
HMRC Staff Survey Summer 2007 

Staff Survey results for 
HMRC 

This report gives you the overall results for the HMRC Staff Survey from June 2007. The 
survey was completed by 12959 people. Where appropriate the corresponding results 
from previous waves are also shown. 

HMRC 12959 respondents 

HMRC, Nov 2006 18124 respondents 

HMRC, May 2006 12854 respondents 

HMRC, Nov 2005 7001 respondents 

HMRC, May 2005 7066 respondents 

HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

Overall feelings 

How staff feel about this part of the Department and overall 

strongly agree agree neither disagree strongly disagree 

I am proud to work for this department HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

5% 34% 38% 17% 5% 

6% 30% 34% 21% 9% 

5% 37% 38% 16% 4% 

6% 34% 36% 19% 5% 

6% 37% 36% 17% 4% 

strongly agree agree neither disagree strongly disagree 

Considering everything I am satisfied with my 
job 

HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

3% 40% 20% 29% 8% 

5% 41% 21% 25% 9% 

3% 44% 20% 26% 7% 

4% 46% 21% 23% 6% 

6% 46% 22% 22% 5% 
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strongly agree agree neither disagree strongly disagree 

I would recommend the Department as a good 
place to work 

HMRC overall 3% 27% 26% 31% 13% 

HMRC overall Nov 06 3% 25% 25% 29% 17% 

HMRC overall May 06 3% 32% 26% 28% 11% 

HMRC overall Nov 05 4% 33% 28% 26% 10% 

strongly agree agree neither disagree strongly disagree 

Considering everything, I am satisfied with this 
department at the present time 

HMRC overall 1% 19% 19% 42% 18% 

HMRC overall Nov 06 1% 20% 19% 38% 22% 

HMRC overall May 06 1% 25% 21% 39% 14% 

HMRC overall Nov 05 1% 27% 23% 37% 12% 

HMRC overall May 05 1% 31% 25% 36% 8% 

strongly agree agree neither disagree strongly disagree 

I feel highly motivated to do my work well HMRC overall 5% 30% 26% 29% 10% 

HMRC overall Nov 06 7% 28% 23% 27% 15% 

HMRC overall May 06 5% 31% 28% 28% 8% 

HMRC overall Nov 05 7% 31% 25% 28% 10% 

Business decisions and direction 

How well we are communicating and enacting the changes going on 
within the business 

strongly agree agree neither disagree strongly disagree 

I feel that change is managed well in this 
department 

HMRC overall 1% 11% 27% 36% 25% 

HMRC overall Nov 06 1% 11% 23% 35% 30% 

HMRC overall May 06 1% 17% 24% 40% 18% 

HMRC overall Nov 05 1% 12% 27% 38% 22% 

HMRC overall May 05 1% 15% 29% 37% 19% 

strongly agree agree neither disagree strongly disagree 

I have the opportunity to contribute my views 
before changes are made which affect my job 

HMRC overall 1% 19% 24% 32% 23% 

HMRC overall Nov 06 1% 12% 18% 35% 34% 

HMRC overall Nov 05 1% 11% 16% 39% 33% 

HMRC overall May 05 1% 12% 18% 41% 29% 

changing for beginning to not really beginning to changing for 
better change for better changing change for worse worse 

Which of these phrases best describes whether 
you feel the department is changing, and if so, 
for the better or worse? 

HMRC overall 4% 17% 7% 24% 48% 

HMRC overall Nov 06 3% 18% 5% 30% 43% 

HMRC overall Nov 05 3% 24% 11% 31% 31% 

HMRC overall May 05 4% 22% 12% 32% 30% 
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percentage choosing each option 

Have you personally been through one or more of the large change programmes that have recently been rolled out and are designed 
to improve the way we work? 

HMRC overall 1%Yes - more than eighteen months ago 

HMRC overall 5%Yes - in the last twelve to eighteen months 

HMRC overall 15%Yes - in the last six to twelve months 

HMRC overall 17%Yes - in the last six months 

HMRC overall 39%YES 

HMRC overall 12%No - but expect to in next six months 

HMRC overall 12%No - but expect to in more than six months' time 

No - and don't expect to HMRC overall 26% 

NO HMRC overall 49% 

Don't know HMRC overall 11% 

Personal development, training and learning 

How well are we performing with training and career opportunities? 

strongly agree agree neither disagree strongly disagree 

I receive regular and constructive feedback on 
my performance 

HMRC overall 5% 46% 22% 22% 5% 

HMRC overall Nov 06 5% 46% 23% 19% 8% 

HMRC overall May 06 6% 50% 22% 17% 4% 

HMRC overall Nov 05 4% 43% 22% 23% 8% 

strongly agree agree neither disagree strongly disagree 

My performance has improved as a result of 
skills I have developed over the past year 

HMRC overall 8% 40% 28% 19% 6% 

HMRC overall Nov 06 5% 35% 35% 18% 8% 

HMRC overall May 06 7% 41% 28% 19% 5% 

HMRC overall Nov 05 5% 37% 34% 18% 6% 

strongly agree agree neither disagree strongly disagree 

I have the skills I need to deliver my objectives HMRC overall 12% 65% 14% 7% 1% 

strongly agree agree neither disagree strongly disagree 

My most recent formal appraisal was a fair assessment HMRC overall 14% 65% 12% 6% 3% 
of my performance 

strongly agree agree neither disagree strongly disagree 

The objectives in my current PDE accurately reflect HMRC overall 6% 51% 31% 8% 4% 
what I expect to achieve this year 
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percentage choosing each option 

Which of these phrases best describes how you feel about the PDE system? 

HMRC overall 13%There should be no performance categories 

HMRC overall 9%Two performance categories would make appraisals 
more fair 

HMRC overall 38%The current system of three categories is fair 

HMRC overall 24%Using four performance categories would make the 
system more fair 

HMRC overall 12%Using five performance categories would make the 
system more fair 

HMRC overall 3%Using six performance categories would make the 
system more fair 

percentage choosing each option 

Which of these do you feel is the single most appropriate to be rewarded? 

HMRC overall 43%An individual's performance 

HMRC overall 5%The delivery of the individual's business objectives 

HMRC overall 17%The performance of the team as a whole 

HMRC overall 21%The level of effort put in by the individual 

HMRC overall 2%The behaviour of the individual 

HMRC overall 6%The level of skill and knowledge of the individual 

HMRC overall 6%None of these 

Working culture and methods 

What kind of working culture do we have? 

strongly agree agree neither disagree strongly disagree 

My work gives me a feeling of personal 
accomplishment 

HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

6% 36% 22% 25% 11% 

6% 39% 25% 20% 10% 

5% 37% 23% 26% 10% 

6% 40% 26% 20% 8% 

6% 41% 25% 21% 8% 

strongly agree agree neither disagree strongly disagree 

I believe I am valued for what I can offer the 
department 

HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

2% 24% 22% 33% 18% 

2% 23% 28% 31% 16% 

2% 23% 24% 34% 16% 

2% 25% 30% 31% 12% 

3% 29% 30% 29% 10% 
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strongly agree agree neither disagree strongly disagree 

I am encouraged to use my different talents to 
the full 

HMRC overall 4% 27% 27% 29% 13% 

HMRC overall Nov 06 3% 28% 30% 28% 12% 

HMRC overall May 06 3% 26% 29% 29% 13% 

HMRC overall Nov 05 3% 29% 30% 30% 9% 

HMRC overall May 05 2% 29% 30% 29% 9% 

strongly agree agree neither disagree strongly disagree 

I believe that managers in my part of the 
department challenge inappropriate behaviour 

HMRC overall 5% 43% 28% 18% 6% 

HMRC overall Nov 06 4% 44% 27% 18% 7% 

HMRC overall May 06 4% 47% 25% 18% 5% 

HMRC overall Nov 05 4% 44% 25% 20% 7% 

HMRC overall May 05 5% 47% 25% 17% 6% 

strongly agree agree neither disagree strongly disagree 

I am treated with fairness and respect HMRC overall 10% 57% 19% 9% 4% 

HMRC overall Nov 06 9% 59% 18% 10% 5% 

HMRC overall May 06 10% 61% 18% 8% 3% 

HMRC overall Nov 05 9% 60% 18% 10% 4% 

HMRC overall May 05 7% 53% 22% 13% 5% 

Working with customers 

Are we customer focussed and are we getting better? 

strongly agree agree neither disagree strongly disagree 

Being customer focussed is an important part of my HMRC overall 22% 53% 14% 7% 3% 
job 

strongly agree agree neither disagree strongly disagree 

I feel motivated to improve customers' experience of 
HMRC 

HMRC overall 10% 41% 30% 15% 5% 

strongly agree agree neither disagree strongly disagree 

I feel I understand my customers' needs HMRC overall 14% 64% 17% 4% 1% 

strongly agree agree neither disagree strongly disagree 

My performance is judged by how well I respond to 
customers' needs 

HMRC overall 4% 31% 35% 24% 7% 

strongly agree agree neither disagree strongly disagree 

Managers where I work encourage suggestions from HMRC overall 4% 31% 35% 23% 7% 
staff on how we can be more customer focussed 
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strongly agree agree neither disagree strongly disagree 

HMRC overall 2% 17% 49% 23% 9%Staff's suggestions on how to be more customer 
focussed are acted on 

strongly agree agree neither disagree strongly disagree 

In the last six months I have seen changes in my area HMRC overall 2% 16% 27% 39% 16% 
of the business as a result of staff suggestions 

strongly agree agree neither disagree strongly disagree 

I believe that the quality of service to customers is HMRC overall 2% 23% 26% 29% 20% 
improving 
Data is based on all respondents, and not directly 
comparable to the same question in previous waves 

strongly agree agree neither disagree strongly disagree 

My part of the department is committed to customer HMRC overall 6% 36% 32% 17% 9% 
satisfaction 
Data is based on all respondents, and not directly 
comparable to the same question in previous waves 

percentage choosing each option 

In your job, how often do you deal with external customers, i.e. members of the public, businesses etc? 

Every day 

HMRC overall May 06 

HMRC overall 45% 

HMRC overall Nov 06 42% 

44% 

Most days HMRC overall 17% 

HMRC overall Nov 06 19% 

HMRC overall May 06 18% 

Once a week HMRC overall 5% 

HMRC overall Nov 06 6% 

HMRC overall May 06 6% 

Less than once a week but more than once a 
month 

HMRC overall 6% 

HMRC overall Nov 06 6% 

HMRC overall May 06 6% 

Once a month HMRC overall 2% 

HMRC overall Nov 06 2% 

HMRC overall May 06 2% 

Less often HMRC overall 10% 

HMRC overall Nov 06 12% 

HMRC overall May 06 11% 

Never HMRC overall 14% 

HMRC overall Nov 06 13% 

HMRC overall May 06 12% 
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Customer profile 

A breakdown of the type of customers dealt with by staff (respondents 
were able to choose more than one group) 

percentage choosing each option 

In your usual job, what type of customers does your work relate to? (choose as many as apply) 

Internal customers who work in HMRC HMRC overall 61% 

Individuals HMRC overall 63% 

Any businesses and employers HMRC overall 42% 

Agents on behalf of individuals, businesses and HMRC overall 52% 
employers 

Any other external customers HMRC overall 35% 

Management and leadership 

How are line managers and senior managers performing in the eyes of 
staff in your area? 

strongly agree agree neither disagree strongly disagree 

I understand how my work contributes to the 
objectives of the Department 

HMRC overall 9% 64% 18% 6% 2% 

HMRC overall Nov 06 7% 65% 20% 6% 2% 

HMRC overall May 06 8% 66% 17% 6% 2% 

HMRC overall Nov 05 7% 67% 18% 6% 2% 

strongly agree agree neither disagree strongly disagree 

My team is well managed HMRC overall 11% 49% 21% 14% 5% 

HMRC overall Nov 06 13% 55% 20% 8% 4% 

HMRC overall May 06 11% 53% 19% 12% 4% 

HMRC overall Nov 05 13% 56% 19% 9% 3% 

strongly agree agree neither disagree strongly disagree 

Poor performance is dealt with effectively 
where I work 

HMRC overall 4% 32% 32% 23% 9% 

HMRC overall Nov 06 2% 30% 35% 25% 8% 

HMRC overall May 06 3% 26% 31% 27% 13% 

HMRC overall Nov 05 3% 28% 36% 25% 8% 

HMRC overall May 05 5% 32% 35% 21% 7% 

strongly agree agree neither disagree strongly disagree 

The department is well managed HMRC overall 1% 18% 28% 36% 16% 

HMRC overall Nov 06 2% 18% 35% 29% 17% 

HMRC overall May 06 1% 18% 30% 36% 15% 

HMRC overall Nov 05 2% 20% 38% 28% 12% 

HMRC overall May 05 2% 24% 38% 26% 10% 
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strongly agree agree neither disagree strongly disagree 

Senior management provide effective 
leadership 

HMRC overall 1% 16% 30% 33% 20% 

HMRC overall Nov 06 2% 17% 34% 27% 20% 

HMRC overall May 06 2% 18% 31% 32% 17% 

HMRC overall Nov 05 2% 18% 36% 29% 16% 

HMRC overall May 05 2% 19% 37% 28% 14% 

strongly agree agree neither disagree strongly disagree 

Overall, I have confidence in the senior 
managers within my Department 

HMRC overall 2% 20% 30% 32% 16% 

HMRC overall Nov 06 2% 20% 32% 28% 18% 

HMRC overall May 06 2% 22% 29% 31% 16% 

Communication 

How well we communicate in this area 

strongly agree agree neither disagree strongly disagree 

The Department does a good job of keeping 
me informed about matters affecting me 

HMRC overall 2% 31% 28% 28% 11% 

HMRC overall Nov 06 2% 28% 31% 28% 11% 

HMRC overall May 06 2% 31% 28% 28% 11% 

strongly agree agree neither disagree strongly disagree 

I think it is safe to speak up and challenge the 
way things are done in this department 

HMRC overall 2% 30% 26% 28% 13% 

HMRC overall Nov 06 3% 37% 23% 26% 11% 

HMRC overall May 06 2% 31% 24% 29% 13% 

HMRC overall Nov 05 3% 38% 24% 26% 8% 

HMRC overall May 05 3% 37% 27% 24% 9% 

strongly agree agree neither disagree strongly disagree 

I am aware of the department’s long term 
goals 

HMRC overall 5% 58% 22% 12% 3% 

HMRC overall Nov 06 4% 52% 24% 15% 5% 

HMRC overall Nov 05 3% 42% 30% 21% 4% 

HMRC overall May 05 2% 39% 32% 21% 6% 

strongly agree agree neither disagree strongly disagree 

I feel well informed about the Five Year Ambition HMRC overall 4% 40% 32% 18% 5% 

strongly agree agree neither disagree strongly disagree 

I feel involved in achieving our Five Year Ambition HMRC overall 1% 14% 37% 33% 14% 
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Bullying and harassment 

HMRC is committed to being an equal opportunities employer so we need 
to know if there are areas where we can do better 

no yes 

At work, have you experienced bullying by 
other staff in the last 12 months? 

HMRC overall 83% 17% 

HMRC overall Nov 06 82% 18% 

HMRC overall May 06 85% 15% 

HMRC overall Nov 05 81% 19% 

HMRC overall May 05 85% 15% 

Work/life balance 

How staff feel about any time pressures in their job 

strongly agree agree neither disagree strongly disagree 

I am able to strike the right balance between 
my work and home life 

HMRC overall 

HMRC overall Nov 06 

HMRC overall May 06 

HMRC overall Nov 05 

HMRC overall May 05 

14% 60% 13% 10% 3% 

18% 58% 12% 9% 3% 

13% 60% 14% 11% 3% 

19% 60% 11% 8% 2% 

9% 63% 15% 11% 2% 

Our people 

As the figures are rounded very small percentages may appear as zero. 

percentage choosing each option 

Which pay band are you in? 

SCS, Grade 7, Grade 6 HMRC overall 4% 

HMRC overall Nov 06 4% 

Fast Stream or Band T, Senior Officer, Higher 
Officer, Officer 

HMRC overall 45% 

HMRC overall Nov 06 46% 

Assistant Officer, Administrative Assistant HMRC overall 51% 

HMRC overall Nov 06 47% 

Prefer not to say HMRC overall 0% 

HMRC overall Nov 06 3% 
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16-24 

25-34 

35-44 

45-54 

percentage choosing each option 

Age 

HMRC overall 6% 

HMRC overall Nov 06 7% 

HMRC overall 16% 

HMRC overall Nov 06 17% 

HMRC overall 30% 

HMRC overall Nov 06 30% 

HMRC overall 33% 

HMRC overall Nov 06 32% 

HMRC overall 16%55+ 

HMRC overall Nov 06 15% 

percentage choosing each option 

Gender 

male HMRC overall 44% 

HMRC overall Nov 06 43% 

female HMRC overall 56% 

HMRC overall Nov 06 57% 

percentage choosing each option 

How long have you been working in your current job? 

HMRC overall 7%up to 6 months 

HMRC overall Nov 06 7% 

HMRC overall 9%6 months – 1 year 

HMRC overall Nov 06 9% 

HMRC overall 12%1-2 years 

HMRC overall Nov 06 11% 

3-5 years HMRC overall 33% 

HMRC overall Nov 06 32% 

HMRC overall 19%6-10 years 

HMRC overall Nov 06 17% 

HMRC overall 11%11-20 years 

HMRC overall Nov 06 12% 

HMRC overall 9%more than 20 years 

HMRC overall Nov 06 12% 
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percentage choosing each option 

Length of service with the Department 

HMRC overall 3% 

HMRC overall Nov 06 5% 

up to 1 year 

HMRC overall 5% 

HMRC overall Nov 06 8% 

1-2 years 

HMRC overall 17% 

HMRC overall Nov 06 14% 

3-5 years 

HMRC overall 23% 

HMRC overall Nov 06 12% 

6-10 years 

HMRC overall 18% 

HMRC overall Nov 06 24% 

11-20 years 

HMRC overall 21% 

HMRC overall Nov 06 23% 

21-30 years 

HMRC overall 13% 

HMRC overall Nov 06 14% 

more than 30 years 

yes no 

HMRC overall 8% 92% 

HMRC overall Nov 06 6% 94% 

Do you have a disability as defined by the 
Disability Discrimination Act (DDA)? 

yes no 

HMRC overall 43% 57% 

HMRC overall Nov 06 41% 59% 

Do you have caring responsibilities (e.g. for 
children, elderly or disabled people) 

yes no 

HMRC overall 97% 3% 

HMRC overall Nov 06 93% 7% 

Have you had an appraisal from your line 
manager in the last 12 months? 
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percentage choosing each option 

Which ethnic group do you most identify with? (Figures are rounded, so very small percentages may appear as zero) 

White HMRC overall 88% 

HMRC overall Nov 06 87% 

HMRC overall 4%Asian 

HMRC overall Nov 06 3% 

HMRC overall 1%Black 

HMRC overall Nov 06 1% 

HMRC overall 1%Mixed ethnic background 

HMRC overall Nov 06 1% 

HMRC overall 0%Any other ethnic background 

HMRC overall Nov 06 0% 

HMRC overall 6%All non-white 

HMRC overall Nov 06 5% 

HMRC overall 6%Prefer not to say/not stated 

HMRC overall Nov 06 8% 

percentage choosing each option 

What is your religion, even if you are not currently practising? 

Christian HMRC overall 67% 

HMRC overall 0%Buddhist 

HMRC overall 1%Hindu 

HMRC overall 0%Jewish 

HMRC overall 1%Muslim 

HMRC overall 1%Sikh 

HMRC overall 1%Any other religion 

No religion HMRC overall 20% 

HMRC overall 8%Prefer not to say/not stated 

percentage choosing each option 

What is your sexual orientation? 

HMRC overall 1%Bisexual 

HMRC overall 2%Gay man or gay woman/ lesbian 

Heterosexual/ straight HMRC overall 88% 

HMRC overall 1%Other 

HMRC overall 9%Prefer not to say 
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yes no 

Is your gender identity the same as you were 
assigned at birth? 

HMRC overall 100% 
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