KNOW YOUR ORGANIZATION
How well an organization fulfills its mission is determined at the grassroots level where clients are actually served.  Unfortunately, board members often know very little about what actually happens at this epicenter of organizational activity.  How much do you know about the following grassroots activities of your organization?
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_____ 1. Level of client satisfaction and their suggestions for possible improvement

_____ 2. How clients are treated while waiting for service 

_____ 3. How clients are treated during the service process

_____ 4. Statistical breakdown of types of services rendered

_____ 5. Most requested services not offered

_____ 6. Average length of time clients wait to be served

_____ 7. Average length of time for client servicing  

_____ 8. Number of clients served broken down by:  year, quarter, month, week, day of the 

     week, and hour of the day

_____ 9. Percent of new clients per year, quarter, month, week

_____ 10. Number and percentage of people who don’t qualify for service

_____ 11. Number and percentage of repeat service clients

_____ 12. Turnover and average tenure of staff and volunteers who service clients

_____ 13. Morale of the staff 

_____ 14. Training received by the service staff 

_____ 15. Extent to which service staff help shape and mold operations policies and practices

_____ 16. Reputation of your organization in the local community 

ANALYSIS & FOLLOW-UP
Did you have a total of 70 or above?  If not, maybe the members of your board and your staff should spend some time discussing their answers to this survey. Maybe it will help everyone to understand your organization better.
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