CENTRAL FAIRFAX SERVICES, INC.


MEMORANDUM

TO:        Paul J. Wexler, Executive Director

FROM:  Sutapa Ghosh, Quality Assurance Manager

SUBJ:    Consumer Satisfaction Survey

DATE:   08/06/08
CFS completed the FY 2008 Consumer Satisfaction Survey.  CFS thanks the consumers who participated in the survey. The goal of this survey was to obtain input from consumers, in order to provide quality and responsive services. CFS continues to obtain formal and informal feedback from consumers, families, staff, residential colleagues and case managers on an ongoing basis to assure services are person-centered, the individuals are treated with dignity and respect, and their choices are taken into account while designing their services and support.
The personal interviews with CFS consumers were conducted by a student intern to eliminate biases. The survey instrument was designed by the Fairfax-Falls Church Community Services Board (FX-FC CSB).
A total of 37 of our 220 consumers (17%) met the FX-FC CSB’s requirement of being able and willing to participate in the survey.  Most individuals provided verbal responses while others used alternative methods of communication, such as, signing and augmentative communication devices.  Two individuals were able to independently complete most of the questionnaire, while 35 required assistance. Individual responses to all 10 questions were reliable, varying only when the degree of satisfaction was in question. In the aforementioned cases, the responses were marked as “agree” or “disagree” instead of “strongly agree” or “strongly disagree”. 

Of the actual responses, 96% expressed satisfaction (“strongly agree/agree”).We rated highest on five out of ten questions, with an overall satisfaction rating of 100% each. As indicated on the attached satisfaction chart, the area of least client satisfaction was related to Question #5, “There is plenty of work for me to do here,” with a 14% dissatisfaction rate, however, this is still an improvement from last year’s 31% dissatisfaction rating. When the consumers were asked during a Consumer Council meeting what made them give a higher satisfaction rating in this question, since the paid work is available to them at the same rate as the last year, most of them stated that they meant more activities (social, volunteer, community involvement) are available to them. A few of them stated that they still want more paid jobs. 
This survey report along with individual comments and suggestions will be addressed by the departmental Program Managers and other related CFS personnel throughout the year and during the individual program planning, as applicable. Copies of the individual survey responses and the summary have been sent to different Northern Virginia Community Services Boards, as required. The survey summary was shared with the consumers at the August Consumer Council meeting.
Please see attached comments from the survey for your information.

CONSUMER SATISFACTION SURVEY – FY08
Comments on the question “what services would you like that you are not currently receiving”:

“I would like to play golf.”

“I would like to go swimming.”

“I would like to go out more.”
“I would like to swim and have more dancing events.”

“I want to play kickball and would also like to nap more.”

“I would like to get more manicures”

“I would like to have a sewing class”

“I would like to help other people more.”

“I would like to make doormats again”

“I would like to work on computer more”
“We should have more luncheons in our department and go to the mall more.”

Comments made by Individuals:

“I like CFS.”

“I like my supervisor.”

“CFS has been helpful in getting me a motorized wheelchair.”

“I love coming here.”

“I think CFS is a nice place.”

“I like CFS, I like working here.”

“CFS is a good place to work.”

“I like it here.”

“I like going to the warehouse (GTSI, a community worksite); I like my friends and my supervisor here”.

“I like the staff at CFS.” 

“I think CFS is a great place; I think people here are funny and they make us laugh”.

 “I like the work I do; I don’t like Civitan.”

“I like everybody at CFS.”

FY-2008 CONSUMER SATISFACTION SURVEY

  Number of consumers interviewed from different placements:  Community Based – 1

                                                                                                       Developmental – 33,  Shelter ed -  3                                                                                                                                             
                                                                                                                                                                 Satisfaction
                                                                                                                                                                      Rating

1)  I work or participate at a place I chose.                                                                                     

20   strongly agree    13   agree    3     disagree   1     strongly disagree     0    no response                     89%

2) I feel involved with decision-making regarding my plan (i.e. goals and objectives) and my services.      

21   strongly agree    16    agree    0     disagree    0     strongly disagree     0    no response                 100%

3) My supervisor treats me with respect.

23   strongly agree    14    agree      0    disagree   0     strongly disagree      0    no response                100%

4) I am presented with opportunities to learn new skills in my current position.

22   strongly agree   13     agree      1    disagree   1      strongly disagree     0    no response                  95%

5)    There is plenty of work for me to do here.

18    strongly agree   14     agree      5    disagree    0     strongly disagree    0    no response                  86%

6) The service that I am receiving is helpful.

25   strongly agree   12     agree      0    disagree     0    strongly disagree     0    no response                100%

7)    I interact with other employees at my job site.

26   strongly agree    10      agree       1   disagree    0    strongly disagree    0    no response                  97%

8) I am satisfied with my wages/stipend.

22     strongly agree    13    agree       2   disagree    0    strongly disagree    0    no response                  95%

9) I would recommend this employment service to a friend.

23   strongly agree     14   agree       0   disagree      0    strongly disagree    0    no comment               100%

10) My supervisor listens to my work concerns and ideas.

25   strongly agree     12    agree       0   disagree     0    strongly disagree    0   no response                 100%

Overall Satisfaction rating:  96%

What services would you like that you are not currently receiving?  Please see attached.

Comments by the individual?  Please see attached forms for individual responses

Comments by the surveyor (reliability of the answers given by the individual): Reliable. No response implies individual did not understand the question or chose not to response.

Form Completed By: Sutapa Ghosh, Quality Assurance Manager                       Date: August 6, 2008

FAIRFAX-FALLS CHURCH COMMUNITY SERVICES BOARD

SATISFACTION SURVEY

COMPETITIVE EMPLOYMENT

Name (Optional): _______________________​____________________  Date: ______________________

Support Agency: ______________________________ Length of time with support agency: ___________

Instructions:  Please answer the following statements to help us to provide quality service by placing an (X) on the line next to the answer that best describes your experience.  Thank you for your assistance in completing this survey.  Your feedback is very important to us.

1. My job coach contacts me periodically. 

___ All of the time ___ Some of the time ___Very rarely  ___ None of the time

2.    My job coach keeps scheduled appointments.

___ All of the time ___ Some of the time  ___ Very rarely  ___ None of the time  

3. My job coach returns my calls in 24 hours.

___ All of the time ___ Some of the time  ___ Very rarely  ___ None of the time     

4. My job coach explains things in a way that I understand.

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

5. I feel safe at my work site.

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

6. My job coach respects my opinion and treats me courteously.

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

7. My employment is interesting and challenging.

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

8. Working at my job is preparing me for employment advancement.

        ___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

9. Are you satisfied with the support provided by your job coach?

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

10. Are you satisfied with your current wages?

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

11. My job coach listens to my work concerns and ideas.

___ All of the time  ___ Some of the time  ___ Very rarely  ___ None of the time

12. Are you satisfied with the number of hours you work per week? 

        ___ All of the time ___ Some of the time ___ Very rarely  ____ None of the time

What services would you like that you are not currently receiving? ________________________________ ______________________________________________________________________________________

Comments by the individual:  ______________________________________________________________
________________________________________________________________________
April 2007
CONSUMER SATISFACTION RATING CHART PER FISCAL YEAR

	QUESTIONS

	FY’05
	FY’06
	FY’07
	FY’08

	I work or participate at a place I chose.


	94%
	91%
	91%
	89%

	I feel involved with decision making regarding my plan and my services.


	100%
	97%
	81%
	100%

	My supervisor treats me with respect.


	100%
	94%
	100%
	100%

	I am presented with opportunities to learn new skills in my current position.


	81%
	94%
	84%
	95%

	There is plenty of work for me to do here.


	75%
	88%
	69%
	86%

	The service that I am receiving is helpful.


	94%
	97%
	97%
	100%

	I interact with other employees at my job site.


	94%
	85%
	94%
	97%

	I am satisfied with my wages/stipend.


	81%
	88%
	72%
	95%

	I would recommend this employment service to a friend.


	100%
	94%
	91%
	100%

	My supervisor listens to my work concerns and ideas.


	94%
	91%
	100%
	100%

	OVERALL SATISFACTION RATING:


	91%
	92%
	88%
	96%
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