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Executive Summary 
ABC Corporation underwent an organisational culture and performance review in order to examine potential 

challenges and solutions to help support the organisation’s strategic direction. Taking into account current 

contextual issues facing the organisation, OPRA Psychology Group (OPRA) developed a customised solution 

involving an online employee survey and one-on-one telephone interviews with staff.  

The aim of the online survey was to gather general information across the organisation on a number of 

identified areas of interest. All staff were given the opportunity to complete the online survey which opened on 

12 January 2017 and closed on 1 February 2017. Overall a 72% response rate was achieved across the 

organisation. 

The interview aimed to gather more in-depth information on staff perceptions and experiences and was 

designed to build upon information gathered through the online survey. Interview participants were randomly 

selected across locations, employee levels and gender with a total of 43 interviews completed. 

Overall, results were positive with staff reporting high levels of engagement in their roles and a strong team 

focus. The opportunity to support clients or ‘customers’, and give back to the community appeared to be the 

main driving force for staff, underpinning their motivation within their roles.  

Closely linked to this ‘customer focus’, many concerns expressed by staff focused on the individuals’ or teams’ 

ability to support service delivery to their customers. Such development areas included communication and 

consultation within the organisation, the availability and accessibility of suitable training and professional 

development options and the utilisation of effective systems and processes.  

Interestingly, change within the organisation was found to be both a strength and a weakness. ABC Corporation 

was seen as a forward thinking and innovative organisation and a leader within the industry. That said, the 

management of such changes and innovations was identified as an area of development.  

Taken together, ensuring that staff have the support and resources needed to assist their customers, as well as 

maintaining a customer-centric focus, is vital to the ongoing satisfaction and engagement of staff. 

A summary of the key strengths, development areas and recommendations is provided in the report that 

follows. Additional in-depth information on the results of the online survey and interview are also provided as 

well as details relating to the purpose and methodology of each stage of the project.  

 

  



 

Page 3 of 26 

 

Key Strengths 

When examining information gathered from the online survey and one-on-one interviews, four key themes 

were identified as strengths within the organisation. These included: 

1. Staff Engagement and Motivation; 

2. Client / Community Focus; 

3. Team Work; and 

4. Forward Thinking and Innovation. 

 

Summaries of these are provided below. 

Staff Engagement and Motivation 

Across the different sources of information gathered, it was clear that ABC Corporation staff are engaged, 

motivated and driven to achieve high quality outcomes above and beyond what’s expected. Staff at ABC 

Corporation are passionate about the work they do and are invested in the success of the business. They 

believe in the values that ABC Corporation symbolises and the vision that is trying to be achieved.    

 

This is signified by the large percentage of positive responses seen in the online survey in relation to this area. 

The ‘Staff Engagement’ competency was consistently rated the highest across regional location, employee level 

and tenure. The vast majority of staff indicated they feel a sense of pride and accomplishment for the work they 

do (97%), they care about the future of ABC Corporation (95%), they are willing to put in additional effort to 

help the organisation succeed (95%), they are motivated by the work they do (94%), and they are proud to tell 

others they work there (93%).  

 

A key factor which represents an engaged workforce is an individual’s willingness to work through the hard 

times. The amount of change currently occurring at ABC Corporation has appeared to create challenges and 

uncertainty for staff.  This sentiment was clearly reflected during interviews with staff. While staff did indicate 

some areas of development for the organisation, there was a general level of positivity and optimism regarding 

the organisation, its vision and its pathway to achieving success. The sense that staff were committed to their 

work and their clients / customers was overwhelming. Indeed, one key factor which drives staff is their ability to 

support their clients and the community. It is expected that employee engagement and motivation will be 

highly related and influenced by staff perceptions of, and ability to, support their clients. 

 

“ABC Corporation is a wonderful place to work – I really enjoy what we are able 

to achieve here” 

 

 

Client / Community Focus 

One of the key strengths echoed by ABC Corporation staff was the customer-centred approach of the 

organisation. The staff at ABC Corporation show a burning desire to support and assist the community and their 

customers. In fact, during the one-on-one interviews, this was reported by staff as a key driver for wanting to  
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Key Development Areas 

When examining information gathered from the online survey and one-on-one interviews, four key themes 

were identified as potential development areas within the organisation. These include: 

1. Communication; 

2. Change Management; 

3. Training, Development and Succession; and 

4. Systems and Processes. 

 

Summaries of these are provided below. 

 Communication 

 

“Communication within the organisation is definitely the number one area we 

should be focusing on” 

 

Staff report being engaged and invested in their work and wanted to be more informed about what was 

happening in the organisation, particularly those matters which impact their work and customers. The 

communication of information however, was marked as a significant area for improvement.  In the online 

survey, the communication competency was the lowest ranked area with staff advising that they are frequently 

‘left in the dark’ about important organisational issues (62%); they receive conflicting information which leads 

to confusion (52%); and the grapevine is a better source of information than official channels (45%).  

 

During interviews, staff advised that communications were often unclear or confusing, not distributed in a 

timely manner, and not targeted to specific audiences. It was also noted that communications between 

locations and departmental groups was in need of improvement. In particular, it was noted that as you moved 

away from head office, information was less frequently received. Furthermore, a clear disconnect was seen 

between Senior Managers and ground level staff. While senior members reported that the organisation 

considers staff when making decisions, and have the best interests of staff in mind, this perception was not 

paralleled across Team Members.  

 

In line with the above, staff advised that they would like opportunities to be heard and be involved in decisions 

within their areas. Staff feel they are the experts in their professional areas and want the opportunity to give 

back to the organisation and be more involved. However, staff advised that they often felt their opinions were 

not sought out, or taken on board. Furthermore, staff advised that people are often afraid to speak up for fear 

of being reprimanded (43%); and that people are not encouraged to communicate their opinions openly (37%).  

 

“Consultation and communication from senior/executive managers is poor and 

regularly needs clarity.” 
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Recommendations 

Based on the information above, and that gathered from staff responses, OPRA have summarised four key 

recommendations for ABC Corporation: 

1. Review communication pathways and processes 

2. Increase staff involvement 

3. Review Training and Development options 

4. Clarify organisational processes 

 

A summary of these are provided below. 

 

Review communication pathways and processes 

Staff want to be informed 

 

Further review needs to be undertaken to look at ABC Corporation existing communication pathways to 

uncover why there is a disconnect between the senior leaders and ground level workers as well as across the 

regions. Developing an understanding of why information is not reaching individuals and/or why there are 

delays in communications, can assist ABC Corporation in improving their current processes. Results from the 

current project indicate that the following areas may be worth investigating: 

 A lack of clear guidelines around communication within the organisation. Establishing clear 

accountabilities and KPI’s for all managers and team leaders regarding their responsibilities around 

communication to their teams and within the organisation will likely prove beneficial. 

 No dedicated change management professionals. While staff are being trained in change management, 

the utilisation of a dedicated change management consultant may assist ABC Corporation with 

communicating changes, addressing concerns, increasing transparency and increasing a sense of staff 

involvement. 

 A lack of visibility of the Senior Management at the ground level. More visibility should enable staff to 

feel more connected to the decision makers within the organisation and may decrease the “them vs us” 

perception that currently exists. 

 

Increase staff involvement 

Staff want to feel heard 

 

Feeling you are listened to and that your concerns are taken seriously can greatly impact employee satisfaction. 

While staff at ABC Corporation are highly engaged, they want opportunities to be more involved with what’s 

happening within the company and want to lend their experience, expertise and knowledge to assist the 

organisation be successful. Ensuring there are adequate pathways for staff to provide input to work practices is 

essential for ongoing satisfaction.  

 

As mentioned in the previous section, the improvement of change management processes and the addition of a  
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Culture and Engagement Survey 
ABC Corporation undertook an Organisational Culture and Performance survey in January 2017 to measure staff 

opinions on a range of key issues. In total, 15 key competencies were identified in collaboration with ABC 

Corporation including: 
 

1. Staff Engagement 

2. Organisational Vision, Values and Mission (Values) 

3. Communication 

4. Managing Change 

5. Team work 

6. Cross Team collaboration 

7. Senior/Executive Management 

8. Organisational Support 

9. Manager Support 

10. General HR 

11. Training and development (T&D) 

12. Recruitment 

13. Work Health and Safety (WHS) 

14. Work Conditions 

15. Work Environment 

 

In total, staff were asked a total of 137 items and included: 

 4 demographics questions examining tenure, regional location, employee level and gender; 

 106 Performance Items; and 

 2 optional open ended questions. 

 

Performance items were asked to gain a measure of satisfaction and engagement across the 15 competency 

areas. Items were measured on a six-point scale with the response options including Strongly Disagree, 

Disagree, Slightly Disagree, Slightly Agree, Agree and Strongly Agree.  

 

At the end of the survey, two open-ended questions were asked. The purpose of these was to allow staff to 

provide more in depth information regarding their experience within the organisation. Participants were 

provided with 200 character spaces for providing responses to these items. These items were optional items for 

response. 

Methodology 

Online Distribution 

A total of 653 invitations were sent online to ABC Corporation staff on 12 January 2017. Each individual received 

a personalised email introducing the online system and providing a link to the survey itself. Staff were advised 

that the survey was optional to complete, however was still encouraged. 
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The survey was designed to take approximately 20 minutes to complete. The online survey system allowed 

participants to commence the survey and return at a later time to complete their responses. Thus there was no 

requirement to complete the survey in one sitting.  

 

Participants were asked to complete the survey by the close of business on 1 February 2017. A reminder was 

sent to staff on 27 January in order to increase response rates further. Following discussion with the project 

team, the survey was closed on time with a response rate of 72% 

 

Confidentiality and Anonymity 

To ensure confidentiality of survey responses, all survey data was handled exclusively by OPRA’s Registered 

Psychologists. ABC Corporation staff, including the project team, were not able to access survey data at any 

time during the process, and information throughout this report is shown in summary format to prevent 

matching of responses to individuals. 

 

No significant identifying information (e.g. name or email address) was recorded as part of the survey. The 

decision to include gender, tenure, regional location, and employee level, in the survey was made in 

consultation with ABC Corporation to allow for meaningful interpretation of results whilst simultaneously 

ensuring confidentiality of participants. 

 

Demographics 

Regional Location 

A summary of responses by region is provided below. As information was provided to OPRA regarding the total 

number of staff per region, response rates per region are also provided. 

 

 

[CELLRANGE] 

[CELLRANGE] 

[CELLRANGE] 

[CELLRANGE] 

[CELLRANGE] 

[CELLRANGE] 

45% 
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89% 

92% 

95% 
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Responses And Completion Rates by Regional Location 

Completion Rate Responses
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Quantitative Results 

Overall, the survey results indicated that ABC Corporation staff are highly engaged and motivated within their 

roles, with the Engagement competency being the highest rated factor achieving a 95% positive response rate. 

Staff indicated they enjoy and are proud of the work they do at ABC Corporation; they believe in the vision, 

mission and values of the company and are invested in its future. Having a highly engaged workforce is a 

particularly positive thing for ABC Corporation as research has found that an engaged workforce improves: 

 Productivity; 

 Retention; 

 Innovation; 

 Organisational productivity and performance; and 

 Customer Satisfaction. 

 

Furthermore, engaged staff are more likely to remain employed with an organisation during difficult times.  

Given the amount of change ABC Corporation, and the industry as a whole, is going through, it is important for 

ABC Corporation to ensure the ongoing engagement and motivation of their workforce. 

 

In addition to staff engagement, the quantitative component of the survey identified two other key strengths: 

 Team work (90% positive response rate)  

Staff indicated a high degree of satisfaction with their working teams. The majority of staff indicated 

they work well with their team and they help, support, listen to and respect each other. 

 ABC Corporation Values, Vision and Mission (88% positive response rate)  

Staff indicated they understood and believed in the values and current direction of the organisation. 

Overall, the majority of staff indicated they believe ABC Corporation lives up to its values for the 

community, as well as towards staff. 

 

Overall, survey responses indicate an organisation with staff who believe in their team and their work within 

the organisation. That said, a number of potential development areas were identified with low scores seen in 

the following areas: 

 Communication; 

 Managing Change; and 

 Recruitment. 

 

Further details on the results from each assessed competency are provided below. 

 

Demographic Summary 

Regional Differences 

Considering the overall results across regions, particular trends were noted across the data. Overall, the Perth, 

Sydney and Adelaide regions indicated higher staff engagement results, as well as higher satisfaction across the 

various assessed competencies. They ranked within the top three regions (most satisfied regions) for the 

majority of competencies, and were not ranked lowest (least satisfied) in any.  
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Interpreting the Results 

A breakdown of results across competency and item is provided in the following pages. Results are provided in 

terms of the proportion (%) of positive responses indicated from staff for each item and competency.  
 

 For standard items (e.g. “I enjoy my work”) a positive response is indicated by the options ‘Slightly 

Agree’, ‘Agree’, or Strongly Agree’ being chosen. 
 

 For reverse items (e.g. “I find my work boring”), a positive response is indicated by the options ‘Slightly 

Disagree’, ‘Disagree’, or Strongly Disagree’ being chosen. 

 

Results have also been colour coded to allow for easy interpretation. See below: 

 

 Area of Strength (85% +) 
  

 Potential Area of Focus (70% - 85%) 
  

 Recommended Development Area (<70%) 
  

 Overall Competency score 

 

The overall results of each competency are ranked and provided below. In depth information on each 

competency is provided on the following pages. 

 

  

60% 

63% 

66% 

71% 

71% 

73% 

73% 
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Staff Engagement 

Competency Rank: 1 out of 15 

Staff engagement is the extent to which staff feel passionate about their jobs, are committed to the 

organization, and put discretionary effort into their work. Overall results broken down by item are provided 

below.  

 

 

 

Regional Differences 

Only minor non-significant differences were seen across regional areas with all regions reporting an overall 

Engagement of 95% and above. This indicates strong levels of engagement in staff across ABC Corporation in 

general. 

 

Employee Level Differences 

No significant differences 

 

Tenure Differences 

No significant differences 

 

  

84% 

90% 

94% 

97% 

97% 

97% 

97% 

98% 
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95% 
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This organisation inspires the very best in me

I think ABC Corporation is a great place to work

I am proud to tell others that I work for ABC Corporation

I am motivated by the work we do here at ABC Corporation

I am willing to go above and beyond whats required of me

I am willing to put in effort beyond what is normally
expected in order to help this organisation be successful

I look for ways to improve what we do here at ABC
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I feel a sense of pride and accomplishment in the work I do

Overall

Positive Responses per Item 
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Qualitative Results 

At the end of the survey, staff were given the option to answer two open ended questions regarding their 

thoughts on ABC Corporation’ key strengths and development areas. The questions asked included: 

1. “What is the number one thing that ABC Corporation is currently doing well?”  

2. “What is the number one thing ABC Corporation can improve?”  

 

A high response rate was seen across both questions with 96% completing the former, and 78% completing the 

latter.  

 

For each question, OPRA completed a thematic analysis to identify the key trends and themes of the data and 

identified a number of key strengths and development opportunities based on this. A summary of the findings, 

including descriptive quotes is provided below. 

 

Overall, results suggest that staff at ABC Corporation are proud of the support they provide to their customers 

and take pride in ABC Corporation’s ability to genuinely improve the well-being of the community. While the 

organisation’s ability to manage change was identified as a potential development area, there was support from 

staff regarding ABC Corporation’s focus on forward thinking and innovation e.g. they believe that ABC 

Corporation are handling the current changes very well and feel confident that the business is providing the 

best levels of care for their customers.  

 

With regards to change management, staff feel that there is a lack of communication and consultation 

regarding changes and how they will be implemented. They would appreciate more transparency when change 

is being communicated, as well as having a forum for their concerns to be heard. This leads to the single biggest 

area of improvement: communication. The results suggest that communication needs to be delivered to staff in 

a more reliable way, both between the different levels of the business and between different regions.  

 

Staff well-being was identified as both a strength within the organisation and a potential development area. 

Staff want to give more to the organisation and want to improve. This was evidenced in their suggestions for 

training, development and succession, which was identified as being an area for improvement.  

 

Overall, staff are engaged in their work but require support and resources to deliver high levels of customer 

care. They want to be heard more and recognised for their hard work and achievements.   

 

In-depth information on the results from the qualitative component of the online survey can be found below. 
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What is the number one thing that ABC Corporation is currently doing well? 

The aim of this question was to gain an idea about what staff considered the key strengths of ABC Corporation.  

 

Three key themes were identified including: 

1. Forward Thinking and Innovation; 

2. Customer Care; and 

3. Employee Well Being. 

 

Forward Thinking and Innovation 

There is a lot of support for the way in which ABC Corporation is handling changes. The majority of responses 

indicate that staff believe that ABC Corporation have made timely decisions to change the organisation in 

preparation for the business landscape, supporting the belief that ABC Corporation is a forward thinking 

company. 

 

“ABC is very progressive in forward thinking and planning for the future. This 

has led to huge change across all departments in the organisation and has 

placed ABC at the forefront of the industry changes.” 

 

Staff also commented on ABC Corporation actions with regards to meeting and setting industry standards and 

requirements. Whilst the business is changing to keep pace with other companies, there is an appreciation that 

it continues to grow and adapt to meet the needs of the customers which they support. There is a belief ABC 

Corporation provides the community with relevant and current treatment/support plans and opportunities. 

 

“The design of care packages are really good for people with disability. Choices 

and opportunities provided to people with disability are relevant and current.” 

 

Customer Care 

There is a general consensus that ABC Corporation and its staff upholds high standards in regards to the care 

and well-being of their customers. There is a belief that the company successfully caters to the individual needs 

of each customer through their person-centred approach and the ongoing support they offer customers. 

 

There is an encouraging amount of support for the recent efforts ABC Corporation has made to align the 

business with its values and mission statement. This focus on staff and customer well-being shows that the 

company is headed in the right direction. 

  

“Facilitating person centeredness, promoting and encouraging customers to develop 

their daily choices and putting into action.” 
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What is the number one thing ABC Corporation can improve? 

The aim of this question was to gain an idea about what staff considered the key development areas of ABC 

Corporation. Four key themes were identified including: 

1. Communications; 

2. Manage Change; 

3. Staff Well-Being and Support; and 

4. Training, Development, Successions. 

 

Communications 

 

“Communication within the organisation is definitely the number one area we 

should be focusing on” 

 

Far above any other factors, the responses suggest a high level of frustration regarding communication within 

the organisation. Furthermore, there seems to be dissatisfaction among front line workers as a result of a 

perceived lack of consultation and communication they receive about changes in the business which will impact 

them.  

 

Communication between the different levels of the business also appears to be an issue. Staff advised they 

don’t always receive information or communications regarding key parts of their role and they feel that their 

concerns are not being listened to or addressed.  

 

“The management has to listen to all the staff rather to believe in one 

particular person.” 

 

“Management doesn't respond well to staff requests and concerns.” 

 

“Consultation and communication from senior/executive managers to the front 

line is poor and regularly needs clarity especially on how it affects front line 

teams.” 

 

Communications from head office to location offices was highlighted as a major pain point for staff and there 

was the belief that the levels of communication greatly fluctuate depending on which location staff are in.  

 

“I feel that the hubs are very separate to head office and head office would 

benefit from spending more time with the support staff, gaining ideas from the 

frontline workers.” 

 

“Communication between teams and departments is often limited or 

sometimes non-existent.  Often there are updates and important information 

that is not communicated effectively within the organisation especially outside  
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Interviews 
One-on-one focus interviews were recommended by OPRA as a means of building on survey results and 

gathering in-depth information regarding staff perceptions. A series of questions were designed to provide a 

rich source of information to help validate survey results and to offer insights into potential organisational 

development strategies. 

 

All staff were asked five interview questions, which included: 

1. What do you believe are the core functions of ABC Corporation? How does this fit in with the current 

direction of the organisation? 

2. What do staff enjoy about working at ABC Corporation? What makes them want to work here and want 

to stay? 

3. What are the most common complaints employees make about ABC Corporation? 

4. In an ideal world, what does working at ABC Corporation look like? What’s missing? How do we get 

there? 

5. Is there anything else you think we should be aware of, or that you think is important to comment on? 

Methodology 

Participant Selection 

Phone interviews were conducted with a cross section of randomly selected staff across locations and employee 

level. 

 

In an effort to arrive at a desired sample size of 45 participants, OPRA attempted to make contact with 74 staff 

members. Phone and email communication with 25 potential participants proved unsuccessful and an 

additional 4 declined to participate for personal reasons. Overall, 43 of 45 scheduled interviews were 

successfully completed, indicating a 96% completion rate. 

Interview Process 

During the interviews, which were approximately 45 – 60 minutes in duration, OPRA consultants briefed 

participants on the purpose of the call, explained the interview process, addressed matters of confidentiality 

and anonymity, and afforded participants the opportunity to ask questions and express concerns. 

Confidentiality and Anonymity 

To ensure confidentiality of all interview responses, OPRA selected and contacted participants independently of 

ABC Corporation management. OPRA have not advised any ABC Corporation staff member on the individuals 

who participated in the interviews. All interview data was handled exclusively by OPRA’s Registered 

Psychologists. ABC Corporation staff were not able to access interview data at any time during the process, and 

information throughout this report is shown in summary format to prevent matching of responses to 

individuals. 
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Results 

OPRA performed a thematic analysis of the data compiled from the interview questions in order to identify key 

themes and trends. 

 

Overall, the results suggest that staff are well-versed on, and personally identify with, the core functions of ABC 

Corporation. While the organisation is perceived as heading in the right direction, the consensus is that 

improvements to communication, systems and processes, infrastructure and resources, recruitment and 

training and development are required. As roles and responsibilities become clearer and needs related to 

operational efficiencies are met; staff will effortlessly champion the brand of ABC Corporation. 

 

The findings of this analysis, including supplementary quotes, are detailed below. 

What do staff enjoy about working at ABC Corporation 

 

“ABC Corporation is a wonderful place to work – I really enjoy what we are able 

to achieve here” 

 

Three key themes were identified from staff responses. These included: 

1. Giving back to the Community 

2. Team Work  

3. Personal/Professional Development 

 

These are described further below. 

 

Giving back to the Community 

The consensus amongst participants is that staff, particularly those who work directly with customers (i.e. front-

line), enjoy working at the organisation because it provides them with the opportunity to give back to the 

community, which is something they value personally and are passionate about. 

 

“ABC Corporation provides a great opportunity to step in and be involved.” 

 

“Staff are committed to and passionate about enabling disabled people.” 

 

“Staff enjoy playing a role in the recovery of their customers.” 

 

“Staff enjoy providing support to customers, seeing them overcome hurdles and achieve their goals.” 

 

“[Staff enjoy] seeing the outcomes resulting from support and services, making a difference.” 

 

“They believe in what they do and enjoy watching and seeing customers grow.” 
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Common Concerns and Steps Forward 

A number of concerns were raised by staff members, who also provided potential suggestions and solutions to 

address these. Their concerns include: 

1. Communication 

2. Change Management 

3. Systems and Processes 

4. Infrastructure and Resources 

5. Recruitment 

6. Training and Development 

 

Communication 

While there is some acknowledgement that top-down communication has improved, the general consensus is 

that further refinements are needed. Common trends indicate that information is not disseminated in a timely 

manner to front-line staff (e.g. policy changes and amendments to rosters), and that the content of 

communication is not tailored to the audience.  

 

Staff have suggested that simple, clear and specific communications will go a long way in making ABC 

Corporation an employer of choice. This means filtering messages to the appropriate organisational level so 

that it is meaningful, rather than utilising a blanket approach which runs the risk of important messages being 

overlooked. Better communication of strategy and operational plans is also required. 

 

Another area of contention in relation to communication is the perceived disconnect and/or breakdown in 

communication across locations, and between front-line and Senior/Executive Management. Participants 

reported that they operate in a silo and would like to feel more connected to the greater organisation, and 

particularly with Senior/Executive Management.  

 

Increased communication of location-specific activities, successes and events is advocated to bolster a sense of 

community and connectedness. The increased visibility of Senior/Executive Leadership, be it via video 

messaging / conferencing or town halls meetings on site, will not only make staff feel more connected to them, 

but will have the added benefit of increasing opportunities for consultation regarding organisational changes 

and more timeous communication thereof. 

 

Change Management 

Many staff utilised the phrase “change fatigue” when talking about current changes within the organisation. 

With current changes, many staff advised there was a great deal of uncertainty and confusion regarding what 

changes were coming, and how this would impact their roles, and their customers. 

 

Additionally, staff commented on the rate of turnover experienced at ABC Corporation. The rotating door of  
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