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Introduction

In late September and early October of 2019, the
City of Southlake conducted its fourth Employee
Engagement Survey using Gallup’s Q12. During the
two weeks that the survey was open, 374 employees,
or about 79% of the City'’s staff, participated and
provided valuable insights on their experience
working for the City of Southlake.

In the past year, the City of Southlake has seen a
significant increase in its number of employees,
primarily as a result of the opening of Champions
Club in the spring of 2019. The participation rate
among these new employees was low. Many were
unaware of the Q12. As new employees are able to
see how the survey is used, participation is likely to
increase in future surveys.

The survey was followed by a series of State of the
Team meetings where employees had an opportunity
to view the results for their department, share their
personal experiences, and discuss ideas for improving
the workplace —as an overall organization, within
each department, and as individuals.

The foundation of the City’s employee engagement
work is based on research conducted by the Gallup
organization. Gallup has spent decades researching
engagement in the workplace and is considered to
be one of the leading experts in the field. Over the
past 35 years, they have interviewed and surveyed
over 25 million employees in 195 different countries
and in 70 languages.

Gallup defines engaged employees as those who
are highly involved in and enthusiastic about their
work. They feel a connection to their workplace
and a sense of ownership in everything they do.
They drive performance and innovation —and
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move the organization forward. Workers are defined
as“engaged”based on their responses to key
workplace elements that, in turn, predict important
organizational performance outcomes.

In 2016, Gallup completed the 9th analysis of the
Q12 Employee Engagement Survey. This iteration
included nearly 82,000 organizations and 1.8
million employees and the study confirmed Gallup’s
well-established connection between employee
engagement and nine performance outcomes:

e  Customer Loyalty
e Productivity

o Safety
¢« Absenteeism
e Quality

«  Profitability

e Turnover

«  Shrinkage/Theft
o Patient Safety

High engagement increases the organization’s odds
of success. In fact, organizations who have very high
engagement scores at the 99th percentile had four times the
success rate than those with scores at the 1st percentile.

Engagement has also been shown to affect each
employee’s health and wellbeing. In addition to reducing
safety incidents in the workplace, engagement factors
can influence the levels of stress, anxiety, depression,
blood pressure, and heart disease among employees.

Employee engagement is important because it helps
the City attract and retain talented employees, improves
their daily workplace experience, improves wellness, and
boosts the organization’s ability to serve the community
in measurable ways.

Participation GrandMean
A

. @ .

79% 81+

374 of 475 Percentile Rank

Full Time 317 of 338

Part Time 57 of 137

Engagement Index

. Engaged Not Engaged . Actively Disengaged
2013
39% 48%
2015
42%
2017
53% 38%
2019
53% 42%

The survey results show that 53% of employees
were engaged or fully invested in their work.

42% were not engaged and 5% were actively
disengaged. This placed the City of Southlake at the
81st percentile overall, when compared to Gallup’s
local government database.

Overall satisfaction is in the 85™ percentile. And, of
the 12 elements of engagement, the following items
were identified as the top strengths for the City, in
the 75t percentile or higher:

+ Q02 Materials and Equipment (84")
« QO3 Opportunity to do Best (83")

e Q12 Learn and Grow (79%)

o QO5 Development (76%)

Q01 Know What's Expected (75%)
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Introduction

Some of the lower elements identified by employees 29% 54% 17% U.S. STATE & LOCAL
as areas for improvement, in the 70t percentile or BRI NOT s oty T CHPHOYEES
below, included:

ENGAGED DISENGAGED

OF EMPLOYEES

Q11 Progress (64%) 34% 52% 14% TEXAS STATE & LOCAL o WERE SATISFIED OR
. ENGAGED NOT ACTIVELY O S ANMENT EMPLOYEES EXTREMELY SATISFIED
* Q04 Recognition (68") ENGAGED DISENGAGED WITH SOUTHLAKE AS
° Q'l 0 Best Friend (69) A PLACE TO WORK
« Q07 Opinions Count (70%) 53% 42% 5% v oF SouTHLAKE
isgi th ENGAGED NOT ACTIVELY EMPLOYEES IN 2019
+ Q08 Mission/Purpose (70t) ENGAGED DISENCACED

This report provides a view of the survey results
along with feedback from employees in the City of
Southlake. Individuals in each department and shared

ENGAGEMENT IMPACTS PERFORMANCE

THE CITY OF SOUTHLAKE’S

unique insights and concerns that impact them where OVERALL RANKING IS IN THE
they sit in the organization. The report attempts to Héi:fj;‘fﬁgﬁg ZE(\?VZ/: ?0?\,:/;’
capture these diverse perspectives and highlight the 81 ST PE RC E NT' LE EXPERIENCE: TGS NS
experiences that are driving engagement. |N53;Em .
THIS PUTS SOUTHLAKE IN THE

As leaders review and seek to understand the results
and feedback received from this survey, it will be TO P 20% 0 F
a valuable opportunity for them to work with the LOCAL GOVERNMENTS 41% 10% 17%

. . . LOWER HIGHER HIGHER
teams in efach of their departments to decide what to I T AL ABSENTEEISH CUSTOMER RoBUCTIVITY
do to continue to enhance the workplace culture. COMPARATIVE DATABASE METRICS
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The Gallup Q12

The Gallup Q12 consists of twelve actionable workplace elements that create a
positive productive work environment and are scientifically proven to have links
to performance outcomes. Gallup states that its employee engagement metric
is distinct in that it is:

1. Backed by rigorous science

2. Linked to integral performance outcomes (customer loyalty, profitability,

productivity, turnover, safety, shrinkage / theft, absenteeism and work quality)
3. Actionable at the local level

Gallup's Q12 elements represent four levels of employee needs. Each level builds
on the previous. If an element in one of the lower levels is weak, then the other
elements that are built upon that particular element may be weakened as a result.

BASIC NEEDS QO01: | know what is expected of me at work.

Employees need to have a clear understanding of what
success in their role looks like. They need to be equipped
with all the right resources.

QO02: | have the materials and equipment | need to do my work right.

QO03: At work, I have the opportunity to do what | do best every day.
INDIVIDUAL NEEDS Qo4

Employees need to understand how to optimize
their contributions. They need to know that others
value their best efforts, they need to develop trusting Q06
relationships, and they need to know someone is
there to support them in their role.

: In the last seven days, | have received recognition or praise for doing good work.
QO05: My supervisor, or someone at work, seems to care about me as a person.

: There is someone at work who encourages my development.

Q07: At work, my opinions seem to count.

TEAMWORK Q08: The mission or purpose of my company makes me feel my job is important.
Employees need to feel they are part of a team. They

need to trust the people they work with, and know that 0Q09: My associates or fellow employees are committed to doing quality work.

others trust and value them. Q10: | have a best friend at work.
GROWTH
Q11: Inthe last six months, someone at work has talked to me about my progress.
Employees need to be challenged to learn something
new and find better ways to do their job. Q12: This last year, | have had opportunities at work to learn and grow.

2019 Employee Engagement Report Introduction
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Organization of the Report

Since the last survey, the City of Southlake has
experienced quite a bit of growth and movement

of divisions and departments. New department
groupings have been created to reflect these changes
in the engagement survey. This year, the City has

also decided to participate in the Q12 through a
new platform called Gallup Access. This significantly
expands the information and resources available
from Gallup to support engagement. This changes the
format for the report, and allows the City to compare
itself specifically to Gallup's local government
database. These changes make it more difficult

to track trends across the past four surveys. For a
summary of past results, please reference the 2018
Employee Engagement Report.

The report for this year has been divided into five
sections:

«  Overall Results

«  Results by Department
«  What Employees Said

« Engagement Insights

» Taking Action

The Overall Results section provides information about
the results for the City as a whole, taking all respondents
answers into account. It also includes a heat map that
summarize the scores and provides an overall look at
the percentile rankings according to department.

The Results by Department section includes the
results for each of the City’s departments. In order
to have reliable survey results, Gallup requires that
there are a minimum number of participants in each
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data set. To meet this need, some departments or
divisions were combined, particularly if they work
closely together. Below is the breakdown of this
year's department groupings:

City Manager's Office

City Secretary's Office and HR
Community Services

Finance and Technology

Fire Department

Library

Planning and Development
Pollice Department

Public Works

Following the data results, the report captures
What Employees Said. This section summarizes
information obtained through the State of the
Team Meetings. During these meetings, employees
reviewed the survey results in detail and provided
additional insight and recommendations for making
Southlake a better place to work. These meetings
not only help us interpret the meaning behind all
of the numbers in this report, but they also help

us understand the experiences of the employees
throughout the organization.

Engagement Insights provides information from
Gallup to help leaders understand the significance of
each element and identify key questions that can help
them take action on the items affecting their team.

The final section, Taking Action, highlights steps from
Gallup that can be used by any team in the organization
who wants to do something to improve engagement.
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SOUTHLAKE
Reading the Survey Results

The survey included 12 engagement questions,
plus an introductory question regarding overall
satisfaction. Employees were asked to respond to
each statement on a scale of 1 to 5, with 1 being
strongly disagree and 5 being strongly agree.

GrandMean

As you look through the survey results, at the top

of each page is the GrandMean. The GrandMean
provides a 'Current Mean' score of all of the
elements. It essentially highlights the overall level of
engagement within the organization or work group.
Southlake’s overall GrandMean was 4.15, which
placed the City in the 81st percentile among other
local governments in Gallup’s Comparative Database.

Participation

Itis the City’s goal to get 100% participation from
all employees. Participation for the City as a whole
decreased from 90% in 2017 to 79% in 2019. 374
surveys were taken. Voluntary participation in
itself can be a reflection of the level of engagement
within an organization. Participation appears to be
impacted significantly by the number of new part-
time employees recently hired at Champions Club.

Respondents

The left column describes the 'Total N' or number of
respondents for each item.

Score

The second column describes the 'Current Mean'
for each item. This tells us what employees said, or
how they responded to each question on a scale of
“Strongly Agree”to “Strongly Disagree.”

2019 Employee Engagement Report

Current Mean
Topbox

The third column
describes the 'Current
Topbox' for each
item. This tells us

the percentage of

4.15

Participation

Engagement Index

Engaged: 53% Not Engaged: 42%
79% Actively Disengaged: 5%
374 0f 475 . ]

respondents who
“Strongly Agree,” which
gives an idea about the

Total N

Current Mean

Mean Percentile Rank - Industry -
Government - Local (City / County /
State)

Current Topbox

overall distribution of the
scores for each item. 369

Percentile Rank

In the right hand column, a 'Mean Percentile Rank' is
shown for each item based on Gallup’s Comparative
Database. This shows us how we are doing relative to
other local governments, city, county, or state.

Engagement Index

The 'Engagement Index' tells us the percentage
of employees who are engaged, not engaged, or
actively disengaged. Gallup defines these three
categories by the following:

Engaged

Employees who work with passion and feel
a profound connection to their company/
organization. They drive innovation and
move the organization forward.

Not Engaged
Employees who are essentially “checked out
They're sleepwalking through their workday,
putting time — but not energy or passion —
into their work.

"

Actively Disengaged

Employees who aren't just unhappy at work;
they’re busy acting out their unhappiness.
Every day, these workers undermine what
their engaged coworkers accomplish.

A good way to think about this concept is to imagine
arow boat. There are some employees in the front of
the boat rowing toward a destination. These are your
engaged employees. They work with passion and

feel a profound connection to the organization. They
drive innovation and move the organization forward.

Gallup’s most recent research found that 29% of local
government employees in the U. S. were actively
engaged. Southlake is currently at 53%. So, half of
everyone who comes to work each day is excited to
be here, doing what they do best.

Introduction 7
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Reading the Survey Results

In the middle of the boat, you will see employees
who are not engaged. These employees may be
productive, They come to work, do their job, but
they don't feel connected to the organization.

They are more likely to miss workdays and leave

the organization. According to Gallup, 54% of local
government employees in the U. S. are not engaged.
Southlake is at 42%.

And finally, there are employees who are actively
disengaged. They are metaphorically dragging

the anchor behind the boat. These employees are
physically present, but psychologically absent. They
are unhappy with their work situation and insist

on sharing this unhappiness with their colleagues.
According to Gallup, 17% of local government
employees in the U. S are actively disengaged, while
Southlake is at 5%.

It is important to note that a person is not innately
engaged or disengaged. Their level of engagement
is impacted by their environment, coworkers, and
leaders, as well as their own personal choices.

Through the use of this report as a diagnostic tool,
the City can gain insight on how engagement is
impacting individual performance and measure
progress as it works toward building an engaging
workplace culture.

2019 Employee Engagement Report
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Overall Results - City of Southlake

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean

The Gallup Q'? score represents the average of the scores of 12
items that Gallup has consistently found to measure employee

engagement as linked to business outcomes.

Total N

374

Current Mean

4.15

Participation

. Engaged: 53% Not Engaged: 42%

79% Actively Disengaged: 5%
374 of 475 . |

Engagement Index

Mean Percentile Rank - Industry -

Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

satisfied are you with your organization as a place to 369 - - -

work?

QO01: | know what is expected of me at work. 374 - - -

QO02: | have the materials and equipment | need to do

my work right. 374 - - -

QO03: At work, | have the opportunity to do what | do

best every day 372 - - -

Q04: Ir.1.the last sgven day§, | have received 364 370 39 68

recognition or praise for doing good work.

QO05: My supervisor, or someone at work, seems to

care about me as a person. 372 4.40 - "

QO06: There is someone at work who encourages my

deve|0pment. 370 - - -

QO07: At work, my opinions seem to count. 373 3.89 37 70

QO08: The mission (')r p.urpose of my organization 373 423 49 70

makes me feel my job is important.

Q09: My coworkers are committed to doing quality 374 4.04 47 71

work.

Q10: | have a best friend at work. 359 3.70 38 69

Q11: In the last six months, someone at work has 358 304 46 64

talked to me about my progress.

Q12: This last year, | have had opportunities at work 366 - - -

to learn and grow.

* - Scores are not available due to data suppression.
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gT(Y)ij HLAKE Overall Results - Heat Map by Department

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290
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SOUTHLAKE City Manager's Office

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean Total N Current Mean Participation Engagement Index
The Gallup Q"2 score represents the average of the scores of 12 items . Engagement Indexis

) 4.29 unavailable for the
that Gallup has consistently found to measure employee engagementas 16 . o
: ‘ 94% currently selected
linked to business outcomes. 160f 17

scorecard.
Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

e . o 1
satisfied are you with your organization as a place to 6 - - -
work?
QO01: | know what is expected of me at work. 16 - 56 -
QO02: | have the materials and equipment | need to do
my work right. 16 - - -
QO03: At work, | have the opportunity to do what | do
best every day 16 - - -
Q04: Ir.1.the last sgven day§, | have received 16 375 38 72
recognition or praise for doing good work.
QO05: My supervisor, or someone at work, seems to
care about me as a person. 16 - - -
QO06: There is someone at work who encourages my
deve|0pment. 16
QO07: At work, my opinions seem to count. 16 - - -
QO08: The mission F)r p.urpose of my organization 16 4.06 38 60
makes me feel my job is important.
Q09: My coworkers are committed to doing quality
work 16 EZ 50 8
Q10: | have a best friend at work. 16 - - -
Q11: In the last six months, someone at work has
talked to me about my progress. 15 - - -
Q12: This last year, | have had opportunities at work
to learn and grow. 15

* - Scores are not available due to data suppression.
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City Secretary's Office and HR

Percentile range in Gallup Database <25 | 25-49 || 50-74 |}l 75-89 | Hl =90

Q12 Mean

The Gallup Q"2 score represents the average of the scores of 12 items
that Gallup has consistently found to measure employee engagement as

linked to business outcomes.

Total N

10

Current Mean

4.56

Participation

100%

100f 10

Engagement Index

Engagement Index is
unavailable for the
currently selected
scorecard.

Mean Percentile Rank - Industry -

Total N Current Mean Current Topbox Government - Local (City / County /
State)

QO00: On a five-point scale, where 5 means extremely
satisfied and 1 means extremely dissatisfied, how

1 4.
satisfied are you with your organization as a place to 0 m m
work?
QO01: | know what is expected of me at work. 10 m m
QO02: | have the materials and equipment | need to do
my work right. 10
QO03: At work, | have the opportunity to do what | do
best every day. 10 4.50 m
QO04: In the last seven days, | have received
recognition or praise for doing good work. 10 4.80 m m
QO05: My supervisor, or someone at work, seems to
care about me as a person. 10 m
QO06: There is someone at work who encourages my
deve|0pment. 10 m
QO07: At work, my opinions seem to count. 10 m m
QO08: The mission or purpose of my organization
makes me feel my job is important. 10
Q09: My coworkers are committed to doing quality
Q10: | have a best friend at work. 10 - - -
Q11: In the last six months, someone at work has
talked to me about my progress. 10 4.10 - 2
Q12: This last year, | have had opportunities at work 10 - m -

to learn and grow.

* - Scores are not available due to data suppression.
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City OF

SOUTHLAKE Community Services

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean Total N Current Mean Participation Engagement Index

The Gallup Q'? score represents the average of the scores of 12

items that Gallup has consistently found to measure employee 91 4.01 Engaged: 44%
: . 51% I

engagement as linked to business outcomes. 910f 179

Mean Percentile Rank - Industry -

Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

satisfied are you with your organization as a place to 89 - - -

work?

QO01: | know what is expected of me at work. 91 - - -

QO02: | have the materials and equipment | need to do

my work right. 91 - - -

QO03: At work, | have the opportunity to do what | do

best every day 1 - - -

Q04: Ir.1.the last sgven day§, | have received 86 338 31 54

recognition or praise for doing good work.

QO05: My supervisor, or someone at work, seems to 91 4.26 56 63

care about me as a person.

QO06: There is someone at work who encourages my 89 4.02 46 72

development.

QO07: At work, my opinions seem to count. 90 3.83 31 68

QO08: The mission F)r p.urpose of my organization 91 3.06 38 48

makes me feel my job is important.

QO09: My coworkers are committed to doing quality 91 4.01 44 59

work.

Q10: | have a best friend at work. 88 3.53 36 62

Q11: In the last six months, someone at work has 81 353 35 47

talked to me about my progress.

Q12: This last year, | have had opportunities at work
to learn and grow. 87 - - -

* - Scores are not available due to data suppression.
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City OF

SOUTHLAKE Finance and Technology

Percentile range in Gallup Database <25 | 25-49 || 50-74 |}l 75-89 | Hl =90

Q12 Mean Total N Current Mean Participation Engagement Index

The Gallup Q'? score represents the average of the scores of 12

items that Gallup has consistently found to measure employee 33 3.98 Engaged: 42%
. . 97% I
engagement as linked to business outcomes. 330f34
Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely
satisfied and 1 means extremely dissatisfied, how

satisfied are you with your organization as a place to 33 - - -

work?

QO01: | know what is expected of me at work. 33 4.30 45 53
Qo02: | haye the materials and equipment | need to do 33 4.00 30 63
my work right.

QO03: At work, | have the opportunity to do what | do 33 4.09 69

best every day.

QO04: In the last seven days, | have received
recognition or praise for doing good work.

QO05: My supervisor, or someone at work, seems to
care about me as a person.

A
33 3.58 33 64
e

33 4.36 67

QO06: There is someone at work who encourages my

33 3.88 42 61
development.
QO07: At work, my opinions seem to count. 33 3.70 36 58
QO08: The mission Qr pgrpose of my organization 33 4.00 45 59
makes me feel my job is important.
QO09: My coworkers are committed to doing quality 33 421 42 70

work.

Q10: | have a best friend at work. 31 - - -

Q11: In the last six months, someone at work has

talked to me about my progress. 33 3.88 48 63

Q12: This last year, | have had opportunities at work

33 3.94 48 55
to learn and grow.

* - Scores are not available due to data suppression.
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City OF

SOUTHLAKE Fire Department

Percentile range in Gallup Database <25 | 25-49 || 50-74 |}l 75-89 | Hl =90

Q12 Mean Total N Current Mean Participation Engagement Index

The Gallup Q'? score represents the average of the scores of 12

items that Gallup has consistently found to measure employee 70 3.91 979% Engaged: 39%
. . o I
engagement as linked to business outcomes. 70 0f 72
Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /
State)
QO00: On a five-point scale, where 5 means extremely
isfi 1 ly di isfied, h
sat?s ?ed and mez_ans extreme y.dlste,atls ied, how 70 3.90 26 65
satisfied are you with your organization as a place to
work?
QO01: | know what is expected of me at work. 70 4.26 41 50

QO02: | have the materials and equipment | need to do
my work right. 70 - - -

QO03: At work, | have the opportunity to do what | do

best every day. 70 3.81 27 48
Q04: Ir.1.the last sgven day§, | have received 70 346 o7 58
recognition or praise for doing good work.

QO05: My supervisor, or someone at work, seems to 69 419 45 55
care about me as a person.

QO06: There is someone at work who encourages my 70 3.90 34 62
development.

QO07: At work, my opinions seem to count. 70 3.33 16 40
QO08: The mission Qr pgrpose of my organization 70 419 47 66
makes me feel my job is important.

QO09: My coworkers are committed to doing quality 70 396 o7 49
work.

Q10: | have a best friend at work. 69 3.41 20 55
Q11: In the last six months, someone at work has 70 389 36 63
talked to me about my progress.

Q12: This last year, | have had opportunities at work 70 4.10 43 66

to learn and grow.

* - Scores are not available due to data suppression.
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CiTtYy OF

SOUTHLAKE Library

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean Total N Current Mean Participation Engagement Index

The Gallup Q"2 score represents the average of the scores of 12 items Engagement Index is

that Gallup has consistently found to measure employee engagementas 13 4.30 o unavailable for the
: : 100% currently selected
linked to business outcomes. 130f 13
scorecard.
Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

e . o 1
satisfied are you with your organization as a place to 3 - - -
work?
QO01: | know what is expected of me at work. 13 - - -
Q02: | haye the materials and equipment | need to do 13 4.08 38 65
my work right.
QO03: At work, | have the opportunity to do what | do
best every day. 13 4.08 - 69
QO04: In the last seven days, | have received
recognition or praise for doing good work. 12 - - -
QO05: My supervisor, or someone at work, seems to
care about me as a person. 13 4.46 - &
QO06: There is someone at work who encourages my
deve|0pment. 13 m
QO07: At work, my opinions seem to count. 13 - -
QO08: The mission or purpose of my organization
makes me feel my job is important. 13 - - -
Q09: My coworkers are committed to doing quality 13 4.08 38 60
work.
Q10: | have a best friend at work. 12 - 25 -
Q11: In the last six months, someone at work has
talked to me about my progress. 12 - - -
Q12: This last year, | have had opportunities at work 13 - - -

to learn and grow.

* - Scores are not available due to data suppression.
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Planning and Development

Percentile range in Gallup Database <25 | 25-49 || 50-74 |}l 75-89 | Hl =90

Q12 Mean

The Gallup Q"2 score represents the average of the scores of 12 items
that Gallup has consistently found to measure employee engagement as

linked to business outcomes.

Total N

18

Current Mean

4.29

Participation

86%

180of 21

Engagement Index

Engagement Index is
unavailable for the
currently selected
scorecard.

Mean Percentile Rank - Industry -

Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

e . o 1 4. 1

satisfied are you with your organization as a place to 8 m

work?

QO01: | know what is expected of me at work. 18

QO02: | have the materials and equipment | need to do

my work right. 18

QO03: At work, | have the opportunity to do what | do

best every day. 18 4.67

QO04: In the last seven days, | have received

recognition or praise for doing good work. 7 3.76 2

QO05: My supervisor, or someone at work, seems to

care about me as a person. 18 - - -

QO06: There is someone at work who encourages my

development. 18 4.00 - 71

QO07: At work, my opinions seem to count. 18 3.94 33 71

QO08: The mission or purpose of my organization 18 - - -

makes me feel my job is important.

Q09: My coworkers are committed to doing quality

Q10: | have a best friend at work. 17 - -

Q11: In the last six months, someone at work has

talked to me about my progress. 7 3.82 - 60

Q12: This last year, | have had opportunities at work 18 - 44 -

to learn and grow.

* - Scores are not available due to data suppression.
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CiTtYy OF

SOUTHLAKE Police Department

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean Total N Current Mean Participation Engagement Index

The Gallup Q'? score represents the average of the scores of 12

items that Gallup has consistently found to measure employee 70 4.43 97% Engaged: 70%
. . I

engagement as linked to business outcomes. 70 0f 72

Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /
State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

e . o 4. 2 7
satisfied are you with your organization as a place to 69
work?
QO01: | know what is expected of me at work. 70 - - -
QO02: | have the materials and equipment | need to do
my work right. 70 m m
QO03: At work, | have the opportunity to do what | do
best every day. 68 4.65
QO04: In the last seven days, | have received
recognition or praise for doing good work. 69 - - -
QO05: My supervisor, or someone at work, seems to
care about me as a person. 70 - - -
QO06: There is someone at work who encourages my
deve|0pment. 69 - - -
QO07: At work, my opinions seem to count. 70 - -
QO08: The mission or purpose of my organization
makes me feel my job is important. 69 - - -
QO09: My coworkers are committed to doing quality
work 70 45 57 89
Q10: | have a best friend at work. 68 - -
Q11: In the last six months, someone at work has
talked to me about my progress. 69 414 - [
Q12: This last year, | have had opportunities at work
to learn and grow. 67 e - m

* - Scores are not available due to data suppression.

2019 Employee Engagement Report Overall Results 20




CiTtYy OF

SOUTHLAKE Public Works

Percentile range in Gallup Database <25 | 25-49 | 50-74 |l 75-89 | ll =290

Q12 Mean Total N Current Mean Participation Engagement Index
The Gallup Q'? score represents the average of the scores of 12 .
items that Gallup has consistently found to measure employee 53 4.26 93% Engaged: 60%
. . |
engagement as linked to business outcomes. 530f 57
Mean Percentile Rank - Industry -
Total N Current Mean Current Topbox Government - Local (City / County /

State)

QO00: On a five-point scale, where 5 means extremely

satisfied and 1 means extremely dissatisfied, how

o . . 1
satisfied are you with your organization as a place to ° - - -
work?
QO01: | know what is expected of me at work. 53 - - -
QO02: | have the materials and equipment | need to do
my work right. 53 - - -
QO03: At work, | have the opportunity to do what | do
best every day 53 - - -
QO04: In the last seven days, | have received
recognition or praise for doing good work. o - - -
QO05: My supervisor, or someone at work, seems to
care about me as a person. 52 - - -
QO06: There is someone at work who encourages my
deve|0pment. 52 - - -
QO07: At work, my opinions seem to count. 53 3.98 - 71
QO08: The mission or purpose of my organization
makes me feel my job is important. o3 - 49 -
QO09: My coworkers are committed to doing quality
work 53 Ex 47 el
Q10: | have a best friend at work. 48 3.48 33 57
Q11: In the last six months, someone at work has 51 414 45 73
talked to me about my progress.
Q12: This last year, | have had opportunities at work
to learn and grow. 53 - - -

* - Scores are not available due to data suppression.
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QO00 - Overall Satisfaction
How satisfied are you with the City of
Southlake as a place to work?

Gallup Says

People who are satisfied with their companies
are proud, are more likely to stay, and are
advocates of their companies as places to
work and of their products and services.
Overall satisfaction relates to outcomes such
as retention, productivity, profitability, and, to
varying degrees, customer engagement.

The two Q12 items most consistently related to
satisfaction with one’s company are mission/
purpose (Q08) and opinions count (Q07).

If scores for this item are high, employees feel
connected to the company. They may be proud
of what the company stands for or what it
produces or proud of the company’s reputation.
These people may stay with the job longer
because of their satisfaction with or loyalty to
the company.

If scores are low, employees will need an
accumulation of positive experiences before
their perceptions of the company will change.

Q01 - Know What'’s Expected
I know what's expected of me at work.

Gallup Says

A clear set of expectations is the most basic

of both an employee’s needs and a manager’s
responsibilities. It is also critical to performance. Yet
approximately half of American workers are unclear
about what they are supposed to do at work.
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Knowing what is expected should transcend a

job description. Ideally, expectations should be

a detailed understanding of how one employee’s
duties fit in with what everyone else does and how

those expectations shift when circumstances change.

Gallup's research has indicated that knowing
expectations predicts future patterns of turnover,
customer engagement, safety incidents, and
productivity. Groups that have high scores on this item
are more productive, more profitable, more creative,
they have more happy customers, and fewer on-the-
job accidents. A set of clearly defined expectations
positively correlates with outstanding performance.

Leaders focused on this element can ask themselves:

« Are my team members always clear about what to
do and when to do it?

« What do | hope for beyond the basics?
« How do I measure my teams’ basic expectations?

« How often do I sit down with my team members to
discuss their progress?

Q02 - Materials and Equipment
I have the materials | need to do my job right.

Gallup Says

When managers ask employees to accomplish a

goal but do not provide them with the necessary
resources, credibility is lost. Great managers discover
the needs of each person in relation to the outcomes
they are attempting to achieve and position
resources accordingly.

One of the strongest predictors of customer engagement,
this element also predicts employee retention, safety, and
productivity. Employee health also is impacted by this

element. Having the right tools for the job means that
employees will be safer and healthier.

The secret lies in the involvement, judgment and
action of frontline managers. Getting people the
tools they need shows employees that their work
is valued and that the organization supports them.
Great managers help employees see how their
requests for materials and equipment connect to
important organizational outcomes.

Leaders focused on this element can ask themselves:

« Do my team members have all of the things they
need to meet the expectations that | have set for
them?

« Does my team understand how to handle requests
for materials and equipment when the business
case is strong?

- Do | provide honest and acceptable explanations
when requests cannot be fulfilled?

Q03 - Opportunity to do Best
At work, | have the opportunity to do what | do
best every day.

Gallup Says

One of the most powerful benefits a manager can
offer their employees is to place them in roles that
allow them to apply their greatest strengths, skills, and
knowledge to their work every day. Managers should
strive to help employees mold their jobs around

the way they work most naturally and maximize the
frequency of optimal experiences in which they “lose
themselves”in their work.

This management strategy is a powerful motivational
tool and will often see employees excelling at their
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tasks. When an employee’s talents are aligned with their
job demands, the organization reaps the benefits of
more revenue, fewer unscheduled absences, and lower
employee turnover.

Helping people get into roles in which they can

most fully use their inherent talents and strengths

is the ongoing work of great managers. Learning

about individual differences through experience and
assessment can help the manager position people
efficiently within and across roles and remove barriers to
high performance.

Leaders focused on this element can ask themselves:

« Dol know what each individual enjoys most about
his or her work every day?

« Arethere things that are keeping or distracting
individuals from being as productive as they could be?

« Havel aligned each person to do what he or she
does best in the role every day?

« What can | do to make it easier for individuals to do
what they do best every day?

Q04 - Recognition
In the last seven days, | have received
recognition or praise for doing good work.

Gallup Says

Gallup's data reveal that the key to effective
recognition is that it is honest and based on
outcomes that are measurable. Employees who

are praised and recognized tend to increase their
individual productivity, boost engagement among
their colleagues, are more likely to stay with their
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organization, and receive higher customer loyalty and
customer satisfaction.

Managers should see recognition as a communication
tool. Offering employees praise and recognition can
demonstrate what is important and help an employee
see their value within the scope of the larger organization.

An ongoing management challenge is to understand
how each person prefers to be recognized, to make
recognition objective and real by basing it on
performance, and to do it frequently.

Leaders focused on this element can ask themselves:
« Dol regularly praise my employees for their efforts?

« Have | created an environment in which my
employees are encouraged to recognize one
another for doing good work?

+ Dol know how each employee likes to receive
recognition? Given this knowledge, do | individualize
my approach to providing that recognition?

« How often do | celebrate my team’s success? Do |
make it a priority?

QO05 - Cares About Me
My supervisor, or someone at work, seems to
care about me as a person.

Gallup Says

“Caring means setting each person up for success.”
It is important for employees to know that they are
more than just a number in the system. They must
hold the perception that their managers view them
as people first, employees second.

Managers should strive to create a caring environment
in which their employees feel safe enough to be
innovative, to share information, to trust and support
one another. Gallup has observed that employees
generally don't leave organizations; they leave
managers and supervisors. Organizations that score
higher in this element often have a low-turnover rate.

Leaders focused on this element can ask themselves:
« Do my employees believe | care about them as people?

« What am | doing to increase my understanding and
appreciation of each individual on the team?

- Howdo I let team members know that | am here to
support them?

Q06 - Development
There is someone at work who encourages my
development.

Gallup Says

Development is an element that requires commitment
from both manager and employee. Employees set
personal goals for their development and managers
invest in their employees by fostering a culture of
mentorship. This element requires that managers
personally invest in their employees. Gallup reports
that 9 out of 10 employees who report having
someone at work who encourages their development
are classified as “engaged.”’

How employees are coached can influence how they
perceive their future. If the manager is helping the
employee improve as an individual by providing
opportunities that are in sync with the employee’s talents,
both the employee and the company will benefit.
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Leaders focused on this element can ask themselves:

« Dol understand which development opportunities
are most important to each team member?

« Dol understand which opportunities are most
relevant to each team member’s career growth?

+ Have | created shared goals and established
expectations with my team?

« Dol regularly celebrate my employees’ successes
and achievements?

Q07 - Opinions Count
At work, my opinions seem to count.

Gallup Says

This element largely relates to an employee’s sense

of belonging. Employees want to know that their
opinions are valued and that they are making significant
contributions to the organization. Itis also strongly tied
to innovation. Asking for employee input often leads to
better decision making, and an open exchange of ideas
can help the organization find more effective or efficient
ways to serve the Southlake community.

Gallup’s research has found that there is no significant
correlation between compensation and employee
productivity or engagement, but there is a positive
correlation between acknowledging employee
opinions and these particular outcomes. When
employees feel valued and listened to, organizations
will find lower levels of absenteeism, fewer safety
incidents, and improved efficiency and quality of work.

Asking for the employee’s input and considering that
input can often lead to better decision-making. This is
because employees are often closer to many factors
that affect the overall system than the manager is,
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whether that is the customer or the products they are
producing every day. In addition, when employees
feel they are involved in decisions, they take greater
ownership of the outcomes.

Leaders focused on this element can ask themselves:

+ How do | show my appreciation for employees’
opinions and ideas?

« What do | do with my employees’ ideas or opinions?
« How do I follow up on my employees’ feedback?

« How often do | ask how my employees feel about
their work?

« How am | making sure my team members feel
comfortable sharing their feedback or ideas with me?

Q08 - Mission/Purpose
The mission or purpose of my organization
makes me feel my job is important.

Gallup Says

If a job were just a job, it really wouldn't matter where
someone worked. A good paycheck, decent benefits,
reasonable hours, and comfortable working conditions
would be enough. However, having large proportions
of employees who are there just to draw a paycheck
and who don't care about the larger purpose of the
business can be a tremendous drag on retention,
customer attitudes, safety, and productivity.

When people work for an organization, they want that
organization’s mission to resonate with their world-
view. As a rule of thumb, most individuals want to do
something they believe in and look forward to doing
every day. Employees are motivated to work for an
organization that shares their values.

Strong managers can motivate employees by clarifying
the organization’s mission and connecting it directly to
the work that they do on a daily basis. By doing this,
employees will see how their work contributes to the
organization and to society as a whole.

Leaders focused on this element can ask themselves:

« Does my team understand the organization’s
mission or purpose?

+ How does my team live out the organization’s
purpose on a daily basis?

« How am I living the organization’s mission or purpose?

« How am I setting priorities based on the
organization’s mission or purpose?

Q09 - Committed to Quality
My coworkers are committed to doing quality work.

Gallup Says

It is important for employees to know that their
coworkers share a commitment to quality. If one
person on a team is dragging their feet, it will
dramatically impact the effectiveness, performance
and morale of the whole team.

When standards are clearly defined, team members
gain a greater sense of accountability in their work
ethic and will trust each other more. Managers
should strive to provide common goals and metrics
for quality as well as increasing opportunities for
team members to work together as a team.

The end result will be an environment that fosters
honest and open communication. Organizations
that do well in this element will excel with internal
and external customers, will be less likely to have
turnover, and will be more productive overall.
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Leaders focused on this element can ask themselves:

« How am I selecting and recognizing hardworking
employees?

« How do | define quality work? Does my team know
what quality looks like?

- Have | talked with my team members individually
about their quality goals?

Q10 - Best Friend
| have a best friend at work.

Gallup Says

Human interaction is a human need. When employees
have trusted relationships at work, their lives are
enriched. Some people feel that friendship is
something that should be restricted to their personal
life outside the workplace. If friendship is a gateway to
trust, then it will lead to collaboration and teamwork.

Managers can encourage people to get to know one
another. This can influence communication, trust,
and affect other outcomes.

This element is noted to be one of the more unique
elements within the Q12. Some employers have
asked to administer the Q12 without this question.
Gallup however maintains that this element is
important to employee engagement, as it has clear
ties to customer loyalty, productivity, and safety.
Leaders focused on this element can ask themselves:

« Do my employees trust one another and me?

« Does my team work well together?

« How am | building friendships at work?

« How do I create more opportunities to foster friendships?
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Q11 - Progress
In the last six months, someone at work has
talked to me about my progress.

Gallup Says

Employees need to understand how they are doing
and where they could improve. Managers should
seek to provide employees with objective feedback
that helps them develop their skills and enhance their
strengths in order to become more productive.

Once a manager identifies an employee’s strength, they can
work together to create a development plan that supports
the individual’s full potential. Performance reviews and
personal development plans can enable employees to make
their greatest contribution to the organization.

When individuals receive regular feedback on their
progress, they are more likely to believe that they are
properly compensated for their work, they are more
likely to stay with the organization, and more than twice
as likely to recommend the organization to their friends.

Providing a structured time to discuss each employee’s
progress, achievements and goals is important for
managers and employees. Great managers regularly
meet with individuals, both to learn from them and

to give them guidance. This give-and-take helps
managers and employees make better decisions.

Leaders focused on this element can ask themselves:

« Do I regularly show my team members how far they
have come in their professional development?

« How do I lead conversations about progress? Do | lead
with positive intent and emphasize the employee is
doing well, or do | tend to focus only on weaknesses?

« Am/ helping my team understand its progress? How so?

Q12 - Learn and Grow
This last year, | have had opportunities at work
to learn and grow.

Gallup Says

When employees feel they are learning and
growing, they work harder and more efficiently.
Encouraging team members to receive formal or
informal educational opportunities enhances their
performance particularly when these opportunities
are based on each individual’s strengths and career
aspirations. Furthermore, an organization’s growth
hinges on employees’ capacity to learn and grow.
Great managers choose training that will benefit the
individual and the organization.

Teams should be encouraged to always strive to find more
efficient or effective ways to work. Innovation comes with
growth. Teams that score high on this element produce
more innovative ideas, cultivate superior customer
relationships, and have better financial metrics.

Leaders focused on this element can ask themselves:

« How am | creating an environment in which my
employees can grow and develop?

« What have | done in the last six months to help my
team learn and grow?

« What are my employees’ goals? Do | know them,
and am | helping them actively achieve those goals?
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Design an Action Plan

Step 1: Identify a team performance goal.

Any team throughout the City can decide to act on
the Q12 results. The team can start by collaboratively
identify their most important performance goal or
challenge. This could be something like "reducing
turnover," "creating a safer work environment," or

"building trust and collaboration.”

Use the following questions to direct the team

conversation as you select a performance goal together:

« What are the three most important goals or
challenges we face today?

* How would you prioritize these from most to
least important to our team?

« Which goal should we focus on as a team?
Where are we as a team relative to this goal?
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Step 2: Select an engagement item.

Considering survey results and the feedback received
from employees, select the engagement item to focus
on and identify actions and owners. Once the team
has identified a performance goal to focus on, they will
need to select the engagement item that, if acted on,
will help them reach their performance goal.

For example, if a team has a goal to improve trust
and collaboration and their score for Q10 (“ have
a best friend at work”") was relatively low, then this
engagement item would be a great area of focus.

After selecting an engagement item, the team should
brainstorm actions that they can take to improve on this
engagement item and decide who can take ownership
of these actions to keep the team aware of progress.

Use the following questions to guide this step of the
conversation:

» Which engagement item do you think we should
focus on to help us reach our performance goal?

« What actions do we need to take to have an
effect on this engagement item?

» What three to four immediate actions should we
focus on first? Who can take ownership of these
actions? When can we complete these actions?

Recording action items and owners is critical for
maintaining accountability.

Step 3: Review and recalibrate.

Recurring conversations about the team’s
engagement are a must. Managers should
regularly follow up to evaluate progress, maintain
accountability, and recalibrate as necessary.

Use the following questions during these discussions:
« Did we complete the action items we said we would?
« Did completing them make a difference?

Adjust your actions and owners as needed to

ensure that your team is on track for success. Track

performance measures that relate to your specific

goals or engagement elements and measure

engagement again using the Q12 survey to get a
clearer picture of the team’s progress.
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