of the Department.  Staff noted that it would be 
helpful if telephone meetings to discuss H&S issues were scheduled 
rather than taking place ad hoc. 
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ICT 

 
 
The greatest decline (-35.1%) within the 2013/14 Staff Survey was in 
relation to Q26 “I am satisfied with the service I get from the ICT 
Helpdesk”.  However agreement with Q27 “I am satisfied with the ICT 
equipment (laptop, PC, printer etc) I am provided with to do my job” 
increased. 
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Figure 10: ICT Related Questions 
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As per Figure 11, staff perceived the most helpful ICT tool to be MS 
Office and the least helpful to be iTrent Employee Self-Service.  It should 
be noted that at the time of the Survey, iTrent Employee Self-Service 
was at the early stages of being rolled out.  Figure 12 reflects this as the 
most common response to “Which functions of iTrent Employee Self 
Service do you currently use?” was “I have not used Self Service”. 
 
 

Figure 12: Which functions of iTrent Employee Self Service do you currently 
use? 

Option Selections 

I have not used Self Service  72 

Personal details  30 
Absence  19 

Payroll  16 
Learning  15 
Employment    9 
Total 161 
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In response to Q31 “Are there any aspects of your ICT equipment / 
support which you think could be improved?  If so, what are these and 
how could these be improved?” there were a range of comments relating 
to hardware, software and training.   
 
In terms of hardware, a range of staff referenced the slow speed of their 
computer and the problems which regular data/voice infrastructure 
issues (such as server outage) caused them.  A range of comments 
suggested that Service Managers should be provided with Smart 
Phones to enable better access to emails / calendars.  Staff also 
mentioned that although printers were upgraded their experience has 
been that the new printers are now slower and often do not work 
properly. 
 
In terms of software, feedback focused on the unreliability / 
inaccessibility of VPN and improving the ease of which staff can find 
documents on the public area.  Staff wanted greater ease of accessibility 
and these are the two key areas identified.  Some staff also noted 
difficulties faced by their current iTrent login details not working. 
 
The final theme of suggested improvement focused around ICT Training.  
Staff noted they would like more in-depth training on iTrent as well as 
the noting the importance of training being delivered face-to-face rather 
than via online guides. 
 
 

“I think service managers should have smart phones to be able to access emails 
etc.” 

(Staff member, 2013/14 Survey) 

  



20 

 

Job Satisfaction 
 

 
 
Throughout all the Job Satisfaction quantitative questions Q33 “I am 
valued as a member of staff at Positive Futures” experienced the 

greatest decline (-6.6%) when compared to last year. 
 
Staff responding to Q37 “What three things would improve your current 
level of satisfaction?” and Q38 “Is there anything else you want to tell us 
that will help us improve as an Organisation?” identified a range of 
potential improvements (310 comments received).  These have been 
collated and presented in Figure 14. 
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Figure 14: Collation of the themes identified from the responses to Q37 and Q38 
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6 
 

Recognition 
- Prov ide more positiv e 
recognition 
 

 

Relationships 
- More positiv e working 
relationships 

     

 

7 
 

Staffing levels 
- Enable more staf f  to be on 

the ground 
 

      

 

8 
 

Communication 
- Prov ide better top down 

and team communication 
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Recommendations 
 
 
The following key areas / themes for improvement were identified from 
throughout the 2013/14 Staff Survey:  
 
Management and Support 
 Consideration should be given to the review and management of staff 

expectations and workloads.  This should also aim to improve role 
clarity. 

 Greater positive recognition should be provided to staff for “a job well 
done”. 

 The Managing Sickness Policy should be reviewed. 
 Health and Wellbeing initiatives should be further developed. 
 Further understanding should be sought as why there has been a 

decline in perception in relation to equal opportunities. 
 
 
Pay and Benefits 
 Benchmark all aspects of Positive Futures’ remuneration package 

against comparable organisations, particularly focusing on Support 
Workers (including relief) and Admin Staff (including consideration for 
weekend / unsocial hours). Ensure effective communication with staff 
on decisions taken. 

 
 
Communications 
 Reduce reliance on email as a means of communication (could use 

Sametime more frequently when appropriate). 
 Make the best use of text messages for staff and volunteers (with 

Support Worker staff). 
 Review the effectiveness of team meetings  
 Use Facebook as a means of communication (consideration to given 

to the benefits of this to both internal and external communications)   
 Improve our website. 
 Inform staff about new developments / expectations earlier. 
 Continue efforts to raise the profile of the Organisation in the 

community. 
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Training 
 Put in place a structured development programme for all grades of 

staff  
 Explore options to reduce the number of courses which are cancelled. 
 Provide more accessible training (more e-learning and training 

provided on weekends and in the west of the region). 
 Reduce the expectation placed on Service Managers to deliver 

training. 
 
 
Dealings with Support Departments in Head Office 
 HR Department should focus on improving the recruitment process; 

provide effective support whenever particular HR staff are absent; 
and improve the controls around document management. 

 More realistic timescales on information requests and better 
communication on how staff should support people to manage their 
personal finances.   

 The Business Development Department should place more realistic 
timescales for information requests, as well as provide greater clarity 
regarding the role of this new Department.   

 
 

ICT 
 Hardware: Improve the speed of staff computers, reduce the volume 

of infrastructure problems (such as server outage), reduce new 
printer problems and carry out a cost / benefit analysis of Service 
Managers being provided with Smart Phones. 

 Software: Improve the reliability / accessibility of VPN; make 
documents on the public area more easily accessible and ensure 
iTrent login details work properly. 

 Training: Improve ICT training, notably more in-depth training on 
iTrent. 

 
 
Job Satisfaction 
 Review the paperwork which Support Workers are required to 

complete. 
 


