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Agency-Wide Satisfaction Surveys
Report by Jo Anne Lowney of Harbor Resource Group – Winthrop, MA

Introduction

Comprehensive satisfaction surveys were once again developed and administered to all Progress Center stakeholders during late Fall 2009. All surveys were computerized using Survey Monkey (an online service administrator). Surveys were given to staff, individuals in all service types, families\guardians of all service types, board members, employers, and state funders. A new survey was also developed for the newly-expanded employment division. A total of ten surveys were designed, administered, and analyzed. Wherever possible, the surveys were designed so that analysis could be made on an overall agency level and sub-analyses could be completed within program types. 

The actual 2009 survey groups were:

· Progress Center Staff 

· Day Services – Individuals 

· Residential Services – Individuals 

· Adult Case Management – Individuals

· Employment Services - Individuals

· Families\Guardians 

· Children’s Services – Families on behalf of children 

· State Funding Personnel 

· Employers 

· Board Members

Once again, care was taken to go beyond simple assessment of satisfaction. Our goal was to complete a comprehensive evaluation of those areas deemed critical for a high quality of life. We wanted to look deeply at such issues as safety, human rights, service responsiveness, staff professionalism, and breadth of opportunities (e.g., to make choices, form and develop relationships, access the community, and learn new skills).  

This report highlights some of the most critical findings within each program type. The full comprehensive data reports are available as well. In the full data reports, each individual question asked of each stakeholder group is analyzed. In addition, since the vast majority of questions were asked in the exact same manner last year, a complete analysis of changes from 2008 to 2009 was also completed. This process helps us monitor whether and to what degree programmatic and other enhancements have impacted outcomes. It also assists with planning efforts going forward. 

NEXT STEPS\ACTION PLANNING

We used the 2008 satisfaction survey results to develop action plans by department. These plans helped guide our work over the past year. We will use this same planning process to define improvement areas for the 2010 calendar year. Progress will be assessed during quarterly quality management\performance improvement meetings. Surveys will again be administered in one year’s time to assess the impact of this work. 

Employers

2009 Results Summary: The employers' results were overwhelmingly positive. All respondents 100% “agreed” or “strongly agreed” with all statements.

Comparison with 2008 results: Results were 100% positive last year as well.
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State Funders
2009 Results Summary: The state funder results were overwhelmingly positive. All respondents 100% “agreed” or “strongly agreed” with all statements. Highlights of that survey are below.

Comparison with 2008 results: Significant improvement was seen in five areas compared with 2008 results. The survey was expanded to include Vocational Rehabilitation (VR) staff this year.
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Children's Services
2009 Results Summary: We received only 4 responses from families. Of these 4/4 agreed with two statements, and 3/4 agreed with the remaining statements. None of the families disagreed with any statements, but one chose "in between" as a response to five questions.  
Comparison with 2008 results: Four responses were received in 2008 as well. Last year all four 100% agreed with all statements.
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Board of Directors
2009 Results Summary: A board self-evaluation survey was once again developed this year. The board felt they had a clear purpose, opinions are listened to, regular reports were received, and they were a cohesive group with a good understanding of the agency’s mission. Areas of future focus included a need to expand the diversity of membership, focus on financial monitoring, as well as increase efforts in fundraising.

Comparison with 2008 results: Results were similar from last year. The board did show improvement in the areas of receipt of regular reports and involvement in evaluating\developing the executive director.
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Adult Case Management Services

2009 Results Summary: Overall, adult case management responses were good. More than 93% of individuals responded favorably in the areas of staff being respectful, case manager spending enough time, case manager explaining all choices, and overall satisfaction with services. Some areas needing improvement include being able to reach case manager, and case manager listening to what individuals had to say.
Comparison with 2008 results: The issues identified this year are similar to last year. Favorable responses were similar for both years.
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Day Services

2009 Results Summary: Day services results were overwhelmingly positive. All but one question received an 80% or higher positive rating. The one area that needs targeted attention is "do staff make decisions without asking you first". 29% of individuals agreed with that statement. 
Comparison with 2008 results: 2009 results show an improvement in many areas since last year. One significant positive change pertained to individuals deciding what they do while at day services. In 2008 73% responded favorably. In 2009 that number jumped to 91%.
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Residential Services

2009 Results Summary: The vast majority of residential responses were highly positive. Nearly all measures received an 88% or higher favorable response. Individuals felt staff listened to them and were kind. They received the help they needed and felt safe. They were happy in their homes and liked the people they lived with. Two areas for attention include "having enough to do while at home" and "staff making decisions without asking".
Comparison with 2008 results: Significant progress has been made since last year. Some major improvements involved staff listening, liking the people they live with, going out enough, seeing friends\family, condition of home, and overall happiness.
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Families\Guardians
2009 Results Summary: Families\guardians overwhelmingly expressed satisfaction with services. All areas received an 82% or higher favorable response, with the vast majority showing a 90% or higher positive response. 92% indicated overall satisfaction with the quality of services. Opportunities for employment was the lowest rated area (82%) and was a new question in 2009.
Comparison with 2008 results: Although the responses from families and guardians were very good in 2008, the 2009 results showed even more improvement across the board. 
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Staff
2009 Results Summary: Of all the surveys completed this year, the staff survey results are arguably the most exciting. Although staff still have some significant areas of concern (e.g., communication, morale, training) the results were consistently and significantly improved since the 2008 survey. For example, 98% of staff plan on continuing to work here for the next two years, 98% received a performance evaluation, and 92% feel their supervisor is a good leader. They also overwhelmingly feel the agency does a good job helping people be more independent, make choices, access the community, and make\maintain friendships. 
Comparison with 2008 results: There was significant improvement in every single question asked compared with last year's results. 
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Note: Of those staff who did not agree when asked if we do a good job helping people find employment nearly all chose "neutral" rather than "disagree". 
Employment Services (new in 2009)
2009 Results Summary: The employment services results were highly positive. All but one question received an 85% or higher positive response. In fact, most questions received a 92% or 100% positive response. One significant area of concern had to do with whether employment services helped people to become more independent. Only 58% responded favorably to this question. An investigation of this area will occur over the coming year to uncover the particular concerns.
Comparison with 2008 results: This survey was new this year.
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