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This material is being distributed to Senior Corps programs to pilot test the usefulness of this performance measurement instrument and instructions.  Use this instrument only if you find it helpful in measuring the performance of your project.  The questions and content of this instrument should be considered in the context of a particular project and the activity described.  We hope you will find this instrument helpful as you address your outcomes.  
We encourage you to modify the instrument to meet the performance measurement needs of your project.  
We welcome your comments and encourage you to email your feedback to Project STAR at star@aiweb.com.  Please write “Feedback on Transportation Service Client Interview” in the subject line of your email message. 
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Transportation Service Program
CLIENT INTERVIEW
Instrument and Instructions

DRAFT
Performance Measurement OUTCOME: Seniors are able to continue living independently, in part, because the transportation service helps them to take care of needs outside the household.

This document contains:

· Information and instructions for the Transportation Service Client Interview (page 1)

· A brief discussion on outcomes that the Client Interview can measure and method options (page 2)

· The Transportation Service Client Interview (page 3)

· Instructions for summarizing the results (page 5)  

Service Activity: Senior Corps volunteers drive and escort seniors with transportation needs to appointments, shopping, and other necessary errands.  This service assists seniors to continue living independently.
	Transportation Service Client Interview
Purpose, Preparation, Administration

	Who should complete this instrument
	Interviewer (Project Director or trained staff member; someone other than the driver).

	
Purpose of Instrument
	To determine the extent to which the transportation service has supported senior clients so they may continue living independently.

	Data Source
	Seniors who are using the transportation service.

	Training for person administering this instrument
	Training in basic interview skills, including neutral questioning, instructions on when to discontinue an interview (respondent is fatigued or confused), and when a family member/caregiver should be present.  The interviewer should do practice interviews before talking to a client. 

	When to complete this instrument
	After client has been receiving regular services for at least two months.

	Other instructions and issues to consider
	Before the interview, develop a brief “script” to read to the client explaining who the interviewer is, his or her connection to the transportation service, and the purpose of the interview.  Assure clients that the interview is voluntary, confidential, and that their responses will not affect their access to transportation services.  The Client Interview on page 3 contains a generic script that you can modify. 
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TRANSPORTATION SERVICE CLIENT INTERVIEW*
Performance Measurement Outcomes, Indicators, and Method Options
A performance measurement outcome for the Transportation Service Client Interview is: 
Seniors are able to continue living independently, in part, because the transportation service helps them to take care of needs outside of the household.
Indicator: percent of clients who report transportation service has helped them take care of needs outside the household (e.g., the service has helped client to get to medical appointments, run necessary errands, etc.).  All of the survey questions address this outcome.
If you choose to measure a more specific outcome, you can use specific questions from this survey to develop a shorter form.  It is strongly recommended that you modify the Transportation Service Client Interview to include only those questions that measure your specific outcomes and address services provided.  A simplified interview form will decrease the effort required by both the respondent and the person who summarizes the data.
Specific Performance Measurement Outcome and Corresponding Indicator
	Specific Outcome
	Indicator

	Seniors are able to meet personal health needs 
(get to medical appointments) because the service provides the necessary transportation.  
	Percent of seniors who are able to meet personal health needs.  Use questions #1, 2, and 6.


Options: Interview vs. Questionnaire
The instrument assumes that you will collect data by interviewing transportation service clients. Interviews are done in person or over the telephone and require additional staff effort and some practice training.  If an interview method is not a good option for you, consider modifying the Transportation Service Client Interview form into a questionnaire to be filled out by clients and/or their caregivers.  Omit all the references to interviewers and modify the “script” section so it makes sense to a reader.  Remember, it will still be necessary to assure clients that you are protecting confidentiality.  One way to do this is to give clients an envelope in which to seal the completed questionnaire before they return it to you.  If you ask that they mail it to your office, give them a stamped, self-addressed envelope.  Another way is to omit the “name” on the questionnaire and use a code to track who has/has not returned a survey.  In either case, be sure clients know when and to whom the completed questionnaire should be returned.
[image: image4.wmf]The steps for “Summarizing the Results” (page 4) are the same for both the interview and questionnaire methods.
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Transportation Service
CLIENT INTERVIEW
Client Name: 











Date of Interview: 





Interviewer: 












Interviewer: please read this “script” to the client before you begin the interview: 


My name is   (name)    and I am a   (position)   at the   (project name)    Transportation program.  I would like to ask you a few questions about your experience with this transportation service.  Your answers are confidential and will help us understand how our clients use the service and how it can be improved.  Your participation is voluntary and will in no way affect your access to the transportation service in the future.  Do you have a few minutes right now to answer some questions? 
(Interview questions are on the following page.)

Developed by Project STAR, Revised 7/21/04
INTERVIEW QUESTIONS

Interviewer: Read the following questions and check (or write, on #5 and #7) the client’s response.  Check “Not applicable (not needed)” if the client says that they did not need the service for that particular purpose.

We would like to know how you use the transportation service.  
1. Has the transportation service helped you to attend medical appointments or physical therapy?




( YES
( NO

( Not applicable (not needed)
2. Has the service helped you to get to the drug store to get prescriptions filled?





( YES
( NO

( Not applicable (not needed)
3. Has the service helped you to get to the grocery store to buy food?





( YES
( NO

( Not applicable (not needed)
4. Has the service helped you to get to other necessary appointments or run errands, such as going to the bank or doing other shopping?






( YES
( NO

( Not applicable (not needed)
5. Are there other places the transportation service has taken you that we have not 
mentioned? 

( YES
( NO



If YES, list places: 












6. Without the transportation service, how difficult would it be for you to get to these places?
( Very difficult
      ( Somewhat difficult
          ( A little difficult
          ( Not difficult
7. Do you have any suggestions or comments about the transportation service? 




Thank you very much for your participation.

Transportation Service Client Interview
SUMMARIZING THE RESULTS
Instructions

Below are step-by-step instructions for aggregating and analyzing information collected with the Transportation Service Client Interview.  To do this, you will need the completed interview forms and your work plan that states the target for this performance measure.  You may also want a calculator and extra writing/scrap paper. 
Step 1. Look through the completed Client Interviews and set aside the ones that have more than two questions unanswered among questions #1-6.  Count the number of completed surveys remaining and note that number.  These are the completed interviews you will analyze and report on.  
Step 2. If the general performance measurement outcome listed on page 2 is the outcome your project has chosen to measure, look at each interview and at questions #1-6: 

The specific outcome identified on page 2 of this mini-packet is: seniors are able to continue living independently, in part, because the transportation service helps them to take care of needs outside of the household. 
1.) Count the number of responses checked “not applicable (not needed)” and subtract that number from the total number of questions (6).  Note the new total number of questions at the top of the interview (i.e. those questions that applied to the client’s situation).

2.) Count the number of “YES” responses checked and note that number at the top of the interview.
NOTE: Question #6 has a different set of response options; instead of yes/no, clients are asked to answer “how difficult.”  If the response to #6 is checked “very difficult” or “somewhat difficult,” count it with the number of “yes” responses.  Do not count it if it is checked “a little difficult” or “not at all difficult,” as a “yes” response.

3.) Divide the number of YES responses by the new total number of questions to get a percentage.  Note that percentage on the top of the interview.
If you chose to measure the specific outcome listed on page 2, count only those questions that measure that indicator (questions #1, 2, and 6). 
See the example on the next page.

Example: Of questions #1-6, four are checked “YES” (and “very/somewhat difficult”), one is checked “NO,” and one is checked “Not applicable (not needed).”  
1. Subtract the 1 “not applicable” question from the total of 6 questions.  

2. Of the 5 questions remaining, 4 were checked yes and very/somewhat difficult.  In other words, 5 questions were applicable and 4 met the target.
3. Divide 4 by 5 to get the percentage.  (4 / 5 = .80 or 80%)

example
1. Has the transportation service helped you to attend medical appointments or physical therapy?





( YES
( NO

( Not applicable (not needed)

2. Has the service helped you to get to the drug store to get prescriptions filled?





( YES
( NO

( Not applicable (not needed)

3. Has the service helped you to get to the grocery store to buy food?





( YES
( NO

( Not applicable (not needed)

4. Has the service helped you to get to other necessary appointments or run errands, such as going to the bank or doing other shopping?







( YES
( NO

( Not applicable (not needed)

5. Are there other places the transportation service has taken you that we have not 
mentioned? 

( YES
( NO



If YES, list places:  Senior Center, volunteer work





6. Without the transportation service, how difficult would it have been for you to get to these places?

( Very difficult
  ( Somewhat difficult
      ( A little difficult
    ( Not difficult


Step 3. Using the anticipated target identified in your performance measurement work plan, determine which interviews met your target for success.  For example, you may have decided that a yes (and very/somewhat difficult) response to at least two-thirds (66%) of the interview questions that were applicable (i.e., areas that client needed transportation) was necessary to meet the target using the Transportation Service Client Interview. 

However, if you are measuring a specific outcome (e.g., focusing on health needs) and only 3 questions are relevant to your outcome, you may have decided that a “yes” (and very/somewhat difficult) response to all of the questions that were applicable was necessary to meet the target.
Step 4. After you have assessed all the interviews, separate the interviews into those that met the target and those that did not.  Count the number of interviews that met the target and note that number.
Example: Of the 24 interviews completed, 18 met the target.
Step 5. Determine the percentage of interviews that met the target.  Divide the number that met the target (in Step 4) by the total number of completed interviews (identified in Step 1).

Example:
Of the 24 Transportation Service Client Interviews completed, 18 met the target (i.e., 18 clients said “yes” to at least the minimum number of applicable questions).  Divide 18 by 24.



18 / 24 = .75 ( or 75%)
Step 6. Compare the percentage of respondents who met the target with the percentage in the anticipated target statement in your work plan.  Did you meet the anticipated target?

Example:

Anticipated target: Ninety percent of the senior clients will report that the transportation service has helped them take care of needs outside of the household by responding “yes” to at least 66% of the questions relevant to their particular needs.
Step 7. Write an “actual target” statement.

Example:

Actual target: Seventy-five percent (or 18) of the 24 senior clients reported that the transportation service has helped them to take care of needs outside the household by responding “yes” to at least 66% of the questions relevant to their needs. We did not meet our goal of 90%; however, we realize that our anticipated target was set too high the project’s first year.

Questions?
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Project STAR is available to help.

Access our material at

www.nationalserviceresources.org
or contact us at

star@JBSinternational.com
Telephone: 1-800-548-3656

Fax: 650-348-0261

(Count this as a “yes”)





4 Yes of 5


(80%)





* You are the boss!  Think of this instrument as your draft; it does not need to be used “as is.”  “Take ownership” of this instrument and adapt it to fit your project’s needs.  
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