
Community Satisfaction Survey - Community Centers
	
Who Should Complete the Survey: If this survey is being conducted in person (face-to-face or digitally), it should be completed by a staff member/enumerator who is knowledgeable of your context and is able to communicate with people we serve directly. 

Consider AGD, Data Protection and Privacy, and Participation and Inclusion considerations in this Toolkit when identifying and communicating with participants for your survey.

If this survey is being conducted in person (face-to-face or digitally), ensure the following information and steps have taken place before commencing the survey:

Introduction before starting the survey:
The staff conducting survey should make sure to provide a proper introduction to the respondents, starting by:
· Name
· Name of the organization
· Briefing about the purpose of the survey

Example of introduction script:
· My name is (name of the staff) and I work as (position and role of staff) with (the name of the organization). This organization provides humanitarian services that are all free of charge.
· I am tasked to conduct a survey with community members who received services through (name of the location or service).
· The purpose of the survey is to evaluate (with your participation) our services and to collect your feedback on all aspects of the (centre/service).
· The information provided by respondents (you) are kept confidential and will be used to improve the quality of services delivered in the community centre (specify the centre).
· Names and any other identifiable details are not required for this survey and will not be recorded, however, if there is a need to follow-up on any specific protection concerns you are raising, if you consent, these details will be recorded separately so we can follow-up with you.
· There are no incentives, rewards or any cash in return for participating in this survey.
· In case you have any concern related to this survey, please don't hesitate to contact the (list the different feedback or response channels available, including hotline numbers if applicable).
 

Date and duration of survey:
Contact details of Survey organizers:



	1. Has all the information included in the introduction text been explained and presented to the respondent?

○ Yes
○ No


	Information about the Community Center
Fill in the information required in this section before starting the survey.

(Collect all information relevant to who is filling in the survey and from where. This section can be adapted according to your operational context to reflect the partners, community center locations, titles and other elements. These can be in the form of dropdown lists or using single-selections - symbol ○ is used in this case.)


	2. Partner Organisation

○ Partner A
○ Partner B
○ Partner C
○ Partner D
○ etc



	3. Governate or Area

○ Governate A
○ Governate B
○ Governate C
○ Governate D
○ etc


	4. Community Centre

○ Community Centre A
○ Community Centre B
○ Community Centre C
○ Community Centre D
○ etc

(This section should be adapted according to the operational context to include the community centres in your Country/region/area.)


	5. Name of person conducting the survey


	6. Title of person conducting the survey


	The Respondent's Profile 
The respondent's profile, age group, sex and family size should be collected or alternatively to be extracted from the centre’s database before starting the survey

(Your survey may engage respondents either by invitation or by random selection. This section focusses on collecting disaggregated data on he survey respondent. No personal data data is stored through this survey but this can be adapted according to the needs of your survey upon receiving consent.)

	7. Population group or profile of respondent:

○ Refugees 
○ Asylum-Seekers
○ Stateless persons
○ Internally Displaced Persons (IDPs)
○ Returnees
○ Refugee & Migrants
○ Host communities
○ Other (free text)


	8. What is the age of the respondent?

○ 18-24
○ 25-34
○ 35-44
○ 45-54
○ 55-64
○ 65+

(The symbol ○ is used for single selections – only one of the options can be selected.)


	9. Family size:



	10. Does the respondent have family member/s person living with disability?

○ Yes
○ No


	Accessibility - the coverage of the Community Centre (Outreach)
In this section we will collect information about the accessibility of the community centre including distance travelled to arrive, transportation accessibility, and how people become aware of the centre. This section can be further adapted to respond to additional surveyed data such as cost of transportation, opening hours and others.

	11. How long does it take you to reach to the centre?

○ Less than 5 minutes
○ 5-15 minutes
○ 15-30 minutes
○ 30 – 60 minutes
○ More than one hour


	12. How do you reach to the community centre?

○ Walking
○ Wheelchair
○ Mini-bus
○ Bus
○ Car
○ Bicycle

(This section should be adapted according to the operational context to include those transportation modes most appropriate and realistic.)


	13. How far is your place of residence from this community centre? (in km)

○ Less than 1 km
○ 1-5 km
○ 5-10 km
○ 10-20 km
○ 20-50 km
○ 50 km or more

(This section can be adapted according to the operational context to include also the cost of transportation.)


	14. How did you learn about the community center?

□ Outreach or Community Volunteers (ORVs/COVs)
□ Relatives or family members
□ Staff of the centre 
□ School environment
□ Signs
□ Poster and printed materials
□ Social Media
□ Billboards
□ Referral from other organisation
□ Other

(This section can be adapted according to the operational context to include other sources of information or communication channels. Additional information about different communication with communities channels can be found in the FCRM Communication Channels and Communication and Transparency sections of this Toolkit.)


	The Respondents’ perceptions about the Community Centre
The questions in this section were included to understand the respondents’ perceptions about the centre. Data collected is also used to assess the response VS expectations of people.

	15. What was the initial reason for your visit to the centre?

□ Social Consultation
□ Children Activities
□ Education
□ Child Protection (CP) Issues
□ People with Disabilities Home Training
□ Medical Needs
□ Psychosocial Support (PSS)
□ Elderly Support
□ Elderly Training
□ Gender-Based Violence (GBV)
□ Legal Services
□ Livelihood
□ Committees
□ Recreational Activities
□ Shelter Needs
□ No Specific Reason

(This section can be adapted according to the operational context and the services usually provided at the Community Centres being surveyed.)


	16. Did you receive services at the center?

○ Yes
○ No


	17. What services did you received at the centre? Check all possible answers

□ Service Consultation
□ Child-friendly Space (CFS)
□ Service Learning
□ Service School
□ Child Protection (CP)
□ Training
□ Psychosocial Support (PSS)
□ Primary Healthcare
□ GBV support
□ Legal support
□ Awareness sessions
□ Service Committees
□ Other

(This section can be adapted according to the operational context and the services usually provided at the Community Centres.)


	The impression and experience from the Community Centre:
The questions in this section focus on the experience of respondents whilst using the services of the Community Centre, including identifying specifically which of those experiences were positive and which negative.


	18. Was your experience whilst visiting the Community Centre positive or negative?
□ My experience was positive
□ My experience was negative

(This section will open a nested section providing a variety of reasons that the respondent may have found their experience of the Community Center positive or negative.)


	19. My experience of the Community Center was positive because:

□ The centre staff members were attentive and friendly
□ The centre business hours are convenient 
□ The response I sought was timely
□ It feels safe and friendly
□ I feel comfortable and sage to share my information without fear of being revealed to anyone
□ A wide variety of programs and services are offered
□ The centre has a proper information sharing mechanism to provide everyone with regular updates on services
□ Other

(This section will open depending on the section selected before it. It can be populated with a variety of reasons that the respondent may have found their experience of the Community Center positive. The section under ‘Other’ can include free text.)


	20. My experience of the Community Center was negative because:

□ The services are limited
□ The centre business hours are inconvenient
□ Some people feel neglected in terms of servicing in this centre
□ The activities are not well planned 
□ The staff are not prepared, friendly or well informed
□ No one goes to this centre
□ There are too many people at the centre and it is frequently crowded
□ I don't feel comfortable to share my information with anyone at the centre
□ People don't receive proper updates/clarifications on changes in the planned services (including timing - types of the services - suspension of the services)
□ The staff are rude or speak to people in an unfriendly manner
□ Other

(This section will open depending on the section selected before it. It can be populated with a variety of reasons that the respondent may have found their experience of the Community Center negative. The section under ‘Other’ can include free text.)


	Complaint mechanism:
The questions in this section focus on possible complaints or feedback from the respondents about the Community Centre, including how they can report their complaint/feedback/suggestion.


	21. Were all the services provided in/through the community center free of charge?

○ Yes
○ No


	22. If no was selected, please specify the details of incident where you had to pay:



	23. In case you have a complaint/feedback/suggestion about the services offered by the centre, do you know how to report it?

○ Yes, through contacting the centre's hotline
○ Yes, through contacting the ORVs/COVs
○ Yes, through sending a message to the centre's Facebook inbox
○ Yes, through reporting directly to one of the centre's staff
○ Yes, through the center's complaints and suggestions box
○ Yes, through one of the center's community committees
○ No, I don’t know how to report it
○ Yes, but I feel it is useless to report
○ Yes, but I feel threatened to report

(This section can also be supplemented with other FCRM channels available in your operation/location.)


	24. If your complaints or suggestions were reported, did you see a change?

○ Yes, a proper follow up took place
○ Yes, but not to my benefit
○ No, I have not seen any change
○ I don't know


	Community engagement in the Community Centre: 
The questions in this section focus on possible participation of respondents in voluntary initiatives t support their community an the Community Centre.

	25. Do you have the capacity to voluntarily contribute to the activities in the centre?

○ Yes
○ No


	26. If yes, please specify how:



	27. Do you have any suggestions to improve the services in the Community Centre?

○ Yes
○ No


	28. If yes, please specify how:

□ The centre's staff must be more attentive
□ A proper waiting area should be allocated at the reception
□ The activities should be planned in consultation with the community
□ The centre hours should be longer
□ The centre should open on weekends
□ To extend the length of waiting times should be reduced
□ To pay more attention to the qualifications of the vocational training courses facilitators
□ To pay more attention to the qualifications of the teachers
□ To provide transportation to the centre
□ Allow more space for clubs/certain age groups can meet and design their activities
□ To improve the quality of the education materials
□ To improve the substance of the vocational training courses
□ To improve the quality of the materials of vocational training sessions
□ Other


	29. Do you recommend to add any activity/service that should be provided in the Community Centre?

□ Increased services for men
□ Increased services for older persons
□ Increased services for girls and women
□ Increased services for youth
□ Increased services for people with disabilities
□ Provide specialized PSS for children
□ Create peer support groups for adults, women, men and older persons
□ No recommendation
□ Other


	30. Have you recommended any of the Community Centre services to someone else in your community?

○ Yes
○ No



