Project Overview
Survey Purpose and Background
Being able to insure that we are meeting our clients’ needs is only part of the service SMCAA provides.
We must also insure that our clients feel good about the service he/she receives and that he/she feels
welcomed to return for future services if the need arises. Our client satisfaction survey is designed to
capture how each client feels about the services he/she receives and whether interacting with SMCAA
staff was a positive experience or not.
Client Satisfaction is a highly personal assessment that is strongly affected by client expectations. These
expectations may be influenced by contact with SMCAA and its services and personal outcomes and/or
outputs.
Client Satisfaction is important to SMCAA for a number of reasons:
 Directly affects the ability of clients to access and use services
 Critically important to the continuous improvement of services through the ROMA cycle
 Data is a key component of the community needs assessment and strategic planning process
 Client-focus empowers the individuals and families our Agency serves
 More and more competitive grants seek satisfaction results as terms of awarding funding
 Required by the Organizational Standards 1.3 and 6.4

Methods of Distribution




Survey provided to every client who receives service from SMCAA. An individual client may receive
the survey more than once if he/she receives service from additional SMCAA programs or services.
o Hard copy mailed to client with return envelope
o Hard copy handed to client by SMCAA staff, if applicable
Information provided about length and purpose of survey up front to encourage participation.

Survey Format



Plain language and maximum of three (3) response options used for quantitative questions to
avoid ambiguity.
Questions structured for overall feedback first, then commentary block for more specific topics
(See Page 2 for complete questionnaire.)

Reporting Survey Results





Present survey results to Board annually for recommendations and possible action
Posted public report to SMCAA website, after annual results presented to Board, summarizing
aggregate results and plans for potential improvements based on results
Utilize survey data to inform community needs assessment and strategic planning
Utilize annual survey data to measure results over time
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FY21 Survey Results
Survey Completion Data
Published:
Closed:

October 1, 2020
September 30, 2021

Response Data:
Total Unduplicated Individuals Assisted
Total Respondents to Survey
Total Respondents who Provided Comments
NOTE: Similar to FY20, the response rate
was noticeably lower than in FY19. The
assumption is this decrease is due to
impacts of the coronavirus pandemic.
Prior to the pandemic, clients met with
SMCAA staff in-person and would
receive the survey at his/her program
exit. The client would be asked to
complete before leaving the office.
SMCAA remained closed to the public in
FY21, with meetings done over the
phone or online. This meant surveys
were mailed out for the reporting year.

FY21
4,995
274
229

FY20
100%
5.5%
83.6%

4,956
235
N/A

100%
4.7%
N/A
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Qualitative Questions




Responses option for all qualitative questions (with open-ended comment field at survey end)
Response rates, shown in pie charts in following sections, to identify common areas of satisfaction
and areas for improvement
Detailed comment data to be taken into consideration when determining next steps and possible
action based on survey results

Overall Client Satisfaction
In consideration of all questions on satisfaction with SMCAA’s client experience within the past year,
overall, how satisfied were you with the client service the Agency provided?
FY21
FY20
5.1%

7.8%

92.2%
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Post-Service Satisfaction
Did you feel that SMCAA staff were able to help you with your problem(s)?
FY21
FY20
6.9%

7.7%

92.3%

93.1%

If needed, would you come back to SMCAA for additional assistance and/or recommend the Agency
to family members and friends who may need assistance?
FY21
FY20
1.1%

1.7%

98.3%

98.9%

“I was very pleased on the service that was provided
to me. Everything that was needed from me was told
to me clearly and I will definitely let anyone and
everyone who needs assistance know about SMCAA
and how nice everyone is and helpful to the
community!”

“I appreciated the reliable service and the manner in
which my landlord was handled in trying to pocket
more income from my assistance. I will gladly
recommend SMCAA to family and friends! P.S. I was
able to give my son a great 16th birthday!”
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Agency-Client Communication
When you spoke to SMCAA staff on the telephone, did you experience friendly and helpful
communication?
FY21
FY20
2.6%

4.7%

95.3%

97.4%

When you initially contacted SMCAA, did you feel it was easy to schedule an appointment?
FY21
FY20
9.4%

17.2%

82.8%

90.6%

Once you applied for service, did SMCAA staff promptly assist you?
FY21

FY20
2.6%

4.4%

95.6%

97.4%

“[SMCAA staff] treated me so nice and answered all my questions. To
me, they know their job and I can’t think of anything they could do
better. SMCAA is the best!”
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Agency Values in Action
RESPECT: Following your engagement with SMCAA, do you believe all staff members with whom you
engaged treated you with respect?
FY21
FY20
1.7%

2.9%

97.1%

98.3%

INTEGRITY: As you were receiving services from SMCAA, do you believe your personal information
and documentation were handled confidentially?
FY21
FY20
2.1%

5.8%

94.2%

97.9%

“SMCAA was extremely helpful, professional, and
caring. You made a huge positive difference in my life
and I will forever be grateful.”

“I haven’t had to get help in years, and I was
embarrassed to ask for help, but felt I was treated
very fine. I had a few questions that didn’t really
pertain to SMCAA (on unemployment) but I was given
a very respectful answer I was pleased with.”
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Overall Customer Experience
Would you say that SMCAA staff gave you clear explanations of the service you received?
FY21
FY20
2.6%

5.0%

95.0%

97.4%

Do you believe SMCAA staff thoroughly answered all of your questions regarding your service?
FY21
FY20
3.0%

4.4%

95.6%

97.0%

At the end of your service, were you informed about other SMCAA programs and/or community
programs and services that may be able to assist you further?
FY21
FY20
7.7%

19.3%

80.7%

85.5%

“[SMCAA Staff member] went out of her way to tell us about the program
and what we needed to do and how to send her the correct documents for
our application. She has a heart and compassion for the work she does!”
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