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Northeast Arc Day Service Division

Satisfaction Survey 
Outcome Summary Report
2011
1. Start date of survey process: 2/11 Ending date of survey process: 5/17/11
3. Overall Response Rate: 77 % which is 4% down from FY10
    
Total # of surveys mailed or conducted: approximately 700



Highest response rate: Shredding and Caning Business

4. Persons participating in the survey process:

· Persons Served

· Community Employers

· Stakeholders: Families, Guardians, Residential Providers, Department of Mental Retardation (all offices in DMR’s Region 3 area), Massachusetts Commission for the Blind, Massachusetts Rehabilitation Commission, Private paying persons
· Companies with whom Heritage Business Services contracts with and Employers
5. Means for conducting Survey: Mailings, 1:1 meetings, observational session, picture board
6. Persons conducting Surveys: Day Service staff, 2 Salem State University Social Work student interns and 1 community volunteer.
7. Questions for this process addressed the following areas: Staffing Supports, meaningful work and/or activities, communication, safety/well being/input and personal goals.
Survey result breakdown:
Areas with the highest and lowest satisfaction responses
	Program/Service
	Area most 

Satisfied
	Areas that identified “No” satisfaction
	Action Required/Recommendations

	Stakeholders (DMR, MRC, DMA, family members and residential providers)
	People are treated with respect and dignity
	2 No responses only
	Action: No formal action is required as there were only 2 NO responses in all of the surveys returned. They were both made on the Meridian Stakeholder specific survey. The areas that No response were made:
· Communication in a timely manner: This has been brought to the attention of the PD
· Do you feel the program environment is safe:. The comment made was that there needs to be a emergency exit if elevator is broken there is no elevator at thi ssite

	Heritage Industries

Business Office (Customers)
	All 3 questions had the same response: 100% satisfied
	None
	Action:  None required at this time


	Community Employers
	Employers feel that the Se staff conduct themselves in a professional manner and are accessible.
	None
	Action: None required at this time


	Program/Service
	Area most 

Satisfied
	Area meeting criteria for Action Plans per QADS.  Input from Persons served
	Action Required

	Heritage Caning Company (Workers)
	People feel that their work environment is safe.
	No area had 10% or more with a decrease in satisfaction  
	Action: None required at this time



	Shredding Business

(Workers)
	People feel that their work environment is safe, staff assist them with meeting their goals and they are proud of the quality of work that hey do.
	None as there were no 2010 survey results  to compare outcomes to.
	Action: None required at this time



	CEP/Work Supports

(Workers)
	People are proud of the quality work that they do
	No area had 10% or more with a decrease in satisfaction
	Action: None required at this time



	Specialty Supports/Work Supports

(Workers)
	People are very satisfied with the staff that support them
	No area had 10% or more with a decrease in satisfaction
	Action: None required at this time



	Specialty Support II/Work Supports

(Workers)
	People like the work that is offered
	1.People are not always satisfied with the trainings offered

2.People are not always satisfied with the staff that work with them

3.People do not always feel safe
	Action Plan:
1. Obtain input from workers regarding the type of trainings that they would like offered. Staff should use a variety of means for obtaining this input, 

2. All workers will have the opportunity to participate in their Case Manger’s performance appraisal process for FY12.

3. Results indicate that other’s behavior may have resulted in this decrease as indicated by the comments made. Assessment of each individual’s service need via the vocational assessment will continue through FY12 for appropriate service model/supports.
Oversight: Program Director

	Supported Employment (Training Center Workers)
	People are satisfied with the support staff that work with them and they are proud of the quality of work that they do, 
	1.People do not always feel fully prepared for their jobs
2.People do not always feel like their Case Managers are accessible

3. people do not always feel that staff support them with meeting their goals.
	Action Plan:
1. In the next 6 months, all employment staff will meet with their caseload to ask if he or she feels they are meeting enough. 

2. Employment staff will document the responses and set up ongoing meeting times if someone on their caseload does not feel they are meeting with he or she enough.

3. During each meeting, the case manager will ask if there if anything additional he or she can do to help them meet their goals and document responses.
Oversight: Program Director

	Supported Employment 

(people who are supported at their competitive jobs only and do not attend the Working Training site)
	
	
	Action: None required at this time



	Meridian Day Habilitation
(Participants)
	Staff support people’s needs
	No area had 10% or more with a decrease in satisfaction
	Action: None required at this time



	Leeds Day Habilitation
(Participants)
	People feel safe
	1.People do not always feel safe or respected 
2. People would like more input into to the activities offered.
	 Action Plan:
1. Encourage individuals to use the suggestion box.

2. At the pre DHSP mtg. include questions on respected and safety as it pertains to them
It should be noted that the area of people feeling supported was also a decrease. However, the comments were very positive and 17% of the people surveyed did not answer. 
Oversight: Program Director

	Cornerstone Day Habilitation
(Participants)
	People feel safe
	No area had 10% or more with a decrease in satisfaction
	Action: None required at this time




The following is a breakdown of all the 2011 Survey responses:

	Program/Service
	Return rate
	%Very Satisfied
	% Somewhat Satisfied
	% Not Satisfied
	% of No answer or N/A

	Stakeholders (DMR, MRC, DMA, family members and residential providers) SEE BELOW BREAKDOWN OF STAKEHOLDERS RESPONSE
	20%
	89%

(-2%)
	7%

(+1%)
	1%

(+1%)
	3%
(-3%)

	Heritage Industries

Business Office (Customers)
	19%
	100%

(+2%)
	0%

(+2%)
	0%

(same)
	0%

	Community Employers (Supervisors/Employers)
	88%
	96%

(-5%)
	5
(-5%)
	0
	0

	CEP/Work Supports

(Participants)
	82%
	86%

(+3%)
	4%

(same)
	6%

(-1%)
	4%

(-1%)

	Supported Employment Services

(Workers)
	100%
	78%
(same)
	8%
(+5%)
	4%
(-1%)
	10%
(-4%)

	Supported Employment Services

(People who only work at their competitive jobs)
	86%

	88%
(first time this group was separated from the rest of the people in program)
	4%
	4%
	4%

	Heritage Caning Company 

(Workers)
	100%
	84%
(+18%)
	3%
(+1%)


	10%
(-8%)
	3%
(+27%)

	Shredding Business ( Workers)
	100%

	83%
(first time this group of workers was surveyed separately from others)
	0%
	14%`
	3%

	Specialty Supports/Heritage Industries (Participants)
	69%
	81%
(-1%)
	5%
(-3%)
	3%
(+4%)
	11%
(-8%)

	Specialty Supports II/Heritage Industries (Participants)
	92%
	62%
(-13%)
	7%
(+3%)
	8%
(+3%)
	23%
(-23%)

	Meridian/Day Hab

(Participants)
	95%
	87%
(+7%)
	7%
(-2%)
	3%
(+5%)
	23%
(-19%)

	Leeds/Day Hab (Participants)
	72%

	75%
(-13%)
	7%
(-2%)
	1%
(+2%)
	17%
(-13%)

	Cornerstone/Day Hab

(Participants)
	82%
	88%
(+7%)
	5%
(-1%)
	0%
(-7%)
	7%
(+1%)

	2011 Totals
	77%
	84%
	5%
	4%
	7%

	2010 Totals
	81%
	80%
	6%
	6%
	9%

	Differential
	-4%
	+4%
	-1%
	-2%
	-2%


Breakdown of the Stakeholder results for 2010
Surveys mailed: 443                             Surveys returned: 91                 Return rate: 21%
	
	%Very Satisfied
	% Somewhat Satisfied
	% Not Satisfied
	% of No answer or N/A

	Multiple Programs Identified

	94%
	5%
	
	1%

	No program identified

	94%
	5%
	
	1%

	CEPO/Work Supports


	98%
	2%
	
	

	Supported Employment Services

	83%
	11%
	
	6%

	Heritage Caning  Company 


	100%
	
	
	

	Specialty Supports/Heritage Industries 

	92%
	5%
	
	3%

	Specialty Supports II/Heritage Industries 
	100%
	
	
	

	Meridian/Day Hab


	79%
	16%
	3%
	2%

	Leeds/Day Hab 

	96%
	2%
	
	2%

	Cornerstone/Day Hab


	86%
	10%
	
	4%

	2011 Totals
	89%
	7%
	1%
	3%

	2010 Totals
	91%
	8%
	1%
	

	Differential
	-2%
	+1%
	same
	-3%


Suggestion Committee Question: 


For the 3rd year n a row the Day Service Suggestion Committees provided input into the survey process be providing questions for each service type. The following are the results. A summary will be provided to both committees:
	
	Satisfied
	Good/Somewhat satisfied
	Not satisfied
	No answer

	DAY HABILTATION:
“Do you feel that you are an important member of your program?”

	92%
(This input was gathered by comments only. Overall percentages were gathered based on number of comments made)
	4%
	0%
	4%

	WORK SERVICES:
“Are you proud of the quality of work that you do?”

	92%
	1%
	0%
	7%


Considerations for this survey:

· A number of surveys were returned much later than the closing date to this process. While many of the responses were positive, outcomes were already being analyzed and some completed. Therefore it would have been very difficult to randomly keep adding these survey results. Due to the fact that the Stakeholders input is valuable  survey results are consider during the SWOT process,  next year the process will begin earlier to allow a longer return rate to ensure all input is considered.
· Shredding and persons competitively employed were surveyed for the first time separately this year
· Continue to look at how we gather input from those with limited expressive skills. Again observation could have been subjective based on what was observed by the staff conducting the survey. 

· The Quality Assurance Committee continues to consider Survey monkey for obtaining input for this survey process. This may be pursued more with funding source staff that has known email addresses. However gathering emails from all family members may be difficult, volunteer support may be obtained to assist with this process. 
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