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WFC System Customer Satisfaction Survey
State Services for the Blind (SSB)
Results from customers served during July to September 2015

	
	Jul-Sept 2015

	Total Sample Size of Customer Records:
	84

	Number of Customer Records with Valid Telephone Numbers:
	71

	Number of Interviews (not all are completed):
	50

	Number of Completed Interviews:
	50

	Response Rate*:
	72.46%


* Percent of completed interviews out of number of customer records with valid telephone numbers.  See final page of this report for full discussion of response rate.

Average MnCSI score over time (rolling quarterly 12 month periods)

	Customers Served
	Oct 13 –
Sept 14
	Jan 14 –
Dec 14
	Apr 14 –
Mar 15
	Jul 14 –
Jun 15
	Oct 14 –
Sept 15

	Average MnCSI Scores
	72.7
	73.0
	75.8
	77.7
	77.9

	N size
	234
	228
	217
	204
	201




Frequencies of quarterly and current 12-month period statistics 

Q11	Utilizing a scale of 1 to 10 where "1" means "Very Dissatisfied" and "10" means "Very Satisfied", What is your overall satisfaction with the services provided? (old Q1)

	Responses
	Oct-Dec 2014*
	Jan-Mar 2015*
	Apr-Jun 2015*
	Jul-Sept 2015*
	Last 4 Quarters

	1 Very dissatisfied
	2%
	4%
	0%
	0%
	2%

	2
	0%
	0%
	0%
	0%
	0%

	3
	0%
	2%
	0%
	4%
	2%

	4
	2%
	4%
	2%
	2%
	2%

	5
	4%
	4%
	2%
	12%
	5%

	6
	6%
	6%
	6%
	0%
	4%

	7
	19%
	12%
	14%
	14%
	15%

	8
	15%
	29%
	18%
	22%
	21%

	9
	19%
	19%
	16%
	8%
	16%

	10 Very satisfied
	34%
	21%
	42%
	38%
	34%

	N Size
	53
	52
	50
	50
	205

	Mean
	8.25
	7.75
	8.60
	8.06
	8.16




Q12	Considering all of the expectations you may have had about the services, to what extent have the services met your expectations? "1" now means "Falls short of your expectations" and "10" means "Exceeds your expectations." (old Q2)

	Responses
	Oct-Dec 2014*
	Jan-Mar 2015*
	Apr-Jun 2015*
	Jul-Sept 2015*
	Last 4 Quarters

	1 Falls short of expectations
	0%
	2%
	0%
	2%
	1%

	2
	0%
	2%
	0%
	0%
	1%

	3
	0%
	4%
	0%
	2%
	2%

	4
	4%
	6%
	2%
	4%
	4%

	5
	8%
	8%
	6%
	10%
	8%

	6
	8%
	4%
	2%
	2%
	4%

	7
	13%
	10%
	14%
	6%
	11%

	8
	21%
	27%
	22%
	26%
	24%

	9
	17%
	19%
	14%
	16%
	17%

	10 Exceeds expectations
	30%
	19%
	38%
	32%
	30%

	N Size
	53
	52
	49
	50
	204

	Mean
	8.11
	7.50
	8.52
	8.00
	8.01




Q13	Now think of the ideal program for people in your circumstances. How well do you think the services you received compare with the ideal set of services? "1" now means "Not very close to the ideal" and "10" means "Very close to the ideal." (old Q3)

	Responses
	Jul-Sept 2014*
	Jan-Mar 2015*
	Apr-Jun 2015*
	Jul-Sept 2015*
	Last 4 Quarters

	1 Not very close to ideal
	0%
	2%
	0%
	2%
	1%

	2
	0%
	4%
	0%
	2%
	2%

	3
	0%
	0%
	0%
	2%
	1%

	4
	4%
	6%
	2%
	4%
	4%

	5
	8%
	10%
	4%
	12%
	8%

	6
	2%
	6%
	4%
	6%
	5%

	7
	23%
	12%
	8%
	14%
	14%

	8
	23%
	21%
	24%
	8%
	19%

	9
	17%
	23%
	18%
	12%
	18%

	10 Very close to ideal
	25%
	14%
	40%
	37%
	29%

	N Size
	53
	51
	50
	49
	202

	Mean
	8.02
	7.50
	8.62
	7.69
	7.93



* = indicates start of new/re-ordered questionnaire


Q2	How satisfied are you that the staff understands/understood your needs? Are you very satisfied, satisfied, dissatisfied, or very dissatisfied? (old Q4)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very satisfied
	58%
	52%

	Satisfied
	32%
	38%

	Dissatisfied
	8%
	8%

	Very dissatisfied
	2%
	2%

	DK/Refused
	0%
	0%

	N Size
	50
	205





Q1	Think about any times that you asked staff for help.  How satisfied are you that they responded in a reasonable amount of time?  Are you very satisfied, satisfied, dissatisfied, or very dissatisfied, or have you never asked for help?  (old Q5)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very satisfied
	58%
	51%

	Satisfied
	30%
	38%

	Dissatisfied
	8%
	10%

	Very dissatisfied
	4%
	1%

	Never asked for help
	0%
	2%

	DK/Refused
	0%
	0%

	N Size
	50
	205





Q3	How satisfied are you that you were given enough information to make good choices for your employment plan?  Are you very satisfied, satisfied, dissatisfied, or very dissatisfied?  (old QVR1)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very satisfied
	42%
	50%

	Satisfied
	42%
	38%

	Dissatisfied
	12%
	10%

	Very dissatisfied
	4%
	1%

	DK/Refused
	0%
	2%

	N Size
	50
	205




Q4	How satisfied are you that you have/had an active role in decisions about your services?  Are you very satisfied, satisfied, dissatisfied, or very dissatisfied? (old QVR2)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very satisfied
	56%
	60%

	Satisfied
	36%
	36%

	Dissatisfied
	6%
	4%

	Very dissatisfied
	2%
	1%

	DK/Refused
	0%
	1%

	N Size
	50
	205



* = indicates start of new/re-ordered questionnaire

(NEW question started, customers served April 2014)

Q5 	How satisfied are you that the services are helping/have helped you plan for or maintain your employment?  
	Are you very satisfied, satisfied, dissatisfied, very dissatisfied or it does not apply to your situation? (NEW)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very satisfied
	42%
	47%

	Satisfied
	38%
	38%

	Dissatisfied
	10%
	9%

	Very dissatisfied
	4%
	2%

	DK/Refused
	6%
	5%

	N Size
	50
	205


 * = not enough data for 4 quarter results


ASSISTIVE TECHNOLOGY (NEW questions started, customers served April 2014)

Q6 	Have you received any Assistive Technology from State Services for the Blind?  This could be hardware or 
	software.  (NEW)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Yes
	58%
	68%

	No
	36%
	26%

	Unsure
	6%
	5%

	DK/Refused
	0%
	0%

	N Size
	50
	205


	* = not enough data for 4 quarter results

Q7	Think about when you first received your Assistive Technology.  How prepared did you feel to use the 
	technology when you first got it?  Did you feel very well prepared, somewhat prepared, not very well 
	prepared, or not at all prepared? (NEW)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very prepared
	17%
	44%

	Somewhat prepared
	66%
	39%

	Not very well prepared
	10%
	9%

	Not at all prepared
	3%
	6%

	DK/Refused
	3%
	1%

	N Size
	29
	140


* = not enough data for 4 quarter results

Q8	How useful do you think the Assistive Technology equipment that you received will be/was in helping you 
meet your vocational plan goals?  Do you think it will be very useful, somewhat useful, not very useful, or not at all useful? (NEW)

	Responses
	Jul-Sept 15
	Last 4 Quarters

	Very useful
	83%
	79%

	Somewhat useful
	10%
	15%

	Not very useful
	3%
	1%

	Not at all useful
	3%
	6%

	DK/Refused
	0%
	0%

	N Size
	29
	140




(NEW questions started, customers served April 2014)
Comment Coding Breakdown of Question 9 – 50 responses
“In your opinion, what is/was the most important part of the services you received from SSB?”

	Individual comment categories (along with a sample comment)
	# of comments

	Help finding, searching, getting a job

	Help finding a job; find a job quicker; help finding a new job (JSH)
	10

	Help with career exploration, goals (CE)
	3

	They got me a job; helped me get back to work (GJOB)
	1

	Resume help, expertise; updating, writing a resume (RES)
	0

	Networking, connections for job seekers (NET)
	0

	Staff / Trainer / Vendor assistance

	Staff provided one-on-one contact, easy communication, consultation (STFC)
	6

	Specific mention of a vendor, trainer, staff member that provided notable help (VTS)
	5

	Staff provided general help, willingness to help (STF)
	3

	Staff provided emotional support, caring, concern (STFS)
	3

	Staff understands customer, needs of customer (STFUC)
	2

	Staff listened, were patient with customer  (STFL)
	2

	Received education, classes, specific training, coaching

	Job training mentioned; other general training (TR)
	4

	Training in how to get around; orientation & mobility (OM)
	3

	Provided help going to college, school, classes; training at school (EDC)
	3

	Received, got computer help or training;  MS office, keyboard classes (CPUT)
	1

	Life skills training; cooking, cleaning, shopping (TDL)
	1

	Braille training (B)
	0

	Received assistive technology, equipment, resources (or help with)

	Customer mentions technology, help with; assisting with devices – laptop, note-taker, computer etc. (TECH)
	12

	Provided specific equipment; white cane, eye cone, school equipment, resources (EQP)
	8

	Financial, transportation aid

	Financial help; money for food, daycare, clothes, training, education, equipment (FIN)
	2

	Money for transportation, travel, bus passes, transit (TRVT)
	1

	General comments

	Meet customer’s needs; services to customer’s level (JSP)
	7

	Received general, helpful info on program services (INFO)
	6

	Gave a general compliment about services (COMP)
	3

	Miscellaneous

	Don’t know; not sure (DK)
	2

	No services received yet (NSY)
	1



	Q9 – 50 respondents

	Comment Category Groupings
	# of comments

	Staff , Trainer, Vendor assistance
	21

	Technology, equipment received, assisted
	20

	General comments
	16

	Help finding or searching for a job
	14

	Received education, classes, training 
	12

	Financial, transportation aid
	3

	Miscellaneous
	3




Comment Coding Breakdown of Question 10 – 50 responses
“If you could change one thing about the services you received, what would you change?”

	Codes (along with a sample comment)
	           # of comments

	Issues related to finding, searching, getting training for a job

	Service didn’t meet customers needs; lack of options; other specific request mentioned (MCN)
	16

	Wanted more education, schooling; training and learning opportunities (EDC)
	1

	Help with assistive technology; receive training on technology (TECH)
	0

	Improve the help with finding a job; specialists/staff unhelpful in job search (JSH)
	0

	Want mock interviews, more interviewing help (INT)
	0

	Staff improvements

	Staff need a better understanding of customers; listen to customer (STFUC)
	7

	Improve communication, contact between staff and customers (COM)
	6

	Quicker response time, level of responsiveness, too slow in responding (LSFR)
	1

	More staff needed in SSB; hire more staff (STFM)
	0

	Need more personal support and interest from counselor; better fit (STFS)
	0

	Process issues

	Length of time to get services; time between approval and service start (TIME)
	3

	Too many rules, obstacles that slow process & create unnecessary issues (PRI)
	1

	Issues with vendors and the way they work with SSB/State of MN (V)
	1

	Program issues

	Need more equipment; more resources (EQP)
	5

	Need more locations for SSB, longer hours of service, more days (LCHR)
	2

	Need more transportation help; bus passes, transit (TRVT)
	2

	Not enough funding, need more financial assistance (FIN)
	1

	Job leads / placement assistance

	Specific job placement issues (JP)
	0

	More connections, links to employers that are hiring (CTE)
	0

	Need better, more quality job leads; leads don’t match user needs, more job options (JLQ)
	0

	Miscellaneous

	Nothing; none; not sure (NC)
	19

	Gave a compliment about services (COMP)
	5

	Don’t know; haven’t used the service long enough (DK)
	0





	Q10 – 50 respondents

	Comment Category Groupings
	# of comments

	Miscellaneous
	24

	Issues related to finding, searching, getting trained for a job
	17

	Staff improvements
	14

	Program issues
	10

	Process issues
	5

	Job leads / placement assistance
	0








State Services for the Blind (SSB)
Q9	In your opinion, what is/was the most important part of the services you received from State 
	Services for the Blind (SSB)? (NEW) (50 responses)

	· They will be sending me to the blind rehab center. Right now that is my largest goal. They are doing a lot to help me with that.

	· Working. they took me out for job and there a cool guy named working for John Hammerton and they really help me out a lot

	· The guidance and support (ex) just of different services that were available to me and how they could help me

	· Job training and those types of services.

	· Helping me to be ready for employment

	· You guys are willing to let me take classes and update so I can get a job in computer technology.

	· The most important part was that I got what I wanted. My needs were met and it has been helping me a whole lot. The technology.

	· The most important part is that the attention they give to my goal. They attend to all my needs to reach my goals, they listen and understand and work hard to make sure that I am satisfied in the direction that I am going. I could keep going on. Steve Larson is really really good.

	· I am not sure

	· That there is an advocate there

	· They don't give up on you they keep with you until you catch on. I guess I would have to say Nancy Kuhlman teaches at a pace that I need, and Steve Larson they are all so kind and patient

	· So far I have only done adjustment to blindness training and that seems incredibly important to learning how to live with blindness

	· They gave me magnifier glasses, and a big calendar so I could see it.

	· Just putting me into the vision loss resources.

	· That’s a hard one. I would say the best services I get is the information on jobs and schooling. I don’t know how to go around and explain somethings like explaining my disability to employers.

	· It was the ability to pay for my training and rehabilitation. Just that they could cover all those costs. the assistance, with the transition as well

	· Help with glasses

	· The training problem, VLR.

	· Developing my employment plan and college preparation

	· So far it’s been the information that is most important to me.

	· One on one training,

	· Guidance in terms of disclosure of my disability to my employer

	· Everything, O&M training, advocacy, technology, interpreters, and all the experiences. I was volunteering in the community three years ago. And I have just finished my internship, and now I have a plan for my future, I want to go into environmental education.

	· I don't think there was necessarily just one think but I was very happy with the overall approach. I can’t just choose one.

	· Help with assistive technology and preparing for jobs

	· The information of what’s available to me. I didn’t know that the handheld reading machine was even out there. That information is really good to know.

	· I really don’t know. they came out and talked to me I got a white cane

	· Assistive technology

	· That’s a tough one - the ability to get information

	· Knowledgeable counselor

	· Um that I am not really sure we are still working on me going back to school

	· Well, I think the planning has been the most important part

	· Well the fact that they were able to help me with the assistive device which is a close circuit reader. I am also eligible for radio talking book program which I am really grateful for.

	· They were all very useful to me. I just can't say one only

	· The financial support and technical support

	· The response that I received in terms of requests for assistance for adjusting accommodations

	· Advice from professionals in the field

	· My technology.

	· So far I think it’s been the counselling. The advocacy.

	· Helping to find a job and accessibility and interpreters providing and having interactions with the counselors

	· Probably the technology

	· The tech support and the VLR school.

	· I would have to say it’s really a tossup between technology or transportation. Both are equally important.

	· I would say that it was very good. Locating my text books for school was most important.

	· They kind of helped me look for jobs but the jobs weren't there. Some of the places we went to weren't even open. I guess in that regard I was not satisfied.

	· You know they got me some contact lens.

	· I really haven’t received any services yet because SSB is waiting for the fiscal year to start.

	· I think that they have helped me with my job search but they don’t seem to be able to give you help with transportation.

	· I think the laptop to use is most important and the technologic equipment.

	· Orientation and mobility training and job evaluation



Q10	If you could change one thing about the services you received, what would you change? (NEW) (50 responses)

	· Can’t think of anything

	· Honestly, nothing

	· I wouldn't change anything

	· I can't think of anything right now

	· The training for the assistive technology should be more client driven

	· Oh I don’t know. No, nothing at all I just want to continue the course I’m on.

	· Nothing they are all good.

	· With Steven Larson I wouldn’t change anything.

	· I would not change anything

	· I would like to have been involved sooner with the IEP.

	· My brain. I know there is always room for improvement. Maybe having the availability of cheat sheets. I write notes about everything. Maybe a step by step walk you through the IPad or phone.

	· I don’t think that I would change anything

	· Nothing

	· I don’t know I really don’t think anything

	· Nothing. I really have no complaints.

	· I don't think there is anything I could or would change. Maybe just the light rail services, it is hard sometimes to get to the office. I know that isn't the state services fault though

	· Nothing really

	· I can’t think of anything to change. The only thing that I would like to be able to get is a loaner computer.

	· I can't think of anything

	· I don’t think that I would change anything

	· I don't have anything at this time

	· At this point I don't have anything

	· The counselors having more training on deaf blindness, not just blindness but deaf blindness.

	· It was located some distances from where I live, though my counselor came out to a place closer to my house. it was just an inconvenience to get there.

	· Different training programs outside of the two that they have

	· The only thing would be an office closer to me.

	· Nothing

	· Just faster service. more advanced tech training

	· The method of how they go about things I met my advisor when I was younger and didn’t have any plans yet and feel like he overwhelmed me with information - we really didn’t feel like we knew how to work with them I feel like we’re not really communicating the best way possible

	· I would not change anything

	· Um that it would be a little bit quicker of knowing when things are going to happen

	· This is in no way a criticism for the services for the blind or social security but the two agencies do not communicate with one another and it can be frustrating. I am not sure I am making the best use of the services. it’s no one’s fault it is just the way the program is set up

	· That’s hard to say I don’t think that I could offer anything. They have done very well with that they have. hmm let me think well uhh nothing at all on the top of my head

	· Nothing

	· That it would be clearer options stated and exactly how much support you will get. It always seems to be a secret.

	· The counselors know more about blindness, that takes time and it takes experience, questions, education

	· Quicker service

	· Umm probably more hands on approach to my goals. We’re going for a different plan now and my old plan needs to be changed but we haven't discussed it and my worker said that we would do that in the future but I feel it needs to be done now.

	· That they were a little more aggressive in determining what’s unique about my needs.

	· Umm nothing really come to mind right now.

	· Probably the organization. when I ask a question the counselor kind of doesn't seem to know the answer right away

	· As far as the assistive technology I didn’t get it until I was about to graduate. If I would have gotten the technology while going to school it would have been much better of a benefit to me. Also as far as my counselor goes much of the time I was left in the dark. I would call and left messages and wouldn’t ever hear back. the

	· Better understanding of the area that the people live in and what their needs are. In another words what Minneapolis needs is not what rural areas need.

	· That I was better prepared knowing what I had to do to get the accommodation I needed. I had to go through a few different people to figure out how to get the text books. My SSB counselor wasn’t all that helpful on that part.

	· More realistic expectations for those of us receiving services. I was lead to believe there was more out there then there was. I felt they were just trying to pacify me.

	· I don’t know I guess I don’t have anything. It wasn’t a big request, I requested contact lens for my job and they help with them. the biggest thing is that they don’t do maintenance so I can’t go to them to get new contact lens

	· Just the funding. Not having to wait for the fiscal year to start.

	· The only thing is that they don’t give you the proper transportation. They say they give you the transportation but they really don’t. They say that they mailed a bus pass and I still haven't seen anything still. I thought they would help with this but they haven't.

	· I would say hiring people who are blind in SSB to be more relatable.

	· Make them get their act together with WIOWA. They need to follow this law so that she could not have missed this big window in her life that she wouldn’t have been left behind. They really should have reached out to her in back in high school when there was a chance to get something done.





Definitions of key terms:

Number of Interviews = Total number of customers interviewed. This number includes interviews considered disqualified because the customer did not provide a valid response to one or more of the three required questions (i.e. the customer answered “don’t know” or refused to answer the question), but was asked all of the survey questions. The results from disqualified interviews are included in the results reports, but are not counted as completed interviews when calculating the response rate.

Number Attempted = the total number of customer records selected for the survey.

Response Rate = Percent of customers completing interviews out of total number of customer records with valid telephone numbers. The numerator of this equation equals the number of interviews minus the number of disqualified interviews. The denominator equals the number attempted minus the number of invalid customer records. Invalid customer records are those that are attempted and result in one of four outcomes: 1) the phone number(s) provided is invalid (disconnected, wrong number, respondent moved) and no valid phone number can be obtained by calling information or from friends/family contacted using the phone number(s) provided; 2) the customer is contacted and claims not to have received services; 3) the customer is deceased, in the hospital or in prison; 4) the phone number(s) provided is a fax machine, modem, or pager number.

Mean = the arithmetic average; the sum divided by the number of cases.

N = Indicates number of completed interviews or number of customers asked a particular question.

DK/Ref = Indicates that a customer answered “don’t know” or refused to answer a particular question.



