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The unprecedented situation we face is, quite rightly, causing many businesses to put their employee feedback 
programmes under the spotlight.
 
Their considerations are two-fold. Leaders, managers and HR teams are responding to a whole host of new and different 
challenges and traditional feedback programmes may generate insight they don’t have time to respond to. And there is 
a question mark over whether tried-and-tested feedback processes are appropriate when employees face uncertainty, 
personal hardship and the upheaval of dramatically altered working practices.
 
Both of these issues are valid. But now, more than ever, employee feedback is crucial to helping organisations 
understand the experience of employees. Not only will this allow them to make better-informed, timely decisions, but it 
will also enable them to share best practice and sustain dialogue across their employee population. All of this will help 
them to adapt to, and emerge from the crisis in better shape. 

(THE RIGHT TYPE OF) FEEDBACK IS CRITICAL IN A CRISIS

Our own research and the experience of the clients we work with shows that, in business-as-usual circumstances, organisations need regular and relevant 

insight to allow leaders, managers and HR teams to make informed choices and drive impactful change.

With many people now working in unfamiliar ways during unfamiliar times, it’s even more critical to have an agile, actionable insight programme that 

supports quick decision-making. This will ensure businesses can alter their response and approach to the almost daily changing circumstances they face, 

both within and outside their organisations.  While this is unknown territory for most of us, we do know that business agility and success will be about giving 

leaders, managers and employees the information they need to make ongoing, iterative adjustments. There is no playbook here.

Feeling the employee Pulse

During uncertain times, our experience shows that fast turnaround Pulse survey programmes can provide the right level of relevant insight, within very 

quick timeframes, to the people that need it. ENGAGE is helping organisations, both large and small, to adapt their existing feedback programmes and 

deploy a more ongoing Pulse solution. These involve frequent (weekly, bi-weekly, monthly or event-driven) Pulse surveys, generating feedback and insight 

to help organisations navigate the new business landscape, supporting continuous dialogue with employees, and informing the response to the continually 

changing circumstances. 

This approach allows businesses to make three critical adjustments:
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O1 Adapting what to measure: in times of change or crisis, the question isn’t 
whether to measure but what to measure.

Feedback programmes need to be adapted to extract the most pertinent information for the circumstances we face today. Focusing on specific key metrics, 
rather than wide-ranging feedback, is more suited to getting to the heart of the information we need, including:

Enablement: tracking how equipped employees feel to do their jobs under new ways of working and their perceptions 

on resource management. This will highlight where ‘teething problems’ are settling down and where persistent 

challenges or barriers need to be addressed.

Events and communications: measuring the impact of certain events or communications, both internal and external, 

on employee experience and sentiment. 

Segmentation: conducting relevant segmentation of employees to allow tailored responses or interventions. This will 

deliver clearer understanding of the challenges faced by, and the perceived support given to, different segments of 

employees, such as parents / carers or those who are older or vulnerable.

Sentiment: focusing on key outcome measures such as employee confidence, morale, mood and wellbeing.

Leadership: assessment of key leadership behaviours; how effectively are leaders seen to be leading the organisation? 

Do employees believe they are making the right decisions for the firm and individuals? How much empathy are leaders 

and employees showing for each other during these times?

Management: assessment of key management behaviours, including what managers can do to drive the most positive 

outcomes from remote working. Do managers feel supported to manage their teams through this period? 

Customers: using employees as a ‘voice of the customer’ to identify customers’ experience through this period; inform 

decisions taken around customer service and communications; enable pre-emptive behaviour to maximise the goodwill 

of customers during a time of new challenges. 
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Adapting how to respond: during times of crisis and change, feedback 
isn’t just about listening, it is about learning, often ‘on-the-job’. 

CONTACT US
To make your start today, contact;

Michael Frantl 
E: michael.frantl@engagegroup.co.uk  

Nick Thompson  
E: nick.thompson@engagegroup.co.uk  

Sean Mills  
E: sean.mills@engagegroup.co.uk

Tel 
+44 (0) 20 3176 4531

Address 
414 / 416 Metal Box Factory,  
30 Great Guildford Street,  
London, SE1 0HS

Website 
engagegroup.co.uk
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O2
ENGAGE’s Pulse approach reports back in a quick, timely manner that allows for rapid decision-making and communication:

Leadership insight: detailed reporting, including results for key employee segments, delivered within hours of the Pulse survey closing. This is shared across 
the leadership team and includes recommendations for action and learnings from best practice within your own and other organisations. 

Included in this report is a high-level summary communication for employees. This will provide details about how the organisation is responding to the 
key issues highlighted in the feedback, and why. It is this openness and honesty that generates trust amongst employees and clearly demonstrates that 
organisations are acting with the best of intentions (even when there is no “right” answer).

HR tools: access to the full data for HR users via online dashboards; slice-and-dice functionality, sharing results in real-time, filtered by key employee and 
organisational demographics. This enables HR, centrally, to take targeted action to incrementally improve workforce and business outcomes.

Adapting plans: ENGAGE’s Pulse approach is ideal for those organisations 
that don’t want to stop listening to their employees but want to ensure that 
feedback delivers insight relevant to the current challenges they face.

Much of the action we are all taking at this time is, understandably and necessarily, reactive. As we 
watch the situation unfold, we continue to adapt our business practices accordingly.

While we realise that timeframes may change, and that the current situation may not have a clear 
beginning or end, we are prepared for the fact that working practices may need to change many 
times over the coming months. 

At a time when many of the challenges ahead may seem insurmountable, the process of adapting 
your employee feedback programme can be very simple:

Review and adapt our Pulse question set and agree a deployment 
strategy: which of the metrics do you want to track at every wave and 
which areas are best treated as standalone issues to explore?

Provide a list of employees and the key individual and organisational 
demographics necessary to support relevant analysis and decision-
making.

Agree the regularity with which you want to invite feedback from 
your employees and prepare the relevant stakeholders internally to 
be able to review and respond to the feedback.


