SCP Performance Measure Surveys Information Packet

Survey Helper Training Session 1: Giving the Survey to Clients/Caregivers to
do on Their Own

Introduction
This is a 60-75 minute session for training volunteers and/or staff to give out the Senior

Companion Program (SCP) Performance Measure Surveys. It is a general introduction to the
surveys and includes instructions on how to tell the clients and caregivers about the surveys,
answer basic questions, and give the surveys to clients and caregivers to fill out on their own.

The session may be used “as is” or adapted to fit your needs. For example, not all SCP projects
provide respite care services to caregivers; they may only directly serve clients by providing

companionship and independent living services. If this is the case for your SCP project, you can
omit the SCP Respite Performance Measure Survey from the training materials and discussion.

Learning Objectives
By the end of the session, participants will:
e Understand the purpose of the Senior Companion Program Performance Measure
Surveys and who will be asked to complete them;
e Feel confident about explaining the survey to a client or caregiver and answering their
guestions; and
e Understand how to protect confidentiality.

Materials
Optional PowerPoint slides with abbreviated notes are available to use with this presentation at
www.nationalserviceresources.gov/scp-surveys.

Participants will need a copy of the Survey Helper Packet (see Appendix H), which contains the
following:

e SCP Independent Living Performance Measure Survey
e SCP Respite Performance Measure Survey

e Survey Helper Instructions

e Survey Fact Sheet

Participants will also need a copy of the Exercise Worksheet: Questions about the Surveys (page
24).

AN
This symbol will cue you as to when to give out the handouts during the session. You may

also want to place index cards on tables so participants can offer comments and feedback.
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Sample Agenda: Session 1

Below is a sample agenda with estimated times for each section.

This is only one way to prepare staff and/or volunteers to be survey helpers. Revise the session

to fit the needs of your audience.

Activity Estimated Method Slide #
Time (optional)

Welcome and Introduction 10 min. 1
Learning Objectives Lecture 2
Distributing the Surveys to Clients and 20 min. 3
Caregivers

e How to Give out the Surveys Lecture; large 4-6

e Confidentiality g.roup .

discussion

e Special Situations
Survey Helper Packet
The SCP Performance Measure Surveys 40 min.
Review of the Two Surveys Lecture

e Exercise: Understand the Surveys Complete a 7-9

survey

* Honest Answers individually; do

Exercise Worksheet: ] b " the worksheet
xercise Worksheet: Questions about the in pairs; large
surveys group debrief

Closing 5 min. 10
Final questions Large group
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Facilitator Notes

Welcome and Introduction
Welcome participants to the training and make introductions. (Show slide 1.)

Senior Companion Performance
Measure Surveys:
Survey Helper Training

Session 12 Giving the Survey to ClientsiCaragivers
to do on their Own

Explain that the Senior Companion Program asks organizations to survey people who receive
Senior Companion services to understand how they benefit. The purpose is to learn how the
support of a Senior Companion may affect a person’s life.

Participants will be asked to help distribute surveys to clients and caregivers. Everyone who
gives out the surveys will need to do it the same way so the survey data collected from
different Senior Companion projects can be combined.

Learning Objectives
Describe the learning objectives. (Show slide 2.)

Learning Objectives

You will learn about the SCP Performance

Measure Surveys and how to give themout,

including:

* The purpose of the surveys and who gets them;

* How tointroduce and answer gquestions about the
surveys;and

* How to protect confidentiality of clients and
caregivers,
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“By the end of the session, you will:

e Understand the purpose of the surveys, and who will be asked to complete them;

e Feel confident about explaining the survey to a client or caregiver and answering
their questions; and,

e Understand how to protect confidentiality.”

Tell participants when they would be giving out surveys, and to whom, so they can picture this.
For example: “All Senior Companions will be handing their clients and caregivers a survey to do
on their own. This will take place over the next two weeks. Today, we will tell you what you
need to know about that. We will give you the surveys and everything you need.”

TIP: Energize the group. Before you get into the training, do a short warm-up exercise or
“ice breaker” to energize the group and make them feel more comfortable. For example, go
around the room and have everyone tell one thing about themselves that they think would
surprise other people (for example, a special talent or a unique experience). Or ask people
to share one thing that is “on their person” that they feel represents them. It can’t be their
phone, but it can be almost anything else, such as: a shirt, a picture from a wallet, a favorite
lipstick, or a receipt from a beloved store. This helps people to think outside the box and
identify how what they have with them represents their personality.

Distributing the Survey to Clients and Caregivers
This section talks about how to give the survey to clients and caregivers. (Show slide 3.)

Survey Helper Packet
o ——— ,

==

* The Surveys:
* SCP Independent Living Performance Measure Survey is
the one that clients will do.
* SCP Respite Performance Measure Survey is the one that
caregivers will do.

* Survey Helper Instructions are your step-by-step
instructions.

* Survey Fact Sheet has a scripted introductionand
answers to questions people may have.
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How to give out the Surveys

Hand out the Survey Helper Packet and explain the contents briefly:

e The two surveys are on pages 1-4. Page 1-2 are the SCP Independent Living
Performance Measure Survey for clients. Pages 3-4 are the SCP Respite Performance
Measure Survey for caregivers.

e Page 5 has step-by-step instructions for the person giving out the survey, or the
survey helper.

e Pages 6-7 is a Survey Fact Sheet which includes a scripted introduction and questions
that people might have, with the answers survey helpers can give.

Ask participants to turn to page 5, Survey Helper Instructions: “We will take a close look at the
surveys in a moment. First, let’s talk about exactly how we’ll do this.” (Show slide 4.)

Survey Helper Instructions
o ——— ,

==

1. Tell the person about the survey. _.?;—.‘
* Do they have questions? =

* Are they willing to do the survey?

2. If yes, give them a survey (If no, that's okay.)

3. Putthefinished survey in the envelope andseal it.

Read the steps on the Survey Helper Instructions aloud or ask someone else to read them,

including the script for “introduce the survey” on page 6. Ask if there are any questions about
how to give out the surveys so far.

TIP: Define the terms. Make sure participants know who is meant by clients and caregivers,
and what is meant by independent living and respite services. For example:

e “Clients” are the people you visit to provide companionship and other assistance
that helps them remain living in their homes. They receive “independent living”
services from Senior Companions.

e “Caregivers” are the people who take care of a loved one at home. Caregivers
receive respite services from Senior Companions. “Respite” means they get a break;
someone helps out with their loved one for a while so they can take care of other
things. (In this situation, there are two people involved, a caregiver and a
homebound individual, but only the caregiver should get a survey because respite is
the purpose of the service.)
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Confidentiality

Tell participants that protecting the confidentiality of the clients and caregivers who do the
survey is a very important part of the survey helper role. Confidentiality means that information
is kept private. Acknowledge that, of course, this is nothing new for them because this is an
important part of the Senior Companion/project staff role as well.

Ask the group: “How would you protect confidentiality as a survey helper?” After they have had
a chance to give their ideas, show slide 5.

Protect Confidentiality

* No names on the surveys. v "\
et

* Privacy = time and space to fill it out.

Add these instructions to their suggestions:

1. No names on the surveys. Remind the client or caregiver not to put their name on the
survey when you hand it to them. The surveys are anonymous.

2. Give the person privacy to fill out the surveys. This means giving the client or caregiver
enough space and time to fill it out on their own. It might also mean leaving the survey
and envelope with the person and picking it up at the next visit or letting the person
mail the survey.

3. If the person will do the survey while the survey helper is present, ask them to put the
survey in the envelope and seal it before turning it in.

4. Follow instructions about who to give the surveys to afterward. Do not share the
surveys with anyone.

Special Situations

Tell the survey helpers that there are some situations where it will be necessary for someone
else, such as a close family member, to do the survey for the person. For example, the client
has dementia and it would be too difficult for that person to answer the questions. In these
cases, survey helpers may be asked to hand the survey to a family member instead of the client,
with a cover letter that the project will provide. In these situations, project staff should let
family members know about the survey in advance, before the survey helper arrives.!

! Projects may want to mail the survey to the family member instead of having a survey helper deliver it.
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Some clients and caregivers can answer the questions but need assistance because they have
difficulty seeing, reading, or writing.” If the survey helper is the person’s Senior Companion,
they will not be able to assist. Staff will need to make arrangements for another person to
assist these clients and caregivers.

TIP: Practice with a “role play”. This will help participants feel more prepared. Have
participants pair up with a partner. Have one person play the survey helper and the other
play the client or caregiver. The survey helper can introduce the survey and hand the survey
and envelope to the client/caregiver. The client/caregiver can ask a few questions.

The SCP Performance Measure Surveys
This section will help survey helpers become familiar with the two surveys so they can be ready
for questions the client or caregiver may have.

Review of the Two Surveys

Refer participants to the Survey Helper Packet: “Let’s look more closely at the surveys that
clients and caregivers will be asked to fill out. Clients who receive companionship services will
do the SCP Independent Living Performance Measure Survey (see pages 1-2). Caregivers will do
the SCP Respite Performance Measure Survey (see pages 3-4.”

Exercise: Understanding the Surveys

The purpose of this exercise is to help participants get familiar with the surveys, and think
about issues that may arise for a client or caregiver filling out the survey. The exercise will take
about 40 minutes in total.

You will need a copy of Exercise Worksheet: Questions about the Survey for each participant.
Participants will be using the surveys in their Survey Helper Packets.

(Show slide 6.)

Survey Review Exercise

% Session 2 is a sample training to help prepare survey helpers who will assist clients and caregivers by reading the
guestions to them and marking down their answers.
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Instructions:

1. Give everyone a copy of the Exercise Worksheet: Questions about the Survey.

2. Ask them to think about the people they serve. Ask them to take a few minutes and fill
out one of the surveys in the Survey Helper Packet, just as if they were a client or
caregiver. (This is just an exercise to help them get familiar with the survey. They do not
need to turnitin.)

You may want to ask half of the participants to fill out one survey and the other half to
fill out the other survey (“Everyone on the left side of the room do the independent
living survey on page 2; everyone on the right side of the room do the respite survey for
caregivers on page 4”). Or, you may want to let participants choose the survey.

3. After everyone has finished (about 5-10 minutes), ask them to partner with someone
who completed the same survey.

4. Ask each pair to take 10 minutes to discuss and write down answers to the worksheet
questions.

Debrief:

Use this time (about 20 minutes) to help the group get comfortable with the surveys and ask
guestions about them.

1. Call the group together and ask them to refer to their notes on the worksheet. So that
everyone is clear during the discussion, talk about one survey at a time (e.g., ask
everyone who did the SCP Independent Living Performance Measure Survey to share
their thoughts first, and then move on to the SCP Respite Performance Measure Survey).

2. Referring to question 2 on the worksheet, ask: “Thinking about the people you serve,
would they have any difficulties filling out this survey?” “What questions would they
have?” “How would you handle that?” “What do others think?” (See “Issues Participants
May Raise” for suggestions on handling problems that come up.)

3. Refer to question 3 on the worksheet: “Do you have any other thoughts on this survey?”
Let the group offer possible solutions to concerns raised: “Does anyone have an idea of
how to handle that?” Refer to the Survey Fact Sheet on pages 6-7 of the Survey Helper
Packet for the recommended response.

4. Discuss the second survey, referring to questions 2 and 3 on the worksheet.
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TIP: If the discussion turns into a general criticism of the survey... Let participants know
that the surveys will not be changed at this time, so survey helpers should do the best
they can. The Senior Companion Program respects their judgment, knows they can
handle this important task, and appreciates their help. For those interested in passing
along suggestions, encourage them to note them on an index card and then pass those
on to your CNCS program specialist.

Below are some issues that may come up during the debrief discussion. Before you go on, be

sure that survey helpers know what to do if any of these things occur. (Show slide 7.)

What do | doif...

Issues Participants May Raise

If a client or caregiver... What should the survey helper do?

Asks about the meaning of a Encourage the person to think about the meaning on his/her

word or question own. There is not one exact or “correct” meaning. Whatever
it means to the client or caregiver is okay. There are no right
or wrong answers.

If the client or caregiver is literally asking for a language
translation for a word or two, then it is okay to translate for
them. However, if the person is having trouble with more
than a few words, the survey helper should ask the staff
person they usually report to if the survey is available in that
person’s first language.

Notes that the question does not  Tell the person to leave the question blank.
apply to their situation

Is really struggling with a Remind the person that it is okay to leave it blank.
particular question, or doesn’t
want to answer a question
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If a client or caregiver... What should the survey helper do?

Does not want to do the survey, Remind the person that he/she doesn’t have to do the
or is trying to do the survey but survey. The survey is completely voluntary and will not affect
struggling and getting frustrated  their access to services.

Has trouble reading, seeing, or Tell the staff person that you usually report to so someone
filling out the survey can assist this person at a later date.

Does not understand the The survey helper should tell the staff person they usually
questions and/or how to fill out report to. This might be a situation where another person,
the survey such as a family member or caseworker, can do the survey

for that person.

Important: Make sure that Senior Companions know they cannot do the survey for their client
or caregiver, or help them to do it, no matter how well they know that person. This is because
the survey asks how having a Senior Companion has affected the client or caregiver’s life, and it
is important that the person feel comfortable answering the questions. Even though Senior
Companions might normally help their clients with paperwork, this time they should not be
reading the questions to clients/caregivers or explaining them. If they believe their
client/caregiver will have difficulty doing the survey on their own or will not understand the
survey questions, they should tell the staff person they usually report to so other assistance can
be arranged.
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Honest Answers
Point out that the surveys ask some questions that are personal, like whether the person feels

less lonely and has close ties to people. Survey helpers should keep in mind that clients and

caregivers may not feel comfortable being completely honest. Without honest answers, the

survey data is not going to provide a true picture of what is happening.

Ask participants for ideas about how they would try to make a client or caregiver feel more

comfortable. After they give their ideas, show slide 8.

__-__\f

Add these points to their suggestions:

e Survey helpers can reassure the person by telling him/her that honest answers are what

matter. No one is judging them. They are not being asked to do the survey to make the

[agency or project] look good, and no one will know who their Senior Companion is

because there are no names on the surveys. There are no right or wrong answers.

e The survey helper can leave the room while the person fills out the survey or pick it up

later.

e The survey helper can also remind the client or caregiver that:

o
o
(0}

@]

1/9/14

The survey is voluntary and does not affect their access to services in any way.
No names are on the survey.

Their answers will be combined with everyone else’s and no one will see their
individual answers.

Their answers are confidential.

The completed survey will go into a sealed envelope.

The survey can be mailed if they prefer.
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Closing
Ask if anyone has any final questions. (Show slide 9. You may want to add contact information
for the person who will answer any future questions to the slide.)

Remind them to talk to the staff person they usually report to about any questions they have in
the future.

Pass out any materials, if ready, such as copies of the surveys and envelopes.
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Exercise Worksheet: QUESTIONS ABOUT THE SURVEYS

Instructions: You have just completed a survey, and here are more questions! With a
partner, discuss and then write down your thoughts below. You do not need to turn this
in, but be ready to discuss.

1. Which Survey did you do?
Q Senior Companion Program Independent Living Performance Measure Survey
(this one is for clients)
Q Senior Companion Program Respite Performance Measure Survey (this one is for
caregivers)

Thinking about the people you serve (clients or caregivers)...
2. a. Do you think they would have any questions, or difficulty doing this survey?
Yes No

b. If YES, please explain.

3. Do you have any other thoughts about the survey? Do you see other things that
concern you?
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