FAMILY SATISFACTION SURVEY
December 2007

In November, 2007, Central Fairfax Services, Inc. (CFS) sent satisfaction surveys to those consumers’ families, who were admitted during the last five years (January, 2003, to July, 2007). The goal of this satisfaction survey was to obtain input from a sample of families that went through CFS admission process recently, and are still in the program to provide constructive feedback regarding involvement in planning, development, and delivery of services, staff training and responsiveness, and overall coordination of services. CFS mailed 41 Satisfaction Surveys to such families and received 15 (37%) responses back. The option to complete the survey anonymously was given; ten (24%) families chose to sign the survey while five (12%) responded anonymously. 

There were ten survey questions on the form. All 15 families responded to all questions, resulting in 150 responses (100%). The following response pattern was noted on each question:

1. I feel CFS presents a safe and clean environment.

10 strongly agree  5 agree  0 neutral  0 disagree  0 strongly disagree

2. I feel CFS staff are well trained.

 8 strongly agree  6 agree  1 neutral  0 disagree  0 strongly disagree

3. I feel CFS staff are respectful and caring.

      11 strongly agree  4 agree  0 neutral  0 disagree  0 strongly disagree

4. I feel staff is available to answer my questions in a timely manner.  
      11 strongly agree  4 agree  0 neutral  0 disagree  0 strongly disagree

5. I feel staff know my person well.

            10 strongly agree  4 agree  1 neutral  0 disagree  0 strongly disagree

6. I feel my input is valued in the planning and delivery of services.

7  strongly agree  7  agree  1 neutral  0 disagree  0 strongly disagree

7. I feel informed of meetings, progress/status reports in a timely manner and on a regular basis.

10 strongly agree 3 agree  2 neutral  0 disagree  0 strongly disagree

8. I feel informed of changes in staffing, services, etc. involving my person.

       5 strongly agree  3  agree  7 neutral  0 disagree  0 strongly disagree

9.   I feel CFS provides medical attention as needed (including medication

      administration, weight/blood pressure/blood sugar monitoring, emergency
      response).

8 strongly agree  6  agree  1 neutral  0 disagree  0 strongly disagree
10.  I feel CFS coordinates services, such as, behavior management, music  

 therapy, occupational therapy, physical therapy, if needed.
8 strongly agree  5  agree  2 neutral  0 disagree  0 strongly disagree

Summary of responses:
	Response Options

	# of responses

	% of response


	 Strongly Agree
	88
	59%

	 Agree
	47
	31%

	 Neutral
	15
	10%

	 Disagree
	0
	0%

	 Strongly Disagree
	0
	0%


Nine out of 15 families (60%) chose to write comments in the section where it said “please include any other comments or suggestions”. They are as follows:
“We feel CFS staff are well trained, respectful and caring.”

“I am so happy with CFS and more importantly (named the consumer) is really happy; thank you all so much.”
“We greatly appreciate your standards in working with our daughter”.
“The staff at CFS know our son well and are always kind, patient, and upbeat. He is happy to arrive at CFS each morning and we feel that he is in a safe and stimulating environment there. Thank you all for the wonderful things you do for him”.

“I am not sufficiently familiar with CFS to give useful answers. I am retiring in January, 2008. I intend to have a much bigger role in (named the consumer) life. I hope to get to know the staff at CFS and to advocate for brain injury services”.
“CFS is doing a great job with our son. We would like to especially thank the team for the excellent, caring work that they are doing”.
“I am satisfied with CFS staff and services”.

“Voice mail from staff would be appreciated”.

“We are delighted that (named the consumer) is a part of your program. Thank you.”
Conclusion:

CFS received 90% of the responses in the “strongly agree/agree” category with zero responses in the “disagree/strongly disagree”.  The 10% of the neutral responses in some cases were explained by the respondent as, “not being familiar with the services due to lack of involvement”, or “a service perhaps is not being used by the respondent’s person”. In answering question #8 “I feel informed of changes in staffing, services, etc. involving my person”, almost 47% respondent remained neutral, which lowered the percentage to 80% in the communication category from previous survey’s 100% rating (Note: the previous survey was conducted with families whose person lived at home). In the other two communication related questions, “I feel staff is available to answer my questions in a timely manner” and “I feel informed of meetings, progress/status reports in a timely manner and on a regular basis”, the percentages remained high with a satisfaction rating of 100% and 87%, respectively.
The rest of the response categories showed either improvement or maintained the same higher standard as the last survey. Therefore, this response pattern indicates that the families are generally satisfied with the services provided by CFS which is very similar to the larger sample (with a 94% satisfaction rating) used in the 2005 survey. 
Completed By:

___________________________________
      Sutapa Ghosh, Quality Assurance Manager
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Satisfaction Responses (Strongly Agree/Agree) in Key Areas as Compared to Previous Survey

2003

2005

2007

2003

80% 88% 88% 94% 92% 84%

2005

86% 93% 100% 98% 100% 96%

2007

87% 93% 80% 100% 93% 90%
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