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2017 NYS Independent Living Centers
Statewide Consumer Satisfaction Survey Summary Report
Compiled from Consumer Satisfaction Surveys 

[bookmark: _Toc490383051]Background
The 2017 Consumer Satisfaction Survey is a joint project of the New York State Independent Living Council, Inc. (NYSILC) and the Adult Career and Continuing Educational Services-Vocational Rehabilitation (ACCES-VR). The entire statewide network of 46 centers participates in the survey, which encompasses both the federally-funded Centers for Independent Living (CILs) as well as the Service Centers for Independent Living (SCILs). The consolidation of their data represents the level of satisfaction that consumers with disabilities have with the centers that provide Independent Living services in New York State. This survey is conducted the first year of each State Plan year. Surveys are sent to all consumers who had an open Consumer Server Record (CSR) in the previous contract year.

[bookmark: _Toc490383052]Methodology
The surveys could be completed on-line via Survey Monkey, by mail using a hard copy of the survey or by phone with the call conducted by assigned volunteers. Survey Monkey was completely anonymous, the mail-in survey mostly anonymous (self-addressed stamped envelope facilitated anonymity with the exception of a random individual using a personalized return label), and the phone survey not anonymous when calls were made. However, the results from these calls were transferred to survey forms that were nameless to the center staff receiving the information.  All data was recorded without including the consumer’s name. Each center was given the choice of which option(s) to use for disseminating the survey. Few respondents used the on-line option (5%); 44% were surveyed by telephone and 50% responded by mail. The initial sample size reflects a similar distribution: 10% on-line; 40% by telephone and 50% by mail.  It’s not known why so few used the on-line option. It is possible that some centers don’t have consumers’ email addresses. Although the data this time shows a large increase over the last survey in the number of surveys delivered via email (2133 vs 1626), this time only 275 were completed (13%), compared to 386 (24%) completed in 2014.
[bookmark: _Hlk489262380]Centers were asked to survey all active CSRs. Actual surveys were sent to 78% of CSRs.
Most centers began sending out surveys in January 2017 and all 46 completed their data collection by early June. If they did not get sufficient responses, centers were encouraged to try another approach (mail, email, phone) to gathering consumer input toward a goal of 100 completed surveys.  Each center was responsible for entering the data in its Survey Monkey data collection link. Each center had a separate Survey Monkey link. NYSILC reviewed all completed data sets and created a report for each center. One feature of the report was an overall satisfaction scale looking to meet or exceed a benchmark of at least 85%. These scores were delivered to the center and to ACCES-VR. A statewide data set was then compiled by NYSILC in July 2017 by adding all the center totals together. Krieger Solutions then reviewed this data and compiled this report in August 2017.
[bookmark: _Toc490383053]Response Rates and Undeliverable Rates
	Rate of Completion
	Total
	On-line
	Telephone
	Mail
	2014 Totals

	Number or surveys sent (adjusted for undeliverables)
	

23386
	2133
	10006
	11247
	22323

	Completed surveys
	5072
	275
	2252
	2545
	4847

	Rate of completion
	22%
	13%
	23%
	23%
	22%



	Rate not deliverable
	
	Method:
	
	
	2014 Totals

	
	Total
	On-line
	Telephone
	Mail
	

	Total sample size (number of CSRs)
	35,742
	
	
	
	29442

	Number actually sampled
	27850
	2675
	11250
	13925
	25051

	Number not deliverable[footnoteRef:1] [1:  This includes phone numbers that were incorrect and mail and email that were returned as undeliverable. For more complete data, see appendix D.] 

	4464
	542
	1244
	2678
	2729

	Rate on undeliverables)
	16%
	20%
	11%
	19%
	11%


					
The total consumer pool was 35,743 and the total sample size was 27,850 or 78%. Most centers sampled 100% of their CSRs, but some of the larger ones sampled a much smaller pool since they needed to work toward a goal of only 100 responses.  Two sampled less than 20% and two were in the 35-40% range. The rest were close to or at 100%. So, except for the four with a small sample size, the sample pool represents the great majority of consumers served by the network. It is not known whether follow up efforts to encourage completion of the survey were broad based or focused on a small subset of consumers at each center. This could skew the results. 
Twenty-two percent of surveys that were successfully sent were completed, which is the same as last time (both adjusted to remove undeliverable surveys). The percent of consumers from each center who actually completed a survey ranged from a low of 1.5% to a high of 94%. Only 8 were above 33%. Twenty-six were below 20%. The largest centers generally had the lower percent responses. The “undeliverable” data is probably under reported for the mailed surveys – some centers used bulk mail and those are not returned if undeliverable.


[bookmark: _Toc490383054]Survey Scoring 
There were nine survey questions that were set as statements to which consumers could reply: strongly disagree, disagree, neutral, agree, strongly agree. The questions asked about how consumers were treated by staff, their level of control in their service plan and the quality of the results of the services they received. Two additional questions were yes/no, four were demographic questions and there was one place to enter comments. (see appendix A for a copy of the survey)
To create a metric from these responses, the committee set the following scores for the nine Likert scale satisfaction questions:
	
	Weighted score

	Strongly disagree
	70

	Disagree
	77.5

	Neutral
	85

	Agree
	92.5

	Strongly agree
	100



The minimum acceptable satisfaction score set by the committee was 85% overall.  Eighty-five percent is a very strong level of satisfaction, but not as measured by this scale.  The scale used meant that if people were totally, strongly dissatisfied, the center would receive a score of 70.  If everyone was neutral about how satisfied they were, the center would receive a passing score of 85. This is highly skewed toward satisfaction and not surprisingly, all the centers met or exceeded 85% and all but two were at 90% or higher. It is possible that all the centers have highly satisfied consumers, but this data is not a fair indicator of that. A more reasonable scale would be zero for strongly disagree and increments of 25 going up to strongly agree. (see chart below)
	
	Suggested scoring

	Strongly disagree
	0

	Disagree
	25

	Neutral
	50

	Agree
	75

	Strongly agree
	100



When the scores are recalculated using the suggested scale, the overall score for the state drops from 95% to 83%. This seems to be a more meaningful figure and with this more rigorous scale, a rating of 75 or 80 might be considered adequate and one of 85 or 90 to be outstanding. It is likely with this revised scale that some individual centers may well fall below 70 overall and certainly will fall there for certain questions. The committee should consider this issue during the next cycle.



[bookmark: _Toc490383055]Findings
Of the 9 questions scored on the agree/disagree scale, under the original scoring system, the highest score for statewide results was 96.44% for question 3 and the lowest was 93.39% for question 8. The same result ranking occurred in the 2013 survey. The difference in scores is not much of a range and not very informative. It also seems inflated. Using the suggested scoring recommended above, the scores ranged from a high of 88.13% for question 3 to a low of 77.95% for question 8. This provides a little more discrimination and therefore more information on which to base an assessment. 
Overall, with this more rigorous system, the scores are still fairly high, indicating a reasonably strong level of satisfaction statewide. Some of the scores with the revised system fall below the target of 85, but as discussed later in the report, with a more rigorous scoring system, 75 might be a better minimum target. The relative ranking of the questions did not change with the change in scoring, but there is a more meaningful and discriminating spread of scores with the proposed system.
See table below for results for each of the nine questions:
	
Survey Question: 

	% strongly dis-agree
	% dis-agree
	% neutral
	% 
Agree
	% strong-ly agree
	“score” based on original scale
	Ranking (1 = highest score)
	“score” based on proposed scale
	Ranking (1 = highest score)

	1. The staff and I were able to communicate clearly.
	2.9%
	1.8%
	4.4%
	31.6%
	59.3%
	95.70
	3
	85.65
	3

	1. The staff had a positive atti-tude while working with me.
	2.7%
	1.6%
	5.7%
	28.5%
	61.6%
	95.85
	2
	86.18
	2

	1. The staff treated me respectfully.
	2.4%
	1.2%
	3.1%
	28.1%
	65.3%
	96.44
	1
	88.13
	1

	1. In most cases, staff responded back to me in a timely manner.
	7.7%
	3.2%
	8.8%
	34.5%
	49.7%
	94.23
	7
	80.78
	7

	1. I had an opportunity to set my goals.
	2.0%
	3.0%
	9.2%
	37.1%
	48.7%
	94.56
	5
	81.86
	5

	1. I was able to make my own decisions at the Center for Independent Living.
	2.4%
	1.5%
	8.6%
	36.7%
	50.8%
	94.90
	4
	82.99
	4

	1. The help that I received from the Center for Independent Living made me feel more confident about being able to deal with my life.
	3.2%
	4.0%
	13.5%
	35.9%
	43.5%
	93.44
	8
	78.13
	8

	1. I improved my ability to live independently in the com-munity as a result of services I received at the Center.
	3.3%
	3.1%
	14.4%
	37.0%
	42.2%
	93.39
	9
	77.95
	9

	1. I am satisfied with the services that I received at the Center.
	3.4%
	2.4%
	13.8%
	26.4%
	54.0%
	94.38
	6
	81.25
	6

	Overall total
	
	
	
	
	
	94.76
	
	82.55
	



While there wasn’t a very large difference between most of the scores, the first three were significantly higher than the rest. These asked about how staff treated the consumers. Questions 5 and 6 asked about decision making and were mid-range scores. Questions 7-9 were about the outcomes and satisfaction with services and these scored the lowest. 
This may indicate that the staff are respectful and engage well with consumers, but more could be done to help consumers set their own goals and achieve stronger outcomes. Some of the comments also indicated that some consumers came to the center to get equipment or for other single services and they would have answered “n/a” to questions about setting goals if that had been an option, so that may have depressed the scores for some questions.
Question 10 was a yes/no question: “I would recommend the center to others.” 91% of respondents answered “yes,” which is a very positive result. 
Question 11 was also a yes/no question and asked about the survey itself:  
              “Could we have done anything to make this survey easier to complete? 
94% said “no” indicating satisfaction with the survey format. There were a large number of comments in response to this question and they are discussed later in the report.
Question 12 was an open-ended request for additional comments and these too are discussed later in the report.

[bookmark: _Toc490383056]Demographic Data (Questions 13-16)
The data for the surveys was recorded individually by center and only the totals were rolled up to the state level, so we don’t have the ability to breakdown by demographic groups statewide, in terms of overall satisfaction or responses to individual questions. However, we do have the overall demographic data and it shows that of those responding to the question, the majority were male (61%), which is significantly higher than the 2013, at 48%.  The vast majority (83%) of respondents were ages 25 and older; ages 25-59 - 51%, and 60 and older - 32%. This again is higher than in 2013, where it was 51% and 22% respectively. 
Respondents generally reflected the ethnic composition of New York State residents except for Asian and Latinos being somewhat underrepresented. This may reflect the distribution of the consumer population. The most common disabilities reported were (in descending order): Other physical disabilities (27%); Mental health diagnosis (25%); Learning disability (21%), Intellectual disability (16%), and Emotional/behavioral disabilities (16%). (Respondents were able to select more than one disability, so totals exceed 100%.) See Appendix B for the complete demographic breakdown.

[bookmark: _Toc490383057]

Comments from Respondents
There were two questions on the survey that asked for comments:
Question 11: Could we have done anything to make this survey easier to complete? 
Question 12: Provide any additional comments below
There were 126 comments made in response to question 11.
The most common categories of comments were, comments relating to:
(# in parentheses is the percent of the total responses)
1. The wording of the questions, suggesting ways to shorten the survey or suggesting other questions to add to the survey.  (26%)
2. Suggestions that the survey be available on-line or via computer. (16%)
3. The format of the survey and/or survey directions. (14%)
4. The addition of an “n/a” or not applicable choice for each of the questions, as some questions didn’t apply to the respondent, but there was no way to indicate that. (12%) 
These four categories accounted for 68% of the responses. Each of the remaining categories accounted for fewer than 5% of the total responses.
Four people (3%) commented that the survey was easy, and five (4%) commented that there were too many questions. Three respondents cited concerns about anonymity.  Six commented on the need for alternative languages, including three who cited Spanish and the survey was available in Spanish. Five other respondents requested a way to indicate that the person responding was not the consumer.
Some examples of the comments for each of the four main categories are included in Appendix C.

There were 730 comments made in response to question 12: “Provide any additional comments below.”
The most common categories of comments were, comments relating to:
(# in parentheses is the percent of the total responses)
1. Being satisfied with services. (37%)
2. Positive comments about the staff. (29%)
3. Poor communication from the Center. (7%)
4. Negative comments about staff. (4%)
5. Housing assistance (4%); 3% were negative and 1% were positive.
The top two categories accounted for 66% of the responses. Besides the five listed above, each of the remaining categories accounted for fewer than 4% of the total responses.
Other comments related to provision of equipment, assistance with employment, and dissatisfaction with overall service or insufficient help. There were also some comments about the design of the survey, but these were similar to the comments for question 11 above. 
Some examples of the comments for each of the five top categories are included in Appendix C. 
(Note: comments were edited slightly to remove names of specific centers or staff)

[bookmark: _Toc490383058]Recommendations for the survey process in the future
The on-line survey should be a single statewide survey with the first question asking the consumer to select the name of the center they are evaluating (drop down menu). This would allow for a more robust analysis on a statewide, regional, or other groupings of centers (large/small, urban/rural, etc.). This basic change will allow for deeper trend analysis. It may also be helpful to ask consumers how many times they used the center’s services in the past year.
Rather than requiring all centers to get 100 survey responses, this could be done on a percentage basis. For example, centers with more than 1000 CSR’s but less than 3000 (9) could be asked to secure responses from 10% of their consumers. Centers with more than 3000 (1) could be asked to secure 5%. Centers between 300 and 1000 CSR’s (24) could be asked to secure a minimum of 10% and a target of 20%. Those under 300 CSR’s (13) could be asked to secure a minimum of 20%, but a target of 30%. However, all centers should send the survey out to every consumer with an active CSR.
As noted above, the weighting system for scoring responses should be changed to reflect that “strongly disagree” is a strong negative statement, and “neutral” is not positive. The current scale is strongly skewed to “satisfaction” and under weights the dissatisfaction responses. With this change, it will be more difficult to achieve a score of 85 and it may be helpful to reduce the minimum acceptable satisfaction score to 70 or 75 overall. Question #10 about overall satisfaction should also be measured on the same Likert scale. It can be difficult for some to discriminate between “strongly agree” and “agree”. 
Some suggestions for simplifying the scale include:
· Just use the end points: “strongly disagree” and “strongly agree” and provide 5 boxes to choose from and people will understand what’s needed.
· Change to a 1-5 scale, poor to excellent (can change the wording of the questions).
· As recommended in the 2013 report, switch to a 5-star rating (I am concerned that this may trivialize the survey, but it would be simpler).
Having received a lot of feedback about how to improve the survey, question (#11) probably doesn’t need to be asked again. Some of the questions can be merged to shorten the survey. Some suggestions: eliminate one or two of questions 1-4; combine questions 5 and 6 – responses were very similar; maybe eliminate one of questions 7-9. Similarly, with the demographic data; in spite of listing a wide range of disabilities, “other physical” was the highest score. I understand the need to list a fairly comprehensive list, but if it could be shortened a bit and allow for “other” it would make the survey shorter.  The age data is so heavily skewed to 2 categories, you might be able to collapse the younger ages into fewer groups.
Instead of the broad question asking for comments, (#12), it may be helpful to add a comment question regarding overall satisfaction with service – please let us know what you are especially satisfied with and/or especially dissatisfied with. Or allow a comment following question 10.
Telephone surveys should be discouraged unless that is the only accommodation available. There is no anonymity with a telephone survey. Centers could provide a work station at the center for clients to complete the survey on-line when they come in for an appointment. Collecting more email addresses would save on postage and manual inputting, and again, the return address limits anonymity unless the center provides a self-addressed envelope for people to use with the center’s address as the return address.
There wasn’t any comment from the centers as to why so many chose to not utilize the online method. The on-line method maximizes anonymity and minimizes the need for manual data entry. The committee should investigate this going into the next cycle. Telephone is a very expensive way to conduct a survey and it had a similar response rate to mailing out the surveys. Both had nearly double the online response rate, but with a large enough pool, the online approach would have produced an adequate sample. Some consumers would need the accommodation of telephone or mail and some may not have access to the internet, but it seems likely that 50% or more could be surveyed online, greatly decreasing costs. In this round, the online data had to be re-entered to gather information about the way the survey was completed and the name of the center. The online survey can be redesigned to eliminate this step, further encouraging centers to use this method. Quite a few consumers requested online access in their comment.  Many also requested the addition of an “n/a” option since some only came in for a single visit for a single purpose.  
No weight was given to question 10, which was a yes or no question. (“I would recommend this center to others.”) However, this is a very key question – it assesses overall satisfaction and therefore it would be helpful to have it use the same Likert scale as questions 1-9. In addition, it would be helpful to add a comment for this question so respondents can elaborate on why they would or would not recommend the center to others. 
Additional comments are noted in Appendix E.

[bookmark: _Toc490383059]Appendices:
A. Copy of the survey
B. Demographic data – questions 13-16
C. Sample consumer comments
D. Data by center on number of CSRs compared to number of responses and methods used
E. Additional recommendations for formatting the survey and a proposed revised survey

[bookmark: _Toc490383060]

Appendix A: Copy of the actual survey:

New York State Center for Independent Living (CIL) 2017 Consumer Satisfaction Survey

Indicate choices by consistently using underline or bold functions, or mark with an “X”.  
Insert text when and where appropriate.  E-mail back to the center as an attachment to the original message/e-mail address.

Questions: Please read each question below (# 1-10) related to your Center for Independent Living (CIL) and then select the best numbers on the scale of 1 to 5 that best represents your answers. The scale ranges from 1 (strongly disagree) to 5 (strongly agree).  Question 11 is yes/no.  

Question #1: The staff and I were able to communicate clearly.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 2: The staff had a positive attitude while working with me.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 3: The staff treated me respectfully.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 4: In most cases, staff responded back to me in a timely manner.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 5: I had an opportunity to set my goals.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 6: I was able to make my own decisions at the Center for Independent Living.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 7: The help that I received from the Center for Independent Living made me feel more confident about being able to deal with my life.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 8: I improved my ability to live independently in the community as a result of services I received at the Center.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree



Question # 9: I am satisfied with the services that I received at the Center.

1: Strongly Disagree      |     2: Disagree    |    3: Neutral      |       4:  Agree      |     5:  Strongly Agree

Question # 10: I would recommend the Center to others.

1: YES		|      		2: NO
	

Question # 11: Could we have done anything to make this survey easier to complete?

1: YES		|      		2: NO

If you answered YES to Question # 11, please comment below:




12. Provide any additional comments below:




Demographics (optional): Please check or fill in the appropriate responses for your demographic background to help us to better understand the diversity of the services provided to the network. 

13. What is your gender? (Select one)
□ Male
□ Female
Non-Binary (choose from below)
□ Agender
□ Genderqueer/ Gender non-conforming
□ Trans female/ Trans woman
□ Trans male/ Trans man
□ Choose not to answer
□ Other (please specify) ___________________

14. What age group are you in? (Select one)
□ Under 5
□ 5-19 years
□ 20-24 years
□ 25-59 years
□ 60-older
□ Unavailable
□ Choose not to answer



15. What ethnic group do you belong to or identify with? (Select one)
□ Native American
□ Asian
□ Black or African American
□ Native Hawaiian or Other Pacific Islander
□ White
□ Hispanic/Latino of any race or Hispanic/Latino only
□ Multiracial (Two or more races)
□ Unknown
□ Choose not to answer

16. What type of disability or disabilities do you experience? (Select all that apply)
· Cognitive:
□ Autism
□ Epilepsy
□ Intellectual Disability
□ Learning disability
□ Other cognitive disabilities
□ Traumatic and other brain injuries
· Physical:
□ Amputation
□ Back injury
□ Cerebral palsy
□ Environmental and other related illnesses
□ HIV/AIDS
□ Muscular dystrophy
□ Neuromuscular
□ Other congenital birth anomaly
□ Other physical disabilities
□ Orthopedic
□ Spina bifida
□ Spinal cord injury
· Mental:
□ Emotional/behavioral disabilities
□ Mental health diagnosis
□ Other mental illnesses
□ Substance abuse
· Sensory:
□ Blindness
□ Deaf/blind
□ Deafness
□ Hard of hearing
□ Low vision (partially sighted)
□ Multiple Disabilities (Two or more)
□ Other sensory disabilities

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS SURVEY
[bookmark: Sheet1][bookmark: _Toc490383061]
Appendix B: Demographic Data (This section was marked “optional” on the survey}
	13. What is your gender?
	
	
	
	
	
	
	
	
	

	Responses
	
	
	
	
	Count
	Percent
	
	
	
	

	Female
	
	
	
	
	1882
	37.85%
	
	
	
	

	Male
	
	
	
	
	2943
	59.19%
	
	
	
	

	Non-Binary (choose from below)
	
	
	
	
	
	
	
	

	
	Agender
	
	
	
	
	5
	0.10%
	
	
	
	

	
	Genderqueer/ Gender non-conforming
	
	9
	0.18%
	
	
	
	

	
	Trans female/ Trans woman
	
	
	12
	0.24%
	
	
	
	

	
	Trans male/ Trans man
	
	
	2
	0.04%
	
	
	
	

	
	Choose not to answer
	
	
	
	111
	2.23%
	
	
	
	

	
	Other (please specify)
	
	
	
	8
	0.16%
	100 people skipped this response

	Totals 
	
	
	
	
	4972
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	14.  What age group are you in?   (Select one)
	
	
	
	
	
	
	

	Responses
	
	
	
	
	Count
	Percent
	
	
	
	

	Under 5
	
	
	
	
	17
	0.35%
	
	
	
	

	5-19 years
	
	
	
	
	479
	9.83%
	
	
	
	

	20-24 years
	
	
	
	
	317
	6.50%
	
	
	
	

	25-59 years
	
	
	
	
	2412
	50.51%
	
	
	
	

	60-older
	
	
	
	
	1550
	31.79%
	
	
	
	

	Unavailable
	
	
	
	
	13
	0.27%
	
	
	
	

	Choose not to answer
	
	
	
	87
	1.78%
	
	
	
	

	Totals
	
	
	
	
	4875
	
	197 people skipped this response

	
	
	
	
	
	
	
	
	
	
	
	

	15. What ethnic group do you belong to or identify with? (Select one)

	Responses
	
	
	
	
	Count
	Percent
	
	
	
	

	Native American
	
	
	
	
	81
	1.64%
	
	
	
	

	Asian
	
	
	
	
	77
	1.56%
	
	
	
	

	Black or African American
	
	
	
	692
	14.02%
	
	
	
	

	Native Hawaiian or Other Pacific Islander
	
	9
	0.18%
	
	
	
	

	White
	
	
	
	
	3077
	62.35%
	
	
	
	

	Hispanic/Latino
	
	
	
	
	531
	10.76%
	
	
	
	

	Multiracial
	
	
	
	
	176
	3.57%
	
	
	
	

	Unknown
	
	
	
	
	18
	0.36%
	
	
	
	

	Choose not to answer
	
	
	
	274
	5.55%
	
	
	
	

	Totals
	
	
	
	
	4935
	
	137 people skipped this response

	
	
	
	
	
	
	
	
	
	
	
	

	16.  What type of disability or disabilities do you experience? (Select all that apply)

	Responses
	
	
	
	
	Count
	Percent
	
	
	
	

	Autism
	
	
	
	
	373
	7.70%
	
	
	
	

	Epilepsy
	
	
	
	
	103
	2.13%
	
	
	
	

	Intellectual disability
	
	
	
	769
	15.87%
	
	
	
	

	Learning disability
	
	
	
	
	978
	20.19%
	
	
	
	

	Other cognitive disability
	
	
	
	652
	13.46%
	
	
	
	

	Traumatic and other brain injuries
	
	
	361
	7.45%
	
	
	
	

	Amputation
	
	
	
	
	84
	1.73%
	
	
	
	

	Back injury
	
	
	
	
	612
	12.63%
	
	
	
	

	Cerebral palsy
	
	
	
	
	183
	3.78%
	
	
	
	

	Environmental and other related illnesses
	
	167
	3.45%
	
	
	
	

	HIV/AIDS
	
	
	
	
	24
	0.50%
	
	
	
	

	Muscular dystrophy
	
	
	
	91
	1.88%
	
	
	
	

	Neuromuscular
	
	
	
	
	294
	6.07%
	
	
	
	

	Other congenital birth anomaly
	
	
	117
	2.41%`
	
	
	
	

	Other physical disabilities
	
	
	
	1313
	27.10%
	
	
	
	

	Orthopedic
	
	
	
	
	560
	11.56%
	
	
	
	

	Spina bifida
	
	
	
	
	42
	0.87%
	
	
	
	

	Spinal cord injury
	
	
	
	
	147
	3.03%
	
	
	
	

	Emotional/behavioral disabilities
	
	
	786
	16.22%
	
	
	
	

	Mental health diagnosis
	
	
	
	1233
	25.45%
	
	
	
	

	Other mental illness
	
	
	
	401
	8.28%
	
	
	
	

	Substance abuse
	
	
	
	
	192
	3.96%
	
	
	
	

	Blindness
	
	
	
	
	185
	3.82%
	
	
	
	

	Deaf/blind
	
	
	
	
	44
	0.91%
	
	
	
	

	Deafness
	
	
	
	
	134
	2.77%
	
	
	
	

	Hard of hearing
	
	
	
	
	412
	8.50%
	
	
	
	

	Low vision (partially sighted)
	
	
	389
	8.03%
	
	
	
	

	Multiple disabilities (two or more)
	
	
	348
	7.18%
	
	
	
	

	Other sensory disabilities
	
	
	
	303
	6.25%
	
	
	
	

	Choose not to answer
	
	
	
	90
	1.86%
	227 people skipped this response

	Totals
	
	
	
	
	11387
	
	
	
	
	




[bookmark: _Toc490383062]Appendix C: Sample Consumer Comments
Sample Consumer Comments from Question 11:
Could we have done anything to make this survey easier to complete? 
Wording of questions:
· Be more specific with the questions. For example: we came in to the center, but didn't find what we were looking for- so a question regarding availability in stock would have been appropriate.
· The front-page states that this survey is for the center. The 2nd page states 'CIL' so it was not clear who this should pertain to. I worked with the center but not CIL.
· Explain what the Center for Independence is!!!! Why I put neutral on all questions cause I don't know what it is!!
· Answering questions took longer than expected
· Ask questions regarding care services in the home.
· Many people use multiple services/departments at the center, so which one should we be evaluating?
· Have alternate questions for different age groups
· Instead of 11 questions, make it 5 or 6 questions because they have double meaning.

Be available on-line
· Make the survey available to take online 
· On the computer.
The format of the survey and/or survey directions
· Had hard time understanding the grading scale
· Help needed for questions.
· More specific directions. Do you want us to circle or check? Use ink or pencil.
· Don't bold everything. Triple space between questions. Visually hard to look at
· I'm Dyslexic so a verbal version would be better.
Addition of a not applicable choice
· Some of the questions have no relation to me. I can function independently without assistance. I asked for advice on legal matters pertaining tenant landlord relation and tenant issues only!!!
· Some of the questions really did not apply to me so there really should be a not applicable.
· Some of the questions I did not answer because they did not apply to my situation - I suggest you include a not applicable column or indication of that situation.



Sample Consumer Comments from Question 12:  Provide any additional comments below
Some examples of the comments for each of the four top categories include: 
(note comments were edited slightly to remove names of specific centers or staff)
Satisfied
· Great program. They helped me in more ways than one.
· I am really pleased with the services and professionalism.
· I refer to people to the center always. Thank you. I feel at home when I visit the center all the staff are great people who care about every need. Thank you for helping me find a place to live and my education advocate. God bless.
· I used the center for medical equipment and to find caregivers and someone to clean. I was very satisfied in regard to both. I highly recommend the center and its services.
· My counselor cares about me as a person.
· The help we got was pretty darn good.
· Appreciate all services received; helped me to know and was on right track, turned my life around!
· They helped me get Social Security and then back into the workforce
· Center helped me a lot with transportation, Medicaid
· Doing a great job in helping me be independent in all areas.
· Good services offered at the center - my counselor is always available to help & cordially nice to me. I would recommend the center to whoever needs the services.
· Helped a lot, mom says she felt safe place for her, and gain independence from the center here.
· I am so happy to have a place to come like this - so helpful and kind. 
· I don't know what people would do without the services provided. Services are great.
· I finally felt like I had hope after speaking to the advocates.
· I have responded for a consumer expressing his appreciation. You do good work! Grateful that you are in our lives.
· I like the fact that staff are willing to come to my home to meet with me because in my geographic area, there are very few services for me to access.
· I truly attribute the center with saving my life. When I started going there, it was a time that I was in a very bad place. With their guidance, I could get my life back.
· I would like to take this opportunity to thank you all for your help. Our whole family appreciate the transportation you have provided.
· An invaluable resource. My son would never have received the educational supports he needs without it.
· This group of people work as a team. Always very friendly...always very caring. God bless them all. They have helped change my life completely.


Staff - Positive Comments
· I found personnel to be kind, considerate and well informed. They made me feel comfortable.
· Awesome, attentive staff.
· Everyone was incredibly gracious & helpful and the help I received saved my life and allows me to be able to survive on my own. It also taught me to be more open & honest about my condition.
· Excellent staff. They know what to do.
· I appreciate all staff. They are inspiring caring people who understand and have compassion. I'm thankful to all staff.  
· Most of the people (staff) at the Center are very knowledgeable, helpful and very nice. There are a couple of staff that need to brush up on the skills listed in the survey.
· My advocate is well informed and genuinely cares about my well being. She even calls to check on me letting me know I am not alone. Someone does care. 
· My caseworker is great. I'm so happy I have her and depend on her for many services.
· My counselor is good and helpful toward me and is always me and is always there to help me whenever I have help. The services are great.
· Staff made me feel comfortable. They made me feel that they sincerely wanted to help
· The Staff was friendly and courteous.
· The support that was received cannot be counted with a value because it's results were priceless, a value beyond all price. Thank you again.
· An amazing advocate for our son and I couldn't be more grateful. I wish that any attorney I may need in the future would be so diligent.
· My worker is wonderful! Pleasant, helpful and a very hard worker. I am so glad to have her.

Staff – Negative Comments
· I have mixed feelings about the services, my first experience was not nice because the person I had an appointment with was absent without letting me know besides, the receptionist was not nice, a bit rude.
· My daughter got very dependent on her caregivers; therefore, instead of being independent, she regressed because her caregivers did things for her, so she would not become upset with them.
· My case worker missed more than one phone session with me and I had to continually call in an attempt to contact her. I never did and wound up having to go to down to my local SSD office for assistance.
· Need better personnel or staffing & need more professional people.
· Need more counselors.
· No staff available for care!! The program for the TBI Waiver is essentially useless not at all what they told us when in rehab facility!!
· The Staff needs more guidance concerning specific issues that requires more knowledge.
· When a key staff left, your agency went downhill. She was an excellent employee and dependable. The person who tried to replace her was terrible. Unreliable. Glad I got out of your agency.

Poor Communication
· I wish the people answering me phone sounded more professional -and the people answer phone need to know more info.
· Had a lot of difficulty getting through to the staff and actually receiving phone calls back.
· Did not receive follow up
· No one ever got back to me. Left me in the lurch. No resolution for my situation.
· Felt forgotten as no one returned calls to follow up.
· When I called the center for more assistance they never called back. That leaves me stranded, confused and wondering.

Housing – Negative Comments:
· Housing is the biggest problem. Please get funding to do follow ups on housing. There's lots of bullies inside the affordable housing.
· Affordable housing is extremely difficult to obtain. I was happy to receive other services.
· I would've liked to get more help with housing.
· Still needs help with housing
· When I called for assistance from this agency. I was in need of help to find affordable Housing, I still am not in an affordable housing and it’s a struggle trying to pay the high rents. I appreciate all the mailings, but I need affordable housing!!

Housing – Positive Comments:
· I was able to find housing with assistance I received from the center.
· The housing specialist was a delight. Perfect to help. Communications skills wonderful.
· They helped me find an apartment. I was very happy.
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Number of CSRs compared to number of responses and methods used.

	Center Name
	CSR #
	Methodology used
	Number of completed surveys
	% of CSR surveyed

	
	
	
	
	

	Access to Independence of Cortland County (ATI Cortland)
	457
	direct mail, online, telephone
	106
	23%

	
	
	
	
	

	AIM Independent Living Center (Corning)
	899
	direct mail, online
	99
	11%

	
	
	
	
	

	Action Toward Independence Sullivan County (ATI Sullivan)
	727
	direct mail, telephone
	113
	16%

	
	
	
	
	

	ARISE Auburn (Cayuga/Seneca County)
	434
	direct mail, telephone
	96
	22%

	
	
	
	
	

	ARISE Madison County
	200
	direct mail,  telephone
	79
	39%

	
	
	
	
	

	 ARISE Oswego
	712
	direct mail
	100
	14%

	
	
	
	
	

	ARISE Syracuse (Onondaga County)
	1532
	direct mail, telephone
	184
	12%

	
	
	
	
	

	BRiDGES Rockland 
	1086
	phone & direct mail
	102
	9%

	
	
	
	
	

	Center Name
	CSR #
	Methodology used
	Number of completed surveys
	% of CSR surveyed

	
	
	
	
	

	Brooklyn Center for Independence of the Disabled (BCID)
	466
	online, direct mail, telephone
	111
	31%

	
	
	
	
	

	Capital District Center for Independence (CDCI Albany)
	367
	telephone 
	100
	27%

	
	
	
	
	

	Capital District Center for Independence (CDCI Schenectady)
	113
	 telephone 
	35
	30%

	
	
	
	
	

	Catskill Center for Independence (CCFI)
	266
	telephone
	100
	37%

	
	
	
	
	

	Center for Disability Rights (CDR) Rochester
	6220
	telephone
	97
	1.5%

	
	
	
	
	

	Regional Center for Independent Living (RCIL)
	1036
	telephone
	99
	9%

	
	
	
	
	

	Center for Independence of the Disabled in New York (Manhattan CIDNY)
	1,234
	online and telephone
	120
	10%

	
	
	
	
	

	Center for Independence of the Disabled in New York (Queens CIDNY)
	485
	online and telephone
	102
	21%

	
	
	
	
	

	Directions in Independent Living (DIL Olean)
	738
	telephone and direct mail
	104
	14%

	
	
	
	
	

	Finger Lakes Independence Center (FLIC Ithaca)
	368
	direct mail
	74
	21%

	
	
	
	
	

	Center Name
	CSR #
	Methodology used
	Number of completed surveys
	% of CSR surveyed

	
	
	
	
	

	Independent Living Center of the Hudson Valley (ILCHV Troy)
	286
	online, direct mail
	46
	16%

	
	
	
	
	

	Independent Living, Inc. (Newburgh IL, Inc.)
	824
	phone, direct mail
	138
	17%

	
	
	
	
	

	Independent Living, Inc. (Middletown – IL, Inc.)
	227
	phone, direct mail
	129
	32%

	
	
	
	
	

	Independent Living, Inc. (Sullivan County /Monticello)
	391
	phone, direct mail
	221
	56%

	
	
	
	
	

	Long Island Center for Independent Living (LICIL) – Nassau
	1123
	direct mail
	185
	16%

	
	
	
	
	

	Massena Independent Living Center (MILC), now known as Maximizing Independent Living Choices (MILC)
	333
	online, direct mail, telephone
	107
	32%

	
	
	
	
	

	North Country Center for Independence (NCCI)
	192
	telephone
	101
	55%

	
	
	
	
	

	Northern Regional Center for Independent Living (NRCIL) – Watertown
	1301
	online, direct mail
	127
	9%

	
	
	
	
	

	Resource Center for Accessible Living (RCAL) – Kingston
	989
	direct mail
	138
	15%

	
	
	
	
	

	Resource Center for Independent Living (RCIL) Utica
	1,564
	direct mail, telephone
	100
	6%

	Center Name
	CSR #
	Methodology used
	Number of completed surveys
	% of CSR surveyed

	
	
	
	
	

	Resource Center for Independent Living (RCIL) Herkimer
	582
	direct mail, telephone
	100
	17%

	
	
	
	
	

	Suffolk Independent Living Organization (SILO)
	538
	online, phone, direct mail
	66
	14%

	
	
	
	
	

	Southern Adirondack Independent Living (SAIL) – Queensbury
	973
	direct mail, telephone
	101
	10%

	
	
	
	
	

	Southern Tier Independence Center (STIC) Binghamton
	1868
	direct mail
	308
	16%

	
	
	
	
	

	Southwestern Independent Living Center (SILC) Jamestown
	570
	direct mail
	105
	18%

	
	
	
	
	

	Staten Island Center for Independent Living (SICIL)
	950
	telephone, direct mail
	202
	21%

	
	
	
	
	

	Taconic Resources for Independence (TRI)
	508
	direct mail
	69
	14%

	
	
	
	
	

	Tri-Lakes Center for Independent Living Saranac Lake (TLCIL)
	146
	telephone, direct mail 
	59
	40%

	
	
	
	
	

	Westchester Disabled on the Move (WDOM)  - Yonkers
	507
	telephone
	107
	48%

	
	
	
	
	

	Center Name
	CSR #
	Methodology used
	Number of completed surveys
	% of CSR surveyed

	
	
	
	
	

	Westchester Independent Living Center Minority Outreach (WILC)
	282
	online, telephone, direct mail
	59
	21%

	
	
	
	
	

	Westchester Independent Living Center Putnam County (WILC) - Putnam Independent Living Services
	228
	online, direct mail
	32
	14%

	
	
	
	
	

	Western New York Independent Living (WNYIL) – Buffalo
	1,685
	online, direct mail 
	173
	10%

	
	
	
	
	

	Independent Living of Genesee Region (ILGR) 
	223
	online, direct mail 
	42
	18%

	
	
	
	
	

	Independent Living of Niagara County (ILNC) 
	279
	online, direct mail 
	26
	9%

	
	
	
	
	

	Native American Independent Living Services (OAHIIO)
	127
	online, direct mail 
	16
	13%
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Some additional recommendations for formatting the survey based on comments from respondents and staff:
The use of the word “Center” caused confusion. By adding a question at the start for them to identify where they get services, this will help clarify the use of this term.
Some consumers came in for a specific service or need and not as part of an on-going program. It may be helpful to have a question that identifies this as well.  
For some consumers, it had been a long time since their last contact with the center. Would it be possible to send this out in two waves? One in September and again in March for CSRs opened since September? 
There were recommendations above for shortening the survey. If that is done, an additional question might be added to ask what problems have not been addressed yet or if there is any way to improve services.  These would have to be open-ended questions, which will make the analysis more extensive.
For some consumers, their disability makes language difficult to understand, and a recommendation was to use emoticons to register their response. This may be possible with an alternative word version. The survey was translated into several languages, but these versions had very limited use and there were comments requesting surveys in Spanish, so these options need to be more effectively communicated. 
There was a comment from a center that “gender designation was EXTREMELY difficult for most clients.  They were checking multiple boxes and writing in that they didn’t understand the question.”  Since the number of people who selected one of the expanded choices was so small, could they be collapsed into fewer categories?  Perhaps this question and the demographic portion of the survey can be organized into direct choices with drop-down menus for sub-categories.
Include specific instructions for situations where the survey is being completed by someone on another’s behalf. (ex. If you are filling this out for someone else, please use their age and all other information asked, not your own).  




Suggested revision to the survey for the next cycle:  
Notes in italic will NOT appear on the survey; they are advisory for the committee designing the survey.
New York State Center for Independent Living (CIL) 2020 Consumer Satisfaction Survey

Note: this will be adjusted for each version – on-line, email or hard copy.
If completing by hand, please indicate your choice by circling the response.
If doing this on a computer, please indicate your choice by using underline or bold functions, or mark with an “X”. Return in the enclosed envelope or E-mail back to the center as an attachment to the original message/e-mail address.

If you are filling this out for someone else, please complete this from their perspective, including using their age, disability, etc. 

Question #1: Please indicate at which Center for Independent Living you receive services (if more than one, choose the one you use most often). Choose only one. 
Note: this will be a drop down for the online survey and a complete list to check off for the hard copy version. 

Questions 2-11: Please read each question below related to the Center for Independent Living (CIL) where you receive services, and then select the number on the scale of 1 to 5 that best represents your answer. The scale ranges from 1 (very negative) to 5 (very positive).  Some questions also offer an “N/A” option if the question is not applicable to you.

Question #2: Please rate the clarity of the staff’s communication with you: 

Very Poor  1  |     2: |    3 |       4:   |     5:  Very clear

Question # 3: Please rate how respectfully the staff treated you:

Disrespectfully  1  |     2:  |    3:  |       4:    |     5:  Very respectfully 

Question # 4: Please rate how timely the staff responded back to you:

Very poorly   1   |     2:  |    3:  |       4:   |     5:  Very promptly     N/A

Question # 5: Please rate how much you were able to set your own goals:

No opportunity to set goals    1  |     2: |    3: |       4:  |     5:  Fully able to set my own goals     N/A

Question # 6: Please rate how much you were able to make your own decisions at the Center.

Not able to make my own 1  |   2 |    3 |   4 |   5 Fully able to make my own     N/A
                    decisions at the Center			           decisions at the Center




Question # 7: Please rate how much you improved your ability to live independently in the community as a result of services you received at the Center.

The Center didn’t help me         1 |  2 |  3 |   4 |  5     The Center helped me a great deal to live 
          live more independently				         independently  
 
Question # 8: Please rate how satisfied you are with the services that you received at the Center.

Not at all satisfied    1  |     2 |    3 |    4 |    5 Very satisfied

Comment:  please let us know what you are especially satisfied with and/or especially dissatisfied with.






Question # 9: How strongly would you recommend this Center to others?

Would not recommend at all 1  |     2 |    3 |    4 |    5 Would highly recommend
	
Question #10: Approximately how many times have you been to the Center or been in touch with the staff in the past 12 months?

0          1-5        6-10     10 or more

Demographics (optional): Please check or fill in the appropriate responses for your demographic background to help us to better understand the diversity of the services provided to the network. 

11. What is your gender? (Select one)
□ Male
□ Female
□ Other - Non-Binary (choose from below)
□ Agender
□ Genderqueer/ Gender non-conforming
□ Trans female/ Trans woman
□ Trans male/ Trans man
□ Choose not to answer
□ Other (please specify) ___________________



12. What age group are you in? (Select one)
□ Under 5
□ 5-19 years
□ 20-24 years
□ 25-59 years
□ 60-older
□ Unknown
□ Choose not to answer

13. What ethnic group do you belong to or identify with? (Select one)
□ Native American
□ Asian
□ Black or African American
□ Native Hawaiian or Other Pacific Islander
□ White
□ Hispanic/Latino of any race or Hispanic/Latino only
□ Multiracial (Two or more races)
□ Unknown
□ Choose not to answer

14. What type of disability or disabilities do you experience? (Select all that apply)

· Cognitive:
□ Autism
□ Epilepsy
□ Intellectual Disability
□ Learning disability
□ Traumatic and other brain injuries
□ Other:________________

· Physical:
□ Amputation
□ Back injury
□ Cerebral palsy
□ Environmental and other related illnesses
□ HIV/AIDS
□ Muscular dystrophy
□ Neuromuscular
□ Congenital birth anomaly
□ Orthopedic
□ Spina bifida
□ Spinal cord injury
□ Other:________________



· Mental:
□ Emotional/behavioral disabilities
□ Mental health diagnosis
□ Substance abuse
□ Other:________________

· Sensory:
□ Blindness
□ Deaf/blind
□ Deafness
□ Hard of hearing
□ Low vision (partially sighted)
□ Other:________________

□ Multiple Disabilities (Two or more)

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS SURVEY!

For Office Use only:
Method used for survey response:
NOTE:  If a survey response is being manually input (completed by phone or hard copy), the person inputting it would indicate if it was a phone, or mail or email response.  A blank response would indicate that it was done directly via survey monkey.
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