The Progress Center

Highlights of 2011 

Agency-Wide Satisfaction Surveys
Introduction

Wide-ranging satisfaction surveys were developed for and administered to all Progress Center stakeholders during February\March 2011. All surveys were computerized using Survey Monkey (an online service administrator). Surveys were completed by staff, individuals in all service types, families\guardians of all service types, board members, employers, and state funders. 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 2011 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 (no employer surveys completed this year)
· Board Members

When designing surveys, the focus was on measuring those areas that subsequently impact the individuals' quality of life. The survey questions for individuals served by the agency explored such critical areas as safety, community involvement, meaningful activities, relationships, choice, and empowerment. Surveys for staff are comprehensive and covered important topics including training\professional development, supervisor quality and leadership ability, how well the agency supports individuals, and opportunities for input into service delivery. Family\guardian and "funder" survey questions focused on skill development\goal accomplishment for individuals, ability and professionalism of staff, agency responsiveness, and safety\health related areas. Board member surveys were designed as an internal self-evaluation tool. Therefore, the results are not included in this report. All surveys were anonymous, although respondents could choose to include their name if they desired.
This report highlights some of the most critical findings within each program type. Detailed departmental reports and sub-analyses are available as well.  Wherever possible survey questions remain the same from year to year. This enables us to monitor whether and to what degree programmatic and other enhancements have impacted outcomes over time. By looking deeply into the strengths and weaknesses of each service area, we have essentially created a road map for the coming year. Results are used to develop action plans by department. Progress is assessed during quarterly quality management\performance improvement meetings. 
Residential Services
Individuals receiving residential services were asked to respond to a number of questions about their homes and associated staff. The available responses were 1 (no), 2 (in between\sometimes), & 3 (yes). The average rated scores are shown in the graph below. As can be seen, the results were very positive with nearly all questions receiving a score higher than 2.5. 
The one question with the lower score was actually a "negative" focused question, meaning the desired response was "no". Numerous individuals rated this question (Do staff make decisions without asking you first?) with an "in-between\sometimes" response. This particular area will be worked on by residential managers over the coming year through values-based training of staff. 
Individuals overwhelmingly responded positively when asked about their home's condition, whether they had privacy in their home, whether staff gave them the help they needed, and if they were happy living there.
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Do you like the staff that work with you?

Do the staff listen to what you have to say?

Are the staff nice to you?

Do you have enough to do while you are home?

Do you go out enough?

Do staff make decisions about you without asking you first?

Do the staff give you the help that you need?

Are you happy living here?

Do you feel safe when you are at home?

Do you feel safe while riding in the Progress Center's vans (or cars)?

Do you like the people you live with?

Do you get to decide what you do while you are home?

Can you call or see your family or friends when you want?

Do you have privacy in your home?

Do you like the location of your home?

Is your home in good condition\shape?


Day Services
Similar to the results seen for residential services, individuals are expressing positive feedback regarding their services. The available responses were 1 (no), 2 (in between\sometimes), & 3 (yes). All but one question received a rating higher than 2.5, indicating high satisfaction overall.
As was seen above, the one lower rated question (Do staff make decisions without asking you first?) was "negative" focused and received expectedly low ratings. This very low rating indicates that individuals feel they make their own decisions. 
Overwhelming high ratings were also given in the areas of safety while at day services, safety in program vehicles, liking the staff that work with them, and happiness level overall.
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Do you like the staff that work with you?

Do the staff listen to what you have to say?

Are the staff nice to you?

Do you get to do the work or activities you like to do?

Do you have enough to do while you here?

Do staff make decisions about you without asking you first?

Do the staff give you the help that you need?

Are you happy here?

Do you feel safe when you are here?

Do you feel safe while riding in the Progress Center's vans (or cars)?

Do you spend enough time out in the community during your day?

Do you get to decide what you do while you are here?

Do you learn new things while you are here?

Is the building clean and in good condition\shape?


Adult Case Management Services
Adults receiving case management services indicated exceptional satisfaction with services. Nearly all questions received the highest rating using a rating scale consisting of 1 (no), 2 (in between\sometimes, and 3 (yes). Individuals are overwhelmingly pleased with services overall, case management's impact on their life, amount and quality of services, staff's ability and respectfulness, and their relationship with staff. 

Case managers are not always required to meet with individuals on a monthly basis due to individual\family choice or contract changes. For these reasons, the results of the question pertaining to monthly meetings may be misleading. This question should be changed and reworded for the next survey.
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Do you like your case manager?

Does your case manager listen to what you have to say?

Is your case manager respectful to you?

Does your case manager get you the help you need?

Does your case manager tell you about a lot of different services or programs?

Does your case manager meet with you at least once a month?

Does your case manager spend enough time with you?

Can you reach your case manager when you need to?

Does your case manager get you services quickly?

Does your case manager explain all of your choices?

Are you getting all of the services you need?

Have the services you received made your life better?

Overall, are you satisfied with your case management services?


Employment Services
Individuals are expressing high satisfaction with employment services. When asked to rate on a 1-3 scale (1-no, 2-in between\sometimes, 3-yes), the vast majority of questions scored in the 2.75 range or above. A number of questions including overall satisfaction, safety, independence, staffing, input, and staff assistance scored at the highest possible rating. Two notable areas needing further investigation and potential improvement include familiarity with employment goals and benefits received at work. Many individuals are placed in hourly positions that do not qualify for benefits. Often these positions are part-time as well. This may explain the lack of benefits for many people. Regarding goals, it is worth investigating whether the employment goal planning process needs fine tuning, and a more detailed training process for staff be put in place.
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Are you satisfied with your job developer?

Are you satisfied with your job coach?

Do our staff treat you with respect and dignity?

Do our staff listen to what you have to say?

Are you familiar with your employment goals\plan?

Are our staff helping you to reach those goals?

Did you have input into your job search or trial work?

Has our agency helped you be more independent?

Do you feel safe while riding in The Progress Center's vehicles (vans or cars)?

Overall, are you satisfied with The Progress Center?
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Did staff listen to your opinions about the type of job you

wanted?

Are you satisfied with your job?

Are you satisfied with your pay (wages)?

Are you satisfied with the amount of hours you work?

Are you receiving benefits (e.g., sick time, vacations) at your

job?

Do you get along with your coworkers and supervisor?


Children's Services

Parents answered survey questions on behalf of their children. Parents were asked to rate their responses to questions on a 5-point rating scale with 1 meaning "strongly disagree" and 5 meaning "strongly agree". All questions received positive ratings and fall well within the positive agreement range. In addition, parents overwhelmingly feel strongly that staff are respectful of both the child and the family.
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The staff that work with my child are well trained and qualified.

The staff are respectful of my child and my family.

The staff arrive on time and as scheduled.

The plan for my child addresses the most important needs of my

child.

The staff communicate with me regarding my child's progress and

challenges.

My child is benefiting from the services we receive from the Progress

Center.

Overall, I am satisfied with the services my child receives.


Family\Guardian Survey
Families and guardians were asked to respond to a fairly lengthy survey covering all aspects of services. Overwhelmingly, families expressed high satisfaction. Response choices ranged from 1 (poor) to 5 (excellent). Every question received an overall rating of 4 (good) or higher. 
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Staff knowledge of my family member's needs.

Communication with me.

Staff's ability to provide or arrange for needed services and resources.

Opportunities for me to have input into services.

Level of professionalism of staff.

Responsiveness to my requests.

Timeliness of services.

Development of goals and plans that are meaningful.

Adequacy of support to attain goals.

Safety and reliability of transportation provided.

The overall quality of the services received.
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Opportunities to maintain and develop

relationships.

Opportunities to be more independent.

Opportunities to access resources in

the community.

Opportunities to make own decisions

and choices.

Opportunities for recreational activities.

Opportunities for new skill

development.

Opportunities for employment.

Health care coordination, monitoring,

and follow-up.

Assistance with managing behavioral

issues.
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Layout meets my family

member's needs.

Cleanliness and overall

condition.

Location.


Staff Survey
The staff survey results provide a good starting point for further and deeper discussions with staff. Response choices were given on a five-point scale ranging from a 1 (strongly disagree) to a 5 (strongly agree). Overall, staff seemed to have definite opinions regarding areas they were pleased with and areas where changes may be necessary. For example, staff, in general, were planning to remain at the Progress Center for the next two years, felt supervisors were good leaders, agreed with the mission of the agency, and knew the goals of the people they supported. Some of the areas where further attention is needed are communication throughout the agency, staff morale, and having the resources staff need to do their jobs. The sub-analyses completed by department also shed further light on potential areas needing improvement. Staff satisfaction varied by department, so focused and individualized action planning will occur within service types.
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My supervision answers my questions

and helps me do my job.

I receive positive feedback when I do a

good job.

When I need improvement, feedback

is given in a professional manner.

My co-workers and I are treated

equally.

I receive a performance evaluation at

least once a year.

My supervisor is a good leader.
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The training I receive helps me do

my job better.

There is training I need that I have

not gotten.

Trainings are provided in ways

that make sense to me.

I have opportunities for

professional development.
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We do a good job supporting people to be more independent.

We do a good job supporting people to maintain\develop relationships.

We do a good job supporting people to access resources in the community.

We do a good job supporting people to make choices.

We do a good job helping people find employment.

We have the resources (e.g., staff, equipment, training) we need to support

individuals.

Our transportation services are safe and reliable.

I know the current goals of the individuals I support.

I know the mission of the agency and agree with it.
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The morale at my work location is

high.

I plan on continuing to work here

for the next two years.

I can share my ideas about how to

improve services.

Communication within the agency

is good.


DHHS "Funder" Survey

Only four representatives from the Department of Health and Human Services (DHHS) participated in the survey. This low response rate makes data analysis more difficult. Some areas where state staff have expressed some concern surround consumer progress toward goals, staff ability to provide for services, and prompt and accurate data reporting\documentation. Although these responses do fall in the positive range overall, they warrant attention to ensure that services continue to meet funder expectations. Response choices ranged from 1 (poor) to 5 (excellent).
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Staff knowledge of the individuals' needs.

Communication with me.

Prompt and accurate data reporting and documentation.

Staff's ability to provide or arrange for needed services and resources.

Opportunities for me to have input into services.

Level of professionalism of staff.

Qualifications of staff.

Responsiveness to my requests.

Timeliness of services.

Development of goals and plans that are meaningful.

Support to individuals to attain goals.

Consumers' progress toward goals.

Safety and reliability of transportation provided.

The overall quality of the services received.
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