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

	
	Oct-Dec 2015

	Total Sample Size of Customer Records:
	84

	Number of Customer Records with Valid Telephone Numbers:
	74

	Number of Interviews (not all are completed):
	56

	Number of Completed Interviews:
	56

	Response Rate*:
	75.67%


* 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
	Jan 14 –
Dec 14
	Apr 14 –
Mar 15
	Jul 14 –
Jun 15
	Oct 14 –
Sept 15
	Jan 15 –
Dec 15

	Average MnCSI Scores
	73.0
	75.8
	77.7
	77.9
	76.4

	N size
	228
	217
	204
	201
	204




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

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

	2
	0%
	0%
	0%
	2%
	1%

	3
	2%
	0%
	4%
	5%
	3%

	4
	4%
	2%
	2%
	4%
	3%

	5
	4%
	2%
	12%
	5%
	6%

	6
	6%
	6%
	0%
	11%
	6%

	7
	12%
	14%
	14%
	11%
	13%

	8
	29%
	18%
	22%
	7%
	19%

	9
	19%
	16%
	8%
	18%
	15%

	10 Very satisfied
	21%
	42%
	38%
	36%
	34%

	N Size
	52
	50
	50
	56
	208

	Mean
	7.75
	8.60
	8.06
	7.77
	8.03




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

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

	2
	2%
	0%
	0%
	4%
	1%

	3
	4%
	0%
	2%
	5%
	3%

	4
	6%
	2%
	4%
	4%
	4%

	5
	8%
	6%
	10%
	11%
	9%

	6
	4%
	2%
	2%
	5%
	3%

	7
	10%
	14%
	6%
	16%
	12%

	8
	27%
	22%
	26%
	14%
	22%

	9
	19%
	14%
	16%
	7%
	14%

	10 Exceeds expectations
	19%
	38%
	32%
	34%
	31%

	N Size
	52
	49
	50
	56
	207

	Mean
	7.50
	8.52
	8.00
	7.54
	7.86




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

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

	2
	4%
	0%
	2%
	5%
	3%

	3
	0%
	0%
	2%
	2%
	1%

	4
	6%
	2%
	4%
	9%
	5%

	5
	10%
	4%
	12%
	4%
	7%

	6
	6%
	4%
	6%
	9%
	6%

	7
	12%
	8%
	14%
	11%
	11%

	8
	21%
	24%
	8%
	13%
	17%

	9
	23%
	18%
	12%
	5%
	15%

	10 Very close to ideal
	14%
	40%
	37%
	39%
	33%

	N Size
	51
	50
	49
	55
	204

	Mean
	7.50
	8.62
	7.69
	7.61
	7.81



* = 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
	Oct-Dec 15
	Last 4 Quarters

	Very satisfied
	46%
	52%

	Satisfied
	38%
	36%

	Dissatisfied
	14%
	11%

	Very dissatisfied
	2%
	2%

	DK/Refused
	0%
	0%

	N Size
	56
	208





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
	Oct-Dec 15
	Last 4 Quarters

	Very satisfied
	43%
	51%

	Satisfied
	38%
	36%

	Dissatisfied
	14%
	10%

	Very dissatisfied
	4%
	3%

	Never asked for help
	2%
	1%

	DK/Refused
	0%
	0%

	N Size
	56
	208





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
	Oct-Dec 15
	Last 4 Quarters

	Very satisfied
	36%
	44%

	Satisfied
	45%
	42%

	Dissatisfied
	11%
	10%

	Very dissatisfied
	5%
	2%

	DK/Refused
	4%
	2%

	N Size
	56
	208




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
	Oct-Dec 15
	Last 4 Quarters

	Very satisfied
	57%
	59%

	Satisfied
	34%
	34%

	Dissatisfied
	5%
	5%

	Very dissatisfied
	4%
	1%

	DK/Refused
	0%
	1%

	N Size
	56
	208



* = 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
	Oct-Dec 15
	Last 4 Quarters

	Very satisfied
	39%
	44%

	Satisfied
	32%
	38%

	Dissatisfied
	21%
	12%

	Very dissatisfied
	4%
	2%

	DK/Refused
	4%
	5%

	N Size
	56
	208


 * = 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
	Oct-Dec 15
	Last 4 Quarters

	Yes
	79%
	70%

	No
	20%
	27%

	Unsure
	2%
	3%

	DK/Refused
	0%
	0%

	N Size
	56
	208


	* = 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
	Oct-Dec 15
	Last 4 Quarters

	Very prepared
	34%
	39%

	Somewhat prepared
	36%
	41%

	Not very well prepared
	14%
	9%

	Not at all prepared
	16%
	10%

	DK/Refused
	0%
	1%

	N Size
	44
	146


* = 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
	Oct-Dec 15
	Last 4 Quarters

	Very useful
	77%
	78%

	Somewhat useful
	18%
	14%

	Not very useful
	0%
	1%

	Not at all useful
	2%
	6%

	DK/Refused
	2%
	1%

	N Size
	44
	146




(NEW questions started, customers served April 2014)
Comment Coding Breakdown of Question 9 – 56 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)
	7

	Help with career exploration, goals (CE)
	5

	They got me a job; helped me get back to work (GJOB)
	2

	Resume help, expertise; updating, writing a resume (RES)
	2

	Networking, connections for job seekers (NET)
	0

	Staff / Trainer / Vendor assistance

	Staff provided one-on-one contact, easy communication, consultation (STFC)
	7

	Staff provided general help, willingness to help (STF)
	6

	Staff provided emotional support, caring, concern (STFS)
	2

	Staff understands customer, needs of customer (STFUC)
	2

	Specific mention of a vendor, trainer, staff member that provided notable help (VTS)
	0

	Staff listened, were patient with customer  (STFL)
	0

	Received education, classes, specific training, coaching

	Job training mentioned; other general training (TR)
	8

	Provided help going to college, school, classes; training at school (EDC)
	8

	Life skills training; cooking, cleaning, shopping (TDL)
	3

	Received, got computer help or training;  MS office, keyboard classes (CPUT)
	2

	Training in how to get around; orientation & mobility (OM)
	1

	Braille training (B)
	1

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

	Customer mentions technology, help with; assisting with devices – laptop, note-taker, computer etc. (TECH)
	10

	Provided specific equipment; white cane, eye cone, school equipment, resources (EQP)
	6

	Financial, transportation aid

	Financial help; money for food, daycare, clothes, training, education, equipment (FIN)
	5

	Money for transportation, travel, bus passes, transit (TRVT)
	2

	General comments

	Meet customer’s needs; services to customer’s level (JSP)
	5

	Received general, helpful info on program services (INFO)
	1

	Gave a general compliment about services (COMP)
	0

	Miscellaneous

	Don’t know; not sure (DK)
	5

	No services received yet (NSY)
	1



	Q9 – 56 respondents

	Comment Category Groupings
	# of comments

	Received education, classes, training 
	23

	Staff , Trainer, Vendor assistance
	21

	Technology, equipment received, assisted
	17

	Help finding or searching for a job
	16

	Financial, transportation aid
	7

	General comments
	6

	Miscellaneous
	6




Comment Coding Breakdown of Question 10 – 56 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)
	11

	Improve the help with finding a job; specialists/staff unhelpful in job search (JSH)
	7

	Wanted more education, schooling; training and learning opportunities (EDC)
	2

	Help with assistive technology; receive training on technology (TECH)
	2

	Want mock interviews, more interviewing help (INT)
	0

	Staff improvements

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

	More staff needed in SSB; hire more staff (STFM)
	4

	Staff need a better understanding of customers; listen to customer (STFUC)
	2

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

	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)
	7

	Too many rules, obstacles that slow process & create unnecessary issues (PRI)
	3

	Issues with vendors and the way they work with SSB/State of MN (V)
	0

	Program issues

	Need more equipment; more resources (EQP)
	0

	Need more locations for SSB, longer hours of service, more days (LCHR)
	0

	Need more transportation help; bus passes, transit (TRVT)
	0

	Not enough funding, need more financial assistance (FIN)
	0

	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)
	20

	Don’t know; haven’t used the service long enough (DK)
	6

	Gave a compliment about services (COMP)
	5





	Q10 – 56 respondents

	Comment Category Groupings
	# of comments

	Miscellaneous
	31

	Issues related to finding, searching, getting trained for a job
	22

	Staff improvements
	13

	Process issues
	10

	Program issues
	0

	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) (56 responses)

· The technology and training to use that technology.
· The technology assistance is the most important that I received.
· That they work with me flexibly to help me obtain my goals.
· Everybody was very friendly.
· Helping with financial things.
· Them in general being there to answer any question especially regarding technology.
· I went to blindness training, got learning skills to bring to my future employment and to further my education.
· English skills first.
· I don’t really recall many things that were really helpful for me.
· I haven't received any services lately.
· They help to find a job and get an education so that we can be independent.
· I don't know it was all helpful. Nothing specific.
· Financial help for college and assistive technology.
· The ability to be able to work in conjunction with the SSB staff and counselor to account for a very effective work plan.
· Working with the cane and working on the computer.
· The ability to have technology. The expertise and helpful direction.
· I would say probably the career help. Like working with resumes and stuff and interview practice.
· They sent me to a vocational rehab session.
· It's too much, I can't pinpoint one single thing.
· General assistance.
· The assistive technology. They trained me well before I received the technology.
· The teacher I have that comes to my house to teach me on the computer.
· The help with classes that they provided for me and also the vocational services that I received.
· The compassion.
· They helped me with whatever I need.
· A computer you were given and will help me in the future.
· Helping with the mock interviews.
· Help putting my resume together.
· Living skills. Most all of them everything.
· The technology training.
· Got me my business running.
· Assistive technology because you can’t function without it.
· The help in getting employment.
· Nothing. I don't know.
· Communication as well as transportation because my eyesight is so bad, they taught me how to read braille and also how to use my cane. I feel comfortable going blind thanks to them.
· The education training.
· A mixture of the technology and the help getting into college like with tuition fees and such.
· Feeling like there was someone out there to help when I needed it. I felt secure that there was resources for my predicament.
· The help getting me around.
· They set me up with somebody for mobility training. I meet with someone with orientation in mobility. I think that's helpful.
· They tried helping me with a job.
· So I can see all the small print.
· That they're just helping me, by trying to help me plan for my future and stuff.
· I just started receiving services last week. So far I’ve only gone to ATB training so I guess that would be it.
· The TV and my hand held magma, and the bus cards they gave me, they found something for me to do.
· I really can't answer that.
· The technology and the opportunity to go back to work.
· They got me in contact with an occupational therapist.
· I would say getting a vocational plan, I think that is most important.
· I would say the technology to do my job that the most important one.
· Information about returning to school.
· They were all equally important I believe. They were all very important to me and helped me very much. That is all.
· Overall communication and sensitivity to my needs.
· When they sent me to adjustment classes.
· Them working with me to help me go back to school to learn skills and necessary things to increase my knowledge so I can be independent. Also help with tuition.
· They helped pay for the rest of my training for my employment.

Q10	If you could change one thing about the services you received, what would you change? (NEW) (56 responses)

· Faster response rate from the counselor.
· Better job assessment skills to move forward in looking for a job. Also a broader range of job assessment.
· I don't know what to tell you, I can't even guess other than my wonderful counselor is so thinly stretched.
· Nothing.
· They push for low level employment as opposed to encouraging students to pursue higher education.
· More SSB counselors.
· I don't think I'd change anything.
· I want to become an English interpreter, so I'd like to learn more English.
· I feel that they didn’t really help me with technology for my college courses.
· I just wish there were more options. There just didn't seem to be many options.
· Nothing.
· I don't think I'd change anything.
· A better counselor with better communication.
· There isn't anything.
· Spending more time with people and inform them more and helping more in giving at home work.
· I don’t know.
· I don’t know.
· I would add a personal mental health counselor.
· Boy I wouldn't have changed anything.
· Nothing.
· I wouldn’t change anything.
· I would change that I wouldn’t have gone to the schooling as early as I did after my accident.
· If could see my teachers on a regular basis that would be helpful.
· Increase my counselor salary because she did such a good job.
· Keep it the way it is.
· I would like the staff to be quicker in taking care of my needs.
· I would like to save more of my salary, I would like to have received more of my salary.
· The technology was dropped off at my office with zero training and zero information and not instilled or followed up on. And then there was a general overall lack of follow up, I would wait weeks to receive a call back.
· I can’t think of anything I would change.
· I’ll just say that the counselors or whatever you call them are not all on the same page. Each one handles their clients differently. The first counselor was very by the book, and there was no gray area, so when I had to take a break for health reasons I was removed from services for that, and it was hard to get back into the program. 
· I don’t know.
· The training needs to be cut from nine months to six months.
· The usage of trainers. They need more training instructors.
· Nothing really.
· Nothing.
· I don’t know.
· I don’t think I would change anything.
· I don't have any complaints.
· Nothing.
· I think sometimes the services are somewhat vague in how they can help you. I wish they would be more specific.
· Having ground rules probably, I didn't really know what we're supposed to talk about and not talk about, so I didn't really know.
· Nothing.
· Nothing.
· I would change the amount of help they give for the job counselor. I need more time with my job counselor.
· More time for us, they are supposed to make up any days that were missed. Now they are trying to change that I just want more time.
· Nothing.
· I don’t know.
· The time that they can actually receive services. It seems very slow.
· That they would be more efficient in delivering service, the work evaluation seems to be really tied up in its performance. Does not have enough staff to work with the people. They are not getting back to me until March 2016 and I have started on this in November.
· I don’t think there is anything I would change.
· I would change my career goal that I chose.
· I don't know. Everything was tailored to what I needed and I felt like I directed my own course. So as of right now I feel like I would not change anything. That is all.
· Nothing.
· Don’t know.
· Someone keeping in touch with me more often.
· I wouldn’t change anything I think they are pretty good.


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.



