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This report provides a brief summary of the methods and findings from 
the survey component of the Pinellas County human services needs assessment 
completed by the Louis de la Part Florida Mental health Institute (FMHI) during 
the summer and fall of 2004. The goal of the survey component was to obtain 
both providers’ and citizens’ perspectives regarding the need for, accessibility to, 
and effectiveness of  1) homelessness, 2) health, 3) mental health/substance abuse, 
and 4) basic needs (e.g., food, shelter) services in Pinellas County. 

 Needs assessment questionnaires were mailed to 1,000 providers 
listed on the County’s 211 and senior helpline service provider lists. Responses 
were obtained from 326 providers, representing a response rate of 32.6%. 
Questionnaires were also mailed to 300 county residents who were randomly 
selected from telephone directories. A total of 84 surveys were returned for a 
response rate of 28.0%. Services users recruited by program staff at selected 
provider agencies/organizations yielded responses from 162 of 200 (81.0% 
response rate). Additionally, other citizens were invited to participate by 
completing the on-line web-based version of the survey or by completing 
questionnaires disseminated at the community forums. Completed responses were 
received from a 149 community members. 

Citizens’ and provider’s perceptions suggest a high rate of need across each 
of the four service domains examined. In addition, respondents also reported 
a relatively low level of services accessibility and effectiveness. Housing and 
transportation were two needs consistently identified by both citizens and 
providers across service domains. In addition, providers consistently reported a 
need for improved service coordination across domains while citizens perceived 
a high need for job/vocational training. Providers also reported current funding 
levels as less than “somewhat adequate” and that current functioning and 
cooperation levels within the four service domains as “somewhat adequate”. 

EXECUTIVE 
SUMMARY
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During the summer and fall of 2004, investigators at the Louis de la 
Parte Florida Mental Health Institute (FMHI) completed a survey of Pinellas 
County residents and providers as part of a human service needs assessment 
conducted under a contract with the Pinellas County Department of Social 
Services. This report provides a summary of the methods and findings from this 
survey component of the needs assessment. The goal of the survey component 
was to obtain both providers’ and citizens’ perspectives regarding the need 
for, accessibility to, and effectiveness of Pinellas County human services in 
four domains: homelessness, health, mental health/substance abuse, and basic 
needs (e.g., food, shelter). In conjunction with the other components of this 
needs assessment, the results of the mail survey should assist county officials in 
identifying and prioritizing the county’s human services needs.

INTRODUCTION



Human Services Needs Assessment • Provider and Citizen Survey Results  • 3

Respondents: Insights from several stakeholder groups were sought using survey 
techniques. A total of 1,500 questionnaires were distributed to three distinct target 
audiences; 1) 1,000 service providers identified from the County’s 211 service 
provider contact list and the senior helpline provider contact list given to FMHI 
by county officials, 2) 200 service users recruited by program staff at selected 
provider agencies/ organizations designated by county officials, and 3) 300 Pinellas 
County citizens randomly selected from current telephone directories. Within each 
respondent group special efforts were undertaken to ensure participation from 
respondents living or operating in different geographic regions of Pinellas County 
(i.e., north, mid, and south).

In addition to individuals whose participation was specifically solicited through 
the survey component of this needs assessment, broader citizen participation 
was invited in three ways: 1) by completing questionnaires provided at the four 
community forums conducted as part of this needs assessment, 2) by completing 
questionnaires provided to county officials by FMHI for distribution directly to 
service providers, and 3) by completing an on-line web-based version of the survey.

Questionnaire Design. 
Copies of both the citizen and provider questionnaires were drafted based on 

systematic review of previously conducted needs assessment surveys from other 
jurisdictions. The draft surveys solicited information in the four human service areas 
identified by the advisory group for study. These areas included: 1) homelessness, 
2) health care, 3) mental health/substance abuse, and 4) basic needs (e.g., food, 
rent, housing, financial). Additionally, questions were asked about various “Other” 
services. The draft questionnaires were circulated to the advisory group members for 
their review and comment. 

The provider survey (See Appendix A) contained 89 questions and asked 
respondents to indicate their perceptions regarding the need, accessibility, and 
effectiveness of a variety of services within the four human service domains using a 
four-point Likert-type scale. Providers were also asked to report on the adequacy of 
funding, system functioning, and interagency cooperation related to homelessness, 
health care, mental health/substance abuse, and basic needs services.

METHODOLOGY
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The content of the citizen questionnaire (See Appendix B) closely paralleled 
that of the provider survey although it differed somewhat (e.g., citizens were not 
asked about issues such as the level of providers’ coordination or about some 
specific service types). The questionnaire contained 69 items. Similar to the 
provider questionnaire, citizens were asked to provide their perceptions regarding 
the need, accessibility, and effectiveness of a variety of services within the four 
human service domains using a four-point Likert-type scale. Citizens were also 
asked about their personal use of human services and their familiarity with how 
they could access services if needed, as well as a variety of demographic questions.

Mailing and Recruitment Procedures. 
Mail survey techniques have been used with varying results in differing 

settings. For this needs assessment a highly systematic and structured mailing 
approach was used to solicit input from providers and the general citizen 
community sample that was similar to those recommended by Dillman (1978) and 
Salant and Dillman (1994). In total, five separate mailings were conducted. The 
first mailing consisted of a prenotification postcard informing the Pinellas County 
service providers and general citizens who were sampled that we were conducting 
a needs assessment study and that they would receive a mail questionnaire within 
about a week. One week later a second mailing was conducted. This mailing 
included a letter address to the executive director or program administrator (or to 
the community citizen) and a questionnaire with an explanation of the purpose 
of the needs assessment and information about the days and hours of operation 
of the toll-free telephone number (See Appendix C for copies of postcard text 
and the letters). A preaddressed stamped return envelope was also included in 
the mailing. One week later, a postcard reminder was sent to each provider or 
citizen who had not yet responded. This reminder emphasized the importance of 
the needs assessment and again included information on the toll-free telephone 
number they could call with questions. Two weeks after the postcard reminder 
was mailed, a fourth mailing containing a cover letter, questionnaire, and return 
envelope was mailed to each non-responding provider. Finally, four weeks later, a 
fifth mailing was sent providers and to citizens in the general community sample 
who had not yet responded. As with the second and fourth mailing, recipients 
received a cover letter, questionnaire, and a preaddressed, stamped return envelope. 
As recommended by Dillman (1978), first class postage was used on both the 
outgoing and return envelopes of each mailing and address correction was 
requested from the post office so that mailing lists could be updated. 

The 300 individuals included as part of the general citizen community sample 
were offered $8.00 as compensation for completing and returning the needs 
assessment questionnaire. Providers were not compensated for their participation 
in the needs assessment.
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Individuals solicited as part of the 200 citizen’s service user sample were 
recruited to participate in a different manner to protect and maintain their 
confidentiality. Selected service providers from each of the four human service 
domains of interest were identified by county personnel and agreed to recruit a small 
number (between 4 to 8) of service users to complete and return the citizen’s version 
of the needs assessment questionnaire. FMHI distributed to each of these selected 
providers packets containing a cover letter explaining the purpose of the needs 
assessment and including the toll free number to call with any questions, a pre-
addressed stamped return enveloped so respondents could mail the questionnaires 
back to FMHI, and funds so that providers could pay each service user $8.00 for 
completing the needs assessment questionnaire.

Analysis. 
The data used in these analyses were compiled and downloaded on November 

22, 2004. Questionnaires submitted after that date while included in the data file 
provided to the county, are not included in the analyses conducted for this report. 
For respondents to both the provider and citizen’s versions of the questionnaire, 
aggregate need, accessibility, and effectiveness scores were calculated within each 
of the human services domains by averaging individuals’ responses across the 
series of services listed within that domain. Respondents who rated less than two 
thirds of the services listed within a domain were excluded from that analysis. 
In addition, descriptive analyses were performed on each question in the survey. 
Among providers, responses were analyzed relative to the type of services their 
agency/organization offered. This analysis was conducted to assess whether providers 
of specific services rated the need for these service significantly higher relative to 
services their agency/organization did not provide. In addition, provider responses 
were also examined according to the location of the agency/organization (i.e., south 
county, mid county, north county) based on zip codes, to determine if levels of 
reported need, accessibility, and effectiveness differed across geographic locations.

In terms of the citizen version of the questionnaire, analyses were conducted by 
respondent subgroups (i.e., solicited general community sample, solicited service 
user sample, and unsolicited citizen sample). Similar to the providers analysis, 
citizens’ responses were also analyzed by region of the county (i.e., south county, mid 
county, north county) based on zip codes, to determine if levels of reported need, 
accessibility, and effectiveness differed across locations.
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Service Providers Questionnaire

Respondent Characteristics 

 A total of 326 service providers responded to the provider version of the needs 
assessment questionnaire, representing an unadjusted response rate of 32.6%. When 
adjusted for incorrect addresses (n=72 or 7.2%), the response rate was 35.1%. 
These results are presented in Table 1. Providers were categorized according to 
three groups based on the geographic location of their agency/ organization within 
the county (i.e., north county, mid county, and south county). Overall, 9% of the 
responses were from providers in north county, 44% from mid county, while 47% 
were from south county. Approximately 22% of the providers offered services for 
homeless individuals, 26% health-related services, 21% mental health and substance 
abuse services, 42% basic needs services, and 48% “other” human services (Note. 
Percentages exceed 100% given that many agencies/organizations offer more than 
one type of assistance).

Table 1. Provider Survey Respondent Characteristics

Estimated Service Need and Units Provided

 Providers were asked to estimate the number of individuals per month in 
Pinellas County that are in need of assistance within each of the four human services 
domains examined in this needs assessment as well as the unduplicated number of 
service units their agency/organization provides each month. Results from these 
questions are summarized in Table 2. Caution is advised when interpreting these 
numbers given the vast difference in the types of service units likely being reported 
(e.g., meals versus counseling sessions) and the extreme variability reported across 
providers. As can be seen in this table, the standard deviations exceed the means on 
each estimate. 

Characteristic N % 
 
Services offered: 
   Homelessness 
   Health 
   Mental health/Substance abuse 
   Basic needs 
   Other 

 
 

  71 
  83 
  68 
137 
157 

 
 

     21.8%1 
25.5 
20.9 
42.0 
48.2 

 
Region: 
   North county 
   Mid county 
   South county 

 
 

  29 
141 
151 

 
 

  9.0 
44.0 
47.0 

        1P ecentages add to more than 100% because the agencies/ 
      organizations surveyed can provide more than one service type. 

RESULTS
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Estimated # of 
people/per month 

Estimated # of 
units/per month 

 
Domain 

Mean SD Mean SD 
Homeless 2210 2649    369   1003 

Health 5274 6629 3839 13967 

Mental health/Substance Abuse 4652 7165    484   1330 

Basic Needs 6116 7957    728   2617 

Other NA NA 1409   3677 
 

Given these cautions, within each human service domain providers estimated 
that the number of people in need of assistance each month exceeded the number 
of units of service they reported providing in that domain. Specifically, providers 
estimated that over 2,200 individuals are in need of homeless services each month 
in Pinellas County yet reported providing only 369 unduplicated units of service. 
This number is substantially less than the 4,000 individuals estimated by the 
Pinellas County Coalition for the Homeless (2004) in their one-day point-in-time 
enumeration.

In terms of health-related services, over 5,200 county residents were estimated 
to need assistance each month with about 3,800 unduplicated units of health 
services being provided. In excess of 4,500 individuals were estimated to be in need 
of mental health/substance abuse services each month with unduplicated count of 
484 units of service being provided. Over 6,100 residents were estimated in need 
assistance with basic needs while 728 unduplicated units of service were being 
provided. Additionally, providers estimated that about 1,400 unduplicated units of 
“other” services were provided to county residents each month.

Table 2. Providers’ Estimated Need and Service Provision

Assessment of the Adequacy of Funding, Functioning, & Coordination. 

Providers were asked to assess the adequacy of current levels of funding, 
functioning, and coordination in each of the four human service domains using a 
four-point Likert-type scale. Table 3 provides a summary of the means and standard 
deviations in each area for each domain. Across each of the four human service 
domains, providers assessed current funding levels as less than “somewhat adequate.”  
In terms of the current functioning within each human service domain, providers’ 
assessment was about “somewhat adequate.” Similarly, providers reported the current 
level of cooperation among providers within each domain as “somewhat adequate”. 
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Table 3. Providers’ Perceptions Regarding the Adequacy of Funding, Functioning, & 
Coordination by Service Domain

Providers’ assessments of the adequacy of funding, functioning, and 
coordination within each domain were also analyzed by the location of their agency/
organization to determine if providers reported differential assessments on these 
issues based on the geographic region.  Although not statistically significant, provider 
located in the northern section of the county generally assessed the current funding, 
functioning, and coordination of services as less adequate relative to providers 
located in mid and south county.

Service Need, Accessibility, and Effectiveness. 

Providers were asked to assess the need, accessibility, and effectiveness of various 
services within each domain using a four-point Likert-type scale. A summary of the 
responses to each question can be found in Appendix A. Aggregate responses by 
domain are presented graphically in Figure 1. 

As can be seen in this figure, providers indicated a high level of need existed 
within each of the human service domain examined. Their assessment of need was 
also consistent across service domains. Ratings of accessibility were in the “somewhat 
accessible” range with the exception of the health domain which was rated as slightly 
more accessible compared to the other domains. The overall effectiveness of available 
services was also rated by providers in the “somewhat effective” range with the 
exception of the health domain which was rated a slightly more effective compared 
to the other domains.

Funding Functioning Cooperation  
Domain Mean1 

SD Mean1 SD Mean1 SD 

Homeless  1.72  .70  1.94  .75  2.04  .84  

Health  1.84  .77  2.05  .78  2.09  .80  

Mental health/ 
Substance abuse  

1.74  .77  1.93  .76  2.01  .80  

Basic need  1.81  .75  2.00  .77  2.02  .81  
 1 1=Not at all Adequate; 2=Somewhat Adequate; 3=Moderately Adequate; 4=Very Adequate 
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Analyses were also conducted to determine if providers’ assessment of need, 
accessibility, and effectiveness was associated with the type of services their agency/
organization offered. This analysis was conducted to determine if providers of 
specific services rated the need for these services significantly higher relative to 
services their agency/organization did not provide. In general, little variability was 
found among providers of different services with respect to their assessments of 
need, accessibility, and effectiveness of services within the various human services 
domains. Figure 2 portrays these results for services in the homeless domain. 
Although not discussed in detail below, results related to the other domains were 
quite similar and are presented in Figures 3-6.

Figure 1. Need, Accessibility, Effectiveness Across Human Service Domains (Providers)

Figure 2: Need, Accessibility, & Effectiveness of Homelessness Services by Provider
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Figure 3. Need, Accessibility, & Effectiveness of Health Services by Provider
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Figure 4. Need, Accessibility, & Effectiveness of Mental Health/Substance Abuse Services by 
Provider
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Figure 5. Need, Accessibility, & Effectiveness of Basic Need Services by Provider
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Figure 6. Need, Accessibility, & Effectiveness of Other Services by Provider
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Providers’ assessments regarding the needs, accessibility, and effectiveness of 
services within each human service domain were also analyzed by the location of 
their agency/organization. These analyses were conducted to determine if providers 
located within certain geographic areas of the county rated the needs for these 
services significantly higher relative to providers located in different areas of the 
county. The results of these analyses are presented graphically by each domain in 
Figures 7-11. 

Some slight but non-significant variations were observed across the three regions 
of the county with respect to providers’ assessment of the needs for, accessibility to, 
and effectiveness of services within these human services domains. In general, needs 
were assessed by providers throughout the county as high in each domain examined.  
In terms of service accessibility and effectiveness, overall provider assessments were 
in the “somewhat” range. Providers from the northern region of the county reported 
mental health/substance abuse and “other” services as somewhat less accessible 
and somewhat less effective compared to providers in other section of the county 
although these differences were not statistically significant.

1

1.5

2

2.5

3

3.5

4

Need Accessibility Effectiveness

South County (N=115) Mid County (N=99) North County (N=17)

Lower

Higher

Region

Figure 7. Need, Accessibility, & Effectiveness of Homelessness Services by Region (Provider)
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