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STAFF TRAINING & TALKING POINTS

This document is intended to be shared with the colleagues or volunteers who will be administering your survey. 
Please customize the below as you see fit. Items in red are places where specific content or input is needed from you. 

WHAT ARE WE DOING?
· We are working with an organization called Listen4Good to build our capacity to listen, and respond, systematically to client feedback. 
· We will be collecting feedback multiple times per year as part of this initiative. 
· We are going to be collecting feedback using a semi-standard survey that we will administer to clients by [select methods: text, paper, tablet, email, interview]. 


DETAILS FOR THOSE ADMINISTERING THE SURVEY 
· Who should take the survey? [Please note here whether everyone should be asked, only heads of households, if children - which ages, and if there is any sampling plan involved. You may also want to note which sites are participating if you serve multiple locations.]
· What’s in the survey? There are [XX] questions. [Add explanations here explaining what any questions mean or any questions that might require clarification.]
· How to administer? 
· Ask every client to take the survey. [Adjust if you have a sampling plan]
· Give participants space and never coach them on answers. This is their feedback opportunity. 
· If someone refuses to take the survey, move on. 
· (If using) Provide incentive or instructions on how to get incentive


TALKING POINTS TO SHARE WITH CLIENTS
Below are points that you want to be sure to communicate to respondents. These should be communicated verbally by anyone administering the survey or be included in written form at the top of your survey. 

· We are planning to regularly collect feedback from you – our clients – on how we are doing as an organization. 
· Why? We are asking for feedback because we want to be a learning organization and client feedback will help us know how we are doing as an organization. We need your help to get better. 
· Nothing you say will jeopardize or change your ability to access services. 
· Please be as candid as possible in your feedback. 
· Your response will be [select one: anonymous or confidential] and your response will never be linked to you as an individual. 
· [bookmark: _GoBack]What? We have designed a brief survey that should take no more than [XX] minutes to complete. You can take the survey in the following languages: [XX, YY, ZZ.] 
· Later this year, we’ll share a summary of what we learned about our organization and our planned responses with you.
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