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Abstract 
 

 

An Analysis of How Nonprofit Organizations Identify Service Needs in Low-Income 

Urban Communities through Program Evaluation. 

 

By 

Marlene Bernal 

Master of Public Administration, Nonprofit Sector Management 

 

 This graduate research proposal is intended to analyze how nonprofit organizations 

identify service needs, particularly in low-income urban communities. These communities tend 

to lack resources, political representation, and financial assistance. Prior to providing programs 

and services, nonprofit organizations should take the necessary preliminary steps in order to 

understand the community and its needs. Every community is distinct. By taking precautionary 

measures, the organization can then make appropriate decisions and adaptations to serve the 

community best and ensure that their programs are effective. 

 This research study will explore methods of program evaluations and their relation to 

program effectiveness and how organizational transparency plays a part in building relationships 

within the community. A case study will be performed in Watts, Los Angeles, CA, through semi-

structured interviews with nonprofit organizations and community residents. To conclude the 

study, the findings will be analyzed and applied to connect program evaluations and identify 

service needs in specific areas.  
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Introduction 
 

Nonprofit organizations are intended to create relationships between communities, 

stakeholders, and political representatives to address community needs and design quality social 

programming. In the process of building these relationships, maintaining transparency is 

imperative to build trust within the community they are serving. When transparency is not 

present, it can become easy to construct misconceptions on how the organization may be 

handling specific issues in the community. With an absence of information and errors in both 

attribution and assessment, the public will sense that organizations may not be doing enough in 

the people's best interest (Porumbescu, 2015). Transparency should not mean making every 

detail of the process public, as this can undoubtedly become overwhelming and can create 

confusion for citizens. Instead, “information that is publicly disclosed must be comprehensive in 

the sense that it touches upon the issues necessary to understand the actions taken by the 

government.” (Porumbescu, 2015, p. 206) With greater information disclosure and clear 

communication, organizations will begin to generate a trustworthy and reliable relationship with 

the community.  

Transparency corrects any misconceptions that the public might have about what 

organizations are doing for them and how well they perform. It is fundamental for organizations 

to establish program evaluation methods to abide by the accountability that comes with the 

delivery of public services. Measuring and monitoring their programs' effectiveness will help 

determine if the program begins to stray away from the intended goals and objectives. It is a way 

of getting feedback on issues that may arise in social programming and public services while 

also fixing and implementing managerial practices. 
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Community representation is needed so that organizations can gain insights into issues 

they are trying to mitigate. “There are reasons to believe that residents will not view all 

organizations as equally trustworthy, and, therefore, not as equally legitimate to speak on their 

behalf.” (Park, Mosley, and Grogan, 2018, p. 142) Consequently, nonprofit organizations must 

take their time and do their proper research to begin building connections with local 

organizations and people who have established a reliable reputation within the community. By 

encouraging community residents to participate in decision-making processes, organizations will 

start building trust and meaningful relationships with the people they serve. It is how they choose 

to enable the residents to participate that will determine the legitimacy of the community 

representation. “Public participation in administrative decision making has also been shown to 

lead to more efficient and effective programs.” (Mosley and Grogan, 2013, p. 840)  

If organizations make the effort to include residents in discussions about changes being 

made that may ultimately affect them, it is more likely that communities will begin to feel 

considered. Analyzing factors such as neighborhood characteristics, demographics, and 

community size will help identify the method and amount of organizational integration that will 

best fit community-specific needs. Using this data and providing the community with the proper 

tools to get involved in this process will provide new opportunities and capacity to meet current 

needs and prepare for their futures. (Keller, Nusser, Shipp, and Woteki, 2018) 

Due to the lack of funding and resources these communities experience, trusting and 

investing time in partnerships made with stakeholders, organizations, and political 

representatives can be challenging if they feel they do not have their best interests in mind. 

Although some associations may prove their mission and vision to the community through their 
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work, some may still show scarcity in their interdepartmental support. Interdepartmental 

conflicts can cause interference and distortion of information, resulting in a lack of consideration 

with other departments in the organization. (Walton, Dutton, and Cafferty, 1969) In order to fully 

meet their mission, organizations must work together with passion and knowledge about who, 

where, and why they are serving. This research proposal will discuss methods of program 

evaluations and the importance of transparency in organizations serving low-income urban 

communities and the socioeconomic disparities they face.   

Research Significance 

By understanding program evaluation methods, nonprofit organizations can create better 

opportunities to enhance citizens' lives in these communities. It is essential to review literature in 

this area to identify any shortcomings that may be preventing and limiting organizations from 

providing quality programming and services in communities that face socioeconomic disparities. 

In order for nonprofit organizations to build meaningful relationships with the communities they 

are serving, they need to correctly associate the inequalities that are inhibiting these communities 

from receiving the programs they need and deserve.  



 4  

Literature Review 

 This literature review will cover information on methods of program evaluations, 

community involvement and participation, and how organizations determine service needs. By 

analyzing the differences between being transparent and how organizations are evaluating their 

programs, we will identify trends that are primary factors in the inequalities experienced in low-

income urban communities. 

Organizational Transparency 

 Transparency permits public disclosure of information about what organizations are 

doing to help the community. In this process, methods of transparency can include invitations to 

townhall meetings, encouraging participation of residents in decision-making processes, and 

making sure that the content is accurate and easily accessible for all. Amitai Etzioni argues that 

transparency is oversold on a naïve theory of the way that democracy functions. If the public is 

aware of how an organization or the government is handling their issues, then they are more 

likely to determine which they favor and which they wish to diminish. (Etzioni, 2014) One of the 

challenges that come with being transparent is knowing the limitations. The limitation becomes 

present when there is a realization that people are busy supporting themselves, their families and 

have limited time to participate in public affairs actively. When this comes into play, 

organizations should adapt their methods to be inclusive and considerate of participant needs. By 

doing so, community members may be more interested in participating since the organization 

considers their busy lives and makes sure they are working together to involve them in the 

decision-making process.  

Transparency is defined as “the availability of information about an organization or actor 

that allows external actors to monitor the internal workings or performance of that organization.” 
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(Grimmelikhuijsen, Porumbescu, Hong, and Im, 2013, p. 576) Knowing how much information 

to disclose and ensuring that the data is clear, concise, and easily accessible are other limitations 

that organizations may face when dealing with transparency. In this day and age, technology is a 

form of communication that organizations use to share their intent, progress, and reports. 

Unfortunately, low-income urban communities often struggle with equitable access to 

technology. Not only does this limit their ability to participate in decision-making processes, but 

other restraints include productivity in education, literacy, and language development. 

“Technology must not be a simple replacement or enhancement of non-technological methods of 

learning. Technology is too expensive to be a substitute for the pencil and the chalkboard. 

Instead it must invite and enable higher order thinking, more creative thinking, learning and 

expression.” (Zucker, 2009, p. 45) Keeping up with the rapid advancement of technology usage 

is essential. Still, organizations also need to contemplate getting their message across in other 

ways such as local meetings, printed flyers, or word-of-mouth in communities that might not 

have access to technology as easily. To best understand and serve these communities, 

organizations need to consider the current environment and inadequacy in resources to find the 

right intervention strategies to communicate the organization's internal workings. 

Performance Evaluations 

 Measuring performance is one way that organizations can comprehend the effectiveness 

of their programs and services. Mary Bryna Sanger explains that “One common motivation for 

measuring performance is to learn and to improve, and one of the ways an organization can 

improve continuously is to use performance information to learn.” (Sanger, 2013) This will lead 

organizations to adopt practices that work for community-specific needs and issues they are 

working towards diminishing. They must establish a system of performance evaluations to  
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ensure that their programs are effective in these areas. Many argue that performance 

measurements do, in fact, lead to better outcomes and that they can influence the redirection of 

resources for improvement. In contrast, others argue that it is not clear whether performance 

measurements lead to improvement and that it is difficult or impossible to develop meaningful 

measures for their functions. (Ammons, 2002) Some barriers tied to performance improvement 

include failing to produce useful information due to the lack of validity and reliability and 

focusing on past performance without descriptive methods of strategy and execution. (Poister, 

Pasha, and Edwards, 2013) Measuring performance can either help or hinder the improvement of 

social programming depending on the organizational approach. Still, overall, nonprofit 

organizations can use this to aid in the accountability aspect of providing public services and 

programs.  

Measuring Accountability  

 With completed performance evaluations, organizations can use the results to measure 

accountability in the organization as well. “Public administration accountability involves the 

means by which public agencies and their workers manage the diverse expectations generated 

within and outside the organization.” (Romzek and Dubnick, 1987, p. 228) This definition of 

accountability claims that the organization is responsible for upholding transparency in 

managing what is expected of them both internally and externally. The relationship between 

performance evaluations and organizational accountability is that they both manage expectations; 

therefore, organizations can make connections between them both. In creating a framework of 

accountability, there are two things organizations must keep in mind: 1. A set of performance 

standards generated by the organization's strategic environment, and 2. A response from inside 

the organization. (Kearns, 1994) This system of accountability stresses the connection that the 
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internal management of the organization must have with the external environment to be 

successful. Bies and Blackwood explain that with an increase in complexity of nonprofit 

organizations' internal and external workings, some of the critical areas to improve nonprofit 

organizations' management include accountability, ethics, governance, and evaluation. The 

demands for nonprofit managers to be more accountable will result in the better implementation 

of specialized directives for their nonprofit leaders in their area of service. (Bies & Blackwood, 

2007)  

There are many dimensions to accountability in nonprofits, including legal and financial, 

but accountability in the nonprofit sector also includes performance accountability. This standard 

of accountability includes mission accomplishment, program effectiveness, and meeting 

stakeholder expectations. Kevin P. Kearns states that performance accountability should consist 

of “…responsiveness to community needs, fidelity to certain values, efficiency in the use of 

charitable resources, and effectiveness in mission accomplishment that may or may not be 

legally binding.” (Kearns, 2012, p. 596) This is another way that organizations can relate 

performance evaluations to support their accountability measures. These determining factors 

outline how community members, stakeholders, and even nonprofit leaders can keep nonprofit 

organizations accountable.  

Evaluation of Programs 

In order to ensure effectiveness, organizations, and people that provide public services 

must be culturally competent. This means that organizations must know how to communicate 

and value people from different cultural backgrounds appropriately. (Weimer & Zemrani, 2017) 

A program's effectiveness can vary depending on the group of participants; what works for one 

group might not work for another. That is one reason why it is essential for organizations to 
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assess the needs of their participants. Some program evaluation techniques include but are not 

limited to qualitative, quantitative, quasi-experimental, outcome-based, and organizational 

theory. These techniques are used to measure how the public is reacting to the programs and 

assist in identifying any changes that need to be made.  

Qualitative Methods 

 Qualitative methods include interviews, observations, and document analysis, which can  

be used in program evaluations to determine if they are meeting their goals. It goes beyond  

surface level observations and asking simple questions. Michael Quinn Patton explains that  

“Generating useful and credible qualitative evaluation data through observation, interviewing, 

and content analysis requires discipline, knowledge, training, practice, and hard work.” (Patton,  

1987, pg.8) The evaluator(s) must be trained and possess organizational skills in order to  

guarantee valid results. The data that is collected through qualitative evaluations should be 

rigorously analyzed and provided to those who will continue the development and improvement  

of these programs and services; this can include funders, community members, program  

coordinators, and directors. 

Quantitative Methods 

Quantitative data collection methods include self-completed questionnaires, direct 

observations, and extant data, including logs, demographics, and reports. (Butterfloss, Capwell & 

Francisco, 2000) These methods focus on generating data that include a numerical value that can 

be quantified further to analyze the results of the area of study. Quantitative data should be 

accurately reported so that researchers can continue to expand their knowledge in the field.   

Bradley E. Wright, Tamika R. Black, and Lepora J. Manigault list two types of information that  

should be included in assessing research measures: 1. General background information of the 
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data collection method, and 2. Descriptive information supporting how the study variable was 

operationalized. Regardless of the method being used, the emphasis should be on when and how 

to apply them, not necessarily what method was ultimately used. (Wright, Black, & Manigault, 

2004) 

Quasi-Experimental Methods 

 Quasi-experimental evaluation methods include a nonequivalent group (post-test only), a 

nonequivalent group (pretest and post-test), and time-series designs. These methods are 

commonly used when random assignment is not possible or practical (Gribbons and Herman, 

1996) in the evaluation process of the designated program, and each of these designs require the 

assessment of two (or more) groups. Many studies that have used this design conclude that it is 

often difficult to interpret the results, especially in nonequivalent group comparisons. (Barnett, 

Frede, Mobasher & Mohr, 1988) Seymour I. Schwartz and Peter M. Zorn state that “Most 

program evaluators attempt to measure the primary (intended) outcomes of the program to 

determine whether it has been effective in meeting its goals” (Schwartz & Zorn, 1988, p. 491), 

but in using this design, organizations acquire in-depth analyses of the controls they are 

evaluating which goes beyond the primary outcomes of the program.  

Outcome-Based Methods 

 Outcome-based methods emphasize the results that come from the activities involved in 

these programs. Performance measurement in the nonprofit sector often focuses on financial 

accountability, program products, adherence to quality service delivery standards, client 

satisfaction, and participant-related measures; but, outcome-based methods shift the focus from 

how the program and organization operate to what it accomplishes. (Plantz, Greenway & 

Hendricks, 1997) In shifting the focus, more attention is put on any changes that participants 
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experience after their involvement in the program. The literature recognizes both the desire to 

measure outcomes and the considerable obstacles that come with it. These obstacles restrain the 

accountability and program effectiveness through outcome measurement (Thomson, 2011) 

Kathleen N. Lohr highlights that the way organizations evaluate quality should not solely derive 

from the process nor outcome, but rather linkages between them both without having to decide 

which approach is preferable. (Lohr, 1988)  

Community Engagement and Participation 

Organizations involve themselves in communities that they feel can benefit from the 

services they provide; therefore, the community must be able to see and participate in the 

decision-making process. The following steps are used for Public Decision Making: (1) 

pinpointing the problem; (2) identifying causes; (3) setting objectives; (4) formulating alternative 

courses of action; (5) evaluating alternatives against organizational objectives; (6) choosing the 

best course of action; and (7) implementing and evaluating the decision. (Holzer, 2011) Every 

step in this process will help guide organizational decision-making, and the community should 

be encouraged to participate throughout this process. There is a growing interest in communities 

actively participating in the formulation and implementation of policy. (Eversole, 2011) 

Organizations can greatly benefit from community involvement by creating a base 

structure around the community's preexisting dynamics. In order to do this, organizations must 

design participation processes that are inclusive and appropriate. These processes and structures 

should be “…highly inclusive, engage diversity and seek advantages from it, and address issues 

of conflict and power differences.” (Bryson, Quick, Slotterback, and Crosby, 2013, p. 29) If 

organizations consider these factors when articulating methods of intervention, they will ensure 

that the voice of the community they are serving is being heard throughout the planning process.
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Since distinctive communities range in geographic size, location, and populations, 

organizations need to consider and strategically plan methods of involvement carefully. It might 

not be as efficient or possible to include every member of the community. They can begin by 

looking for representatives who have already gained the community's trust, such as 

neighborhood councils and other local nonprofit organizations that are heavily involved in the 

community's development. This process can include identifying members of the public to 

participate, selecting the appropriate time and place for participating, and the location of 

resources. (Blair, 2004) If the public participates in the planning and execution of these 

decisions, it is more likely that the programs the organization provides will be more successful; 

therefore, there is great value in the inclusion of public participation in the decision-making 

process.    

Socioeconomic Disparities 

Building a safe and progressive community includes the development and 

implementation of public programs and services. Family income, occupation, and education are 

examples of socioeconomic disparities among different populations and are concernedly 

dependent on particular geographic locations. The complexities of reducing these disparities 

involve analyzing and understanding why some communities receive lower representation and 

resources while other affluent populations may be receiving greater quality social programming. 

Poverty and health disparities, addiction and overconsumption, accessibility and food well-being, 

sustainability and waste, and racism and social justice are some of the social disparities that 

nonprofits work hard to address in these areas. (Bublitz, Escalas, Peracchio, Furchheim, Grau, 

Hamby, Kay, Mulder & Scott, 2016) With the assessment of these disparities, organizations can 

begin formulating programs that are specific to the community’s needs. Payne-Sturges and Gee
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state that the field of research is developing but is still lacking the answers to fundamental 

questions about the relationships between race, social class, and the environment. (Payne-Sturges 

& Gee, 2006) Once organizations begin to make connections between geographic location, social 

disparities, and quality programming, they can bridge the gap and increase the level of 

representation that these communities deserve. 
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Research Question and Aim 

 

 How do nonprofit organizations identify service needs in low-income urban 

communities?  

 

This analysis will explore the process that nonprofits take to identify service needs 

through program evaluation properly. Some factors that will be considered are organizational 

transparency, methods of program evaluations, and levels of community engagement. The study 

will focus on program struggles and successes in nonprofit organizations located in Watts, Los 

Angeles, CA. Through the results of this graduate proposal, it is expected that there will be a 

greater understanding of the correlation between methods of program evaluation and identifying 

service needs, which will result in an increase of quality public programming and social services. 
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Methodology 

Purpose 

 This study will aim to explore the effects that program evaluation and organizational 

transparency have on the way organizations appropriately identify service needs in low-income 

urban communities. This research proposal will generate data that can be used to identify 

intervention methods that residents are more inclined to be receptive of. It will also help gain 

insight from nonprofit organizations and community members and make connections in how 

socioeconomic disparities play a part in the quality of services provided. This research design 

will be applied and conducted in Watts, Los Angeles, CA. This graduate project proposal is in 

partial fulfillment of the requirements to complete a Master of Public Administration, Nonprofit 

Sector Management at California State University, Northridge.  

Research Gap 

In reviewing the literature, the research gap was identified by insufficient case studies 

and information on program evaluation processes in low-income urban communities in Los 

Angeles, California. Geographic location has been an indicator for determining the amount of 

representation these communities receive, which leads to a lack of resources and quality 

programs and services. This includes political representation and governance, financial 

representation, and community representation which involves the input of citizens residing in 

low-income urban communities. Identifying service needs in these areas requires a substantial 

amount of study and assessment, which is why organizations can benefit from researching this 

information. By learning systems that help identify service needs, both community members and 

nonprofit organizations will be able to collaborate and work together to improve the quality of 

public services and social programs in these communities.  
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Research Design 

 The research will consist of performing semi-structured interviews with nonprofit 

organizations that currently serve the community of Watts, Los Angeles, CA, and residents 

interested in contributing to the development of their community. Surveys will also be conducted 

in programs with popular demand and high participation and programs that seek to gain 

involvement and increase participation in the community they are serving. By collecting data 

from both the organizational and people’s standpoint, it is projected that the results of this study 

will be more meaningful. This is a qualitative research design, meaning that data will be 

collected through participant observation, interviews and surveys. The collected descriptive data 

will be analyzed to identify trends in the way organizations identify service needs in low-income 

urban communities. The literature defines qualitative data as “the collection of extensive data on 

many variables over an extended period of time, in a naturalistic setting, in order to gain insights 

not possible using other types of research.” (Gay & Airasian, 2000, as cited in Yilmaz, 2013) 

With the plan to conduct interviews and surveys, this design will best fit the research question 

because its goal is to gain understanding from an organizational and community standpoint.  

The interviews will be semi-structured to allow open-ended discussions and increase the 

freedom for people to express themselves and their views. Given that the research will be based 

in one specific geographic location (Watts, Los Angeles, CA), each interview will be in person 

and allotted one hour and thirty minutes. A total of ten open-ended questions will be asked to 

eight interviewees (four nonprofit organizations and four community members). The entire 

interview process is scheduled to reach completion in approximately one month from start to 

finish, with two interviews being held each week.  

The second data collection method will consist of surveys that will be conducted in eight
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different programs. Each nonprofit organization that is participating in the interviews will choose 

their most popular program and one program they think needs improvement. Since program 

frequency varies among each organization, this process should take approximately six months to 

complete. The surveys will target program participants to help identify what steps the 

organization is taking in order to properly assess service needs in low-income urban 

communities. The survey questions will focus on the level of involvement the organization had 

prior, during, and after the program. The surveys will also include a section where participants 

have the option to write-in any suggestions they may have to improve their relationship with the 

organization. By having the nonprofit organizations choose two programs (one that is doing well 

and one that needs improvement), they will be able to compare the methods that are working 

with the areas that need improvement and apply that to the future development of their programs.   

Watts has three different public housing units: Jordan Downs, Imperial Courts, and 

Nickerson Gardens. Some nonprofits use the recreation centers in these units as headquarters for 

most of their programming, which is how the nonprofits will be chosen for the interviews in 

addition to a nonprofit organization that is mobile and serves in different locations, with a total 

of four nonprofit organizations. An introductory e-mail will be composed and sent out to recruit 

these nonprofit organizations currently serving Watts individually. The e-mail will explain the 

purpose of the study, its goals, and objectives. It will also emphasize that they will be semi-

structured interviews that will strongly encourage open-ended discussions. Once the interview 

time is agreed upon, the interviewer will meet with the interviewee and conduct the interview 

that will be recorded both in writing and in audio. To recruit community members for the second 

group of interviews, the interviewer will choose residents who have organized events in the past 
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and attend a neighborhood council meeting to ask for volunteers for a total of four community 

members. The interview questions for community members will be different from the ones asked 

to nonprofit organizations since the purpose of this study is to gain insight from both sides. 

Each of the four organizations will be responsible for choosing two programs for the survey 

portion of this research design. The organization will provide a schedule of their programs, 

which will outline the frequency, program goals, and resources showing participation levels so 

that the researcher can gather information and plan the details to conduct the program surveys. 

The surveys will be given to participants once the program is completed. It is composed of eight 

survey questions, including a suggestion box. This research design was chosen because it allows 

organizations to receive direct and descriptive community input, which will be useful in the 

ongoing development of new and existing programs. The literature provided various program 

evaluation methods and ways to communicate and engage community members. With this 

research design, further information and results (specifically in a low-income urban community) 

will be collected and analyzed for future studies. 

Expected Findings 

 The data collected from the interviews and surveys will help identify the steps taken for 

nonprofit organizations to identify service needs in low-income areas properly. The results will 

make a connection between organizational transparency and the need to include members of the 

community in determining the right programs for their neighborhoods. Providing public 

programs and services requires substantial research. Based on the literature that is provided 

today, there is a lack of information on serving low-income urban areas in particular; therefore, 

the findings of this research will be valuable. 
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Findings and Analysis 
 

After conducting the interviews and surveys with the chosen nonprofit organizations and 

community members, it is expected that we will find how organizations approach low-income 

urban communities to identify the services needed in that area properly. There will be new 

information regarding how the community interacts with nonprofit organizations and methods 

that they are most drawn to to increase participation and involvement in the development of new 

and existing programs. The data collected from the interview questions specifically formulated 

and asked to the nonprofit organizations will reveal the strategic steps they took before 

introducing new programs and services to these communities. This is only one part of the 

analysis that will take place from the interviews conducted. The second part will be collected 

from the interview questions explicitly articulated for community members, which will address 

more people's perspectives and disclose information such as how included they felt throughout 

the process.  

The four nonprofit organizations that were interviewed also chose two of their programs 

where surveys were administered. Each nonprofit chose one program with high participation and 

community interest and one program that they wish to improve. The surveys given at the 

conclusion of these programs used a scale system where participants had the opportunity to 

choose how included they felt throughout the process. This included the planning process, 

throughout the program’s duration, and the evaluation after the program and service was 

provided. They also had the opportunity to write any suggestions they felt could help the 

organization be more involved with the community. 

Being that low-income urban communities often face many socioeconomic disparities 

such as the lack of resources, accessibility to healthy food and proper healthcare, as well as a    
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range in poverty levels, nonprofit organizations must analyze the needs of these communities to 

properly assist them and ensure that residents will benefit from their programs. In the interest of 

helping these communities thrive, it is expected that the results of this research will provide data 

that can be analyzed to determine the factors that are successful in approaching these 

communities appropriately. The results can be compared to other research that has been done in 

neighborhoods that may be more affluent to identify the differences in intervention strategies. 
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Conclusion 

 Establishing meaningful connections with the community you are serving can improve 

methodological approaches to create programs and provide public services. Organizational 

transparency is also something that helps motivate citizens to participate in the development of 

new programs. If they can actively participate in the decision-making processes, it is more likely 

that the programs will be more successful and have increased participation. Low-income urban 

communities often face socioeconomic disparities and little to no representation with political 

representatives that have the resources that can improve their quality of life. Knowing how to 

build trust among the community and actively monitor how organizations interact with the 

community will ensure the effectiveness and success of their programs.  
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Appendix A 

Interview Questions for Nonprofit Organizations 
 

Introduction 
I will ask you questions regarding your nonprofit organization to gain insight into the process 
your organization uses to identify service needs in Watts. Please answer each question in detail. 
Your truthful answer will help me better understand how organizational transparency plays a part 
in how nonprofit organizations communicate with the community. 
 
Background 
Name of the organization: 
Full name of interviewee and relation to the NPO: 
The year it received its 501c(3) status: 
 
 
1. What is your mission? 

2. How do you identify service needs in your community? 

3. What is the most popular program/service you provide? 

4. How many participants usually participate in this program on average? 

5. How did you determine that this program was necessary or useful in this program service 
area? 
 
 
6. What intervention methods do you use to communicate with the community to determine their 
needs? 
 
 
7. Do you encourage the help of volunteers? If so, what does your volunteer process look like? 
 
 
8. What methods do you use to evaluate your programs?  
 
 
9. How often do you evaluate your programs? 
 
 
10. How do you measure performance in your organization?
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Appendix B 
 

Interview Questions for Community Members 
 
Introduction 
I am going to ask you questions about the quality of programs and services in Watts. There is no 
right or wrong answer. Please answer each question in detail. Your truthful answer will help me 
better understand how organizational transparency plays a part in how nonprofit organizations 
communicate with the community. 
 
Background 
Name:  
Age:  
Occupation: 
 
1. What are some service need areas that you feel Watts could use assistance in?   

 
 

2. Do you feel there are sufficient organizations in Watts that are helping with these needs?  
 
 

3. Is it easy for you to communicate with organizations that are already servicing the 
community?  
 
 

4. Do you feel like your voice is heard in the process of organizations helping the community? 
 
 

5. How would you recommend organizations to handle decision-making processes?  
 
 

6. On a scale of 1-10, 10 being very important-How important, is it to you that your opinion and 
voice is heard in the early stages of program development? 
 

 
7. On a scale of 1-10, 10 being very important-How important, is it to you that your opinion and 

voice are heard throughout the program's duration? 
 

 
8. Do you recommend programs to welcome suggestions after their program(s)? 

 
 

9. Have you ever been asked to take a survey or evaluate a program that was servicing the 
community? 
 

10. How strongly do you feel about community representation?
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Appendix C 
 

Program Survey Questions 

Introduction 

Your opinion matters! Thank you for participating in this program. The following survey is 
related to the level of involvement the organization had with the community prior, during, and 
after the program. Please be descriptive in your answers and feel free to leave your suggestions 
in the designated box.  
 
1. How did you hear about this program? 
 
 
2. How easy was it to enroll in this program? 
a. Difficult 
b. Fairly Easy 
c. Very Easy 
 
3. Did you have any type of involvement in the early development stage of this program? 
 
 
4. How well does this program benefit you and your family’s needs? 
 

Unacceptable Needs Improvement Satisfactory Excellent 

    
  
5. How would you describe communication between the organization and community members? 
 

Unacceptable Needs Improvement Satisfactory Excellent 

    
  
6. What is your level of satisfaction with this program? 

Unacceptable Needs Improvement Satisfactory Excellent 

    
  
8. Do you have any suggestions on how the organization can improve communication with the 
community of Watts? 
 
 

 


