[image: image13.png]






Acknowledgments

We gratefully acknowledge the help of all the BESB service recipients who willingly gave their time and shared their thoughts and experiences with us.  In addition, we thank our data analyst, Alison Kleppinger, and our interview team: Deborah Migneault, Sandra Noel, Nancy Thompson and Ilia Castro. 
We are particularly grateful for the help and support of the BESB staff, especially Marsha Brown.

This project was funded by the State of Connecticut Board of Education and Services for the Blind

Table of Contents 
	
	
	

	
	
	

	I.
	Introduction
	 2

	
	
	

	II.
	Methodology and Analysis


	  3

	
	A.  Telephone survey instrument
	3

	
	B.  Calling protocol
	3

	
	C.  Analysis
	5

	
	
	

	III.


	Survey Detailed Results 
	6

	
	A. Orientation and mobility training
B. Communications skills and household management training

C.  Independent living aids and adaptive equipment 

D.  General Questions 


	6
7

9

12

	IV.
	Conclusions

	15

	V.
	Appendices
Appendix A: Survey
Appendix B: Telephone script
Appendix C: Client comments
	16
16

19

20


I.   
Introduction

The State of Connecticut Board of Education and Services for the Blind (BESB) receives federal funding authorized under Title VII of the Rehabilitation Act to improve the independent living skills of older adults (55+) who are totally or legally blind. The program, called Independent Living Services for Older Individuals Who Are Blind, provides services primarily in the home, including instruction in orientation and mobility, home management and communication skills, and provision of and training in the use of independent living aids and adaptive equipment to maximize remaining vision.  Services are available to eligible clients at no cost.

BESB is required by January 1, 2010 to produce a report for the Rehabilitation Services Administration that sets a baseline for client satisfaction and functional gains in the delivery of these independent living services to older adults. In support of this requirement, the agency contracted with the University of Connecticut Center on Aging (UConn) to collect data and report on the results of a client satisfaction and functional gains survey of clients designated by BESB.

II. 
 Methodology and Analysis

A.
Telephone survey instrument 

BESB chose to measure client satisfaction and client perception of functional gains via a telephone survey.  The survey instrument was created by BESB and provided to UConn for administration.  Researchers from UConn made several suggestions for changes to the survey to improve its clarity and ease of administration, which were accepted by BESB. Before the telephone survey process began, BESB provided training to UConn personnel to familiarize them with BESB services and the terminology associated with those services, and to demonstrate some of the independent living aids and adaptive equipment that were featured in the survey.  After UConn interviewers had attempted approximately 40 telephone calls and completed 13 surveys, BESB requested the addition of two supplemental survey questions.  These questions were incorporated into the survey for the remaining interviews: clients who had already been interviewed were not called again and asked the supplemental questions. 
The survey contained four major content areas:

· Orientation and mobility training

· Communications skills and household management training

· Independent living aids and adaptive equipment

· General questions

For the first three sections, interviewers described the service or device in question and asked respondents if they had received it.  Those who answered “yes” were asked various further questions about current use, functional gains, and satisfaction. For those who stated they had not received the service, the interviewer skipped the remaining related questions in that section.  

The survey was also translated into Spanish and available for administration by a Spanish-speaking interviewer for those clients unable to complete it in English.

The English version of the survey instrument is attached as Appendix A. 

B.
Calling protocol

BESB provided to UConn call lists totaling 619 names of clients whose files indicated that they had achieved an independent living outcome during federal fiscal year 2009.  UConn personnel populated a Microsoft Access database with information from the call lists received from BESB.  After eliminating duplicates, the total client count was 587 unique individuals. Telephone numbers were provided for most of those clients, although 15 telephone numbers were unavailable and others were incorrect or out of date.   
UConn personnel called each client for whom a telephone number was provided by BESB (n=572) using a standard introductory script.  Respondents were assured that their answers would remain confidential, that no one at BESB would see individual answers, and that they could decline to answer any question for any reason.  The telephone script is attached as Appendix B.  As is typical of any survey, some people declined to answer one or more questions. 

By agreement with BESB, interviewers attempted to reach each client up to three times on different days and at different times of day.  If a client was not reached after three tries, that individual was classified as unreachable. All calls were made between 9 a.m. and 8 p.m. Monday through Saturday. Each call was recorded in a tracking database with the date and time of the call and the outcome.  Possible final outcomes were “completed,” “reached but unable to complete,” “refused,” and “did not reach.” Clients who had been called once or twice and required a call-back were classified as “pending” and called again on another day.  A total of 951 calls were made. 

Table 1 summarizes the final call status of the 587 clients provided by BESB. 
Table 1.  Call summary
	
	Number of Clients
	Percent of Total
(rounded)

	Completed
	285
	49%

	Unable to complete
	75
	13%

	Refused
	23
	4%

	Did not reach
	204
	35%

	  Total
	587
	100%


Close to half of all clients (49%, n=285) completed a survey.  For another 13 percent of clients (n=75) someone was reached (generally the client, a family member or other caregiver, or a health facility worker), but the client was unable to complete the survey for a variety of reasons, as summarized in Table 2.

Table 2. Reasons for inability to complete survey

	Reason
	Number

	Client had died
	23

	Poor health
	21

	Dementia/inability to understand
	10

	Severe hearing loss
	7

	Spoke only Italian or Polish 
	4

	Other
	10


Four percent of clients (n=23) were reached but refused to complete the survey.  About a third (35%, n=204) were not reached.  Reasons for failure to reach clients are summarized in Table 3.

Table 3. Clients not reached

	Reason
	Number

	No telephone number available
	15

	Number not in service
	71

	Wrong number or client moved
	27

	Three calls attempted/no answer
	91


Wrong numbers and numbers not in service were reported to BESB and in a small number of cases a different number was provided.  Although no clients were identified by BESB as requiring a Spanish-speaking interviewer, ten clients who were initially reached by English-speaking interviewers appeared to speak only Spanish, and were called back by a Spanish-speaking interviewer.  Of the ten, six surveys were completed. 

C.
Analysis

All data were entered into Microsoft Access tables. This program is suitable to enter both quantitative and qualitative (open-ended responses) information.  After data collection was complete, the data were converted to SPSS version 16.0, a statistical software package designed for both simple and complex analysis.  Data were analyzed question by question, with a series of basic tests computed:  frequency, average, and percentage.  Frequencies and percentages were calculated for all categorical and nominal data.  Means and standard deviations were also calculated for all continuous data. 

III.  
Survey Detailed Results

A.
Orientation and mobility training

The first section of the survey asked clients if they had received any training in orientation and mobility, such as instruction in the use of a long or support cane, or training in accessing public transportation.  Slightly more than half of the 285 respondents (53%, n=152) replied that they had received such training.  (See Figure 1). 

Figure 1. Received orientation and mobility training (n=285)
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Those who indicated that they had received orientation and mobility training were then asked if they currently use either (i) a long or support cane to travel independently in the home or community or (ii) public transportation such as public buses, ADA paratransit or Dial-A-Ride.  Nearly three-quarters of respondents (73%) reported that they currently use a long or support cane while only about a quarter (27%) use public transportation.  (See Figures 2 and 3). 
      Figure 2. Use long or support cane
Figure 3. Use public transportation
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The final question concerning orientation and mobility training asked respondents who indicated that they had received these services to rate the services on a scale of 1 to 10, where 1 means “very dissatisfied” and 10 means “very satisfied.”  Scores were generally high, with 70 percent rating the training at either 9 or 10.  The mean score was 8.64, with a standard deviation of 2.16.  See Table 4 for a distribution of responses.
Table 4. Satisfaction with orientation & mobility training (n=138)
	Score
	Percent

	1 or 2
	3

	3 or 4
	3

	5 or 6
	10

	7 or 8
	14

	9 or 10
	70


B.
Communication skills and household management training  

This section of the survey first asked respondents whether they had received any communication skills training from a BESB rehabilitation teacher.  Examples of such training were given to prompt the respondent, including Braille instruction, use of signature or check writing guide, and use of the telephone, tape recorder or other audio device.  Slightly more than a third of respondents (38%, n=109) indicated that they had received communications skills training.  Those who said that they had received such training were then asked if the training helped to restore or maintain their ability to engage in typical life activities.  Nearly three quarters (74%) said “yes.”   See Figures 4 and 5.
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Respondents were also asked if they had received training in household management skills, personal grooming and hygiene, medication management or recreational activities.  Less than a quarter (22%, n=63) said “yes.”  Those indicating that they had received this training were also asked if the training helped to restore or maintain their ability to engage in typical life activities.  Most of these respondents (92%) stated that it did.   See Figures 6 and 7.
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The final question in this section asked respondents who indicated that they had received either communications skills training, household management training, or both of these services (n=120) to rate them on a scale of 1 to 10, where 1 means “very dissatisfied” and 10 means “very satisfied.”  Scores were similar to those for orientation and mobility training, with 63 percent rating the training either 9 or 10.  The mean score was 8.34, with a standard deviation of 2.16.  See Table 5 for a distribution of responses.
Table 5. Satisfaction with communications skills and/or 

household management skills training (n=120)
	Score
	Percent

	1 or 2
	0

	3 or 4
	5

	5 or 6
	19

	7 or 8
	13

	9 or 10
	63


C. 
Independent living aids and adaptive equipment
This section of the survey asked questions about the receipt of a variety of adaptive equipment, training in the use of that equipment, low vision evaluations and prescription eyeglasses, and client perceptions of whether any functional abilities previously lost had been regained or improved.  

First, clients were asked if they had received any of a long list of independent living aids or adaptive equipment from BESB.  Examples of such equipment include handheld or video magnifiers, measuring devices, talking watches and adaptive cooking equipment.  A large majority (79%, n=225) said that they had received at least one adaptive device from BESB.  Of those who said they had received such equipment, more than three quarters (77%) stated that they had received training through BESB to use the devices.  It should be noted anecdotally that some respondents who indicated that that they did not receive training also stated to the interviewer that they believed no training was necessary because the device (e.g. a hand-held magnifier) was self-explanatory.  See Figures 8 and 9.

Figure 8. Received adaptive equipment
Figure 9. Received training
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A second question concerning equipment asked those who had received equipment specifically whether they had received any computers or computer software (such as JAWS, Window Eyes, or Zoom Text) from BESB.   Only ten individuals (5% of those who answered this question) stated that they received computers or computer software, and nine of the ten (90%) received training in the use of that equipment.

Respondents were also asked if they had received both a low vision evaluation and prescription eyeglasses from an eye doctor.  Since this question and the follow-up question were added to the survey after approximately 40 calls had been made and 13 surveys had been completed, only 272 survey respondents were asked this question.  Nearly three quarters (73%, n=199) said “yes.”  Those who said “yes” were also asked if the glasses improved their vision: specifically, whether they found a “significant benefit,” “some benefit,” or “no benefit.”  The majority (59%) found no benefit, while a third (34%) found some benefit, and only seven percent perceived a significant benefit. See Figure 10.

Figure 10. Benefit of low vision evaluation and prescription eyeglasses (n=196)
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All respondents who received any adaptive equipment were asked whether, as a result of receiving an adaptive device or training from BESB in the use of that device, they had regained or improved any functional abilities that were previously lost as a result of their vision loss.  About two thirds (65%) said that they had regained or improved functional abilities.  See Figure 11.

Figure 11. Regained or improved functional abilities (n=243)
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The final question in this section asked respondents who indicated that they had received adaptive equipment and/or training to rate it on a scale of 1 to 10, where 1 means “very dissatisfied” and 10 means “very satisfied.”  Scores were generally high, though somewhat lower than those for orientation and mobility training and communications skills and household management training. Fifty-four percent rated the training at either 9 or 10.  The mean score was 7.89, with a standard deviation of 2.64.  See Table 6 for a distribution of responses.
Table 6. Satisfaction with adaptive equipment and/or training (n=234)
	Score
	Percent

	1 or 2
	6

	3 or 4
	6

	5 or 6
	13

	7 or 8
	21

	9 or 10
	54


D. 
General questions
The survey ended with several general questions about control and confidence, satisfaction with BESB staff, and an open-ended invitation to provide additional comments, complaints and suggestions.

Respondents were first asked whether, as a result of receiving BESB services, they have greater control and confidence, less control and confidence, or the services made no difference.  Some respondents were unable to answer this question, but of those who did (n=265), more than two-thirds (68%) felt greater control and confidence, and less than a third (31%) felt no difference.  Only three individuals (1%) felt less control and confidence.  See Figure 12. 

Figure 12. Degree of confidence as a result of BESB services (n=265)
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Those who responded either “less control” or “no difference” (n=86) were also asked whether they had experienced any changes in lifestyle for reasons not related to vision loss (such as decline in health or cognitive ability, death of a spouse, or change in financial condition.)  Most (80%) reported that they had not experienced such a change, while 20 percent indicated that they had.

The next two questions concerned different aspects of satisfaction with BESB staff: the first with “the overall timeliness of services and responsiveness,” and the second with the ability of “social workers, rehabilitation teachers and orientation and mobility instructors to communicate effectively.”  Some respondents had trouble understanding these questions even with repetition and prompting and were unable to answer them. Only 256 respondents answered the “timeliness and responsiveness” question and 253 answered the “effective communication” question.  Respondents were again asked to rate their satisfaction on a scale of 1 to 10, where 1 means “very dissatisfied” and 10 means “very satisfied.” Scores were slightly higher for the “effective communication” question (mean score = 8.63, SD = 2.15) than the “timeliness and responsiveness” question (mean score = 8.04, SD = 2.64.)  See Table 7 for a distribution of responses to both satisfaction questions.

Table 7. Satisfaction with BESB staff 
	Score
	Percent satisfied with timeliness and responsiveness (n=256)
	Percent satisfied with effectiveness of communication (n=253)

	1 or 2
	7
	4

	3 or 4
	4
	2

	5 or 6
	12
	9

	7 or 8
	17
	18

	9 or 10
	60
	67


The final question asked respondents whether they had any additional comments, complaints or suggestions.  Sixty percent of respondents (n=170) either had further comments or notations by interviewers about some circumstance of their responses.  

Additional responses were divided fairly evenly among positive, negative, and neutral or mixed responses. Positive comments (29% of responses) generally expressed appreciation for the services and the people who provide them.  Negative comments (33%) most often related to timeliness and responsiveness, with many complaining of lack of follow-up and return telephone calls. Neutral comments (38%) explained the person’s current situation or recounted services received, although 13 of these respondents stated that they did not remember receiving any BESB services, or thought that their services had come from another organization such as the Lions Club, the VA, or a medical doctor.  A small number of respondents also made suggestions about additional or expanded services or training that BESB could provide.  Suggestions included provision of a wallet card to prove legal blindness, information on companies that offer jobs to people who cannot see well, and a support group with speakers in order to allow interaction with people who have the same issues.  Interviewers took notes on each comment, which are reproduced in full in Appendix C.    

IV.
Conclusions
About half of the clients identified by BESB and called by the UConn telephone interviewers completed the satisfaction and functional gains survey. More than a third of the clients could not be reached because of unavailable or incorrect telephone numbers or failure to answer after three attempts.  For calls where someone was reached (the client, a family member, caregiver, or health facility worker), some were unable to complete the survey because of death, poor physical or cognitive health, severe hearing loss or language barriers. However, when a client able to complete the survey was reached, the response rate was high. Only 23 clients refused to take the survey.
Levels of satisfaction with BESB services enumerated in the survey are generally high, although some respondents reported low ratings.  Clients who received mobility and orientation training are likely to continue to use a long or support cane, but unlikely to currently use public transportation.  Substantially less than half of respondents reported receiving either communications skills training or household management skills training, but of those who did, most believed that the training helped to restore or maintain their ability to engage in typical life activities.
A large majority received at least one independent living aid or piece of adaptive equipment, and most received training in its use.  Only 10 individuals received computers or computer software through BESB.  While three-quarters of respondents received both a low vision evaluation and prescription eyeglasses from an eye doctor, most reported no benefit from the service, very few perceived a significant benefit, and only a third reported some benefit. Two-thirds of respondents believed that their adaptive devices overall helped them to regain functional abilities lost as a result of their vision loss.
Most respondents felt greater control and confidence as a result of BESB services, and most are generally satisfied with the timeliness, responsiveness and communication skills of BESB staff.  There were, however, several low grades reported on the satisfaction questions.  Some insight into the satisfaction ratings can be gained from responses to the open-ended question, in which some clients complained of lapses in timeliness, responsiveness, and communications while a similar number praised the agency personnel and services.
V.
Appendices





Appendix A

BESB Adult Services Consumer Satisfaction Survey

A. Orientation and Mobility Training

A1: 
Did you receive any training in Orientation & Mobility, such as instruction in use of a long or support cane or training in accessing public transportation? 

· Yes  ( if yes, go to question A2




     

· No  ( if no, go to question B1

A2:
Do you now use a long or support cane to travel independently in your home or community? 

· Yes




     

· No

A3: 
Do you use public transportation? (examples: public buses, ADA paratransit, Dial-A-Ride).  

· Yes




     

· No

A4:  
On a scale of 1-10 where 1 means “very dissatisfied” and 10 means “very satisfied,” how satisfied were you overall with the Orientation and Mobility services that BESB provided to you? ____

B. Communication Skills Training; Household Management, etc.

B1(a) 
Did you receive any Communication Skills training from a BESB Rehabilitation Teacher?  (Examples: Braille instruction, use of signature and check writing guides, using the telephone, tape recorder or other audio devices) 

· Yes ( if yes, go to question B1(b)




     

· No  ( if no, go to question B2(a)

B1(b)  
Did this training help to restore or maintain your ability to engage in your typical life activities? 

· Yes




     

· No

B2(a) 
Did you receive training in household management skills, personal grooming and hygiene, medication management, or recreational activities?  

· Yes (
if yes, go to question B2(b)



     

· No  (
if no to BOTH B1(a) and B2(a), go to question C1(a).  


If at least one is “yes,” go to question B3

B2(b)
Did this training help to restore or maintain your ability to engage in your typical life activities?

· Yes




     

· No

B3:  
On a scale of 1-10 where 1 means “very dissatisfied” and 10 means “very satisfied,” how satisfied were you overall with this training?  (i.e. communication skills, training, household management, etc.)  ___

C. Independent living aids and adaptive equipment

C1(a):  Did you receive any independent living aids or adaptive equipment through the agency? (Examples: handheld or video magnifiers, bump dots, liquid level measuring devices, talking calculators, talking watches, adaptive cooking items such as talking thermometers, black/white cutting boards and special knives, etc.)  

· Yes  ( 
if yes, go to question C1(b)


     

· No (  
if no, go to question C1(e)  

C1(b): Did you receive any training through BESB to use these devices? 

· Yes




     

· No

C1(c): Specifically, did you receive any computers or computer software through BESB?  (Examples: JAWS, Window Eyes or Zoom Text?)  

· Yes ( 
if yes, go to question C1(d)



     

· No (  
if no, go to question C1(e)    

C1(d):   Did you receive any training from BESB on how to use the computer or the software?  

· Yes




     

· No

C1(e):  Did you receive both a low vision evaluation and prescription eyeglasses from an eye doctor? 
· Yes ( 
if yes, go to question C1(f) 



     

· No  (  
If no and if yes to C1(a) then go to question C2;  


if no and if no  to C1(a) then go to question D1 

C1(f):  Did the glasses improve your vision?

· Significant benefit     

· Some benefit 




     

· No benefit 

C2:  
As a result of receiving an adaptive device or training from BESB to use the device, did you regain or improve any functional abilities that were previously lost as a result of your vision loss?   

· Yes


     

· No 

C3: 
On a scale from 1 to 10, where 1 means very dissatisfied and 10 means very satisfied, how would you rate your satisfaction with adaptive equipment and/or training that you received?  ___

D. General Questions

D1:   
As a result of receiving services from BESB, overall do you feel that you have greater control and confidence, less control and confidence, or would you say that services have made no difference in your control and confidence?  

· Greater control/confidence ( go to question D3

     

· Less control/confidence  ( go to question D2

· No difference ( go to question D2 

D2: 
Did you experience any changes in lifestyle for reasons not related to vision loss?  (e.g. decline in health, decline in cognitive ability, death of spouse, change in financial situation, etc.) 

· Yes


     

· No 

D3:  
On a scale from 1 to 10, where 1 means very dissatisfied and 10 means very satisfied, how would you rate your satisfaction with the  overall timeliness of services and responsiveness of BESB staff? ___

D4:   
On a scale from 1 to 10, where 1 means very dissatisfied and 10 means very satisfied, how would you rate your satisfaction with BESB staff including social workers, rehabilitation teachers and orientation and mobility instructors to communicate effectively?  For example, did you understand when they explained things, were they patient and respectful, and/or did they leave materials for you and/or your family for reference after they left? ___  

D5: 
Do you have any additional comments, complaints, or suggestions?  

Thank you for taking the time to participate in our survey.

Appendix B

Telephone Script

My name is ___________ and I am calling from the University of Connecticut Health Center, and we are working with the Services for the Blind. Our records indicate that you recently received assistance from the Services for the Blind, which is also known as BESB. We have been asked by BESB to survey people like yourself who have received assistance to determine your level of satisfaction with your services.  

The survey will take just a few minutes.  Do you have a few minutes to speak with me now? You have the right to refuse to be surveyed and a refusal will not affect your services. However, your opinions are very important to BESB.  

First, I want to assure you that any information you give us will be kept confidential and no one at BESB will see individual answers.  

You may decline to answer any question that makes you uncomfortable or that you do not wish to answer for any reason.

Thank you for your willingness to participate.  Do you have any questions about the telephone interview before we begin? 
Appendix C
	Client Comments

	Would like to get reading machine but can't get one.

	Would like a new magnifier as the one he has is 7 years old and does not help him; but indicated the state will not provide a new magnifier and no one has been in contact. Is very happy with optometrist service

	Would like to see if someone from BESB could go to "Care Connection" in Wilson at least once a week since that agency is not trained to deal with people with special needs (blind).

	Will move to adult housing in December. Most staff very good and accommodating and knowledgeable.

	When she calls NH Register reading program not all is being read - only part of newspaper. Not sure if this is BESB or NH service issue.

	When giving magnifiers, giving 2 is more useful than giving 1, to keep them in different parts of the house.

	We need their services. They are wonderful.

	Wants signature/check writing guide. Was never offered to her.

	Wants more recreational help and aids for cards, puzzles, games. BESB not responsive to calls.

	Wants more follow-up.

	Waiting for a 2010 calendar from BESB.

	Vision too impaired for devices to help.

	Viewer needs fixing

	Video machine at library or senior center would be a great asset.

	Very satisfied. I turned down a lot of services, but all I have to do is call if I want them.

	Very satisfied

	Very pleased with services. Timely and responsive.

	Very helpful.

	Very helpful, wonderful service.

	Very helpful with the equipment they gave me.

	Very helpful teaching me to cross the street.

	Very helpful and good with calling me back.

	Very happy with all the services.

	Very grateful for services they have provided. They have been very helpful

	Very good to me.

	Very dissatisfied, no follow-up, don’t know I exist

	Very disappointed, did not get any help. Therefore, could not rate staff.

	Unable to give answers on the 1-10 rating questions or "greater control/confidence" question.

	Trainer made her feel safer in home and outside. Initially used adaptive devices but self-learned how to work without them. 6-Week class was best

	Took a long time to get things started, then services went well. Did have a problem with radio, it was not for me.

	Took a long time before they came and showed how to use equipment.

	Too slow to respond. Has own computer, but asked for help - no follow-up from BESB.

	Things did not seem to help. Lost too much vision. Had stroke last year

	They were fine, it is my eyes that are the problem

	They showed up without contacting her. Next time she wouldn't let them in.

	They have been very responsive, helpful

	They do not check back too often

	The VA gave better evaluation and services.

	Tapes I do not care for - but I just return

	Takes a long time to get the equipment (glasses.)

	Suggestion: ask ESPN to announce sports scores more often as well as putting on TV screen. Gave video machine back - did not help. Cannot answer rating question on equipment. May be fine but eyes do not function any better.

	Staff very good and helpful when they came; video magnifier on order-not there yet

	Staff supposed to come back and never called or came back again.

	Slow to get to her. Not responsive, but when they did come all was explained OK but too quickly.

	She had a cane. Was told someone would come back and wrap it with white tape - never happened. They could use a shakeup.

	Several people have come from BESB; all around they were wonderful, can't think of anything else that they can do for her

	Services were not good. Does not feel she got much help.

	Services very good.

	Services are very helpful.

	Senior center presentation was very good

	Seems fine for me.

	Says he has not had any contact with BESB in several years.

	Saw Dr Kincaid but got no glasses. Cannot comment on staff questions. Does not remember - a long time ago.

	Right now BESB is responsive but prior 2 years was not.

	Repeatedly told can have certain equipment to help, but no follow through and haven't gotten equipment. Case manager needs to follow through.

	Refused most training and equipment. Went blind while in prison.

	Received reading machine

	Really happy with anything they're doing for me

	Really didn't receive services.

	Rating questions difficult to answer. Only received books on tape.

	Public needs education on what a white cane means - cars do not stop. Had problem with getting calls referred.

	Prescription only helps reduce glare from lights. BESB very responsive until mobility person died a few months ago. Likes mail updates.

	Positively caring

	Person only came 2 times to talk - no follow-up. Client is hard of hearing.

	Person from BESB came and explained, but client declined services at this time. Doesn't need services.

	Person did not understand rating scale

	Person came and showed her the items, then sent her to a store but she couldn’t afford items like she needs. No one came back after first visit 8 months ago

	Overall it was pretty negative. Didn't do much. Had to do it all myself.

	Overall I'm satisfied with their services.

	Only the reading machine - nothing else

	Only saw Dr. Kincaid

	Only one eye bad. Doesn't have any adaptive devices.

	Offered her some literature but she never used any services at all - can’t see - (in a facility of some kind)

	Nothing they can do for me. Can't see to cut my toenails and they won't pay for it.

	Not sure how to answer several questions. Got many things from Lion's Club. Can't remember which services came from Lion's Club and which from BESB. Would like a place to meet others like myself and learn more about low vision, like a support group.

	Not much communication with them. They didn't do much.

	Not as responsive as I need them to be.

	No real training. Dropped off equipment and they showed me in a few minutes

	No improvement - just helped me hold on to what I had.

	No difference in lifestyle confidence outside home, but more within home. Would like to see more of the 6-week program, like a support group with speakers to learn more and see other people with the same issues.

	Never received any services and would like to know what services are available. Someone only talked with him.

	Never had any services from BESB.

	Never got tape recorder.

	Needs someone to come to show her what is available; not happy with services

	Needs new person to contact since his person died. Video magnifier not yet received. It's been a few months and needs financial help to buy it.

	Needs more training

	Needs information on companies that offer jobs to people like me who can’t see too well

	Need to publicize services more. Individual services are good, but people don't know about them.

	Need follow-up from BESB. Can't see to find the number to call or have someone call.

	Most helpful to me and appreciate the services

	Low vision evaluation and glasses only worked some in the beginning.

	Love the watch!

	Love the talking books.

	Lost vision in only one eye; had limited services, limited contact; does things without aids and does for himself

	Lives in assisted living. Vision too far gone for aids to help

	Less control & confidence because made him aware of problems outside home and rudeness of public. BESB responsiveness is terrible - months go by without a follow-up. Needs magnifier for round containers, not just flat.

	Increase the budget so they can provide more services.

	In assisted living residence - never saw any staff from BESB - only Dr. Kincaid, who gave him lights - didn’t work

	In a wheelchair. Bad vision precludes use of electric wheelchair.

	I'm not blind

	I am so happy with them - they are the greatest people I have ever met

	Helped her in many little ways

	He wants JAWS but it's only supplied to people with a job. I don’t hear from them - they don’t respond – BESB Staff Person - it's been a year and a half and they don’t call back

	Having trouble getting to the right person for help, especially via phone. Would like follow-up. Needs phone equipment replacement.

	Haven't seen social worker in a long time but when I call they do respond quickly. Would like to use a computer.

	Have had no response from BESB for last two years.

	Have called them a couple of times and they do not return calls.

	Has 12-year old seeing eye dog. Needs new one. Hard to answer questions because only saw one person one time. Promised larger magnifier and never happened. Only here for another 2 months, then goes to Florida.

	Had very little communication with BESB; can't remember getting any services, only talking with someone

	Guy who brought CCTV left wrong one - too small. Half is cut off - not usable.

	Greater control and confidence in house only

	Great to have the services

	Great helpful people. Don't know what I'd do without them.

	Great great people - doing great job

	Got no training on use of white cane - just gave me the cane. Also, no instruction on how to use books on tape machine.

	Good to have confirmation that all adaptations already made were good

	Gave no answer to D3 because no one comes to visit. Wants to continue with BESB.

	Felt so comfortable with all of them.

	Facility provides services

	Eyes are the problem, not the equipment. Needs equipment to read books and CDs. Prefers walker to cane.

	Eyes are beyond usefulness of machines. Doesn't use any equipment they gave. Now 94 in assisted living. Equipment and magnifiers helped 3 years ago but not now.

	Dr. Kincaid was a disaster - had a very unpleasant experience. Glasses were $600. He said she was not legally blind so she had to pay. But she had a paper that said she was legally blind.

	Dr. Kincaid is wonderful.

	Dr. Kincaid is excellent.

	Dr, Kincaid puts you at ease. Lions Club low vision also helped.

	Doesn't remember many services or evaluations

	Disappointed with glasses and funding for them, and time lag between visit and glasses.

	Didn't need the services, already had magnifying glasses; and, BESB did not pursue client

	Didn't help worth a damn

	Did their thing but then gone. Don't hear anything more from them.

	Did not understand rating questions and could not answer - does not speak English well. Someone called her and came but nothing since. No one returns calls.

	Could not rate the staff. Could not use the glasses. Just some guy with sunglasses showed up and they didn't work. 

	Could not ask for more - terrific. Client had lived in MA - they gave him a wallet card with "legally blind." Would LOVE to have the same in CT. Spoke to director of BESB but nothing happened.

	Could not answer staff rating questions. BESB person she's dealing with is very busy, hasn't called back.

	Could not answer rating questions. Most services have come through son, a medical doctor, not through BESB.

	Could not answer rating questions. Would like computer to use to read and write. Would like BESB to call about services she could have.

	Could not answer rating questions. All success through Dr Lynch, not BESB.

	Could not answer most questions. Gets services from Lions Club, not BESB.

	Could not answer last 4 questions - hung up.

	Could be more follow-up. Have a feeling more options and alternatives are available which I am not told about. Could make things in even larger print.

	Concerned about BESB funding and lessening of services

	Client stopped answering mid-interview. Had no idea who had come or what they did.

	Client states no services were received

	Client says has had no services from BESB. Services came from companion and homemaker - home care aids.

	Client replied "I can't say, probably did not help" when asked to rate satisfaction with timeliness and responsiveness, and overall satisfaction with BESB staff.

	Client claims has not gotten any services yet.

	Cannot rate staff - only saw the person 2 times. It has been 3 months since video magnifier ordered and haven't received it yet - no follow-up.

	Cannot comment on questions - never received any services.

	Can’t say enough about them, I really can't

	Called the office. The person who answered did not like the response to a question - was rude.

	C2 answer refers to glasses only; for D3 & D5, says no one came to see her

	[C1(f)] - had cataract surgery; always had glasses; can’t answer the question

	Books on tape are wonderful. Otherwise, no other services gained.

	Blind all his life so we concentrated on last few years of services for survey. Need to keep on top of new things and offer them to us; need personal help with shopping throughout stores; need trustworthy helpers.

	BESB volunteer was no help and didn't follow up. Very disappointing - promises not kept. Feels frustrated because [name] was a longtime veteran volunteer. Social worker not responsive.

	BESB very encouraging - just great!  

	BESB understaffed. Usually no one responds, but when they did they were fine.

	BESB staff respectful and empathetic, but when you are blind, you are blind. They did everything they could.

	BESB social worker could not give list of facilities for future. Made her feel diabetes was her fault due to overweight. Mobility instructor was great.

	BESB services have badly deteriorated lately. They don't return calls, etc.

	BESB sent report to MVD and they pulled his license. Hoping surgery will give his back enough to drive - had 4 years left on license. Not happy about that.

	BESB sent her to School for the Blind in the mid-90's. No contact since then.

	Been an RN - not happy with patient skills of BESB visitor

	Appreciate the services.

	Appreciate all the information given and questions answered. Important to know information and what to expect. Teach people to be positive.

	Any time I asked for help I got it.

	All types of training included in 6-week course

	After moved tried to contact them and let them know where she moved to but no one called back

	Adaptive equipment only helpful at the beginning - not now. Never got the magnifier or tape recorder that were ordered.

	A wonderful service.
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