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Introduction
1. The CITB NI stakeholder satisfaction survey aims to determine how well CITB NI is achieving aims and objectives in the opinion of a range of stakeholders including employer representatives, Government / local authorities, professional bodies, and training / education providers. The stakeholder satisfaction survey was last carried out in 2020. 

2. Due to the low response rate in 2020 (14%), the findings were treated with caution. The response rate for this latest survey (Aug 2022) was much better (36%) with a greater number of respondents and thus this piece of research is much more reliable. 

Methodology and Sample 
3. The 2022 stakeholder satisfaction survey was undertaken using an online survey tool. 

4. A total of 125 stakeholders were invited to complete the survey. These consisted of training and education (36%), government and local authorities (27%), employer representatives (16%), project partners (6%), professional bodies (6%) and other (9%). However, there is a certain amount of overlap in that a training provider may also be involved in a project so how CITB NI categories the stakeholders may differ from how they categorise themselves in terms of their response. 45 responses were received - a 36% response rate. This means that the results of the survey could be useful to refer to when making key strategic decisions. 

5. The breakdown of stakeholders who responded is shown below, with the greatest number of responses from Training / Education stakeholders (36%), followed by Government and local authorities (27%), reflecting the largest groups included in the survey making up over half of all responses. The joint lowest responses were professional bodies and project partners (6%) both with 3 responses. The 4 stakeholders who categorised themselves as ‘Other’ (9%) was a Careers service, 2 government arm’s length bodies and the national trust charity.


Findings
‘I have found CITB NI to be my ‘go to’ organisation in relation to all thing’s construction. The whole team are hands on and are always on hand with information as requested.’
‘I thoroughly enjoy working with CITB NI.’

Awareness and Understanding of CITB NI’s role
6. All respondents had heard of CITB NI before receiving the survey and all had had some contact with CITB NI over the last 24 months since the previous survey.

7. The stakeholders who responded had differing levels of contact with CITB NI as outlined in the chart below. Just under half (47%) have had frequent or on-going dialogue (at least a couple of times every 2-3 months), with around a quarter (26%) having had regular contact (once every 2-3 months) a fifth (21%) having occasionally had contact (once every 6 months). One stakeholder had been in contact once and two had chosen other, these were specified as ‘A few times in the last 2 months’ and ‘partnership working’.





8. Survey respondents were also asked what their level of involvement with CITB NI has been over the last 24 months. As can be seen from the chart below 77% have had very or fairly close involvement, 23% said they had not very close contact. There were 0 responses for not at all close.



9. Almost all stakeholders (95%) felt that the level of interaction they had was sufficient for their needs. Two responded no which can be seen in the graph below.




10. Around two thirds (68%) of stakeholders who responded to the survey have contacted CITB NI for information, help or advice on construction industry skills or training related issues in the last 24 months. In 2020, 67% of respondents had contacted CITB NI within the last 12 months. This shows a consistent level of engagement between CITB NI and the associated stakeholders.



11. Over four fifths (85%) of stakeholders would be very likely to approach CITB NI for information, help or advice, or if they wanted to work in partnership on construction industry skills or training related issues. Of the remaining 15%, five would be fairly likely to do so (12%) and only one would not be very likely (3%).
12. All respondents felt that CITB NI is the same or better than other organisations for help or advice on sector specific skills or training-related issues. These results show a strong improvement on the 2020 results which can be seen below.

13. Stakeholders who responded to the survey were also asked to rate CITB NI against other organisations for the skills solutions on offer. The results in this question were also very good, bettering 2020 which can be seen in the table below. 


14. When asked what level of understanding stakeholders had about CITB NI’s role and objectives, 26% felt that they had a very good understanding, up from only 17% in 2020. Over half of all respondents (56%, down from 75% in 2020) felt that they had a fairly good understanding. 15% indicated that they had a fairly limited understanding with only one respondent believing they have a very limited understanding. With 82% of the responses indicating they have a fairly good understanding or better, CITB NI are currently doing a great job in raising awareness of its role and objectives.


15. Respondents were then asked to choose what they thought CITB NI’s main roles and objectives are from the list that can be seen in the graph below. 92% of respondents were aware of CITB NI’s role to identify current and emerging skills needs and this was also the joint top response in 2020. Supporting up-skilling and improving the image of the industry/ careers were second and third respectively (89% & 87%). CITB NI, it seems is least well known for its roles in supporting clients and developing a strong supply chain (46%), and helping businesses grow (56%) as these were the least picked responses.




Objectives
16. Stakeholders were asked how well they thought CITB NI is meeting its objectives to support the industry. The questions in this section were changed from 2018 due to a change in priorities and therefore comparisons can now be made between the current 2022 report and the previous 2020 responses. The questions relate to the five action themes within the CITB NI 2020 – 2025 Strategic Plan.

17. As can be seen from the chart below most of the stakeholders who responded feel that CITB NI is at least doing somewhat well. CITB NI is considered to be performing particularly well in terms of promoting and delivering services to high standards (80% of stakeholders felt that CITB NI is performing very or extremely well) and in terms of developing constructive strategic partnerships (77% felt that CITB NI is performing very or extremely well). CITB NI should consider if stakeholders are fully aware of CITB NI’s work in all areas as respondents simply may not be fully aware of some of its activities and will obviously be most able to say how CITB NI is performing in terms of strategic partnerships.




Areas of Focus
18. Stakeholders were asked about the areas CITB NI is focusing on externally in its work at present (for more detail see the 2020 – 2025 Strategic Plan), and how well they thought CITB NI is meeting these.

19. As can be seen from the chart below the majority of the stakeholders who responded feel that CITB NI is performing particularly well in a number of areas. Looking at the very well and extremely well responses CITB NI have scored above 70% in all areas except promoting digital construction such as BIM, (which was 66%). There was a small number who felt CITB NI were not performing very well across all the focus areas, with none choosing not at all well. It is important that CITB NI continues to raise awareness of all its activities with all stakeholders as some may only be involved in certain projects and unaware of other activities.









How CITB NI Works
20. Stakeholders were asked if they had received any information about skills and training solutions or approaches in the construction industry in the last 24 months. It appears that communication with stakeholders has improved since the last survey. 78% percent had received information – this compares to 64% who had received any information in the last 24 months in 2020. 

21. Stakeholders were asked if they would recommend CITB NI to others. Thirty six percent of stakeholders would definitely speak highly of CITB NI if someone asked their opinion and 45% would proactively recommend that others contact and use CITB NI. The remaining 18% would be neutral about them if some asked their opinion. In 2020, only 45% of stakeholders would have proactively recommended that others contact CITB NI, 36% would have spoken highly of them and 18% would have been neutral. For both 2022 and 2020 there were no negative recommendation responses.  
22. 72% of stakeholders have recommended CITB NI to someone in the last 24 months. This is down 10% from the 82% of stakeholders who recommended CITB NI to someone in the same time period in 2020. 


23. A significant proportion of respondents (89%) were completely satisfied or satisfied with the overall service CITB NI provides for the construction industry whilst 8% were neutral and one stakeholder being dissatisfied. In 2020, no stakeholders had an ambivalent response, whilst 72% were completely satisfied / satisfied, which can all be seen in the graph below.


CITB NI Image
24. [bookmark: _Hlk52373316]Stakeholders were asked to rate how well they agreed with a range of statements. As can be seen from the chart below, CITB NI are performing very well in terms of staff taking personal responsibility for dealing with customers (89% of stakeholders agreed or strongly agreed). Most stakeholders (80%) also felt CITB NI are exceeding customers expectations. 


Any other comments
38. These are some of the additional comments that were received from stakeholders:
- “CITB NI have worked well with training and skills through competitions, without CITB NI input we would not have achieved the success we have had.”
- “A good organisation to deal with, provide an important service to industry, particularly in the heritage sector.”
- “What CITB does, it does very well, but the limitations placed on CITB NI are problematic in terms of addressing certain trade skills, training and functions which have been taken away.”
- “CITB NI need to the link between industry and training provision. There are certainly some good initiatives, but I think CITB need more construction industry specialists to work collectively with the industry.”
- “I have found the CITB NI staff approachable and helpful when dealing with them.”
- “Incredibly easy to work with. The CITB NI staff we have interacted with are all passionate about their roles and the overall mission of CITB NI.” 
Conclusion
25. The number and rate of responses received for this survey has greatly surpassed previous years. The results have also been more favourable towards CITB NI, showing a real improvement, especially when comparing these results against previous years. 

26. However, there is still room for improvement in a few areas highlighted within this report which should be addressed for the next survey.



Type of Stakeholder


Employer Representative (association or federation)	Professional Body	Government / Local Authority	Training / Education	Project Partner	Other (please specify)	0.16	0.06	0.27	0.36	0.06	0.09	

How often have you been in contact with CITB NI over the last 24 months?


Frequent or on-going - you have an on-going dialogue involving contact at least a couple of times every 2-3 months	Regularly - every 2-3 months or so	Occasionally - have been in contact with them a few times, on separate occasions, maybe every 6 months or so	Once	Other (please specify)	0.47	0.26	0.21	0.02	0.04	


How would you describe the level of involvement that you personally have had over the last 24 months?

[VALUE]

Very close	Fairly close	Not very close	Not at all close	0.21	0.56000000000000005	0.23	0	


Is this level of interaction with CITB NI sufficient to meet your needs?


Yes	No	0.95	0.05	


In the last 24 months, have you contacted CITB NI for information, help or advice on construction industry skills or training related issues?


Yes	No	0.66666666666666663	0.33333333333333331	


How likely would you be to approach CITB NI if you needed information, help or advice, or wanted to work in partnership on construction industry skills or training related issues?


Very likely	Fairly likely	Not very likely	Not at all likely - would not approach CITB NI	0.85	0.12	0.03	0	


How would you rate the quality of the help or advice from CITB NI compared to other organisations you are aware of that provide sector specific help or advice on skills or training-related issues? Would you say. . .

2022	
CITB NI is far better than other organisations	CITB NI is slightly better than other organisations	They are about the same level	CITB NI is slightly worse than other organisations	CITB NI is far worse than other organisations	0.46	0.26	0.28000000000000003	0	0	2020	
CITB NI is far better than other organisations	CITB NI is slightly better than other organisations	They are about the same level	CITB NI is slightly worse than other organisations	CITB NI is far worse than other organisations	0.25	0.17	0.5	0.08	0	



And how would you rate CITB NI compared to other organisations you are aware of for the skills solutions on offer? Would you say. . .

2022	
CITB NI is far better than other organisations	CITB NI is slightly better than other organisations	They are about the same level	CITB NI is slightly worse than other organisations	CITB NI is far worse than other organisations	0.46	0.28000000000000003	0.26	0	0	2020	
CITB NI is far better than other organisations	CITB NI is slightly better than other organisations	They are about the same level	CITB NI is slightly worse than other organisations	CITB NI is far worse than other organisations	0.25	0.25	0.5	0	0	



How good an understanding would you say you have of the role and objectives of CITB NI?

2022	
A very good understanding	A fairly good understanding	A fairly limited understanding	A very limited understaning	None at all	0.26	0.56000000000000005	0.15	0.03	0	2020	
A very good understanding	A fairly good understanding	A fairly limited understanding	A very limited understaning	None at all	0.17	0.75	0.08	0	0	



On the basis of your understanding, can you tell me what CITB NI's main roles and objectives are? What else has it been set up to do? 

2022	
Identify current/emerging skills needs	Improve image of the industry	Influence education/ training	Promote the benefits of investing in training	Support up-skilling, re-skilling and conversion	Help develop competent/ safe workforce	Encourage greater employer ownership of skills	Promote talent management/ career development	Support the industry to adapt to new ways of working	Improve understanding of different routes into the industry and benefits 	Influence industry/ government policy	Support industry sectors with bespoke solutions	Support clients and develop a strong supply chain	Help businesses to grow	0.92	0.87	0.79	0.79	0.89	0.82	0.66	0.57999999999999996	0.74	0.82	0.77	0.64	0.46	0.56000000000000005	2020	
Identify current/emerging skills needs	Improve image of the industry	Influence education/ training	Promote the benefits of investing in training	Support up-skilling, re-skilling and conversion	Help develop competent/ safe workforce	Encourage greater employer ownership of skills	Promote talent management/ career development	Support the industry to adapt to new ways of working	Improve understanding of different routes into the industry and benefits 	Influence industry/ government policy	Support industry sectors with bespoke solutions	Support clients and develop a strong supply chain	Help businesses to grow	0.85	0.69	0.69	0.69	0.69	0.62	0.62	0.62	0.62	0.54	0.54	0.46	0.31	0.23	



Thinking about the five strategic areas where CITB NI supports the industry, how well do you think CITB NI is meeting these objectives? 


Extremely Well	
CITB NI should be at the cutting edge of training needs within the NI industry	CITB NI is the training hub for the NI construction sector	CITB NI acts commercially in its actions and activities to enhance its return to the industry	CITB NI will seek to develop constructive strategic partnerships	CITB NI will aim to achieve, promote and deliver services to high standards	0.2	0.15	0.15	0.26	0.31	Very Well	
CITB NI should be at the cutting edge of training needs within the NI industry	CITB NI is the training hub for the NI construction sector	CITB NI acts commercially in its actions and activities to enhance its return to the industry	CITB NI will seek to develop constructive strategic partnerships	CITB NI will aim to achieve, promote and deliver services to high standards	0.51	0.5	0.53	0.51	0.49	Somewhat Well	
CITB NI should be at the cutting edge of training needs within the NI industry	CITB NI is the training hub for the NI construction sector	CITB NI acts commercially in its actions and activities to enhance its return to the industry	CITB NI will seek to develop constructive strategic partnerships	CITB NI will aim to achieve, promote and deliver services to high standards	0.2	0.32	0.28999999999999998	0.2	0.17	Not Very Well	
CITB NI should be at the cutting edge of training needs within the NI industry	CITB NI is the training hub for the NI construction sector	CITB NI acts commercially in its actions and activities to enhance its return to the industry	CITB NI will seek to develop constructive strategic partnerships	CITB NI will aim to achieve, promote and deliver services to high standards	0.09	0.03	0.03	0.03	0.03	Not At All Well	CITB NI should be at the cutting edge of training needs within the NI industry	CITB NI is the training hub for the NI construction sector	CITB NI acts commercially in its actions and activities to enhance its return to the industry	CITB NI will seek to develop constructive strategic partnerships	CITB NI will aim to achieve, promote and deliver services to high standards	



Thinking about the areas CITB NI is focusing on in its work at present, how well do you think CITB NI is meeting these objectives?


Extremely Well	
Developing strategies supporting and promoting digital construction inc (BIM)	Developing strategies to improve the skills of new entrants	Promoting 	&	 incentivising apprenticeships attracting new entrants	Supporting actions that promote quality control, supervision and management of the construction process	Creating productive partnerships to help promote 	&	 deliver our aims	Supporting industry to promote improved health, safety and welfare of the workforce	0.2	0.2	0.23	0.26	0.26	0.26	Very Well	
Developing strategies supporting and promoting digital construction inc (BIM)	Developing strategies to improve the skills of new entrants	Promoting 	&	 incentivising apprenticeships attracting new entrants	Supporting actions that promote quality control, supervision and management of the construction process	Creating productive partnerships to help promote 	&	 deliver our aims	Supporting industry to promote improved health, safety and welfare of the workforce	0.46	0.51	0.54	0.46	0.49	0.49	Somewhat Well	
Developing strategies supporting and promoting digital construction inc (BIM)	Developing strategies to improve the skills of new entrants	Promoting 	&	 incentivising apprenticeships attracting new entrants	Supporting actions that promote quality control, supervision and management of the construction process	Creating productive partnerships to help promote 	&	 deliver our aims	Supporting industry to promote improved health, safety and welfare of the workforce	0.28999999999999998	0.23	0.17	0.26	0.2	0.23	Not Very Well	
Developing strategies supporting and promoting digital construction inc (BIM)	Developing strategies to improve the skills of new entrants	Promoting 	&	 incentivising apprenticeships attracting new entrants	Supporting actions that promote quality control, supervision and management of the construction process	Creating productive partnerships to help promote 	&	 deliver our aims	Supporting industry to promote improved health, safety and welfare of the workforce	0.06	0.03	0.06	0.03	0.06	0.03	Not At All Well	Developing strategies supporting and promoting digital construction inc (BIM)	Developing strategies to improve the skills of new entrants	Promoting 	&	 incentivising apprenticeships attracting new entrants	Supporting actions that promote quality control, supervision and management of the construction process	Creating productive partnerships to help promote 	&	 deliver our aims	Supporting industry to promote improved health, safety and welfare of the workforce	



Have you received or used information about skills and training solutions or approaches in the construction industry from CITB NI in the last 24 months?


2022	Yes	No	0.78	0.22	2020	Yes	No	0.64	0.36	



On the basis of the experience that you have had of dealing with CITB NI, which of the following statements best applies to your likelihood to recommend CITB NI to others?

2022	Proactively recommend others contact and use CITB NI	Definitely speak highly of CITB NI if asked opinion	Neutral about CITB NI	Critical about CITB NI if asked opinion	Proactively advise others against contacting CITB NI	0.61	0.33	0.06	2020	Proactively recommend others contact and use CITB NI	Definitely speak highly of CITB NI if asked opinion	Neutral about CITB NI	Critical about CITB NI if asked opinion	Proactively advise others against contacting CITB NI	0.45	0.36	0.18	



And in the last 24 months have you actually recommended CITB NI to someone?


2022	Yes	No	0.72	0.28000000000000003	2020	Yes	No	0.88	0.18	



How satisfied are you with the overall service CITB NI provides for the construction industry as a whole?

2022	
Completely Satisfied	Satisfied	Neither satisfied or dissatisfied	Completely dissatisfied	0.39	0.5	0.08	0.03	2020	
Completely Satisfied	Satisfied	Neither satisfied or dissatisfied	Completely dissatisfied	0.45	0.27	0.27	0	



Image of CITB NI

Strongly agree	
CITB NI works as one team	CITB NI staff take personal responsibility for dealing with customers	CITB NI staff exceed customer expectations	CITB NI adapts to the future	CITB NI is proactive on behalf of the industry	0.31	0.46	0.28999999999999998	0.2	0.34	Agree	
CITB NI works as one team	CITB NI staff take personal responsibility for dealing with customers	CITB NI staff exceed customer expectations	CITB NI adapts to the future	CITB NI is proactive on behalf of the industry	0.43	0.43	0.51	0.51	0.43	Neither disagree nor agree	
CITB NI works as one team	CITB NI staff take personal responsibility for dealing with customers	CITB NI staff exceed customer expectations	CITB NI adapts to the future	CITB NI is proactive on behalf of the industry	0.2	0.09	0.2	0.23	0.17	Disagree	
CITB NI works as one team	CITB NI staff take personal responsibility for dealing with customers	CITB NI staff exceed customer expectations	CITB NI adapts to the future	CITB NI is proactive on behalf of the industry	0.06	0.03	0	0.06	0.06	 Strongly disagree	CITB NI works as one team	CITB NI staff take personal responsibility for dealing with customers	CITB NI staff exceed customer expectations	CITB NI adapts to the future	CITB NI is proactive on behalf of the industry	0	0	0	0	0	
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