
AWARD FOR CREATING POSITIVE EMPLOYEE RELATIONS 

 

ENTRY FROM WILTSHIRE COUNCIL 

 

The Challenge 
 

In April 2009 Wiltshire Council became a new unitary authority. This change brought 
together a range of services and cultures from five council’s, and by autumn 2010 a 
transformation programme to improve services, achieve savings and deliver the councils 
vision to create stronger and more resilient communities was  underway.  
 
As the programme progressed it became clear how important positive employee relations 
would be in delivering the changes needed. At the start of 2011 HR proposed that a staff 
survey should take place, highlighting the benefit of improving employee engagement in the 
transformation taking place. Despite the disruption taking place, which included significant 
service re-design and redundancies the leadership team understood that engaging 
employees in the changes taking place was important, recognising staff as their most 
important asset.  
 
The challenge in 2011, and for the subsequent surveys in 2012 and 2014, was to 
understand the levels of employee engagement so action could be taken to increase it in the 
knowledge that the transformation would take a number of years to complete.  
 
The Solution 
 
The staff survey was designed and is delivered in house at very low cost to the council. Specialist 
skills and knowledge have been developed in HR and benchmark questions on “employee 
engagement” to ensure that this could be measured has taken place have also been 
developed. Key driver analysis has been used to identify the aspects of working that result in 
staff feeling fully engaged. This has enabled priorities to be identified from the results of each 
survey and has directed actions at a service level and organisationally. 
 
The key driver analysis identified four overarching objectives for improving engagement: 

 
1. More consistent and regular information to give a greater understanding of the 

council’s objectives and allow employees to see how their role fits in with the 
direction of the council 

2. A greater understanding of how and why decisions are made 
3. The need to ensure that all employees are/feel consulted when decisions are 

made 
4. Further development of a culture where respect and recognition is embedded 

 
In 2011 the staff survey showed low levels of employee engagement and a range of actions 
were taken to ensure this improved. These included: 
 

o Social media being used to deliver instant updates  
o Staff forums hosted by the leadership team and members  
o A new “People Strategy” aligned to the business plan and behaviours framework 
o Significant investment in new technology 
o Providing opportunities for staff to volunteer to support council and community events 

including supporting the Olympic torch route and Golden Jubilee events 
o Development of a wider range of personal development opportunities including 

access to coaching and mentoring 
o Introduction of monthly corporate staff awards to recognise high performance and 

community impact and an annual staff event 



 
The most significant action taken was the development of a corporate behaviours framework 
with the aim of developing a one-team culture with a focus on the communities of Wiltshire. 
Staff were given clear direction on how they should behave and the impact of their behaviour 
on the customers they serve. Significant work was done to embed the behaviours so staff 
could be in no doubt about the council’s expectations of them.  
  
It was important that the impact of these actions could be measured quickly so a further 
survey took place in 2012 and the results showed that the steps taken had delivered 
significant improvements: 
 

o Employee engagement increased by 15% 
o 93% of staff understand how they are expected to behave 
o Effective change management increased by 32% 
o Effective leadership and management increased by 11% 
o 84% of staff said that the people in their team co-operate to get the work done 
o 88% of staff said their managers trust them to do their job 
o 84% of staff understand how their work contributes to the success of the organisation  
o And 71% of staff said their manager recognises and acknowledges they have done 

their job well 
 
Since 2012 the transformation has continued with more redundancies, job redesign and 
significant major changes to the way we work, with more use of technology and flexible 
working. During this time HR also supported the council to deliver:  
 

o A reduction of 98 offices into 3 hubs 
o Re-location of over 3,000 staff into the new hubs 
o New ways of working  

 
And have also delivered: 
 

o Over £20m of annual savings from staff costs resulting from service and job re-
design and redundancies, including a council wide voluntary redundancy programme.  

o A new approach to policy development and deployment – giving managers clear 
direction on their roles and responsibilities in managing their employee relationships 

o A self-service web tool for managers providing easy access to HR advice and 
guidance, and reducing the reliance on HR support 

o £9m annual savings from terms and conditions  
o Launch of Wiltshire Rewards giving staff access to a wide range of benefits and 

discounts locally and nationally. 
 
Despite all that has been delivered the challenge to maintain and improve employee 
engagement remains a priority and the recently published results of the 2014 staff survey 
shows that overall employee engagement has further increased by 5%, and:   
 

o Effective change management increased by 4% 
o Effective leadership and management increased by 3% 
o 95% of staff understand how they are expected to behave 
o 86% of staff said that the people in their team co-operate to get the work done 
o 85% of staff understand how their work contributes to the success of the organisation 
o 75% of staff said their manager recognises and acknowledges they have done their 

job well 
o 77% of staff said that they are aware of the council’s vision and aims 
o 81% of staff said that they believe their job makes a difference to the community 
o And 78% of staff said that their team regularly looks for ways of improving services 

for customers 



 
Benefits to the organisation 
 

The continual improvement in the results from each staff survey have shown the impact of 
the actions taken at an organisation and service level has resulted in increased engagement 
and more positive employee relations and HR has had a significant role in this delivering a 
range of outcomes outlined above.  
 
The staff survey results and subsequent actions have marked a shift in the value the council 
places on staff participation and engagement during considerable change.  The tangible and 
measurable actions delivered have had profoundly positive results on improving recognition, 
inclusion and respect across all levels of the organisation.  
 
The positive results in the staff survey in 2012 and more recently in 2014 have demonstrated 
that we are getting it right.  This is supported by the results of a Peer Review Challenge that 
took place in autumn 2013 which concluded that the council has a strong vision and the key 
strengths identified included:  
 

• A robust management team and a trusted relationship between officers and elected 
members with a clear appreciation that the council has good leadership in its 
management team, and is strongly member led.  
 

• A highly engaged workforce with a real sense of pride in the organisation. Staff 
consistently say that they are proud to work for the council. 

 

One member of the peer review team, commented  
 

“It was extremely positive to have external assurance and affirmation that staff are aware 
and focused on the council’s vision and that they visibly demonstrate a can-do attitude and 
commitment to making Wiltshire a better place. The HR initiatives that have taken place to 
achieve this have clearly had the impact needed to support the management of a major 
period of change. 
 

 

 

 


