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Satisfaction Survey Results
 

Lillie Rice Center is making a practice of providing the opportunity for participants and other stakeholders to provide feedback. LRC has developed the following plan for the future to utilize written surveys and organized forums to determine the level of satisfaction of our stakeholders. Written surveys are administered annually or more often if necessary. The surveys are distributed to participants by case managers. Comments and suggestions are responded to on an individual basis.

 

Community forums will be organized annually to provide opportunity for education about the Adult Employment Services and to answer questions posed by participants, their advocates, and other stakeholders.

 

The input, comment, concerns, and suggestions will be evaluated by the LRC Management Team to determine target areas that are relevant to participants and stakeholder desires. Focus groups consisting of participants, administrative staff, and direct staff will analyze the relevant data and make recommendations for future improvements.

 

The following information from stakeholders was gathered in 2008 from participants, their advocates, employees and volunteers, community partners, customers, and employers. During this survey period, staff, participants, and natural supports were allowed to remain anonymous. 

 

The same questions were asked in the 2008 Survey as were asked in the 2007 Survey – to obtain a true measurement of progress within the agency. The 2009 Survey will ask a new series of questions – that are deemed to be relevant at that point in time. 

 

The following scoring system was used to score each question:

Very (Satisfied) 
= 2.5

Usually (Satisfied) 
= 2.0

Somewhat (Satisfied)
= 1.5

Not (Satisfied) 
= 1.0

Don’t Know 
= 0.0

The highest possible score that could be achieved was 100.00% satisfaction (being very satisfied), and the lowest possible score that could be achieved was 40.00% satisfaction (being not satisfied). If there was an instance where a person being surveyed answered with two responses on one particular question, a middle value was injected into the scoring. This didn’t occur on this particular survey.

 

 

 Participants
 

Seventy 2008 LRC Program Participant Satisfaction Surveys were distributed to all Case Managers, to give to their respective program participants, on July 16, and was closed for participation on July 31. The way in which this survey was conducted was that one staff person personally met and screened each participant – to illicit their responses to each question.

 

Thirty-nine, out of a possible seventy (55.71%), program participants participated in the survey. Sixty-four participants participated in the 2007 survey. Participation decreased 64.10% - from last year’s survey.

 

Input was solicited in the following areas:

1. How satisfied are you with your program?

2. How satisfied are you with your job or (job) activity?

3. How satisfied are you with your program staff?

4. How satisfied are you with your pay or reward system?

5. How satisfied are you with your work or (work) activity conditions?

6. How satisfied are you with your program hours?

7. How satisfied are you with how we meet your needs?

8. What needs do you have that we aren’t meeting?

9. How can we make LRC a better place to work or attend?

10. Would you recommend our services to a friend?

 

The overall satisfaction of the 2008 Survey was 87.76%. The overall satisfaction rating of the 2007 Survey was 89.81%. The overall satisfaction decreased by 2.05 percentage points. Specialized Industries rated the lowest of all programs, and the “Commented” issues will be addressed.
· Our lowest satisfaction score was in response to their pay or reward system. This received a total of 65.50 points out a possible 95.00 points. We’re planning to sponsor informative events wherein factual information can be provided and explained to program participants and their supportive people regarding how they’re being paid, and our pay system. 

· Our highest satisfaction scores were in responses to both the satisfaction of their program, and, how we met their needs. These questions received a total of 82.00 points out a possible 95.00 points. 

 

The 2008, “Would you recommend our services to a friend,” question –received an overall rating of 97.14% answering “Yes.” Those answering “Yes” totaled 34; those answering “No” totaled 1; those whom left it blank totaled 4. The 2007, “Would you recommend working at LRC to a friend,” question – received an overall rating of 84.75% answering “Yes.” The “Yes” responses increased by 12.39 percentage points from 2007 to 2008. 

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 90.00% Participant Satisfaction. We failed to achieve our program participant satisfaction goal – by a margin of 2.24 points. A strategic plan will be created to raise the program participant satisfaction level. 

Parents/Guardians/Care Providers (Advocates)

 

Seventy 2008 LRC Parent/Guardian/Care Giver Satisfaction Surveys were distributed to all parents, guardians, and/or care givers of program participants. They were distributed on October 7, and they were cut off from participation on October 31. 

 

Twenty-six, out of a possible seventy (37.14%), support persons – whom offer support to program participants – participated in the 2008 satisfaction survey. Twenty-two support persons participated in the 2007 survey. Participation increased 18.18% from 2007 to 2008.  

 

Input was solicited in the following areas:

1. How satisfied are you with their program?

2. How satisfied are you with their job or (job) activity?

3. How satisfied are you with their program staff?

4. How satisfied are you with their pay or reward system?

5. How satisfied are you with their work or (work) activity conditions?

6. How satisfied are you with their program hours?

7. How satisfied are you with how we meet their needs?

8. What needs do they have that we aren’t meeting?

9. How can we make LRC a better place to work or attend?

10. Would you recommend our services to a friend? 

 

The overall satisfaction of the 2008 Survey was 88.68%. The overall satisfaction rating of the 2007 Survey was 89.54%. The overall satisfaction decreased by 0.86 percentage points. 

· Our lowest satisfaction score was in response to their pay or reward system. This received a total of 45.50 points out a possible 65.00 points. The lowest satisfaction was in regards to our pay or reward system. A function will be planned to educate and inform our supporting people on how we pay program participants. 

· Our highest satisfaction score was in response to the program staff. These questions received a total of 54.00 points out a possible 65.00 points. 

 

The 2008, “Would you recommend our services to a friend,” question – received an overall rating of 96.15% answering “Yes.” Those answering “Yes” totaled 25; those answering “No” totaled 1 (felt we needed to offer better pay); there were no other responses. The 2007, “Would you recommend working at LRC to a friend,” question – received an overall rating of 95.45% answering “Yes.” The percentage of, “Yes”, responses increased by .70 percentage points.

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 90.00% Participant Natural Supports Understanding and Satisfaction. We failed to achieve our program participant supporter’s satisfaction goal – by a margin of 1.32 percentage points. 

 

 

LRC Employees & Volunteers
 

The 2008 LRC Employee and Volunteer Satisfaction Surveys were made available to all thirty-one LRC employees and volunteers – whom have regular work assignments – on April 23, and were closed for participation on May 9. The ways that the survey was made available were by either a paper or an electronic copy, depending upon personal choice and email availability. Employees were strongly encouraged to give us their anonymous feedback.

 

Twenty, out of a possible thirty-one (64.52%), employees participated in the survey. Twenty-seven employees participated in the 2007 survey. Participation decreased 35.00% - from last year’s survey.

 

 Input was solicited in the following areas:

1. How satisfied are you with our mission?

2. How satisfied are you with our direction?

3. How satisfied are you with our programs?

4. How satisfied are you with our pay scale?

5. How satisfied are you with our leadership?

6. How satisfied are you with our working conditions?

7. How satisfied are you with our safe working conditions?

8. How satisfied are you with our policies?

9. Would you recommend working at LRC to a friend?

The overall satisfaction of the 2008 Survey was 85.19%. The overall satisfaction rating of the 2007 Survey was 82.87%. The overall satisfaction increased by 2.32 percentage points. 

· Our lowest satisfaction score was in response to our pay scale. We received a total of 36.50 points out a possible 50.00 points. We’re planning to implement a pay scale system so all employees will be aware that we have intentional gradient levels of pay – and be cognitive of what employment goals they would need to set and meet in order to move into a higher level of pay.
· Our highest satisfaction score was in response to our mission. This question received a total of 46.50 points out a possible 50.00 points.

 

The 2008, “Would you recommend working at LRC to a friend,” question – received an overall rating of 85.00% answering “Yes.” The responders answering, “Yes”, totaled 17; the responders answering, “No”, totaled 2; and 1 responder gave another response. The same question which was asked in 2007, received a rating of 74.07% answering “Yes.” 

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 85.00% Staff Job Satisfaction. We succeeded in achieving our maximum staff satisfaction goal – by a margin of 0.19 percentage points.  

 

 

Community Partners

Thirteen 2008 LRC Community Partner Satisfaction Surveys were distributed to all the community partners whom utilize our work and work activity programs on December 5, and was closed for participation on December 30. 

 

Ten, out of a possible thirteen (76.92%), community partners participated in the survey. Three community partners participated in the 2007 survey. Participation increased 333.33% - from last year’s survey. 

 

Input was solicited in the following areas:

1. How satisfied are you with the quality of our adult programs?

2. How satisfied are you with our supports and assistances?

3. How satisfied are you with our accessibility/availability/approachability?

4. How satisfied are you with our administration?

5. How satisfied are you with our managerial staff?

6. How satisfied are you with our supervisory staff?

7. How satisfied are you with how we meet your constituent’s needs?

8. What needs do you see we aren’t meeting?

9. How can we make LRC a better place for your constituent to work or attend?

10. Would you recommend our services to a peer? 

 

The overall satisfaction of the 2008 Survey was 94.00%. The overall satisfaction rating of the 2007 Survey was 87.50%. The overall satisfaction increased by 6.50 percentage points. 

· Our lowest satisfaction score was in response to how we met their constituent’s needs. We received a total of 22.50 points out a possible 25.00 points. We’ll investigate all the comments directed toward meeting the constituent’s needs and develop some quality improvement goals. 

· Our highest satisfaction score was in response to three questions regarding staff (Administration, Managerial, and Supervisory). Each of these questions received a total of 24.00 points out a possible 25.00 points. 

The 2008, “Would you recommend our services to a peer,” question – received an overall rating of 100.00% answering “Yes.” We didn’t ask the same question in 2007. The total responders answering, “Yes”, totaled 6; no-one responded, “No”; and 4 responders left the question blank. 

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 90.00% General Stakeholder Satisfaction. We succeeded in achieving our general stakeholder satisfaction goal – by a margin of 4.00 percentage points. 

 

 

Customers (Work Programs)

Twenty-eight 2008 LRC Customer (Work Programs) Satisfaction Surveys were distributed to all the customers whom utilize our work programs on December 5, and was closed for participation on December 30. 

 

Twenty-one, out of a possible twenty-eight (75.00%), customers participated in the survey. Eleven customers participated in the 2007 survey. Participation increased 90.91% - from last year’s survey. 

 

Input was solicited in the following areas:

1. How satisfied are you with our work quality? (e.g.: thoroughness, detail, etc.)

2. How satisfied are you with our dependability? (e.g.: on time, consistency, etc.)

3. How satisfied are you with the cost of our services? (e.g.: competitive, fair, etc.)

4. How satisfied are you with our response time?

5. How satisfied are you with our managerial staff?

6. How satisfied are you with our supervisory staff?

7. How satisfied are you with our flexibility to meet your needs?

8. What services, for you, do you see that we aren’t meeting?

9. How can we make LRC work programs better?

10. Would you recommend our services to a peer? 

 

The overall satisfaction of the 2008 Survey was 95.89%. The overall satisfaction rating of the 2007 Survey (Titled: Contractor’s – Work Programs) was 94.92%. The overall satisfaction increased by 0.97 percentage points. 

· Our lowest satisfaction score was in response to the cost of services. We received a total of 44.50 points out a possible 52.50 points. No specific comments were directed toward the cost of our services. We will conduct a cost analysis study – for the cost of our services.

· Our highest satisfaction score was in response to dependability. We received a total of 52.00 points out a possible 52.50 points.

 

The 2008, “Would you recommend our services to a peer,” question – received an overall rating of 100.00% answering “Yes.” We didn’t ask the same question in 2007. The total responders answering, “Yes”, totaled 19; no-one responded, “No”; and 2 responders left the question blank. 

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 90.00% General Stakeholder Satisfaction. We succeeded in achieving our general stakeholder satisfaction goal – by a margin of 5.89 percentage points.

 

Employers (ISE)
Fifteen 2008 LRC Employer (ISE) Satisfaction Surveys were distributed to all the employers whom utilize our ISE services on December 5, and was closed for participation on December 30. 

 

Three, out of a possible fifteen (20.00%), employers participated in the survey. Eight employers participated in the 2007 survey. Participation decreased 266.66% - from last year’s survey. 

 

Input was solicited in the following areas:

1. How satisfied are you with the skill level of the employee we have provided for you?

2. How satisfied are you with the benefits of hiring a person with a disability? (e.g.: federal income tax deductions, community recognition, personal gratification, etc.)

3. How satisfied are you with our supported services – to enhance the success of the employee? (e.g.: job coaching, on-the-job-training, strategic planning, transportation, etc.)
4. How satisfied are you overall, with our services?

5. How satisfied are you with our organization?

6. How satisfied are you with our staff?

7. How satisfied are you with our flexibility to meet your needs? (e.g.: adaptability, scheduling, etc.)

8. What services, for you, do you see we aren’t meeting?

9. How can we make LRC’s work programs better?

10. Would you recommend our services to a peer?

 

The overall satisfaction of the 2008 Survey was 90.48%. The overall satisfaction rating of the 2007 Survey was 90.97%. The overall satisfaction decreased by 0.49 percentage points. 

· Our lowest satisfaction score was in response to the skill level of the employee we provided for them. We received a total of 6.00 points out a possible 7.50 points. No specific comments were directed toward the skill level of the employee we provided for them. We will investigate any improvements that can be made.

· Our highest satisfaction score was in response to five questions (See page one: Questions 2, 3, 4, 5, 6). Each of these received a total of 7.00 points out a possible 7.50 points.

 

The 2008, “Would you recommend our services to a peer,” question – received an overall rating of 100.00% answering “Yes.” We didn’t ask the same question in 2007. The total responders answering, “Yes”, totaled 2; no-one responded, “No”; and 1 responder left the question blank. 

 

We set a 2008 Outcomes Measurement goal to reach a minimum level of 90.00% General Stakeholder Satisfaction. We succeeded in achieving our general stakeholder satisfaction goal – by a margin of 0.48 percentage points (even though it slightly decreased in satisfaction).
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