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EXECUTIVE SUMMARY 
 
 
Background & Methodology 
 
The Welsh Assembly Government (henceforth ‘Assembly Government’) works 
with a wide variety of stakeholders in policy development, implementation and 
delivery.  Providing stakeholders with an opportunity to feed back on their working 
relationship with the Assembly Government is an important way of identifying 
ways to improve stakeholder engagement. 
 
The first Assembly Government stakeholder survey was conducted in 2006 and 
Beaufort Research has been commissioned to carry out a second survey of 
stakeholders in 2008.  The objectives of the second survey were to assess the 
performance of officials in the Assembly Government with regard to stakeholder 
engagement, to provide an evidence base for improving the way the Assembly 
Government works with and involves its stakeholders and to compare (where 
possible) against the 2006 benchmark. 
 
The 2008 survey largely replicated the approach of the 2006 baseline.  Assembly 
Government departments provided lists of individuals considered to be their 
stakeholders1 which then formed the sample for the survey.  Respondents were 
able to participate either by telephone or online and a total of 1,273 interviews 
(929 telephone, 344 online) were successfully completed during the period of the 
6th February to the 7th March 2008.   
 
 
Working With Welsh Assembly Government Officials 

• Over one third of stakeholders (35%) had most often been in contact 
with more than one Assembly Government department. 

• The most widely used methods for interacting with Assembly 
Government officials were e-mail (87%), telephone (73%) and face to 
face (72%). 

• When asked their preferred method for interacting with Assembly 
Government officials, the greatest proportions of stakeholders 
preferred face to face (68%), e-mail (62%) and telephone (47%). 

• A total of 8% of stakeholders preferred to engage with Welsh 
Assembly Government officials in Welsh. Just over a quarter of 
stakeholders (28%) reported that they were rarely or never able to 
engage with Welsh Assembly Government Officials in Welsh.  

• Nearly 8 out of 10 stakeholders (78%) rated engagement with officials 
as very or fairly easy. 

• The majority of respondents (66%) reported that it was either ‘fairly’ or 
‘very easy’ to obtain information about the Welsh Assembly 
Government. However, just over one quarter of respondents (27%) 
reported that it was either ‘fairly or very difficult’ to obtain information 
about the Welsh Assembly Government. 

                                                           
1 The stakeholder definition included experts, delivery partners, single issue bodies/interest groups, local 
authorities, voluntary sector organisations, private sector organisations, academic institutions, professional 
bodies and UK and international government departments.  The definition did not include Assembly Government 
Sponsored Bodies or the General public. 
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Perceptions of Welsh Assembly Government Officials 
 

• Nearly 7 out of every 10 stakeholders (68%) were satisfied with their 
engagement with Assembly Government officials. Only 13% expressed 
dissatisfaction whilst a further 16% reported that they were neither 
satisfied nor dissatisfied with stakeholder engagement. These results 
were broadly similar to the 2006 survey. 

 
• A significantly lower proportion of stakeholders in contact with the 

departments of the First Minister (53%), Economy and Transport (60%) 
and Children, Education, Lifelong Learning and Skills (62%) were 
satisfied with stakeholder engagement compared with the average. This 
may reflect the fact that two of these departments contain new 
stakeholders following the absorption of some Assembly Government 
Sponsored Bodies (AGSBs) and that these stakeholders are undergoing 
a ‘bedding in’ process with new individuals and / or new procedures. 

• A significantly lower proportion of stakeholders who held senior 
positions within their organisation were satisfied with stakeholder 
engagement compared with their more junior counterparts. 

• Overall, 28% of stakeholders reported an improvement in Assembly 
Government stakeholder engagement in the previous 12 months while 
15% of stakeholders reported a deterioration. However, this finding is 
not as positive as that for 2006, when 31% reported an improvement 
and 7% reported a deterioration.  

• A number of statements were presented to stakeholders which could be 
used to describe an organisation. Respondents were asked to rate 
Welsh Assembly Government officials against the statements. In 
general, greater proportions of stakeholders gave officials favourable 
ratings than negative ratings. The only exception to this was ‘are joined 
up’ (19% agreed and 57% disagreed that this applied to Assembly 
Government officials). 

• When asked how frequently Assembly Government officials in a specific 
department displayed different aspects of performance, stakeholders 
were most positive about ‘deal with stakeholders in a professional 
manner’ (78% reported that this always or often applied to officials), 
‘committed to providing high quality services’ (71% always or often) and 
‘focused on achieving outcomes and objectives’ (64% always or often). 
More negative response was seen for ‘innovative and willing to take 
risks’ (28% reported that this rarely or never applied to officials), ‘work 
with you to engage citizens in public service design and delivery’  (19% 
rarely or never) and ‘involve you at the appropriate stage in the policy 
process’ (15% rarely or never). 

• Between 2006 and 2008, three factors recorded significant decline in 
the proportions reporting that they ‘always’ or ‘often’ applied to officials. 
These were ‘are focussed on achieving outcomes and objectives’ (64% 
in 2008 compared with 74% in 2006), ‘are committed to providing high 
quality services’ (71% in 2008 compared with 76% in 2006) and ‘respect 
the diverse views of others’ (57% in 2008 compared with 62% in 2006).   
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• When asked to do so, the majority of respondents reported something 
that they liked and something that they disliked about engaging with 
Assembly Government officials. Many of the likes were about personal 
relationships, citing characteristics such as ‘friendly’, ‘approachable’ and 
‘professional’ whereas dislikes tended to be about organisational issues, 
such as ‘too bureaucratic’. 

• When asked for suggestions for improvements in stakeholder 
engagement, the kinds of topics that emerged were around 
communications, bureaucracy and the level of consultation or 
collaboration.  

 
Drivers of Satisfaction 

• The key drivers of overall satisfaction with stakeholder engagement - 
in order of decreasing importance - were: 
Driver 
 

Satisfaction with stakeholder 
engagement increased as …. 

 

‘Engages actively’  
 

 

… the extent to which officials engaged 
actively with stakeholders increased 
 

‘Engages in a 
professional manner’ 
 

… the extent to which officials engaged 
with stakeholders in a professional manner 
increased 
 

‘Change in quality of 
stakeholder engagement 
over previous twelve months’ 
 

… perception of the relationship between 
official and stakeholder (over the previous 
twelve months) moved from ‘worse’ 
through ‘the same’ to ‘better’ 
 

‘Provides strategic 
direction’ 
 

… the extent to which officials provided 
strategic direction to stakeholders 
increased 
 

‘Are committed to 
delivering high quality 
outcomes’ 
 

… the extent to which officials were 
committed to delivering high quality 
outcomes increased 

‘Ease of engaging with 
officials’ 

… the extent to which stakeholders found it 
easy to engage with officials increased 

 

• Comparing the importance of the drivers2 with the Assembly 
Government’s performance3 (as reported by stakeholders), the key 
drivers were allocated to one of the following four ‘Action Areas’: 

 
Opportunity for Improvement 
The organisation is performing poorly on this aspect compared to the 
Benchmark4. It is also an area that has a high impact on Stakeholder 
Engagement. It is an area of concern and should be a focus for 
improvement. 

 
                                                           
2 Based on regression analysis – see paragraph 4.4. and 4.5 and Appendix F for details. 
3 Performance scores are the unweighted average positive percentages for the questions in each factor, or the 
positive performance for the single question – see Appendix F for details 
4 A performance benchmark of 60% was chosen to reflect that used on the Assembly Government Staff Survey.  
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Strength 
The organisation is performing strongly on this aspect. It is also an area 
that has a high impact on Stakeholder Engagement. It is a strength so 
promote it - keep doing what you’re doing! 

Area to Monitor 
The organisation is performing poorly on this aspect compared to the 
benchmark but this aspect has a relatively low impact on Stakeholder 
Engagement. Observe this area closely as this is your secondary focus for 
attention and has the potential to develop into an Opportunity for 
Improvement. 

Maintain and Support 
The organisation's performance is above the Benchmark but is still not 
performing as well as it could. However, it is an area that has a relatively 
low impact on Stakeholder Engagement. Firstly, work to maintain its 
current position then provide it with some support so that it can be 
improved. 
 
 

Key drivers of satisfaction with stakeholder engagement: comparison of Impact and 
Performance 

Base: All in contact with Assembly named department in last 12 months (1122)

are committed to 
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quality outcomes
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• The two factors that drive overall satisfaction the most strongly - ‘engages 
actively’ and ‘engages in a professional manner’ - both had performance 
scores slightly below our benchmark level of 60% (both 56%). Because 
these factors have a high impact on satisfaction with engagement and a 
lower than ideal performance, these factors are defined as ‘opportunities 
for improvement’.  
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• Assembly Government officials’ performance on ‘providing strategic 
direction’ is poor in relation to most other factors (38% positive score). 
However, it is less of a priority for improvement as it has a relatively low 
impact on satisfaction with engagement.  

 
• ‘Ease of engagement with Assembly Government officials’ (78%) and 

‘commitment to delivering high quality services’ (60%) recorded the 
highest performance scores. However, these factors have a relatively low 
impact on satisfaction with engagement and they are therefore defined as 
areas to ‘maintain and support’. 
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1. INTRODUCTION 
 

Background 
 
1.1 The Welsh Assembly Government (hereafter referred to as ‘Assembly 
Government’) works with a wide variety of stakeholders in policy development, 
implementation and delivery.  Providing stakeholders with an opportunity to feed 
back on their working relationship with the Assembly Government is an important 
way of identifying ways to improve stakeholder engagement.  
 
1.2 The first Assembly Government Stakeholder Survey was developed in 
2006 in a bid to provide a consistent framework for stakeholder feedback.  The 
survey provided a set of consistent measures of performance across departments 
that could be used as a benchmark to assess future performance. 
 
1.3 Following an evaluation of the 2006 Stakeholder survey it was decided 
that the survey should be undertaken on a biennial rather than an annual basis, to 
allow improvement measures to have time to bed in.  It was felt that a second 
survey without intermediate action would be misleading where stakeholders’ 
perceptions of the quality of the engagement may have improved simply by 
having been consulted or may have been damaged by the lack of subsequent 
action to improve engagement. 
 
1.4 Two years on, the Assembly Government commissioned Beaufort 
Research, an independent market and social research agency, to conduct a 
second survey. Interviewing took place between the 6th February and 7th March 
2008. 
 
 

Aims & Objectives 
 
1.5 The aims of the survey were: 

• to assess the performance of Assembly Government officials with regard to 
stakeholder engagement;  

• to provide an evidence base for improving the way the Assembly Government 
works with and involves its stakeholders; and 

• to compare, where possible, against the 2006 benchmark. 
 
 

1.6 The key objectives of the research were to: 

• develop and update the database of Assembly Government Stakeholders; 

• conduct an Assembly Government-wide survey of stakeholders; 

• produce findings that allow the Assembly Government to better understand 
stakeholder relationships and how they can be improved; 

• produce findings that can be used at departmental, not just corporate, level; 

• provide data that is comparable with the 2006 baseline findings; 

• explore changes over time (i.e. since 2006), including possible reasons for 
any changes; and 

• if possible, provide data that allows a comparison of performance against the 
Scottish Government5.  

                                                           
5 This objective could not be met given that the Scottish Government have not published an equivalent survey 
since 2005. 
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Research Methodology 
 
Stakeholder definition & sample universe 
 
1.7 For the purposes of comparability, the stakeholder definition developed for 
the 2006 survey was used for the 2008 survey. 
 
1.8 The stakeholder definition remained deliberately broad to ensure that the 
research was as inclusive as possible.  Specifically, the definition covers the 
following groups who engage with Assembly Government officials: 
 

• experts; 

• delivery partners; 

• single issue bodies/interest groups; 

• local authorities; 

• voluntary sector organisations; 

• private sector organisations; 

• academic institutions; 

• professional bodies; and 

• UK and international government departments. 
 
1.9 The stakeholder definition did not include Assembly Government 
Sponsored Bodies or the general public.  The Assembly Government has a 
separate programme of research to collect Citizens views and experiences of 
public services. 
 
 
Creating the sample frame 
 
1.10 As in 2006, to identify the sample for the 2008 survey, the Office of the 
Chief Social Research Officer (OCSRO) asked each department within the 
Assembly Government to provide a list of individuals it considered to be its 
stakeholders. 
 
1.11 There was no restriction on the number of individuals per stakeholder 
organisation who could be interviewed as the survey aims to collect the views of 
individual stakeholders rather than to obtain organisational or corporate 
perspectives. 
 
1.12 For each individual stakeholder, divisions were asked to provide full 
contact details including job title, organisation title, telephone number, e-mail 
address and postal address.  During the period in which the information was 
being collated, representatives from OCSRO liaised with divisions to encourage 
maximum response and to provide any additional guidance required. 
 
1.13 Having completed the data cleansing and de-duplication stages, the 
database contained a total of 4,716 eligible contacts. 
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 8 

Sampling 
 
1.14 In order to maximise the number of interviews achieved, the entire 
available sample was used for departments with relatively few stakeholders.  For 
departments with more than 500 stakeholders, a random selection of up to 500 
contacts was selected from the database.  Figure 1.1, below, summarises the 
available sample for each department, the number of individuals selected for 
interview and the final number of interviews achieved. 
 
Figure 1.1 Sampling & number of achieved interviews by department 
Department Available 

Sample
Sample 

Selected6 
Interviews 
Achieved

Children, Education, Lifelong Learning & Skills 770 500 188
Social Justice & Local Government 1,033 500 182
Rural Affairs & Heritage 920 500 173
Economy & Transport 724 500 166
Public Services & Performance 295 295 153
Public Health & Health Professions 313 313 134
Health & Social Services 352 352 119
Strategic Policy, Legislation & Communications 121 121 59
Human Resources 96 96 49
Environment, Sustainability & Housing 71 71 39
Corporate Information and Services 21 21 11
Finance 0 0 0
Legal Services 0 0 0
Total 4,716 3,269 1,273 

 
 
Questionnaire development 
 
1.15 Given the need to produce comparative data with 2006, many of the core 
questions remained the same for 2008. For more information on questionnaire 
design, including the development of the Critical Success factors, see the 2006 
Stakeholder Survey report7.  However, to ensure the questionnaire remained 
relevant, the questionnaire content was reviewed in collaboration with OCSRO 
and minor changes were made, for example to reflect the 2006 merger of some 
Assembly Government Sponsored Bodies (AGSBs) into the Welsh Assembly 
Government. 
 
1.16 Respondents who had been in contact with Assembly Government 
officials in the previous 12 months were asked questions about the following key 
areas (in questionnaire order): 
 

1) Welsh language ability; 

2) Respondent & organisational profile information; 

3) Nature of relationship with the Assembly Government (e.g. whether the 
stakeholder organisation was funded by the Assembly Government); 

4) Potential improvements to stakeholder relationships; 

5) Overall satisfaction with engagement with officials; 

                                                           
6 Some sample was unused due to the target number of interviews for the department being reached. 
7 Available at:  
http://new.wales.gov.uk/docrepos/40382/40382313/293077/1266940/StakeholderEng?lang=en or 
http://new.wales.gov.uk/docrepos/40382/40382313/293077/1266940/StakeholderCym?lang=en. 
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6) Perceptions of engagement with officials; 

7) Contact methods & ease of contact; 

8) Level of contact with officials; 

9) Stakeholder engagement performance ratings for departmental officials on 
‘critical success factors’. 

 
1.17 Respondents who had not been in contact with Assembly Government 
officials in the previous 12 months completed a shorter interview. The shorter 
questionnaire did not ask about experience and satisfaction with engagement 
and, instead, included questions about the following key areas (in questionnaire 
order):  
 
 

1) Welsh language ability; 

2) Level of contact with officials; 

3) Reasons for lack of contact; 

4) Whether individual had been approached by Assembly Government 
officials for any reason in the previous 12 months; 

5) Whether the individual would like more/less contact with Assembly 
Government officials; 

6) Potential improvements to stakeholder relationships; 

7) Respondent & organisational profile information. 
 
1.18 The same key topics were asked in 2006. For more detailed information 
about changes to the 2008 questionnaire, see Appendix E. 
 
Survey method 
 
1.19 As in 2006, a mixed mode approach was developed for the 2008 survey 
so that respondents could choose the approach that was most convenient to 
them.  The respondent could choose an interviewer-administered telephone 
interview or a self-completion online interview. 
 
1.20 The online and telephone questionnaires were offered in Welsh and 
English. 
 
1.21 On average, the questionnaire took 18 minutes to administer over the 
telephone. 
 
Sample Profile 
 
1.22 The 2008 sample profile is largely similar to the 2006 sample profile.  This 
section provides an overview of some of the key sample characteristics, making 
comparison with 2006 where possible.  Further information on 2008 sample 
profile characteristics can be found in Appendix G. 
 
1.23 As can be seen in Figure 1.2, almost one out of every three respondents 
were from Local Authorities and approximately one out of every ten were from 
each of the NHS, charities or the private sector.  Although broadly similar to 2006, 
the 2008 sample contains slightly fewer respondents from NHS bodies and 
slightly more respondents from the private sector. 
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Figure 1.2 Proportion of respondents by organisation type 

Organisation Type 
2006

%
2008 

% 
Local Authority (Council) 28 29 
National Health Service body (NHS) 17 11 
Registered charity 14 13 
Private sector company / business 6 10 
Academic institution 7 8 
Voluntary group 11 7 
Other public sector body 5 6 
Central government department 2 5 
Public/private sector partnership 5 4 
Interest group 4 4 
Government agency 3 2 
Employee representative body 2 2 
Other 9 10 
Total 100 100 

 
 
1.24 Consistent with 2006, one third of respondents (33%) were from 
organisations with 50 or fewer employees and approaching half (48%) were from 
larger organisations employing more than 500 people (see Figure 1.3, below). 
 
Figure 1.3 Proportion of respondents by number  
of employees in stakeholder organisation 
Employees 2006 

% 
2008

%
10 or less 16 17
11 to 20 7 6
21 to 50 11 10
51 to 100 7 8
101 to 500 11 9
500+ 47 48
Don't know 2 3
Total 100 100

 
 
1.25 Most respondents reported that their organisation had a variety of 
relationships with the Assembly Government.  When asked which of a series of 
statements best described their organisation’s relationship with the Assembly 
Government, on average, respondents chose three of the options (see Figure 1.4, 
overleaf).  Two thirds of respondents (66%) reported that their organisation 
shared information or knowledge with the Assembly Government.  Many 
stakeholders (55%) also delivered services either independently from the 
Assembly Government, in partnership (47%), on behalf of the Assembly 
Government (45%) or to the Assembly Government (21%).  One third of 
respondents (33%) were involved in campaigns or lobbied on specific issues and 
one third of respondents (33%) acted in an advisory or consultancy role to the 
Assembly Government.  Around one fifth of respondents (21%) provided advice 
or consultancy on behalf of the Assembly Government.  A new category for the 
2008 survey was ‘receives services’; this applied to more than one fifth of the 
sample (22%). 
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Figure 1.4 Relationship between respondent’s organisation and Assembly Government 
Nature of Relationship 2006 

% 
2008

%
Sharing information or knowledge with the Assembly Government 57 66
Delivers services independently from the Assembly Government 41 50
Delivers services in partnership with the Assembly Government 52 47
Delivers services on behalf of the Assembly Government 46 45
Campaigns or lobbies on specific issues 32 33
Advisory or consultancy role to the Assembly Government 32 33
Receives services na 22
Delivers services to the Assembly Government 16 21
Advisory or consultancy role on behalf of the Assembly Government 15 21
Other 5 3
None of these 1 3
Don't know 1 1

* Figures sum to more than 100% because respondents could give more than one answer. 
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2. WORKING WITH WELSH ASSEMBLY 
GOVERNMENT OFFICIALS 

 
2.1 Overall, almost 9 out of every 10 respondents (89%) reported that they 
had been in contact with Assembly Government officials in the previous 12 
months. This section examines the type and nature of contact with Assembly 
Government officials. Findings for stakeholders who reported that they had not 
had contact with the Assembly Government in the previous 12 months are 
reported separately in Appendix D. 
 
 
  Key Findings 

• Over one third of stakeholders (35%) had most often been in contact 
with more than one Assembly Government department. 

• The most widely used methods for interacting with Assembly 
Government officials were e-mail (87%), telephone (73%) and face to 
face (72%). 

• When asked their preferred method for interacting with Assembly 
Government officials, the greatest proportions of stakeholders 
preferred face to face (68%), e-mail (62%) and telephone (47%). 

• A total of 8% of stakeholders preferred to engage with Welsh 
Assembly Government officials in Welsh. Just over one quarter of 
stakeholders (28%) reported that they were rarely or never able to 
engage with Welsh Assembly Government Officials in Welsh.  

• Nearly 8 out of 10 stakeholders (78%) rated engagement with officials 
as very or fairly easy. 

• The majority of respondents (66%) reported that it was either ‘fairly or 
very easy’ to obtain information about the Welsh Assembly 
Government. However, just over one quarter of respondents (27%) 
reported that it was either ‘fairly or very difficult’ to obtain information 
about the Welsh Assembly Government. 

 
Contact with Departments 
 
2.2 The proportion of Assembly Government stakeholders in contact with 
each department will to a certain extent reflect the size of the department, the 
completeness of the stakeholder contact details provided for the survey and the 
subsequent sample profile as detailed in Section 1. In the 2008 sample, the 
department of Children, Education Lifelong Learning and Skills had the greatest 
proportion of stakeholders (30%) followed by Health and Social Services (24%) 
and Economy and Transport (21%). 
 
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 13 

Figure 2.1 Proportion of stakeholders by Assembly Government department: 2008  
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Q: Which Welsh Assembly Government department(s) have you been in contact 
with most often over the last 12 months?

 
 
 
2.3 Whilst the majority of stakeholders (62%) were most often in contact with 
a single department, over one third (35%) were most often in contact with several 
departments. Overall, 17% of respondents reported that they were most often in 
contact with two departments and 18% of respondents reported that they were 
most often in contact with three or more departments. The highest levels of cross 
over between departments were as follows: 
 

• A total of 52% of stakeholders who were in contact with Public Health & 
Health Professions were also in contact with Health & Social Services. 

• A total of 42% of stakeholders who were in contact with Environment, 
Sustainability & Housing were also in contact with Economy and 
Transport. 

• A total of 42% of stakeholders who were in contact with Public Services 
& Performance were also in contact with Social Justice and Local 
Government. 

• A total of 42% of stakeholders who were in contact with Social Justice 
and Local Government were also in contact with Health and Social 
Services. 

• A total of 40% of stakeholders who were in contact with Social Justice 
and Local Government were also in contact with Children, Education, 
Lifelong Learning and Skills. 

 
2.4 In terms of frequency of contact with Assembly Government officials, this 
was split fairly evenly between those who were in at least weekly contact (31%), 
those who engaged on a monthly basis (36%) and those who only engaged with 
officials four times or less per year (32%).  Compared with other stakeholders, a 
significantly higher proportion of stakeholders from academic institutions had 
weekly contact with the Assembly Government (46% of academic respondents). 
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Methods of Interaction 
 
2.5 As shown in Figure 2.2, below, the method used to interact with 
Assembly Government officials by more stakeholders than any other was e-mail 
(87% of stakeholders). Around three-quarters interacted via telephone (73%) and 
face to face meetings (72%). Compared with 2006, there were increases in usage 
of all methods of interaction with the exception of letters, which remained the 
same (40%). The ranking of methods was relatively consistent across the 2006 
and 2008 surveys, although ‘reports, proposals or other written documents’ and 
‘conferences or events’ had overtaken ‘letters’. 
 
Figure 2.2 Methods used for interacting with Assembly Government officials – 2006 
compared with 2008 
Method of interaction 2006   

% 
2008 

% 

E-mail 82 87 
Telephone conversations 68 73 
Face to face to meetings 67 72 
Reports, Proposals or Other written documents 34 47 
Conferences or events 34 43 
Letters 40 40 

Base: All in contact with Assembly Government in last 12 months      (1139) (1068) 

 
2.6 When considering preferred methods of contact, the same top three 
methods were cited as those used, although in a different order. ‘Face to face 
meetings’ were preferred by 68% of stakeholders, e-mail by 62% and telephone 
by 47%. This difference in ranking of preferred method compared with method 
used may suggest that there is greater demand for ‘face to face meetings’.  For 
‘face to face meetings’, a significantly higher proportion of respondents from non 
public sector organisations (76%) preferred this method of interaction compared 
with those from public sector organisations (63%). 
 
Figure 2.3 Methods of interaction: used compared with preferred  
Q: What are the main methods you use to interact with Welsh Assembly Government officials?

What methods would you prefer to use to interact with Welsh Assembly Government officials?
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Preferred Language 
 
2.7 The majority of stakeholders preferred language of communication with 
Assembly Government officials was English (87%). However, 8% stated that if it 
were available their preferred language of communication would be Welsh. The 
remainder wanted either both / mix of both (3%) or had no preference (1%). 
 
2.8 Those for whom Welsh was the preferred language of communication 
(91 respondents8) were asked how often they were able to use their preferred 
language. The experience of stakeholders on this varied with 29 respondents 
reporting that they could ‘always or often’ communicate in Welsh, 33 ‘sometimes’ 
and 28 ‘rarely or never’. This may reflect the varying ability of Assembly 
Government officials to communicate in Welsh. 
 
Figure 2.4 Preferred language of communication and ability to engage in Welsh  

87

8

3

1

English 

Welsh

Both / mix of both

No preference

Base: All in contact with Assembly in last 12 months (1139) Base: All whose preferred language is Welsh (91)

%

Q: If there were a choice in what language would you prefer to communicate with Welsh Assembly    
Government officials

How often are you able to use your language of choice when communication with officials in the 
Welsh Assembly Government?

Able to use it?
Always 9%

Often 23%

Sometimes 36%

Rarely 27%

Never 3%

 
 
 

                                                           
8 Actual number of respondents reported as sample size is relatively small 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 16 

Ease of Engagement and Obtaining Information 
 
2.9 Nearly 8 out of every 10 stakeholders (78%) reported that, in general, it 
is easy to engage with Assembly Government officials (52% ‘fairly easy’; 26% 
‘very easy’). With 5% having no opinion, this leaves 17% of stakeholders who 
reported engagement was difficult (14% ‘fairly difficult’, 3% ‘very difficult’) – see 
Figure 2.5, below. 
 
Figure 2.5  Ease of engaging with Welsh Assembly Government officials 

14%

5%

52%

26%

3%

Very Easy

Fairly Easy

No opinion

Fairly Difficult

Very Difficult

Base: All in contact with Assembly in last 12 months (1139)

Q: In general, how easy or difficult is it to engage with Welsh Assembly Government officials?

 
 
2.10 A significantly higher proportion of stakeholders who reported being in 
contact with Assembly Government officials on less than a monthly basis rated 
engagement as difficult (21%) compared with those who reported being in more 
frequent contact  (16%) – see Figure 2.6, below. However, it is not possible to 
identify cause and effect. For example, those in contact less frequently may be 
less familiar with the procedures for engagement or a less positive engagement 
experience may mean stakeholders contact the Assembly Government less 
often. 
 
Figure 2.6 ‘In general, how difficult or easy is it to engage with Welsh Assembly 
Government officials’ by frequency of contact with officials 
Frequency of contact with Assembly 
Government officials 

Easy 
% 

Difficult
% Base 

Daily or weekly 79 16 633 

Monthly 83 15 272 

Less than monthly 73 21 91 

Base: All in contact with Assembly Government in last 12 months  

 
2.11 There was no significant difference in ease of engagement between those 
whose preferred language of communication was English and those whose 
preferred language was Welsh (78% and 77% respectively reported engagement 
as ‘easy’). 
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2.12 There were no major differences in ease of engagement between 
departments. As Figure 2.7 (below) shows, at least 70% of stakeholders in 
contact with each department reported a positive rating (‘very’ or ‘fairly easy’) for 
ease of engagement with Assembly Government officials.  A significantly greater 
proportion of respondents in contact with the Human Resources department said 
it was easy to engage with Assembly Government officials (91%). 
  
Figure 2.7 Ease of engagement with Assembly Government officials by department 
Department Easy   

% 
Difficult 

% 
Base 

Human Resources 91 9 53 

Public Health & Health Professions 84 14 148 

Environment, Sustainability & Housing 82 16 191 

Social Justice & Local Government 82 15 164 

Public Services & Performance 78 18 125 

Department of First Minister 78 18 55 

Health & Social Services 78 19 278 
Children, Education, Lifelong Learning & 
Skills 76 19 340 

Economy & Transport 75 21 239 

Finance 75 21 96 

Rural Affairs 70 24 94 
Base: All in contact with Assembly Government in last 12 months   

 
2.13 Ease of engagement varied significantly by organisation type (see Figure 
2.8, below). Greater proportions of stakeholders from the private sector or from 
public-private partnerships had difficulty engaging with officials (26%). For all 
organisation types, the majority of stakeholders reported that it was easy to 
engage with officials (see Figure 2.8, below). 
 
Figure 2.8 How difficult or easy it is to engage with Assembly Government officials – By 
Organisation type 
Organisation type: Easy   

% 
Difficult 

% 
Base 

  
Public sector 80 16 633 

Third sector 80 16 272 

Academic institution 79 16 91 

Other 77 17 75 

Private sector / public private partnership 69 26 170 

Base: All in contact with Assembly Government in last 12 months   
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2.14 Two-thirds of stakeholders (66%) reported that it was easy to obtain 
information about the Welsh Assembly Government (47% ‘fairly easy’; 19% ‘very 
easy’). Over a quarter of respondents (27%), however, stated that it was difficult 
to obtain information. 
 
Figure 2.9 Ease of obtaining information about Welsh Assembly Government 

22%

5%
19%

47%

7%

Very Easy

Fairly Easy

No opinion

Fairly Difficult

Very Difficult

Base: All in contact with Assembly in last 12 months (1139)

Q: In general, how easy or difficult is it to obtain information about the Welsh Assembly 
Government?

 
 
2.15 A higher proportion of stakeholders who had more frequent contact 
(weekly or more often) with Assembly Government officials reported difficulty in 
obtaining information about the Assembly Government (35% ‘very’ or ‘fairly 
difficult’) compared with those who were only in contact on a monthly basis or 
less (24% ‘very’ or ‘fairly difficult’). This may reflect the fact that those in more 
frequent contact have greater information requirements. 
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3. PERCEPTIONS OF WELSH ASSEMBLY 
GOVERNMENT OFFICIALS 
 
3.1 This section examines respondents’ general perceptions of Assembly 
Government officials including their overall satisfaction with the way Assembly 
Government officials engage with organisations. 
 
  Key Findings 
 

• Nearly 7 out of every 10 stakeholders (68%) were satisfied with their 
engagement with Assembly Government officials. Only 13% expressed 
dissatisfaction whilst a further 16% reported that they were neither 
satisfied nor dissatisfied with stakeholder engagement. These results 
were broadly similar to the 2006 survey. 

 
• A significantly lower proportion of stakeholders in contact with the 

departments of the First Minister (53%), Economy and Transport (60%) 
and Children, Education, Lifelong Learning and Skills (62%) were 
satisfied with stakeholder engagement compared with the average. This 
may reflect the fact that two of these departments contain new 
stakeholders following the absorption of some AGSBs and that these 
stakeholders are undergoing a ‘bedding in’ process with new individuals 
and / or new procedures. 

• A significantly lower proportion of stakeholders who held senior 
positions within their organisation were satisfied with stakeholder 
engagement compared with their more junior counterparts. 

• Overall, 28% of stakeholders reported an improvement in Assembly 
Government stakeholder engagement in the previous 12 months while 
15% of stakeholders reported a deterioration. However, this finding is 
not as positive as that for 2006, when 31% reported an improvement 
and 7% reported a deterioration.  

• A number of statements were presented to stakeholders which could be 
used to describe an organisation. Respondents were asked to rate 
Welsh Assembly Government officials against the statements. In 
general, greater proportions of stakeholders gave officials favourable 
ratings than negative ratings. The only exception to this was ‘are joined 
up’ (19% agreed and 57% disagreed that this applied to Assembly 
Government officials). 

• When asked how frequently Assembly Government officials displayed 
different aspects of performance, stakeholders were most positive about 
‘deal with stakeholders in a professional manner’ (78% reported that this 
always or often applied to officials), ‘committed to providing high quality 
services’ (71% always or often) and ‘focused on achieving outcomes 
and objectives’ (64% always or often). More negative response was 
seen for ‘innovative and willing to take risks’ (28% reported that this 
rarely or never applied to officials), ‘work with you to engage citizens in 
public service design and delivery’ (19% rarely or never).and ‘involve 
you at the appropriate stage in the policy process’ (15% rarely or never). 
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• Between 2006 and 2008, three factors recorded significant decline in 
the proportions reporting that they ‘always’ or ‘often’ applied to officials. 
These were ‘are focussed on achieving outcomes and objectives’ (64% 
in 2008 compared with 74% in 2006), ‘are committed to providing high 
quality services’ (71% in 2008 compared with 76% in 2006) and ‘respect 
the diverse views of others’ (57% in 2008 compared with 62% in 2006).     

• When asked to do so, the majority of respondents reported something 
that they liked and something that they disliked about engaging with 
Assembly Government officials. Many of the likes were about personal 
relationships, citing characteristics such as ‘friendly’, ‘approachable’ and 
‘professional’ whereas dislikes were about organisational issues about 
systems or procedures that were ‘too bureaucratic.’  

• When asked for suggestions for improvements in stakeholder 
engagement, the kinds of topics that emerged were around 
communications, bureaucracy and the level of consultation or 
collaboration.  

 
 
 
Satisfaction with Stakeholder Engagement 
 
3.2 As Figure 3.1 shows, nearly seven out of ten (68%) stakeholders 
reported that they were satisfied with the way in which Assembly Government 
officials had worked with and involved other organisations in the previous 12 
months (hereafter ‘stakeholder engagement’). Only 13% expressed 
dissatisfaction and a further 16% reported that they were neither satisfied nor 
dissatisfied with stakeholder engagement. The findings in 2008 were broadly in 
line with those from the 2006 survey.  
 
Figure 3.1 Satisfaction with Stakeholder Engagement 

10 10

15 16

49 45

22 24

32

Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Base: All in contact with Assembly in previous 12 months (2006:1068 2008:1139)

Q: In the last 12 months, how satisfied or dissatisfied have you been with the way in which 
Welsh Assembly Government officials have worked with and involved other organisations?

%

2006 2008
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3.3 There was significant variation in satisfaction with engagement by 
department (see Figure 3.2, below). A significantly lower proportion than average 
of stakeholders in contact with the Department of First Minister (53%), Economy 
and Transport (60%), and Children, Education, Lifelong Learning and Skills (62%) 
reported that they were satisfied with stakeholder engagement. Two of these 
departments may contain a relatively greater proportion of stakeholders who are 
relatively new to the Assembly Government, having previously held relationships 
with ELWa or the WDA prior to the merger. The lower satisfaction scores among 
stakeholders in contact with these departments may reflect a ‘bedding in’ process 
with new individuals and / or new procedures.   
 
Figure 3.2 Satisfaction stakeholder engagement by department 
Department Satisfied 

% 
Dissatisfied 

% 
Base 

Public Health & Health Professions 74 9 148 

Human Resources 74 11 53 

Public Services & Performance 70 13 125 

Rural Affairs 69 12 94 

Social Justice & Local Government 67 11 164 

Health & Social Services 67 14 278 

Environment, Sustainability & Housing 62 12 191 

Children, Education, Lifelong Learning & Skills 62 15 340 

Economy & Transport 60 18 239 

Finance 60 22 96 

Department of First Minister 53 18 55 
Base: All in contact with Assembly Government in last 12 months   

 
3.4 Comparing department performance between 2006 and 2008 is difficult 
given the structural changes between the surveys. However, the opinion of those 
stakeholders most often in contact with Health and Social Services now sits very 
close to the average position whereas in 2006, those in contact most often with 
the Health and Social Care Department gave the lowest ratings.  
 
3.5  Two-thirds or more stakeholders at all levels of seniority within their 
organisation were satisfied with stakeholder engagement. However, for those 
respondents who held senior positions within their organisation, the proportion 
who were satisfied was significantly lower than that for more junior counterparts. 
 
Figure 3.3 Satisfaction with stakeholder engagement by respondent seniority  
Level of seniority of respondent9 Satisfied 

% 
Dissatisfied 

% 
Base 

High 65 16 569 

Medium 72 10 345 

Low 71 9 204 
Base: All in contact with Assembly Government in previous 12 months   

 
 
Improvement in Previous 12 months 
 
3.6 As Figure 3.4 overleaf shows, nearly 3 in 10 stakeholders (28%) reported 
that there had been improvement in the way Assembly Government officials work 
with and involve other organisations whilst 15% reported that there had been a 
deterioration. The remainder thought that there had been no change (49%) or did 
not have an opinion.  
                                                           
9 Respondents have been grouped into levels of seniority within their organisation on the basis of job title. Full 
details of this can be found in Appendix G, Figure G3b 
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3.7 While more stakeholders reported an improvement rather than a 
deterioration over the previous 12 months, results were not as favourable as in 
2006. In the benchmark survey of 2006, 31% of stakeholders reported an 
improvement and 7% reported a deterioration.  
 
Figure 3.4 Reported change in stakeholder engagement over previous 12 months  

6 8
6
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56
49

25 23
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3
1

Much better

Bit better

Stayed same

Bit worse

Much worse

DK

Base: All in contact with Assembly in previous 12 months (2008:1139, 2006:1068)

Q: In the last 12 months, do you think the way in which Welsh Assembly Government officials 
have worked with and involved other organisations has got better, worse or stayed the same?

%

2006 2008

 
 
3.8 Significantly less positive results were recorded for stakeholders in 
contact most often with the Department of Economy & Transport (20% of 
stakeholders reported an improvement 29% reported a deterioration), Finance 
Department (27% of stakeholders reported an improvement and 26% reported a 
deterioration), Department for Children, Education and Lifelong (30% reported an 
improvement and 22% a deterioration). 
 
3.9 Stakeholders from the private sector also had significantly less positive 
views on perceptions of change in the previous 12 months. A quarter (25%) 
reported an improvement in the way Assembly Government officials work with 
and involve other organisations and over a quarter (27%) reported a deterioration. 
 
 
Perceptions of Assembly Government officials 
 
3.10 A number of statements were presented to stakeholders which could be 
used to describe organisation personnel. Respondents were asked whether they 
agreed or disagreed that the statements fitted with their impression of Welsh 
Assembly Government officials. 
 
3.11 As can be seen from Figure 3.5, more stakeholders gave positive rather 
than negative views10 for each of the statements. The only exception to this was 
when respondents were asked whether agreed or disagreed that Assembly 
Government officials were ‘joined up’ (19% of stakeholders reported that they 
agreed this applied to officials compared with 57% of stakeholders who reported 
that the disagreed). 
                                                           
10 Positive view is agreeing with a positive statement or disagreeing with a negative one. A negative view is 
disagreeing with a positive statement or agreeing with a negative one 
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3.12 The most positive response from stakeholders was recorded on the 
statements ‘are remote and impersonal’ (65% disagreed, 19% agreed) ‘listen to 
others’ (58% agreed, 20% disagreed), ‘engage proactively with stakeholders’ 
(54% agreed, 22% disagreed), ‘are focussed on delivery’ (54% agreed, 24% 
disagreed) and ‘are out of touch’ (54% disagreed, 23% agreed). 
 
3.13 On all statements, however, at least a fifth of respondents responded 
negatively – i.e. disagreed with a positive statement or agreed with negative one. 
The following represent the statements for which stakeholders recorded the 
highest levels of negative response when rating Assembly Government officials: 
 

• ‘Are joined up’ (57% disagreed this applied to Assembly Government 
officials). 

• ‘Are unclear about priorities’ (35% agreed). 

• ‘Understand my organisation’ (29% disagreed). 

• ‘Are reluctant to innovate’ (28% agreed). 

• ‘Lacks effective leadership’ (27% agreed). 

 
Figure 3.5 Impressions of Welsh Assembly Government officials 

Base: All in contact with Assembly in last 12 months (2008:1139, 2006:1068)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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3.14 Direct comparison with 2006 is not possible as the scale for this question 
changed from a two-point Yes / No scale to a five-point Agree/Disagree scale.  
Some of the statements also changed to reflect the Assembly Government’s 
changing priorities. Nevertheless, it was possible to compare the positioning of 
statements that were included in both surveys in terms of the proportion of 
stakeholders providing positive11 ratings (see Figure 3.6, overleaf). The factors 
that were rated most favourably in 2006 (e.g. disagreement with ‘remote and 

                                                           
11 i.e. Yes/Agreeing with a positive statement or No/Disagreeing with a negative statement  
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 24 

impersonal’, agreement with ‘listen to others’) continue to receive the most 
favourable ratings in 2008 and vice versa. Indeed, the positioning of statements in 
2008 exactly matches that of 2006.  
 
Figure 3.6 Impressions of Welsh Assembly Government officials. Positioning of 
statements: 2006 compared with 2008 

Statement 
2006 

positioning 
2008 

positioning 

Remote and impersonal 1 1 
Listen to others 2 2 
Out of touch 3 3 
Focussed on delivery 4 4 
Understand my organisation 5 5 
Are reluctant to innovate 6 6 
Are unclear about priorities 7 7 
Are joined up 8 8 

Base: All in contact with Assembly Government in last 12 months (2006:1068, 2008:1139)  
 
 

Critical Success Factors 
 
3.15 In order to further measure different aspects of performance in relation to 
stakeholder engagement, respondents were asked to rate how often Assembly 
Government officials displayed a series of different attitudes and behaviours 
regarded by the Assembly Government as critical to successful stakeholder 
engagement (hereafter ‘critical success factors’). Respondents were asked to 
base their responses on their experience of officials in a particular department. 
Those respondents who were in regular contact with more than one department 
were asked to select a department about whose officials they wished to answer. If 
no preference was expressed, a department was selected randomly from the 
departments with which the respondent reported being in contact. Respondents 
who were in regular contact with more than one department were given the 
opportunity to repeat these questions for up to three departments. A total of 
fourteen respondents chose to do provide answer for more than one department. 
 
3.16 Whilst data was collected at the departmental level, findings for the 
Critical Success Factors are not, in the main, reported at departmental level due 
to small sample sizes. Responses relating to all departments are aggregated to 
provide an overview of perceptions of Assembly Government officials across the 
organisation. Differences by department are commented on where sample size 
allows and they are statistically significant.  
 
3.17 Areas where respondents reported the most positive performance (see 
Figure 3.7, overleaf) were: 
 

• ‘Deal with stakeholders in a professional manner’ (78% reported that 
this ‘always or often’ applied to officials). 

• ‘Committed to providing high quality services’ (71% ‘always or often’). 

• ‘Focused on achieving outcomes and objectives’ (64% ‘always or 
often’). 

• ‘Impartial in dealing with organisations’ (61% ‘always or often’). 

• ‘Provide accurate and reliable information’ (61% ‘always or often’). 
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3.18 Areas where respondents reported the least positive were: 
 

• ‘Innovative and willing to take risks’ (28% reported that this ‘rarely or 
never’ applied to officials). 

• ‘Work with you to engage citizens in public service design and delivery’ 
(19% ‘rarely or never’).  

• ‘Involve you at the appropriate stage in the policy process’ (15% rarely 
or never’). 

Figure 3.7 Critical Success Factor Performance (aggregated data across all departments) 
Critical Success Factor 
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 % % % % %
They deal with stakeholders in a professional manner 41 37 15 2 0
They are committed to providing high quality services 32 39 19 2 0
They are focused on achieving outcomes and objectives 28 36 24 4 1
They are impartial in dealing with organisations 27 34 21 5 1
They are committed to continuous improvement 25 34 26 3 0
They respect the diverse views of others 25 32 28 5 0
They make it clear who is accountable for outcomes 22 28 30 11 2
They provide accurate and reliable information 21 40 30 4 1
They work in partnership to deliver workable solutions 17 34 35 8 1
They understand what you are trying to achieve 17 33 37 8 2
They openly share information 16 30 39 9 1
They involve you at an appropriate stage in the policy process 14 28 38 12 3
They work with you to engage citizens in public service design and delivery 11 24 32 14 5
They are innovative and willing to take risks 6 17 39 22 6
Base : All who answered questions about any department (1,121)      
 
 
3.19 Stakeholders who were in contact with Public Health and Health 
Professions Department reported the most positive results. Compared with the 
average score, a significantly higher proportion of those who in contact with 
Public Health and Health Professions Department reported that the following 
factors ‘always’ or ‘often’ applied to officials in this department: 
 

• ‘Deal with stakeholders in a professional manner’ (88% reported that 
this ‘always or often’ applied to officials in Public Health and Health 
Professions compared with an average of 78% across all departments). 

• ‘Committed to providing high quality services’ (82% compared with 
71%). 

• ‘Committed to continuous improvement’ (79% compared with 59%). 

• ‘Focussed on achieving outcomes and objectives’ (81% compared with 
64%). 

• ‘Provide accurate and reliable information’ (82% compared with 61%). 
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• ‘Make it clear who is accountable for outcomes’ (67% compared with 
50%). 

• ‘Work in partnership to deliver workable solutions’ (72% compared with 
51%). 

• ‘Openly share information’ (58% compared with 46%). 

• ‘Involve you at the appropriate stage in the policy process’ (55% 
compared with 42%). 

• ‘Work with you to engage citizens in public service design and delivery’ 
(52% compared with 35%). 

• ‘Innovative and willing to take risks’ (36% compared with 23%). 

3.20 Compared with the average score, a significantly lower proportion of 
stakeholders who were in contact with Economy and Transport reported the most 
positive ratings of ‘always’ and ‘often’ on four of the critical success factors. These 
were: 
 

• ‘Committed to providing high quality services’ (60% reported that this 
always / often applied to officials in Economy and Transport compared 
with an average of 71%). 

• ‘Committed to continuous improvement’ (45% compared with 59%). 

• ‘Openly share information’ (35% compared with 46%). 

• ‘Innovative and willing to take risks’ (13% compared with 23%). 

3.21 A significantly lower proportion of respondents reported that officials in 
Environment, Sustainability and Housing were ‘always’ or ‘often’ ‘focussed on 
achieving outcomes and objectives’ than the average across all departments 
(50% compared with 64% overall). A significantly lower proportion of respondents 
reported that officials in the Department of Children, Education, Lifelong Learning 
and Skills ‘always’ or ‘often’ ‘understand what you are trying to achieve’ (40% 
compared with 50% overall). Further detail on critical success factor findings by 
department can be found in Appendix B. 
 
3.22 Critical success factors also formed a key part of the questionnaire in the 
benchmark survey in 2006. Many of these factors were repeated in the 2008 
survey and thus provide an opportunity for comparison. Figure 3.8, below, shows 
results at the aggregated, all-department level, showing the proportion of 
stakeholders reporting that officials ‘always’ or ‘often’ display each characteristic. 
For the majority of critical success factors, there was little difference in the 
proportions rating officials as ‘always’ or ‘often’ displaying each characteristic 
between 2006 and 2008. However, there were three factors where performance 
in 2008 was significantly lower than in 2006. A significantly lower proportion of 
stakeholders in 2008 reported that officials were ‘always’ or ‘often’ ‘focussed on 
achieving outcomes and objectives’ (64% in 2008 compared with 74% in 2006), 
‘are committed to providing high quality services’ (71% in 2008 compared with 
76% in 2006) and ‘respect the diverse views of others (57% in 2008 compared 
with 62% in 2006).  
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Figure 3.8 Critical Success Factor Performance (aggregated data across all departments): 
2006 compared with 2008 
Critical Success Factor 2006: 

Always / 
Often 

2008: 
Always / 

Often
 % %
They deal with stakeholders in a professional manner 81 78
They are committed to providing high quality services 76 71
They are focused on achieving outcomes and objectives 74 64
They are impartial in dealing with organisations 63 61
They provide accurate and reliable information 60 61
They are committed to continuous improvement na 59
They respect the diverse views of others 62 57
They work in partnership to deliver workable solutions 53 51
They make it clear who is accountable for outcomes 51 50
They understand what you are trying to achieve 51 50
They openly share information 44 46
They involve you at an appropriate stage in the policy process 42 42
They work with you to engage citizens in public service design and delivery na 35
They are innovative and willing to take risks 22 23
Base : All who answered questions about any department (1,039) (1,121) 
 
 
Likes and Dislikes 
 
3.23 All stakeholders were asked what they liked and what they disliked about 
working with officials in the Welsh Assembly Government. This was captured in 
the form of verbatim answers so that respondents could give their opinion in their 
own words. In total, 81% of respondents reported something they liked about 
working with Assembly Government officials and a very similar number (83%) 
reported something they disliked.  
 
3.24  As would be expected of a question of this nature responses were wide 
ranging. However, in general, the aspects that stakeholders liked tended to relate 
to individual relationships or individual behaviour. The following key themes 
emerged (quotes follow each key theme, providing a flavour of some of the 
responses). 
 

• Many comments related to the approachability and friendliness of 
officials and that this attitude leads to an honest and open working 
relationship 

Friendly, become good colleagues, easier to know that you can 
ask someone a simple question without being put down.  They 
respect your views. 

On a personal basis they are generally friendly people. 

They are approachable and not distant in the way they operate. 

Generally I have a good working relationship where we are able 
to discuss things openly, views can be expressed without either 
side taking offence and usually a balanced decision will be 
achieved. 
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• Further comments about the general positive approach of officials were 
recorded in terms of helpfulness and professionalism. This was often 
mentioned in relation to enthusiasm and commitment shown by officials 
and the desire to achieve results. 

Most of the staff are very conscientious, enthusiastic and helpful. 

I think in general they are professional and have integrity; they 
might not be able to help as much as you like, but try their best 
and are willing to help. 

The shared passion for improving the quality of people's lives by 
improving health and well-being across all sectors of society. 

There are some highly committed individuals working in a 
constantly changing environment. Despite facing possible job 
losses over the past couple of years they have remained 
focussed on what they're trying to achieve. 

• The accessibility and availability of officials was another commonly 
mentioned ‘like’ about working with officials. The fact that  it was easy to 
get in touch, that contact was regular and that face to face contact was 
possible were all mentioned in relation to this issue. There were also a 
number of remarks that commented on the benefit regional offices and 
also that accessibility was perceived as being better than in other 
countries. 

I think they are very easily contactable - accessible, they do 
behave professionally, they are generally committed to finding 
solutions, they are personable and you can establish good 
relationships with them. 

Regular contact with the same officials means they develop a 
good understanding of our organisation. 

It's easy to pick up the phone and talk to them; they're not remote 
figures in that sense. 

The biggest benefit is the much improved accessibility of 
departments and officials. 

Its a revelation in comparison the old Welsh Office system. For 
example, they would ask for meetings but you'd end up travelling 
to Whitehall. Now there's far more interaction. 

The fact that they have regional offices, we know most of them 
personally. 

Because its a small country you are dealing with fewer people 
and departments than in England. 
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• There were frequent mentions that Assembly Government officials were 
prepared to listen to others and were open to suggestions and ideas 
from other organisations. For some this manifested itself into a very 
positive collaborative working relationship. 

The fact that they are open and approachable and recognise the 
partnership. 

Generally I have a good working relationship where we are able 
to discuss things openly, views can be expressed without either 
side taking offence and usually a balanced decision will be 
achieved. 

Openness to engagement in policy discussions and partnership 
approach to policy development. 

They have been prepared to listen and learn from us, it’s not 
been a one way thing. 

In general they have a highly collaborative approach to policy 
development and delivery. 

There is a sense of real collaboration and partnership in Wales 
which is a priceless commodity. There is a common commitment 
to improve services to the people. 

• The accessibility and openness shown by officials contributes to another 
of the commonly mentioned likes, namely, that working with Assembly 
Government officials gives stakeholders the ability to influence policy. 

The fact we're actually able to have a voice and input into what is 
essentially a very complex area of care. It's been a huge benefit - 
before that we had no official voice or way of moving policy 
forward. 

Because you feel that in your dealings, you are never more than 
a few steps away from the decision makers. You do feel as if you 
are operating with senior policy makers and it can be very 
exciting. 

It’s the opportunity to influence national policy and practice. 

Wales being a small country you can gain access to discussions 
at a national level and inform policy formulation at a national level 
which would be far more difficult in somewhere like England. 

• Many stakeholders regarded Assembly Government officials as a good 
source of information that could provide necessary advice and 
expertise. 

It’s good to have someone to email if I need extra information or 
help. 

They provide good guidance if we do come up against obstacles. 

They have expertise and share information and experience 
across the board. 
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3.25 The key aspects of working with officials in the Welsh Assembly 
Government that stakeholders disliked related more to organisational issues about 
structures or processes rather than the attitudes or behaviours of officials. The 
main themes to emerge are summarised below. 

• Many of the comments highlighted issues relating to bureaucracy which 
was sometimes directly liked to dissatisfaction regarding timescales.  
Others felt officials were sometimes unable to resolve issues as a result 
of red-tape. 

 
Some individuals I have worked with have no idea about 
commercial timescales and projects have dragged on for months.  
There is a tendency to do everything by committee, which means 
no-one is accountable and everyone has a different opinion that 
needs to be taken into account in a project (impossible to please 
all of the people!). 

Sometimes it’s impossible to receive an answer. Because of 
bureaucracy they can’t help as much as they would like. 

Change is very slow on the part of wag officials to solve 
problems. 

Biwrocratiaeth eu proses nhw. Amser mae pethau yn eu cymryd. 
(Bureaucracy of their process.  The time things take.) 

Because of bureaucracy they can’t help as much as they would 
like. 

Need a bit of a shove, sometimes they don’t appreciate the 
urgency of a situation. 

• A lack of joined up thinking or inconsistency across departments was 
another dislike.  As was the case among several who mentioned 
bureaucracy, some directly liked this with lengthening timescales.  
Others felt this lead to confusion or replication of work. 

The departments don't talk to each other. So if you speak to the 
wrong person you don't have a hope of finding the right person.  

Lack of joined-up thinking. 

Bureaucracy and lack of joined up activity with other departments 
across WAG slow progress. 

They’re not always aware of what other sections within same 
department are doing. 

They still remain insufficiently joined up within the department 
and across other departments. 

Answers received are not always consistent, often a query will 
need to be passed between departments leading to delays and 
confusion. 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 31 

• Some felt that efforts focused on internal Assembly Government 
agendas rather than the issues and main concerns of their own 
organisations.  The resultant conflicting priorities & agendas lead to 
dissatisfaction among some. 

Sometimes they don’t understand what were trying to achieve, 
they have their own targets and that sometimes causes us 
problems. 

Too many policies and strategies being introduced and expecting 
us to engage with all these effectively. 

They have an arms-length approach to the voluntary sector. It's 
an approach of tolerance rather than engagement. 

They work to their own agenda and timescale and have very little 
idea of the timescale and deadlines effecting other organisations. 

When WAG goes ahead with a new programme/initiative without 
consulting. 

Differing priorities and conflicts on what were both focused on. 

Being kept in the dark about areas of common interest and 
partnership working and not consulted on projects/initiatives 
which have a significant bearing on our work. 

[Officials] having to follow WAG political agenda rather than the 
needs of the sector. 

• Other stakeholders felt strategic direction or objectives could be 
somewhat vague or lacking in direction which could lead to difficulties in 
delivering meaningful outcomes. 

They're not very clear about asking for what they want. 

The lack of clarity of what the board will actually deliver. There’s 
a lack of clarity of what the Welsh Assembly Government want 
them to deliver. 

Uncertainty would be a good adjective to use about any 
interactions. 

Lack of direction.  Lack of understanding. 

There is a lack of clarity about who is responsible for a specific 
policy area and lateral communication within the organisation 
could be improved. 
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• Decision making processes or officials inability to make certain 
decisions frustrated some.  The knock-on effect of which could be 
longer timescales and communication issues. 

Extended decision-making processes, particularly where more 
than one division is involved, may be exacerbated by competing 
pressures on individuals. 

Poor decision making and communication. 

You can never get a decision. It has to go round various 
committees and groups. They would never survive in industry. 

It can be frustrating if the individuals haven't got the ability to take 
decisions. 

Complexity of the decision making process. 

• Another area of dislike, which is somewhat linked to decision making, 
was inflexibility.  The comments were primarily in relation to the 
structure in which officials operated, rather than the officials themselves. 

It is difficult for WAG staff to make any decisions or demonstrate 
any flexibility. 

They tend to be risk adverse - which stops them being helpful 
and sometimes useful. 

Some of them have a narrow perspective. 

Most things cast in stone. 

Sometimes bound by their political circumstances, can be 
bureaucratic and inflexible. 

• Identifying, accessing and contacting appropriate officials (with relevant 
information or decision making power) was another area which was 
frustrating for some stakeholders. 

The ones I have worked with do not seem to have much 
influence in decisions made above their heads (or not made at 
all). 

They are impossible to get hold of. 

It's very hard to get hold of the right person. 

Trying to get hold of the right person with the right information is 
sometimes difficult. 

Not being able to identify or engage with the right people to 
progress our objectives and aims. 
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Suggested Improvements 
 
3.26 Improvements to the way in which officials work with and involve other 
organisations were also recorded via verbatim comment. Again, responses were 
diverse and sometimes specific to individual situations, however, the following 
issues were most prevalent. To a certain extent they reflect the key aspects that 
stakeholders reported they disliked as outlined above. 
 

• Reflecting the many comments relating to bureaucracy as a general 
dislike, reducing bureaucracy was also frequently mention as a potential 
improvement as it was perceived to be a barrier to decision making and 
individual discretion.  

Reduce the number & volume of strategic developments, 
initiatives and legislative imperatives.  Improve the project 
management of new initiatives through better forward planning, 
communications and consultation.  Reduce the bureaucratic 
burden. 

Officials are hampered by bureaucracy. Civil service system 
won’t enable people with knowledge to be in decision making 
positions. 

They are so bound by rules that don't allow for individual 
discretion in dealing with individual cases. 

 
• Improved communication and contact in terms of frequency, clarity and 

relationship building was another theme to emerge.  
More regular communication, updates on progress. 

Clear communication and direction setting. 

More face to face contact. 

Better communications, such as regular newsletters and/or 
programme updates. 

I find out about things via varied routes and often it seems to be 
more by accident than design. I would like some clarity on 
channels of communication. 

More officials should be out and about building relationships and 
they should be more accessible. 

 
• Others expressed frustrations as a result of officials having a lack of 

knowledge, understanding or appreciation of their area of work. 
Improved understanding of the issues before preparing advice / 
legislation. Better understanding of north/south differences more 
notice concerning developments more transparency regarding 
how they use information. 
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Enhance WAG understanding of what decisions made in the 
Assembly mean to on the ground services, along with the 
challenges that we face. It is also important that these 
observations are fed back up through the Assembly to improve 
services through creating better fit policies etc. and appreciating 
best practice. 

Listen to stakeholder’s issues and concerns, and take these on 
board.  Although we have quarterly meetings with there is a lack 
of understanding of partnership working.  It would be good to 
establish annual opportunities for WAG officials to see the reality 
and the day to day challenges faced. 

By building relationships with the sector to understand what we 
are and what we do. 

 
• Some specifically commented on the consultation process.  These 

comments were either requests to be consulted (at an earlier stage in 
the process) or were expressions off dissatisfaction that consultations 
did not allow enough time or scope for revision. 

Involve key stakeholders in consultations before formulating 
strategies / policies. 

By engaging with stakeholders at an earlier stage in the process, 
explaining what they want to do and exploring options for 
delivering it rather than presenting a "fait accompli" and giving 
very little time for people to respond to requests for comments 
etc. 

We get documentation for consultations that we've had with them 
long after things have been decided. We seem to be an 
afterthought for them. Also these documentations are full of 
business and legal jargon which is not understandable.  There 
should be a short form summary rather than a lengthy document. 

 
• There were also calls for improvements regarding efficiency, 

responsiveness & timescales, with some respondents highlighting 
missed deadlines. 

It would be good if deadline dates for issue of documentation / 
contracts / information were adhered to.  My experience is that 
they rarely if ever are. 

Make decisions promptly and reasonably. 

Things could be done quicker, I also think that there could learn 
more from the private sector and as a result do things more 
efficiently. 
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• A lack of clarity on strategy, policy of the nature of stakeholders 
relationship with the Assembly Government was a further area of 
potential improvement identified. 

The formal and informal aspects of partnership working with 
WAG need to be better structured and information flow needs to 
be more timely and informed. 

There is a lack of clarity sometimes on what kind of engagement 
is being offered, mostly WAG offer consultation opportunities but 
there is less opportunity for real engagement or partnership 
working, particularly around policy development. 

There can be confusion of departmental responsibilities. … 
clearer guidance around change in policy. 

On occasions I’m looking for 'a clearer steer' and guidance in 
terms of the implementation of new legislation and new guidance.  
Sometimes the information and views coming from officials are 
somewhat opaque/open-ended. 

 
• Other stakeholders were aware of instances of inconsistencies across 

Assembly Government departments and called for a greater amount of 
joined up thinking.  This was sometimes linked to reducing replication of 
work. 

It would be useful if the Assembly could be more joined up as we 
often have to deal with different policy areas over the same topic 
area. 

Talk to each other - i.e. improve communication within WAG. 

Joined up liaison is no good. For example two departments both 
preparing strategies at the same time.  On common ground they 
should talk to each other before finalising their strategy. 

The departments in the Assembly are not always aware of each 
others activities and they need to be more joined up. 

 
• Some calls were also made for improved links or presence outside 

Cardiff or South Wales. 
A better appreciation of challenges and needs of local areas 
outside of Cardiff. 

To interact more frequently with organisations outside of Cardiff. 

Falla bysai’n well bod y swyddogion yn cael eu gwasgaru o 
gwmpas Cymru. Cyfarfodydd i weld yn y de ac yn y canolbarth. 
(It might be better if the officials were spread around Wales. 
Meetings are seen to be in South and Mid Wales.) 
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• A feeling existed amongst some that the Assembly Government was not 
as transparent as it should/could be and information should be more 
widely shared. 

Be more open and timely with consultations. 

By being more open, transparent and accessible. 

They could be more open, it’s very often a parent child 
relationship and it should be adult to adult. 

Bod yn fwy agored o ran y wybodaeth sydd ganddynt. Bod yn fwy 
parod i siarad am wahanol bethau. 
(Be more open about the information they have. Be more willing 
to talk about different things.) 

Be more open with the data they hold. 

Bod yn fwy parod i rannu gwybodaeth perthnasol gyda'r 
sefydliadau sydd a diddordeb yn y wybodaeth hynny. 
(Be more willing to share relevant information with the 
organisations that have an interest in that information.) 

 
• Calls were also made for clarity on Assembly Government structures or 

contact information which was occasionally this was linked to frequent 
departmental structural changes. 

Clarity over contact and internal WAG structures. 

There needs to be more clarity around the role of individuals, its 
hard to get organisational charts from them and they change 
fairly frequently. 

Phone numbers of various people - easier contact details within 
the departments. It is very difficult to find out who is the right 
person to talk to. 

The structure doesn't allow for continuity of contact as people get 
moved around in the assembly and we lose good relationships 
that have taken time to build up. 

Clearer channels of communication. Our greatest difficulty is in 
identifying the most appropriate department or person to contact. 

It's tough to know who to talk to on certain issues. Make roles 
and responsibilities more transparent. 

It is very difficult to contact the "right" person, information about 
officers is poor and the website is a labyrinth. 
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4. DRIVERS OF SATISFACTION WITH 
STAKEHOLDER ENGAGEMENT 
 
4.1 The previous section has examined both overall satisfaction with 
stakeholder engagement and the performance of officials on different aspects of 
stakeholder engagement. This section examines links between the two. In other 
words, what aspects of performance have the most influence on stakeholders’ 
overall satisfaction with Assembly Government stakeholder engagement?  
 
 
     Key Findings 
 

• The key drivers of overall satisfaction with stakeholder engagement - 
in order of decreasing importance - were: 

Driver 
 

Satisfaction with stakeholder 
engagement increased as …. 

 

‘Engages actively’  
 

 

… the extent to which officials engaged 
actively with stakeholders increased 
 

‘Engages in a 
professional manner’ 
 

… the extent to which officials engaged 
with stakeholders in a professional manner 
increased 
 

‘Change in quality of  
stakeholder engagement 
over previous twelve months’ 
 

… perception of the relationship between 
official and stakeholder (over the previous 
twelve months) moved from ‘worse’ 
through ‘the same’ to ‘better’ 
 

‘Provides strategic 
direction’ 
 

… the extent to which officials provided 
strategic direction to stakeholders 
increased 
 

‘Are committed to 
delivering high quality 
outcomes’ 
 

… the extent to which officials were 
committed to delivering high quality 
outcomes increased 

‘Ease of engaging with 
officials’ 

… the extent to which stakeholders found it 
easy to engage with officials increased 

 

• Comparing the importance of the drivers12 with the Assembly 
Government’s performance13 (as reported by stakeholders), the key 
drivers were allocated to one of the following four ‘Action Areas’: 

 
Opportunity for improvement 
The organisation is performing poorly on this aspect compared to the 
Benchmark. It is also an area that has a high impact on Stakeholder 
Engagement. It is an area of concern and should be a focus for 
improvement. 

 

 

                                                           
12 Based on regression analysis – see paragraph 4.4. and 4.5 and Appendix F for details 
13 Performance scores are the unweighted average positive percentages for the questions in each factor, or the 
positive performance for the single question – see Appendix F for details. 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 38 

Strength 
The organisation is performing strongly on this aspect. It is also an area 
that has a high impact on Stakeholder Engagement. It is a strength so 
promote it - keep doing what you’re doing! 

Area to Monitor 
The organisation is performing poorly on this aspect but this aspect has a 
relatively low impact on Stakeholder Engagement. Observe this area 
closely as this is your secondary focus for attention and has the potential 
to develop into an Opportunity for Improvement 

Maintain and Support 
The organisation's performance is above the Benchmark but is still not 
performing as well as it could. However, it is an area that has a relatively 
low impact on Stakeholder Engagement. Firstly, work to maintain its 
current position then provide it with some support so that it can be 
improved. 

  
Key drivers of satisfaction with stakeholder engagement: comparison of Impact and 
Performance 

Base: All in contact with Assembly named department in last 12 months (1122)
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Identifying Drivers of Satisfaction with Stakeholder 
Engagement 
 
4.2  In order to identify key drivers of satisfaction with Assembly Government 
stakeholder engagement, a number of different statistical techniques were used, 
key among which were ‘factor analysis’ and ‘linear regression’.  
 
4.3 The first statistical technique, factor analysis, identifies latent, underlying 
concepts within the data by grouping associated items into ‘factors’. In this case, 
factor analysis was applied to two of the core survey questions – Q18, which 
asked stakeholders to report the extent to which certain descriptions apply to 
Assembly Government officials, and Q26, which asked stakeholders to rate how 
often Assembly Government officials displayed certain behaviours or attitudes 
(see Appendix I for full question texts). The following four factors were extracted: 
 

Factor Questions contributing to factor 

Q26. involve you at an appropriate stage in the policy process. 
Q26. understand what you are trying to achieve.
Q26. openly share information.
Q26. respect the diverse views of others.
Q26. work in partnership to deliver workable solutions. 
Q26. provide accurate and reliable information.
Q26. deal with stakeholders in a professional manner. 

 
Engage in a professional 
manner 

Q26. are impartial in dealing with organisations. 

Q18. Are remote and impersonal. 
Q18. Are out of touch.
Q18. Listen to others.
Q18. Understand my organisation.

 
Engage actively 

Q18. Engage proactively with stakeholders. 

Q26. are focused on achieving outcomes and objectives. 
Q26. are committed to continuous improvement.
Q26. are committed to providing high quality services. 
Q26. make it clear who is accountable for outcomes. 

 
Committed to high quality 
outcomes 

Q18. Are focused on delivery. 

Q18. Are joined-up. 
Q18. Are reluctant to innovate.
Q18. Are unclear about priorities.

 
Provides strategic 
direction 

Q18. Lack effective leadership. 

 
 
4.4  The remaining survey questions (other than Q26 and Q18) were 
reviewed to determine whether they could be possible drivers of satisfaction with 
stakeholder engagement. Individual questions that were identified as possible 
drivers of satisfaction as well as four factors identified above were input as 
independent variables to a multiple linear regression analysis, where the 
dependent variable was ‘overall satisfaction with the way the Assembly 
Government officials work with and involve other organisations’ (Full details of the 
dependent and independent variables can be found in Appendix F).  
 
4.5  The regression model identified six issues (henceforth ‘drivers’) that had 
a statistically significant relationship with satisfaction with stakeholder 
engagement. The six significant drivers were the four factors listed above as well 
as ‘ease of engaging with officials’ and ‘changes in way officials worked with and 
involved other organisations’. The regression model also allows the identification 
of the order of importance i.e. the relative impact of these issues in ‘driving’ 
overall satisfaction with engagement. 
 
Details of the approach to the factor analysis and the multiple regression analysis 
are given in Appendix F. 
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Key Drivers of Satisfaction with Stakeholder Engagement  
 
4.6   Having identified the drivers of satisfaction it is possible to plot the 
relative impact of each of these drivers against the reported performance of 
Assembly Government officials (see Figure 4.1, overleaf). The horizontal axis 
indicates the relative impact of the factors, from low to high. The vertical axis 
shows the percentage positive scores with a division set at the chosen 
Benchmark value of 60%. The plot creates four sectors, each of which has 
recommendations for future actions. 
 

• Opportunities for Improvement – The organisation is performing poorly 
on this aspect compared to the Benchmark. It is also an area that has a 
high impact on Stakeholder Engagement. It is an area of concern and 
should be a focus for improvement.  

• Strength – The organisation is performing strongly on this aspect. It is 
also an area that has a high impact on Stakeholder Engagement. It is a 
strength so promote it - keep doing what you’re doing!.   

• Area to monitor – The organisation is performing poorly on this aspect 
but this aspect has a relatively low impact on Stakeholder Engagement. 
Observe this area closely as this is your secondary focus for attention and 
has the potential to develop into an Opportunity for Improvement 

• Maintain & Support – The organisation's performance is above the 
Benchmark but is still not performing as well as it could. However, it is an 
area that has a relatively low impact on Stakeholder Engagement. Firstly, 
work to maintain its current position then provide it with some support so 
that it can be improved. 
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Figure 4.1 Key drivers of satisfaction with stakeholder engagement: comparison of Impact 
and Performance 

Base: All in contact with Assembly named department in last 12 months (1122)
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4.7   The above quadrant plot is further summarised in the ‘dashboard’ (see 
Figure 4.2 overleaf). The two factors that drive satisfaction with engagement the 
most strongly ‘engages actively’ and ‘engages in a professional manner’ both had 
performance scores slightly below our benchmark level of 60% (both 56%). These 
factors are therefore defined as areas that require improvement. Assembly 
Government officials’ performance on providing strategic direction was poor in 
relation to most other factors with only around two out of five respondents (38%) 
recording a positive score. However, it could be considered a secondary focus for 
improvement since it is a relatively unimportant driver of satisfaction with 
engagement.  
 
4.8   The most positive performance scores were for ‘ease of engagement’ 
with Assembly Government officials (78%) and being ‘committed to delivering 
high quality outcomes’ (60%). However, these factors have less impact on overall 
satisfaction with engagement and therefore action should focus on maintaining 
levels of performance. 
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Figure 4.2 Comparison of Importance of key drivers of satisfaction with stakeholder 
engagement with Assembly Government’s performance – Dashboard analysis 

Welsh Assembly Government Stakeholder survey 2008 dashboard 

Impact Performance Action Drivers of stakeholder satisfaction with 
engagement (on 

satisfaction 
with 

engagement) 

(positive score) 

 
 Greatest   

F2 engages actively  
56% Opportunity for 

improvement 

F1 engages in a professional manner  
56% Opportunity for 

improvement  

Q17. Change in way Welsh Assembly 
Government officials have worked with and 
involved other organisations in last 12 months 
(much worse through no change to much 
better), where ‘better’ drives higher satisfaction  

29% Monitor 

F4 provides strategic direction  38% Monitor 

F3 are committed to delivering high quality 
outcomes  

60% Maintain and 
support 

Q20c. How easy or difficult to engage with 
Welsh Assembly Government officials 

Least 
78% Maintain and 

support 

Performance is the unweighted average positive percentages for the questions in each factor, or the 
positive performance for the single question.  

There are 6 key drivers of stakeholder satisfaction with engagement, identified by regression 
analysis, each of which has a significant effect on stakeholder satisfaction with engagement. They 
are ordered by decreasing importance, from top to bottom.  

 
4.9 Sample sizes permit the individual consideration of three departments. 
The departments for which this analysis was possible are: 
 

• Children, Education, Lifelong Learning and Skills. 

• Economy and Transport. 

• Health and Social Services. 

 
4.10  As with the overall results, for two out of three of these departments 
‘engages actively’ was the strongest driver. The exception is stakeholders who 
were in contact with Economy and Transport, where the strongest driver was 
‘Q17. In the last 12 months, do you think the way in which Welsh Assembly 
Government officials have worked with and involved other organisations, has got 
better, worse, or has there been no change?’. This suggests that a perceived 
improving or worsening situation has had more influence on this group’s 
satisfaction than anything else. Appendix C shows the ‘dashboard’ analysis for 
each of these three departments, examining performance on the factors which 
drive overall satisfaction with engagement within each of these departments and 
resulting actions.   
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APPENDIX A: 
PERCEPTIONS OF ASSEMBLY GOVERNMENT 
OFFICIALS BY DEPARTMENT 
 
As shown in Section 3, Figure A1 shows overall perceptions of Assembly 
Government officials for stakeholders who had been in contact with officials in the 
preceding 12 months, while   Figures A2 to A12 summarise perceptions by 
department.  These tables are shown only for departments where more than 50 
respondents had been in contact in the past 12 months. 
 
Figure A1 Perceptions of Assembly Government officials: Overall 
(Base: all in contact with Assembly Government officials in the last 12 months) 

Base: All in contact with Assembly in last 12 months (2008:1139, 2006:1068)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A2 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with DCELLS) 

Base: All in contact with WAG (CELLS) in last 12 months (340)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A3 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with E&T) 

Base: All in contact with WAG (E&T) in last 12 months (239)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A4 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with ES&H) 

Base: All in contact with WAG (ES&H) in last 12 months (191)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A5 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with Finance) 

Base: All in contact with WAG (Finance) in last 12 months (96)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A6 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with H&SS) 

Base: All in contact with WAG (H&SS) in last 12 months (278)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A7 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with PH&HP) 

Base: All in contact with WAG (PH&HP) in last 12 months (148)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A8 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with PS&P) 

Base: All in contact with WAG (PS&P) in last 12 months (125)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A9 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with RA) 

Base: All in contact with WAG (RA) in last 12 months (94)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A10 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with SJ&LG) 

Base: All in contact with WAG (SJ&LG) in last 12 months (164)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A11 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with Human Resources) 

Base: All in contact with WAG (HR) in last 12 months (53)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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Figure A12 Impressions of Assembly Government officials 
(Base: Those who have mainly been in contact with the Department of the First Minister) 

Base: All in contact with WAG (Department of First Minister) in last 12 months (55)

Q: I would like you to tell me to what extent you agree or disagree that the following fit your 
impressions of Welsh Assembly Government officials?
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APPENDIX B: 
CRITICAL SUCCESS FACTORS: FINDINGS BY 
DEPARTMENT 
 
The tabulated data in this section summarise the extent to which stakeholders felt 
each of the ‘critical success factors’ applied to Assembly Government officials. 
 
Figure B1 summarises responses at an overall level (i.e. the sum of those 
answering the questions about a selected department or departments).  Figures 
B2 to B9, summarise the data by department.  Departmental level analysis has 
been provided only for departments where 50 or more stakeholders chose to 
answer for that department. 
 
Figure B1: Critical Success Factor Performance - ALL 
(Extent each applies to officials in [department] in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 78 17
They are committed to providing high quality services 71 22
They are focused on achieving outcomes and objectives 65 29
They are impartial in dealing with organisations 61 27
They provide accurate and reliable information 61 34
They are committed to continuous improvement 59 30
They respect the diverse views of others 57 33
They work in partnership to deliver workable solutions 51 44
They make it clear who is accountable for outcomes 50 42
They understand what you are trying to achieve 50 47
They openly share information 46 49
They involve you at an appropriate stage in the policy process 42 53
They work with you to engage citizens in public service design and delivery 35 51
They are innovative and willing to take risks 23 67
Base: all who answered questions about any department (1,121)   
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Figure B2: Critical Success Factor Performance - DCELLS 
(Extent each applies to officials in DCELLS in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 76 23
They are committed to providing high quality services 72 22
They are focused on achieving outcomes and objectives 68 27
They are committed to continuous improvement 63 28
They are impartial in dealing with organisations 57 35
They provide accurate and reliable information 56 41
They respect the diverse views of others 55 37
They make it clear who is accountable for outcomes 52 43
They work in partnership to deliver workable solutions 45 52
They openly share information 42 56
They understand what you are trying to achieve 41 58
They involve you at an appropriate stage in the policy process 36 61
They work with you to engage citizens in public service design and delivery 32 57
They are innovative and willing to take risks 22 72
Base: all who answered questions about CELLS (246)   
 
 
Figure B3: Critical Success Factor Performance – E&T 
(Extent each applies to officials in E&T in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 72 21
They are impartial in dealing with organisations 63 25
They are focused on achieving outcomes and objectives 61 30
They are committed to providing high quality services 60 28
They respect the diverse views of others 53 33
They provide accurate and reliable information 53 40
They understand what you are trying to achieve 49 44
They are committed to continuous improvement 45 37
They involve you at an appropriate stage in the policy process 40 53
They work in partnership to deliver workable solutions 44 48
They make it clear who is accountable for outcomes 39 50
They openly share information 35 59
They work with you to engage citizens in public service design and delivery 32 49
They are innovative and willing to take risks 13 73
Base: all who answered questions about E&T (126)   
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Figure B4: Critical Success Factor Performance – ES&H 
(Extent each applies to officials in ES&H in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 74 13
They are committed to providing high quality services 64 21
They are impartial in dealing with organisations 59 22
They provide accurate and reliable information 59 31
They respect the diverse views of others 54 30
They are committed to continuous improvement 54 31
They understand what you are trying to achieve 52 38
They are focused on achieving outcomes and objectives 50 37
They work in partnership to deliver workable solutions 49 40
They make it clear who is accountable for outcomes 46 43
They openly share information 44 48
They involve you at an appropriate stage in the policy process 44 51
They work with you to engage citizens in public service design and delivery 30 46
They are innovative and willing to take risks 27 61
Base: all who answered questions about ES&H (90)   
 
 
Figure B5: Critical Success Factor Performance – H&SS 
(Extent each applies to officials in H&SS in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 77 20
They are committed to providing high quality services 73 23
They are focused on achieving outcomes and objectives 69 28
They are impartial in dealing with organisations 60 32
They are committed to continuous improvement 60 36
They provide accurate and reliable information 57 41
They respect the diverse views of others 55 41
They make it clear who is accountable for outcomes 50 47
They understand what you are trying to achieve 47 52
They work in partnership to deliver workable solutions 43 53
They openly share information 43 53
They involve you at an appropriate stage in the policy process 39 60
They work with you to engage citizens in public service design and delivery 31 63
They are innovative and willing to take risks 19 76
Base: all who answered questions about H&SS (173)   
 
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 53 

Figure B6: Critical Success Factor Performance PH&HP 
(Extent each applies to officials in PH&HP in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 89 10
They are committed to providing high quality services 82 14
They provide accurate and reliable information 82 16
They are focused on achieving outcomes and objectives 82 17
They are committed to continuous improvement 78 16
They work in partnership to deliver workable solutions 72 26
They are impartial in dealing with organisations 68 20
They make it clear who is accountable for outcomes 67 30
They respect the diverse views of others 66 25
They understand what you are trying to achieve 60 38
They openly share information 59 40
They involve you at an appropriate stage in the policy process 55 44
They work with you to engage citizens in public service design and delivery 53 40
They are innovative and willing to take risks 37 54
Base: all who answered questions about PH&HP (87)   
 
 
Figure B7: Critical Success Factor Performance PS&P 
(Extent each applies to officials in PS&P in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 85 13
They are committed to providing high quality services 72 26
They are impartial in dealing with organisations 68 25
They respect the diverse views of others 68 28
They are focused on achieving outcomes and objectives 68 30
They work in partnership to deliver workable solutions 62 34
They are committed to continuous improvement 58 36
They openly share information 58 38
They provide accurate and reliable information 57 40
They make it clear who is accountable for outcomes 53 45
They involve you at an appropriate stage in the policy process 51 47
They understand what you are trying to achieve 45 53
They work with you to engage citizens in public service design and delivery 43 45
They are innovative and willing to take risks 36 57
Base: all who answered questions about PS&P (53)   
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Figure B8: Critical Success Factor Performance RA 
(Extent each applies to officials in RA in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 79 18
They provide accurate and reliable information 69 28
They are impartial in dealing with organisations 68 24
They are committed to providing high quality services 67 29
They are focused on achieving outcomes and objectives 60 38
They are committed to continuous improvement 57 35
They respect the diverse views of others 57 39
They understand what you are trying to achieve 51 47
They work in partnership to deliver workable solutions 50 49
They make it clear who is accountable for outcomes 50 44
They involve you at an appropriate stage in the policy process 44 53
They openly share information 42 54
They work with you to engage citizens in public service design and delivery 33 50
They are innovative and willing to take risks 19 74
Base: all who answered questions about RA (72)   
 
 
Figure B9: Critical Success Factor Performance SJ&LG 
(Extent each applies to officials in SJ&LG in practice, %). 
 Always 

or often 
% 

Sometimes, 
rarely or never

%
They deal with stakeholders in a professional manner 84 7
They are committed to providing high quality services 80 12
They are focused on achieving outcomes and objectives 64 28
They are committed to continuous improvement 62 28
They respect the diverse views of others 62 29
They provide accurate and reliable information 62 30
They are impartial in dealing with organisations 61 25
They work in partnership to deliver workable solutions 58 35
They understand what you are trying to achieve 54 42
They make it clear who is accountable for outcomes 49 41
They openly share information 49 45
They involve you at an appropriate stage in the policy process 46 51
They work with you to engage citizens in public service design and delivery 33 54
They are innovative and willing to take risks 22 64
Base: all who answered questions about SJ&LG (69)   
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Critical Success Factor Satisfaction Matrix 
 
The relationship between the stated importance of each critical success factor to 
stakeholders and the performance of Assembly Government Officials on each of 
the factors is shown in Figure B10, below. To ensure comparability, the scores for 
each attribute were standardised.14 
 
Figure B10 Critical success factors: stated importance versus performance. 
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Looking at Figure B10, importance runs from left to right, so the further to the right 
an attribute is located, the more important it is to stakeholders. Performance runs 
from bottom to top, with the higher up the chart an item is located, the better the 
officials are judged to have performed on the attribute. The chart is split into 
quadrants, based on below and above the average scores. Attributes in the 
‘strengths’ quadrant have relatively high importance and relatively high 
performance. Attributes in the ‘maintain’ quadrant have above average 
performance, but below average importance. Those in the ‘key priorities for 
development’ quadrant have high importance but low performance. The bottom 
left quadrant, ‘needs work but not a priority’ contains those attributes that are 
below average for both importance and performance. Those in the ‘needs work 
but not a priority’ are areas with less than average performance but also less than 
average importance.  
 
To improve engagement between stakeholders and Assembly Government 
departments, officials need to concentrate on taking actions that will improve 
performance on those attributes that are considered important. In particular, 
departments should prioritise those areas where importance is above average, 
but performance below average - the ‘Key Priorities for Development’. 
 

                                                           
14 The importance questions are on a five point scale and the importance questions on a four point scale. For 
each the scores were converted to z-scores.  A z-score converts a set of values to a normal distribution.  Values 
that are higher than average achieve a positive z-score, and values that are lower than average achieve a 
negative z-score. 
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The Key Priorities for Development are: 
 

• ‘They work in partnership to deliver workable solutions’ - fifth most 
important attribute, sixth worst performance: also a key priority in 2006. 
(Point I, Figure B10). 

• ‘They understand what you are trying to achieve’ – second most important 
attribute, fifth worst performance: also a key priority in 2006. (Point J, 
Figure B10). 

• ‘They openly share information’ – eighth most important attribute, fourth 
worst performance. In 2006 this was below average in performance, and 
just below average in importance. (Point K, Figure B10). 

• ‘They involve you at an appropriate stage in the policy process’ – third 
most important attribute, third worst performance: also a key priority in 
2006. (Point L, Figure B10). 

 
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 57 

APPENDIX C: 
KEY DRIVER ANALYSIS: FINDINGS BY 
DEPARTMENT 
 
Sample size has allowed key driver analysis for three departments . The key 
driver analyses are presented in ‘dashboards’ that summarise  the results of the 
multiple regression analyses given in full in Appendix F.  
 
 
Children, Education, Lifelong Learning & Skills 
 

Welsh Assembly Government Stakeholder survey 2008 Children, Education, 
Lifelong Learning & Skills Department dashboard 

Drivers of stakeholder satisfaction with 
engagement Impact Performance Action 

 

(on satisfaction 
with 

engagement) 
(positive score) 

 
 Greatest   

F2 engages actively 
 

51% Opportunity for 
improvement 

F4 provides strategic direction 
 

35% Opportunity for 
improvement 

F1 engages in a professional manner 
 

51% Opportunity for 
improvement 

Q17. Change in way Welsh Assembly Government 
officials have worked with and involved other 
organisations in last 12 months (much worse 
through no change to much better), where ‘better’ 
drives higher satisfaction.   

29% Monitor 

Q20a.3 the main methods use to interact with Welsh 
Assembly Government officials? - Reports\ 
proposals\ submissions\ other written documents 
(interaction via written methods drives lower 
satisfaction score)  

n/a Maintain and 
support 

 
Least 

  

Performance is the unweighted average positive percentages for the questions in each factor, or the positive 
performance for the single question.  

There are 5 key drivers of stakeholder satisfaction with engagement, identified by regression analysis, each 
of which has a significant effect on stakeholder satisfaction with engagement. They are ordered by 
decreasing importance, from top to bottom.  
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Economy & Transport 
 

Welsh Assembly Government Stakeholder survey 2008 Economy & Transport 
Department dashboard 

Impact Performance Action 
Drivers of stakeholder satisfaction with 
engagement (on satisfaction 

with 
engagement) 

(positive score) 
 

 Greatest   
Q17. Change in way Welsh Assembly Government 
officials have worked with and involved other 
organisations in last 12 months(much worse through 
no change to much better), where ‘better’ drives 
higher satisfaction. 

 

21% Opportunity for 
improvement 

F2 engages actively 
 53% Opportunity for 

improvement  

 Least   

Performance is the unweighted average positive percentages for the questions in each factor, or the positive 
performance for the single question.  

There are 2 key drivers of stakeholder satisfaction with engagement, identified by regression analysis, each 
of which has a significant effect on stakeholder satisfaction with engagement. They are ordered by 
decreasing importance, from top to bottom.  

 
 
Health & Social Services  
 

Welsh Assembly Government Stakeholder survey 2008 Health & Social Services 
Department dashboard 

Impact Performance Action 
Drivers of stakeholder satisfaction with 
engagement (on satisfaction 

with 
engagement) 

(positive score) 
 

 Greatest   
F2 engages actively  

56% Opportunity for 
improvement 

F1 engages in a professional manner 

 
56% Opportunity for 

improvement  

Q17. Change in way Welsh Assembly Government 
officials have worked with and involved other 
organisations in last 12 months(much worse through 
no change to much better), where ‘better’ drives 
higher satisfaction.  

29% Opportunity for 
improvement 

F4 provides strategic direction 

 
38% Opportunity for 

improvement 

 Least   

Performance is the unweighted average positive percentages for the questions in each factor, or the positive 
performance for the single question.  

There are 4 key drivers of stakeholder satisfaction with engagement, identified by regression analysis, each 
of which has a significant effect on stakeholder satisfaction with engagement. They are ordered by 
decreasing importance, from top to bottom.  
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APPENDIX D: 
LESS RECENT STAKEHOLDERS: FINDINGS 
 
Respondents who had not had contact with Assembly Government officials in the 
previous 12 months were asked a short series of questions.  These questions 
ascertained how long ago the last contact was made (if at all), perceived reasons 
for lack of contact, whether they had been approached by any Assembly 
Government officials in the previous year and whether or not they would like to 
have more contact. 
 
 
Length of Time Since Last Contact 
 
Approximately one in ten (11% or 134 individuals) respondents had not had any 
contact with the Assembly Government in the previous 12 months.   
 
Of those respondents who had not been in contact in the previous 12 months, 
almost half (49%) reported that they had never had any contact with a Welsh 
Assembly Government member of staff).  and 6% did not know when they had 
last had contact (see Figure D1, below). Around one fifth (19%) of those who had 
not been in contact in the previous 12 months had been in contact ‘between one 
and two years ago’, 15% ‘between two and three years ago’ and 10% had contact 
‘over three years ago’. and 19% ‘between one and two years ago’. 
 
Figure D1 Length of time since last contact 
(Base: those who have not had contact within the previous 12 months) 

Length of time since last contact 
2008 

% 
Between one and two years ago 19 
Between two and three years ago 15 
Over three years ago 10 
Never 49 
Don’t know 6 
Total 100 

 
 
Although these stakeholders reported that they had not had contact with 
Assembly Government officials in the previous 12 months, 24% reported that they 
had been approached by Assembly Government officials in the previous 12 
months.  The reasons they had been approached included to respond to a 
consultation or take part in a consultation exercise (12%), to attend a conference / 
workshop (5%), or via written correspondence (3%).  4% had been contacted for 
another reason (see Figure D2, below). 
 
Figure D2 Proportion approached by Assembly Government officials in last 12 months 
(Base: those who have not had contact within the previous 12 months) 

 
2008

%
Yes – to respond to a consultation or to take part in a consultation exercise 12
Yes – to attend a conference  or workshop 5
Yes – via written correspondence 3
Yes – other reason or method 3
No, have not been approached 72
Don’t know / can’t remember 4
Total 100
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Reason for Lack of Contact 
 
The vast majority (74%) of ‘less recent stakeholders’ reported that the reason 
they had not had contact was that they had not needed to (see Figure D3, below).  
Other reasons for lack of contact included being in a new post or role (5%), that it 
was someone else’s responsibility (4%), the fact that the decisions of the 
Assembly Government do not affect their work (2%) and that they were in contact 
but via another body (2%). 
 
Figure D3 Main reasons for lack of contact 
(Base: those who have not had contact within the previous 12 months) 

Main reasons for lack of contact* 
2008

%
Have not needed to / no reason to 74
In new post / role 5
Someone else’s responsibility in the organisation 4
The decisions of WAG do not affect the work I do / my organisation does 2
Contact via another body/organisation 2

* Respondents could give more than one answer. 
 
 
Desire for More Contact? 
 
More than half (55%) of the ‘less recent stakeholders’ were content with their 
current level of contact with Assembly Government officials, however, a 
significant minority of around one third (36%) said they would like more contact 
and only 3% said they would like less. 
 
Figure D4 Proportion of respondents who would like more/less contact with Assembly 
Government Officials 

36%

55%

3% 6%
More

About the same

Less

Don't know

Base: All who have not had contact with Welsh Assembly Government officials in the last 12 months (134)

Q: In future would you like to have more, less or about the same level of contact with Welsh 
Assembly Government officials?
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APPENDIX E: 
METHODOLOGY 
 
Stakeholder Definition 
 
For the purposes of comparability, the stakeholder definition developed for the 
2006 survey was used for the 2008 survey. 
 
The stakeholder definition remained deliberately broad to ensure that the study 
was as inclusive as possible.  Specifically, the definition covers the following 
groups who engage with Assembly Government officials: 
 

• experts; 

• delivery partners; 

• single issue bodies/interest groups; 

• local authorities; 

• voluntary sector organisations; 

• private sector organisations; 

• academic institutions; 

• professional bodies; and 

• UK and international government departments. 
 
The stakeholder definition did not include Assembly Government Sponsored 
Bodies or the Citizens of Wales.  The Assembly Government has a separate 
programme of research on Citizens Views. 
 
 
Creating the Sample Frame 
 
As in 2006, to identify the sample for the 2008 survey, the Office of the Chief 
Social Research Officer (OCSRO) asked each department within the Assembly 
Government to provide a list of the individuals it considered to be its stakeholders. 
 
There was no restriction on the number of individuals per stakeholder 
organisation who could be interviewed as the survey aims to collect the views of 
individual stakeholders rather than to obtain organisational or corporate 
perspectives. 
 
For each stakeholder, divisions were asked to provide full contact details 
including job title, organisation title, telephone number, e-mail address and postal 
address.  During the period in which the information was being collated, 
representatives from OCSRO liaised with divisions to encourage maximum 
response and to provide any additional guidance required. 
 
Given that the numerous databases were returned in a variety of formats, 
considerable manual re-formatting was undertaken by both OCSRO and Beaufort 
Research.  A single Microsoft Excel database including all available stakeholder 
contact information was then produced (containing 7,513 records).  This 
consistent, comprehensive and manageable database was then used as the 
starting point for the data cleansing, de-duplication and sampling stages. 
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The following summarises the phases of database cleansing and de-duplication 
undertaken: 
 

1) Missing Contact Name. – Wherever possible missing contact names were 
derived from email addresses (e.g. 
firstname.lastname@beaufortresearch.co.uk). 

 
2) Missing Contact Information. – To ensure maximum sample contact and 

participation was achieved, in all cases where either e-mail or telephone 
number (or both) were missing, web searches were undertaken to gather 
this information (based on other information available e.g. contact name & 
organisation). 

 
3) Structural Checks. – These checks were utilised to examine both the 

validity of telephone numbers and email addresses provided: 
a. does the telephone number have the correct number of digits? 
b. does the telephone number start with a “0”?  
c. is the STD code valid?   
d. does the email address contain “@”? 

 
4) Removal of unidentifiable contacts. – Following stages 1 to 3, records 

were removed from the database in instances where an identifiable 
contact person could not be established from the information available (i.e. 
contact name and position and individual e-mail address was missing).   

 
5) Unusable sample. – Even when contact name was there, records where it 

would not be possible to make any contact (i.e. telephone number, e-mail 
address and postal address were all missing) were also removed. 

 
6) Removal of Ineligible Contacts. – As mentioned in section 1.3.1, current 

Assembly Government Sponsored Bodies, officials, ministers and 
absorbed Assembly Government Sponsored Bodies (e.g. the Welsh 
Development Agency, Wales Tourist Board & ELWa) should not have 
been included in the databases provided.  Those which were mistakenly 
provided were removed by conducting extensive searches on organisation 
name (including acronyms).  Further searches were conducted to identify 
email addresses that ended ‘.wales.gsi.gov.uk’ or were obviously from 
AGSBs.  Defunct organisations such as Cardiff Chamber of Commerce 
and Antur Dwyryd were also removed. 

 
Having completed all the above cleansing stages, the useable database was 
reduced to a total of 6,278 records.  The final stage of data cleansing was to 
remove duplicate records.  These records were identified in three stages: 
 

i) Automated removal of records with identical e-mail addresses. 
ii) Records with identical contact name and telephone number were  

removed using an automated system.  Because more than one 
individual within the same organisation could be eligible for interview, 
duplicate searches on telephone number alone were not possible. 

iii) Finally, manual searches were conducted on contact name alone.  
Having sorted the database by contact name, a judgement was made 
using other contact information contained in the database as to 
whether individuals with identical names were genuine duplicates . 

 
Having completed the data cleansing and de-duplication stages, the database 
contained a total of 4,716 eligible contacts. 
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Sampling 
 

In order to maximise the number of interviews achieved, all available sample was 
used for departments with relatively few stakeholders.  For departments with 
more than 500 stakeholders, a random selection of up to 500 contacts was 
selected from the database.  Figure E1, below, summarises the available sample 
for each department, the number of individuals selected for interview and the final 
number of interviews achieved. 
 

Figure E1 Sampling & number of achieved interviews by department 
Department Available 

Sample
Sample 

Selected15 
Interviews 
Achieved

Children, Education, Lifelong Learning & Skills 770 500 188
Social Justice & Local Government 1,033 500 182
Rural Affairs & Heritage 920 500 173
Economy & Transport 724 500 166
Public Services & Performance 295 295 153
Public Health & Health Professions 313 313 134
Health & Social Services 352 352 119
Strategic Policy, Legislation & Communications 121 121 59
Human Resources 96 96 49
Environment, Sustainability & Housing 71 71 39
Corporate Information and Services 21 21 11
Finance 0 0 0
Legal Services 0 0 0
Total 4,716 3,269 1,273 

 
 

Questionnaire Development 
 

Given the need to produce comparable data with 2006, many of the core 
questions remained the same for 2008. For more information on questionnaire 
design, including the development of the Critical Success factors, see the 2006 
Stakeholder Survey report (available at:  
http://new.wales.gov.uk/docrepos/40382/40382313/293077/1266940/Stakeholder
Eng?lang=en or 
http://new.wales.gov.uk/docrepos/40382/40382313/293077/1266940/Stakeholder
Cym?lang=en ).  To ensure that the questionnaire remained relevant, however, 
the questionnaire content was reviewed in collaboration with OCSRO and minor 
changes were made, for example to reflect the 2006 merger of some Assembly 
Government Sponsored Bodies (AGSBs) into the Welsh Assembly Government. 
 

Respondents who had been in contact with Assembly Government officials in the 
previous 12 months were asked questions about the following key areas (in 
questionnaire order): 

1) Welsh language ability; 
2) Respondent & organisational profile information; 
3) Nature of relationship with the Assembly Government (e.g. whether the 

stakeholder organisation was funded by the Assembly Government); 
4) Potential improvements to stakeholder relationships; 
5) Overall satisfaction with engagement with officials; 
6) Perceptions of engagement with officials; 
7) Contact methods & ease of contact; 
8) Level of contact with officials; 
9) Stakeholder engagement performance ratings for departmental officials on 

‘critical success factors’. 
                                                           
15 Some sample was unused due to the target number of interviews for the department being reached. 
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Respondents who had not been in contact with Assembly Government officials in 
the previous 12 months completed a shorter interview. The shorter questionnaire 
did not ask about experience and satisfaction with engagement and, instead, 
included questions about the following key areas (in questionnaire order):  
 
 

1) Welsh language ability; 

2) Level of contact with officials; 

3) Reasons for lack of contact; 

4) Whether individual had been approached by Assembly Government 
officials for any reason in the previous 12 months; 

5) Whether the individual would like more/less contact with Assembly 
Government officials; 

6) Potential improvements to stakeholder relationships; 

7) Respondent & organisational profile information. 
 
The same key topics were asked in 2006; however some question areas were 
modified or updated in consultation with the Welsh Assembly Government as 
appropriate.  A summary of the main revisions to the questionnaire is set out 
below: 
 

• For question on organisation’s relationship with the Assembly Government, 
‘receives services’ code was added; 

• Question added to establish whether or not respondent’s organisation had 
received a grant from the Assembly Government within the past three years; 

• Question asking if respondent organisation was an agency of the Assembly 
Government revised to determine if organisation was ‘regulated’ by the 
Assembly Government; 

• ‘Engage proactively with stakeholders’ replaced ‘are committed to achieving 
objectives’ statement in organisational characteristics question.  Response 
options also revised from ‘yes’ / ’no’ to level of agreement scale (strongly 
agree down to strongly disagree) to aid multivariate (driver) analysis; 

• New questions added to establish preferred interaction method, ease of 
engaging with the Assembly Government and ease of obtaining information 
about the Assembly Government; 

• Previous question set on language preference for various contact methods 
(and frequency of being able to engage in language of choice) simplified to 
establish overall language preference and frequency of being able to use 
preferred language; 

• Question on ‘departments contacted’: department list updated to reflect new 
structure; 

• ‘Ensures that decisions are well informed’ statement removed from critical 
success factors list and ‘are committed to continuous improvement’ and ‘work 
with you to engage citizens in public service design and delivery’ added; and 

• Open ended questions modified to obtain general information on likes and 
dislikes of working with officials. 
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Survey Method 
 
As in 2006, a mixed mode approach was developed for the 2008 survey so that 
respondents could choose the approach that was most convenient to them.  The 
respondent could choose an interviewer-administered telephone interview or a 
self-completion online interview.  The key stages of this multi-mode approach 
were as follows: 
 
Pilot 
 
A pilot of the survey was undertaken between the 21st and 24th January 2008 to 
check the understanding of any new questions and to confirm the lessons learned 
from the 2006 survey?.  In all, 16 interviews were undertaken by telephone and 
15 respondents completed the survey online.  Four interviews were completed in 
Welsh to test understanding of the translated version of the questionnaire.  No 
major issues were apparent as a result of the pilot and only minor amendments 
were required prior to main stage fieldwork. 
 
 
Introductory Letter 
 
Where a postal address was available, a bilingual advance letter was sent by 
Beaufort Research to stakeholders.  The letter, addressed from the Permanent 
Secretary, introduced the survey, the reasons for it and explained how to 
participate.  Four versions of the letter were produced to cover the following 
eventualities: 

i) Where both e-mail address and telephone number were available; 

ii) Where a telephone number but no e-mail address was available; 

iii) Where an E-mail address but no telephone number was available; 

iv) Where neither e-mail nor telephone number was available. 
 
For stakeholders where either e-mail address or telephone number was not 
available, at first contact, respondents were given the opportunity to provide these 
contact details in order that the survey could be completed in their mode of choice 
(CATI - telephone or CAWI - online). 
 
 
Computer Aided Telephone Interviewing (CATI) 
 
Having sent out the introductory letter, all stakeholders for whom a telephone 
number was available and who had not already completed the survey online were 
contacted by a Beaufort interviewer in order to conduct the survey by telephone.  
Multiple attempts were made to contact each respondent and appointments were 
made as necessary.  If unwilling to participate over the telephone, respondents 
were reminded that the interview could also be completed online. 
 
All interviewing was undertaken form Beaufort Research’s CATI (Computer 
Assisted Telephone Interviewing) facility within our Cardiff centre headquarters.  
Welsh language interviews were offered to all Welsh speaking respondents and 
at least one Welsh speaking interviewer was available to conduct interviews at all 
times. 
 
A total of 929 interviews were completed by telephone.  On average the interview 
took 18 minutes to administer over the telephone. 
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Computer Aided Web Interviewing (CAWI) 
 

To enable maximum participation, all stakeholders for whom an e-mail address 
was available were sent a bilingual introductory e-mail replicating the letter sent to 
those with postal address details. The e-mail included an individual link to 
participate in the survey on-line, in either Welsh or English. 
 
Where an e-mail address was available but not a telephone number, the e-mail 
informed respondents that if they wished to take part in a telephone interview they 
could do so by providing a telephone number to Beaufort Research. 
 
A total of 344 questionnaires were completed online. 
 
 

Response Rate & Reasons for Non-Response 
 

Although the survey methodology was based on quota sampling and was not 
designed to be a pre-selected sample, an approximated response rate of 60% 
has been calculated.  Response rate was calculated by dividing the achieved 
sample size with the sample used16.  The relatively high response rate 
demonstrates stakeholders’ high level of motivation to participate. 
 
Figure E2 summarises the final call outcomes of the CATI sample.   Only 135 out 
of the 2,971 individuals (or 5%) for whom contact was attempted via the 
telephone refused outright to participate in the survey. 
 
Figure E2 Final call outcomes – telephone sample (Base: Total CATI sample -2,971) 
Final Call Outcome 2008
Successful interview 929
Unused sample or quota reached 487
Intend to complete survey online (refusal to complete CATI interview) 328
Number invalid or wrong number or fax number 201
No answer or answering device or constantly engaged 168
Refusal 135
Try again later or appointment made 133
Already completed survey online 107
Away during fieldwork period 110
Named contact not known, deceased, retired, moved or ceased trading 104
Duplicate 77
Ineligible 32
Other 160

 
Respondents who were away during the fieldwork period form the majority of 
those who did not respond to the survey (see Figure E3, below).   
 
Figure E3 Reasons for non-response – telephone sample 
(Base: CATI refusals + ‘away during fieldwork period’ - 245) 
Reasons for non-response 2008
Away during fieldwork period 110
Not interested or No reason given or Don’t know or Not Applicable  50
Too busy 39
Don’t feel I am the appropriate person to take part 13
Don't deal with WAG 13
Don’t feel I have anything or enough to say 8
Too many other surveys or I have already taken part in too many other surveys 2
Too much time spent doing other things for the Welsh Assembly Government 1
Nothing will happen as a result or waste of time 1
Other 8

                                                           
16 Sample used excludes sample discarded due to departmental quotas being met and also ‘deadwood’ such as 
invalid telephone numbers and those where the named contact was not known at the location contacted. 
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Statistical Reliability 
 
As with any survey, findings for the sample of respondents interviewed provide 
estimates of behaviour, knowledge and opinion of the wider research universe (in 
this case all Assembly Government stakeholders).  As the sample size increases, 
the more reliable the data becomes, because the width of the confidence intervals 
becomes smaller. This is an inverse relationship. However, it is necessary to 
increase the sample size four-fold in order to double the reliability of the data17.  
 
Figure E4, below, illustrates the reliability of individual results for different sample 
sizes and percentage results at the 95% confidence level. For example, thinking 
about the 1,273 respondents interviewed, if 50% said that they were satisfied with 
Assembly Government officials, we could say with 95% confidence that the true 
proportion satisfied with Assembly Government officials lies between 47.3% and 
52.7% (i.e. +/- 2.7%) 
 
Figure E4 Statistical Reliability (at 95% confidence level) 

 Ranges at the 95% confidence level 
(excluding survey design factors) 

Survey Result 50% 70% / 30% 90% / 10%

 
Sample size: 

    

1,273 +/-2.7 +/-2.5 +/-1.6

1,000 +/-3.1 +/-2.8 +/-1.9

750 +/-3.6 +/-3.3 +/-2.2

500 +/-4.4 +/-4.0 +/-2.6

200 +/-6.9 +/-6.4 +/-4.2

100 +/-9.8 +/-9.0 +/-5.9
 

                                                           
17 The general formula for calculating margins of error for a sample percentage is  
 

n
ppzse )1( −

=  

and for the sample mean is 

  ( )
n

xse σ
=  

Both these formulae require taking a square root, such that the larger the sample n, the smaller the error, se, 
thus quadrupling n halves the interval width of the confidence. 
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Similarly, when comparing results from two surveys or from different subgroups 
within the same sample, a difference must be of a certain magnitude before it is 
regarded as being statistically significant.  Figure E5, below, is a guide to the level 
of difference required to establish a significant difference for various sample sizes 
and percentage results (at the 95% confidence level). Please note that when sub-
samples are very small, even large differences between subgroups may not be 
statistically significant. 
 
Thinking about this Survey, there are particular issues around judging statistical 
significance. For confidence intervals to be placed around estimates, and for 
significance testing to take place, the assumption must be met that the sample 
represents a random sample of the relevant population. This survey is a quota 
survey and so genuine statistical significance cannot be established18. In order to 
report significance, we must therefore make the assumption that the survey was 
not a quota survey i.e. we are referring to ‘pseudo-statistical significance’.  For 
this Report, when a difference between two surveys or two subgroups is 
described as being significant, this refers to a pseudo-statistically significant 
difference at the 95% confidence level. This means that, if the survey were not a 
quota survey, there would be only a 1 in 20 likelihood of the finding having 
occurred by chance.  
 
Figure E: Statistical Reliability (at 95% confidence level) - Different Surveys or Sub-
groups. 

 Difference required to be significant at the 95% 
confidence level (excluding survey design factors) 

Survey Result 50% 70% / 30% 90% / 10%
    

Size of samples to be compared:  
    

1,130 and 1,273 5 4 3
(e.g. total sample 2006 v. total 

sample 2008)  
    

608 and 641 6 6 4
(e.g. ‘higher’ seniority position v. 

‘medium’/’lower’ seniority position )  
    

1,273 and 239 7 7 5
(e.g. total sample v. those who 

deal with Economy & Transport 
department)

 

    

246 and 1,121 7 7 5
(e.g. those answering about 
Children, Education Lifelong 

Learning & Skills department  v. 
department questions average) 

 

    

126 and 1,121 10 9 6
(e.g. those answering about 

Economy & Transport department 
v. department questions average) 

 

    

53 and 1,121 14 13 9

(e.g. those answering about Public 
Services & Performance 

department v. department 
questions average) 

 

                                                           
18 Gschwend, T (2005)Analyzing Quota Sample Data and the Peer-review Process French Politics, 2005, 3, (88–
91) 
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APPENDIX F: 
MULTIVARIATE ANALYSIS  
 
Details of factor analysis 
 
The answers stakeholders gave to Questions 18 and 26 (perceptions of Assembly 
Government Officials and the Critical Success Factors) were analysed to see 
whether some of the answers were similar enough for groups of items to be 
analysed as a single ‘factor’ rather than individually. Where items are grouped 
together into the same factor, this is interpreted to mean that a single ‘latent’ 
factor lies behind this group of items. Principal Components Analysis (PCA) using 
Varimax Rotation was undertaken in order to identify any similarities between the 
items within Questions 18 and 26. Cronbach’s Alpha statistics were used to 
examine the internal consistency of the factors. Sets of similar aspects were 
analysed together as a single ‘factor’. The interpretation of ‘factors’ is a subjective 
process in which the analyst must try to explain the ‘latent’ concept that seems to 
connect the items that comprise each Factor.  
 
A number of different factor solutions were considered, with the final selection 
based on the interpretation of the groupings. The overall result was a six factor 
solution, based on all of the sub-questions at Q.18 and Q26. Four of the factors 
were made up of main contributions from several items and two factors were 
made up of single items: ‘are innovative and willing to take risks’ and ‘work with 
you to engage citizens in public service design and delivery’. Neither of these 
questions made a strong contribution to other significant factors. The factors were 
re-run excluding these two questions, retaining the four factor solution, and 
leaving the excluded questions as separate possible contributors to the key driver 
analysis. 
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Component         
57% of total variance 
explained     Cronbach's

1 2 3 4  Alpha 

0.72 0.24 0.12 0.16 
Q26. involve you at an appropriate 
stage in the policy process 82 

0.70 0.26 0.20 0.20 
Q26. understand what you are trying 
to achieve   

0.68 0.14 0.23 0.26 Q26. openly share information   

0.66 0.24 0.16 0.11 
Q26. respect the diverse views of 
others   

0.64 0.24 0.29 0.24 
Q26. work in partnership to deliver 
workable solutions   

0.61 0.18 0.32 0.19 
Q26. provide accurate and reliable 
information   

0.59 0.31 0.38 -0.02 
Q26. deal with stakeholders in a 
professional manner   

0.56 0.16 0.31 0.05 
Q26. are impartial in dealing with 
organisations   

-0.13 -0.73 -0.16 -0.16 Q18. Are remote and impersonal. 92 
-0.16 -0.68 -0.12 -0.37 Q18. Are out of touch.   
0.30 0.65 0.06 0.12 Q18. Listen to others.   
0.30 0.62 0.06 0.19 Q18. Understand my organisation.   

0.30 0.61 0.21 0.19 
Q18. Engage proactively with 
stakeholders.   

           

 

0.28 0.10 0.75 0.16 
Q26. are focused on achieving 
outcomes and objectives 83 

0.39 0.14 0.68 0.11 
Q26. are committed to continuous 
improvement   

0.42 0.20 0.64 0.14 
Q26. are committed to providing high 
quality services   

0.44 0.08 0.51 0.19 
Q26. make it clear who is 
accountable for outcomes   

0.06 0.21 0.51 0.50 Q18. Are focused on delivery.   

0.36 0.08 -0.03 0.71 Q18. Are joined-up. 0.72 
-0.08 -0.28 -0.24 -0.61 Q18. Are reluctant to innovate.   
-0.20 -0.30 -0.16 -0.60 Q18. Are unclear about priorities.   
-0.12 -0.43 -0.22 -0.53 Q18. Lack effective leadership.   

Extraction Method: Principal Component Analysis.   
Rotation Method: Varimax with Kaiser Normalization.   
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Details of Regression Analysis 
 
All suitable variables or dummy variables were input to the multiple regression. 
Only those regressions which satisfied the assumptions were retained e.g.  where 
ANOVA result was significant.  
 
In addition to the overall multiple regression, the analysis was possible for three 
individual departments:  
• Children, Education, Lifelong Learning & Skills;  
• Economy & Transport;  
• Health & Social services; and  

 

The results for individual departments are shown below. Variables are included as 
significant predictors where the significance level is 0.05 or less. These are 
shown in bold in the coefficient tables below. 
 
Figure F1: Overall Multiple Regression Model Summary  

Model R 
R 
Square 

Adjusted R 
Square 

Std. Error of the 
Estimate 

Durbin-
Watson 

1 .686(a) 0.470 0.450 0.761 1.980

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what are the main 
methods you use to interact with Welsh Assembly Government officials? - Letters, Other organisation, 
Q20a.4, D Pembrokeshire Haven, C Third sector, B Public sector or private sector partnership, A North 
West Wales, F3 are committed to delivering high quality outcomes, inside or outside Wales, D 
Academic institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B North 
Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages actively, Q20a.6, Q20c., Q26.14 
work with you to engage citizens in public service design and delivery, Q20a.3, Q26.9 are innovative 
and willing to take risks, A Public Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been with the 
way in which Welsh Assembly Government officials have worked with and involved other 
organisations? 

 
ANOVA(b)      

Model   
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regression 398.445 30 13.28151 22.946 0.000(a) 
  Residual 449.171 776 0.578828     
  Total 847.616 806       

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what 
are the main methods you use to interact with Welsh Assembly Government 
officials? - Letters, Other organisation, Q20a.4, D Pembrokeshire Haven, C Third 
sector, B Public sector or private sector partnership, A North West Wales, F3 are 
committed to delivering high quality outcomes, inside or outside Wales, D Academic 
institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B 
North Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages 
actively, Q20a.6, Q20c., Q26.14 work with you to engage citizens in public service 
design and delivery, Q20a.3, Q26.9 are innovative and willing to take risks, A Public 
Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have 
you been with the way in which Welsh Assembly Government officials have worked 
with and involved other organisations? 
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

    B 
Std. 
Error Beta   Tolerance VIF 

1 (Constant) 1.040 0.420   2.475 0.014     
  F2 engages actively 0.363 0.032 0.367 11.359 0.000 0.655 1.527

  
F1 engages in a 
professional manner 0.243 0.036 0.242 6.702 0.000 0.522 1.917

  

Q17. In the last 12 
months, do you 
think the way in 
which Welsh 
Assembly 
Government officials 
have worked with 
and involved other 
organisations, has 
got better, worse, or 
has there been no 
change? 0.226 0.035 0.190 6.461 0.000 0.793 1.262

  
F4 provides 
strategic direction 0.164 0.031 0.167 5.223 0.000 0.671 1.489

  

F3 are committed to 
delivering high 
quality outcomes 0.114 0.030 0.113 3.822 0.000 0.776 1.289

  

Q20c. In general, 
how easy or difficult 
is it to engage with 
Welsh Assembly 
Government 
officials? 0.158 0.046 0.115 3.470 0.001 0.625 1.599

  

Q9. How long have 
you been with 
(organisation)? 0.053 0.031 0.045 1.690 0.091 0.953 1.050

  

Q24. How regularly 
have you personally 
had dealings with 
officials in xxx as a 
representative of xxx 
in the last 12 months -0.052 0.031 -0.049 -1.689 0.092 0.819 1.221

  A North West Wales -0.231 0.185 -0.064 -1.251 0.211 0.258 3.875

  
Position in 
organisation -0.040 0.034 -0.033 -1.181 0.238 0.888 1.126

  

Q20a.2 main methods 
use to interact with 
Welsh Assembly 
Government officials? 
- Letters -0.063 0.063 -0.030 -1.001 0.317 0.758 1.319

  A Public Sector 0.105 0.109 0.051 0.965 0.335 0.245 4.083

  

Q26.9 are innovative 
and willing to take 
risks 0.036 0.038 0.034 0.953 0.341 0.536 1.865

  C Third sector 0.084 0.103 0.035 0.815 0.415 0.376 2.661
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

  

Q20d. In general, how 
easy or difficult is it to 
obtain information 
about the Welsh 
Assembly 
Government? 0.026 0.038 0.020 0.681 0.496 0.757 1.321

  

Q20a.3 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Reports\ proposals\ 
submissions\ other 
written documents 0.046 0.069 0.023 0.673 0.501 0.609 1.643

  

Q20a.5 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Telephone 
conversations 0.047 0.070 0.019 0.670 0.503 0.817 1.225

  D Academic institution 0.085 0.138 0.023 0.616 0.538 0.495 2.022

  

Q26.14 work with you 
to engage citizens in 
public service design 
and delivery -0.019 0.033 -0.019 -0.577 0.564 0.609 1.642

  C Central Wales 0.126 0.233 0.035 0.542 0.588 0.161 6.201

  

Q20a.6 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Conferences or 
events -0.029 0.066 -0.014 -0.445 0.657 0.666 1.502

  

Q20a.4 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Emails -0.040 0.094 -0.012 -0.429 0.668 0.825 1.212

  

B Public sector or 
private sector 
partnership -0.037 0.107 -0.013 -0.350 0.726 0.485 2.061

  E Swansea Bay -0.064 0.227 -0.020 -0.281 0.779 0.131 7.658
  F South East Wales 0.058 0.219 0.028 0.265 0.791 0.060 16.612

  
D Pembrokeshire 
Haven 0.064 0.252 0.012 0.253 0.800 0.280 3.567

  B North East Wales -0.036 0.196 -0.012 -0.185 0.853 0.162 6.178

  
inside or outside 
Wales 0.038 0.238 0.010 0.161 0.872 0.179 5.601

  Other organisation 0.004 0.126 0.001 0.031 0.975 0.765 1.306
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

  

Q20a.1 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Face to face 
meetings -0.002 0.072 -0.001 -0.024 0.981 0.750 1.333

a Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been 
with the way in which Welsh Assembly Government officials have worked with and involved 
other organisations? 

 
 
 
 
Details of Departmental Regression Analysis 
 
Children, Education, Lifelong Learning & Skills  
 
Figure F2: Overall Multiple Regression Model Summary for DCELLS 

Model R 
R 
Square 

Adjusted R 
Square 

Std. Error of the 
Estimate 

Durbin-
Watson 

1 .717(a) 0.514 0.418 0.788 2.073

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what are the main 
methods you use to interact with Welsh Assembly Government officials? - Letters, Other organisation, 
Q20a.4, D Pembrokeshire Haven, C Third sector, B Public sector or private sector partnership, A North 
West Wales, F3 are committed to delivering high quality outcomes, inside or outside Wales, D 
Academic institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B North 
Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages actively, Q20a.6, Q20c., Q26.14 
work with you to engage citizens in public service design and delivery, Q20a.3, Q26.9 are innovative 
and willing to take risks, A Public Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been with the 
way in which Welsh Assembly Government officials have worked with and involved other 
organisations? 

 
ANOVA(b)      

Model   
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regression 99.438 30 3.315 5.332 .000(a) 
  Residual 93.864 151 0.622     
  Total 193.302 181       
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a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what 
are the main methods you use to interact with Welsh Assembly Government 
officials? - Letters, Other organisation, Q20a.4, D Pembrokeshire Haven, C Third 
sector, B Public sector or private sector partnership, A North West Wales, F3 are 
committed to delivering high quality outcomes, inside or outside Wales, D Academic 
institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B 
North Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages 
actively, Q20a.6, Q20c., Q26.14 work with you to engage citizens in public service 
design and delivery, Q20a.3, Q26.9 are innovative and willing to take risks, A Public 
Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have 
you been with the way in which Welsh Assembly Government officials have worked 
with and involved other organisations? 

 
Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. Collinearity Statistics 

    B 
Std. 
Error Beta   Tolerance VIF 

1 (Constant) 2.819 1.138   2.476 0.014     
  F2 engages actively 0.381 0.073 0.378 5.213 0.000 0.612 1.633

  
F4 provides 
strategic direction 0.236 0.066 0.244 3.559 0.000 0.686 1.458

  
F1 engages in a 
professional manner 0.217 0.084 0.224 2.591 0.011 0.432 2.315

  

Q17. Change in way 
Welsh Assembly 
Government officials 
have worked with 
and involved other 
organisations in last 
12 months 

0.178 0.076 0.153 2.332 0.021 

0.751 1.332

  

Q20a.3 the main 
methods use to 
interact with Welsh 
Assembly 
Government 
officials? - Reports\ 
proposals\ 
submissions\ other 
written documents 

0.332 0.159 0.160 2.088 0.038 

0.546 1.831

  

Q26.9 are innovative 
and willing to take 
risks 

0.159 0.087 0.148 1.835 0.068 
0.491 2.035

  
inside or outside 
Wales -1.115 0.619 -0.193 -1.803 0.073 0.280 3.572

  C Central Wales 0.996 0.578 0.230 1.724 0.087 0.180 5.546
  F South East Wales 0.776 0.508 0.376 1.527 0.129 0.053 18.870

  
D Pembrokeshire 
Haven 0.853 0.582 0.159 1.466 0.145 0.273 3.667

  B North East Wales 0.642 0.446 0.211 1.441 0.152 0.150 6.662
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. Collinearity Statistics 

  

Q20a.1 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Face to face 
meetings 

-0.247 0.177 -0.100 -1.395 0.165 

0.622 1.608

  

F3 are committed to 
delivering high quality 
outcomes 

0.102 0.075 0.090 1.358 0.176 
0.740 1.352

  E Swansea Bay 0.640 0.516 0.242 1.239 0.217 0.084 11.857

  

Q9. How long have 
you been with 
<organ>? 

0.084 0.069 0.075 1.216 0.226 
0.835 1.197

  

Q20a.6 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Conferences or 
events 

-0.136 0.153 -0.066 -0.886 0.377 

0.585 1.710

  

Q20a.5 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Telephone 
conversations 

0.135 0.164 0.057 0.823 0.412 

0.671 1.491
  A Public Sector -0.197 0.255 -0.094 -0.774 0.440 0.216 4.627
  A North West Wales 0.268 0.433 0.078 0.620 0.536 0.205 4.886

  

Q26.14 work with you 
to engage citizens in 
public service design 
and delivery 

-0.039 0.083 -0.038 -0.467 0.641 

0.478 2.092
  C Third sector -0.099 0.252 -0.042 -0.395 0.694 0.289 3.460

  

Q20a.4 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Emails 

-0.086 0.227 -0.025 -0.378 0.706 

0.711 1.406
  position -0.035 0.096 -0.026 -0.362 0.718 0.622305 1.606928
  D Academic institution -0.088 0.289 -0.036 -0.304 0.761 0.230 4.342
  Other organisation 0.074 0.357 0.015 0.209 0.835 0.639 1.565

  

Q20a.2 main methods 
use to interact with 
Welsh Assembly 
Government officials? 
- Letters 

-0.032 0.158 -0.015 -0.204 0.839 

0.555 1.802

  

Q24. How regularly 
have you personally 
had dealings with 
officials in xxx as a 
representative of xxx 
in the last 12 months 

-0.010 0.078 -0.009 -0.125 0.901 

0.688 1.453
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. Collinearity Statistics 

  

Q20d. In general, how 
easy or difficult is it to 
obtain information 
about the Welsh 
Assembly 
Government? 

0.010 0.079 0.008 0.123 0.903 

0.746 1.341

  

B Public sector or 
private sector 
partnership 

-0.012 0.246 -0.004 -0.048 0.962 
0.422 2.368

  

Q20c. In general, how 
easy or difficult is it to 
engage with Welsh 
Assembly 
Government officials? 

-0.002 0.109 -0.001 -0.016 0.987 

0.510 1.961
a Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been with 

the way in which Welsh Assembly Government officials have worked with and involved other 
organisations? 

 
 
Economy & Transport  
 
Figure F3: Overall Multiple Regression Model Summary for DE&T 

Model R 
R 
Square 

Adjusted R 
Square 

Std. Error of the 
Estimate 

Durbin-
Watson 

1 .761(a) 0.579 0.368 0.843 1.837

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what are the main 
methods you use to interact with Welsh Assembly Government officials? - Letters, Other organisation, 
Q20a.4, D Pembrokeshire Haven, C Third sector, B Public sector or private sector partnership, A North 
West Wales, F3 are committed to delivering high quality outcomes, inside or outside Wales, D 
Academic institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B North 
Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages actively, Q20a.6, Q20c., Q26.14 
work with you to engage citizens in public service design and delivery, Q20a.3, Q26.9 are innovative 
and willing to take risks, A Public Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been with the 
way in which Welsh Assembly Government officials have worked with and involved other 
organisations? 

 
ANOVA(b)      

Model   
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regression 58.579 30 1.953 2.750 .000(a) 
  Residual 42.608 60 0.710     
  Total 101.187 90       
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a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what 
are the main methods you use to interact with Welsh Assembly Government 
officials? - Letters, Other organisation, Q20a.4, D Pembrokeshire Haven, C Third 
sector, B Public sector or private sector partnership, A North West Wales, F3 are 
committed to delivering high quality outcomes, inside or outside Wales, D Academic 
institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B 
North Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages 
actively, Q20a.6, Q20c., Q26.14 work with you to engage citizens in public service 
design and delivery, Q20a.3, Q26.9 are innovative and willing to take risks, A Public 
Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have 
you been with the way in which Welsh Assembly Government officials have worked 
with and involved other organisations? 

 
Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

    B 
Std. 
Error Beta   Tolerance VIF 

1 (Constant) -0.843 1.650   -0.511 0.612     

  

Q17. Change in way 
Welsh Assembly 
Government officials 
have worked with 
and involved other 
organisations in last 
12 months 

0.367 0.124 0.334 2.971 0.004 0.556 1.799 

  F2 engages actively 0.242 0.124 0.232 1.962 0.054 0.503 1.987 

  

Q20a.1 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Face to face 
meetings 

0.550 0.317 0.182 1.733 0.088 0.633 1.580 

  

Q20c. In general, how 
easy or difficult is it to 
engage with Welsh 
Assembly 
Government officials? 

0.306 0.178 0.237 1.722 0.090 0.370 2.701 

  D Academic institution -1.229 0.728 -0.171 -1.688 0.097 0.685 1.460 
  A Public Sector 0.532 0.383 0.251 1.388 0.170 0.215 4.651 
  A North West Wales -0.813 0.642 -0.218 -1.266 0.210 0.236 4.237 

  

Q9. How long have 
you been with 
<organ>? 

0.144 0.118 0.118 1.221 0.227 0.752 1.330 

  

Q26.9 are innovative 
and willing to take 
risks 

0.228 0.190 0.184 1.196 0.237 0.296 3.380 

  
F1 engages in a 
professional manner 0.159 0.158 0.136 1.007 0.318 0.387 2.584 

  

F3 are committed to 
delivering high quality 
outcomes 

0.101 0.115 0.099 0.883 0.381 0.555 1.803 
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Q24. How regularly 
have you personally 
had dealings with 
officials in xxx as a 
representative of xxx 
in the last 12 months 

-0.097 0.126 -0.086 -0.771 0.444 0.558 1.791 

  

Q20a.3 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Reports\ proposals\ 
submissions\ other 
written documents 

0.192 0.281 0.091 0.684 0.497 0.396 2.524 

  

Q20a.2 main methods 
use to interact with 
Welsh Assembly 
Government officials? 
- Letters 

-0.162 0.244 -0.074 -0.666 0.508 0.569 1.758 

  B North East Wales -0.389 0.656 -0.120 -0.593 0.555 0.171 5.855 

  

Q20d. In general, how 
easy or difficult is it to 
obtain information 
about the Welsh 
Assembly 
Government? 

-0.089 0.150 -0.075 -0.592 0.556 0.433 2.308 

  

B Public sector or 
private sector 
partnership 

-0.162 0.293 -0.073 -0.553 0.582 0.398 2.510 

  
D Pembrokeshire 
Haven -0.471 0.855 -0.092 -0.551 0.583 0.254 3.936 

  C Third sector 0.174 0.316 0.067 0.549 0.585 0.472 2.120 
  position 0.057 0.142 0.048 0.401 0.690 0.493 2.027 
  Other organisation -0.122 0.340 -0.036 -0.359 0.721 0.692 1.445 

  

Q26.14 work with you 
to engage citizens in 
public service design 
and delivery 

-0.037 0.138 -0.036 -0.265 0.792 0.372 2.690 

  C Central Wales -0.216 0.830 -0.058 -0.260 0.796 0.141 7.071 
  E Swansea Bay -0.204 0.944 -0.035 -0.216 0.830 0.275 3.637 

  
F4 provides strategic 
direction -0.016 0.126 -0.017 -0.129 0.898 0.419 2.385 

  F South East Wales -0.081 0.774 -0.038 -0.104 0.917 0.054 18.662

  
inside or outside 
Wales 0.073 0.869 0.018 0.084 0.933 0.146 6.868 

  

Q20a.5 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Telephone 
conversations 

0.022 0.303 0.009 0.074 0.942 0.513 1.948 

  

Q20a.6 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Conferences or 
events 

-0.014 0.269 -0.007 -0.052 0.959 0.439 2.280 
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Q20a.4 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Emails 

-0.021 0.476 -0.005 -0.043 0.966 0.559 1.788 

a Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been 
with the way in which Welsh Assembly Government officials have worked with and involved 
other organisations? 

 
 
Health & Social Services  
 
Figure F4: Overall Multiple Regression Model Summary for DH&SS 

Model R 
R 
Square 

Adjusted R 
Square 

Std. Error of the 
Estimate 

Durbin-
Watson 

1 .779(a) 0.606 0.494 0.758 1.808

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what are the main 
methods you use to interact with Welsh Assembly Government officials? - Letters, Other organisation, 
Q20a.4, D Pembrokeshire Haven, C Third sector, B Public sector or private sector partnership, A North 
West Wales, F3 are committed to delivering high quality outcomes, inside or outside Wales, D 
Academic institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B North 
Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages actively, Q20a.6, Q20c., Q26.14 
work with you to engage citizens in public service design and delivery, Q20a.3, Q26.9 are innovative 
and willing to take risks, A Public Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been with the 
way in which Welsh Assembly Government officials have worked with and involved other 
organisations? 

 
ANOVA(b)      

Model   
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regression 92.734 30 3.091 5.386 .000(a) 
  Residual 60.259 105 0.574     
  Total 152.993 135       

a. Predictors: (Constant), *position,*Q9, E Swansea Bay, Q20d., *Q20a.2 And what 
are the main methods you use to interact with Welsh Assembly Government 
officials? - Letters, Other organisation, Q20a.4, D Pembrokeshire Haven, C Third 
sector, B Public sector or private sector partnership, A North West Wales, F3 are 
committed to delivering high quality outcomes, inside or outside Wales, D Academic 
institution, C Central Wales, F1 engages in a professional manner, Q20a.1, Q17., B 
North Eat Wales, Q24., Q20a.5, F4 provides strategic direction, F2 engages 
actively, Q20a.6, Q20c., Q26.14 work with you to engage citizens in public service 
design and delivery, Q20a.3, Q26.9 are innovative and willing to take risks, A Public 
Sector, F South East Wales 

b. Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have 
you been with the way in which Welsh Assembly Government officials have worked 
with and involved other organisations? 
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

    B 
Std. 
Error Beta   Tolerance VIF 

1 (Constant) 0.526 1.088   0.483 0.630     
  F2 engages actively 0.401 0.076 0.425 5.265 0.000 0.576 1.735 

  
F1 engages in a 
professional manner 0.309 0.094 0.304 3.283 0.001 0.437 2.287 

  

Q17. Change in way 
Welsh Assembly 
Government officials 
have worked with 
and involved other 
organisations in last 
12 months 

0.299 0.092 0.244 3.261 0.001 0.669 1.495 

  
F4 provides 
strategic direction 0.252 0.091 0.250 2.788 0.006 0.466 2.148 

  

Q20d. In general, how 
easy or difficult is it to 
obtain information 
about the Welsh 
Assembly 
Government? 

0.183 0.103 0.134 1.780 0.078 0.663 1.509 

  

F3 are committed to 
delivering high quality 
outcomes 

0.134 0.082 0.134 1.628 0.106 0.557 1.796 

  

Q20a.2 main methods 
use to interact with 
Welsh Assembly 
Government officials? 
- Letters 

-0.302 0.198 -0.142 -1.523 0.131 0.431 2.323 

  position -0.177 0.120 -0.104 -1.470 0.145 0.750 1.334 

  

Q20a.4 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Emails 

0.336 0.273 0.083 1.229 0.222 0.828 1.207 

  B North East Wales -0.590 0.526 -0.184 -1.122 0.264 0.140 7.167 

  

Q20a.6 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Conferences or 
events 

0.218 0.200 0.103 1.092 0.277 0.423 2.366 

  

Q26.9 are innovative 
and willing to take 
risks 

-0.113 0.104 -0.097 -1.085 0.280 0.468 2.137 

  

Q26.14 work with you 
to engage citizens in 
public service design 
and delivery 

0.097 0.090 0.088 1.068 0.288 0.554 1.804 

  
D Pembrokeshire 
Haven -0.707 0.696 -0.113 -1.016 0.312 0.305 3.280 

  

B Public sector or 
private sector 
partnership 

0.323 0.358 0.062 0.900 0.370 0.780 1.282 
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Coefficients(a)               

Model 
Unstandardized 

Coefficients 
Standardized 
Coefficients t Sig. 

Collinearity 
Statistics 

  
inside or outside 
Wales 0.573 0.655 0.147 0.874 0.384 0.132 7.557 

  F South East Wales -0.515 0.596 -0.242 -0.864 0.390 0.048 20.870

  

Q20a.3 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Reports\ proposals\ 
submissions\ other 
written documents 

-0.135 0.198 -0.063 -0.680 0.498 0.432 2.316 

  E Swansea Bay -0.351 0.622 -0.097 -0.565 0.573 0.126 7.922 

  

Q20c. In general, how 
easy or difficult is it to 
engage with Welsh 
Assembly 
Government officials? 

0.056 0.120 0.037 0.462 0.645 0.584 1.713 

  

Q20a.1 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Face to face 
meetings 

-0.077 0.189 -0.030 -0.407 0.685 0.703 1.422 

  

Q20a.5 the main 
methods use to 
interact with Welsh 
Assembly 
Government officials? 
- Telephone 
conversations 

-0.073 0.184 -0.028 -0.399 0.691 0.764 1.309 

  A North West Wales -0.190 0.485 -0.049 -0.391 0.696 0.241 4.142 
  Other organisation -0.095 0.313 -0.023 -0.305 0.761 0.633 1.581 

  

Q24. How regularly 
have you personally 
had dealings with 
officials in xxx as a 
representative of xxx 
in the last 12 months 

-0.021 0.081 -0.019 -0.260 0.796 0.737 1.356 

  

Q9. How long have 
you been with 
<organ>? 

-0.020 0.082 -0.017 -0.247 0.806 0.801 1.249 

  D Academic institution -0.103 0.535 -0.014 -0.193 0.848 0.684 1.462 
  A Public Sector 0.041 0.337 0.017 0.120 0.904 0.198 5.055 
  C Third sector -0.023 0.311 -0.009 -0.074 0.941 0.281 3.555 
  C Central Wales -0.029 0.648 -0.007 -0.044 0.965 0.147 6.786 
a Dependent Variable: Q16. In the last 12 months, how satisfied or dissatisfied have you been 

with the way in which Welsh Assembly Government officials have worked with and involved 
other organisations? 
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Performance Scores Calculations 
 
The performance scores for each factor took the scores for the ‘top two boxes’ –
‘agree strongly’ or ‘agree’ at question 18, ‘always’ or ‘often’ at question  - from 
each of the individual elements contained within the factor and calculated an 
unweighted average of these scores as shown overleaf. 
 
F1 engages in a professional 
manner   q26.8 q26.3 q26.1 q26.6 q26.5 q26.2 q26.4 q26.7
unweighted average positive 
score 56% 42% 49% 46% 57% 51% 61% 78% 61% 
                    
F2 engages actively   q18.1 q18.4 q18.3 q18.2 q18.6       
unweighted average positive 
score 56% 66% 54% 58% 50% 55%       
                    
F3 are committed to delivering 
high quality outcomes   q26.10 q26.13 q26.11 q26.12 q18.9       
unweighted average positive 
score 60% 65% 59% 71% 50% 54%       
                    
F4 provides strategic direction   q18.8 q18.7 q18.10 q18.5         
unweighted average positive 
score 38% 19% 45% 45% 42%         

 
For the two individual questions that were also identified as significant drivers of 
satisfaction with stakeholder engagement, positive performance scores were 
identified as follows: 
 

Q17 Change in way Welsh Assembly Government officials have worked with and 
involved other organisations in last 12 months – those who reported an 
improvement (28%) 

 
Q2 How easy or difficult to engage with Welsh Assembly Government officials – 
those who regarded engagement as ‘very’ or ‘fairly easy’ (78%) 
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APPENDIX G: 
SAMPLE PROFILE  
 
For sub-group analysis purposes, the 13 categories of organisation type (see 
section 1.24, Figure 1.2) were aggregated into five broader groups (see Figure 
G1, below).  The majority of the sample (56%) consists of public sector 
organisations. 
 
Figure G1: Grouped organisation type (%). 

 
2008 

% 
Public sector 56 
Third sector (voluntary sector, interest groups, charities and unions) 23 
Private sector or public-private partnership 15 
Academic institution 8 
Other 7 

 
 
A total of 59% of respondents were from organisations that were either wholly 
(15%) or partly (44%) funded by the Welsh Assembly Government.  In 2006, 
greater proportion of respondents were from organisations that were wholly or 
part funded.  However, this may be partly due to the addition of a ‘received a 
grant’ category to the 2008 survey, which established that more than two fifths 
(43%) had done so.  Almost half (48%) of all stakeholders identified themselves 
as being ‘regulated’ by the Welsh Assembly Government. 
 
Figure G2: Funding & regulation (%). 

 
2006

%
2008

%
Wholly funded 21 15
Part funded 50 44
Received a grant na 43
Regulated 51 48

 
 
Stakeholders were asked their position within their organisation.  In order to 
identify if any differences by seniority, positions were grouped into three broad 
categories (see Figures G3a and G3b).  The majority of respondents were 
categorised in the most senior grouping. 
 
Figure G3a: Position in organisation (%). 

 
2008

%
Higher 48
Medium 29
Lower 22
Other / not answered 2

 
(Figure G3b overleaf) 
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Figure G3b: Position in organisation – Group definitions. 
Higher 
Managing or National or Executive Director 
Director 
Chief Executive 
Deputy or Acting or Interim Chief Executive 
Commissioner or Chief Constable or Chief Fire Officer 
Deputy or Acting or Assistant Commissioner or Chief Constable or Chief Fire 
Head of Services or Department or Policy 
Chair or Deputy Chair 
Chief Officer or Lead Officer or Executive Officer 
General Secretary or Deputy General Secretary 
Finance Director 
Consultant or Doctor or Clinical Director or Nursing Director 
Head teacher or Principal 
Editor or Editor in Chief or Assistant Editor 
Senior Adviser or Advisor 
Vice Chancellor or Vice Principal or Vice Chair 
Owner 
Partner 
Head (Unspecified) 
Lawyer 
Medium 
Senior Manager or Manager 
Deputy or Assistant or Acting Manager or Senior Manager 
Co-ordinator 
Finance Manager 
Financial Officer or Treasurer or Auditor 
Nurse or Nursing Officer or Health Promotion Specialist 
Curator or Archivist 
Deputy Head teacher or Principal 
Inspector or Examination Officer 
Teacher or Lecturer or Librarian 
Member of Panel or Committee or Forum or Partnership 
Member (Unspecified) 
Civil Servant (Unspecified) 
Lower 
Participation or Partnership Officer 
Communication or Development Officer 
Officer or Senior Officer (Unspecified) 
Clerks 
Senior Administrator 
Administrator or Secretary 
Farmer or Self Employed 

 
 

The majority of stakeholders (63%) had been with their organisation for more than 
five years.  This proportion is significantly greater than that for the 2006 survey 
(55%).  Only one in twenty stakeholders (5%) had been with their organisation for 
less than a year. 
 

Figure G4: Length of service (%). 
 2006 (%) 2008 (%)
Less than one year 5 5
Between one and three years 22 14
Between three and five years 18 17
More than five years 55 63
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The profile of stakeholders with regard to Welsh language proficiency was almost 
identical to that recorded in 2006. Overall, 29% could understand spoken Welsh, 
24% could speak Welsh, 23% could read Welsh and 19% could write Welsh.  
Around two thirds (68%) could not understand, speak, read or write Welsh. 
 
Figure G5: Welsh language ability (%). 

 
2006

%
2008

%
Understand spoken Welsh 29 29
Speak Welsh 24 24
Read Welsh 23 23
Write Welsh 18 19
None of the above 66 68

 
 
Consistent with 2006, of those able to speak Welsh, three in every five spoke 
Welsh fluently.  Of the remainder, 20% could speak a fair amount, 16% could only 
speak a little and 4% could only say a few words. 
 
Figure G6: Welsh speaking ability (%). 

Base: those able to speak Welsh (311) 
2006

%
2008

%
Fluent in welsh 59 60
Can speak a fair amount of Welsh 20 20
Can only speak a little Welsh 15 16
Can only say a few words in Welsh 6 4

 
 
Regional analysis has been made using Unitary Authority to broadly replicate the 
Wales Spatial Pan areas.  Although Unitary Authorities do not exactly match the 
boundaries of these regions, matches were made as accurately as possible. 
 
As can be seen from Figure G7, below, the majority of stakeholders were based 
in South East Wales (43%) and slightly more than one in ten (13%) were from 
outside Wales. 
 
Figure G7: Region (%). 

 
2008

%
South East Wales 
(Bridgend, Vale of Glamorgan, Rhondda Cynon Taf, Merthyr Tydfil, Caerphilly, 
Blaenau Gwent, Torfaen, Monmouthshire, Newport, Cardiff) 

43

North East Wales 
(Conwy, Denbighshire, Flintshire, Wrexham) 12

Swansea Bay 
(Carmarthenshire, Swansea, Neath Port Talbot) 12

Central Wales 
(Powys, Ceredigion) 9

North West Wales 
(Anglesey, Gwynedd, Conwy) 9

Pembrokeshire Haven 
(Pembrokeshire) 5
  

Outside Wales 13
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APPENDIX H: 
ADVANCE LETTERS 
 
Letter 1: Sent to those where both e-mail address and telephone number were available 
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Letter 2: Sent to those where a telephone number but no e-mail address was available 
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Letter 3: Sent to those where an E-mail address but no telephone number was available 
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Letter 4: Sent to those where neither e-mail nor telephone number was available 
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APPENDIX I: 
SURVEY QUESTIONNAIRE 
 
 

B2791 
WAG STAKEHOLDER SURVEY 2008 

 
Good morning, afternoon, evening. My name is from Beaufort Research, an independent market research 
company, and we are carrying out a survey for the Welsh Assembly Government. The survey focuses on the 
ways in which Welsh Assembly Government officials work with and involve other organisations. You have 
been identified as one of their stakeholders. You may have received an email or letter about this already. The 
interview will take a maximum of 15 minutes. Are you willing to take part? 
 
 1  Yes - willing to take part  QA 
 2  No - not willing to take part  Q1 
 
 
 
QA. Can you ..........? 
READ OUT - CODE ALL RESPONDENT IS CAPABLE OF 
 
 1  Understand spoken Welsh 
 2  Speak Welsh  QB 
 3  Read Welsh 
 4  Write Welsh 
 5  None of the above 
 
  
 
QB. Would you say you are........? 
READ OUT, CODE ANSWER 
 
 1  Fluent in Welsh  QC 
 2  Can speak a fair amount of Welsh  QC 
 3  Can only speak a little Welsh  PREAMBLE BEFORE Q2 
 4  Can only say a few words in Welsh  PREAMBLE BEFORE Q2 
 
  
 
QC. Would you like to continue the interview in Welsh or English? 
 
 1  English 
 2  Welsh 
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IF NOT WILLING TO TAKE PART, RECORD REASON. (NB ONLY ASK QUESTION IF REASON IS 
NOT CLEAR FROM INITIAL RESPONSE). 
Q1. What is your reason for not taking part? 
 
 1  Too busy 
 
 2  Too many Welsh Assembly Government surveys\ have already taken part in too many 

Welsh Assembly Government surveys 
 
 3  Too many other surveys\ have already taken part in too many other surveys 
 
 4  Too much time spent doing other things for the Welsh Assembly Government 
 
 5  Don’t feel I am the appropriate person to take part 
 
 6  Don’t feel I have anything\enough to say 
 
 7  Nothing will happen as a result\waste of time 
 
 8  Other (PLEASE WRITE IN) 
 
 9  None of these 
 
 10  Don’t know 
 
  
THE FOLLOWING MUST BE READ OUT 
I would like to assure you that all the information we collect will be kept in the strictest confidence, and used 
for research purposes only. It will not be possible to identify any particular individual or organisation in the 
results. Please note the questions that follow are about Welsh Assembly Government officials, not ministers. 
The questions should be answered thinking about the quality of your contact with Welsh Assembly 
Government officials and not your views about Welsh Assembly Government policies. 
 
  
 
Q2. Have you had contact with Welsh Assembly Government officials in the last 12 months? 
 
 1  Yes  PREAMBLE BEFORE Q8 
 2  No  Q3 to Q14, THEN CLOSE 
 
  
 
Q3. How long is it since you last had contact with a member of staff from the Welsh Assembly Government? 
You should NOT include pre-merger relationships with ACCAC, Dysg, ELWa, WDA, Welsh Tourist Board, 
and Welsh Youth Agency. 
 
 1  Between one and two years ago 
 2  Between two and three years ago 
 3  Over three years ago 
 4  Never 
 5  Don’t know 
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Q4. What would you say are the main reasons you have not had any contact with Welsh Assembly 
Government officials in the last 12 months? 
DO NOT PROMPT 
 
 1  Have not needed to 
 2  The organisation is too bureaucratic 
 3  The organisation is not effective\waste of time 
 4  Have tried to but no response 
 5  I\my organisation is opposed to the Welsh Assembly Government 
 6  Someone else’s responsibility in the organisation 
 7  The decisions of the Welsh Assembly Government do not affect my work\the work of my 

organisation 
 8  Something else WRITE IN 
 
  
 
Q5. Although you say you have not had contact with Welsh Assembly Government officials in the last 12 
months, have you been approached by any Welsh Assembly Government officials for any reason in the last 12 
months - for example to take part in a consultation exercise or attend a conference or workshop? 
 
 1  Yes - to respond to a consultation\take part in a consultation exercise 
 2  Yes - to attend a conference\ workshop 
 3  Yes - for another reason WRITE IN 
 4  No, have not been approached by the Welsh Assembly Government in the last 12 months 
 5  Don’t know\can’t remember 
 
  
 
Q6. In the future would you like to have more, less, or about the same level of contact with Welsh Assembly 
Government officials? 
 
 1  More 
 2  Less 
 3  About the same 
 4  Don't know 
 
 
 
Q7. How, if at all, do you think Welsh Assembly Government officials could improve the ways in which they 
work with and involve other organisations? 
PROBE FULLY AND WRITE IN 
 
 
  
 
I’d now like to ask you a few questions about yourself and about the organisation in which you work. Some of 
the questions about your organisation may seem very basic and the answers obvious. However, we need to 
ensure that the information we gather is completely accurate so that we are able to group organisations 
together for analysis purposes. 
 
 
 
Q8. What is your position in [RESPONDENT’S ORGANISATION] ? 
WRITE IN 
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Q9. How long have you been with [RESPONDENT’S ORGANISATION] ? 
 
 1  Less than one year 
 2  Between one and three years 
 3  Between three and five years 
 4  More than five years 
 5  Don’t know\can’t remember 
 
 
 
Q10a. What type of organisation is [RESPONDENT’S ORGANISATION]? Is it a...... 
READ OUT - CAN MULTICODE 
 
 1  Assembly Government Sponsored Body 
 2  Local Authority (Council) 
 3  National Health Service body (NHS) 
 4  Central government department  ASK Q11 & Q12, THEN SKIP ALL PARTS OF Q13 
 5  Academic institution 
 6  Public\private sector partnership 
 7  Government Agency 
 8  Other public sector body 
 9  Voluntary group 
 10  Interest group 
 11  Registered charity 
 12  Private sector company\business 
 13  Employee representative body 
 14  Other (PLEASE WRITE IN) 
 15  Don’t know 
 
  
 
Q11. What is the postcode of the office from which you work? 
WRITE IN 
 
 
  
 
Q12. What of the following would you say best describes your organisation’s relationship with the Welsh 
Assembly Government? 
READ OUT - CAN MULTICODE 
 
 1  Campaigns\lobbies on specific issues 
 2  Delivers services on behalf of the Welsh Assembly Government 
 3  Delivers services to the Welsh Assembly Government 
 4  Delivers services independently from the Welsh Assembly Government 
 5  Delivers services in partnership with the Welsh Assembly Government 
 6  Advisory\consultancy role on behalf of the Welsh Assembly Government 
 7  Advisory\Consultancy role to the Welsh Assembly Government 
 8  Sharing information\knowledge with the Welsh Assembly Government 
 9  Receives services 
 10  Something else (PLEASE WRITE IN) 
 11  None of these 
 12  Don’t know 
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Q13a. Is your organisation funded wholly by the Welsh Assembly Government? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
 
ASK IF NO AT Q13a: 
Q13b. Is your organisation funded in part by the Welsh Assembly Government? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
  
ASK IF NO AT Q13a: 
Q13c. Has your organisation received a grant from the Welsh Assembly Government within the past three 
years? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
  
 
Q13d. Is your organisation regulated by the Welsh Assembly Government? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
  
IF LOCAL AUTHORITY OR CENTRAL GOVERNMENT DEPARTMENT AT Q10a) SKIP TOP Q15 
 
Q14. How many people would you say are currently employed by your organisation? 
IF RESPONDENT IS UNSURE, ASK FOR AN APPROXIMATE FIGURE 
 
 1  10 or less 
 2  11-20 
 3  21-50 
 4  51-100 
 5  101-500 
 6  501+ 
 7  Don’t know 
 
  
IF NOT HAD CONTACT WITH WAG OFFICIALS IN THE LAST 12 MONTHS (NO AT Q2): 
 
THAT IS THE END OF MY QUESTIONS.  THANK YOU VERY MUCH FOR TAKING PART IN 
THE SURVEY 
 
  
GENERAL IMPRESSIONS OF WELSH ASSEMBLY GOVERNMENT OFFICIALS READ OUT 
I’d now like to ask you some general questions about the way in which officials of the Welsh Assembly 
Government work with and involve other organisations 
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Q15. How, if at all, do you think Welsh Assembly Government officials could improve the way in which they 
work with and involve other organisations? 
PROBE FULLY 
 
 
 
 
 
Q16. In the last 12 months, how satisfied or dissatisfied have you been with the way in which Welsh 
Assembly Government officials have worked with and involved other organisations? 
READ OUT 
 
 1  Very satisfied 
 2  Fairly satisfied 
 3  Neither satisfied nor dissatisfied 
 4  Fairly dissatisfied 
 5  Very dissatisfied 
 6  Don’t know 
 
  
 
Q17. In the last 12 months, do you think the way in which Welsh Assembly Government officials have 
worked with and involved other organisations, has got better, worse, or has there been no change? 
Probe: Is that much or a bit better\worse? 
 
 1  Much better 
 2  A bit better 
 3  No change 
 4  A bit worse 
 5  Much worse 
 6  Don’t know 
 
  
 
Q18. I am now going to read out a list of words and phrases that could be used to describe people in 
organisations. I would like you to tell me to what extent you agree or disagree that the following fit your ideas 
and impressions of Welsh Assembly Government officials. Please tell me whether you agree strongly, agree, 
neither agree nor disagree, disagree or disagree strongly. 
 
They ... Are remote and impersonal 
They ... Understand my organisation 
They ... Listen to others 
They ... Are out of touch 
They ... Lack effective leadership 
They ... Engage proactively with stakeholders 
They ... Are reluctant to innovate 
They ... Are joined-up 
They ... Are focused on delivery 
They ... Are unclear about priorities 
 
 1  Agree strongly 
 2  Agree 
 3  Neither agree nor disagree 
 4  Disagree 
 5  Disagree strongly 
 6  Don't know 
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WORKING WITH WELSH ASSEMBLY GOVERNMENT OFFICIALS READ OUT 
I’d now like to ask you about some specific aspects of working with Welsh Assembly Government officials. 
Q19. For what reason or reasons have you had contact with Welsh Assembly Government officials as a 
representative of [RESPONDENT’S ORGANISATION] in the last 12 months? 
PROBE FULLY 
 
 
 
 
 
Q20a. And what are the main methods you use to interact with Welsh Assembly Government officials? 
READ OUT 
 
 1  Face to face meetings 
 2  Letters 
 3  Reports\proposals\submissions\ Other written documents 
 4  Emails 
 5  Telephone conversations 
 6  Conferences\ events 
 7  Other (PLEASE WRITE IN) 
 8  None of these 
 9  Don’t know 
 
 
 
Q20b. And what methods would you prefer to use to interact with Welsh Assembly Government officials? 
READ OUT 
 
 1  Face to face meetings 
 2  Letters 
 3  Reports\proposals\submissions\ Other written documents 
 4  Emails 
 5  Telephone conversations 
 6  Conferences\ events 
 7  Other (PLEASE WRITE IN) 
 8  None of these 
 9  Don’t know 
 
 
 
Q20c. In general, how easy or difficult is it to engage with Welsh Assembly Government officials? 
READ OUT 
 
 1  Very easy 
 2  Fairly easy 
 3  Fairly difficult 
 4  Very difficult 
 5  No opinion 
 
 
 
Q20d. In general, how easy or difficult is it to obtain information about the Welsh Assembly Government? 
READ OUT 
 
 1  Very easy 
 2  Fairly easy 
 3  Fairly difficult 
 4  Very difficult 
 5  No opinion 
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Q21. If there were a choice, in what language would you prefer to communicate with officials in the Welsh 
Assembly Government? 
 
 1  English  Q23 
 2  Welsh  Q22 
 99  Other (Please specify)  Q23 
 
 
 
Q22. How often are you able to use the language of your choice when communicating with officials in the 
Welsh Assembly Government? 
READ OUT 
 
 1  Always 
 2  Often 
 3  Sometimes 
 4  Rarely 
 5  Never 
 6  Don't know 
 
 
 
Q23. Which Welsh Assembly Government department(s) have you been in contact with most often over the 
last 12 months? 
 
 1  Children, Education, Lifelong Learning & Skills 
 2  Corporate Information and Services 
 3  Economy & Transport 
 4  Environment, Sustainability & Housing 
 5  Finance 
 6  Health & Social Services 
 7  Human Resources 
 8  Legal Services 
 9  Public Health & Health Professions 
 10  Public Services & Performance 
 11  Rural Affairs & Heritage 
 12  Social Justice & Local Government 
 13  Constitutional Affairs, Equality & Communications 
 14  Department of First Minister 
 15  Other (WRITE IN) 
 16  Don’t know  Q30 
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IF MENTION MORE THAN ONE DEPARTMENT AT Q23 ASK: 
 
You mentioned that you have been in contact with [NUMBER OF DEPARTMENTS MENTUIONED AT 
Q23 INSERTED] departments. The next few questions will focus on your experience of working with the 
officials in one of these departments. Is there one Welsh Assembly Government department you would like to 
talk about or would you like the computer to select one randomly? 
 
 1  Children, Education, Lifelong Learning & Skills 
 2  Corporate Information and Services 
 3  Economy & Transport 
 4  Environment, Sustainability & Housing 
 5  Finance 
 6  Health & Social Services 
 7  Human Resources 
 8  Legal Services 
 9  Public Health & Health Professions 
 10  Public Services & Performance 
 11  Rural Affairs & Heritage 
 12  Social Justice & Local Government 
 13  Constitutional Affairs, Equality & Communications 
 14  Department of First Minister 
 15  ‘Other’ (FROM Q23) 
 16  Don’t know 
 
 
  
READ OUT 
To remind you - the questions that follow are about Welsh Assembly Government officials, not ministers. The 
questions should be answered thinking about the quality of your contact with officials and not your views 
about Welsh Assembly Government policies. 
 
Q24. How regularly have you personally had any dealings with officials in [INSERT DEPARTMENT FROM 
Q23] as a representative of [RESPONDENT’S ORGANISATION] in the last 12 months? 
 
 1  Daily 
 2  Weekly 
 3  Monthly 
 4  Three to four times in the last 12 months 
 5  Once or twice in the last 12 months 
 6  Don't know 
 



 

WAG Stakeholder Survey 2008 – Report of Main Findings   
Beaufort Research Ltd (B2791)  Page 104 

  
 
Q25. I am going to read out a list of attributes and I’d like you to tell me how important each is to you in your 
dealings with officials in [INSERT DEPARTMENT FROM Q23]. Could you tell me whether you think each 
is essential, very important, important or not important. 
 
They... openly share information? 
They... provide accurate and reliable information? 
They... understand what you are trying to achieve? 
They... deal with stakeholders in a professional manner? 
They... work in partnership to deliver workable solutions? 
They... respect the diverse views of others? 
They... are impartial in dealing with organisations? 
They... involve you at an appropriate stage in the policy process? 
They... are innovative and willing to take risks? 
They... are focused on achieving outcomes and objectives? 
They... are committed to providing high quality services? 
They... make it clear who is accountable for outcomes? 
They... are committed to continuous improvement? 
They... work with you to engage citizens in public service design and delivery? 
 
 1  Essential 
 2  Very Important 
 3  Important 
 4  Not Important 
 5  Don't know 
 
  
 
READ OUT 
I'm now going to read out the same list of attributes... 
 
Q26. I’d like you to tell to what extent each applies to officials in[INSERT DEPARTMENT FROM Q23] in 
practice. Could you tell me whether each applies always, often, sometimes, rarely or never? 
 
They... openly share information? 
They... provide accurate and reliable information? 
They... understand what you are trying to achieve? 
They... deal with stakeholders in a professional manner? 
They... work in partnership to deliver workable solutions? 
They... respect the diverse views of others? 
They... are impartial in dealing with organisations? 
They... involve you at an appropriate stage in the policy process? 
They... are innovative and willing to take risks? 
They... are focused on achieving outcomes and objectives? 
They... are committed to providing high quality services? 
They... make it clear who is accountable for outcomes? 
They... are committed to continuous improvement? 
They... work with you to engage citizens in public service design and delivery? 
 
 1  Always 
 2  Often 
 3  Sometimes 
 4  Rarely 
 5  Never 
 6  Don't know 
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Q27. What do you like most about working with officials in the[INSERT DEPARTMENT FROM Q23] 
department of the Welsh Assembly Government? 
 
 
 
 
 
Q28. What do you like least about working with officials in the[INSERT DEPARTMENT FROM Q23] 
department of the Welsh Assembly Government? 
 
 
 
 
 
IF DEAL WITH MORE THAN ONE DEPARTMENT (AT Q23) ASK: 
 
Q29. Thinking about the various aspects of engagement we have been discussing, to what extent would you 
say that officials in [INSERT DEPARTMENT FROM Q23] are better or worse at engaging with stakeholders 
than officials in other Welsh Assembly Government departments with which you have been in contact? 
READ OUT 
 
 1  Much better 
 2  A bit better 
 3  About the same 
 4  A bit worse 
 5  Much worse 
 6  Varies too much between departments to say 
 7  Varies too much within departments to say 
 8  Don't know 
 
  
 
IF DEAL WITH MORE THAN ONE DEPARTMENT (AT Q23) ASKS: 
 
That is the end of my questions about [INSERT DEPARTMENT]. Would you like to repeat these questions 
for any of the other Welsh Assembly Government departments with which you have been in contact or would 
you like to proceed to the final section of the survey? 
 
 1  Repeat questions for another department  LOOP 
 2  Proceed to final section of survey  Q30 
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Is there another department you would like to talk about or would you like the computer to randomly select 
one? 
 
IF ONLY ONE DEPARTMENT APPEARING IN LIST, PLEASE SELECT THIS DEPARTMENT 
 
 1  Children, Education, Lifelong Learning & Skills 
 2  Corporate Information and Services 
 3  Economy & Transport 
 4  Environment, Sustainability & Housing 
 5  Finance 
 6  Health & Social Services 
 7  Human Resources 
 8  Legal Services 
 9  Public Health & Health Professions 
 10  Public Services & Performance 
 11  Rural Affairs & Heritage 
 12  Social Justice & Local Government 
 13  Constitutional Affairs, Equality & Communications 
 14  Department of First Minister 
 15  ‘Other’ (FROM Q23) 
 16  Don’t know 
 
  
 
Q30. Do you know of any other organisations which should be engaging with officials in the Welsh Assembly 
Government but, as far as you are aware, are not? 
PROBE FULLY 
 
 
 
  
 
Q31. Would you be willing to take part in any follow-up research linked to this survey conducted by the 
Welsh Assembly Government? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
  
 
Q32. Would you be willing for your contact details to be held on a Welsh Assembly Government wide 
database of stakeholders? 
 
 1  Yes 
 2  No 
 3  Don't know 
 
  
READ OUT 
That is the end. Thanks very much for taking part in the survey 
 
 
 
ANY OTHER NOTES? 
 
 
 


