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Pro tec t i ng  you r  Asse ts

Wel l  t r a i ned ,  qua l i t y  emp loyees  a re  one  o f  you r  company ’ s
g rea tes t  asse ts .   Measu r i ng  you r  emp loyees ’  pe rcep t i ons  o f
you r  o rgan i za t i on  on  a  regu la r  su rvey  cyc le  can  he lp  you  to
reduce  tu rnove r  ra tes  and  avo id  cos t l y  t r a in ing  o f  new
emp loyees .

Know ing  the  pe rcep t i ons  o f  you r  emp loyees  abou t  t r a in ing  and
po l i c y  i s sues  such  as  sa fe t y,  d i s c r im ina t i on  and  ha rassmen t
can  p rov ide  the  i n fo rma t ion  you  need  to  p roac t i ve l y  educa te
emp loyees  and  pe rhaps  p reven t  cos t l y  l ega l  ma t te r s .

Qui te  s imply,  employees represent  your  company,  your
products  and your  serv ices –  they are the face of  your  bus iness.
Employees a lso in f luence the percept ions,  at t i tudes and buying
behav iors  o f  your  customers

Your  o rgan iza t ion  i s  evo lv ing  everyday.   Th ink  abou t  a l l  t he
changes  tha t  have  occu r red  w i th in  you r  o rgan i za t i on  ove r  t he
las t  12  mon ths .   You r  supe rs ta r  manage rs  a re  be ing  p romo ted ;
the i r  r ep lacemen ts  may  o r  may  no t  be  up  to  t he  j ob .   New
po l i c i es  and  p rocedu res  a re  be ing  imp lemen ted  t ha t  may  be
coun te rp roduc t i ve .   Have  you r  new h i res  rece i ved  the  same
qua l i t y  t ra in ing  g i ven  in  the  pas t?   A re  you  go ing  to  l ose
emp loyees  and  cus tomers  t o  t he  compe t i t i on?

I t  i s  good  bus iness  to  have  a  p rogram to  keep  you  in  touch
wi th  your  employees  and  cus tomers  on  a  year ly  bas is .  The
cor re la t ion  be tween  Gues t  Sa t i s fac t ion  and  Employee
Sat is fac t ion  i s  unden iab le .  Too  o ften  in  th is  f as t  paced
env i ronment ,  gues ts  w i l l  be  asked  da i l y  fo r  the i r  inpu t  and
employees , (  the  ones  respons ib le  fo r  sa t i s fy ing  the
gues ts ) , a re  never  asked .  I t  i s  no t  imposs ib le ,  bu t  h igh ly
improbab le  fo r  an  unhappy  employee  to  de l i ve r  a  h igh  l eve l
o f  se rv ice  to  your  gues t .

Business today is  dynamic wi th  a  s teadi ly  increas ing pace of
change.   Timely and act ionable in format ion is  the best  way to
combat  the e lements .



Employee Opinion Surveys
............Actionable Data

Employee  Op in ion  Surveys

Success fu l  o rgan iza t ions  a l l  have  key  charac te r is t i cs  in  common –
they  work  toge ther  to  address  p rob lems  and  c rea te  a  pos i t i ve  work
env i ronment .   An  employee  Op in ion  survey  enab les  a  success fu l
o rgan iza t ion  to  opera te  more  e f f i c i en t l y  th rough  the  use  o f  worker
input  and  sa t is fac t ion  ra t ings .

Emp loyee  Op in ion  su rveys  a re  s tud ies  o f  emp loyees ’  pe rcep t i ons  and
pe rspec t i ves  o f  an  o rgan i za t i on .   The  su rveys  add ress  a t t i t udes  and
conce rns  t ha t  he lp  t he  o rgan i za t i on  wo rk  w i t h  emp loyees  to  i ns t i l l  pos i t i ve
c h a n g e s .

Emp loyee  Op in i on  su rveys  i nc rease  p roduc t i v i t y.   Th i s  i s  necessa ry  du r i ng
pe r i ods  o f  dec reased  p roduc t i v i t y,  f o r  o rgan i za t i ons  w i th  a  l im i t ed  budge t ,
o r  gene ra l l y  any t ime  managemen t  be l i eves  o rgan iza t i ona l  ou tpu t  can  and
shou ld  be  imp roved .   Fu r the rmore ,  i f  t he re  us  a  spec i f i c  r eason  f o r  l ow
p roduc t i v i t y,  such  as  h i gh  s ta f f  t u rnove r  o r  poo r  commun ica t i on ,  an
emp loyee  Op in ion  su rvey  can  he lp  i den t i f y  poss ib le  so lu t i ons  to  t hese
p r o b l e m s .

Emp loyee  Op in ion  su rveys  a re  va luab le  t oo l s  when  the re  i s  a  change  i n  t he
s ta tus  quo .   These  changes  i nc l ude  a  reo rgan i za t i on  o f  t he  company,  an
in t roduc t i on  o f  a  new  p roduc t  o r  se rv i ce ,  company  re loca t i on ,  a  change  i n
po l i c i es ,  o r  a  pe r i od  o f  rap id  g row th .   I n  t hese  s i t ua t i ons ,  o rgan i za t i ons
mus t  l ea rn  t o  wo rk  and  commun ica te  w i t h  emp loyees  t o  i nsu re  t ha t  t he
resu l t s  o f  t hese  changes  w i l l  be  pos i t i ve .   Op in ion  su rveys  g i ve  emp loyees
a  vo i ce  t o  ass i s t  i n  mak ing  t hese  t r ans i t i ons  as  smoo th  as  poss i b l e .

Add i t i ona l l y,  Op in ion  su rveys  can  se t  benchmarks  f o r  t he  f u tu re  su rveys ,
wh ich  w i l l  a l l ow  more  i n -dep th  da ta  and  the  ab i l i t y  t o  measu re
i m p r o v m e n t s .

E m p l o y e e  O p i n i o n s  a r e  R e a l i t y
. . . i n  t h e i r  m i n d s

                       . .  u n t i l  i t  i s  c h a n g e d



Results from Surveys

Through  t hese  su rveys ,  o rgan i za t i ons  can  become  more  p roduc t i ve ,  p l us
se rve  as  a  bas i s  f o r  qua l i t y  imp rovemen ts .   By  i den t i f y i ng  a reas  o f  i ne f f i c i ency
and  ac t i ng  on  pe r fo rmance  ba r r i e r s  i den t i f i ed  by  emp loyees  o f  a l l  l eve l s ,  an
o rgan i za t i on  ga ins  a  f r esh  and  d i f f e ren t  pe rspec t i ve .

Fur thermore ,  when  an  employee  Op in ion  survey  i s  conduc ted  in
con junc t ion  w i th  a  cus tomer  sa t i s fac t ion  survey,  d is jo in ts  be tween
employee  v iewpo in ts  and  cus tomer  v iewpo in ts  can  be  iden t i f i ed .

Research has proven that  whol ly  engaged employees tend to be more se l f -
mot ivated,  re l iable,  and have higher levels of  organizat ional  loyal ty.
Addi t ional ly,  s tudies have revealed that  an engaged personnel  tends to reta in
employment  and has fewer absences.   P lus,  these engaged employees have
higher  levels  of  customer approval  and serv ice qual i ty  and they regular ly
achieve,  and of ten surpass,  goals .

The in format ion garnered f rom employee sat is fact ion surveys can g ive you the
management  knowledge that  d i rect ly  impacts  the bot tom l ine and fosters
posi t ive employee re lat ions in  any or  a l l  o f  the fo l lowing ways:

• Ident i fy  cost-saving opportuni t ies
• Improving product iv i ty
• Reducing turnover
• Curbing absenteeism
• Strengthening superv is ion
• Evaluat ing customer-serv ice issues
• Assessing t ra in ing needs
• Streaml in ing communicat ion
• Benchmark ing the organizat ion ’s  process in  re la t ion to  the indust ry
• Gauging employees’  understanding of ,  and agreement wi th,  the company

miss ion

G u e s t  a n d  E m p l o y e e  S a t i s f a c t i o n

a r e  d i r e c t l y  L i n k e d !



Employmen t  Trends
A number of  key workforce t rends have emerged and  recent ly
publ ished;

• The increase in  the number of  new employees enter ing
the workforce each year  versus those re t i r ing is
dec l in ing s teadi ly.   Amer ica wi l l  exper ience i ts  f i rs t  net
decrease in  2012.

• The nat ional  unemployment rates inc lude 16-19 year
o lds,  a  group wi th  ra tes typ ica l ly  three t imes h igher
than the nat ional  numbers.   Yet ,  co l lege graduates have
unemployment  rates that  are typ ical ly  hal f  the nat ional
numbers.

• Across the country,  750,000 employees voluntar i ly  qui t
the i r  jobs every month.

• On average,  employees stay at  a  job for  3 .4 years – a
decl in ing term in every industry  except  government .
What ’s  more,  employers should note that  re tent ion
does not  equal  loyal ty.

And what about the ROI?
• I t  costs  approx imate ly  s ix  months ’  sa lary  to  rep lace an

hour ly employee.

• I t  costs  approx imate ly  18 months ’  sa lary  to  rep lace a
salar ied employee.

When companies understand employees’  concerns,
employees stay longer  because they want  to  and the company
avoids cost ly  turnover,  a l locat ing more resources for  growth
in  areas such as market ing,  sa les  and customer  serv ice .
What ’s  more,  t ru ly  engaged employees wi l l  go the ext ra mi le
to  make customers happy and recommend the organizat ion to
prospect ive employees.
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S U RV E Y
 PROCESS

Although  each  emp loyee  Op in ion  s tudy  i s  t a i l o red  to  mee t  the  needs  o f  an  i nd i v idua l
o rgan i za t i on ,  i n  gene ra l ,  t hey  a re  a imed  a t  a l l  aspec ts  o f  t he  emp loyees ’  j obs .   The  s tudy
ana l yzes  eve ry th ing  f r om an  emp loyee ’ s  wo rk load  to  t he i r  r e l a t i onsh ips  w i t h  coworke rs
and  supe r i o r s  t o  t he i r  sa la ry  t o  company  po l i c i es  and  any th ing  i n  be tween .  Stud ies  can
range  f r om focused  ( t a rge t i ng  spec i f i c  p rob lem a reas )  t o  gene ra l  ( ove ra l l  emp loyee
inpu t ) .

Survey Step 1 :   C lar i fy  Scope & Purpose
Survey Step 2:   Survey Design
Survey Step 3:   Survey Administ rat ion
Survey Step 4 :   Processing & Report  Generat ion
Survey  Step  5 :   Management  Rev iew-Unders tand ing  Survey  Resu l t s
Survey Step 6:   Feedback to  Staf f /  Improvement  Planning

The survey process is  def ined by s ix  pr imary s teps;

Step  1 :  C la r i f y  Scope  &  Purpose  and  Communica te
CST In te rna t i ona l  w i l l  wo rk  w i th  you  to  l ay  down  the  founda t i on  fo r  a  success fu l  su rvey
p rocess .   Th i s  i nc l udes :   unde rs tand ing  you r  expec ta t i ons ,  r ecommend ing  t he  su rvey
bes t  su i t ed  f o r  you r  needs ,  con f i rm ing  re l a ted  cos t s ,  and  es tab l i sh ing  a  t ime l i ne .
The  su rvey  p rocess  and  t ime l i ne  shou ld  be  c l ea r l y  commun ica ted  t o  a l l  emp loyees .

One  impo r tan t  f ac to r  i n  dec id i ng  t o  conduc t  and  EOS i s  managemen t ’ s  w i l l i ngness  t o
suppor t  t he  su rvey  and  to  respond  app rop r ia te l y  t o  f eedback .  Managemen t  mus t  c l ea r l y
a r t i cu la te  why  the  su rvey  i s  be ing  conduc ted  and  how the  i n fo rma t i on  w i l l  be  used .
Fa i l u re  t o  do  so  may  l im i t  r esponses  and /o r  b i as  r esu l t s .

Step  2 :  Survey  Des ign
Th i s  i s  t he  mos t  de ta i l ed  pa r t  o f  t he  p rocess .  The  f i na l  documen t  mus t  be  one  t ha t  each
emp loyee ,  f r om Genera l  Manager  t o  each  member  o f  l i ne  s ta f f  f ee l  comp le te l y
comfo r t ab le  comp le t i ng .

Some  Gene ra l  Des ign  Aspec t s  t o  be  Cons ide red  a re ;
1 . C l ien t  Survey  Methodo logy  (Paper /Pen ,  In te rne t ,  Ma i l  Serv i ce )
2 . Su rvey  Cyc le  Commi tmen t   ( e .g .  a l l  l o ca t i ons ,  Base l i ne ,  Qua r te r l y )
3 . Number  o f  Loca t i ons  and  Emp loyees  to  be  Su rveyed
4. Number  o f  Ques t i ons /Ca tego r i es /Work  Groups  on  Su rvey
5. L inkage  o f  Su rvey  to  In te rna l  Organ iza t i ona l  P rog ram
6. Fore ign  Language  Trans la t i ons
8. Repo r t i ng  St ruc tu re  (Number  o f  Co rpo ra te ,  D i v i s i ona l  and  Loca t i on  Repo r ts

and  Cus tom Repo r t s )
9 . Feedback  and  Ac t i on  P lann ing  P rocesses
10 . Time l i ne  f o r  Comp le t i on  o f  a l l  P rocesses
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