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Executive Summary

Survey Introduction

• Saint Clement’s July 2020 Parishioner Engagement Survey ran for 15 days from July 20th to August 3rd

• Survey had ~500 responses from a mix of age groups, parishioner tenures, and other demographics

Parish at a Glance

• Overall, Saint Clement is perceived favorably by its parishioners with a strong NPS of ~65, indicating high parishioner advocacy and loyalty

• Saint Clement performs well on all key parish selection criteria, providing a strong foundation to orient ministry efforts around RMC vision

Engagement during COVID-19 Pandemic

• The pandemic has had a significant, negative impact on Mass attendance – 50% of respondents are attending Mass less frequently than they 

were before pandemic, and only ~50% are attending Mass on a weekly basis

• Most respondents (~90%) have participated in virtual Mass (anywhere), but only ~60% have attended virtual Mass at Saint Clement

• Majority of Saint Clement parishioners are not particularly loyal to Saint Clement’s virtual Mass. With countless options at their fingertips, only 

~40% of respondents prefer to watch Saint Clement’s virtual Mass (vs. others) on a regular basis

• Respondents that have attended virtual Mass at Saint Clement give it a negative NPS, indicating a need for improvement

• Nearly 80% of respondents have not yet attended in-person Mass, with vast majority citing health concerns / being out of town

Insights for Fall 2020 Planning

• Majority of respondents (~50%) are planning on attending Fall in-person Mass, ~35% are unsure, and ~15% are not, citing health concerns

• Among those interested in attending Fall in-person Mass, ~25% are also interested in weekday in-person Mass; another 20% are unsure

• Majority of respondents are open to both virtual and in-person engagement opportunities at Saint Clement this Fall

• ~80% of respondents are interested in engaging in the life of Saint Clement beyond Sunday liturgy this Fall; ~45% are interested in facilitator role

• Respondents are interested in many Fall engagement opportunities – top 3 are 1) Service opportunities 2) Small groups 3) Prayer experiences
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Survey demographics
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Net Promotor Score (NPS): Saint Clement is perceived favorably 

by its parishioners, who express high advocacy 

How likely are you to recommend Saint Clement as a parish to a friend or family member?

0 1 2 3 4 5 6 7 8 9 10

Not at all likely Extremely likely

Detractors Passives Promotors

8% 19% 73%

Saint Clement NPS = 64
(72.7% Promotors – 8.4% Detractors)

Average Score = 8.9 / 10

0 30 70-100 100

Needs improvement Good Great Excellent

-100 – 0 0 – 30 30 – 70 70 – 100

NPS Scale



Net Promotor Score: Parishioners have a lot of great things to say 

about Saint Clement – primarily the sense of community

“I love the sense of community, the priests 

(we LOVE Fr. Peter and are very excited to 

have him as our pastor), and all of the 

opportunities to volunteer.”

“Best liturgies on the planet!!”

“Saint Clement is an inclusive and 

welcoming parish, especially for 

young adults. I enjoy both the services 

and the social aspect of the church.”

“Saint Clement exemplifies what a church 

should be - full of community, outwardly 

focused, beautiful and moving liturgies. 

First Catholic church my husband ever felt 

comfortable in, as a non-Catholic.”“Even though I moved out of the neighborhood 

and live closer to other parishes, I still choose 

to go to Saint Clement. Incredible 

community, neighborhood, and pastor.”
“Saint Clement is a beautiful church with 

an even more vibrant community.”

“It offers such a warm and welcoming 

atmosphere. Also, there are so many 

opportunities for social justice and 

service. The staff is so kind and is always 

available. Also, the parish finances are 

always transparent, and I like that!”

“Thriving community, welcoming atmosphere, 

beautiful liturgy and worship experience, many 

opportunities for growing faith.”

“The people, the young adult 

ministries, the community, the music, 

did I mention the people? 

“I have never felt so at home at a parish before. The 

people of Saint Clement are wonderful. Saint Clement 

encourages me to grow in my faith through community.”



Parish Selection Criteria: Across the board, Saint Clement performs 

very well on key parish selection criteria

8

Saint Clement rating

There is an opportunity to build on this strong foundation by orienting ministry efforts around the 

vision of Renew My Church to continue improving how we engage people in a life of faith

(1) Criteria Importance: “1” = “not at all important”; “5” = “extremely important; Bars are in descending order in terms of importance

(2) Saint Clement Rating: “1” = “not at all satisfied”; “5” = “extremely satisfied; “N/A” also given as an answer choice
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Overall Mass Attendance: COVID-19 pandemic has had a 

significant, negative impact on parishioner Mass attendance

Question: How does your current Mass attendance 

– virtual or in-person – compare to your Mass 

attendance before the COVID-19 pandemic?

Question: How often are you currently 

attending Mass (at any parish – virtually or 

in-person) during the COVID-19 pandemic?
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Virtual Mass: For the first time in the Church's 2,000 year history, 

Catholics have the ability to go to Mass anywhere in the world 

Pre-COVID-19 Status Quo Pandemic Virtual Mass Environment

We are seeing an unprecedented paradigm shift in this new COVID-19 reality

“I can’t wait to see my friends at Mass this weekend!”

Physical location is no longer a factor in where one can 

attend Mass (virtually)

Physical location is hugely important factor in where 

someone decides to go to Mass. Options are limited to 

parishes in close proximity

Mass attendance largely loyal to one parish –

wherever individual is a registered parishioner

“I wonder what Masses my friends / family are watching”

“This is a once in a lifetime opportunity to watch Mass 

anywhere! I can watch my Bishop’s Mass, Mass at the Vatican, 

and even my favorite childhood or college parish Mass!”

“I hope the music / homily is better next week” “I’ll attend a different virtual Mass with better music / homily 

next week”
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Virtual Mass: Most respondents have participated in virtual Mass, 

but fewer (~60%) have participated in any of Saint Clement’s

Question: Since the pandemic began, have you 

participated in virtual Mass at any parish?

Question: Since the pandemic began, have you 

participated in any of Saint Clement’s virtual Masses?
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Virtual Mass: With countless options at their fingertips, only ~40% of virtual 

Mass participants prefer to watch Saint Clement’s on a regular basis

Question: Which of the below statements best describes 

your preference for watching Mass?

Question: You indicated that you have watched virtual Mass 

during the pandemic, but that you haven’t done so through 

Saint Clement. Where have you watched virtual Mass?

Other Catholic parishes 

include: Bishop Barren / 

Word on Fire, Old St. Pats, 

Fr. Mike Schmitz, University 

of Notre Dame, The 

Vatican, and more

In new virtual Mass environment, parishioners no longer feel loyal to their parish’s virtual Mass
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Virtual Mass NPS: Respondents who HAVE attended Saint 

Clement’s give it a negative NPS, indicating a need for improvement

How likely are you to recommend Saint Clement’s virtual Mass to a friend or family member?

0 1 2 3 4 5 6 7 8 9 10

Not at all likely Extremely likely

Detractors Passives Promotors

34% 35% 31%

Virtual Mass NPS = -3
(31% Promotors – 34% Detractors)

Average Score = 7.2 / 10

0 30 70-100 100

Needs improvement Good Great Excellent

-100 – 0 0 – 30 30 – 70 70 – 100

NPS Scale



15

Virtual Mass: Respondents primarily cite production quality and 

engagement tactics as key areas for improvement

Question: How could Saint Clement improve its virtual Mass offering?

Primarily includes requests for 

Sunday Masses to be uploaded to 

YouTube for easier access as well 

as additional livestream Mass times
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In-Person Mass: ~80% of respondents have not yet returned to in-

person Mass at Saint Clement, primarily due to health concerns 

Question: Since the pandemic began, have you 

participated in any in-person Masses at Saint Clement?
Question: Why not? What would you identify as the 

primary reason for not attending an in-person Mass at 

Saint Clement since Saint Clement re-opened?
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Satisfaction with Outreach: Saint Clement’s outreach efforts 

during COVID-19 have been well-received and effective

Question: How satisfied have you been with Saint 

Clement’s outreach and efforts to keep parishioners 

connected virtually during the COVID-19 pandemic?

Question: At this point, how knowledgeable do you feel 

about Saint Clement’s parish and Mass re-opening plans?
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Weekend Mass: Majority of respondents are planning on attending 

in-person weekend Mass this Fall, but many are still unsure 

Question: At this point, are you planning on attending 

any in-person Masses at Saint Clement this Fall?
Question: On a scale of 1 to 5, please rate your desire and 

level of comfort for attending in-person Masses with up to 

75 people at Saint Clement?

Overwhelming reason for 

not planning to attend is 

health safety concerns

Average Rating: 3.8
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Weekday Mass: ~25% of respondents interested in in-person Mass 

are also interested in weekday in-person Mass; ~20% are unsure

Question: At this point, are you planning on attending 

any in-person Masses at Saint Clement this Fall?

Question: At this point, would you be interested in attending 

week-day, in-person Mass at Saint Clement this Fall?
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Engagement Opportunities: Majority of respondents are open to 

both virtual and in-person opportunities at Saint Clement this Fall

Question: Would you prefer virtual or in-person 

engagement opportunities at Saint Clement this Fall?

Question: Are you open to participating in in-person Saint 

Clement events and opportunities this Fall?

~10% of all survey 

respondents are NOT AT 

ALL interested in in-person 

engagement opportunities 

at Saint Clement this Fall
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Engagement Opportunities: Parishioners expressed interest in 

many in-person and virtual Fall engagement opportunities

Parishioners are 

least interested in 

Evangelization 

opportunities, 

underlining a need 

to create a culture 

of Evangelization

Question: In what ways might you be interested in engaging in the life of Saint Clement this Fall?

Summary Statistics: 
• ~80% of respondents are interested in PARTICIPATING in at least 1 activity

• ~45% of respondents are interested in FACILITATING / SUPPORTING at least 1 activity
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Appendix



Intro to NPS: NPS (Net Promotor Score) is a widely used 

metric that measures customer loyalty and advocacy

How likely are you to recommend this [organization / product / service] to a friend or colleague?

0 1 2 3 4 5 6 7 8 9 10

Not at all likely Extremely likely

Detractors Passives Promotors

• Unhappy customers who are not 

satisfied with product or service

• Can damage brand and impede 

growth via negative word-of-

mouth within their network

• Customers who are satisfied, but 

not enthusiastic enough to be 

Promotors

• Are susceptible to competitive 

offerings

• Loyal and enthusiastic customers

• Fuel growth by repurchasing and 

referring others within their 

network to product or service

Net Promotor Score % Promotors % Detractors

NPS can range from -100 to 100 



25

Parish NPS by Age Group: Saint Clement has a strong NPS 

across all age groups

Question: On a scale of 0 to 10, how likely are you to recommend Saint Clement as a parish to a friend or family member?

Promotor

Passive

Detractor

Age

Overall Survey:

• Avg Score: 8.9

• NPS: 64
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Parish NPS by Parishioner Tenure: Newest parishioners (<1 year) 

have lower NPS compared to all other parishioner tenures

Question: On a scale of 0 to 10, how likely are you to recommend Saint Clement as a parish to a friend or family member?

Promotor

Passive

Detractor

Parishioner Tenure

Overall Survey:

• Avg Score: 8.9

• NPS: 64
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Parish NPS by Mass Attendance: Parishioners not attending Mass 

have slightly lower NPS than attending parishioners

Question: On a scale of 0 to 10, how likely are you to recommend Saint Clement as a parish to a friend or family member?

Promotor

Passive

Detractor

More frequent Mass attendance Less frequent Mass attendance

Overall Survey:

• Avg Score: 8.9

• NPS: 64
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Mass Attendance Deep-Dive: Parishioners have shifted to 

segments with less frequent Mass attendance

Weekly Monthly Not Attending

Current Mass Attendance During COVID-19 Pandemic

Bi-weekly

There is a noticeable mix shift towards less frequent Mass attendance during COVID-19. All parishioners that are in the red

bars were previously (before COVID-19) in a segment that attended Mass more frequently. E.g., someone in the red bar for 

Monthly current Mass attendance shifted there from a weekly or bi-weekly frequency of Mass attendance before COVID
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Virtual Mass NPS: Younger parishioners have a comparatively 

lower NPS vs. older parishioners 

Question: On a scale of 0 to 10, how likely are you to recommend Saint Clement’s virtual Mass to a friend or family member?

Age

Overall Survey:

• Avg Score: 7.20

• NPS: -3

Promotor

Passive

Detractor
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Virtual Mass: #1 reason for not participating in any virtual Mass is 

that it doesn’t “feel like” Mass without being there in person

Question: Since the pandemic began, have you 

participated in virtual Mass at any parish?

Question: Why not? What would you identify as the 

primary reason?
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Virtual Mass: 85% of respondents are interested in attending virtual 

Mass at Saint Clement this Fall; majority desire multiple options

Question: Do you plan on participating in Mass 

virtually at Saint Clement this Fall?

Question: What virtual Mass options would you most 

like to see Saint Clement offer this Fall?

There are nearly as many parishioners unsure about participating in virtual Mass (41%) at Saint Clement as there are that are

planning on participating (43%). This could be driven by:

• Respondent ability and willingness to attend in-person Mass at Saint Clement this Fall given uncertainty around pandemic

• Respondent virtual Mass preferences (e.g., may prefer to watch virtual Mass elsewhere)
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Parishioner Needs: Parishioners desire more virtual engagement 

opportunities from Saint Clement during the pandemic 

Question: How can Saint Clement better support you during this pandemic?

Most cited answer by a wide margin 

for young adult respondents (age 35 

and under), with ~60% of young 

adults indicating a desire for 

increased engagement opportunities
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Outreach Efforts: 1 in 4 respondents would like to receive more 

email or phone check-ins from Saint Clement

Question: Would you like to receive more email or phone check-ins from Saint Clement while public gatherings remain limited?

Age
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Communication: Email is preferred method of communication for 

respondents; ~80% are signed up for The Plaza 

Question: What is the best way to communicate Saint 

Clement developments and upcoming opportunities with you?

Question: Are you signed up to receive the following 

communications from Saint Clement? Check all that apply.
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Fall Liturgy: Health safety concerns are #1 reason for not planning 

to attend in-person Mass at Saint Clement this Fall

Question: At this point, are you planning on attending 

any in-person Masses at Saint Clement this Fall?

Question: Why not? What would you identify as the primary 

reason for not planning to attend in-person Mass this Fall?
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Fall Liturgy: There is interest in all of Saint Clement’s pre-COVID 

weekend Mass times – especially Sunday 9:30am

Question: What time would you prefer to attend weekend in-person Mass at Saint Clement this Fall?

Broad interest across all pre-pandemic Mass times 

suggests that parishioners desire to return to whatever 

their “default” Mass was before COVID-19 pandemic



37

Fall Liturgy: For those interested in weekday in-person Mass, 

Wednesday is most popular day and 8am is most popular time

Question: What day(s) of the week would you come to celebrate 

an in-person, weekday Mass at Saint Clement this Fall?

Question: What time of day would you come to celebrate an in-

person, weekday Mass at Saint Clement this Fall?
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Fall Engagement by Age: Interest in participating in certain Fall 

engagement opportunities varies by age group

Question: In what ways might you be interested in engaging in the life of Saint Clement this Fall?

Legend
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Fall Engagement by Age: Interest in facilitating certain Fall 

engagement opportunities also varies by age group

Question: Are you interested in facilitating or supporting any of these activities this Fall?

Legend


