INTRODUCTION
Your role in planning and facilitating the Washtenaw County Organization Capability Survey is very important. This manual has been prepared to assist you in making your administration process a success.  Please read it before you begin planning your survey administration, even if you have been involved with survey administrations in the past.

With the ever-increasing focus on customer satisfaction in the public sector, we are dedicated to leveraging our single most important business resource – the employees of the County.  The Organizational Capability Survey (OCS) is one of several tools we use to focus people, resources and strategies for change on the Guiding Principles.  Since the first County-wide survey in 1997, we have been and remain committed to involving all employees in the process of continuous improvement, and the OCS is employees’ opportunity to communicate directly with management.

Questions?  If you have questions about the materials included in this shipment or the administration process please contact Scott Patton at 222-6765.

BEFORE THE SURVEY
Materials You Will Need (dropped off by Scott prior to Oct. 11):

· Enough surveys and envelopes for your department
· Meeting room space for employees to gather and complete the Organizational Capability Survey.  Reserving space for one hour is recommended.
· Pens for everyone who receives a questionnaire.
Arrangements should be made so that a minimum of 30 minutes is allotted for employees to fill out the survey at work and on County time. Offer all permanent employees an opportunity to take part in the survey process.  Temporary employees, including interns, who have been working for Washtenaw County for more than six months should also be given the opportunity.

· It will take most employees about 20-30 minutes to complete the questionnaire.
· No employee should be asked to take the survey in the same room as his or her supervisor.
· If any employee is absent or if any employee is uncomfortable taking the survey in a group setting, they are welcome to take the survey with them and fill it out at their leisure.
· Once the surveys are completed, put them in a box and send them UPS to Gelfond Group, Dept: Washtenaw OCS, Cherry Tree Corporate Center, 535 Route 38, Suite 203, Cherry Hill New Jersey 08002.
· The Gelfond Group will only process questionnaires that they receive prior to October 25, so send in the surveys the same day they are completed.
ADMINISTRATION SCRIPT

ORGANIZATIONAL CAPABILITY SURVEY
Welcome to the Organizational Capability Survey.  My name is (name, title).  I’d like to tell you about the goals and purpose of the survey, and give you some instructions on how to complete it. An outside consulting firm will again assist the County in administering the survey.

Goals and Purpose of the survey

It is important for every employee to be involved as much as possible in continuous improvement.  Because of the work you do, your thoughts and insights are particularly valuable, and this survey lets the organization hear from you.  It gives you the opportunity to tell management how they are doing – and how they can improve.  We know from previous OCS surveys that your input helps us provide high-quality service to our customers and helps makes this a better place for each of us to work.  The survey covers the same topics as the one given in 1997, 1999 and 2001.  We have added questions about follow-up on the results of the earlier surveys. Here are a few highlights of why we’re doing this survey again.

Purpose of the survey
· learn whether we are providing the necessary skills, knowledge and resources in accordance with Guiding Principle #4

· identify how employees are treated by their immediate supervisors

· learn employees knowledge of County vision and goals

· learn about the quality of leadership in the organization

· understand how well we are communicating and appreciating diversity

Countywide Survey
· great effort has been made to get full participation

· distributed to all permanent /regular employees, and temporary workers/interns with a tenure of 6-months or more

How the Results will be used = Feedback to the organization
· Countywide report will be distributed to all employees

· department heads will receive departmental compiled data and a transcript of the written comments

· compiled data for programs in large departments

· each department will receive a departmental report and will submit an action plan of the steps to be taken in response to the input received.  These will be two year plans will be incorporated into departmental business plans.

Timeline for Results 

· December 4 – There will be a meeting in the morning for department heads and other managers to see the results.  Then in the afternoon, any one who wants to see the results can at Washtenaw Community College.  You’ll receive an e-mail with details.
· January – Action planning incorporated into business planning and budget process
Now, let me take a minute to go over a few elements of the survey process.

To complete the survey, circle the one number for each question that best represents your opinion.  Please give us your honest feedback, and remember – this survey is not a test.  There are no right or wrong answers.  The survey also includes a question that allows you to write down your thoughts on any topic of interest, regardless of whether it was covered in the questionnaire.  The outside firm assisting us in this survey will type all comments. At the end of the survey, there are questions on your job type, department, and so forth.  These questions help us understand how different groups of employees view things.  After you finish the Organizational Capability Survey, seal it in the confidential envelope that has been provided.

It is important to remember that the survey is completely confidential.  No one at the County will ever see your individual responses.  All answers to the survey questions go directly onto a computer at the office of the outside firm assisting in the survey.  They process your responses and will only report the results for groups of 5 or more employees.

Does anyone have any questions before we begin?

COMMONLY ASKED QUESTIONS

Q.
What is the purpose of this survey?
A.
Our success depends on customer satisfaction, employee satisfaction and meeting our financial goals. In order to improve in all three of these areas, we need feedback from you. We want to know what you think we are doing right and where we can make improvements.

Q.
Do I have to take part in the survey?

A.
No one has to participate in the survey ( it is completely voluntary; however, this is your opportunity to communicate your thoughts and feelings directly to top management.

Q.
How will the results be used?

A.
We look at the results in two ways.  First, all of the surveys are put together in one report that we use to plan the future of the county.  Second, your department head will look at the results at a departmental level to see where improvement can happen at that level.  Expect an opportunity to recommend actions in January.

 Q.
I'm a new employee; should I fill this out?
A
Yes.  Do your best, and answer those questions that you feel you can.  If there is anything that you don’t think you have enough information to answer sufficiently, circle #6 for “don’t know.”

Q.
Won't I be identified by the questions which ask for position, department, length of service, etc.

A.  No. The questions on position, length of service, etc. are included only to determine how different groups feel so that management can respond more effectively.  They are not used to identify individual employees.


The outside firm processing the data guarantees that no results will be released for any group with fewer than 5 employees responding.  If the number responding from any group is fewer than 5, the responses for that group will be combined with another group.  This is a standard procedure in surveys such as this and this company management understands and agrees to this safeguard of confidentiality.  

Q.
When and how will the completed surveys be mailed to the data processing center?
A.
Completed questionnaires are sealed in individual envelopes by employees and are placed in collection boxes.  The boxes are then sealed and mailed directly to the outside firm where the data will be processed. 

Q.
What changes happened as a result of the last survey?
A.
I can’t answer that for you right now because that is one of the questions in the survey.  However, when you are done, you can visit the employee web page where there is a section that includes a lot of OCS related materials, including the countywide action plan. 

Q.
When will employees learn the results from this survey?

A.
We will share the results with all employees. Countywide results will be presented on December 4th and results will be available on the employee web page.  You’ll receive an e-mail with a link to these results.  

Q.
How much did the survey cost?

A.
I don't know the answer to that question.  Management considers this as an investment, an opportunity for all employees to contribute their opinions in order to make the County a better place to work.  It's the kind of investment that leading companies make in their work force ( for morale, commitment, and to address areas that need attention.

Q.
Is this survey being conducted because of a specific problem here? 

A.
No.  This is part of the County’s ongoing commitment to Guiding Principle # 4 and ensuring employee satisfaction. 

Q.  
Are all employees being asked the same questions?  

A. Yes.

Q. How will the written comments be reported and used?

A. Comments will be used in two ways.  First, our consultant will produce a report for county-wide distribution that summarizes all comments. This report will contain examples of typical comments and will be used by the consultant to help us understand what the numerical data is telling us. No names will be revealed with the comment report.  Second, department heads will receive a transcript of verbatim comments with all names and specific references removed for their own department.  Again, strict confidentiality will be maintained. 
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