
Client Interviews

Agency Review

	Agency Name:
	
	Contract Number:
	

	Program Description:
	
	Coordinator/Manager:
	

	Date of Interview:
	
	Time and Location:
	

	Client Identifier:
	
	Single/Family/Children
	

	Client Language of Service
	
	French, English or other
	

	Interview Conducted By:
	
	Position/Department:
	

	Interview Conducted By:
	
	Position/Department:
	


Information to Client:  (Be clear about what kind of help the client received)

· Introductions 

· Purpose of Review: We are from the City government, which is the funder for this program.  We regularly visit the agencies that provide services, so we can know if things are going well. 
· Purpose of Interview: When we visit, we like to talk to both staff and clients, to be sure we are hearing about the service from different points of view.  If there are any questions that you feel uncomfortable with or unable to answer, please let us know

· Confidentiality:  We will keep your comments confidential, so you can speak freely to us if you like.

· Client History:  We don’t need you to tell us about the specific issues you were having that brought you to the agency – that’s between you and the program staff.  We only want to ask you about the quality of the service you receive here.

1.
What kind of help did you receive from the agency?
  

2. Was this one-time help only?  ( Yes  ( No 

OR Are you receiving ongoing help? ( Yes  ( No

3.
When did you first ask for help?   ____________________

Your first connection with this program:

4.
How did you hear about the service or program?  

· Referral from another agency

· Landlord or housing provider

· Shelter or drop in staff

· Social services

· Word of mouth

· Other, please specify_____________________________

OR

5. How did you first connect with the service? ______________

6. If you were referred from another agency or service, please state which one: 

________________________________________________________________

7. Did you make an appointment to see a staff member or were you seen right away?

Prompts: timely response

____________________________________________________________________

8. Did it take a lot of time to resolve the issue? ( Yes  ( No

Did you have to come back?  ( Yes  ( No

Did you receive the amount of ongoing support that you needed?
( Yes  ( No 

Was your worker easy to reach? ( Yes  ( No 

9. Were staff well organized and knowledgeable about how to help you?

10.
Were you referred to another agency?  ( Yes  ( No   Which one? ________________
11. If needed, did the agency advocate (Alternate words – go to bat, act on your behalf, go the extra mile) on your behalf?  ( Yes  ( No 

If yes, to:  

· Another agency

· Social Services

· Housing provider or landlord

· Shelter

· Other, please specify
Was the advocacy successful? ___________________________

12.
Did you ask or were you offered referrals or information on other services other than housing issues such as:

· Food or clothing bank

· Help with budgeting

· Health services, mental or physical

· Addiction services 

· Other, ____________________

13. Was the interview space comfortable and friendly?

14. Do you feel confident that your privacy is protected?

15. Were you treated with respect?  

16. 
If applicable, were you provided services in French?

17. If you have any special needs, were they accommodated?

Prompt: diversity issues - ability to access services, mobility issues, language etc.

18. Any suggestions you would like to make about the service?  
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