Notes describing how surveys are used for FCCAA’s Quality Review Process
PROJECT
 
· Standard 8 For each individual contract we calculate each survey for that particular contract.  I always say questions going down.
· Standard 9 Is the funder survey calculated for each project.
PROPERTY
· Standard 14 This comes from the process/project manager survey (question 1&2).  Question 1 is maintenance support question 2 is technology support.  They are combined for this standard.  (Our technology support is under property)
· Standard 16 Question 18 on client survey
· Standard 17 Question 16 on client survey
· Standard 18 Question 14 on client survey
· Standard 19 This standard was changed this year to Tenants are pleased with maintenance requests and security.  This came from tenant (property) survey
· Standard 20 This standard was also changed this year to FAMS Users are pleased with support hours and staff ability to rectify problems.  This score comes from the     FAMS survey.

CUSTOMER SERVICE
 
· Standard 22 Telephone contact is friendly and helpful   Question 20 on client survey
· Standard 23 Clients are received suitably  Combination of question 1 and question 7
· Standard 24 Clients did not wait long  question 10 client survey
· Standard 25 Question 8 on client survey
· Standard 27 Combination of questions 11,12 and 15 on client survey
· Standard 28 Question 17 client survey
· Standard 29 Combination of questions 3 and 4 client survey
· Standard 30 This comes from the project/process manager survey Question3&4 (intake and customer service support combined)
DEVELOPMENT
 
· Standard 36 Question 5&6 from project/process manager survey
· Standard 37 Question 7 process/project manager survey
· Standard 38 Question 2 funder survey
· Standard 39 Question 21 client survey
· Standard 40 Question 3 funder survey
FINANCE
· Standard 42 Question 8 project process manager survey
· Standard 44 & 45 Both are question 4  
 
This is a process we will be focusing on this year for quality review.  
· Standard 52 Question 9 client survey
· Standard 53 Question 5 funder survey
· Standard 56 Question 9 process/project manager survey
