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2259 
questionnaires 

were completed 
between 23 May and 

16 June 2017 

The sample 

* Secondees to Knowledge have rightly ticked Knowledge as their department, hence 

there being more responses than the 11 permanent members of staff 

Returns 
Total 

population % Return 

TOTAL 2259 2911 78% 

Executive member, directors of casework and lead ombudsmen 12 17 71% 

Major Projects and Operational Performance 26 26 100% 

IT  84 123 68% 

Finance and Performance 51 55 93% 

Customer Help 96 149 64% 

HR 49 59 83% 

Knowledge* 18 11 164% 

Legal 13 17 76% 

Property 13 22 59% 

Stakeholder Team 47 49 96% 

Investigation  638 773 83% 

Mass Claims 1142 1610 71% 

Not Stated 70 0 N/A 



• A response rate of 78% is excellent and gives us confidence that this presents a reasonably accurate 

picture of employee views 

• There are generally positive responses on 

• Collaboration, both within and across teams  

• Commitment to playing your part in the service’s success 

• Benefits, work-life balance and the ability to work flexibly  

• Immediate management, in particular that managers care about wellbeing, trust people to get on 

with their jobs and treat them fairly 

• Wellbeing, with respondents believing they are resilient and cope well with the demands of the job 

• Treating customers well and respecting their needs 

• Respondents in Support were the most positive, and those in Investigation were more positive in 

general than those in Mass Claims, except for questions relating to workload, home-life balance, 

flexibility and having the skills and training to do the job. Those in Investigation scored higher than 

other groups on appreciating the key aspects of the work itself. 

 

 

 

Facta summary – the good news 



• There are some very low scores on senior management, in particular being honest, giving a sense of 
direction and being open to feedback. 

• Scores on people feeling valued, the management of change and communication are also low. 

• The most important feature respondents say they want in a job are pay and opportunities to progress, 
neither of which score well 

• Respondents do not think that it is clear who is responsible for what in the service, and on this question 
senior managers – who generally have higher scores – have a significantly lower score than other 
respondents. 

• Scores on learning and development are low, especially in Mass Claims  

• Respondents tend not to think that people are promoted here on merit 

• Scores on stress are relatively high, especially in Investigation 

• 9% of respondents say they have been bullied or harassed in the past six months. While this proportion is 
low compared with many organisations, 65% of these did not report the incident(s) 

• Scores across the board are generally lower than in other organisations, with respondents in Mass 
Claims being particularly low, especially among those who have moved across within the past six months. 

 

Facta summary – the not-so-good news 



Shape of the report 

1. Working at the Financial Ombudsman Service 

2. Your job 

3. Roles and responsibilities 

4. Working together 

5. Empowerment 

6. Learning and development 

7. Values 

8. Leadership and management 

9. Change management  

10. Executives and Directors 

11. Communication 

12. Workload 

13. Wellbeing 

14. Bullying and harassment 

15. Confidence that action will be taken 

16. Best things about working here 

17. Things people would most like to see improved 

 



1. Working at the Financial Ombudsman Service 

Good scores on commitment, but comparatively low ones on recommending the service and willingness 

to leave which are typically key indicators of employee engagement  

43%

17%

16%

7%

7%

5%

45%

51%

45%

18%

27%

24%

8%

14%

22%

20%

18%

23%

3
%

12%

12%

30%

27%

24%

1%

5%

5%

24%

21%

23%

1.27 

0.63 

0.55 

-0.47 

-0.28 

-0.36 

I am committed to playing my part to help the service
achieve its commitments

I am able to be myself at work

I am proud of the work we do here

It would take a lot to get me to leave the service

I feel I am valued for my contribution to the service

I would recommend the service to a friend or family member
as a good place to work

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



2. Your job: which of the following attributes are most 
important to you in any job you might do? 

It is most unusual to find fair pay as the most important attribute for people. 

65%

58%

53%

50%

49%

49%

40%

40%

31%

29%

21%

5%

Fair pay for the work I do

The opportunity to progress

A friendly working atmosphere

Interesting, enjoyable work

Flexible working (e.g. hours)

Good benefits (pension, holiday, life cover, subsidised café, gym etc)

Work that makes good use of my skills and abilities

Work that gives a sense of achievement

A job you don't worry about outside work hours

The opportunity to 'make a difference'

Working for an organisation with a good reputation

Nice offices



2. Your job 

Benefits and flexible working are the highest scoring attributes, with flexible working and a friendly 

atmosphere also scoring highly 

34%

32%

24%

18%

7%

10%

58%

51%

57%

52%

43%

44%

5%

8%

9%

17%

25%

18%

2%

6%

6%

9%

17%

18%

3%

3%

3%

6%

10%

1.24 

1.03 

0.94 

0.73 

0.28 

0.26 

Good benefits (i.e. pension, holiday, etc)

Flexible working (e.g. hours)

A friendly working atmosphere

Nice offices

The opportunity to 'make a difference'

Interesting, enjoyable work

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



2. Your job (continued) 

The opportunity to progress is not scoring well. This attribute tends to have a worse score than other 

attributes in all organisations, but this is particularly low 

15%

7%

7%

6%

4%
3

%

37%

39%

38%

31%

21%

17%

13%

24%

17%

18%

25%

18%

20%

21%

23%

27%

26%

28%

14%

9%

14%

17%

22%

32%

0.19 

0.14 

0.02 

-0.18 

-0.43 

-0.71 

A job you don't worry about outside work hours

Work that gives a sense of achievement

Work that makes good use of my skills and abilities

Fair pay for the work I do

Working for an  organisation with a good reputation

The  opportunity to progress

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



3. Roles and responsibilities 

Two-thirds of people are clear about what is expected and how their work contributes but only a quarter 

are clear on who is responsible for what 

12%

12%

7%

6%

3
%

54%

51%

34%

38%

22%

12%

16%

20%

22%

20%

15%

16%

23%

18%

33%

7%

6%

15%

13%

22%

3
%

0.50 

0.49 

-0.07 

0.06 

-0.51 

It is clear to me what I am expected to achieve in my job

I can see clearly how the work I do contributes to the service
achieving its commitments

I feel supported to develop the skills and knowledge I need
to do my job well

My objectives are realistic

It is clear who is responsible for what within the service

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



3. Roles and responsibilities 
It is clear who is responsible for what within the service –  

Senior managers and managers are appreciably more critical of clarity of responsibility within the service 

than others 

-0.51

-0.80

-0.63

-0.47

-2
Strongly
disagree

-1
Disagree

0
Neither agree
nor disagree

1
Agree

2
Strongly
agree

FINANCIAL OMBUDSMAN SERVICE (2259)

Senior manager (84)

Manager (393)

Non manager (1741)

Significantly higher results Significantly lower results



4. Working together 

As we have seen with people appreciating their colleagues, there are excellent scores for working 

together 

46%

22%

16%

9%

46%

44%

52%

39%

4%

21%

19%

24%

2
%

9%

9%

17%

1
%

4
%

3
%

8%

1.35 

0.72 

0.68 

0.24 

Colleagues in my team are supportive when I need their
help

We are constantly seeking to improve how we do things  in
our team

People from other areas are supportive when I need their
help

People across the service share knowledge collaboratively

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



5. Empowerment 

A positive score for managers trusting to get on with the job, with 84% agreeing  

13%

10%

43%

46%

51%

41%

17%

18%

7%

14%

15%

4%

9%

6%

4%

0.42 

0.44 

1.16 

I have the freedom I need to do my job well

I have access to the information/knowledge I need to do my
job

My manager trusts me  to get on with my job

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



6. Learning and development 

Scores are disappointing for learning and development, especially for people believing that people who 

progress do so by merit 

7%

7%

9%

3
%

34%

38%

32%

14%

22%

20%

25%

24%

19%

20%

17%

24%

15%

13%

14%

31% 4
%

0.00 

0.07 

0.04 

-0.71 

I have access to development opportunities e.g. attending
courses, secondments etc

I can develop new skills/knowledge as part of my job

The experience I am gaining  at the service is valuable for
my future

The people who progress here do so by merit

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



7. Our values 

There were net positive scores for people believing that they and their immediate colleagues live the 

values, especially for thinking that we treat our customers well 

16%

22%

15%

13%

46%

57%

48%

43%

17%

10%

16%

21%

14%

7%

13%

16%

6%

3
%

7%

7%

0.53 

0.89 

0.52 

0.40 

We do the right thing

We treat our customers well and respect their needs

We do what we say we'll do

We're inquisitive and build everyone's knowledge

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



8. Leadership and management - your line manager 

Scores on line management generally are high, especially for caring about wellbeing and treating team 

members fairly 

42%

38%

32%

28%

29%

41%

43%

45%

47%

42%

8%

9%

10%

13%

15%

4%

5%

7%

5%

5%

4%

4%

5%

4%

4% 6%

1.16 

1.07 

0.95 

0.93 

0.93 

Cares about my wellbeing

Treats me fairly

Expresses his/her appreciation when I do a good job

Listens to my ideas and suggestions

Treats any mistakes I make as learning opportunities

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



8. Leadership and management - your line manager 
(continued) 

Though less positive these are still good scores. The lower score for dealing effectively with poor 

performance is typical in most organisations  

36%

25%

24%

15%

39%

47%

47%

30%

9%

12%

13%

24%

9%

10%

10%

5%

5%

5%

6% 13%

0.93 

0.78 

0.76 

0.42 

Meets one to one with me at least once a month

Gives me feedback on my performance in a  timely way

Agrees clear objectives with me

Deals effectively with poor performance in the team

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



9. Change management: how changes that affect you 
are managed in your part of the service 

Scores on change management are much lower than scores on immediate management. This is normal, 

but these scores are lower than in most organisations  

5%

5%

4%

17%

26%

15%

15%

23%

19%

28%

23%

23%

34%

21%

37%

-0.70 

-0.30 

-0.75 

I have a chance to put forward my views before decisions
affecting me are taken

I am supported in coping with the changes that affect me

Changes affecting me have been well managed

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



10. Executive and directors: To what extent do you agree or disagree 
with the following statements about the Executive and directors in the service? 

These are all low scores, with net negative responses 

  

3
%

3
%

3
%

2
%

3
%

3
%

16%

18%

17%

11%

15%

21%

15%

16%

22%

21%

21%

26%

29%

23%

21%

25%

22%

20%

36%

38%

32%

37%

35%

24%

3
%

4%

4%

4%

5%

-0.81 

-0.77 

-0.65 

-0.87 

-0.74 

-0.42 

Senior management provide a clear sense of direction

Senior management are open to feedback

Senior management behave in line with the
organisation's values

Senior management are honest in their dealings with
employees

I am confident senior management are taking decisions
which will benefit the service in the long run

Senior management have taken tough but necessary
decisions

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



11. Communication 

Scores on immediate management communication are higher than others, in line with the higher scores 

generally for local management, but generally these are not good results on communication  

2
%

2
%

3
%

2
%

3
%

3
%

2
%

18%

16%

15%

21%

29%

26%

14%

17%

52%

16%

20%

22%

28%

25%

24%

26%

15%

33%

34%

27%

25%

26%

25%

28%

8%

31%

28%

26%

14%

19%

29%

23%

5%

6%

4%

-0.76 

-0.72 

-0.53 

-0.20 

-0.32 

-0.68 

-0.54 

0.71 

The Service communicates openly with staff

The information I receive is well timed

When I receive information I believe it

I can find the information I need

There are adequate opportunities  for me to raise
issues that are important to me

If I air my opinion it won't be held against me

If I raise an issue I'm confident it will be escalated

My manager talks to me about how organisational
level changes affect our team

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



11. Communication (continued) - Feeling well informed 

Respondents feel better informed about external factors and the commitments of the service than about 

local matters, in spite of the generally good scores we have seen for local management  

13%

13%

8%

7%

6%

46%

47%

40%

31%

22%

21%

24%

25%

25%

24%

13%

12%

19%

23%

27%

6%

5%

7%

14%

21%

0.48 

0.51 

0.21 

-0.05 

-0.36 

External factors affecting the service (e.g. Plevin)

The commitments of the service

Progress in achieving overall commitments

Reasons for changes in my local area

Future plans for my local area

Very well-informed Fairly well-informed Neutral Fairly ill-informed Very ill-informed NA, don't know, or not stated

Mean score



12. Workload: thinking about the past month or so, which of 
the following statements best sums up your workload? 

Workloads vary considerably across the service  

23%

26%

36%

8%

6%

0% 5% 10% 15% 20% 25% 30% 35% 40%

Far too much work

Slightly too much work

Neither too much nor too little work

Slightly too little work

Far too little work



13. Wellbeing 

In line with the good scores on managers caring for wellbeing, scores on wellbeing are higher than other 

scores in the survey, and the score on home/work balance is high compared with other organisations  

20%

10%

11%

16%

18%

17%

18%

52%

39%

57%

60%

45%

50%

59%

12%

22%

16%

12%

13%

13%

15%

12%

17%

13%

9%

14%

12%

5%

4%

10%

3
%

2
%

8%

6%

2
%

0.72 

0.21 

0.59 

0.79 

0.54 

0.61 

0.84 

I am happy with the balance between my home and
work life

The service cares about my wellbeing

I am clear about how to prioritise the different demands
placed on me at work

I generally bounce back quickly following a set back at
work

I would feel confident to raise any health or wellbeing
related issues at work

I know who to go to if I have health or wellbeing related
issues at work

Generally, I cope well with the demands of work

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score



13. Wellbeing (continued) - do you ever feel stressed 
or worried about work? 

40% of respondents feel stressed or worried about work often or all of the time. These figures compare 

badly with external norms, where typically fewer than 20% feel stressed all or most of the time 

5% 18% 37% 27% 13% -0.27 Do you ever feel stressed or worried about work?

Never Rarely Sometimes Often All of the time NA, don't know, or not stated

Mean score



13. Wellbeing – Causes of stress 

Nearly two-thirds of respondents who said they felt stressed or worried about work often or all of the 

time, cited future changes, and just over half cited objectives/targets and workload.   

62%

54%

53%

22%

19%

18%

14%

9%

0% 20% 40% 60% 80% 100%

How future changes at the service may affect you

Your ability to reach objectives/targets

Your workload

Having to juggle other responsibilities outside of work

Other reasons

Your ability to provide advice

Your line manager

Your relationship with a colleague or colleagues



14. Bullying and harassment - have you been bullied 
or harassed at the service during the past 6 months? 

9% of respondents say they have been bullied or harassed at work in the past 6 months, below the 

figure that indicates a possible cultural issue (16%).  

No
91%

Yes
9%

Base:  All respondents (2259)



14. Bullying and harassment (continued) 
If yes, was the harassment from... 

There is a wide range, with managers being the most often cited. 25% felt they had been harassed by 

more than one of the groups mentioned 

40%

37%

30%

11%

11%

3%

0% 20% 40% 60% 80% 100%

A manager (who is not your line manager)

Your line manager

A colleague (who is not a manager)

Other

A consumer

A representative from a business

Base:  All who have been bullied/harassed (210)



15. Action following survey 

2
% 12% 23% 32% 31% -0.77 

I am confident that action will be taken as a result of this
survey

Strongly agree Agree Neutral Disagree Strongly disagree NA, don't know, or not stated

Mean score

Only 14% of respondents are confident that action will be taken as a result of this survey, a disappointing 

score 



16. What is the best thing about working for the 
Financial Ombudsman Service? 

PEOPLE 

WORK-LIFE BALANCE/FLEXIBLE WORKING 

Friendly helpful colleagues 

BENEFITS AND PAY 

Friendly, supportive and helpful team 

Flexible working 

Benefits package VALUE OF THE WORK/MAKES A DIFFERENCE 

WORK ITSELF 

Doing an important/worthwhile job 

Providing a good service 

Interesting varied or challenging work Work-life balance 

LINE MANAGEMENT/ SUPPORT 

PHYSICAL WORKING ENVIRONMENT 

Good line manager 

WORKING ATMOSPHERE 

Friendly working atmosphere 

Good facilities 

Office location 

Nice offices 

ORGANISATIONAL VALUES 

Pay 

OPPORTUNITIES  

Sense of achievement/rewarding work 

Shared values 

Personal support 

Work from home 

Private medical insurance 

Career progression 

Pension scheme 

Constantly learning 
RECOGNITION/FEELING VALUED/FAIRNESS AND EQUITY 

Autonomy 

Competent colleagues Good hours 

ORGANISATION WITH A GOOD REPUTATION 

Development opportunities 

SENIOR MANAGERS 

Organisation cares for staff wellbeing 

Relaxed atmosphere 

Good use of skills Work not  demanding/ stressful 

Diversity of people at FOS 

Holiday entitlement 

Friendly/approachable senior managers 

Supportive senior managers Option to buy holiday 

Bonus/collective reward 

Impact on financial services industry 



IMPROVE SUPPORT SERVICES 

17. What would most improve your working life at the 
service? 

NEGATIVE COMMENTS RE SENIOR MANAGERS 

TERMS AND CONDITIONS 

CAREER PROGRESSION 

CONCERNS OVER ACHIEVING TARGETS 

Opportunities to progress 

Better /fairer pay 
Targets/objectives unrealistic 

Senior managers to communicate transparently 

VALUE PEOPLE 

FAIRNESS AND EQUALITY  

WORKLOAD 

COMMUNICATION 

CONCERNS ABOUT MANAGEMENT OF CASEWORK 

MORE TRAINING TO DO THE JOB 

CHANGE 

Fairness in progression 

JOB SECURITY 

Lack of confidence in exec 

Concerns over redundancy 

Senior managers brush off feedback 

Recognise the work people do  

SENSE OF ACHIEVEMENT/ JOB SATISFACTION 

MANAGERS 

Need better sense of direction 

Ability to work from home 

Workload causing stress 

More training 

Concerns around model Better use of skills/experience/more challenging work 

Knowledge/experience/skills are not valued 

Provide more flexibility on hours 

Pressure on results/risks quality  

MORALE/ WORKING ATMOSPHERE 

ROLE CLARITY 

Need clear progression model 

Improve communication 
Fair/consistent treatment in all aspects of work 

Need better role clarity EMPOWERMENT 

Low morale 

Greater autonomy/less micromanaging 

Improve personal development process 

Mass Claims feel unvalued 

Increase accountability at senior level/admit mistakes 

Senior managers to consult 

POSITIVE COMMENTS 

 Better senior management decision making 

 Treat staff as adults 

 Changes to be communicated better 

Dissatisfaction with phone shifts 

Listen to feedback 

Senior managers out of touch 

Need to value all functions equally 

Fair pay 

Admin impacts ability to meet target 

Too much fear to speak out 

WELLBEING 

ENVIRONMENT 

Senior managers to care about staff 

Need more staff 

Too many changes 

Managers to be more supportive 

Improve worklife balance 

Need for even distribution of work 

Increase consistency 

Want more work 

Organisational reputation is being eroded 

Greater focus on staff wellbeing 
Better knowledge sharing 

Less favouritism from managers 

Need for more stability 

Better performance management 

Need more varied work 

Unfair appraisal process 

More training courses 

BULLYING 

Improve bonus system 

Better IT support 

Want to leave 

Positive comments 
Senior managers to live values 



Discussion 


