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EXECUTIVE SUMMARY 
 
 
 
The National Recruitment Service (NRS) was established in June 
2009. It manages all staff recruitment within the HSE and is based 
in Manorhamilton, Co. Leitrim. It also has a satellite unit in 
Merchants Quay, Dublin. As part of the future development of NRS, 
it was felt that feedback from staff was crucial. The Department of 
Public Health (HSE West) was subsequently commissioned by the 
NRS manager to undertake a survey of NRS staff. The aim of the 
study was to obtain feedback from staff in terms of the performance 
of NRS as a place to work. 
 
All staff employed in the NRS (Manorhamilton) were contacted by 
email and asked to complete a confidential online questionnaire. 
The topic areas on the questionnaire were developed by a project 
steering group with additional input from team leaders. Key topic 
areas included clarity of the NRS role and their individual role within 
the NRS, communication, team work, planning, quality standards, 
perceptions of supervisor, skill levels and training, career 
development, changes to work practice, job satisfaction, and 
attitude towards working in the NRS.  
 
Of the 55 employees that were contacted, 50 completed 
questionnaires were received which represents a 95% response 
rate. The key findings can be summarised as follows: 
 

• 93% believed that the NRS had a clearly defined role within 
the HSE with 85% reporting that they had a clearly defined 
role within NRS. 

 
• The majority of employees had a positive attitude towards 

working in the NRS. Being proud to be part of the NRS and 
proud of the work done for the NRS received the most 
favourable rating (96% and 82% strongly agreeing or 
agreeing respectively). 

 
• The quality standards which were easiest to implement were 

for candidates (61% rating easy or very easy) and interview 
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board members (45% rating easy or very easy). The quality 
standards which were most difficult to implement were for 
external organisations (35% rating difficult or very difficult), 
line managers/service managers (31% rating difficult or very 
difficult), and senior managers (29% rating difficult or very 
difficult). 

 
• 52% stated that they had not been given the opportunity to 

contribute to the planning of NRS work. 
 

• 89% worked as part of a team in their daily work. On average 
each team had 8.4 members. Team size varied by section 
with contracting having the largest sized teams on average 
(14.4 members) and bespoke having the smallest teams (3.0 
members on average). 

 
• 35% of employees work in well structured teams. 

 
• The majority of employees rated their supervisor positively. 

Allowing staff to make decisions about their work, providing 
support to staff in their job, and being approachable to 
discuss work related issues received the most favourable 
ratings (83% giving positive ratings respectively). 

 
• 54% reported that the NRS had provided them with 

opportunities to develop a career within the NRS.  
 

• 41% reported that the NRS had provided them with 
opportunities to develop a career within the HSE.  

 
• 63% had been given the opportunity to work in a different 

section of NRS. 
 

• Respondents were most informed about developments within 
their section of the NRS (52% very well informed or well 
informed) and decisions affecting their daily work (50% very 
well informed or well informed). Respondents were least 
informed about developments within other sectors of NRS 
(52% very uninformed or uninformed). 
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• In terms of communication within the HRS team, 48-67% 
gave positive ratings to a range of communication issues. 
Being able to express opinions within the NRS team received 
the most favourable rating (67% strongly agreeing or 
agreeing) and the statement referring to the team valuing 
individual opinions received the least favourable ratings (48% 
strongly agreeing or agreeing). 

 
• 44% rated communication channels from management to 

employees as very effective or effective and 52% rated 
communication channels from employees to management as 
very effective or effective. 

 
• 76% reported that they possess all or most of the knowledge 

required and 93% felt that they possess all or most of the 
skills required for undertaking their current role.  

 
• 72% had received training to undertake their current role in 

NRS. In terms of the length of training, 85% felt that it was 
just about right. 

 
• 76% reported that changes were very often or often made to 

work practices in their current role. 54% found these changes 
easy to implement and 12% found them difficult. 65% stated 
that all or most staff undertaking similar roles adopted 
changes to work practice. 

 
• 69% of respondents were very satisfied or satisfied with their 

current position with 80% very satisfied or satisfied with their 
current working hours. 

 
From the perspective of employees, the NRS is performing well 
overall in terms of a range of key issues affecting the success of an 
organisation. It is hoped that this can be built on as the NRS 
continues to develop and expand in the future. A number of 
recommendations have been identified to facilitate this process: 
 

1. Roles and responsibilities should be reviewed at least 
annually, to ensure they remain clearly defined as the NRS 
develops and expands over time.  
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2. All staff should be given the opportunity to have some 
involvement in the planning of NRS work. Consideration 
should be given to involving staff in planning issues that 
affect their section and job role. This must be conducted in 
the context of the fluctuating needs of the service. In 
addition, consideration should also be given to having a 
system of staff rotation for involvement in strategic planning.  

 
3. The nature of difficulties experienced in achieving quality 

standards should be determined. Solutions to overcoming 
difficulties should be developed and implemented. 

 
4. Systems should be developed to enhance the team 

functioning within the NRS. 
 

5. The number of team meetings should be increased and 
should include a discussion of team effectiveness. 

 
6. Team size should be reviewed by section to ensure their size 

is appropriate to efficiently undertake the required tasks.  
 

7. Systems need to be developed to ensure that two way 
communication between staff and management is 
encouraged. 

 
8. A review of communication systems and practice within NRS 

should be undertaken.  
 

9. Specific initiatives need to be developed to improve 
communication with grade III-IV staff. 

 
10. Communication channels from managers to employees and 

from employees to management should be improved.  
 

11. The content of the training programme should be reviewed to 
assess whether it could be enhanced in the future.  
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1. INTRODUCTION 
 
 
 
 
 

1.1 Background 

Prior to the formation of the Health Service Executive (HSE) in 
2005, staff recruitment was delivered at a local level by eleven 
Health Boards involving up to 60 different offices and 260 Whole 
Time Equivalent (WTE) staff. There was a lack of standardisation 
across Health Boards in terms of work practice, leading to an 
inefficient service with significant duplication. As a result, the HSE 
recognised that staff recruitment was a function that could be best 
delivered nationally. The Human Resources Shared Services Centre 
was subsequently opened in Manorhamilton, Co. Leitrim. This 
provides services for pensions (superannuation) and recruitment. 
The National Personnel Administration (NPA) component of Human 
Resource Services is based in Merchants Quay in Dublin. The 
National Recruitment Service (NRS) was fully established in June 
2009 and is based in the Human Resourses Shared Services Centre. 
It also has a satellite unit in Merchants Quay, Dublin. It currently 
employs 55 staff and it is anticipated that this will increase to 
approximately 140 staff. 
 
The NRS manages all staff recruitment within the HSE and aims to 
deliver an efficient and cost effective service. This has involved the 
development of standardised protocols for undertaking core tasks. 
Economies of scale have also been achieved through the 
development of national recruitment panels for vacancies 
throughout the HSE. There is a strong emphasis on teamwork and 
valuing the contribution of all members of a team. To ensure that 
the service is performing, the NRS monitors its performance and 
sets itself targets to be achieved. As such, work practice protocols 
are often refined and updated to help ensure that targets are met. 
 
As a new service, staff were primarily recruited to NRS through 
transfer/redeployments from other departments within the HSE. As 
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such the staff recruited were not necessarily experienced at human 
resource management. To familiarise staff with the new work 
culture and practices of NRS, a comprehensive induction 
programme was developed for all staff to attend.  
 
To date, NRS has performed well in terms of achieving the targets 
set. However, information is currently limited in terms of how NRS 
is performing as a department for those employed there. The NRS 
Manager believed that feedback from staff was crucial for the future 
development of NRS. To this end the Department of Public Health 
(HSE West) was subsequently commissioned to undertake a survey 
of NRS staff. 
 

1.2. Aims and Objectives 

The aim of the study was to obtain feedback from staff in terms of 
the performance of NRS as a place to work. More specifically, the 
objectives of the study were to elicit feedback in terms of the 
following key areas: 
 

• NRS goals and objectives 
• Attitude to work 
• Working as a team 
• Perceptions of Managers 
• Career development 
• Communication 
• Training and support 
• Changes to work practices 
• Overall satisfaction 
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2. METHODOLOGY 
 
 
 
 
 

2.1. Introduction 

A project steering group was set up which provided input into the 
study design. The project steering group comprised the following: 
 

• Eithne Fox, NRS. 
• Siobhan Patten, Performance and Development. 
• Dr. David Evans, Department of Public Health, HSE West. 

 

2.2. Staff Survey 

A number of topic areas were developed by the project steering 
group for inclusion in the staff survey. These were then circulated to 
team leaders within NRS (n = 10) who were asked to suggest key 
questions in relation to these topics, and also to provide any further 
topics for inclusion in the survey. The following topic areas were 
subsequently included in the questionnaire: 
 

• Clarity of NRS role and individual role within NRS. 
• Involvement in NRS planning. 
• Ability to meet quality standards. 
• Ability to make changes to work practice and whether these 

are adopted by all staff. 
• Attitude towards working in NRS. 
• Involvement in daily team work and team size. 
• Perceptions of supervisor. 
• Opportunities for career development. 
• Quality of communication within NRS. 
• Perceptions of skill levels and of staff training programmes. 
• Satisfaction with position and working hours. 

 
Prior to its administration, the survey was piloted by the project 
steering group and four additional members of the Performance and 
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Development Unit. This resulted in minor changes to the sequencing 
and wording of questions. Following piloting, the NRS Manager 
contacted all staff by email to inform them of the survey and 
encourage them to participate (Appendix 1). One week later, all 
staff employed in NRS (Manorhamilton) were emailed the 
questionnaire (June 2011) and asked to participate in the online 
confidential survey (using Zoomerang online survey software). The 
list of email addresses was obtained from NRS. One week after the 
initial email, a reminder email was sent to all those who had not 
completed the questionnaire. After a further week a final reminder 
was sent to those that had not responded. Data was analysed using 
SPSS (PASW Statistics 18). A total of 55 members of staff were sent 
the survey by email. A copy of the survey is given in Appendix 2. 
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3. RESULTS 
 
 
 
 
 

3.1 Introduction 

In this section, the results of the staff survey of NRS are presented. 
Of the 55 that were contacted, 50 completed questionnaires were 
received. This represents a 95% response rate. The sample size is 
statistically representative of all staff employed at NRS. 
 

3.2 Profile 

Table 3.1 shows that 69% of respondents were under 45 years of 
age. In addition 69% were currently grade III or IV with 31% at 
grade V or higher. 
 
Table 3.1: Age by Employment Grade 
 

III or IV V-VIII Total  
Age group No. % No. % No. % 
18-25 1 3   1 2 
26-34 12 32 5 29 17 32 
35-44 12 32 7 41 19 35 
45-54 8 22 4 24 12 22 
55-64 1 3 1 6 2 4 

 
Figure 3.1 shows that respondents from all sections of NRS 
completed the survey. The greatest proportions of respondents 
were employed in contracting (34%), Garda vetting (17%), panel 
management (15%), and campaigns (15%). 
 



 

 13

Figure 3.1: Section Employed in NRS 
 

 
 
Figure 3.2 shows that 57% of respondents had worked in the HSE 
or former Health Boards for over 10 years with 83% being 
employed for over five years. On average, respondents had been 
employed for 12.41 years. A total of 86% had worked in the NRS 
for over 18 months, with 69% employed in the NRS for over two 
years (Figure 3.3). 
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Figure 3.2: Years Worked in HSE or Former Health Boards 

 
 

Figure 3.3: Months Worked in NRS 
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3.3 Role within NRS 

Over nine out of ten respondents (93%) believed that the NRS had 
a clearly defined role within the HSE with 85% reporting that they 
had a clearly defined role within NRS. Over two thirds (68%) stated 
that they were rarely or never involved in work that was outside the 
role of the NRS. In terms of their individual role within NRS, 43% 
reported rarely or never being involved in work outside their role, 
with 39% sometimes involved and 18% stating that they were very 
often or often involved in work outside their main role within NRS 
(Table 3.1). 
 
Table 3.1: Frequency of Involvement in work outside 

main role within NRS and work outside the 
role of the NRS 

 
 Very often Often Sometimes Rarely Never  
Areas of involvement No. % No. %   No. % No. % 
Involved in work outside 
main role within NRS 

6 11 4 7 21 39 16 30 7 13 

Involved in work outside 
the role of the NRS 

2 4 4 7 11 20 13 24 24 44 

 
Over half the respondents (52%) stated that they had not been 
given the opportunity to contribute to the planning of NRS work, 
whilst 34% had, and 9% did not know if they had been given the 
opportunity. A larger proportion of respondents currently employed 
at grade V or higher had been given the opportunity to contribute to 
planning (63% compared to 33% for those employed at grade III or 
IV). However these differences are not statistically significant (2 א = 
3.743, df = 1, p = 0.053). 
 

3.4 Meeting Quality Standards 

Respondents were given a list of five areas of work and asked how 
easy or difficult it was to meet quality standards for these areas 
Table 3.2). It can be seen that similar proportions found meeting 
standards both easy, difficult, and neither easy nor difficult to 
implement. The areas which were easiest to meet quality standards 
were candidates (61% rating easy or very easy) and interview 
board members (45% rating easy or very easy). The areas which 
were most difficult to implement were external organisations (35% 
rating difficult or very difficult), line managers/service managers 
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(31% rating difficult or very difficult), and senior managers (29% 
rating difficult or very difficult). There was no significant difference 
in the ease or difficulty in meeting quality standards by employment 
grade (Independent T test, p > 0.05). 
 
Table 3.2: Ease or Difficulty in Meeting Quality 

Standards 
 

 Very easy 
or easy 

 
 

Neither 

Very 
difficult or 
difficult 

 
Not 

applicable
* 

Area of work No. % No. % No. % No. % 
Candidates 30 61 10 20 9 18 5 9 
Interview board members 9 45 6 30 5 25 34 63 
Line managers/service managers 19 37 16 31 16 31 3 6 
Senior managers 15 36 15 36 12 29 12 22 
External organisations (e.g. 
Department of Health, Public 
Appointments Service) 

13 35 11 30 13 35 17 32 

 
* excluded in calculating percentage rating each scale 

 

3.5 Attitude towards Working in the NRS 

Table 3.3 shows the rating of statements about working in the NRS. 
It can be seen that the majority of respondents strongly agree or 
agree with each of the attitude statements (50-96%). Being proud 
to be part of the NRS and proud of the work done for the NRS 
received the most favourable rating (96% and 82% strongly 
agreeing or agreeing respectively). The statement referring to the 
NRS as having a positive work environment experienced the least 
favourable rating (30% strongly disagreeing or disagreeing). The 
rating of statements was similar by employment grade 
(Independent T test, p > 0.05) for all but one statement. Being part 
of a team was rated more favourably by grade V-VIII staff (82% 
strongly agreeing or agreeing compared to 68% for grade III-IV 
staff). This difference is statistically significant (Independent T test, 
t = -.405, df = 47.4, p = 0.026). 
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Table 3.3: Rating of Statements about working in NRS 
 
 Strongly 

agree or 
agree 

 
 

Neither 

Strongly 
disagree 

or 
Disagree 

Statements about working in NRS No. % No. % No. % 
I am proud to be part of the NRS 44 82 7 13 3 6 
I am proud of the work that I do for the NRS 52 96 2 4   
I am enthusiastic about my job 43 80 9 17 2 4 
I feel part of the NRS team 39 72 7 13 8 15 
The NRS has a positive work environment 27 50 11 20 16 30 
I enjoy working in the NRS 39 72 11 20 4 7 

 

3.6 Team Work 

A total of 89% of respondents stated that they worked as part of a 
team in their daily work. Figure 3.4 shows that 55% of these teams 
have 4-11 members, with 27% having 12 or more members. On 
average each team had 8.4 members.  
 
Figure 3.4: Number of Staff in Main Team that work with on 

a daily basis 
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Figure 3.5 shows that average team size does vary by section with 
contracting having the largest sized teams on average (14.36 
members) and bespoke having the smallest teams (3.0 members on 
average). These differences are statistically significant (One way 
ANOVA, F = 27.495, df = 8, p = 0.000). 
 
Figure 3.5: Mean Number of Staff in main team that work 

with on a daily basis by Section 

 
Those that worked as part of a team in their daily work were asked 
to state their agreement or disagreement with a series of 
statements about the team (Table 3.4). It can be seen that over 
three quarters of respondents strongly agree or agree with four of 
the five statements (79-92%). Having a shared set of objectives 
received the most favourable rating (92% strongly agreeing or 
agreeing). The statement referring to team members often meeting 
to discuss the teams’ effectiveness received the least favourable 
rating (44% strongly disagreeing or disagreeing). There were no 
statistically significant differences in the rating of attitude 
statements by employment grade (Independent T test, p > 0.05). 
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Table 3.4: Rating of Statements about working in a 
Team 

 
 Strongly 

agree or 
agree 

 
 

Neither 

Strongly 
disagree 

or 
Disagree 

Statements about working in a team No. % No. % No. % 
Team members have a shared set of 
objectives 

44 92   4 8 

Team members often meet to discuss the 
teams effectiveness 

21 44 6 13 21 44 

Team members have to communicate closely 
with each other to achieve the teams 
objectives 

38 79 6 13 4 8 

I feel valued by the other team members 38 79 8 17 2 4 
I feel respected by the other team members 40 83 6 13 2 4 

 
Figure 3.6 shows the total number of statements about working in a 
team that each respondent strongly agreed or agreed to. It can be 
seen that 40% agreed or strongly agreed to all five statements with 
over two thirds (67%) agreeing or strongly agreeing to four or more 
statements. On average, respondents strongly agreed or agreed to 
3.77 statements. To facilitate comparisons with research 
undertaken by the NHS (NHS, 2003) the analysis was also 
undertaken for those working in teams of 15 or less people for three 
of the five statements (feeling valued and feeling respected by other 
team members excluded). This revealed that 35% of respondents 
worked in teams of 15 or less and strongly agreed or agreed to the 
three statements. 
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Figure 3.6: Number of Statements rated as Strongly Agree 
or Agree 

 

 
 

3.7 Perceptions of Supervisor 

Table 3.5 shows respondents rating of a series of statements about 
their supervisor. It can be seen that the majority gave favourable 
ratings for each of the statements (63-83% strongly agreeing or 
agreeing). Allowing staff to make decisions about their work, 
providing support to staff in their job, and being approachable to 
discuss work related issues received the most favourable ratings 
(83% strongly agreeing or agreeing respectively). Giving clear 
feedback about work received the least favourable rating (63% 
strongly agreeing or agreeing). There were no significant differences 
in the rating of six of the seven scales by employment grade 
(Independent T test, p > 0.05). Being approachable to discuss work 
related issues was rated more favourable by grade III and IV staff 
(92% strongly agreeing or agreeing compared to 65% for those 
employed at grade V or higher). These differences are statistically 
significant (Independent T test, t = -2.195, df = 52, p = 0.033). 
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Table 3.5: Rating of Statements about Supervisor 
 
 Strongly 

agree or 
agree 

 
 

Neither 

Strongly 
disagree 

or 
Disagree 

Statements about supervisor No. % No. % No. % 
My supervisor allows me to make decisions 
about my daily work 

45 83 4 7 5 9 

My supervisor provides support for me in my 
job 

47 83 5 9 4 7 

My supervisor will discuss issues with me prior 
to making decisions about my work 

40 74 6 11 8 15 

My supervisor gives me clear feedback about 
my work 

34 63 14 26 6 11 

My supervisor is approachable to discuss work 
related issues 

45 83 5 9 4 7 

My supervisor is approachable to discuss 
personal issues 

41 76 7 13 6 11 

My supervisor values the work I do for the 
NRS 

41 76 8 15 5 9 

 

3.8 Opportunities for Career Development 

A total of 54% reported that the NRS had provided them with 
opportunities to develop a career within the NRS. In addition, 41% 
reported that the NRS had provided them with opportunities to 
develop a career within the HSE. Almost two thirds (63%) had been 
given the opportunity to work in a different section of NRS. There 
were no significant differences in the opportunities provided by NRS 
for different employment grades (2א, p > 0.05). 
 

3.9 Communication 

Respondents were asked how well informed they were in terms of a 
number of issues. From table 3.6 it can be seen that 30-52% felt 
very well or well informed about each of the issues. Respondents 
were most informed about developments within their section of the 
NRS (52% very well informed or well informed) and decisions 
affecting their daily work (50% very well informed or well 
informed). Respondents reported being least informed about 
developments within other sectors of NRS (52% very uninformed or 
uninformed). For all statements, a larger proportion of grade V-VIII 
staff report being very well informed or informed compared to grade 
III-IV staff. These differences are statistically significant for the 
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rating of statements referring to developments within NRS 
(Independent T test, t = 2.178, df = 52, p = 0.034), developments 
within someone’s section of NRS (Independent T test, t = 3.003, df 
= 50.2, p = 0.004), and developments within other sections of NRS 
(Independent T test, t = 3.012, df = 0.7, p = 0.004). 
 
Table 3.6: How well Informed about Issues 
 

 Very well or 
well 

informed 

 
 

Neither 

Uninformed 
or very 

uninformed 

 
Don’t know 

Issues No. % No. % No. % No. % 
Developments within the HSE 21 39 13 24 16 30 4 7 
Developments within NRS 21 39 7 13 24 45 2 4 
Developments within your 
section of NRS 

28 52 9 17 15 28 2 4 

Developments within other 
sections of NRS 

16 30 8 15 28 52 2 4 

Decisions affecting your daily 
work 

27 50 11 20 15 28 1 2 

 
Table 3.7 shows the rating of statements about communication 
within the NRS team. It can be seen that approximately half to two 
thirds (48-67%) agree or strongly agree with each of the 
statements with almost a quarter (24%) strongly disagreeing or 
disagreeing. Being able to express opinions within the NRS team 
received the most favourable rating (67% strongly agreeing or 
agreeing) and the statement referring to the team valuing individual 
opinions received the least favourable ratings (48% strongly 
agreeing or agreeing). Being able to express opinions within the 
NRS team was rated more favourably by grade V-VIII respondents 
(82% strongly agreeing or agreeing compared to 60% for those 
employed at grade III-IV). These differences are statistically 
significant (Independent T test, t = 3.429, df = 50.1, p = 0.001). 
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Table 3.7: Rating of Statements about team 
Communication 

 
 Strongly 

agree or 
agree 

 
 

Neither 

Strongly 
disagree 

or 
Disagree 

Statements about team No. % No. % No. % 
I am able to express my opinions within the 
NRS team 

36 67 5 9 13 24 

My opinion is valued by the NRS team 26 48 15 28 13 24 
Errors are discussed within the NRS team so 
that lessons can be learned 

29 54 12 22 13 24 

 
Figure 3.7 shows how respondents rated communication channels 
from management to employees and from employees to 
management. It can be seen that 44% rated communication 
channels from management to employees as very effective or 
effective with 39% rating them as very ineffective or ineffective). 
Similarly, 52% rated communication channels from employees to 
management as very effective or effective with a third (33%) rating 
them as very ineffective or ineffective. There are no significant 
differences between the rating of each communication channel 
(Paired T test, t = 1.847, df = 45, p = 0.071). In addition, there are 
no significant differences in the rating of each communication 
channel by employment grade (Independent T test, p >0.05).  
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Figure 3.7: Rating of Communication Channels from 
Management to Employees and from 
Employees to Management 

 

3.10 Knowledge and skills 

Respondents were asked to state the degree to which they 
possessed the knowledge and skills required to undertake their 
current role. From Figure 3.8 it can be seen that 9% feel they 
possess all the knowledge, with three quarters (76%) reporting they 
possess all or most of the knowledge required to undertake their 
current role. For skills it can be seen that almost a third (32%) feel 
they possess all the skills with nine out of ten (93%) feeling they 
posses all or most of the skills required. Overall a greater proportion 
report possessing skills than knowledge. These differences are 
statistically significant (Wilcoxon Signed Ranks Test, p = 0.000). 
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Figure 3.8: Possession of Knowledge and Skills Required to 
Undertake Current role 

 

 
 
A total of 72% had received training to undertake their current role 
in NRS. In terms of the length of training, 85% felt that it was just 
about right, with 15% reporting that it was too short. There were no 
significant differences in the degree to which respondents possessed 
knowledge and skills for those who had and had not received 
training to undertake their current role (Fishers Exact Test, p = 
0.1524). 
 

3.11 Changes to Work Practice 

Over three quarters of respondents (76%) reported that changes 
were very often or often made to work practices in their current role 
(Figure 3.9). This pattern was similar for all staff grades (Mann 
Whitney U test, p = 0.369). 
 



 

 26

Figure 3.9: Frequency of Changes being made to Work 
Practice 

 
 
Figure 3.10 shows that 54% found these changes easy to 
implement and 12% found them difficult, with 35% finding them 
neither easy nor difficult to implement. A larger proportion of grade 
III-IV staff report that changes to work practice are easy to 
implement (89% compared to 29% for grade V or higher), although 
these differences are not statistically significant (Independent T 
test, t = 1.821, df = 50, p = 0.075). 
 
A total of 65% of respondents stated that all or most staff 
undertaking similar roles adopted changes to work practice with 
almost a quarter (24%) being adopted by some staff (figure 3.11). 
This pattern was similar for all staff grades (Mann Whitney U test, p 
= 0.073). 
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Figure 3.10: Ease or Difficulty in making changes to Work 
Practice 

 
Figure 3.11: Adoption of Changes to Work practice by Staff in 

a Similar Role 
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3.12 Job Satisfaction 

It can be seen from Figure 3.12 that 69% of respondents are very 
satisfied or satisfied with their current position with 80% very 
satisfied or satisfied with their current working hours. Overall, 
respondents report more satisfaction with their working hours than 
their current position (paired T test, t = 2.903, df = 53, p = 0.005).  
There were no significant differences in satisfaction with current 
position by grade (independent T test, t = -.639, df = 52, p = 
0.526). In terms of satisfaction with working hours, grade III-IV 
staff report higher satisfaction levels (87% very satisfied or satisfied 
compared to 65% for those at grade V-VIII). These differences are 
statistically significant (Independent T test, t = -2.330, df = 52, p = 
0.024).  
 
Figure 3.12: Satisfaction with Position and Working hours 
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3.13 Further Comments or Suggestions 

Respondents were invited to give any further comments or 
suggestions in terms of the future development of the team. A total 
of 39% gave additional comments. Overall 81% of comments refer 
to management related improvements, with 71% highlighting the 
need to improve communication. Example of issues raised include 
the need for more team meetings, poor communication from 
management, the need for better communication between national 
and bespoke campaigns, management not taking on ideas of team 
members, and management not being approachable.  
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4. DISCUSSION 
 
 
 
 
 

4.1 Introduction 

The study aimed to obtain feedback from staff in terms of the 
performance of NRS as a place to work. It involved a survey of 55 
staff employed at NRS. The 95% response rate ensures that the 
study can provide meaningful feedback from staff. The key issues 
arising from the results will now be discussed. 
 

4.2 Profile 

Over two thirds of respondents were under 45 years of age. Staff 
overall brought a wealth of experience, having worked on average 
for 12 years in the HSE or former Health Boards. This would have 
facilitated the development of the Service. Over two thirds of staff 
had worked for the NRS for over two years. Work groups that have 
less staff turnover have been shown to be more productive than 
those that have higher turnover (Argote et al, 1995). Although the 
NRS has been undergoing a process of development and expansion 
since it was established in 2009, it does have a relatively stable 
workforce which will help develop a staff culture within the NRS and 
should also help streamline structures and processes, and enhance 
service quality. 
 

4.3 Employees Role within NRS 

Workplace teams that perform well have clearly defined roles and 
responsibilities with each member being aware of each others role 
(Topchik, 2007). When an employee’s role is clearly defined, they 
should know what is expected of them which should increase 
ownership of work and enhance performance. It is therefore 
promising that nine out of ten respondents felt that they had a 
clearly defined role within NRS, and the NRS had a clearly defined 
role within the HSE. Whilst having clearly defined roles is important, 
it is also important that staff can work outside their main role. This 
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does appear to be the case in the NRS, with 93% having at some 
stage been involved in work outside their main role and over half 
being involved in work outside the role of NRS at some stage. As 
the NRS develops, it would be important that roles continue to be 
clearly defined, but at the same time ensuring that flexibility to 
work outside this role is maintained. This will help ensure that the 
ever changing demands on NRS are met. This could be achieved by 
reviewing roles and responsibilities periodically. 
 
Another area investigated was employee’s role in planning. At the 
time of the study, over half had not been given the opportunity to 
contribute to the planning of NRS work. Increasing the level of 
involvement in planning will help ensure that the NRS makes the 
most of the skills and abilities of its staff. Involving employees in 
planning can help generate better ideas, improve employee and 
management performance, and help to develop the goals of an 
organisation and a positive work culture (US General Accounting 
Office, 2001, ACAS, 2009). Whilst it may be difficult to involve all 
staff in every element of planning that takes place in NRS, it should 
be possible to involve all staff in at least some of the elements of 
the planning process. For example elements specific to an 
employees role and section. Another possibility for strategic 
planning issues would be to have a nominated employee from each 
section to be involved in such planning issues for a given time 
period. This role would then be rotated to another individual. This 
should help ensure that a greater proportion of staff are involved in 
planning. 
 

4.4 Meeting Quality Standards 

The NRS has a number of quality standards for particular areas of 
work. The study revealed quite varied responses in terms of how 
easy or difficult standards were to meet. The proportion finding 
standards difficult or very difficult to meet ranged from 18-35% 
depending on the area of work. These difficulties were experienced 
by all grades of staff. It would be important to determine the nature 
of difficulties experienced, as these could have a detrimental effect 
on the achievement of standards in the future. 
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4.4 Employee Attitudes 

Employee attitudes towards working in the NRS were very positive. 
The majority of respondents gave favourable responses to all six 
statements about working in the NRS. In particular, it is noteworthy 
that the vast majority of respondents were proud to be part of the 
NRS and the work they do, and are also enthusiastic about their 
job. These findings are significantly more positive than a survey of 
similar attitudes towards work undertaken in the UK (CHA, 2004). It 
is also promising that positive attitudes were experienced by all 
staff grades and were scored similarly for all but one of the 
statements. Being part of the NRS team was scored less favourably 
by grade III-IV staff. Despite this, 68% of grade III-IV staff felt part 
of the NRS team, and as such should not be a significant cause for 
concern. In addition, whilst 50% of respondents felt the NRS had a 
positive working environment, it did receive the lowest rating. It has 
been shown that the culture and climate of an organisation is more 
important to employee wellbeing than the job itself. (Tyzack, 2010). 
As such, it would be important that a positive working environment 
is maintained within NRS. 
 

4.5 Teamwork 

A number of studies have shown that teamwork is strongly 
associated with high performance in organisations Castka et al 
(2001). The study demonstrates that the NRS does emphasise 
teamwork, with almost nine out of ten respondents stating that they 
worked as part of a team in their daily work. However, for teams to 
be effective, it is important that they possess the characteristics of 
a well structured team.  The NHS National Staff Survey (NHS, 2003) 
states that well structured teams need to have clear objectives, 
work closely with other team members to achieve these objectives, 
meet regularly to discuss its effectiveness and how it could be 
improved. It also needed to have no more than 15 members. Based 
on these criteria. 35% of staff work in a well structured team. In the 
NHS (2003), 41% of staff reported working in a well structured 
team. Although these findings are similar to that found by the NHS, 
it is clear that team functioning could be enhanced within the NRS. 
Of particular concern is the fact that 44% did not agree that team 
members often met to discuss the teams’ effectiveness. The need 
for more team meetings was also given as a suggestion in terms of 
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the future development of the team. In addition, there is also a 
need to consider team size. Curral et al (2001) cites studies that 
have shown that very small teams (2-3 people) lack diversity, 
whereas larger teams (12-13 people) become too unwieldy for 
effective participation and interaction. Topchik (2007) states that 
although there is no ideal team size, teams of 5-10 people are the 
most successful. The average team size in the current study was 
8.4 members with 27% having 12 or more members and 17% 
having 1-3 members. There is also considerable variation in team 
size by section. For example contracting has 14.4 members whereas 
bespoke has 3.0 members on average. Team size should be 
reviewed by section to ensure that they are not too big or too small 
to efficiently undertake the required tasks.  
 

4.6 Perceptions of Supervisor 

The study suggests that good working relationships have been 
developed between employees and supervisors. The majority of 
respondents stated that their supervisor allowed staff to make 
decisions about their work, provided support, and was approachable 
to discuss work and personal issues. They also valued employees 
work and gave clear feedback about work. The only issue where 
there is some scope for improvement is in terms of the 
approachability of the supervisors of grade V or higher staff to 
discuss work related issues. This suggests that senior management 
within NRS need to investigate ways they can be more 
approachable to discuss work related issues with those they 
supervise. 
 

4.7 Career Opportunities 

Providing career opportunities promotes employee engagement, and 
enhances the performance of both employees and organisations 
(Scales, 2010). Despite the current moratorium on staff recruitment 
within the HSE, over half the respondents believed that they had 
been given the opportunity to develop a career within the NRS, with 
41% stating that the NRS had also provided them with opportunities 
to develop a career within the HSE. In addition, almost two thirds 
had been given the opportunity to work in a different section of 
NRS, which should also facilitate career development. 
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4.8 Communication 

Effective communication is central to the success of an organisation 
(Fielding, 2006). This is particularly the case in a Service such as 
the NRS, which is undergoing a period of development and change. 
Communication helps staff generate new ideas and adapt to 
change, maintains service quality, and ensures staff work well 
together and understand the organisations objectives (Fielding, 
2006). The study therefore sought to provide an overview of the 
effectiveness of communication within NRS. This revealed that there 
is scope to improve communication systems. A large proportion of 
staff reported being uninformed or very uninformed about a range 
of issues such as development in NRS (45%) and developments 
within other sections of NRS (52%). Significantly more grade III-IV 
staff reported being uninformed about these issues which highlights 
the need to develop specific initiatives to improve communication 
for grade III-IV staff as well as improving communication generally. 
There is also a need to improve communication within teams. Again 
specific initiatives need to be developed for grade III-IV staff, 
particularly in terms of being able to express opinions within the 
NRS team. More team meetings were suggested by a number of 
respondents as a suggestion for the future development of the 
team. There is also scope to improve communication channels from 
managers to employees and from employees to management as a 
large proportion (33-39%) rated the current communication 
channels as very ineffective or ineffective. Due to the importance of 
communication within organisations, it is suggested that a review of 
communication systems and practice within NRS should be 
undertaken.  
 

4.9 Knowledge and Skills 

Staff with NRS have a wealth of experience which is evident in their 
rating of their knowledge and skills. The vast majority (76-93%) felt 
they possessed all or most of the knowledge and skills required to 
undertake their current role. Although an individual’s subjective 
assessment of their knowledge and skills may differ from an 
objective assessment, the findings nevertheless suggest that 
knowledge and skill levels are well developed among NRS 
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employees. This is reinforced by the fact that only a minority of 
respondents felt it difficult to implement changes to work practice. 
Interestingly, training did not appear to have an impact on 
knowledge and skill levels. It may be that NRS employees’ level of 
experience meant that there was less need for training. As training 
was not examined in detail, it is difficult to draw conclusions. It is 
suggested that the content of the training programme should be 
reviewed to assess whether it could be enhanced in the future.  
 

4.10 Overall Satisfaction 

Overall NRS staff exhibit high levels of satisfaction both with their 
current position, and with their current working hours. This is a 
positive finding as it has been shown that employees with high job 
satisfaction are more likely to pursue organisational goals and exert 
more effort in their jobs (Voon et al, 2011 ). Although satisfaction 
levels are high, it is worth noting that grade V-VIII staff are 
significantly less satisfied with their working hours. This may be 
related to the demands of their role. For example, some of the 
additional comments received related to working beyond capacity. 
Although not a significant issue at the moment, it would be 
important to ensure that staff are satisfied in terms of their working 
hours. 
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5. CONCLUSIONS AND RECOMMENDATIONS 
 
 
 
 
 
The survey has revealed that from the perspective of employees, 
the NRS is performing well overall in terms of a range of key issues 
affecting the success of an organisation. It is hoped that this can be 
built on as the NRS continues to develop and expand in the future. 
A number of recommendations have been identified to facilitate this 
process: 
 

1. Roles and responsibilities should be reviewed at least 
annually, to ensure they remain clearly defined as the NRS 
develops and expands over time.  

 
2. All staff should be given the opportunity to have some 

involvement in the planning of NRS work. Consideration 
should be given to involving staff in planning issues that 
affect their section and job role. This must be conducted in 
the context of the fluctuating needs of the service. In 
addition, consideration should also be given to having a 
system of staff rotation for involvement in strategic planning.  

 
3. The nature of difficulties experienced in achieving quality 

standards should be determined. Solutions to overcoming 
difficulties should be developed and implemented. 

 
4. Systems should be developed to enhance the team 

functioning within the NRS. 
 

5. The number of team meetings should be increased and 
should include a discussion of team effectiveness. 

 
6. Team size should be reviewed by section to ensure their size 

is appropriate to efficiently undertake the required tasks.  
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7. Senior management within NRS need to be more 
approachable to discuss work related issues with those they 
supervise. Systems need to be developed to ensure that this 
is achieved. 

 
8. A review of communication systems and practice within NRS 

should be undertaken.  
 

9. Specific initiatives need to be developed to improve 
communication with grade III-IV staff. 

 
10. Communication channels from managers to employees and 

from employees to management should be improved.  
 

11. The content of the training programme should be reviewed to 
assess whether it could be enhanced in the future.  

 
 



 

 38

6. REFERENCES 
 
 
 
 
 
ACAS, Stress at Work, 2009. Available at: 
http://www.acas.org.uk/CHttpHandler.ashx?id=1072&p=0 Accessed 
5th September 2011. 
 
Argote, L. Insko, C.A. Yovetich, N. Romero, A.A. Group Learning 
Curves: The Effects of Turnover and Task Complexity on Group 
Performance, Journal of Applied Social Psychology, V25 (6), 1995, 
p512-529 
Available at: http://onlinelibrary.wiley.com/doi/10.1111/j.1559-
1816.1995.tb01765.x/abstract Accessed 1st September 2011. 
 
Castka, P. Bamber, C.J. Sharp, F.M. Belohoubek, P. Factors 
affecting successful implementation of high performance teams, 
Team Performance Management, V7 (7/8), p123-134. 
Available at: http://utopia.csis.pace.edu/dps/2007/amannette-
wright/dps/factors.pdf Accessed 29th August 2011. 
 
CHA. Pride before Profit, A review of the factors affecting employee 
pride and engagement, September 2004. Available at: 
http://zookri.com/Portals/6/reports/cha-report04-pride.pdf 
Accessed 1st September 2011. 
 
Curral, L. Forrester, R.H. Dawson, J.F. West, M.A. It’s what you do 
and the way that you do it: Team task, team size, and innovation-
related group processes, European Journal of Work and 
Organisational Psychology, V10 (2), 2001, p187-204. 
Available at: http://www.alternativeminds.co.uk/Ros4.pdf Accessed 
29th August 2011. 
 
Fielding, M. Effective Communication in Organisations, Juta and Co 
(Pty) Ltd, Cape Town7779, 2006. Available at: 
http://books.google.com/books?hl=en&lr=&id=2Z_vIcp9gaEC&oi=f
nd&pg=PA1&dq=importance+of+communication+in+organisations&



 

 39

ots=78ajOiwxy9&sig=09K4yEvxm1QO9vcjO-
ktI7Z1bR4#v=onepage&q=importance%20of%20communication%
20in%20organisations&f=false Accessed 6th September 2011. 
 
NHS, NHS national staff survey 2003, Summary of Key Findings, 
Commission for Health Improvement, 2003. 
Available at: http://www.cqc.org.uk/_db/_documents/04008614.pdf 
Accessed 29th August 2011. 
 
Scales, M. Developing Talent: How Career Opportunities Drive 
Business Performance, Linkage, Burlington, MA. 2010. Available at: 
http://www.linkageinc.com/thinking/linkageleader/Documents/Melvi
n_Scales_Developing_Talent_How_Career_Opportunities_Drive_Bus
iness_Performance.pdf Accessed 6th September 2011. 
 
Topchik, G.S. The First Time Manager’s Guide to Team Building, 
Silverstar Enterprises, New York, 2007. 
http://www.amazon.com/dp/0814474292/ref=rdr_ext_tmb 
Accessed 1st September 2011. 
 
Tyzack, M. The Challenge of Creating Positive Working 
Environments, Journal of Care Services Management V3 (2), 2009, 
p189-195. Available at: 
http://www.ingentaconnect.com/content/maney/csm/2009/000000
03/00000002/art00009#expand/collapse Accessed 14th October 
2010. 
 
United States General Accounting Office, Human Capital, Practices 
that Empowered and Involved Employees, September 2001. 
Available at: http://www.gao.gov/new.items/d011070.pdf Accessed 
1st September 2011. 
   
Voon, M.L. Lo, M.C. Ngui, K.S. Ayob, N.B. The influence of 
leadership styles on employee’ job satisfaction in public sector 
organisations in Malaysia, International Journal of Business, 
Management, and Social Sciences, V2 (1), 2011, p24-32.  
Available at: http://ijbmss-ng.com/vol2no1_ijbmss/ijbmss-ng-vol2-
no1-pp24-32.pdf. Accessed 1st September 2011. 



 

 40

 

 
 
 
 
 

APPENDIX 1 
 

 
 
 
 
 



 

 41

Dear Colleagues,  
 
Our team has developed quickly over the last 2 years and it seems 
the right time to examine how our team has developed which will 
help us to plan for the further development of our services. To this 
end through the Performance & Development Manager for the HSE 
West I have commissioned Dr. David Evans to conduct a study on 
our team. Dr. Evans is a social scientist working within Public Health 
for the HSE West and he will be seeking feedback from all NRS team 
members. 
  
This feedback is being sought through an anonymous survey which 
has been specifically designed for this purpose with input from all 
the team leaders. This is an online survey only and will take you 
about 10-15 minutes. Dr. Evans is hoping to launch the survey early 
next week.  Nobody with the exception of Dr. Evans and his team 
will have access to the individual survey responses. Your responses 
are confidential and will not be identified with you personally and 
the Department of Public Health will not share any information that 
identifies you.  
 
The summary results of this survey will be provided to the NRS in a 
report which will help in the future development of the team and 
services.  
 
I sincerely hope that you will participate in the survey. If you have 
any concerns or questions please do not hesitate to contact me.  
 
Kindest regards,  
Eithne  
 
Eithne Fox 
National Recruitment Services Manager 
National Recruitment Service 
Health Service Executive, HR - Services 
Aras Slainte Chluainin 
Manorhamilton 
Co. Leitrim 
Tel: 071 9820280 
Email: eithne.fox@hse.ie 
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NRS Staff Survey 
 

1. In which section of NRS are you employed? 

 Garda Vetting 
 Panel Management 
 Contracting 
 Campaigns 
 Bespoke 
 Consultants and Senior Management 
 Other, please specify 

 

 

2. What is your current employment grade? 

 III or IV 
 V, VI, VII or VIII 

3. What is your age? 

 18-25 
 26-34 
 35-44 
 45-54 
 55-64 

4. How long (in years) have you worked in the HSE or former Health Boards? 
 

 _____________________________________________ 
 

5. How long (in months) have you worked in the NRS? 
 

 __________________________ 

 

6. Do you believe that the NRS has a clearly defined role within the HSE? 

 Yes 
 No 
 Don't know 

 
7. Do you have a clearly defined role within NRS? 

 Yes 
 No 
 Don't know 

 
8. How often are you involved in work that is outside your main role within NRS? 

 Very often 
 Often 
 Sometimes 
 Rarely 
 Never 
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9. How often are you involved in work that is outside the role of the NRS? 

 Very Often 
 Often 
 Sometimes 
 Rarely 
 Never 

 
10. Are you given the opportunity to contribute to the planning of NRS work? 

 Yes 
 No 
 Don't Know 

11. How easy or difficult do you find meeting quality standards for the following areas of work? 

 Very easy E a s y N e i t h e r D i f f i c u l t Very Difficult N / A 

C a n d i d a t e s  1  2  3  4  5  N / A 
I n t e r v i e w  B o a r d  m e m b e r s  1  2  3  4  5  N / A 
Line managers/Service managers  1  2  3  4  5  N / A 
S e n i o r  m a n a g e r s  1  2  3  4  5  N / A 

External organisations (e.g. Department of Health, Public Appointments Service)   1  2  3  4  5  N / A 

  

12. Please state your agreement or disagreement with the following statements about working in the NRS: 

 Strongly agree A g r e e N e i t h e r D i s a g r e e Strongly disagree 

I am proud to be part of the NRS  1  2  3  4  5 

I am proud of the work that I do for the NRS   1  2  3  4  5 

I am enthusiastic about my job  1  2  3  4  5 
I feel part of the NRS team  1  2  3  4  5 

The NRS has a positive work environment  1  2  3  4  5 

I enjoy working in the NRS  1  2  3  4  5 
  

13. Do you work as part of a team in your daily work? 

 Yes 
 No [Skip to Question16] 
 Don't know [Skip to Question16] 

14. Approximately how many staff are in the main team that you work with on a daily basis? 
 

 _______________________________________ 
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15. Please state your agreement or disagreement with the following statements about the team that you work 
with on a daily basis: 

 Strongly agree A g r e e N e i t h e r D i s a g r e e Strongly disagree 

Team members have a set of shared objectives   1  2  3  4  5 

Team members often meet to discuss the team's effectiveness   1  2  3  4  5 

Team members have to communicate closely with each other to achieve the team's objectives   1  2  3  4  5 

I feel valued by the other team members  1  2  3  4  5 

I feel respected by the other team members  1  2  3  4  5 

  

16. Please state your agreement or disagreement with the following statements about your supervisor: 

 Strongly agree A g r e e N e i t h e r D i s a g r e e Strongly disagree 

My supervisor allows me to make decisions about my daily work  1  2  3  4  5 

My supervisor provides support for me in my job   1  2  3  4  5 

My supervisor will discuss issues with me prior to making decisions about my work   1  2  3  4  5 

My supervisor gives me clear feedback about my work   1  2  3  4  5 

My supervisor is approachable to discuss work related issues   1  2  3  4  5 

My supervisor is approachable to discuss personal issues   1  2  3  4  5 

My supervisor values the work I do for the NRS   1  2  3  4  5 

 

17. Has the NRS provided you with opportunities to develop your career within the NRS? 

 Yes 
 No 
 Don't know 

18. Has the NRS provided you with opportunites to develop your career within the HSE? 

 Yes 
 No 
 Don't know 

 
19. Have you been given the opportunity to work in a different section of NRS? 

 Yes 
 No 
 Don't know 
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20. How informed or uninformed are you about the following issues: 

 Don't Know Very Uninformed Uninformed N e i t h e r Well Informed Very Well Informed 

Developments within the HSE  6  5  4  3  2  1 
Developments  within NRS  6  5  4  3  2  1 

Developments within your section of NRS  6  5  4  3  2  1 

Developments within other sections of NRS   6  5  4  3  2  1 

Decisions affecting your daily work  6  5  4  3  2  1 
 

21. Please state your agreement or disagreement with the following statements about the NRS team: 

 Strongly agree A g r e e N e i t h e r D i s a g r e e Strongly disagree 

I am able to express my opinions within the NRS team   1  2  3  4  5 

My opinion is valued by the NRS team   1  2  3  4  5 
Errors are discussed within the NRS team so that lessons can be learned  1  2  3  4  5 
 

22. How effective are communication channels in the NRS team in terms of: 

 Very effective Effective N e i t h e r Ineffective Very Ineffective N / A 

Senior management providing information to employees  1  2  3  4  5  N/A 

Employees providing information to senior management  1  2  3  4  5  N/A 

 

23. Do you feel that you possess all, most, some or none of the knowledge required to undertake your current 
role within NRS 

 All of the knowledge required 
 Most of the knowledge required 
 Some of knowledge required 
 None of the knowledge required 

 
 
 

24. Do you feel that you possess all, most, some or none of the skills required to undertake your current role 
within NRS 

 All of the skills required 
 Most of the skills required 
 Some of the skills required 
 None of the skills required 

 
25. Did you receive training to undertake your current role in NRS? 

 Yes  
 No [Skip to Question 27] 



 

 47

 
26. Was the training that you received too long, too short, or just about right? 

 Too long 
 Too short 
 Just about right 

 
27. In your current role how often have changes been made to work practice? 

 Very often  
 Often  
 Sometimes  
 Rarely  
 Never [Skip to Question 30] 

 
28. Are these changes to work practices easy or difficult to implement? 

 Very easy 
 Easy 
 Neither 
 Difficult 
 Very difficult 

 
29. Are changes to work practice adopted by all, most, some or none of the staff undertaking a similar role to 

yourself? 

 All staff 
 Most staff 
 Some staff 
 None of the staff 
 Don't know 

 
 

30. How satisfied or unsatisfied are you with: 

 Very satisfied S a t i s f i e d N e i t h e r Unsatisfied Very unsatisfied 

Y o u r  c u r r e n t  p o s i t i o n  1  2  3  4  5 
Your current working hours  1  2  3  4  5 

  

31. Please add any further comments or suggestions that you have which would help in the future 
development of the team. 

 
 
 
 
 


