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Gallup Q12 Survey Instrument
• DPU participated in County employee satisfaction survey since 2002
• 2016 DPU changed survey instruments to Gallup Q12 Survey
• In addition to satisfaction, it includes engagement and benchmarks
• Gallup researched 12 questions to determine engagement
• Uses 5-point scale (1 strongly disagree and 5 strongly agree)
• Provides percentile ranking in the Gallup database
• Gallup database

– 80+ years
– 35 million respondents
– 160 Countries



This presentation 
focuses on the 
overall DPU 
results



Percent of Employees Engaged
• Average percent of U.S. 

employees actively engaged at 
all time high before the 
Pandemic (May 2020 at 38%)*

• DPU percent of engaged 
employees steadily increasing 
since 2016

• May 2020, 54% of DPU 
employees engaged 

*Gallup article, July 2, 2020 by Jim Harter, “May 2020 U.S. employee engagement at an historic high.”



Employee Engagement Score

• Gallup engagement score is an average of questions 1 through 12.
• DPU goals: Achieve mean score of better than 4.0 (Agree) and percentile 

ranking that is in the top third of the Gallop database
• 2020 Survey results: 

– DPU realized the mean and percentile goals
– Score: 4.11 mean; Percentile ranking: 81 (top third)



Employee Satisfaction Score

• Gallup satisfaction score is question 00
• DPU goals: Achieve mean score of better than 4.0 (Agree) and percentile 

ranking that is in the top third of the Gallop database
• 2020 Survey results: 

– DPU realized the mean and percentile goals
– Score: 4.21 mean; Percentile ranking: 83 (top third)
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Benchmark: Public Admin

• Public Administration (Government-type organizations) 
• DPU’s 2020 Satisfaction score of 4.21 ranks 78th (top third)
• DPU’s 2020 Engagement score of 4.11 ranks 74th (top 

third)

% Employees



Benchmark: Org.<100 Employees

• Organizations with less than 100 employees
• DPU’s 2020 Satisfaction score of 4.21 ranks 70th (top third)
• DPU’s 2020 Engagement score of 4.11 ranks 66th (middle 

band)

% Employees



Benchmark: Summary
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• 2016 Mean Satisfaction = 3.99; 2016 Mean Engagement = 3.78
• 2018 Mean Satisfaction = 3.86; 2018 Mean Engagement = 3.91
• 2020 Mean Satisfaction = 4.21; 2020 Mean Engagement = 4.11



Benchmark: Summary

• 2016 & 2018 DPU satisfaction & engagement scores - higher percentile ranking in 
Public Admin. category than overall Gallup database & Organizations <100 
employees. 

• 2020 DPU satisfaction & engagement scores - higher percentile ranking in the overall 
Gallup database, when compared to 2020 ranking in Public Admin and Organizations 
<100 employees. 
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Focus Areas
2020 Survey Results suggest DPU focus in three areas:
• Q06: “There is someone at work who encourages my development.”

– DPU score dropped slightly from 4.07 in 2018 to 4.01 “Agree” in 2020
• Q09: “My coworkers are committed to doing quality work.”

– Improved from 3.89 in 2018 to 3.99 in 2020
– However, slightly below 4.0 “Agree” and is ranked 38th percentile

• Q10: “I have a best friend at work.”
– Improved from a 2.71 above “Disagree” in 2018 to a 3.05 “Neutral” in 2020 and ranked in the 15th percentile
– Why is this important?  Employees spend over 2,000 hours a year with coworkers. 
– Studies show that employees that feel connected:

• Have less work-related accidents, 
• Engage better with customers, and 
• Are more productive

DPU Senior Staff Discussing how to address these three area.  





• Segments of staff that may need additional 
support: 
– Electric Distribution
– Water Production
– Gas, Water and Sewer
– Administrative/Finance
– Women
– Non-exempt

Focus Areas



Verbatim Comments
2020 Survey concluded: “What one thing gets in the way 
of you doing your best work at our organization?”  

Of the 52 responses:
• 40% stated - Question is not applicable, or nothing gets in the way, 
• 19% stated - External factors (interruptions, agitated customers, other 

departments),
• 17% stated - DPU management (micro-managing, not providing sufficient 

tools or training),
• 17% stated - DPU co-workers (others not working as a team, not pulling 

their weight or negative attitudes), and 
• 7% stated - other.
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