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QUESTIONNAIRE EXAMPLE

This questionnaire was designed collaboratively by a workforce organization, their business client, and staff of the Aspen Institute Workforce Strategies Initiative during the development of the Business Value Assessment toolkit.  Visit www.aspenwsi.org for more information about the Business Value Assessment project.

This assessment questionnaire was used by the workforce organization and their business partner to assess the business value of a specific workforce initiative.   In most cases, it is not appropriate to adopt this example without modification. We recommend that this example serve as a springboard for your business value assessment, and be adapted for your specific assessment.  WSI is not responsible for the correctness of the information collected using the Business Value Assessment tools.

__Company X__ Client Satisfaction Survey

Please take a few minutes to answer this confidential survey.  Questions on the survey relate to your level of satisfaction with services provided by your primary attendant.  

Instructions:

· We want you to rate ONLY your PRIMARY ATTENDANT.  Your Primary attendant is the attendant who currently spends the most time with you in a typical week.  As you answer questions on the survey, please try to think ONLY about this person.  Questions on the survey will refer to your PRIMARY ATTENDANT.  

· If you need help filling out the survey, please ask someone other than your primary attendant (if possible).

· Please read each question carefully and answer as honestly as you can.

· Section 2 and Section 3 ask you to think about each question in two ways:  

· First, on a scale of 1-4 rate your primary attendant’s performance 

· Second, rate how important the subject of each question is to you.

· If any question is not applicable to you, circle N/A.  Please answer all of the questions on the survey.

· Your answers are confidential.  Please do not write your name on this survey.    

· Please complete the survey by ___date__ and mail it back to us using the pre-addressed, postage paid envelope provided.  

THANK YOU FOR YOUR TIME!!

	Section 1 

     Please answer each question as instructed.  

	1
	Is your primary attendant an employee of Home Care Associates (HCA)?


	(circle one)
Yes                  No



	2
	How long have you been receiving care from your current primary attendant?


	(check one box)

     (  less than 1 month

     (  1-6 months

     (  7-12 months

     (  1-2 years

     (  more than 2 years

	3
	Is your primary attendant male or female?


	(circle one)
male                  female



	4
	Are YOU male or female?


	(circle one)
male                  female



	5
	How old are you?


	(fill in the blank)

________ years


Section 2

In this section you are asked to think about each question in two ways: 

· First, on a scale of 1-4 please rate your primary attendant’s performance.  

· Second, rate how important the subject of each question is to you.  
	
	Circle here to rate your attendant.
	Circle here to indicate how important this is to you.

	How do you rate your primary attendant?  Does he or she . . .


	1

Almost Always
	2

Most of the Time
	3

Some of the Time
	4

Almost Never
	N/A

Not Applicable
	1

Not Important
	2

Somewhat Important
	3

Very Important

	6
	Arrive on-time and leave as scheduled?


	1
	2
	3
	4
	N/A
	1
	2
	3

	7
	Generally have a good attitude about work?


	1
	2
	3
	4
	N/A
	1
	2
	3

	8
	Act on your behalf to make sure that your needs are met?


	1
	2
	3
	4
	N/A
	1
	2
	3

	9
	Actively engage with you throughout the visit?


	1
	2
	3
	4
	N/A
	1
	2
	3

	10
	Listen to and understand your needs?


	1
	2
	3
	4
	N/A
	1
	2
	3

	11
	Discuss options and choices with you?


	1
	2
	3
	4
	N/A
	1
	2
	3

	12
	Manage difficult situations in a caring, yet professional manner?


	1
	2
	3
	4
	N/A
	1
	2
	3

	13
	Take time to answer your questions?


	1
	2
	3
	4
	N/A
	1
	2
	3

	14
	Treat you with courtesy and respect?


	1
	2
	3
	4
	N/A
	1
	2
	3

	15
	Seem knowledgeable and confident?


	1
	2
	3
	4
	N/A
	1
	2
	3

	16
	Seem truthful and honest?


	1
	2
	3
	4
	N/A
	1
	2
	3

	17
	Show good judgment when dealing with your everyday needs?


	1
	2
	3
	4
	N/A
	1
	2
	3

	18
	Have the ability to care for minor injuries?


	1
	2
	3
	4
	N/A
	1
	2
	3

	19
	Perform tasks in a clean and sanitary manner?


	1
	2
	3
	4
	N/A
	1
	2
	3

	20
	Respect professional boundaries between you and him/herself?


	1
	2
	3
	4
	N/A
	1
	2
	3

	21
	Respond well to difficult or crisis situations?


	1
	2
	3
	4
	N/A
	1
	2
	3

	22
	Prepare meals according to your diet requirements?


	1
	2
	3
	4
	N/A
	1
	2
	3

	23
	Respond to your needs in a timely manner?


	1
	2
	3
	4
	N/A
	1
	2
	3

	24
	Show respect for your lifestyle?


	1
	2
	3
	4
	N/A
	1
	2
	3

	25
	Communicate with you in a language that you understand?


	1
	2
	3
	4
	N/A
	1
	2
	3

	26
	Show respect for issues of confidentiality and privacy?


	1
	2
	3
	4
	N/A
	1
	2
	3

	27
	Show sensitivity to your limitations and desires?


	1
	2
	3
	4
	N/A
	1
	2
	3


Section 3

In this section you are asked to think about each question in two ways: 

· First, on a scale of 1-4 please rate your primary attendant’s performance.  

· Second, rate how important the subject of each question is to you.  
	
	Circle here to rate your attendant.
	Circle here to indicate how important this is to you.

	Please give an overall rating of your primary attendant in these key areas. . .


	1

Very Satisfactory
	2

Somewhat Satisfactory
	3

Somewhat Unsatisfactory
	4

Very Unsatisfactory
	N/A

Not Applicable
	1

Not Important
	2

Somewhat Important
	3

Very Important

	28
	Punctuality and Attendance


	1
	2
	3
	4
	N/A
	1
	2
	3

	29
	Initiative 


	1
	2
	3
	4
	N/A
	1
	2
	3

	30
	Communication


	1
	2
	3
	4
	N/A
	1
	2
	3

	31
	Professionalism


	1
	2
	3
	4
	N/A
	1
	2
	3

	32
	Flexibility


	1
	2
	3
	4
	N/A
	1
	2
	3

	33
	Sensitivity to Difference


	1
	2
	3
	4
	N/A
	1
	2
	3


	Section 4


	Please circle your answer.

	34
	Did anyone assist you in completing this survey?


	Yes           No

	35
	If YES to the above question, was it your primary attendant?


	Yes           No

	36
	How important is your primary attendant overall in assisting you in your daily living?  Please explain in the space below.
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