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Plan for Week 06

Quality assurance design strategies 

Developing questions used on surveys 

Practice developing a quality assurance design study 

Logic models

Agenda
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in Quality Assurance Design

What is Getting Evaluated

Client Satisfaction 
and Experience

Service 
Effectiveness 
& Outcomes

Provider Competence 
& Professionalism

Service Reliability & 
Accessibility

Relevance & 
Appropriateness 
of Services

Acceptability, approval, and appeal 
Liking or feeling of being personally 
involved with the service 
Positive attitudes toward a service 
Contentment with the outcome of the 
service or derived benefits

The effectiveness of services in 
reducing or eradicating problems 
Met performance expectations 
Correspondence between clients’ 
expectations and their appraisals of 
service performance

The competence of counselors 
The courtesy of providers 
The helpfulness of staff

The reliability of services (assurance that 
services are provided in a consistent and 
dependable manner) 
Waiting times for service 
Amount of time spent with the provider 
The cost of services

The relevance of services 
to consumers’ needs 
The “humanness” of 
services

(Royse, 2023)
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Collection 
Strategies

 



 😊😐😔

Personal Interviews Telephone Surveys 

Focus 
Groups

 Electronic 
Surveys

Ballot Box

Faces 
Scale

Mailed 
Surveys

(Royse, 2023)
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From Bridges Program

Parent Questionnaire 

• School Connection and Quality 

• Behavior Supporting Outside Services 

• Legal Related Concerns 

• Childcare Related Concerns 

• Community Resources Needs 

• Guardian Support and Training 

• Other Comments
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Avoiding PitfallsDeveloping Survey Questions
Doublebarreled questions Leading Questions

Inadequate Response 
Options Negative items

Description

Double-barreled items ask 
multiple things in one 
question but only allow for a 
single answer.

Leading items introduce bias 
and can influence 
responses. Ensure earlier 
questions do not affect later 
answers.

An inadequate range of 
response options may force 
inaccurate answers or cause 
respondent frustration and 
dropout.

Negative questions can 
confuse respondents.

Example

How satisfied are you with 
the caseworker’s support and 
the timeliness of services 
provided?

How helpful was our highly 
trained and compassionate 
staff in addressing your 
needs?

How many years have you 
been a client? 
[ ] 1 year 
[ ] More than 10 years

Does the program not meet 
your needs?

Revision

How satisfied are you with 
the support provided by your 
caseworker? And  How 
satisfied are you with the 
timeliness of services 
provided?

How would you rate the 
staff's ability to address your 
needs?

How many years have you 
been a client? 
[ ] 1 year 
[ ] 2-3 years 
[ ] 4-7 years 
[ ] 7-10 years 
[ ] More than 10 years

How well does the program 
meet your needs?

(Division for Heart Disease 
and Stroke Prevention, 2011)
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Some Common Question Styles

Developing Survey Questions

Close-Ended with 
Ordered Choices

□ Strongly disagree 
□ Disagree 
□ Neither disagree nor agree 
□ Agree 
□ Strongly agree

Close-Ended with 
Unordered Choices

□ Choice 1 
□ Choice 2 
□ Choice 3 
□ Choice 4

Partially 
Close-Ended

□ Choice 1 
□ Choice 2 
□ Choice 3 
□ Choice 4 
□ Other: (please specify) ___________

Closed-Ended Questions Open-Ended Questions

Response categories 
are not provided

• Words and terms are clear. 
• Flow of questions is logical. 
• Response categories are 
adequate. 

• Skip patterns make sense. 
• Format and layout are easy 

to follow. 

• Mechanics of survey 
administration are feasible. 

• Language is culturally 
appropriate. 

• Length of time to complete is 
reasonable.

Other Considerations
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for Heritage BASW Program

Developing a Quality 
Assurance Survey

Step 1 

Working in small groups, 
discuss what research 
questions you might 
have in developing a 
quality assurance survey.

Step 2 

Divide the class into two 
groups and merge your 
research questions. 
Then, start developing 
the questions you would 
include in your survey.

Step 3 

Combine the whole class. 
Somebody will facilitate the 
discussion by merging and 
combining the questions the 
two groups developed. Create 
a completed survey.
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Logic Model

A program logic model shows how an 
organization works, including the theory and 
assumptions underlying the program. It links 
outcomes (both short- and long-term) with 
program activities/processes and the 
program's theoretical principles/assumptions. 

(Kapp & Anderson, 2010)
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Why we do itPurpose of a Logic Models
• Stakeholders are allowed to articulate their 

views about the program 

• Stakeholders are allowed to hear and 
appreciate the views of other stakeholders 

• Divergent views about the program are 
synthesized in a collaborative process. 

• An integrated model is developed with 
stakeholder ownership 

• The integrated model is scrutinized 
publicly for feasibility 

• The model serves as a solid reference for 
program management decisions 

• The model is used as an organizing tool for 
evaluation 

• The model can be used as a promotional 
tool for the program 

• The model can be employed to support 
program proposals for grant activities

(Kapp & Anderson, 2010)
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Potential Interview Questions
• How is the program staffed and organized? 

• What components are involved with the program 
other than staff? 

• Can you describe the major activities of the 
program? 

• What resources are devoted to these activities? 

• What are the main objectives of the program? What 
is the program trying to accomplish? 

• What accomplishments is the program likely to 
achieve in the next 2 and 3 years? What would you 
expect? 

• How will these activities undertaken by the program 
accomplish the results? 

• What kinds of information do you have on the 
program? 

• How do you use this information? 

• What kinds of information do you need to assess 
program performance? 

• How would you use this information? 

• What measures or indicators are relevant to the 
program? 

• What problems face the program? 

• What factors are likely to influence the program over 
the next 2 to 5 years?

(Kapp & Anderson, 2010)
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For A Program Logic Model

Resources Staff Activities Program 
Processes

Immediate 
Outcomes

Intermediate 
Outcomes

Long-range 
Outcomes

Resources 
available to the 
program that 

allow and support 
service delivery, 
including money, 
staff, volunteers, 

clients, materials, 
or equipment

The methods of 
service delivery 
carried out by 

staff

The product 
delivered or unit 

of service 
provided, usually 

described 
numerically, such 
as number of 

people served or 
number of hours 

of service 
delivered

The first changes 
that occur for the 

individuals, 
families, 

organizations, or 
community as a 

result of the 
program

The subsequent 
benefit for people 

during or after 
their involvement 

in a program

The eventual 
impact on 

individuals, 
families, 

organizations, or 
community for 

which the 
program is 
accountable

(Kapp & Anderson, 2010)
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(State of Washington Department of Social and Health Services, 2013)
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https://commons.wikimedia.org/wiki/File:Wiki_exampled_Logic_Model.png#/media/File:Wiki_exampled_Logic_Model.png 

https://commons.wikimedia.org/wiki/File:Wiki_exampled_Logic_Model.png#/media/File:Wiki_exampled_Logic_Model.png


Jacob Campbell, Ph.D. LICSW 
Heritage University Spring 2024 for SOWK 460(Pasco Discovery Coalition, 2017)
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Practice

Ask questions about the 
Children's Day Program to 
work in small groups to create 
an example of a logic model

Developing a Logic Model

(Campbell 2022)
Photo of Children’s Day Program
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for Developing Your Logic Model

Make a Plan

• Who are the stakeholders for you 
agency 

• What would be some of your questions 

• What would the categories look like

@perrygrone  on Unsplash

https://unsplash.com/photos/lbLgFFlADrY

