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HIGHLIGHTS 

66% 
OVERALL ENGAGEMENT 

 

92%  
PARTICIPATION 
RATE 

        

        

        

        

        

        

        

      

     

 
                DRIVERS OF ENGAGEMENT 

 

 
CHANGES FROM 2015 TO 2016 

 
 

 

71% •Edmonton North is moving 
in a positive direction

55%
•At Edmonton North PCN we 
demonstrate that quality 
improvement is a top 
priority

55%
•When I do a good job, I 
receive the recognition I 
deserve

52% •The PCN is committed to 
reasonable workloads

45%
•We acknowledge people 
who deliver outstanding 
service here

0 out of 45 (0%) 
questions significantly 
improved 
from 2015 scores

2 out of 45 (4%) 
significantly 
decreased from 
2015 scores

86% - I understand how my work contributes to 
the success of Edmonton North PCN

82% - I know what I need to do to be successful 
in my role

80% - I have access to the things (tools, 
materials, supplies) I need to do my job well

45% - We acknowledge people who 
deliver outstanding service here

29% - Trust is evident throughout 
Edmonton North PCN

22% - There is a feeling of 
teamwork and cooperation with our 
member physicians

HIGH SCORES LOW SCORES 
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INTRODUCTION 
Edmonton North Primary Care Network (“the PCN”) staff have completed an annual satisfaction 
survey since 2009. In 2015, the focus shifted from satisfaction to engagement. These two concepts 
are related, but slightly different; engagement tells us more about how connected and committed 
staff are to their work, while satisfaction is more about happiness in the workplace. This year the 
PCN continued to monitor engagement through the use of a similar survey developed in 2015. This 
report presents the results of the 2016 staff engagement survey. 
 

METHODS 
The PCN’s evaluation consultant, Three Hive Consulting Inc., consulted with PCN management on 
modifications required for the 2016 survey tool and process. There were minor deletions, additions 
and re-wording of questions.  
 
Similar to 2015, the survey was administered through an online platform called Culture Amp. Sixty-
one people were invited to participate and 56 completed the survey (92%). Two reminders were 
sent to encourage a high participation rate. The participation rate was within the range seen in the 
PCN over the years (88%-98%). The survey comprised 50 questions, four of which were open-ended 
with the remainder requiring participants to use a five-point Likert scale and allowing for 
additional open-ended responses. 
 
Likert data were grouped in three categories: 1) Favourable (4 and 5), 2) Neutral (3) and 3) 
Unfavourable (1 and 2). This report presents results in those categories according to each survey 
question.  
 
An overall staff engagement score was calculated by averaging favourable scores from five key 
questions: 
 
Question 42 – I would recommend Edmonton North PCN as a great place to work 
Question 44 – I am proud to work for Edmonton North PCN 
Question 43 – I rarely think about looking for another job 
Question 45 – I see myself still working at Edmonton North PCN in two years time 
Question 46 – Overall I am satisfied with my job 
 

Comparisons to 2015 were made for those questions which were exactly the same or very similar to 
those asked in 2015. Light grey dots represent the percentages for 2015 and bright blue dots 
represent the percentages for 2016 results. Results from 2016 were compared to 2015 using a Mann 
Whitney test; a p-value of 0.05 was used to determine statistical significance. Questions that were 
statistically significant from 2015 have an asterisk next to the question. Appendix A contains heat 
maps for the PCN and each department that show favourable responses for each question for 2015 
and 2016; only those departments with more than five staff are displayed. 
 
Respondents had an opportunity to provide open-ended responses for each survey item and four 
open-ended questions at the end of the survey. We analyzed open-ended response data using an 
integrated approach. First, using a deductive approach, we organized the data by survey question 
within each of the eight survey themes. We have provided a list of the engagement factors by 
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survey theme in Appendix A. Responses were read and re-organized into the most appropriate 
survey theme (e.g., if a respondent commented on management under the question, “Other 
Comments”, the response was moved under the survey theme, “Your Direct Supervisor”). Next, 
using an inductive approach, we re-read all responses and used context analysis to code the data 
within each survey theme, with no preconceived notion of what the results should look like. Coded 
responses that were mentioned most often are reported by survey theme. 
 
Verbatim comments are included where appropriate, and where the risk to disclosing the 
commenter’s identity has been judged to be minimal. Comments were selected for their clarity 
and their ability to enhance the quantitative results.  
 
 

LIMITATIONS 
• Some comparisons cannot be made to 2015 given there were changes to some questions. 

 
• The survey was deployed from October 13 – October 26. The timing of the survey coincided 

with some scheduling and management changes in the Patient Care department, which may 
have stressed staff and influenced results. The management changes led to some confusion 
about how to answer questions related to the direct supervisor. Some staff said they 
couldn’t comment because their direct supervisor just started three days ago, while others 
used the acting direct supervisor as a reference to answer the questions. Therefore, the 
validity of the direct supervisor questions is a concern. 

 
• This survey asked participants about their direct supervisor but not their manager. Staff 

indicated they would have liked the opportunity to provide feedback on their manager. 

 
• Open-ended data were not linked to unique identifiers making it impossible to determine 

how many individual respondents were represented under each survey theme or code. As 
such, we reported the most often mentioned codes. In addition, the open-ended data were 
not linked to additional demographic information (e.g., age or gender, department, role, or 
number of years with the PCN) that could have helped in interpreting the results. Therefore, 
comments should be viewed as secondary to the quantitative results. 
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RESULTS 

Your Role 
 

  

More than three quarters of respondents responded favourably to many 
statements related to one’s role. The exception to this were questions 
related to autonomy (Q4), involvement in decision making (Q6), and 
enablement to do one’s job (Q5 and Q10). The highest favourable response 
for all survey responses was from Q7 “I understand how my work 
contributes to the success of Edmonton North PCN. There were no 
significant changes in responses from 2015 to 2016.  
 

  

2015 2016 

  

1. The information I need to do my job effectively is readily available  
 
 
“I have the information I 
need to do my specific 
role well, however 
where I struggle is in 
terms of communication 
between disciplines” 

 

 
2. I have access to the things (tools, materials, supplies) I need to do 
my job well 

 

 

 

 

78%

13%

9%

71%

18%

11%

Favourable

Neutral

Unfavourable

82%

9%

9%

80%

11%

9%

Favourable

Neutral

Unfavourable
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3. I feel safe and secure in my physical work environment 

 

 
“I have seen people 
come in from the mall 
and walked passed the 
reception without 
reception knowing they 
walked by. It makes me 
feel uneasy knowing 
that anyone can walk 
right in” 
 

4. I have enough autonomy to perform my job effectively  
 

 

“Most of the managers 
and Team Leads 
empower their teams to 
function with a good 
degree of autonomy” 

 
5. Most of the systems and process here supports me getting my work 
done effectively 

 

 

 

 
 
 

 
6. I am appropriately involved in decisions that affect my work 

 

 

 

 

7. I know what I need to do to be successful in my role  

76%

20%

4%

75%

18%

7%

Favourable

Neutral

Unfavourable

65%

20%

15%

63%

21%

16%

Favourable

Neutral

Unfavourable

60%

22%

18%

55%

14%

30%

Favourable

Neutral

Unfavourable

56%

19%

26%

55%

16%

29%

Favourable

Neutral

Unfavourable
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8. I understand how my work contributes to the success of Edmonton 
North PCN 

 

 

 

 
 
“I feel we're really 
working hard as a 
company to adapt to the 
needs of our patient 
population and serve 
them better, and I'm 
proud of that” 
 

 
9. I am happy with my current role relative to what was described to 
me 

 

 

 

 

  

87%

11%

2%

82%

13%

5%

Favourable

Neutral

Unfavourable

91%

9%

0%

86%

9%

5%

Favourable

Neutral

Unfavourable

81%

15%

4%

75%

14%

11%

Favourable

Neutral

Unfavourable
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10. I believe my total compensation (base + benefits) is fair, relative 
to similar roles at other companies) 

 

 

 
 

 

Open-ended responses 
 
Comments related to role focused on information needed to do a job effectively, feeling safe, 
necessary systems and processes, and knowing what was needed to be successful. 
 
Respondents’ comments varied as to whether the information needed to do a job effectively was 
available, including that the information was available, that the information was mostly available 
but less so in the last year, or that specific information was not available (e.g. referral criteria and 
processes were unclear). 
 
There were several comments indicating that respondents did not feel safe in their environment, 
including feeling uneasy because anyone could enter the premises or clinic, feeling unsafe in the 
surrounding grounds, including reports of property theft or damage.  
 
Specific concerns raised about the necessary systems or processes to support work included EMR 
issues (e.g. not user-friendly or freezing), and lack of quality IT support. 
 
Related to knowing what was needed to be successful in a role, one respondent said he or she 
had not been not informed adequately of when procedures did not apply and another respondent 
said it depends on area. 
 
  

68%

19%

13%

63%

20%

18%

Favourable

Neutral

Unfavourable



 
Page 9 

 

Growth & Development   

 
Generally, favourable responses to “Growth & Development” statements 
were relatively low. While 75% responded positively to Q11 “I am given 
opportunities to develop skills relevant to my interests”, the rest of the 
questions did not show such high favourability (between 55% and 61% 
favourability for Q12 and Q15). There were no significant changes in 
responses from 2015 to 2016.  
 

  

2015 2016 

  

11. I am given opportunities to develop skills relevant to my interests  
 
 
“I have enjoyed 
professional 
development 
opportunities and am 
grateful for the 
flexibility at work to 
take advantage of these 
opportunities” 

 

 
 
12. I believe there are good growth opportunities for me at Edmonton 
North PCN 

 

 

 

“I agree with this 
statement in terms of 
opportunity to grow my 
skills as a clinician. I 
disagree with this 
statement in terms of 
growth of position; 
there aren’t many 
positions to grow past 
my current role” 

  

67%

24%

9%

75%

16%

9%

Favourable

Neutral

Unfavourable

59%

31%

9%

55%

29%

16%

Favourable

Neutral

Unfavourable
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13. My direct supervisor has shown a genuine interest in my career 
aspirations 

 

 

 

 

 
14. I have access to the learning and development I need to do my job 
well 
 

 

 

 

 
15. When I do a good job, I receive the recognition I deserve 

 

 

 

 
 
“I think the PCN 
is working on 
this. Sometimes I 
receive 
recognition, 
sometimes I 
don't” 
 

  

Open-ended responses 
 
Comments related to growth and development focused on professional development opportunities 
or receiving recognition when deserved. 
 
There were two comments indicating that respondents were given opportunities to develop skills 
relevant to their interests, including having enjoyed professional development opportunities or 
being given flexibility at work to take advantage of opportunities. 
 

59%

22%

19%

55%

25%

20%

Favourable

Neutral

Unfavourable

77%

13%

9%

61%

29%

11%

Favourable

Neutral

Unfavourable

52%

20%

28%

55%

23%

21%

Favourable

Neutral

Unfavourable



 
Page 11 

 

Several respondents indicated that they had not received recognition when deserved, received 
unsuitable recognition for focusing on quantity rather than quality of patient care, and that 
recognition is inconsistent (i.e. sometimes received recognition) or depends on the person in the 
role to give recognition. However, one respondent said that they believe the PCN was working on 
improving recognition of staff. 
 

“I have never once received recognition, not even a thank you when I go above and 
beyond” 
 
“I think the PCN is working on this” 
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People & Teams   

 
Responses to “People and Teams” questions were largely similar between 
2015 and 2016. Over 40% of people do not feel there is a feeling of 
teamwork and cooperation across the PCN. When asked if there was a 
feeling of teamwork and cooperation with member physicians, there was a 
29% decrease in favourable responses and a 36% increase in unfavourable 
responses to the same question. This question received the least amount 
of favourable responses of any question on the survey. 
 

  

2015 2016 

  

16. Members of my team communicate openly  
 

 

 

 
17. My team shares the workload 

 

 

 

 
 
“Most of us do, however 
there are those that do 
not and the rest of the 
team finds itself working 
harder to pick up the 
slack” 
 

18. I feel accountable to my team for results 
 

 

 

 
 
 
 
“I think that I am more 
accountable to my 
patients than my team” 
 

 

69%

17%

15%

61%

20%

20%

Favourable

Neutral

Unfavourable

70%

13%

17%

68%

16%

16%

Favourable

Neutral

Unfavourable

80%

20%

0%

75%

21%

4%

Favourable

Neutral

Unfavourable
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19. My team holds me accountable for results  
 

 

 

 
20. There is a strong feeling of teamwork and cooperation across the 
PCN 

 

 

 

 
 
 
 
“As the PCN grows 
people are becoming 
disconnected” 
 

 
21. There is a feeling of teamwork and cooperation with our member 
physicians (this refers to the members of the PCN, not those 
delivering specialty services on site) 

 

 

 
 
“This may be true for a 
select percentage of our 
member physicians, but 
overall I doubt a 
percentage of them 
would be able to explain 
our services accurately” 

Open-ended responses 
 
Comments about people and teams focused on communication, sharing the workload, 
accountability, and teamwork within the PCN or with physicians. 
 
There were varying opinions regarding the degree of open communication of team members. Most 
comments indicated that there was not open communication among teams (i.e. no communication 
at all) or that it depended on the team or comfort level with team members. However, there was 
one comment indicating good communication among a specific team.  
 

79%

21%

0%

70%

25%

5%

Favourable

Neutral

Unfavourable

57%

22%

20%

52%

25%

23%

Favourable

Neutral

Unfavourable

31%

41%

28%

22%

40%

38%

Favourable

Neutral

Unfavourable
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In addition, there were a few comments about poor quality of communication, including mixed 
messages (e.g. from management regarding sick versus personal days, between disciplines 
regarding referral criteria and processes, or between physicians and the PCN in messaging to 
patients). 
 
There were varying opinions as to whether teams shared the workload. Most of the comments 
indicated that this was not the case. For example, some respondents indicated that they were 
responsible for the majority of the workload or that it is difficult to get other team members to 
help with the workload. 
 
However, there were two comments indicating that teams did share the workload (e.g. “Everyone 
pitches in in different ways”) or that it is getting better. 
 
Of the two comments related to accountability, respondents said they feel more accountable to 
their patients/clients than to the PCN team.  
 
In general, respondents did not perceive teamwork and cooperation within the PCN. For example, 
respondents said that people were becoming disconnected as the PCN grew, that there was distrust 
between departments, or that there was no teamwork. However, one comment was positive, 
indicating that teamwork and cooperation across the PCN has improved from last year based on the 
development of the new HR plan. 
 
“Seems to be a lot of distrust between departments, a lot of hearsay with no evidence to back up 
grumblings” 
 
“I feel like this is something that has improved drastically from last year, with the development 
of the HR plan. Much more concerted effort going into creating a feeling of teamwork” 
 
In addition, respondents did not perceive teamwork and cooperation with physicians, explaining 
that some physicians could not explain PCN services or send referrals for services not provided by 
the PCN, or that there was cooperation but only among a small percentage of physicians.  
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The Culture   

 
None of “The Culture” questions had favourable responses exceeding 80%. 
In addition, there were statistically significant decreases in favourable 
responses from 2015 to 2016 for two statements related to workload and 
innovation. Further, it should be noted that fewer than 50% responded 
positively to Q28 “We acknowledge people who deliver outstanding 
service”. Q29 “Trust is evident throughout the Edmonton North PCN” had 
the most unfavourable responses of all questions on the survey (43% 
responded that trust is not evident in the Edmonton North PCN). However, 
nearly 80% of respondents answered favourably to Edmonton North PCN 
allowing them to make a positive difference in the community. 
 

  

2015 2016 

  

22. The PCN is committed to reasonable workloads*  
 
 
 
“My workload is 
unreasonable to the 
point I am stressed and 
feel extremely 
frustrated” 
 

 

 

 
23. I feel supported if I choose to make use of flexible working 
arrangements 

 

 

 

“The flexible working 
arrangements do not 
feel “flexible”. Seems 
very unbalanced. There 
is no consideration for 
appropriate break 
times” 

69%

19%

13%

52%

18%

30%

Favourable

Neutral

Unfavourable

78%

17%

6%

64%

16%

20%

Favourable

Neutral

Unfavourable
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24. The PCN supports a balance between my work and life 
commitments 

 

 

 

 
25. We are encouraged to be innovative even though some of our 
initiatives may not succeed 

 

 

 

 

 
26. At Edmonton North PCN we act on promising new or innovative 
ideas* 
 

 

 

 
 
 
 
“Sometimes we act 
without considering why 
we need to” 
 

  

72%

22%

6%

68%

16%

16%

Favourable

Neutral

Unfavourable

67%

24%

9%

55%

30%

14%

Favourable

Neutral

Unfavourable

69%

26%

6%

48%

41%

11%

Favourable

Neutral

Unfavourable
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27. At Edmonton North PCN we demonstrate that quality improvement 
is a top priority 

 

 

 

“The message seems to 
be that efficiency and 
quantity is top priority. 
Although the words 
‘quality improvement’ 
are often stated, the 
direction of the clinic 
seems to focus on 
efficiency and quantity 
as measures of 
improvement” 
 

 
28. We acknowledge people who deliver outstanding service 

 

 

 

 
29. Trust is evident throughout Edmonton North PCN 

 

 

 

 
 
 
“If we strove to practice 
having crucial 
conversations with one 
another, repetitively 
and often, then I can see 
trust improving” 

  

72%

17%

11%

55%

22%

24%

Favourable

Neutral

Unfavourable

43%

33%

24%

45%

32%

23%

Favourable

Neutral

Unfavourable

46%

22%

31%

29%

29%

43%

Favourable

Neutral

Unfavourable
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30. Edmonton North PCN really allows us to make a positive 
difference to the community 

 

 

 

 

Open-ended responses 
 
Comments about the culture of the PCN focused on work-life blend, innovation, and service and 
quality improvement.  
 
The comments provided related to work/life blend were negative, including unreasonable or 
increased workload, lack of human resources to handle the workload, or inflexible work 
arrangements. Often, the comments related to the unreasonable or increased amount of work were 
linked to the notion of “burn out” among employees. Reasons provided for the increased workload 
included the addition of new and returning physicians to the PCN, increased volume of referrals, 
and added specialists and/or services.  
 
“I have never felt more burnt out. I keep trying to voice my concerns about the workload.... I 
constantly feel behind; rarely do I finish everything in one day; I feel on edge…” 
 
“Increased patient workload will ultimately lead to increased clinician burnout” 
 
In addition, there were a few comments where respondents indicated that there were not enough 
staff to handle the workload, including being short staffed for sick or vacation leave. Lastly, the 
comments related to inflexible work arrangements included not being able to take entitled breaks 
or being penalized for taking a personal day, and diminishing flexibility based on new changes to 
scheduling. 
 
Comments provided about the PCN acting on promising new or innovation ideas were mainly 
negative. Negative comments included the PCN acting on new ideas without full consideration (e.g. 
why the change is needed or of all of the potential impacts), implementing too many changes at 
once, or not seeing a new idea through to the end. 
 
 
“I feel like sometimes these ‘new and innovative’ ideas are done without considering the ways we 
do things are working and change is not needed” 
 
“I don't think we do it well or that we see things through to the end. Programming wise, things 
seem to lose steam when they reach the end. There are too many new ideas and changes going on 
at the same time” 
 

87%

9%

4%

79%

21%

0%

Favourable

Neutral

Unfavourable
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Related to service and quality improvement, several comments indicated that the PCN 
emphasized quantity (i.e. number of patient visits) over quality of services. 
 
“I often feel that we miss the big picture when it comes to effectively treating our patients. Over 
recent years, there has been an increase in PCN doctors, which leads to an increase in referral 
rates. The PCN staffing has not been reflective of this change. As we do not have the number of 
clinicians to support the demands of these referrals, existing clinician take on more patients, 
which ultimately leads to burnout and decreased quality of services to existing patient load. I fear 
that the PCN's focus seems to primarily be taking on as many clients as we can, even at the cost of 
the quality of our health services” 
 
 
“Quality service is not exactly a top priority when quantity/# of referrals are rising. There seems 
to be a push to get quantity/referrals in a timely manner which then sacrifices quality service 
when caseloads go up” 
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Your Direct Supervisor   

 
Greater than 60% of respondents responded favourably to statements 
related to their “Direct Supervisor”. Responses were mostly stable 
between 2015 and 2016. Q33 “My direct supervisor gives me useful 
feedback on how well I am performing”, received a 21% increase in 
favourable responses in 2016 compared to 2015. Q35 “I trust my direct 
supervisor” is a new addition to the 2016 survey, and 62% of staff 
members responded in favour to this statement. 
 
It is important to note that there were staff changes in the Patient Care 
department during the time of this survey, which may have impacted the 
validity of these responses. Numerous staff noted in the comment section 
they were unsure of how to answer questions that referred to their direct 
supervisor because that person recently changed. 
 

  
 
 

2015 

 
 

2016 

 
31. My direct supervisor is a great role model 

 
 
32. My direct supervisor does a good job of sharing information 

 

 

 

65%

20%

15%

62%

25%

13%

Favourable

Neutral

Unfavourable

69%

19%

13%

67%

16%

16%

Favourable

Neutral

Unfavourable
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33. My direct supervisor gives me useful feedback on how well I am 
performing 

 

 

 

 
 
 
“I have never received 
feedback on how well I 
am performing” 

 
34. My direct supervisor genuinely cares about my wellbeing 

 

 

 

 

 
35. I trust my direct supervisor 

 

 

 

 
 
 
“DS (direct supervisor) 
and managers are not 
consistent when it comes 
to fairness and equality” 
 

Open-ended responses 
 
Comments about supervisors or managers focused on communication skills, receiving feedback, 
knowledge of work or community served, feeling cared for, and trust. 
 
There were comments indicating that some managers lacked communication skills (e.g. 
ineffective communication regarding patient care decisions or poor listening skills). However, there 
was one comment where the respondent said that the manager was working on improving 
communication skills. 
 

57%

26%

17%

69%

16%

15%

Favourable

Neutral

Unfavourable

72%

22%

6%

73%

18%

9%

Favourable

Neutral

Unfavourable

62%

20%

18%

Favourable

Neutral

Unfavourable
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There were two comments indicating that respondents had not received useful feedback on how 
they were performing from their supervisors or managers. 
 
Respondents’ comments varied as to whether their supervisor or manager had the knowledge to be 
effective in their roles. Negative comments included lack of knowledge in what staff does or how 
to support staff to do their job. However, one respondent commented that his or her manager was 
knowledgeable in the social determinants of health for the community the PCN served and the 
factors that affect employees’ work. 
 
“S/he also demonstrates a keen understanding of the dynamics of power and oppression within our 
society and the impact it has on the wellbeing of the community members who are largely from 
oppressed groups. I find his level of understanding of both the micro- and macro-factors which 
impact our work to be very refreshing in a manager” 
 
Some respondent’s indicated that they did not feel cared about by their supervisor, manager or 
the PCN. Negative comments included feeling unsupported by a manager or questioning whether 
the PCN cares about them. 
 
“I feel on edge and unsupported by the manager” 
 
“It makes me question if the PCN genuinely cares about my wellbeing because my workload is 
unreasonable to the point I am stressed and feel extremely frustrated” 
 
There were several comments indicating a lack of trust among employees of supervisors or 
managers primarily related to inconsistent treatment of staff (e.g. favoritism) or feeling 
disrespected professionally. 
 
“I disagreed because I feel like we are not treated equally and fairly compared to others in our 
department and that affects my level of trust with my direct supervisor” 
 
“Favouritism has become very apparent” 
 
“I do not see myself respected professionally as I used to be from management” 
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The Board and General Manager   

 
Three out of the four statements about “The Board and General Manager” 
received favourable responses in the 55% to 66% range. One question that 
asked specifically about the General Manager had 79% of respondents 
answer favourably. For Q39 “I have confidence in The Board and GM at 
the Edmonton North PCN” there was a 16% increase in favourable 
responses between 2015 and 2016; although this response was not 
significantly different.  
 

  

2015 2016 

  

36. The Board and GM at Edmonton North PCN have communicated a 
vision that motivates me 

 
 
 
 
 
“I don't really hear 
anything that is going on 
at the Board/GM level, I 
am not sure what the 
vision is”. 
 

 

 
 
37. The Board and GM at Edmonton North PCN demonstrate that 
people are important to the PCN’s success 

 

 

 

 
 

  

54%

37%

9%

55%

39%

5%

Favourable

Neutral

Unfavourable

65%

24%

11%

63%

23%

14%

Favourable

Neutral

Unfavourable
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38. The GM at Edmonton North PCN keeps people informed of factors 
that influence the PCN 

 

 

 

 
 
 

 
 
39. I have confidence in The Board and GM at Edmonton North PCN 

 

 

 

 

Open-ended responses 
 
Regarding the Board and General Manager (GM), there were two positive comments regarding the 
GM, including that the GM is well-spoken or demonstrated that people were important to PCN 
success. However, there were two comments indicating a lack of interaction with leadership 
resulting in not knowing the vision for the PCN or whether leadership demonstrated that people 
were important to PCN success. 
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5%

Favourable

Neutral
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57%

31%

11%

66%

27%
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Company Confidence   

 
Favourable responses to “Company Confidence” ranged from 68% to 71%. 
There was very little change from 2015 to 2016 in the proportion of staff 
answering favourably to these questions.  

  

2015 2016 

  

40. Edmonton North PCN uses resources (funding, people and effort) 
effectively to achieve the PCN’s goals 

 

 

 

 

 
41. Edmonton North PCN is moving in a positive direction 

 

 

 

 

Open-ended responses 
 
Under this theme, there were two comments related to ineffective use of resources to achieving 
goals. This included the ineffective use of resources to achieve the goals of a specific department, 
including not filling a vacant position and that the EMR / Med Access was a waste of time and 
money. 
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14%
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71%
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Overall Engagement   

 
Favourable responses remained relatively consistent with favourable 
response from 2015. However, both Q43 “I rarely think about looking for 
another job” and Q46 “Overall, I am satisfied with my job” revealed 
noticeable, but not statistically significant, decreases in favourable 
responses (26% and 15% decrease in favourable responses for Q43 and Q46, 
respectively).  
 

  

2015 2016 

  
 

42. I would recommend Edmonton North PCN as a great place to work  
 

 

 
“I may not always agree 
with policies and 
procedures the PCN 
implements but my 
colleagues (their support 
and professional 
guidance) keep the 
ENPCN an enjoyable 
place to work” 

 
43. I rarely think about looking for another job 

 

 

 

 

 
44. I am proud to work for Edmonton North PCN 

 

 

 

 
 
 
 
“I believe we truly make 
a difference for our 
patients” 
 

 

69%

26%

6%

71%

21%

7%
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29%

25%
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Neutral
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83%

13%

4%

79%

18%

4%

Favourable

Neutral
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45. I see myself still working at Edmonton North PCN in two years 
time 

 

 

 

“Depends if the culture 
changes” 

 
46. Overall, I am satisfied with my job 

 

 
 

 

“My satisfaction comes 
from the work I do with 
my clients” 

Open-ended responses 
 

There were positive and negative comments regarding pride in working for the PCN. Positive 
comments included being proud of the work done or that professionalism made the PCN team 
appreciated by community. However, one respondent said it was hard to feel proud when many 
Albertan’s did not understand the role of a PCN.  
 
Similarly, there were positive and negative comments regarding overall job satisfaction. Positive 
comments included loving/liking their job or getting satisfaction from working with colleagues and 
clients/patients. Negative comments were related to the stress-level of work and diminished staff 
morale. 
 
There were a few comments indicating that some respondents did not intend to continue working 
at the PCN or were looking for other places to work. Comments included that retention depended 
on whether the culture or his/her role changed; looking for another place to work; and a 
respondent noted s/he’d leave if s/he was not happy. 
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ENGAGEMENT DRIVERS 
The overall PCN staff engagement score for 2016 was 66%. This score cannot be compared to 
2015 because questions that were used to generate this score were changed by management. The 
average score for similar Culture Amp (n.d.) data is between 70% to 75%. Culture Amp indicates a 
score above 80% is fantastic and a score below 60% typically reflects significant portions of 
disengaged people. 
 
The following five questions had the biggest impact on engagement1 at Edmonton North PCN: 
 
Question 41 - Edmonton North is moving in a positive direction  
Question 27 - At Edmonton North PCN we demonstrate that quality is at top priority  
Question 15 - When I do a good job, I receive the recognition I deserve  
Question 22 – The PCN is committed to reasonable workloads  
Question 28 - We acknowledge people who deliver outstanding service here  
 
Open-ended responses provided greater insight into these drivers of engagement. There were 
several comments related to service and quality improvement indicating that the PCN emphasized 
quantity (i.e. number of patient visits) over quality of services. 
 
In regards to feedback and recognition, several respondents indicated that they had not received 
recognition when deserved, received unsuitable recognition for focusing on quantity rather than 
quality of patient care, and that recognition is inconsistent (i.e. sometimes received recognition) 
or depends on the person in the role to give recognition. However, one respondent said that they 
believe the PCN was working on improving recognition of staff. 
 
Q22 (The PCN is committed to reasonable workloads) was one of two questions that had a 
statistically significant decrease compared to 2015. The comments provided related to work/life 
blend indicate unreasonable or increased workload, lack of human resources to handle the 
workload, or inflexible work arrangements as possible issues. Often, the comments related to the 
unreasonable or increased amount of work were linked to the notion of “burn out” among 
employees. Reasons provided for the increased workload included the addition of new and 
returning physicians to the PCN, increased volume of referrals, and added specialists and/or 
services.  
  

                                                
1 These questions were identified through a statistical technique called a driver analysis. A driver analysis allows one to determine 
the relationship between different variables (i.e. survey questions). The analysis looks at how Edmonton North PCN staff responded 
to engagement questions compared to other questions and how most and least engaged staff answered questions compared to each 
other. Putting this information together makes it possible to identify patterns and the questions that have the most impact on 
engagement. It is important to note that high and low survey scores do not necessarily have the biggest impact on engagement. 
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NEXT STEPS 
 

1. Have management review and determine as a group which engagement drivers they have 
the resources and motivation to address  
Q22 and Q27 both had decreases in the proportion of staff answering favourably; are top five 
drivers of engagement; and were discussed in staff focus groups as issues. Therefore, 
consider prioritizing and developing an action plan to address workload issues. Scheduling 
and the notion of quantity being prioritized over quality may be related to workload. 
 

2. Have management review and determine two engagement areas from their department 
that require an action plan 
While we were not able to conduct driver analysis at a department level (due to sample 
size), department heat maps (Appendix A) were created to show favourable responses to 
each question. Each department has varying scores and should determine which areas they 
have the resources and motivation to address. 
 

3. For future surveys, include questions that ask staff about their department manager, as 
opposed to just direct supervisors and PCN leadership 
There were comments from staff in 2015 and 2016 that they would like the opportunity to 
provide feedback on their department manager because managers affect morale or set the 
tone for a department. 
 

4. Consider re-surveying patient care staff about their direct supervisor 
It will be difficult to compare survey responses for direct supervisor questions in future years 
given some patient care responses from this year’s survey may not be valid. 
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APPENDIX A: HEAT MAPS 

100% - 80% 79% - 60% 59% - 40% 39% - 20% <20% 

Overall PCN 

 
2015 

 
2016 

 
N (No. of responses) 
 54 56 

01. The information I need to do my job effectively is readily available 78% 71% 

02. I have access to the things (tools, materials, supplies) I need to do my job well 82% 80% 

03. I feel safe and secure in my physical work environment 76% 75% 

04. I have enough autonomy to perform my job effectively 65% 63% 

05. Most of the systems and processes here support me getting my work done effectively 60% 55% 

06. I am appropriately involved in decisions that affect my work 56% 55% 

07. I know what I need to do to be successful in my role 87% 82% 

08. I understand how my work contributes to the success of Edmonton North PCN 91% 86% 

09. I am happy with my current role relative to what was described to me 81% 75% 
10. I believe my total compensation (base salary+benefits) is fair, relative to similar roles at 
other companies 68% 63% 

11. I am given opportunities to develop skills relevant to my interests 67% 75% 

12. I believe there are good growth opportunities for me at Edmonton North PCN 59% 55% 

13. My direct supervisor has shown a genuine interest in my career aspirations 59% 55% 

14. I have access to the learning and development I need to do my job well 77% 61% 

15. When I do a good job, I receive the recognition I deserve 52% 55% 

16. Members of my team communicate openly 69% 61% 

17. My team shares the workload 70% 68% 

18. I feel accountable to my team for results 80% 75% 

19. My team holds me accountable for results 79% 70% 

20. There is a strong feeling of teamwork and cooperation across the PCN 57% 52% 

21. There is a feeling of teamwork and cooperation with our member physicians 31% 22% 

22. The PCN is committed to reasonable workloads 69% 52% 

23. I feel supported if I choose to make use of flexible working arrangements 78% 64% 

24. The PCN supports a balance between my work and life commitments 72% 68% 

25. We are encouraged to be innovative even though some of our initiatives may not succeed 67% 55% 

26. At Edmonton North PCN we act on promising new or innovative ideas 69% 48% 

27. At Edmonton North PCN we demonstrate that quality improvement is a top priority 72% 55% 

28. We acknowledge people who deliver outstanding service here 43% 45% 

29. Trust is evident throughout Edmonton North PCN 46% 29% 

30. Edmonton North PCN really allows us to make a positive difference to the community 87% 79% 

31. My direct supervisor is a great role model 65% 62% 

32. My direct supervisor does a good job of sharing information 69% 67% 

33. My direct supervisor gives me useful feedback on how well I am performing 57% 69% 

34. My direct supervisor genuinely cares about my wellbeing 72% 73% 

35. I trust my direct supervisor NA 62% 

36. The Board and GM at Edmonton North PCN have communicated a vision that motivates me 54% 55% 
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37. The Board and GM at Edmonton North PCN demonstrate that people are important to the 
PCN's success 65% 63% 

38. The GM at Edmonton North PCN keeps people informed of factors that influence the PCN 76% 79% 

39. I have confidence in The Board and GM at Edmonton North PCN 57% 66% 
40. Edmonton North PCN uses resources (funding, people and effort) effectively to achieve the 
PCN's goals 72% 68% 

41. Edmonton North PCN is moving in a positive direction 72% 71% 

42. I would recommend Edmonton North PCN as a great place to work 69% 71% 

43. I rarely think about looking for another job 62% 46% 

44. I am proud to work for Edmonton North PCN 83% 79% 

45. I see myself still working at Edmonton North PCN in two years time 67% 66% 

46. Overall, I am satisfied with my job 80% 68% 
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100% - 80% 79% - 60% 59% - 40% 39% - 20% <20% 

Patient Care Department 

 

2015 
 

2016 
 

N (No. of responses) 36 33 

   01. The information I need to do my job effectively is readily available 72% 64% 

02. I have access to the things (tools, materials, supplies) I need to do my job well 81% 79% 

03. I feel safe and secure in my physical work environment 75% 73% 

04. I have enough autonomy to perform my job effectively 58% 48% 

05. Most of the systems and processes here support me getting my work done effectively 58% 48% 

06. I am appropriately involved in decisions that affect my work 56% 52% 

07. I know what I need to do to be successful in my role 86% 76% 

08. I understand how my work contributes to the success of Edmonton North PCN 89% 82% 

09. I am happy with my current role relative to what was described to me 89% 76% 
10. I believe my total compensation (base salary+benefits) is fair, relative to similar roles at 
other companies 71% 70% 

11. I am given opportunities to develop skills relevant to my interests 75% 70% 

12. I believe there are good growth opportunities for me at Edmonton North PCN 61% 48% 

13. My direct supervisor has shown a genuine interest in my career aspirations 61% 45% 

14. I have access to the learning and development I need to do my job well 80% 58% 

15. When I do a good job, I receive the recognition I deserve 47% 48% 

16. Members of my team communicate openly 67% 55% 

17. My team shares the workload 69% 76% 

18. I feel accountable to my team for results 78% 64% 

19. My team holds me accountable for results 74% 64% 

20. There is a strong feeling of teamwork and cooperation across the PCN 58% 55% 
21. There is a feeling of teamwork and cooperation with our member physicians (this refers to 
the members of the PCN, not those delivering specialty services on site) 28% 24% 

22. The PCN is committed to reasonable workloads 67% 48% 

23. I feel supported if I choose to make use of flexible working arrangements 75% 55% 

24. The PCN supports a balance between my work and life commitments 67% 58% 

25. We are encouraged to be innovative even though some of our initiatives may not succeed 67% 45% 

26. At Edmonton North PCN we act on promising new or innovative ideas 69% 42% 

27. At Edmonton North PCN we demonstrate that quality improvement is a top priority 69% 42% 

28. We acknowledge people who deliver outstanding service here 42% 39% 

29. Trust is evident throughout Edmonton North PCN 36% 24% 

30. Edmonton North PCN really allows us to make a positive difference to the community 86% 73% 

31. My direct supervisor is a great role model 69% 56% 

32. My direct supervisor does a good job of sharing information 75% 69% 

33. My direct supervisor gives me useful feedback on how well I am performing 56% 66% 

34. My direct supervisor genuinely cares about my wellbeing 69% 66% 

35. I trust my direct supervisor NA 59% 

36. The Board and GM at Edmonton North PCN have communicated a vision that motivates me 47% 52% 
37. The Board and GM at Edmonton North PCN demonstrate that people are important to the 
PCN's success 61% 58% 

38. The GM at Edmonton North PCN keeps people informed of factors that influence the PCN 69% 73% 
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39. I have confidence in The Board and GM at Edmonton North PCN 53% 61% 
40. Edmonton North PCN uses resources (funding, people and effort) effectively to achieve the 
PCN's goals 69% 61% 

41. Edmonton North PCN is moving in a positive direction 69% 61% 

42. I would recommend Edmonton North PCN as a great place to work 67% 61% 

43. I rarely think about looking for another job 57% 33% 

44. I am proud to work for Edmonton North PCN 81% 70% 

45. I see myself still working at Edmonton North PCN in two years time 61% 58% 

46. Overall, I am satisfied with my job 81% 55% 
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100% - 80% 79% - 60% 59% - 40% 39% - 20% <20% 

Physician Practice Supports 

 
2015 2016 

N (No. of responses) NA 5 

   01. The information I need to do my job effectively is readily available NA 60% 

02. I have access to the things (tools, materials, supplies) I need to do my job well NA 80% 

03. I feel safe and secure in my physical work environment NA 80% 

04. I have enough autonomy to perform my job effectively NA 100% 

05. Most of the systems and processes here support me getting my work done effectively NA 60% 

06. I am appropriately involved in decisions that affect my work NA 40% 

07. I know what I need to do to be successful in my role NA 100% 

08. I understand how my work contributes to the success of Edmonton North PCN NA 80% 

09. I am happy with my current role relative to what was described to me NA 60% 
10. I believe my total compensation (base salary+benefits) is fair, relative to similar roles at 
other companies NA 60% 

11. I am given opportunities to develop skills relevant to my interests NA 100% 

12. I believe there are good growth opportunities for me at Edmonton North PCN NA 80% 

13. My direct supervisor has shown a genuine interest in my career aspirations NA 100% 

14. I have access to the learning and development I need to do my job well NA 60% 

15. When I do a good job, I receive the recognition I deserve NA 80% 

16. Members of my team communicate openly NA 80% 

17. My team shares the workload NA 80% 

18. I feel accountable to my team for results NA 100% 

19. My team holds me accountable for results NA 80% 

20. There is a strong feeling of teamwork and cooperation across the PCN NA 60% 
21. There is a feeling of teamwork and cooperation with our member physicians (this refers to 
the members of the PCN, not those delivering specialty services on site) NA 40% 

22. The PCN is committed to reasonable workloads NA 40% 

23. I feel supported if I choose to make use of flexible working arrangements NA 80% 

24. The PCN supports a balance between my work and life commitments NA 80% 

25. We are encouraged to be innovative even though some of our initiatives may not succeed NA 60% 

26. At Edmonton North PCN we act on promising new or innovative ideas NA 40% 

27. At Edmonton North PCN we demonstrate that quality improvement is a top priority NA 60% 

28. We acknowledge people who deliver outstanding service here NA 40% 

29. Trust is evident throughout Edmonton North PCN NA 20% 

30. Edmonton North PCN really allows us to make a positive difference to the community NA 80% 

31. My direct supervisor is a great role model NA 80% 

32. My direct supervisor does a good job of sharing information NA 60% 

33. My direct supervisor gives me useful feedback on how well I am performing NA 80% 

34. My direct supervisor genuinely cares about my wellbeing NA 80% 

35. I trust my direct supervisor NA 80% 

36. The Board and GM at Edmonton North PCN have communicated a vision that motivates me NA 60% 
37. The Board and GM at Edmonton North PCN demonstrate that people are important to the 
PCN's success NA 80% 
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38. The GM at Edmonton North PCN keeps people informed of factors that influence the PCN NA 100% 

39. I have confidence in The Board and GM at Edmonton North PCN NA 80% 
40. Edmonton North PCN uses resources (funding, people and effort) effectively to achieve the 
PCN's goals NA 80% 

41. Edmonton North PCN is moving in a positive direction NA 100% 

42. I would recommend Edmonton North PCN as a great place to work NA 80% 

43. I rarely think about looking for another job NA 60% 

44. I am proud to work for Edmonton North PCN NA 80% 

45. I see myself still working at Edmonton North PCN in two years time NA 80% 

46. Overall, I am satisfied with my job NA 100% 
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100% - 80% 79% - 60% 59% - 40% 39% - 20% <20% 

Rundle Health Centre 
 

 
2015 2016 

N (No. of responses) NA 5 

   01. The information I need to do my job effectively is readily available NA 100% 

02. I have access to the things (tools, materials, supplies) I need to do my job well NA 80% 

03. I feel safe and secure in my physical work environment NA 80% 

04. I have enough autonomy to perform my job effectively NA 100% 

05. Most of the systems and processes here support me getting my work done effectively NA 60% 

06. I am appropriately involved in decisions that affect my work NA 80% 

07. I know what I need to do to be successful in my role NA 80% 

08. I understand how my work contributes to the success of Edmonton North PCN NA 80% 

09. I am happy with my current role relative to what was described to me NA 80% 
10. I believe my total compensation (base salary+benefits) is fair, relative to similar roles at 
other companies NA 60% 

11. I am given opportunities to develop skills relevant to my interests NA 80% 

12. I believe there are good growth opportunities for me at Edmonton North PCN NA 60% 

13. My direct supervisor has shown a genuine interest in my career aspirations NA 100% 

14. I have access to the learning and development I need to do my job well NA 100% 

15. When I do a good job, I receive the recognition I deserve NA 80% 

16. Members of my team communicate openly NA 80% 

17. My team shares the workload NA 20% 

18. I feel accountable to my team for results NA 100% 

19. My team holds me accountable for results NA 80% 

20. There is a strong feeling of teamwork and cooperation across the PCN NA 20% 
21. There is a feeling of teamwork and cooperation with our member physicians (this refers to 
the members of the PCN, not those delivering specialty services on site) NA 0% 

22. The PCN is committed to reasonable workloads NA 80% 

23. I feel supported if I choose to make use of flexible working arrangements NA 60% 

24. The PCN supports a balance between my work and life commitments NA 60% 

25. We are encouraged to be innovative even though some of our initiatives may not succeed NA 60% 

26. At Edmonton North PCN we act on promising new or innovative ideas NA 60% 

27. At Edmonton North PCN we demonstrate that quality improvement is a top priority NA 50% 

28. We acknowledge people who deliver outstanding service here NA 40% 

29. Trust is evident throughout Edmonton North PCN NA 20% 

30. Edmonton North PCN really allows us to make a positive difference to the community NA 80% 

31. My direct supervisor is a great role model NA 80% 

32. My direct supervisor does a good job of sharing information NA 100% 

33. My direct supervisor gives me useful feedback on how well I am performing NA 100% 

34. My direct supervisor genuinely cares about my wellbeing NA 100% 

35. I trust my direct supervisor NA 80% 

36. The Board and GM at Edmonton North PCN have communicated a vision that motivates me NA 40% 
37. The Board and GM at Edmonton North PCN demonstrate that people are important to the 
PCN's success NA 40% 
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38. The GM at Edmonton North PCN keeps people informed of factors that influence the PCN NA 80% 

39. I have confidence in The Board and GM at Edmonton North PCN NA 60% 
40. Edmonton North PCN uses resources (funding, people and effort) effectively to achieve the 
PCN's goals NA 100% 

41. Edmonton North PCN is moving in a positive direction NA 80% 

42. I would recommend Edmonton North PCN as a great place to work NA 80% 

43. I rarely think about looking for another job NA 60% 

44. I am proud to work for Edmonton North PCN NA 100% 

45. I see myself still working at Edmonton North PCN in two years time NA 60% 

46. Overall, I am satisfied with my job NA 80% 
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100% - 80% 79% - 60% 59% - 40% 39% - 20% <20% 

Specialized Health Services 
 

 
2015 2016 

N (No. of responses) 10 7 

   01. The information I need to do my job effectively is readily available 100% 86% 

02. I have access to the things (tools, materials, supplies) I need to do my job well 90% 86% 

03. I feel safe and secure in my physical work environment 80% 71% 

04. I have enough autonomy to perform my job effectively 70% 86% 

05. Most of the systems and processes here support me getting my work done effectively 50% 71% 

06. I am appropriately involved in decisions that affect my work 50% 43% 

07. I know what I need to do to be successful in my role 90% 100% 

08. I understand how my work contributes to the success of Edmonton North PCN 100% 100% 

09. I am happy with my current role relative to what was described to me 50% 71% 
10. I believe my total compensation (base salary+benefits) is fair, relative to similar roles at 
other companies 50% 57% 

11. I am given opportunities to develop skills relevant to my interests 20% 57% 

12. I believe there are good growth opportunities for me at Edmonton North PCN 30% 43% 

13. My direct supervisor has shown a genuine interest in my career aspirations 20% 14% 

14. I have access to the learning and development I need to do my job well 60% 29% 

15. When I do a good job, I receive the recognition I deserve 40% 43% 

16. Members of my team communicate openly 70% 86% 

17. My team shares the workload 60% 71% 

18. I feel accountable to my team for results 90% 71% 

19. My team holds me accountable for results 90% 71% 

20. There is a strong feeling of teamwork and cooperation across the PCN 50% 57% 
21. There is a feeling of teamwork and cooperation with our member physicians (this refers to 
the members of the PCN, not those delivering specialty services on site) 30% 0% 

22. The PCN is committed to reasonable workloads 60% 14% 

23. I feel supported if I choose to make use of flexible working arrangements 90% 71% 

24. The PCN supports a balance between my work and life commitments 80% 86% 

25. We are encouraged to be innovative even though some of our initiatives may not succeed 50% 71% 

26. At Edmonton North PCN we act on promising new or innovative ideas 60% 57% 

27. At Edmonton North PCN we demonstrate that quality improvement is a top priority 60% 86% 

28. We acknowledge people who deliver outstanding service here 20% 43% 

29. Trust is evident throughout Edmonton North PCN 70% 43% 

30. Edmonton North PCN really allows us to make a positive difference to the community 80% 86% 

31. My direct supervisor is a great role model 50% 43% 

32. My direct supervisor does a good job of sharing information 40% 29% 

33. My direct supervisor gives me useful feedback on how well I am performing 40% 29% 

34. My direct supervisor genuinely cares about my wellbeing 70% 71% 

35. I trust my direct supervisor NA 29% 

36. The Board and GM at Edmonton North PCN have communicated a vision that motivates me 50% 57% 
37. The Board and GM at Edmonton North PCN demonstrate that people are important to the 
PCN's success 50% 71% 
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38. The GM at Edmonton North PCN keeps people informed of factors that influence the PCN 90% 86% 

39. I have confidence in The Board and GM at Edmonton North PCN 50% 71% 
40. Edmonton North PCN uses resources (funding, people and effort) effectively to achieve the 
PCN's goals 60% 43% 

41. Edmonton North PCN is moving in a positive direction 70% 86% 

42. I would recommend Edmonton North PCN as a great place to work 60% 86% 

43. I rarely think about looking for another job 60% 57% 

44. I am proud to work for Edmonton North PCN 80% 86% 

45. I see myself still working at Edmonton North PCN in two years time 70% 86% 

46. Overall, I am satisfied with my job 70% 71% 
 
 


