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Agenda 
1. Overview of technical assistance  

2. National Service Knowledge Network 

3. Healthy Futures performance measure surveys 

4. Selecting the right survey for your service model 

5. Data collection steps 

6. Breakout groups 

Presenter
Presentation Notes
Agenda
RSVP project providing services to help individuals live independently have the opportunity to use the new performance measures surveys. We will talk about how to do that in this webinar. 
Overview of technical assistance 
National Service Knowledge Network
Healthy Futures performance measure surveys
Selecting the right survey for your service model
Data collection steps
Breakout groups: We will separate into two groups. Group A will consist of participants who anticipate using a service model similar to SCP. Group B will be comprised of participants who anticipate using an alternative service model, in particular, models that focus on meal delivery and transportation. Each group will view surveys, discuss how to use them, and get an opportunity for Question and Answer.
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Overview: Technical Assistance (TA) 
• TA to help you measure outcomes of independent living 

services provided by your volunteers 

• For technical assistance: 
– Visit the National Service Knowledge Network 

www.nationalserviceresources.gov  

– Contact your state office 
 

Presenter
Presentation Notes
Overview: Technical Assistance (TA)
TA is offered to help projects measure outcomes of independent living services provided by Senior Corps participants.
TA available: 
There are resources on the National Service Knowledge Network (documents to download and adapt, forums for peer sharing).
In addition to resources to support the SCP surveys, CNCS has developed surveys with accompanying tutorials for projects that want to measure independent living outcomes for clients that receive transportation or meal delivery services. We will take a look at the surveys in the breakout sessions.
You can also contact your state office with questions.

http://www.nationalserviceresources.gov/
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Overview: Healthy Futures PM Surveys 
• SCP surveys 

– Piloted with SCP in 2013 

– Now available for RSVP 

– Optional for RSVP projects addressing H9 and H14 

• H9 for homebound elderly and/or disabled clients 

• H14 for caregiver respite 

• RSVP surveys for transportation and meal delivery 

Presenter
Presentation Notes
Overview: Healthy Futures Performance Measure Surveys
Successfully piloted by SCP projects in 2013.
Now available for optional use by RSVP grantees that follow a service model similar to SCP to measure Healthy Futures outcomes H9 and H14.
H9 for homebound elderly and/or disabled clients
H14 for caregiver respite
CNCS combines results from the SCP surveys for all projects that use these surveys. If you decide to use these surveys, then your results will be combined with results from other projects using the same surveys.
As noted, two optional surveys are also available to measure H9 (client outcomes) for projects that provide transportation or meal delivery.
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National Service 
Knowledge Network 
www.nationalserviceresources.gov  

Resources for Independent 
Living and Respite Surveys  
www.nationalserviceresources.gov
/scp-surveys   

Online Learning Center 
www.nationalserviceresources.gov
/online-courses   

Presenter
Presentation Notes
Resources 
National Service Knowledge Network
Your “one-stop shop” for all resources needed to the conduct surveys
Join the Knowledge Network to take advantage of peer sharing opportunities
Location of SCP surveys and materials that RSVP projects can also use: www.nationalserviceresources.gov/scp-surveys 
Available materials include surveys, step-by-step instructions, FAQs, and sample documents.
Online Learning Center also has tutorials on PM requirements and data collection, along with tutorials aimed at RSVP projects measuring transportation and meal delivery services.

http://www.nationalserviceresources.gov/
http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/online-courses
http://www.nationalserviceresources.gov/online-courses
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Healthy Futures Performance Measures  
& Surveys (piloted by SCP) 

Performance Measure Survey 

H9. Number of homebound or older adults and 
individuals with disabilities who reported having 
increased social ties/perceived social support 

SCP Independent Living 
Performance Measure Survey 

H14. Number of caregivers of homebound or older 
adults and individuals with disabilities who reported 
having increased social ties/perceived social support  

SCP Respite Performance 
Measure Survey 

Presenter
Presentation Notes
The Surveys

The two Healthy Futures surveys measure outcomes for clients receiving companionship and independent living services (performance measure H9), and outcomes for caregivers receiving respite services (performance measure H14). All Senior Companion projects beginning grants in 2013 or later are using one or both of these surveys.

The Senior Companion Program Independent Living Performance Measure Survey measures H9, “Number of homebound or older adults and individuals with disabilities who reported having increased social ties/perceived social support.” Clients who receive independent living services will do this survey.

The Senior Companion Program Respite Performance Measure Survey measures H14, “Number of caregivers of homebound or older adults and individuals with disabilities who reported having increased social ties/perceived social support.” Caregivers who receive respite services will do this survey.

These surveys were successfully piloted by SCP projects in 2013, and are available as an option for RSVP projects that use a service model similar to SCP. 
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Additional Healthy Futures Surveys 
(for H9 only) 

• Intended for projects with a specific focus but that do not 
fit the SCP service model 
– Companionship-Transportation Survey 

– Home Meal Delivery Survey 

• Samples that you can modify 

• Include questions addressing social ties and perceived 
social support (H9 outcome) 

Presenter
Presentation Notes
The Surveys

RSVP projects that do not fit the SCP service model have other choices.
They can use either of two additional client surveys that were developed for projects measuring H9 with an emphasis on transportation assistance or providing meals in the home.
These are sample surveys that can be modified.
However, if the service includes a companionship component, we recommend you keep the questions pertaining to social ties and perceived social support, as these questions measure the outcome H9.
Alternatively, RSVP projects may continue to use their own surveys.
In a little while, we will break into two groups, one to discuss using the SCP surveys and another to discuss using the surveys focusing on transportation and meals.
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Selecting the Right Survey for Your Project 

• Decide if level of effort and type of service are sufficient 
to have measurable effect on social ties and/or perceived 
social support 
– Frequency and duration of service 
– What does the client really get? 

• SCP surveys include resources and spreadsheet 
• Projects doing transportation or meal delivery can 

consider using sample surveys  

Presenter
Presentation Notes
Selecting the Right Survey for Your Project
How do projects support increased social ties/perceived social support? That is, how do projects help clients to feel less lonely and/or feel they have close ties to more people?

Projects must decide if the level of effort and type of service would be sufficient to have a measurable effect on social ties or/or perceived social support.

Consider the frequency and duration of the service. Is it enough to promote these outcomes?
Consider what kind of service the client really gets. Are they just getting a ride or a hot meal, or is something more happening?

The SCP surveys:
Were designed with the SCP model of service in mind, wherein a volunteer visits a client or provides respite to a caregiver on a regular basis, and where there is a substantial companionship component to the service.
Include comprehensive resources that have been strengthened based on FY2013 experience, such as a sample cover letter and talking points to help you explain the survey to stakeholders.
Include a data aggregation spreadsheet to automatically calculate results.

Projects that provide transportation or meal delivery will need to consider if the sample surveys developed for RSVP are appropriate. Both sample surveys assume some companionship. You may delete questions from these surveys that are not applicable to your services or add questions to gather other needed information.

We will look at the surveys and explore these questions further in the breakout sessions.
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Data Collection Steps — Overview 
Applicable to SCP and sample RSVP surveys: 
Step 1. Prepare 

– Download and review materials; talk with stakeholders; create 
lists of survey recipients; decide how and when to give out 
surveys; prepare survey helpers 

Step 2. Distribute 
– Give out surveys; follow-up with non-responders 

Step 3. Summarize 
– Aggregate data and report results in PPR 

Presenter
Presentation Notes
Data Collection Steps

Regardless of which survey(s) you use, we recommend putting together a data collection plan to help you stay on track for the data collection steps; these 3 steps are applicable to both the SCP and the RSVP surveys

Step 1: Prepare
Download surveys and read supporting materials; talk with local stakeholders; create lists of clients/caregivers to be surveyed; decide how and when to give out surveys, prepare survey helpers

Step 2: Distribute
Collect the surveys using your preferred method; conduct follow-up with non-responders to maximize your response rate

Step 3: Summarize
Aggregate the data and report results in your progress report
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Step 1. Preparation 
• Download and review surveys and resources at: 

www.nationalserviceresources.gov/scp-surveys 
– For SCP surveys, follow correct procedures (see instructions) 

• Discuss surveys with project staff, advisory board, stations, 
and volunteers 
– To gain their cooperation and to clarify roles and responsibilities 

• Assemble lists of clients (for H9) and caregivers (for H14)  
– Limit surveys to eligible respondents; retain lists for your records 

Presenter
Presentation Notes
Step 1: Preparation

Review surveys and supporting materials carefully to ensure you follow correct procedures. This is important even if you have done client surveys before. For the SCP surveys, there are certain procedures that must be followed to ensure the quality of the data. This includes making sure clients understand their participation is voluntary, providing confidentiality, and not letting volunteers assist clients to complete surveys.

Talk with stakeholders. You will need the cooperation and assistance of your stations, so be sure to inform them well in advance and enlist their cooperation and assistance. There may be ways for them to participate in the process or make it easier for you. Other stakeholders to talk with include project staff, boards, and volunteers.

Put together a list of clients (if you are measuring H9) and/or caregivers (if you provide respite and are measuring H14) based on who is eligible to take each survey; this is determined by the dosage of service specified in your work plan. This means some of your clients/caregivers may not be eligible to take a survey at this time. Do not include in the survey clients/caregivers that will not have received the minimum dosage of service.

Retain the list of eligible clients and/or caregivers for your records, so you can account for why some clients/caregivers received a survey and others did not.

Your Project Progress Report (PPR) should only report results for clients served by RSVP volunteers.

http://www.nationalserviceresources.gov/scp-surveys
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Planning Survey Distribution  
• Decide on one or more methods 

– In Person 
• Hand deliver with verbal explanation; return by mail with self-

addressed stamped envelope (SASE) 
• Complete verbally, as an interview; RSVPs should NOT interview 

their own clients 

– Send by mail: Include cover letter and SASE 
– Telephone: Call and do the survey over the phone 

• TA Resources are available: instructions, samples 
• Schedule survey collection 

Presenter
Presentation Notes
Decide how you will Distribute the Surveys
Available methods include in-person, postal mail, and telephone.
In-person method involves a volunteer or staff person handing the survey to the client or caregiver along with a verbal explanation. The client would either complete the survey on their own as a paper-and-pencil form, or respond to the questions verbally as they are read out. However, the volunteer who serves the client cannot be the one who reads out the questions. The client then typically returns the completed survey via postal mail using a self-addressed stamped envelope. In-person delivery can be an effective way to achieve a higher response rate.
Another option is to mail the survey to clients along with a cover letter and self-addressed stamped envelope. This method may require additional in-person follow-up  to achieve a good response rate. 
A third option is to call clients and do the survey over the phone. Again, this has to be done by someone other than the volunteer who serves a client. One issue with this method is the concern many people have about giving out information on the phone. If you use this method then you need to make very clear at the beginning of the call who you are and why you are calling.
There are TA resources with step-by-step instructions for each of these methods, along with sample cover letters and sample scripts to verbally introduce the surveys.
In scheduling data collection, give yourself plenty of time to collect the surveys and aggregate the results. The surveys do not have to be administered all at the same time, as long as the clients/caregivers received the minimum amount of service specified in your work plan and you get it done in time for your end-of-year PPR.
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Clients who need assistance 

• Consider how you would normally get information for 
this client (e.g., conversation with client, family member, 
or caseworker) 

• If relying on someone other than client, this person 
should have regular and recent contact with client, and 
know what RSVP does for the client 

• RSVPs cannot assist their own clients to complete 
surveys 

Presenter
Presentation Notes
What about clients who can’t do the survey on their own? 
Someone could assist the client by reading the survey questions and taking down their answers (“interview format”). 
If clients are unable to complete a survey – that is, they will not be able to answer the questions - a family member or caseworker can do the survey for them.
In deciding whether or not a client can complete a survey, consider how you or the station would normally get information for this client. If this means relying on someone other than the client (a proxy), then you should rely on that proxy to complete the survey for the client. This should be someone who has regular and recent contact with the client, someone who knows about the client’s daily life and what the RSVP volunteer does. For example, a client with severe cognitive impairment could have a close family member complete the survey for them. 
RSVP volunteers cannot assist their own clients or do the survey for them. This is because the survey asks the client how they feel about their RSVP volunteer.
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Prepare Survey Helpers 

• Resources to prepare survey helpers are available 
• Possible survey helpers: RSVPs, project staff, station staff 
• Survey helpers should know how to:  

– Introduce survey 
– Respond to common questions 
– Maintain confidentiality of data 
– Read questions in neutral manner (for conversational approach) 
– Return completed surveys 

Presenter
Presentation Notes
Prepare Survey Helpers (if using)
You may want to have staff or volunteers act as “survey helpers” who hand surveys to clients/caregivers and explain why the survey is being done.

As a follow-up strategy to improve response rates, a small group of survey helpers can also be trained to give survey as an interview, in person or over the telephone.

Staff or volunteers will need to be prepared in advance. Many projects already do some kind of preparation. Survey helpers should know: 
How to introduce the survey and answer questions about it;
How to maintain confidentiality; 
What they can and cannot do to assist; 
Read questions in a neutral manner, if doing the survey as an interview, and,
What to do with completed surveys.

There are resources for preparing survey helpers on the website. 
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Step 2. Distribute and Collect Surveys 

• Steps depend on how you do it: in person, telephone, 
mail (see TA materials) 

• Track respondents and follow up to achieve high 
response rate 

• Survey is voluntary; access to services not affected by 
choosing not to participate 

• Keep completed surveys in a safe place 

Presenter
Presentation Notes
Step 2: Distribute and Collect Surveys

The steps you follow will depend on your method. Again, there are TA resources tailored to each method.
Track respondents and follow up to get a high percent of clients/caregivers to return a survey. Make sure everyone received the survey, see if they need help filling it out, and have a convenient way to return it.
Remember that the survey is voluntary, and clients should be told that choosing not to participate in the survey will NOT affect their access to services.
Retain in your project records the completed surveys and the list of clients/caregivers who were eligible to have taken the survey; this is proof for CNCS that you collected the data.
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Tips for achieving high response rates 
• Give yourself plenty of time 

• Rely on trusted persons to distribute surveys 

• Show clients how short/easy the survey is 

• Follow up with clients and encourage them to complete 
the survey 

• Rely on combination of methods 

• Work closely with stations 

Presenter
Presentation Notes
Tips for Achieving High Response Rates
Give yourself plenty of time to collect the data.
Rely on someone the client knows and trusts to distribute the survey.
Show clients how short the survey is; SCP found most clients were happy to fill it out once they saw how short and easy it was.
Follow up with clients, remind them to complete and return the survey.
Rely on a combination of methods, e.g., mail survey plus in-person follow-up.
Work closely with your stations to get their input and help; some projects report they were able to successfully “piggyback” their survey on a station’s existing survey (or vice versa).
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Step 3. Summarize the Data 

• Aggregate data and report outcomes annually in year-
end PPR 

• Spreadsheet available  
for SCP surveys 

• Sample surveys in RSVP  
tutorials also come with  
instructions to tally results 

Resources: www.nationalserviceresources.gov/scp-surveys  

Presenter
Presentation Notes
Step 3: Summarizing the Data
Aggregate data and report results in your year-end progress report; outcomes are reported annually.
If you are using the SCP surveys, a spreadsheet is available for compiling results. A snapshot of the spreadsheet appears on this slide.
If you are using the sample surveys developed for RSVP, these also come with instructions for tallying results.

http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/scp-surveys
http://www.nationalserviceresources.gov/scp-surveys
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Breakout Groups 

Group A Group B 

RSVP projects using 
SCP service model 

and surveys 

RSVP projects using 
alternative service 

models and surveys 

Presenter
Presentation Notes
Breakout Groups

We will now separate into two groups.

If your RSVP project uses a service model for independent living similar to SCP, and you are considering using SCP surveys, then you can join Group A. That group will remain in the current session. 

If your RSVP project uses a service model for independent living that differs from SCP, then you can join Group B. That group will go to the breakout session.
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To join a session… 

• Select the session.  
• Click “Join”. 
• Phone will 

automatically go to 
breakout room. 

Presenter
Presentation Notes
The two breakout sessions are listed in the box in the lower right side. Select the session you want (highlight/click) and then click JOIN, the button on the lower right corner. Your phone will automatically be transferred to that breakout room.
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Group A — SCP service model and surveys 
• Location of surveys and materials: 

www.nationalserviceresources.gov/scp-surveys  

• View surveys 
– SCP Independent Living Performance Measure Survey (H9, 

client outcomes) 

– SCP Respite Performance Measure Survey (H14, caregiver 
outcomes) 

• Client-Caregiver Surveys Spreadsheet 
 

Presenter
Presentation Notes
Group A: SCP service model and surveys

Location of Resources
Remind participants where to find surveys resources, TA materials (many labeled as SCP, but applicable to RSVP using the SCP program model), location of spreadsheet and instructions.

Points made while viewing the surveys:
Two surveys measure benefits for clients and caregivers served by Senior Companions (social support/ties).
The Senior Companion Program Independent Living Performance Measure Survey measures H9. Clients complete this survey.
The Senior Companion Program Respite Performance Measure Survey measures H14. Caregivers complete this survey
Surveys available in multiple languages.
Participation of clients/caregivers in surveys is voluntary; results must be confidential.
You cannot change the surveys. However, you can add questions. Consider additional questions that might enhance your program, e.g., fill-in item asking “Is there something we are not doing that would help you to continue living at home?”

Points made while viewing the spreadsheet:
The spreadsheet aggregates data for you. SCP projects found spreadsheet helpful, easy to use. (Note where to find spreadsheet and instructions on Knowledge Network.)
The spreadsheet comes with instructions and is demonstrated via a recorded webinar available on the Knowledge Network


http://www.nationalserviceresources.gov/scp-surveys
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Group B — alternative service models and 
survey samples 
• Location of tutorials and materials: 

– learning.nationalserviceresources.org/login   

– www.nationalserviceresources.gov/scp-surveys  

• Sample surveys, work plans, and instructions for 
aggregating the data 

• View surveys 
– Companionship-Transportation 
– Home Meal Delivery 

Presenter
Presentation Notes
Group B: Alternative service model and surveys

Location of Resources
Remind participants where to find two tutorials at Online Learning Center, along with supporting materials.
The tutorials are scenario-based, using a fictional RSVP project; your own project need not match the examples.
The tutorials include sample materials, including work plans, surveys, and instructions for aggregating the data.
Sample surveys and supporting materials are also posted on “scp-surveys” webpage.

Review Surveys [view surveys while making the following points]
The tutorials include two independent living performance measure surveys that measure benefits for clients only served by RSVP (H9, social support/ties).
Both surveys include the statements “I feel less lonely” and “I feel I have close ties to more people”; these questions apply most directly to measuring H9, social ties/social support.
Both surveys ask about satisfaction with the RSVP volunteer and program, and being able to remain living at home.
Companionship-Transportation Survey has statements about getting to appointments and necessary errands.
Home Meal Delivery Survey has a statement about eating regular meals.
Both surveys are voluntary (access to services will not be affected) and must be kept confidential.
The tutorials include a discussion of whether or not to add questions. For example, you may want to add questions to get additional information for enhancing your program, e.g., fill-in item asking “Is there something we are not doing that would help you to continue living at home?”
You may delete questions from these surveys that are not applicable to your services or add questions to gather other needed information. You can also use your own surveys instead of these ones.
Relying on too few questions can compromise the quality of your data; a best practice recommendation is to rely on more than one question to measure an outcome.

Summarizing Data:
Tally up the number of clients that marked “strongly agree” or “somewhat agree” for the questions that most directly apply to measuring H9, “I feel less lonely” and “I feel I have close ties to more people”, and report this total in eGrants.
To calculate a percentage that met the target, divide this number by the total number of completed surveys.
Show webinar participants where to find instructions for aggregating data.


http://www.nationalserviceresources.gov/scp-surveys
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Resources: 

– Visit the National Service Knowledge Network 
www.nationalserviceresources.gov  

– Survey materials at 
www.nationalserviceresources.gov/scp-surveys  

– Contact your state office 

http://www.nationalserviceresources.gov/
http://www.nationalserviceresources.govscp-surveys/
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