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Planning Committee Minutes
Wednesday, December 1, 2021
via zoom/telephone/in person

MEMBERS PRESENT: Paula Freedman, Steve Hodgens
MEMBERS EXCUSED: Shirley Copes
MEMBERS ABSENT: Elizabeth Hakanson

STAFF PRESENT: Carolyn Brown, Mary Beth Welch, Stephanie Bingham

CALL TO ORDER:
The December 1, 2021 Planning Committee meeting called to order at 4:49 PM by Steve Hodgens.
It was noted for the record that a quorum was present.

APPROVAL OF PREVIOUS MINUTES

Steve Hodgens requested a motion to approve the November 2021 minutes. The motion
was moved by Paula Freedman and seconded by Steve Hodgens, and was unanimously
approved.

PRESENTATION
Customer Satisfaction Survey Results 2021

Stephanie Bingham, Associate Director & Mary Beth Welch, Director of Family Services presented
the Customer Service Satisfaction Survey Results 2021.

180 clients were surveyed in the month of November 2021, to determine their level of customer
satisfaction related provided by PEACE, Inc. Surveys were sent via a text message to all active
clients in our MyCap database who had cell phone numbers on record. The text included a QR
(Quick Response), code. Survey Monkey was used to tabulate the results.
The following questions were presented to our clients:
1) Did you feel safe while receiving services at PEACE, Inc.?
a. 97% Yes
b. 3% No
The results are consistent with prior year.
2) The facilities were clean?
a. 97% Yes
b. 3% No
9% improvement over prior year.
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3) Were you treated with respect?

a. 92% Yes
b. 8% No
3% reduction from prior year.

4) Were your needs met?

a. 92% Yes
b. 8% No
New question this year.

5) Would you use Telehealth services at PEACE, Inc.

a. 44% Yes

b. 41% Maybe

c. 15% No

New question this year.

6) 1 would recommend PEACE, Inc. to my friends and family?

a. 96% Yes
b. 4% No
2% reduction from prior year.

What other services would you like added to PEACE, Inc.?

Transportation 18% (majority Head Start comments for more bus routes)

Food/ltem Giveaways 15% (toiletries, holiday giveaways, not Pantry related)

Health 15% (dental, healthcare, help with insurance, counseling)

Programming 13% (field trips, extracurricular, community events)

Education 13% (back to 100% in-person, GED for parents, longer hours for Head Start)
Benefits Assistance 10% (help with forms and DSS)

Housing 10% (grants for roofing & first-time home buyers, services for homeowners)
Employment 3% (jobs for seniors & youth/young adults)

Bilingual 3% (more Spanish speakers at all sites & language classes in Head Start)

Additional Notes:

o}

o O O O

The collection of client feedback fulfills the requirement of Standard 1.3 — The organization
has a systematic approach for collecting, analyzing and reporting customer satisfaction
data to the governing board.

Client based surveyed included all clients in database, this included Family Resource
Centers, Head Start and Foster Grandparents.

Survey is available in English and Spanish.

Average survey time is 1 minute.

Ability to reach out to those who leave contact information.

Clients completed the survey while pandemic protocol was still in place — limited in person
contact is still place, programming has been limited for the past 18 mos.

Poli for interest in new programs or services - Telehealth is a new program for PEACE, Inc.
no clients have been service to date.

Broad members can have access to survey on demand.



Planning Committee Meeting Minutes Page 3 of 8
December 1, 2021

Your feedback matters

ScanMe Escanéame

Instructions:
On your Smartphone, open the camera app.
Focus the camera on the English or Spanish QR codes above.
Follow the instructions on your phone to open and complete
the anonymous survey.
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Customer Satisfaction Survey Results 2021

Did you feel safe while receiving
services at PEACE, Inc.?

No
2.8%

Yes
97.2%

Were the facilities clean?

No
2.8%

Yes
97.2%
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Were you treated with respect?

No
8.4%

Yes
91.6%

Were your needs met?

No
8.4%

Yes
91.6%
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Would you use Telehealth services
at PEACE, Inc.?

Maybe
40.8% Yes

44.1%

15.1%

Would you recommend PEACE, Inc.

to friends and family?

No
3.9%

Yes
96.1%
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What other services would you like
added to PEACE, Inc.?

Benefits Assistance
Transportation 9.7%
17.7%

Bilingual
3.2%

Education
12.9%
Programming
12.9%
Employment
3.2%

Housing
9.7% Food/ltem Giveaways

14.5%

Health
14.5%
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GRANT SUMMARY REPORT:
Current Grant Summary report was distributed to the Committee in the meeting packets for their
review.

OLD BUSINESS:.None

NEW BUSINESS:

Carolyn Brown discussed the Board Meeting and Holiday Party scheduled for Monday, December
13, 2021 @4:00PM, at PEACE, Inc. Free Tax Prep Office (Conference Room) on 1201 E. Fayette
Street, Syracuse NY 13210.

Carolyn Brown also discussed options for staff retention including the possibility of retention
incentives.

OTHER:.None

ADJOURNMENT

Steve Hodgens requested a motion to adjourn the December 1, 2021 Planning Committee
meeting; the motion was moved by Paula Freedman, and seconded by Steve Hodgens. The
meeting adjourned at 5:20 PM.
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