
MASSACHUSETTS SENIOR LEGAL HELPLINE 
1-866-778-0939 

Legal Advocacy & Resource Center Massachusetts Justice Project 
 
 
 
 
 
 
 
 
 
 
You recently contacted our free senior legal helpline for assistance. Please take the 
time to fill out the enclosed survey so that we may serve you and others better in the 
future. 

 

 
We have enclosed a pre-paid return envelope to send us back the survey. No stamp 
required. 

 
 
All responses will be kept confidential. 

Thank you for helping us! 

 
 

Sincerely, 
The Helpline Staff 



March-April2012 
 
 
 
 

MASSACHUSETTS SENIOR LEGAL HELPLINE 
Legal Advocacy & Resource Center Massachusetts Justice Project 

 
 
 
 
 
 

Client Satisfaction Survey 
 
 
 

1. How did you first make contact with our Helpline? 
 

   By telephone 
 

   Came in person 
 

    Through the internet 
 
 
 

2.  How soon did you get to speak to someone about your legal issue? 
 

Right away/Same Day 

The next day 

Two days later 
 

Three or more days later 

I don't remember. 

 
3. Were you satisfied with the assistance you got? 

 
Yes  No 

 
 
 

4.  Did our assistance help with your legal problem? 
 

Yes  No 



5. If we advised you to do something (for example, write a letter, contact another 
agency to report a problem, go to court), did you do it? 

 
Yes  No 

 
 
 

If no, why?  Check all that apply. 
 

Did not understand 
Didn't remember what to do 
Was Ill 
Lost phone number/address 
Forgot 

_Too busy 
Too difficult 
Changed my mind 

_ Other. Explain 
 

 
 
 
 
 
 
 
 

6. If we sent you written information, was this information helpful? 
 

Yes No 
 

If no, why? Check all that apply. 
 

I read them but found them difficult to understand. 

I was sent too much information. 

They did not address the legal problem I called about. 
 

I could not read them because I do not read well. 

They were in a language I do not read well. 

I never read them. 
 

_ I never received any written materials 

Other. Explain 



 
 
 
 
 

7. Which best describes how your legal problem was resolved. 
 

_I won. I got everything I was hoping to get 
 

_ I got some of what I was hoping to get 

I lost 

_My problem is still on going . 
 
 
 

8.  If we suggested that you contact other organizations or websites, did you contact 
them? 

 
Yes No 

 
Which places did you contact? 

 
 
 
 
 
 
 

Were they helpful? Yes No 
 

If you had any problems with the referrals, please describe: 
 
 
 
 
 
 

9. Would you contact us again if you had another legal problem? Yes No 
 
 
 

10. Please write any other comments you have in the space below. Comments are 
strongly encouraged because they help us improve our services. 

 
 
 
 
 
 
 
 
 
 
 
Name: (optional- will be kept confidential) _ 



MASSACHUSETTS SENIOR LEGAL HELPLINE 
1-866-778-0939 

Legal Advocacy & Resource Center Massachusetts Justice Project 
 
 
 
 
 
 
 
 
 
 
Usted se comunic6 recientemente con nuestra Linea de Ayuda Legal gratuita. Por 
favor, tome su tiempo y llene esta encuesta para que en el futuro podamos servirle 
mejor a usted y a otros. 

 
 

Adjunto encontrara un sobre pre-dirigido y pre-pagado para que nos envie de vuelta la 
encuesta. No hay necesidad deponer el sello de correo. 

 
 
Todas sus respuestas son confidenciales. 

Gracias por ayudarnos. 

 
 

Atentamente, 
 
 

The Helpline Staff 



March-April2012 
 
 
 
 
 
 

MASSACHUSETTS SENIOR LEGAL HELPLINE 
Legal Advocacy & Resource Center Massachusetts Justice Project 

 
 
 
 

Encuenta sobre Satisfaccion al Cliente 
 
 
 

1. iComo usted se comunic6 inicialmente con nuestra Linea de Ayuda Legal? 
 

   Por telefono 
 

    Vine en persona 
 

    A traves del Internet 
 
 
 

2. iCuanto tiempo le tom6 poder hablar con alguien de su problema legal? 

lnmediatamente/el mismo dia 

AI dia siguiente 

Dos dias despues 

Tres o mas dias mas tarde 

No recuerdo 

 
3. i0ued6 satifecho con Ia asistencia que le dimas? 

 
Si  No 

 
 
 

4. iNuestra asistencia lo ayud6 en su problema legal? 
 

Si  No 



5. Si le aconsejamos que usted hiciera algo (por ejemplo, escribir una carta, llamar a 
otra agencia, reportar el problema, ira Ia corte), Gusted lo hizo? 

 
Si  No 

 
 
 
 

Si no. i por que no? Marque todas las que aplican: 

Yo no entendi. 
No recorde lo que tenia que hacer. 
Me enferme. 
Perdi el telefono/direccion que me dieron. 
Se me olvido. 

_ Estaba muy ocupado/a. 
_ Era muy dificillo que tenia que hacer. 

Cambie de idea. 
_ Otro Explique: 

 
 
 
 

6. Si le enviamos informacion escrita, ila informacion fue de ayuda? 
 

Si No 
 

Si no, iPOr que? Marque todas las que applican: 
 

_ Yo las lei pero eran muy dificiles de entender. 
 

Mandaron mucha informacion. 
 

No se trataba del problema legal por el cual llame. 

No lo pude leer porque no leo bien. 

Era en ingles y yo no leo bien ese idioma. 

Nunca los lei. 

Nunca recibi material escrito. 

Otro.  Explique: 



 
 
 
 
 

7.  iC6mo mejor usted describe Ia resoluci6n de su problema legal? 
 

_ Gane. Obtuve todo lo que yo esperaba. 
 

_ Obtuve algo de lo que yo esperaba. 
 

Perdi. 
 

_ Mi problema legal todavia sigue. 
 

 
 

8.  Si  le sugerimos que usted contactara otras organizaciones o websites, iUsted los 
contact6? 

 
Si No 

 
iQue lugares usted contact6? 

 
 
 
 

iFueron de ayuda? Si No 
 

Si usted tuvo algun problema con los referidos que le dimos, por favor explique: 
 
 
 
 

9.  iUsted nos llamaria de nuevo si tuviera otro problema legal? Si No 
 
 
 

10. Por favor, escriba  algun otro comentario  sobre nuestros servicios. Queremos 
saber lo que usted piensa pues nos puede ayudar a mejorar. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Nombre: (opcional-confidencial) -------------- 
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