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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 Taxpayer Client Survey in the subject line of your email message. 
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Issue: Community and Economic Development


  Senior Corps Programs

Service Category: Tax Consulting/Counseling
Tax Counseling Programs
TAXPAYER CLIENT SURVEY
Instrument and Instructions

DRAFT
Performance Measurement OUTCOME: Elderly and low income clients receive useful tax assistance that will help them file their tax returns on time.
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This document contains:

· Information and instructions for the Taxpayer Client Survey (page 1)

· Outcomes that the survey can measure (page 2)

· The Taxpayer Client Survey (page 3) 
· Instructions for summarizing the results (page 4)
Service Activity: Trained volunteer tax advisors assist elderly and low-income people to complete and file their income tax returns.  The volunteers provide free advice, up-to date information, tax forms/paperwork, and electronic filing assistance.
	Taxpayer Client Survey
Purpose, Preparation, Administration

	Who should complete this instrument
	Clients who have received tax counseling services.

	Purpose of Instrument
	To determine the extent that services were helpful to clients and identify those service areas that might need improvement.

	Data Source
	Clients

	Training for person administering this instrument
	Informal verbal instructions on how to complete the instrument and where to return it.

	When to complete this instrument
	After the client’s final counseling session.

	Other instructions and issues to consider
	The survey does not ask for the client’s name.  If you decide to ask for this information, assure the respondent that survey results are confidential.
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TAXPAYER CLIENT SURVEY*
Performance Measurement Outcomes and Indicators 
A performance measurement outcome for the Taxpayer Client Survey is: 
Elderly and low income clients receive useful tax assistance that will help them file their tax returns on time.
Indicator: percent of clients who report receiving helpful tax assistance (e.g., questions answered clearly, reliable advice received, etc.).  All of the survey items address this outcome.
If you are interested in more specific outcomes, specific questions can be taken from this Taxpayer Client Survey and a shorter survey can be developed.  Below are two specific outcomes with corresponding indicators and survey question numbers.  The survey questions are relevant to the specific outcome stated.  It is strongly recommended that you modify the Taxpayer Client Survey to include only those questions that measure your specific outcomes and address the services provided.  A simplified survey will decrease the effort required by both the client respondents and the person who will analyze the data.
Specific Performance Measurement Outcomes and Corresponding Indicators

	Specific Outcomes
	Indicators

	Clients will report that they received convenient and reliable tax assistance.
	Percent of clients who report the assistance was reliable, helpful, and convenient.  Use questions #1a, 1b, 1c, and 2.

	Clients will overcome barriers to filing tax returns.
	Percent of clients who report they would not have been able to file on time, or file without incurring costs, if it had not been for the assistance.  Use questions #1d, 1e and 1f.
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Tax Assistance Project
TAXPAYER CLIENT SURVEY
Hello.  We would like to know about your experience with the Tax Assistance Project.  Please complete this short form and put it in the “return” box by the door before you leave today.  Your answers are confidential and will help us improve our services.  Thank you!

	1. Please read each statement and check the box that 
best fits your experience with the Tax Assistance Project.
	Strongly agree
	Agree
	Disagree
	Strongly disagree
	Does not apply


a. My tax questions were answered clearly.
(
(
(
(
(
b. I believe I received reliable tax advice and assistance.
(
(
(
(
(
c. This service gave me convenient access to tax preparation services.
(
(
(
(
(
d. This service helped me to file my tax return on time.
(
(
(
(
(
	     *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *   *
	Yes
	No
	Does not apply


e. If I had not received this assistance, I would have had to pay tax consulting and filing costs.
(
(
(
f. If I had not received this assistance, I would have had difficulty filing my taxes on time.

(
(
(
2. Overall, how satisfied are you with the services you received at the Tax Assistance Project?
( Very satisfied
( Satisfied

      ( Neutral

( Dissatisfied

( Very dissatisfied

3. Do you have any other comments about the Tax Assistance Project? 
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Taxpayer Client Survey
SUMMARIZING THE RESULTS
Instructions

Following are step-by-step instructions for aggregating and analyzing information collected with the Taxpayer Client Survey.  To do this, you will need the completed surveys 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 surveys and set aside the ones that have more than two questions left unanswered.  Count the number of completed surveys remaining and note that number.  
Step 2. If the general performance measurement outcome listed on page 2 is the outcome your project has chosen to measure (Elderly and low income clients will receive useful tax assistance that will help them file their tax returns on time), look at each survey and: (1) count how many “strongly agree” and “agree” responses were checked in question #1a-f; and (2) note whether “very satisfied” or “satisfied” is checked in question #2.  Write this number at the top of the survey.


Example: if a client checked the following responses in the survey, you would mark the number “5” at the top of the survey. 
	
Question:
	
Response checked:
	Met criteria? 
(agreed/satisfied response)

	1a
	Strongly agree
	Yes

	1b
	Agree
	Yes

	1c
	Strongly agree
	Yes

	1d
	Agree
	Yes

	1e
	Disagree
	No

	1f
	Strongly disagree
	No

	2
	Satisfied
	Yes


Total number “agreed” and “satisfied” responses = 5


If you chose to measure a specific outcome listed on page 2, identify and analyze only those questions that measure that indicator (see page 2 for the number of each question to be analyzed).  Write the number of “strongly agree,” “agree,” “very satisfied,” and “satisfied” responses at the top of those surveys.
Step 3. Using the anticipated target identified in your performance measurement work plan, determine which Taxpayer Client Surveys met your target for success.  For example, you may have decided that of the seven survey items (#1a-f and #2), an agreed/satisfied response to at least four items was necessary to meet the target using the Taxpayer Client Survey. 

However, if you are measuring a specific outcome and only three questions are relevant to your outcome, you may have decided that an agreed/satisfied response to all three questions was necessary to meet the target.
Step 4. Separate the Taxpayer Client Surveys into those that met the target and those that did not.  Count the number of surveys that met the target and note that number. 
Example: Of the 75 Taxpayer Client Surveys collected, 54 met the target.

Step 5. Determine the percentage of respondents who met the target.  Divide the number that met the target (in Step 4) by the total number of completed surveys (noted in Step 1).

Example:
Of the 75 Taxpayer Client Surveys collected, 54 met the target (i.e., 54 clients checked agreed/satisfied responses on the minimum number of survey items).  Divide 54 by 75.



54 / 75 = .72 (or 72%)
Step 6. Compare the percentage of respondents who met the target with the anticipated target statement in your work plan.  Did you meet the anticipated target?

Example:

Anticipated target: Sixty percent of the clients will report that the tax assistance they received was useful and helped them to file their tax returns on time by responding positively (agreed or satisfied) to at least 4 of the 7 survey questions.
Step 7. Write an “actual target” statement.

Example:

Actual target: Seventy-two percent (or 54) of the 75 clients reported that the tax assistance they received was useful and helped them to file their tax returns on time by responding positively (agreed or satisfied) to at least 4 of the 7 survey questions.  We exceeded our target of helping 60% of the clients.

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

Tax Assistance Project STATION: 


						





Date: 			





*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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