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Study Background TC "Study Background " \f C \l "1" 
The Vocational Rehabilitation Division at the Connecticut Board of Education and Services for the Blind (BESB) commissioned the Center for Public Policy and Social Research (CPPSR) at Central Connecticut State University (CCSU) to conduct a customer satisfaction survey of their service recipients for fiscal year 2009.  This work represents a continuation of research conducted by the Center for Survey Research and Analysis (CSRA) at the University of Connecticut (UConn) from fiscal years 2003 through 2008.  The purpose of this survey is to evaluate the services that clients received from the Vocational Rehabilitation Division at BESB.  

From August 3rd through 12th, 2009, CPPSR completed 52 full interviews with BESB service recipients.  The sample, as well as the instrument, was provided by BESB.  Each client was called a minimum of five times.  
CPPSR is utilizing CSRA’s data to draw longitudinal comparisons.  For reasons not detailed in their report, CSRA states that results from fiscal year 2005 cannot be compared with data from other years.  Thus, data from 2005 does not appear in this analysis.  Keeping in line with past reports, references to each year (e.g., 2009, 2008, etc.) refers to the “fiscal year.” 
Notable Findings for Fiscal Year 2009 TC " Notable Findings for Fiscal Year 2007 " \f C \l "1" 
A. Overall

In 2009, BESB continues to receive high marks for their Vocational Rehabilitation Services and counselors.  An outstanding nine out of ten clients (90%) reported that they would recommend BESB Vocational Rehabilitation Services to a friend.  

This year the BESB Vocational Rehabilitation Division had 110 clients who achieved employment outcomes.  It should be noted that drawing definitive conclusions is difficult with a population of this size.  Given this small population, any shift in figures from 2008 to 2009 was not deemed to be statistically significant.
Low Vision Services remain the most widely-used service (81%), showing a marked increase from 2008 (up 6 percentage points).  This is followed most closely by Rehabilitation Equipment services (67%), which reports a slight drop in usage compared to 2008 (down 6 percentage points).  Reader Services, Skills Training, and Rehabilitation Equipment Services all saw decreases in usage compared to last year.

B. Services

Overall, BESB clients reported a high level of satisfaction across all services (based on a 1-10 scale).  Reader Services reported the highest level of satisfaction with a mean of 9.57, up slightly from last year (+.57).  Personal Care Attendant Services rated second in satisfaction with a mean of 9, up noticeably from 2008 (+1.20).  The greatest downward movement was reported in Transportation Services with a mean of 8.13, down .87 from last year.  This was followed by Low Vision Services (mean of 7.79, -.68) and Skills Training (mean of 7.92, -.55).
C. Counselors

Counselors, much like services, continue to be highly rated in 2009, particularly for their professionalism (mean of 9.12 on a ten-point scale; up .44).  Notably, seven out of the nine mean ratings related to counselors saw increases in satisfaction.

The two aspects of counselors that saw decreases were providing information in a format that clients could use (mean of 8.03; down .03) and recognizing the client’s special needs (mean of 7.22, down .34).  These decreases in satisfaction are negligible.

All aspects of BESB’s counselors received satisfaction levels of “7” or greater (measured on a 1-10 point scale), with a low of 7.22 (for recognizing the client’s special needs).  The most highly-rated aspects of counselors were their professionalism (mean of 9.12; up .44), knowledge (mean of 8.86; up .30), understanding clients Vocational Rehabilitation Rights (mean of 8.39; up .75), and satisfaction of referral (mean of 8.34, up .14).  It should be noted that the 2009 mean satisfaction rating for understanding client Vocational Rehabilitation Rights is the highest it has ever been.   

Frequency of BESB Services TC "Ratings for BESB Services" \f C \l "1" 
Clients were asked what type of services they received from BESB.  They were then asked to evaluate these services on a 1 to 10 point satisfaction scale, where one means dissatisfaction and ten means high satisfaction.  

Low Vision Services remain the most widely-used service (81%), showing a marked increase from 2008 (up 6 percentage points).  This is followed most closely by Rehabilitation Equipment Services (67%), which reports a slight drop in usage compared to last year (down 6 percentage points).  Other services lag behind substantially in usage statistics, with the third most widely used service being Skills Training (23%).  This service saw a notable drop in usage from 2008 (down 9 percentage points).

The remaining services are utilized by less than one in five clients, respectively.  Reader Services dropped slightly (13.5% usage, down 1.5 percentage points from 2008).  This was the only remaining service that saw a decrease in usage.

The remaining four services saw small, but insignificant, increases in usage.  The greatest gain was in the Higher Education Training and Transportation, which both polled at identical figures (17%, up 3 percentage points, respectively).  Other services that saw slight increases were Small Business (11.5%, up .5 percentage points) and Personal Care Attendant (6%, up 1 percentage point).   

Frequency of Services Received

	Low Vision 2009
	81%

	Low Vision 2008
	         75%

	Low Vision 2007
	78%

	Low Vision 2006
	76%

	Low Vision 2004
	81%

	Low Vision 2003
	87%


	Rehab Equipment 2009
	67%

	Rehab Equipment 2008
	73%

	Rehab Equipment 2007
	81%

	Rehab Equipment 2006
	75%

	Rehab Equipment 2004
	71%

	Rehab Equipment 2003
	71%


	Skills Training 2009
	23%

	Skills Training 2008
	32%

	Skills Training 2007
	27%

	Skills Training 2006
	32%

	Skills Training 2004
	29%

	Skills Training 2003
	31%


	Reader 2009
	13.5%

	Reader 2008
	15%

	Reader 2007
	18%

	Reader 2006
	32%

	Reader 2004
	29%

	Reader 2003
	31%


	Higher Education Training 2009
	17%

	Higher Education Training 2008
	14%

	Higher Education Training 2007
	21%

	Higher Education Training 2006
	20%

	Higher Education Training 2004
	11%

	Higher Education Training 2003
	14%


	Transportation 2009
	17%

	Transportation 2008
	14%

	Transportation 2007
	14%

	Transportation 2006
	14%

	Transportation 2004
	16%

	Transportation 2003
	14%


	Small Business 2009
	11.5%

	Small Business 2008
	11%

	Small Business 2007
	7%

	Small Business 2006
	14%

	Small Business 2004
	10%

	Small Business 2003
	9%


	Personal Care Attendant 2009
	6%

	Personal Care Attendant 2008
	5%

	Personal Care Attendant 2007
	2%

	Personal Care Attendant 2006
	7%

	Personal Care Attendant 2004
	11%

	Personal Care Attendant 2003
	12%


Mean Satisfaction Service Ratings
To measure the satisfaction of services received, clients were asked to rate each service on a 1 to 10 point scale.  A rating of “10” meant the client was “Very Satisfied” and a rating of “1” meant the client was “Very Dissatisfied.”  The mean scores for these ratings are reported below.  Clients who rated the services on the high (8-10) and low (1-3) end of the scale were asked a follow-up question about the reason for their rating. 

Overall, BESB clients reported a high level of satisfaction across all services.  Reader Services reported the highest level of satisfaction with a mean of 9.57, up slightly from last year (+.57).  Personal Care Attendant Services rated second in satisfaction with a mean of 9, up noticeably from 2008 (+1.20).

Two services saw small increases in satisfaction from 2008.  These services were Rehabilitation Equipment (mean of 8.80, +.18) and Small Business (mean of 8.17, +.39). 

The remaining services saw small decreases in satisfaction compared to 2008.  The greatest downward movement was reported in Transportation Services (mean of 8.13, -.87).  This was followed by Low Vision Services (mean of 7.79, -.68), Skills Training (7.92, -.55), and Higher Education training (8.33, -.29).  Even those these four services saw a slight decrease in satisfaction, it is important to note that overall satisfaction on these services is still high.

In interpreting these results, it is important to note the issue of sample size.  This is of particular relevance to Higher Education, Skills, and Small Business Services.  Given the small sample sizes presented in these responses, one should not place too much significance on the decreases in satisfaction.
Mean Satisfaction Ratings

	Transportation 2009
	8.13

	Transportation 2008
	9.00

	Transportation 2007
	8.38

	Transportation 2006
	8.92

	Transportation 2004
	8.27

	Transportation 2003
	8.09


	Reader 2009
	9.57

	Reader 2008
	9.00

	Reader 2007
	9.40

	Reader 2006
	8.44

	Reader 2004
	8.58

	Reader 2003
	8.89


	Rehab Equipment 2009
	8.80

	Rehab Equipment 2008
	8.62

	Rehab Equipment 2007
	8.43

	Rehab Equipment 2006
	8.38

	Rehab Equipment 2004
	8.76

	Rehab Equipment 2003
	8.68


	Higher Education Training 2009
	8.33

	Higher Education Training 2008
	8.62

	Higher Education Training 2007
	7.79

	Higher Education Training 2006
	8.47

	Higher Education Training 2004
	8.07

	Higher Education Training 2003
	8.86


	Low Vision 2009
	7.79

	Low Vision 2008
	8.47

	Low Vision 2007
	8.87

	Low Vision 2006
	8.65

	Low Vision 2004
	8.95

	Low Vision 2003
	8.89


	Skills Training 2009
	7.92

	Skills Training 2008
	8.47

	Skills Training 2007
	8.50

	Skills Training 2006
	7.89

	Skills Training 2004
	8.41

	Skills Training 2003
	8.62


	Personal Care Attendant 2009
	9.00

	Personal Care Attendant 2008
	7.80

	Personal Care Attendant 2007
	10.00

	Personal Care Attendant 2006
	9.33

	Personal Care Attendant 2004
	8.87

	Personal Care Attendant 2003
	8.45


	Small Business 2009
	8.17

	Small Business 2008
	7.78

	Small Business 2007
	8.33

	Small Business 2006
	7.75

	Small Business 2004
	6.71

	Small Business 2003
	7.00


Low Vision Services

Low Vision Services showed notable movement away from high levels of satisfaction (rating of 8-10) towards average satisfaction (rating of 4-7).  Reports of high satisfaction (61%) decreased by 16 percentage points, while reports of average satisfaction (30%) rose by 15 percentage points from 2008.  
Reasons for reporting high satisfaction with Low Vision Services differed greatly.  Two out of five clients (19%) cited that the service meet their needs and/or expectations.  Slightly more than one in ten (12%) reported that access to the service was coordinated effectively.  Just shy of one in ten (8%) felt that the provider was knowledgeable and caring, while the same number (8%) reported that the service was timely.  Notably, half of all highly satisfied clients (50%) cited “all of the above,” a volunteered response.  One client stated, “Julie and staff were wonderful and anything they would do for me was wonderful.”
Three clients identified reasons why they were dissatisfied (rating LVS between 1-3).  One client (33%) believed that the quality of the service was poor, one (33%) felt that the service was not timely, and the third (33%) believed that BESB had “stopped this service.”
How satisfied were you with Low Vision Services? 
2003 n=142, 2004 n=114, 2006 n=64, 2007 n=69, 2008 n=71, 2009 n =34
	1-3 Rating 2009
	9%

	1-3 Rating 2008
	6%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	3%

	1-3 Rating 2004
	3%

	1-3 Rating 2003
	4%


	4-7 Rating 2009
	30%

	4-7 Rating 2008
	15%

	4-7 Rating 2007
	19%

	4-7 Rating 2006
	20%

	4-7 Rating 2004
	11%

	4-7 Rating 2003
	8%


	8-10 Rating 2009
	61%

	8-10 Rating 2008
	77%

	8-10 Rating 2007
	81%

	8-10 Rating 2006
	77%

	8-10 Rating 2004
	85%

	8-10 Rating 2003
	88%


Rehabilitation Technology and Adaptive Equipment Services

There was little movement in satisfaction levels of Rehabilitation Technology and Adaptive Equipment Services.  Satisfaction levels continue to remain strong, with four out of five clients (80%; down 4 percentage points) reporting high satisfaction with the services.  No clients (0%; down 3 percentage points) expressed dissatisfaction.  One in five clients (20%; up 8 percentage points) reported average satisfaction.

Of clients who voiced high levels of satisfaction, a plurality (44%) cited that the service met their needs and/or expectations.  One in four (25%) cited that the provider was knowledgeable and/or caring.  One client noted, “professional conduct, and the people were very friendly.”
How satisfied were you with Rehabilitation Technology and Adaptive Equipment Services? 

2003 n=113, 2004 n=114, 2006 n=60, 2007 n=72, 2008 n=69, 2009 n= 35
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	3%

	1-3 Rating 2007
	4%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	3%

	1-3 Rating 2003
	2%


	4-7 Rating 2009
	20%

	4-7 Rating 2008
	12%

	4-7 Rating 2007
	17%

	4-7 Rating 2006
	27%

	4-7 Rating 2004
	14%

	4-7 Rating 2003
	16%


	8-10 Rating 2009
	80%

	8-10 Rating 2008
	84%

	8-10 Rating 2007
	79%

	8-10 Rating 2006
	73%

	8-10 Rating 2004
	83%

	8-10 Rating 2003
	80%


Skills Training Services
Compared to 2008, clients reported a notable drop in satisfaction towards Skills Training Services.  Three out of five clients (61%; down 19 percentage points) report high levels of satisfaction.  This 19% drop is substantial, as it represents the lowest level of satisfaction in the history of this survey.
The reason for this drop is not well understood.  Only those who offer a dissatisfied rating (a rating of 1-3) are asked to discuss the reason(s) for their dissatisfaction.  As in previous years, only one client was asked this follow-up.  This client noted that, “they sent me to a school for blind people, they didn't teach me to use what I have.”

Half of all highly satisfied clients (50%) reported that the service met their needs and/or expectations.  Nearly two in five  (38%) felt that the provider was knowledgeable and/or caring, while the remainder (12%) felt that the service was timely.  One individual cited that, “these services taught me how to keep up with the technology.”
How satisfied were you with Skills Training Services? 

2003 n=50, 2004 n=41, 2006 n=27, 2007 n=24, 2008 n=30, 2009 n= 13
	1-3 Rating 2009
	          8%

	1-3 Rating 2008
	3%

	1-3 Rating 2007
	4%

	1-3 Rating 2006
	4%

	1-3 Rating 2004
	5%

	1-3 Rating 2003
	4%


	4-7 Rating 2009
	23%

	4-7 Rating 2008
	17%

	4-7 Rating 2007
	25%

	4-7 Rating 2006
	33%

	4-7 Rating 2004
	19%

	4-7 Rating 2003
	18%


	8-10 Rating 2009
	61%

	8-10 Rating 2008
	80%

	8-10 Rating 2007
	71%

	8-10 Rating 2006
	63%

	8-10 Rating 2004
	76%

	8-10 Rating 2003
	78%


Higher Education Training Services
Higher Education Training Services saw a noticeable decrease in high satisfaction rates compared to 2008.  The rate presented in 2009 (78%; down 14 percentage points) more closely mirrors the figures presented in the years prior to 2008.  However, it is hard to draw any firm conclusions with these figures due to small the sample size (n=10).    

As in the case of Skills Training Services, the reason for this drop in satisfaction is not well understood.  Only one client was prompted to describe their dissatisfaction with the service.  This client cited an experience that dated back a number of decades.  The client notes, “the school was a horrible experience in 1972, because the school told the state that they had adaptive equipment and that wasn’t the case.  I didn’t need large print books.”
Clients cited a number of reasons for their high level of satisfaction with Higher Education Training Services.  It is notable that more than four out of ten clients (44%) volunteered that they were happy with the service for all of the reasons asked about on the survey.
How satisfied were you with Higher Education Training Services? 

2003 n=22, 2004 n=15, 2006 n=17, 2007 n=19, 2008 n=13, 2009 n=10
	1-3 Rating 2009
	11%

	1-3 Rating 2008
	0%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	0%

	1-3 Rating 2003
	0%


	4-7 Rating 2009
	11%

	4-7 Rating 2008
	8%

	4-7 Rating 2007
	26%

	4-7 Rating 2006
	24%

	4-7 Rating 2004
	33%

	4-7 Rating 2003
	23%


	8-10 Rating 2009
	78%

	8-10 Rating 2008
	92%

	8-10 Rating 2007
	74%

	8-10 Rating 2006
	77%

	8-10 Rating 2004
	67%

	8-10 Rating 2003
	73%


Reader Services
Reader Services reported the highest level of satisfaction across all BESB services, with all clients (100%) reporting high levels of satisfaction (8-10 rating). 

More than half of these clients (58%) cited that the service met their needs and/or expectations.  Three other categories equally split the remainder of the respondents.  These categories were that the provider was knowledgeable and/or caring (14%), all of the above (14%), and other (14%).  The respondent that noted “other” stated, “people were so supportive.”
How satisfied were you with Reader Services? 

2003 n=22, 2004 n=15, 2006 n=9, 2007 n=15, 2008 n=14, 2009 n=7
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	0%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	0%

	1-3 Rating 2003
	7%


	4-7 Rating 2009
	0%

	4-7 Rating 2008
	29%

	4-7 Rating 2007
	0%

	4-7 Rating 2006
	22%

	4-7 Rating 2004
	27%

	4-7 Rating 2003
	10%


	8-10 Rating 2009
	100%

	8-10 Rating 2008
	64%

	8-10 Rating 2007
	100%

	8-10 Rating 2006
	78%

	8-10 Rating 2004
	73%

	8-10 Rating 2003
	79%


Transportation Services for Training Programs or Employment
Satisfaction ratings of Transportation Services slipped from 2008.  This service saw the lowest client usage reported to date  (n=8).  Just over three in five clients reported high levels of satisfaction (62.5%; down 14.5%).  The number of clients reporting average satisfaction more than doubled (37.5%; up 22.5%).  Similar to the data reported over the past three years, no clients reported dissatisfaction with the service.  

In thinking about ways that the service could be improved, one client volunteered that, “[the service was] not on time every day.”  Highly satisfied clients noted a variety of reasons for their opinion.  One in five clients cited that the service met their expectations (20%), that the provider was caring and/or knowledgeable (20%), and that access to the service was coordinated effectively (20%).  Two in five clients (40%) volunteered that they were highly satisfied with the service due to all of the reasons asked about in the survey.
How satisfied were you with Transportation Services for Training Programs or Employment? 

2003 n=23, 2004 n=22, 2006 n=12, 2007 n=13, 2008 n=13, n=8
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	0%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	9%

	1-3 Rating 2003
	4%


	4-7 Rating 2009
	37.5%

	4-7 Rating 2008
	15%

	4-7 Rating 2007
	31%

	4-7 Rating 2006
	8%

	4-7 Rating 2004
	14%

	4-7 Rating 2003
	35%


	8-10 Rating 2009
	62.5%

	8-10 Rating 2008
	77%

	8-10 Rating 2007
	69%

	8-10 Rating 2006
	92%

	8-10 Rating 2004
	77%

	8-10 Rating 2003
	61%


Personal Care Attendant Services
Personal Care Attendant Services saw a slight increase in satisfaction levels compared to 2008.  Over two-thirds of all respondents reported high satisfaction (67%; up 7 percentage points).  One-third of all respondents reported average satisfaction (33%; down seven percentage points).  In line with data from the past three years, no clients reported dissatisfaction with the service.
One-third of all highly satisfied clients (33%) reported that they felt the service met their expectations, while the same number (33%) felt the access to the service was coordinated effectively.  One-third of all clients (33%) volunteered that they were highly satisfied with the service due to all of the reasons asked about in the survey.
How satisfied were you with Personal Care Attendant Services? 

2003 n=23, 2004 n=22, 2006 n=6, 2007 n=2, 2008 n=5, 2009 n-3
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	0%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	6%

	1-3 Rating 2003
	5%


	4-7 Rating 2009
	33%

	4-7 Rating 2008
	40%

	4-7 Rating 2007
	0%

	4-7 Rating 2006
	0%

	4-7 Rating 2004
	7%

	4-7 Rating 2003
	15%


	8-10 Rating 2009
	67%

	8-10 Rating 2008
	60%

	8-10 Rating 2007
	100%

	8-10 Rating 2006
	100%

	8-10 Rating 2004
	87%

	8-10 Rating 2003
	80%


Small Business Ventures Services
Reports of high satisfaction with BESB’s Small Business Venture Services increased significantly in 2009 (67%; up 17 percentage points).  Clients reporting average levels of satisfaction dropped (33; down 7 percentage points from 2008).  As with 2007 and 2008, no clients reported dissatisfaction.
Two-in-five (40%) reporting high levels of satisfaction cited that the service met their expectations.  One-in-five (20%) felt that the provider was caring and/or knowledgeable, while the same number of clients (20%) volunteered that they were highly satisfied with the service due to all of the reasons asked about in the survey.  One client noted, “[I] got what I needed in a courteous and timely manner.”

How satisfied were you with Small Business Ventures Services? 

2003 n=15, 2004 n=14, 2006 n=12, 2007 n=6, 2008 n=10, 2009 n=6
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	0%

	1-3 Rating 2007
	0%

	1-3 Rating 2006
	8%

	1-3 Rating 2004
	21%

	1-3 Rating 2003
	13%


	4-7 Rating 2009
	33%

	4-7 Rating 2008
	40%

	4-7 Rating 2007
	33%

	4-7 Rating 2006
	33%

	4-7 Rating 2004
	22%

	4-7 Rating 2003
	34%


	8-10 Rating 2009
	67%

	8-10 Rating 2008
	50%

	8-10 Rating 2007
	67%

	8-10 Rating 2006
	58%

	8-10 Rating 2004
	57%

	8-10 Rating 2003
	53%


BESB Counselor Ratings TC "BESB Counselor Ratings" \f C \l "1" 
Counselors, much like services, continue to be highly rated in 2009, particularly for their professionalism (mean of 9.12; up .44).  Notably, seven out of the nine mean ratings measuring various aspects of counselors saw increases in satisfaction.
The two aspects of counselors that saw decreases in satisfaction were providing information in a format that clients could use (mean of 8.03; down .03) and recognizing the client’s special needs (mean of 7.22, down .34).  These decreases in satisfaction are negligible.

All aspects of BESB’s counselors received satisfaction levels of “7” or greater (on a 1-10 point scale), with a low of 7.22 (reported for recognizing the special needs of the client).  The most highly-rated aspects of counselors were their professionalism (mean of 9.12; up .44), knowledge (8.86; up .30), understanding the client’s Vocational Rehabilitation Rights (8.39; up .75), and satisfaction of referral (8.34, up .14).  It should be noted that the 2009 mean satisfaction rating for understanding client Vocational Rehabilitation Rights is the highest it has ever been.   

Mean Counselor Ratings

	Professionalism of Counselor 2009
	9.12

	Professionalism of Counselor 2008
	8.68

	Professionalism of Counselor 2007
	8.83

	Professionalism of Counselor 2006
	9.19

	Professionalism of Counselor 2004
	9.13

	Professionalism of Counselor 2003
	9.01


	Knowledge of Counselor 2009
	8.86

	Knowledge of Counselor 2008
	8.36

	Knowledge of Counselor 2007
	8.51

	Knowledge of Counselor 2006
	8.84

	Knowledge of Counselor 2004
	8.9

	Knowledge of Counselor 2003
	8.68


	Satisfaction of Referral 2009
	8.34

	Satisfaction of Referral 2008
	8.2

	Satisfaction of Referral 2007
	8.80

	Satisfaction of Referral 2006
	8.42

	Satisfaction of Referral 2004
	8.67

	Satisfaction of Referral 2003
	8.5


	Provide information in the format you use 2009
	8.03

	Provide information in the format you use 2008
	8.06

	Provide information in the format you use 2007
	8.78

	Provide information in the format you use 2006
	8.57

	Provide information in the format you use 2004
	8.53

	Provide information in the format you use 2003
	8.3


	Understand your Vocational Rehabilitation Rights 2009
	8.39

	Understand your Vocational Rehabilitation Rights 2008
	7.64

	Understand your Vocational Rehabilitation Rights 2007
	8.3

	Understand your Vocational Rehabilitation Rights 2006
	8.09

	Understand your Vocational Rehabilitation Rights 2004
	8.2

	Understand your Vocational Rehabilitation Rights 2003
	8.07


	Develop your IPE 2009
	7.83

	Develop your IPE 2008
	7.62

	Develop your IPE 2007
	8.06

	Develop your IPE 2006
	7.87

	Develop your IPE 2004
	7.9

	Develop your IPE 2003
	7.8


	Recognize your special needs 2009
	7.22

	Recognize your special needs 2008
	7.56

	Recognize your special needs 2007
	8.12

	Recognize your special needs 2006
	8.03

	Recognize your special needs 2004
	8.05

	Recognize your special needs 2003
	7.84


	Identify your career goals 2009
	7.47

	Identify your career goals 2008
	7.43

	Identify your career goals 2007
	7.71

	Identify your career goals 2006
	7.75

	Identify your career goals 2004
	7.88

	Identify your career goals 2003
	7.47


	Understand the process for complaint resolution 2009
	7.82

	Understand the process for complaint resolution 2008
	7.12

	Understand the process for complaint resolution 2007
	7.83

	Understand the process for complaint resolution 2006
	7.51

	Understand the process for complaint resolution 2004
	7.95

	Understand the process for complaint resolution 2003
	7.52


Helping Develop an Individualized Plan for Employment (IPE)
Slightly under half of all clients (46%) reported high satisfaction (rating of 8-10) with their counselor’s assistance in developing an IPE.  This is a small decrease from those reporting high satisfaction in 2008 (down 6 percentage points).  The number of clients reporting average satisfaction (rating of 4-7) nearly doubled from 2008 (17%, up 8 percentage points).  Notably,   the percentage of clients reporting dissatisfaction shrunk from 2008 (4%, down 7 percentage points).
Of those reported dissatisfaction, one-third (33%) of these clients felt that the service was not timely.  The remaining two-thirds cited “other” reasons for their dissatisfaction.  One respondent stated, “I discussed the program with the counselor and she initiated the program and she never came back and furthered anything with it.”  Of those reporting high levels of satisfaction, the plurality of respondents (39%) felt that the provider was knowledgeable and/or caring.
…helping you to develop your Individualized Plan for Employment, or IPE? 

2003 n=163, 2004 n=141, 2006 n=85, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	4%

	1-3 Rating 2008
	11%

	1-3 Rating 2007
	8%

	1-3 Rating 2006
	7%

	1-3 Rating 2004
	4%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	17%

	4-7 Rating 2008
	9%

	4-7 Rating 2007
	13%

	4-7 Rating 2006
	15%

	4-7 Rating 2004
	14%

	4-7 Rating 2003
	14%


	8-10 Rating 2009
	46%

	8-10 Rating 2008
	52%

	8-10 Rating 2007
	58%

	8-10 Rating 2006
	57%

	8-10 Rating 2004
	44%

	8-10 Rating 2003
	42%


	DK/Ref 2009
	33%

	DK/Ref 2008
	28%

	DK/Ref 2007
	21%

	DK/Ref 2006
	21%

	DK/Ref 2004
	38%

	DK/Ref 2003
	38%


Identifying Career Goals
Client satisfaction related to help with identifying career goals saw very little movement from 2008.  There was a small yet insignificant drop in high levels of satisfaction (44%, down 4 percentage points). The number of clients reporting average satisfaction (19%, up 2 percentage points), as well as dissatisfaction (10%, down 1 percentage points), closely mirrored the 2008 figures.  Also similar to 2008, more than one-quarter (27%, up 3 percentage points) were either unwilling or unable to answer the question.
Of those clients reporting dissatisfaction, half (50%) cited that their needs were ignored.  Of those reporting high levels of satisfaction, the most commonly cited reasons were that the provider was knowledgeable and/or caring (30%) all reasons mentioned in the question (volunteered by 26%), and that the service met the client’s needs and/or expectations (22%). 
…helping you identify your career goals? 

2003 n=163, 2004 n=141, 2006 n=85, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	10%

	1-3 Rating 2008
	11%

	1-3 Rating 2007
	8%

	1-3 Rating 2006
	11%

	1-3 Rating 2004
	6%

	1-3 Rating 2003
	9%


	4-7 Rating 2009
	19%

	4-7 Rating 2008
	17%

	4-7 Rating 2007
	16%

	4-7 Rating 2006
	15%

	4-7 Rating 2004
	12%

	4-7 Rating 2003
	13%


	8-10 Rating 2009
	44%

	8-10 Rating 2008
	48%

	8-10 Rating 2007
	58%

	8-10 Rating 2006
	51%

	8-10 Rating 2004
	42%

	8-10 Rating 2003
	36%


	DK/Ref 2009
	27%

	DK/Ref 2008
	24%

	DK/Ref 2007
	19%

	DK/Ref 2006
	24%

	DK/Ref 2004
	40%

	DK/Ref 2003
	42%


Recognizing Special Needs in Regards to Employment
There was a downward shift in satisfaction regarding counselor’s ability to recognize client special needs for employment.  Only two in five (41%) reported high levels of satisfaction, down 12 percentage points from last year.  The number of clients reporting average satisfaction went up (21%; up 10 percentage points), while the number reporting dissatisfaction decreased slightly (8%; down 4 percentage points).

Clients reporting dissatisfaction cited a number of reasons, with four reasons splitting the respondents equally.  These reasons were that the quality of the product was poor (25%), lack of follow-up (25%), needs being ignored (25%), and “other” (25%).  The client that noted “other” stated, “I needed more help in certain areas.  BESB services were never formally described to me.”

Those reporting high satisfaction felt that the provider was knowledgeable and/or caring (29%), or that the service met their expectations (24%).  Nearly three in ten (28%) volunteered that they agreed with all of the reasons mentioned in the question. 
…recognizing your special needs in regards to employment? 

2003 n=163, 2004 n=141, 2006 n=85, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	8%

	1-3 Rating 2008
	12%

	1-3 Rating 2007
	7%

	1-3 Rating 2006
	8%

	1-3 Rating 2004
	3%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	21%

	4-7 Rating 2008
	11%

	4-7 Rating 2007
	18%

	4-7 Rating 2006
	15%

	4-7 Rating 2004
	14%

	4-7 Rating 2003
	13%


	8-10 Rating 2009
	41%

	8-10 Rating 2008
	53%

	8-10 Rating 2007
	61%

	8-10 Rating 2006
	53%

	8-10 Rating 2004
	42%

	8-10 Rating 2003
	42%


	DK/Ref 2009
	30%

	DK/Ref 2008
	25%

	DK/Ref 2007
	14%

	DK/Ref 2006
	24%

	DK/Ref 2004
	41%

	DK/Ref 2003
	39%


Understanding Vocational Rehabilitation Rights and Responsibilities
Half of all clients (50%) reported high levels of satisfaction with their counselor’s ability to help them understand their Vocational Rehabilitation Rights and Responsibilities.  This number represents a slight increase from 2008 (up 3 percentage points).  For this first time in this history of this survey, no clients (0%) reported dissatisfaction (down 6 percentage points).  Nearly one third of all clients (31%) were unable or unwilling to respond.
Of those clients reporting high levels of satisfaction, the most commonly cited reason was that the provider was knowledgeable and/or caring (33%).  Another widely-cited reason was that the service met the client’s expectations (22%).  One client offered a very powerful response in saying, “He let me know I was still capable of a job and be a person again.  I am still whole minus eyes.  I can still earn paycheck and good enough to be out in the world; don’t have to be locked up in a home. I can still contribute to society.”
…help you understand your Vocational Rehabilitation Rights and responsibilities? 

2003 n=163, 2004 n=141, 2006 n=85, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	6%

	1-3 Rating 2007
	6%

	1-3 Rating 2006
	9%

	1-3 Rating 2004
	3%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	19%

	4-7 Rating 2008
	23%

	4-7 Rating 2007
	16%

	4-7 Rating 2006
	18%

	4-7 Rating 2004
	16%

	4-7 Rating 2003
	14%


	8-10 Rating 2009
	50%

	8-10 Rating 2008
	47%

	8-10 Rating 2007
	68%

	8-10 Rating 2006
	61%

	8-10 Rating 2004
	44%

	8-10 Rating 2003
	53%


	DK/Ref 2009
	31%

	DK/Ref 2008
	23%

	DK/Ref 2007
	11%

	DK/Ref 2006
	12%

	DK/Ref 2004
	37%

	DK/Ref 2003
	37%


Understanding the Process for Formal Complaint Resolution
Client satisfaction ratings with their counselor’s explanations of the formal complaint resolution process rebounded from 2008.  The number of clients reporting high levels of satisfaction increased noticeably (41%; up 7 percentage points), while dissatisfactory ratings dropped (2%; down 6 percentage points).  The number of clients reporting average satisfaction was virtually identical to 2008 (21%; up 1 percentage point).

Of all clients reporting high levels of satisfaction, nearly two in five (38%) felt that the provider was knowledgeable and/or caring.  One in ten (10%) felt that the service met their expectations.  One-third (32%) volunteered that they agreed with all of the reasons mentioned in the question.
…help you understand the process for formal complaint resolution? 

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	2%

	1-3 Rating 2008
	8%

	1-3 Rating 2007
	8%

	1-3 Rating 2006
	10%

	1-3 Rating 2004
	8%

	1-3 Rating 2003
	9%


	4-7 Rating 2009
	21%

	4-7 Rating 2008
	20%

	4-7 Rating 2007
	17%

	4-7 Rating 2006
	17%

	4-7 Rating 2004
	8%

	4-7 Rating 2003
	14%


	8-10 Rating 2009
	41%

	8-10 Rating 2008
	34%

	8-10 Rating 2007
	56%

	8-10 Rating 2006
	45%

	8-10 Rating 2004
	41%

	8-10 Rating 2003
	42%


	DK/Ref 2009
	36%

	DK/Ref 2008
	38%

	DK/Ref 2007
	20%

	DK/Ref 2006
	29%

	DK/Ref 2004
	43%

	DK/Ref 2003
	35%


Providing Information in the Format You Use
The number of clients reporting high levels of satisfaction with their counselor providing information in the format they can use dropped noticeably from 2008.  For the first time in the history of the survey, less that half of all respondents expressed high satisfaction (49%; down 10 percentage points).  The number of clients reporting average satisfaction remained comparable to 2008 (13%; down 1 percentage point), while the number of dissatisfied clients dropped (5%; down 3 percentage points).  It is interesting to note that one-third of all clients reported that they did not know how to rate the service, or refused to answer the question (33%).

Of those who reported dissatisfaction, and to whom the question was applicable, three reasons were cited for the dissatisfactory review.  These reasons were lack of follow-up (33%), needs being ignored (33%), and lack of transportation (33%).  The majority of clients who reported high level of satisfaction cited that the service met their needs and/or expectations (52%). 
…providing any information in the format you use? 

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	5%

	1-3 Rating 2008
	8%

	1-3 Rating 2007
	1%

	1-3 Rating 2006
	5%

	1-3 Rating 2004
	4%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	13%

	4-7 Rating 2008
	14%

	4-7 Rating 2007
	13%

	4-7 Rating 2006
	11%

	4-7 Rating 2004
	9%

	4-7 Rating 2003
	12%


	8-10 Rating 2009
	49%

	8-10 Rating 2008
	59%

	8-10 Rating 2007
	68%

	8-10 Rating 2006
	68%

	8-10 Rating 2004
	57%

	8-10 Rating 2003
	57%


	DK/Ref 2009
	33%

	DK/Ref 2008
	19%

	DK/Ref 2007
	18%

	DK/Ref 2006
	17%

	DK/Ref 2004
	30%

	DK/Ref 2003
	25%


Referrals Provided by Counselors
Client satisfaction with the referrals provided by their counselors remained stable, with figures closely mirroring those measured in 2008.  More than three in five clients (62%) reported high levels of satisfaction (down 1 percentage point).  One in five clients (19%) reported average satisfaction with referrals (up 2 percentage points), while only 4% reported dissatisfaction (down 2 percentage points).

Of those clients reporting dissatisfaction with the referrals, half (50%) cited that there was no follow-up, while the other half (50%) felt their needs were ignored.  The most commonly cited reasons for high satisfactory ratings were that the service met the client’s needs and/or expectations (28%), and that the provider was knowledgeable and/or caring (28%).
...any referral provided by your counselor? 

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n-52
	1-3 Rating 2009
	4%

	1-3 Rating 2008
	6%

	1-3 Rating 2007
	2%

	1-3 Rating 2006
	5%

	1-3 Rating 2004
	4%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	19%

	4-7 Rating 2008
	17%

	4-7 Rating 2007
	12%

	4-7 Rating 2006
	16%

	4-7 Rating 2004
	10%

	4-7 Rating 2003
	10%


	8-10 Rating 2009
	62%

	8-10 Rating 2008
	63%

	8-10 Rating 2007
	70%

	8-10 Rating 2006
	71%

	8-10 Rating 2004
	68%

	8-10 Rating 2003
	66%


	DK/Ref 2009
	15%

	DK/Ref 2008
	14%

	DK/Ref 2007
	16%

	DK/Ref 2006
	8%

	DK/Ref 2004
	18%

	DK/Ref 2003
	18%


The Knowledge of Counselors
Clients continue to report high levels of satisfaction regarding the knowledge of their counselors.  Four in five clients reported high levels of satisfaction (79%; up 6 percentage points).  This ties the highest satisfaction levels in the history of this survey (reported in 2004 and 2006).  Also for the first time in the history of this survey, no clients reported dissatisfaction in the knowledge of their counselors.

How would you rate the knowledge of your counselor?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	6%

	1-3 Rating 2007
	6%

	1-3 Rating 2006
	4%

	1-3 Rating 2004
	2%

	1-3 Rating 2003
	4%


	4-7 Rating 2009
	15%

	4-7 Rating 2008
	17%

	4-7 Rating 2007
	13%

	4-7 Rating 2006
	12%

	4-7 Rating 2004
	14%

	4-7 Rating 2003
	12%


	8-10 Rating 2009
	79%

	8-10 Rating 2008
	73%

	8-10 Rating 2007
	77%

	8-10 Rating 2006
	79%

	8-10 Rating 2004
	79%

	8-10 Rating 2003
	76%


	DK/Ref 2009
	6%

	DK/Ref 2008
	4%

	DK/Ref 2007
	4%

	DK/Ref 2006
	6%

	DK/Ref 2004
	5%

	DK/Ref 2003
	8%


Professionalism of Counselors
Counselors continue to receive high satisfaction scores on their professionalism.  More than four in five clients (81%) report high levels of satisfaction, while slightly more than one in ten (13%) report average satisfaction.  For only the second time in the history of this survey, no clients (0%) reported dissatisfaction with the professionalism of their counselor.   
How would you rate the professionalism of your counselor?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	0%

	1-3 Rating 2008
	5%

	1-3 Rating 2007
	3%

	1-3 Rating 2006
	0%

	1-3 Rating 2004
	2%

	1-3 Rating 2003
	3%


	4-7 Rating 2009
	13%

	4-7 Rating 2008
	15%

	4-7 Rating 2007
	13%

	4-7 Rating 2006
	11%

	4-7 Rating 2004
	9%

	4-7 Rating 2003
	12%


	8-10 Rating 2009
	81%

	8-10 Rating 2008
	78%

	8-10 Rating 2007
	79%

	8-10 Rating 2006
	86%

	8-10 Rating 2004
	85%

	8-10 Rating 2003
	74%


	DK/Ref 2009
	6%

	DK/Ref 2008
	2%

	DK/Ref 2007
	4%

	DK/Ref 2006
	4%

	DK/Ref 2004
	4%

	DK/Ref 2003
	11%


Experience Working with Counselors 
Clients continue to rate their experience working with their counselors as a positive one, with 88%  reporting satisfied feelings (up 2 percentage points).  There was a notable drop in the number of negative ratings compared to last year (4%; down 7 percentage points).  The number of neutral ratings remains in the low single digits (4%; up 2 percentage points).

Experience working with the counselor

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	Positive Rating 2009
	88%

	Positive Rating 2008
	86%

	Positive Rating 2007
	87%

	Positive Rating 2006
	92%

	Positive Rating 2004
	92%

	Positive Rating 2003
	85%


	Neutral Rating 2009
	4%

	Neutral Rating 2008
	2%

	Neutral Rating 2007
	3%

	Neutral Rating 2006
	1%

	Neutral Rating 2004
	1%

	Neutral Rating 2003
	4%


	Negative Rating 2009
	4%%

	Negative Rating 2008
	11%

	Negative Rating 2007
	6%

	Negative Rating 2006
	6%

	Negative Rating 2004
	4%

	Negative Rating 2003
	4%


	DK/Ref 2009
	4%

	DK/Ref 2008
	0%

	DK/Ref 2007
	3%

	DK/Ref 2006
	1%

	DK/Ref 2004
	3%

	DK/Ref 2003
	7%


Explanation of Delays
Of those clients who experienced delays in their service, 91% reported that their counselor explained the delay to their satisfaction.  This was a sizable increase from 2008 (up 16 percentage points).  The number of clients who reported dissatisfaction decreased substantially from 2008 (6%, down 15 percentage points).
It is important to note that, in computing these figures, CPPSR excluded all clients who volunteered that the question was not applicable to them.  It is notable that more than one-third (34%) of the respondents for this question fell in this category.  It is possible that UConn did not make this exclusion, which may account for the sizable differences in findings between 2009 and years past.

Did your counselor explain to you the delays encountered in providing the services on time?

2003 n=108, 2004 n=111, 2006 n=60, 2007 n=78, 2008 n=81, 2009 n=50
	Yes 2009
	91%

	Yes 2008
	75%

	Yes 2007
	74%

	Yes 2006
	85%

	Yes 2004
	75%

	Yes 2003
	75%


	No 2009
	6%

	No 2008
	21%

	No 2007
	19%

	No 2006
	12%

	No 2004
	16%

	No 2003
	18%


	DK/Ref 2009
	3%

	DK/Ref 2008
	4%

	DK/Ref 2007
	6%

	DK/Ref 2006
	3%

	DK/Ref 2004
	9%

	DK/Ref 2003
	7%


Satisfaction with Services Arranged
Overall satisfaction with services arranged by counselors dropped noticeably from 2008.  For the first time in the history of the survey, less than four in five clients reported satisfactory ratings (79%; down 8 percentage points).  The number of clients reporting neutral satisfaction increased slightly (6%; up 5 percentage points), while the number of dissatisfied clients dropped slightly (4%; down 5 percentage points).  There was a notable increase in the number of clients who were either unwilling or unable to answer the question (11%; up 9 percentage points).
Overall, how satisfied were you with the services your counselor arranged for you?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=51
	Satisfied Rating 2009
	79%

	Satisfied Rating 2008
	87%

	Satisfied Rating 2007
	83%

	Satisfied Rating 2006
	85%

	Satisfied Rating 2004
	85%

	Satisfied Rating 2003
	83%


	Neutral Rating 2009
	6%

	Neutral Rating 2008
	1%

	Neutral Rating 2007
	0%

	Neutral Rating 2006
	6%

	Neutral Rating 2004
	3%

	Neutral Rating 2003
	2%


	Dissatisfied Rating 2009
	4%

	Dissatisfied Rating 2008
	9%

	Dissatisfied Rating 2007
	10%

	Dissatisfied Rating 2006
	7%

	Dissatisfied Rating 2004
	6%

	Dissatisfied Rating 2003
	7%


	DK/Ref 2009
	11%

	DK/Ref 2008
	2%

	DK/Ref 2007
	7%

	DK/Ref 2006
	2%

	DK/Ref 2004
	6%

	DK/Ref 2003
	9%


Overall Satisfaction with BESB Services TC "Overall Satisfaction with BESB Services" \f C \l "1" 
Finally, clients were asked to rate their overall experiences with BESB on a 1 to 10 point scale, including their IPE, timeframe of delivery of service, and the extent to which the services provided met their expectations.  They were also asked, based on their personal experience, if they would recommend BESB to others.

Overall satisfaction with BESB remains high (mean rating of 8.28), which was a slight increase from 2008 (up .26 percentage points).  Two out of the three other areas surveyed also saw small increases in mean satisfaction ratings.  Clients felt strongly that the services met their expectations (mean of 8.30; up .50 percentage points).  Two areas that fell below a mean satisfaction rating of “8” were reports on the services meeting the client’s needs (7.73; up .15 percentage points) and services meeting the client’s IPE (7.83; up .14 percentage points).
BESB Vocational Rehabilitation Services Mean Ratings

	Overall satisfaction 2009
	8.28

	Overall satisfaction 2008
	8.02

	Overall satisfaction 2007
	8.39

	Overall satisfaction 2006
	8.12

	Overall satisfaction 2004
	8.54

	Overall satisfaction 2003
	8.48


	Services met expectations 2009
	8.30

	Services met expectations 2008
	7.80

	Services met expectations 2007
	7.72

	Services met expectations 2006
	7.59

	Services met expectations 2004
	8.14

	Services met expectations 2003
	7.96


	Services met your IPE 2009
	7.83

	Services met your IPE 2008
	7.69

	Services met your IPE 2007
	8.23

	Services met your IPE 2006
	7.39

	Services met your IPE 2004
	7.89

	Services met your IPE 2003
	7.69


	Services met needs 2009
	7.73

	Services met needs 2008
	7.58

	Services met needs 2007
	8.06

	Services met needs 2006
	7.46

	Services met needs 2004
	7.91

	Services met needs 2003
	7.78


Extent that Services Met IPE
The percentage of clients in 2009 that said that the services exactly followed their IPE plan closely mirrors the 2008 data.  Almost half of all clients (46%) reported that their services exactly met their IPE.  Just shy of one in five (17%; up 1 percentage point) reported average responses, while the low single digits (4%) reported that their services fell short of their plan (down 4 percentage points).  One-third (33%) of all clients were unable or unwilling to answer, a figure that increased slightly from 2008 (up 5 percentage points).

To what extent have the services you received met your Individualized Plan for Employment (IPE)?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, n=52
	1-3 Rating 2009
	4%

	1-3 Rating 2008
	8%

	1-3 Rating 2007
	4%

	1-3 Rating 2006
	10%

	1-3 Rating 2004
	9%

	1-3 Rating 2003
	7%


	4-7 Rating 2009
	17%

	4-7 Rating 2008
	16%

	4-7 Rating 2007
	19%

	4-7 Rating 2006
	23%

	4-7 Rating 2004
	11%

	4-7 Rating 2003
	9%


	8-10 Rating 2009
	46%

	8-10 Rating 2008
	47%

	8-10 Rating 2007
	56%

	8-10 Rating 2006
	44%

	8-10 Rating 2004
	45%

	8-10 Rating 2003
	39%


	DK/Ref 2009
	33%

	DK/Ref 2008
	28%

	DK/Ref 2007
	21%

	DK/Ref 2006
	24%

	DK/Ref 2004
	35%

	DK/Ref 2003
	45%


Extent Vocational Rehabilitation Services Met Needs
Client ratings on the extent to which Vocational Rehabilitation Services met their needs have improved from 2008.  Three in five clients (60%) say that Vocational Rehabilitation Services have perfectly met their needs (8-10 rating; up 5 percentage points).  There was a noticeable decrease in the number of clients reporting average feedback (4-7 rating).  This figure dropped substantially (10%; down 9 percentage points).  The number of clients unwilling or unable to respond increased slightly (20%; up 3 percentage points).    
To what extent did Vocational Rehabilitation Services meet your needs?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=52
	1-3 Rating 2009
	10%

	1-3 Rating 2008
	9%

	1-3 Rating 2007
	8%

	1-3 Rating 2006
	11%

	1-3 Rating 2004
	8%

	1-3 Rating 2003
	9%


	4-7 Rating 2009
	10%

	4-7 Rating 2008
	19%

	4-7 Rating 2007
	%

	4-7 Rating 2006
	25%

	4-7 Rating 2004
	18%

	4-7 Rating 2003
	20%


	8-10 Rating 2009
	60%

	8-10 Rating 2008
	55%

	8-10 Rating 2007
	71%

	8-10 Rating 2006
	58%

	8-10 Rating 2004
	54%

	8-10 Rating 2003
	61%


	DK/Ref 2009
	20%

	DK/Ref 2008
	17%

	DK/Ref 2007
	5%

	DK/Ref 2006
	6%

	DK/Ref 2004
	20%

	DK/Ref 2003
	10%


Timeframe for Delivery of Services 

Client  ratings of the timeframe for delivery of services are the highest they have ever been.  In 2009, 84% of clients are very satisfied with the overall timeframe (8-10 rating).  This figure is ten percentage points higher than 2008.  Consequently, the number of clients offering dissatisfactory ratings with the overall timeframe (1-3 rating) decreased noticeably (8%; down 10 percentage points).  
How satisfied were you with the overall timeframe for delivery of services?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n-51
	Satisfied Rating 2009
	84%

	Satisfied Rating 2008
	74%

	Satisfied Rating 2007
	80%

	Satisfied Rating 2006
	80%

	Satisfied Rating 2004
	82%

	Satisfied Rating 2003
	82%


	Neutral Rating 2009
	2%

	Neutral Rating 2008
	1%

	Neutral Rating 2007
	2%

	Neutral Rating 2006
	4%

	Neutral Rating 2004
	0%

	Neutral Rating 2003
	1%


	Dissatisfied Rating 2009
	8%

	Dissatisfied Rating 2008
	18%

	Dissatisfied Rating 2007
	15%

	Dissatisfied Rating 2006
	17%

	Dissatisfied Rating 2004
	14%

	Dissatisfied Rating 2003
	14%


	DK/Ref 2009
	6%

	DK/Ref 2008
	6%

	DK/Ref 2007
	3%

	DK/Ref 2006
	0%

	DK/Ref 2004
	4%

	DK/Ref 2003
	3%


Overall Satisfaction with Vocational Rehabilitation Services 

Overall, more than two-thirds (69%) of all clients are very satisfied with the services provided by the Vocational Rehabilitation Division of BESB.  This represents a small yet statistically insignificant decrease in satisfaction from 2008 (down 4 percentage points).  The number of clients offering dissatisfactory ratings (ratings of 1-3) decreased notably (4%; down 7 percentage points).  A figure that is worth considering is the increase in the number of clients unwilling or unable to respond (15%; up 13 percentage points).  This figure may be worth investigating in greater detail in future surveys. 

What is your overall satisfaction with the services provided by the Vocational Rehabilitation Division of BESB?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 n=95, 2009 n=51
	1-3 Rating 2009
	4%

	1-3 Rating 2008
	11%

	1-3 Rating 2007
	6%

	1-3 Rating 2006
	4%

	1-3 Rating 2004
	5%

	1-3 Rating 2003
	4%


	4-7 Rating 2009
	12%

	4-7 Rating 2008
	15%

	4-7 Rating 2007
	17%

	4-7 Rating 2006
	26%

	4-7 Rating 2004
	18%

	4-7 Rating 2003
	21%


	8-10 Rating 2009
	69%

	8-10 Rating 2008
	73%

	8-10 Rating 2007
	71%

	8-10 Rating 2006
	68%

	8-10 Rating 2004
	72%

	8-10 Rating 2003
	73%


	DK/Ref 2009
	15%

	DK/Ref 2008
	2%

	DK/Ref 2007
	7%

	DK/Ref 2006
	2%

	DK/Ref 2004
	5%

	DK/Ref 2003
	2%


Extent Services Met Expectations 

Consistent with previous ratings, just above two-thirds of clients (68%) say the services provided by BESB exceeded their expectations in 2009 (providing an 8-10 rating).  This represents a small increase from 2008 (up 4 percentage points).  The number of clients reporting average feelings (ratings of 4-7) dropped noticeably (10%, down 9 percentage points).  The number of dissatisfied clients (ratings of 1-3) was cut in half compared to 2008 figures (6%; down 6 percentage points).
To what extent have the services met your expectations?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008 = 95, 2009 n=51
	1-3 Rating 2009
	6%

	1-3 Rating 2008
	12%

	1-3 Rating 2007
	9%

	1-3 Rating 2006
	7%

	1-3 Rating 2004
	5%

	1-3 Rating 2003
	6%


	4-7 Rating 2009
	10%

	4-7 Rating 2008
	19%

	4-7 Rating 2007
	19%

	4-7 Rating 2006
	31%

	4-7 Rating 2004
	26%

	4-7 Rating 2003
	25%


	8-10 Rating 2009
	68%

	8-10 Rating 2008
	64%

	8-10 Rating 2007
	69%

	8-10 Rating 2006
	58%

	8-10 Rating 2004
	67%

	8-10 Rating 2003
	65%


	DK/Ref 2009
	16%

	DK/Ref 2008
	5%

	DK/Ref 2007
	3%

	DK/Ref 2006
	4%

	DK/Ref 2004
	2%

	DK/Ref 2003
	4%


Recommending BESB Vocational Rehabilitation Services
A notable nine out of ten clients (90%) reported that they would recommend BESB Vocational Rehabilitation Services to a friend.  This represents a slight increase from 2008 (up 1 percentage point).  The number of clients unwilling or unable to respond to the question increased (6%; up 5 percentage points from 2008).
Based on your experience, would you recommend BESB Vocational Rehabilitation Services to a friend?

2003 n=163, 2004 n=141, 2006 n=84, 2007 n=90, 2008=95, 2009 n=51
	Yes 2009
	90%

	Yes 2008
	89%

	Yes 2007
	92%

	Yes 2006
	92%

	Yes 2004
	93%

	Yes 2003
	90%


	No 2009
	4%

	No 2008
	9%

	No 2007
	7%

	No 2006
	7%

	No 2004
	5%

	No 2003
	8%


	DK/Ref 2009
	6%

	DK/Ref 2008
	1%

	DK/Ref 2007
	1%

	DK/Ref 2006
	1%

	DK/Ref 2004
	2%

	DK/Ref 2003
	2%


Methodology TC "Methodology" \f C \l "1" 
The Vocational Rehabilitation Division at the Board of Education and Services for the Blind  commissioned the Center for Public Policy and Social Research at Central Connecticut State University to conduct an annual customer satisfaction survey for clients who received services during the 2009 fiscal year.  
This survey represents a continuation of the research previous conducted at the University of Connecticut from 2003 through 2008.  For 2009, a total of 52 complete interviews were conducted from August 3rd through 12th, 2009.  Complete interviews constitute that the respondent followed the interview to its entirety.  The instrument, as well as the list of clients from which this survey data is drawn, was provided by BESB.    

CSSPR found that a notable percentage of the client list had incorrect telephone numbers.  It is also important that 2009 saw a sizable increase in the number of refusals compared to 2008.  These two factors explain the decrease in completed interviews in 2009 compared to years past.

Given the small sample size, CPPSR noted no statistically significant changes in responses from 2008 to 2009.  This survey has a 5.91 margin of error at the 95% confidence interval.  This means that statistical anomalies outside of the +/-5.91 margin of error will only exist five percent of the time. 
Connecticut Board of Education and Services for the Blind

Vocational Rehabilitation Division

Annotated Questionnaire:

Fiscal Year 2009
Issued October 2009
            Conducted by:
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Hello.  May I speak with <FNAME> <LNAME>, please? My name is $I. I am calling on behalf of the Vocational Rehabilitation Division at the Connecticut Board of Education and Services for the Blind (BESB). We are conducting a survey evaluating the services you received and need your opinions.  The results of the study will be kept confidential and will only be used in an effort to improve the program. For those questions dealing with employment and career issues, please keep in mind that for many BESB clients, homemaker is considered as employment.

IQ1. First, I would like to ask you about the types of services you received from the Board of Education and Services for the Blind (BESB).

Q1a. Have you received Low Vision Services?  

	Yes
	81%

	No
	19%

	Total Respondents
	53


Q1b. Did you see an eye doctor referred to you by BESB as part of the Low Vision Services you received?

	Yes
	69%

	No
	24%

	Don’t know
	7%

	Total Respondents
	45


Q1C. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?  

	1-3
	9%

	4-7
	30%

	8-10
	61%

	Total Respondents
	34


Q1d. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   

	Product did not meet my needs/expectations
	              --

	The quality of the product was poor
	33%

	There was no follow-up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	33%

	Wanted different product
	--

	Other
	33%

	Total Respondents
	3


Q1d. Dissatisfied with Low Vision Services

· Other response: “He could not think outside the box”.
· “They stopped this service”.
Q1e. What was the main reason you were satisfied with the services you received?  

	Products/service met my needs/expectations
	19%

	The provider was knowledgeable/caring
	8%

	The service was timely
	8%

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	12%

	All of the above
	50%

	Other
	3%

	Don’t know
	--

	Total Respondents
	26


Q1e. Satisfied with Low Vision Services

· All of the above (volunteered 6 times).

· Other response: “Julie and staff were wonderful and anything they would do for me was wonderful”.

· Additional response from client who answered “all of the above”: “The nature of her eye condition necessitated the doctor to refer her to another doctor so her time working with the doctor referred by BESB was short, one visit”.

Q2a. Have you received Rehabilitation Technology and Adaptive Equipment Services?  

	Yes
	67%

	No
	27%

	Don’t know
	6%

	Total Respondents
	52


Q2b. On a scale of 1 to 10 where 1 means “Very Dissatisfied” and 10 means “Very Satisfied”, how satisfied were you with these services?  

	1-3
	0%

	4-7
	20%

	8-10
	80%

	Don’t know
	0%

	Total Respondents
	35


Q2c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Wanted different product
	--

	Don’t know
	100%

	Total Respondents
	1


Q2d. What was the main reason you were satisfied with the services you received?  

	Products/service met my needs/expectations
	44%

	The provider was knowledgeable/caring
	25%

	The service was timely
	              --

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	3%

	All of the above
	25%

	Other 
	3%

	Don’t know
	--

	Total Respondents
	32


Q2d. Satisfied with Rehabilitation Technology Services

· All of the above (volunteered 8 times).

· Other response: “professional conduct, and the people were very friendly”.

· “For the time frame when she had more vision the product was very useful. As she lose her vision and sight it became more difficult to use the zoom program”.

· “The product work and it's quality. The classes were available to help him chose which product helps him the most. The service was great. He requested the teacher for a device with a higher power and the teacher came in the product the following day! He was very pleased”.

· “Good computer training for job”.

· “The equipment made it easier for him to continue doing his job”.

Q3a. Have you received Skills Training Services? 

	Yes
	23%

	No
	77%

	Don’t know
	--

	Total Respondents
	52


Q3b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?  

	1-3
	8%

	4-7
	23%

	8-10
	61%

	Don’t know
	8%

	Total Respondents
	13


Q3c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Other
	100%

	Total Respondents
	0


Q3c. Dissatisfied with Skills Training Services

· Other response: “They sent me to a school for blind people, they didn't teach me to use what I have”.

Q3d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	50%

	The provider was knowledgeable/caring
	38%

	The service was timely
	12%

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	--

	All of the above
	--

	Other
	--

	Total Respondents
	8


Q3d. Satisfied with Skills Training Services

· “Done professionally”.

· “These services taught her how to keep up with the technology”.

Q4a. Have you received Higher Education Training Services?

	Yes
	17%

	No
	83%

	Total Respondents
	52


Q4b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?

	1-3
	10%

	4-7
	10%

	8-10
	70%

	Don’t know
	10%

	Total Respondents
	10


Q4c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Other
	100%

	Total Respondents
	0


Q4c. Dissatisfied with Higher Education services

· Other response: “The school was a horrible experience in 1972, because the school told the state that they had adaptive equipment and that was the case, client didn’t need large print books”.

Q4d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	14%

	The provider was knowledgeable/caring
	14%

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	14%

	All of the above
	44%

	Other (specify)
	14%

	Total Respondents
	7


Q4d. Satisfied with Higher Education Training Services

· Other response: “The man knew his business, and he did help me”.

· “It may it possible to have access to books.  People were available to read on her schedule”.

Q5a. Have you received Reader Services?  

	Yes
	13.5%

	No
	86.5%

	Total Respondents
	52


Q5b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?

	1-3
	--

	4-7
	--

	8-10
	100%

	Total Respondents
	7


Q5c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   


	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Other
	--

	Total Respondents
	0


Q5d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	57%

	The provider was knowledgeable/caring
	14%

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	--

	All of the above
	14%

	Other
	14%

	Total Respondents
	7


Q5d. Satisfied with Reader Services

·  Other response: “People were so supportive”.

· “Girls are nice and knowledgeable”

Q6a. Have you received Transportation Services for Training Programs or Employment?

	Yes
	17%

	No
	81%

	Don’t know
	2%

	Total Respondents
	52


Q6b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services? 

	1-3
	--

	4-7
	33%

	8-10
	56%

	Don’t know
	11%

	Total Respondents
	9


Q6c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received?   


	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	100%

	Other
	--

	Total Respondents
	1


Q6c. Dissatisfied with transportation services

· “Not on time everyday”.
Q6d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	2%

	The provider was knowledgeable/caring
	20%

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	20%

	All of the above
	40%

	Total Respondents
	5


Q6d. Satisfied with Transportation Services.

· All of the above (volunteered 2 times)

· “Service was good”.

Q7a. Have you received Personal Care Attendant Services?

	Yes
	6%

	No
	94%

	Total Respondents
	52


Q7b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?  

	1-3
	--

	4-7
	33%

	8-10
	67%

	Total Respondents
	3


Q7c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Other
	--

	Total Respondents
	0


Q7d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	33%

	The provider was knowledgeable/caring
	--

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	33%

	All of the above
	33%

	Total Respondents
	3


Q7d. Satisfied with Personal Care Attendant services.

· Other response: “He did not like that the PSA changed to a male servicer. I can't tell how good they were to me”.

Q8a. Have you received Small Business Ventures Services?  

	Yes
	11.5%

	No
	88.5%

	Total Respondents
	52


Q8b. On a scale of 1 to 10 where 1 means "Very Dissatisfied" and 10 means "Very Satisfied", how satisfied were you with these services?  

	1-3
	--

	4-7
	33%

	8-10
	67%

	Total Respondents
	6


Q8c. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Business plan request was reduced or denied
	--

	Other
	--

	Total Respondents
	0


Q8d. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	40%

	The provider was knowledgeable/caring
	20%

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	--

	All of the above
	20%

	Other
	20%

	Total Respondents
	5


Q8d. Satisfied with Small Business Ventures Services.

· Other response: “The equipment was so-so”.

· “Got what I needed in a courteous and timely manner”.

IQ9. Now I would like you to rate your counselor on the following subjects using a 1 to 10 scale where 1 means "Very Dissatisfied" and 10 means "Very Satisfied." Again, please keep in mind that for many BESB clients, homemaker is considered as employment. First...

Q9a. Helping you to develop your Individualized Plan for Employment also known as an IPE?  

	1-3
	4%

	4-7
	19%

	8-10
	51%

	Don’t Know/Refused
	27%

	Total respondents
	52


Q9b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	33%

	Lack of transportation
	--

	Other
	67%

	Don’t know
	--

	Total Respondents
	3


Q9b. Dissatisfied with help developing IPE

· Other response: “I have been satisfied in the past but I haven't been satisfied or helped in a very long time. When I needed to see the doctor it took months to see and make an appointment with the doctor. I don't get phone calls back, sometimes I have to call twenty times, even after I have asked for the supervisor”.

· Other response: ““She was not eligible for that program because of her age. And the counselor made no effort to follow up, call or make any suggestions for any other services that she may be eligible for”.

· “Discussed the program with the counselor and she initiated the program and she never came back and furthered anything with it”.

Q9c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	15%

	The provider was knowledgeable/caring
	39%

	The service was timely
	--

	Follow up after the service was good
	--

	Access to the service was coordinated effectively 
	15%

	All of the above
	27%

	Other
	4%

	Total Respondents
	26


Q9c. Satisfied with help developing IPE

· All of the above (volunteered 7 times).

· Other response: “Had received assistance with the publication of her book”.

· “He was satisfied with his counselor”

· “Wouldn't be where is today without him”.

· “Doesn't need much, but he is concerned with future needs”.

· “The counselor was agreeable with her”.

· “Counselor worked with him and helped him through with his needs”.

Q10a. Help you identify your career goals whether they are to find a job, stay in your current job or as a homemaker and the services you need to achieve that goal?

	1-3
	10%

	4-7
	19%

	8-10
	44%

	Don’t Know/Refused
	17%

	Total respondents
	52


Q10b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	50%

	Lack of transportation
	--

	The service was not timely
	--

	Other
	50%

	Total Respondents
	2


Q10b. Dissatisfied with identifying career goals.

· Other response: “The program wasn’t developed”.

Q10c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	22%

	The provider was knowledgeable/caring
	30%

	The service was timely
	7%

	Follow up after the service was good
	4%

	Access to the service was coordinated effectively
	--

	All of the above
	26%

	Other
	11%

	Total Respondents
	27


Q10c. Satisfied with identifying career goals.

· All of the above (volunteered 7 times).

· Other response: “Job placement”.

· Other response: “The support they gave me, I was very upset when I found out I was going blind. They gave me the will to continue”.

· Other response: “made all the difference. she was "basket case" he held her hand and respected her and let her get it all out.  Would literally be dead today without him (Jerry-who was born blind) He sat there and did not judge her.  Was in a very bad state before him "It was hell".  He was unbelievable.  She felt different when family/friends weren't around and he helped her through what she thought was the deepest darkest moments of her life.  Especially with her being born able to see”.

· Other response: “Provided all kinds of equipment for him to continue job”.

Q11a. Recognize your special needs in regards to employment?

	1-3
	8%

	4-7
	21%

	8-10
	41%

	Don’t Know/Refused
	30%

	Total respondents
	52


Q11b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	25%

	There was no follow up
	25%

	My needs were ignored
	25%

	Lack of transportation
	--

	The service was not timely
	--

	Other
	25%

	Total Respondents
	4


Q11b. Dissatisfied with recognizing special needs.

· Other response: “I needed more help in certain areas.  BESB services were never formally described to me”.

Q11c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	24%

	The provider was knowledgeable/caring 
	29%

	The service was timely
	14%

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	--

	All of the above
	28%

	Other
	5%

	Total Respondents
	21


Q11c. Satisfied with recognizing special needs.

· All of the above (volunteered 6 times).

· Other response: “Counselor was agreeable”.

Q12a. Help you understand your Vocational Rehabilitation (VR) Rights and Responsibilities?

	1-3
	0%

	4-7
	19%

	8-10
	50%

	Don’t Know/Refused/Not applicable
	31%

	Total respondents
	52


Q12b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	--

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	Other
	--

	Total Respondents
	0


Q12c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	22%

	The provider was knowledgeable/caring
	33%

	The service was timely
	4%

	Follow up after the service was good
	4%

	Access to the service was coordinated effectively
	4%

	All of the above
	22%

	Other
	7%

	Don’t know/refused
	4%

	Total Respondents
	27


Q12c. Satisfied with understanding VR rights and responsibilities.

· All of the above (volunteered 6 times).

· Other response: “Let me know I was still capable of a job and be a person again.  I am still whole minus eyes.  I can still earn paycheck and good enough to be out in the world – don’t have to be locked up in a home. I can still contribute to society”.

· Other response: “Unsure whether or not it was BESB or Medicare.  I am 82 and do not feel my needs are high priority to anyone”.

· “I am more self-sufficient than most, so I will contact the counselor when I need assistance and typically only related to work”.

Q13a. Help you understand the process for formal complaint resolution (PROBE: review process)?

	1-3
	2%

	4-7
	21%

	8-10
	41%

	Don’t Know/Refused/Not applicable
	36%

	Total respondents
	52


Q13b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	100%

	My needs were ignored
	--

	Lack of transportation
	--

	The service was not timely
	--

	All of the above
	--

	Other
	--

	Total Respondents
	1


Q13c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	10%

	The provider was knowledgeable/caring
	38%

	The service was timely
	5

	Follow up after the service was good
	--

	Access to the service was coordinated effectively
	5

	All of the above
	32%

	Other
	5%

	Don’t know/refused
	5%

	Total Respondents
	21


Q13c. Satisfied with understanding formal complaint resolution process.

· All of the above (volunteered 7 times)

Q14a. Provide any information in the format you use for example Braille, Large Print, Audiotape, another Language?

	1-3
	5%

	4-7
	13%

	8-10
	49%

	Don’t Know/Refused
	33%

	Total respondents
	52


Q14b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	25%

	My needs were ignored
	25%

	Lack of transportation
	25%

	The service was not timely
	--

	Other
	--

	Not applicable to me
	25%

	Total Respondents
	4


Q14b. Dissatisfied with providing information in alternate format.

· “I was not provided information in the format that I use (Braille).

· “I was disappointed rather than dissatisfied. They didn't get to know me to find out my needs. Social worker came out to explain program that was provided on the computer. After that no other contact. Only 5 or 6 presentation in 2 years time 2006-2007. Because of my age I was not working. I had history with the blind in my family and I felt like I was left in limbo by the program”.

Q14c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	52%

	The provider was knowledgeable/caring
	15%

	The service was timely
	15%

	Follow up after the service was good
	4%

	Access to the service was coordinated effectively
	4%

	All of the above
	11%

	Other
	--

	Total Respondents
	27


Q14c Satisfied with providing information in alternate format.

· All of the above (volunteered 3 times).

Q15a. How satisfied were you with any referral provided by your counselor such as referral for mobility, low vision etc.?

	1-3
	4%

	4-7
	19%

	8-10
	62%

	Don’t Know/Refused/Not applicable
	15%

	Total respondents
	52


Q15b. We are interested in improving the services that are offered.  You mentioned that overall you were not very satisfied.  What was the main reason you were not satisfied with the services you received? 

	Product/service did not meet my needs/expectations
	--

	The quality of the product was poor
	--

	There was no follow up
	50%

	My needs were ignored
	50%

	Lack of transportation
	--

	The service was not timely
	--

	Other
	--

	Total Respondents
	2


Q15b. Dissatisfied with referrals.

· “Training was not necessary at that time”.

Q15c. What was the main reason you were satisfied with the services you received?

	Products/service met my needs/expectations
	28%

	The provider was knowledgeable/caring
	28%

	The service was timely
	8%

	Follow up after the service was good
	--

	Access to the service was coordinated effectively 
	8%

	All of the above
	25%

	Other
	3

	Total Respondents
	36


Q15c. Satisfied with referrals.

· All of the above (volunteered 9 times).

· “Satisfied”.

Q16a. The knowledge of your Counselor?

	1-3
	--

	4-7
	15%

	8-10
	79%

	Don’t Know
	6%

	Total respondents
	52


Q16b. The professionalism of your Counselor?

	1-3
	--

	4-7
	13%

	8-10
	81%

	Don’t Know
	6%

	Total respondents
	52


Q17. Overall, would you say that working with your Counselor has been very positive, somewhat positive, somewhat negative, or very negative?

	Very Positive
	65%

	Somewhat Positive
	23%

	Somewhat Negative
	4%

	Very Negative
	4%

	Don’t know
	4%

	Total Respondents
	52


Q18. Considering the Individualized Plan for Employment (IPE) you developed with your Counselor, to what extent have the services you received met your PLAN? 1 now means, "Falls short of your PLAN" and 10 means "Follow exactly your PLAN."  

	1-3
	4%

	4-7
	17%

	8-10
	46%

	Don’t Know
	21%

	Refused
	12%

	Total Respondents
	52


Q19. Using the same scale, to what extent did Vocational Rehabilitation Services meet your needs? 1 now means "Did not meet my needs" and 10 means “Perfectly met my needs."  

	1-3
	10%

	4-7
	10%

	8-10
	60%

	Don’t Know/Refused
	20%

	Total Respondents
	50%


Q20. How satisfied were you with the overall timeframe for delivery of services?

	Very Satisfied
	61%

	Somewhat Satisfied
	23%

	Neutral (vol.)
	2%

	Somewhat Dissatisfied
	4%

	Very Dissatisfied
	64%

	Don’t Know/Refused
	6%

	Total Respondents
	51


Q21. If applicable, did your Counselor explain to you the delays encountered in providing the services on time?

	Yes
	60%

	No
	4%

	Not applicable (vol.)
	34%

	Don’t Know/Refused
	2%

	Total Respondents
	50


Q22. Overall, how satisfied were you with the services your counselor arranged for you?  

	Very Satisfied
	67%

	Somewhat Satisfied
	12%

	Neutral (vol.)
	6%

	Somewhat Dissatisfied
	4%

	Very Dissatisfied
	0%

	Don’t Know/Refused
	12%

	Total Respondents
	51


Q22.  Satisfaction with services arranged by counselor.

· “Vocational Rehabilitation Services was not suggested to me.”

· “No complaint.  Perfect and very prompt”.

· “The counselors have too many people on their case load, they have to much paper work and therefore they cant spend enough time helping to accommodate clients find work, the agency needs job developers on staff to help visually impaired to help find work, take clients places help find work, the counselor cannot do it all. Had to go to another source to find the job she had, and believes that BESB has very poor services”.

· “Counselor did not help develop plan, found a job on my own”.

Q23. 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 by the Vocational Rehabilitation Division of the Connecticut Board of Education and Services for the Blind?  

	1-3
	4%

	4-7
	12%

	8-10
	69%

	Don’t Know/Refused
	16%

	Total Respondents
	51


Q24a. To what extent have the services met your expectations? 1 now means "Falls short of my expectations" and 10 means "Exceeds my expectations.”  

	1-3
	6%

	4-7
	10%

	8-10
	68%

	Don’t Know/Refused
	16%

	Total Respondents
	51


Q24b. What ONE service falls short of your expectations?   

	Low Vision
	9%

	Rehabilitation and Adaptive Equipment
	11%

	Skills Training
	17%

	Higher Education Training
	6%

	Reader
	--

	Transportation
	14%

	Personal Care Attendant
	--

	Small Business Venture
	3%

	Don’t Know/Refused
	37%

	Total Respondents
	35


Q24b.  Dissatisfied comments about services.

· “The time it takes things done”.

· “Do not  expand themselves very much in order to provide services  for where you need to go, time frame of transportation not very flexible or correlate with needs.”

· “BESB does not help out as client needed, and BESB closes cases after 6 months and has never helped her at all, in all the 50 years that I have been going to BESB for help”.

· In residential nursing home and finds Medicare more helpful to her skills needed than BESB

· “Someone came out to help with my apartment and they never came back for follow up”.

· “This was the particular division that I mentioned had the lack of interest in trying to improve the needs of technology and this division was very untimely with its service. The lack of interest on their part, basically covers everything”.

· “I wish there were more people to assist me at home and give services to the blind.  I have many ideas for people to improve, but no one to talk to about them.”

Q24c. What ONE service exceeds of your expectations?   

	Low Vision
	28%

	Rehabilitation and Adaptive Equipment
	30%

	Skills Training
	--

	Higher Education Training
	5%

	Reader
	7%

	Transportation
	2%

	Personal Care Attendant
	2%

	Small Business Venture
	2%

	Don’t Know/Refused
	24%

	Total Respondents
	43


Q24c.  Satisfied comments about service.

· “I was satisfied with all of them.”

· “The ones I have received have been good”.

· “All of the services exceeded my expectations”.

· “BESB was very supportive of program set up for client”.

· “None to date has fall short”.

· “So far, BESB hasn’t fallen short on any service”.

· “I live up in Summers so the transportation only provided twice but I give it a 7 or 8”.

· Has suggested BESB to a friend who is very satisfied.

· “Would recommend services to a friend”.

· “I didn't realized that it was actually available and was very grateful that I was informed”.

· “Ones utilized have all been equal and none outstands the other”.

· “The VPE Program is a great program for anyone who wants to run a small business. It is a very thorough program as well”.

· “Library for the blind”.

Q25. Based on your experience, would you recommend BESB Vocational Rehabilitation Services to a friend?
	Yes
	90%

	No
	4%

	Don’t Know
	6%

	Total Respondents
	51


Thank you for taking the time to speak with me today.
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