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EXECUTIVE SUMMARY
For the tenth year, the Interdisciplinary Human Development Institute (IHDI) at the University of Kentucky has coordinated the annual Kentucky Office of Vocational Rehabilitation Consumer Satisfaction Survey at the request of the Statewide Council for Vocational Rehabilitation. The survey is conducted with a sample of consumers of the Office of Vocational Rehabilitation who have had cases closed with the Office between October 2004 and September 2005. This year, the University of Kentucky Survey Research Center contacted 1,193 consumers by telephone to participate in the survey, with a response rate for eligible participants of 82.7%. This is an extremely high rate of return and a full 8% higher response than last year. The survey instrument was shortened this year, in recognition that certain data could be obtained in other ways. This abbreviated survey instrument may be, at least in part, responsible for the increased response rate.

 This year’s Consumer Satisfaction Survey continued to show small, positive increases across many important areas. The average overall satisfaction level for all respondent groups increased to 3.36 out of a possible four points, surpassing 2004’s overall satisfaction rating of 3.30 [to determine the satisfaction level, responses were rated on a four-point scale (1 = very poor, 2 = poor, 3 = good, and 4 = very good) to calculate the average score]. Regardless of status at case closure, 88.1% of survey participants indicated that services were good or very good. This also represents an increase of over 2% from 2004. As would be expected, those consumers who had cases closed with a positive employment outcome (Group A) were most satisfied. 92.4% of those with positive employment outcomes believed that Vocational Rehabilitation services good or very good. This is over a one point increase from 2004. Nine out of ten consumers (90.1%) surveyed would also return to Vocational Rehabilitation if needed.

Three out of every four consumers in Group A were employed either full or part time (75.8%). As has been the case in past years, this is over 30% - 50% higher than the other three Groups. In addition, those in Group A were slightly more satisfied with both the type of work they do and with the salary received for that work. Those who were not employed were asked if there were additional services or supports that could help them find or keep a job. The majority (74.5%) indicated there were not. The ideas on additional services that were shared included: making more information available, sharing more job opportunities and providing more funding.
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SUMMARY REPORT

CONSUMER SATISFACTION SURVEY 

KENTUCKY OFFICE OF VOCATIONAL REHABILITATION 

2005
The Kentucky Office of Vocational Rehabilitation contracted with the Interdisciplinary Human Development Institute (IHDI) at the University of Kentucky to provide information to the Office regarding the experiences of Vocational Rehabilitation consumers with cases closed in fiscal year 2005.  The University of Kentucky Survey Research Center (UKSRC) contacted a sample of consumers by telephone from November 21, 2005 through January 11, 2006 with a target of 1,000 completed interviews.  The sample was drawn randomly, but stratified to appropriately reflect the proportions of consumers with cases closed among four closure categories.  Of the 1,442 eligible consumers who were contacted, 1,193 (representing all four case closure categories and all districts of Kentucky) completed the survey. This resulted in a response rate for this year's survey of 82.7%.  The margin of error for this survey is +/-2.84% at the 95% confidence level.

For the remainder of this report, consumer closure status groups will be referred to in the following manner:


A
Closed with Positive Employment Outcome (PEO)


B
Closed for other reasons after the Individualized Plan for Employment


(IPE) was initiated


C
Closed for other reasons before the IPE was initiated 

D
Closed from referral, applicant, or extended evaluation

NUMBER OF RESPONDENTS BY CASE CLOSURE CATEGORY

	Closure Category Group
	Number of Respondents
	%
	Legend Color

	A
	528
	44.2
	Blue 

	B
	154
	12.9
	Red 

	C
	261
	21.9
	Yellow

	D
	250
	21.0
	Lt Blue 

	Total
	1193
	100
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Those consumers who had achieved positive employment outcomes (PEO - Group A) represented the largest group in the sample at 44.2%.  The next largest groups were consumers whose case was closed prior to development of an IPE or initiation of services specified in the IPE (Group C) with 21.9% and those whose cases were closed from referral, applicant or extended evaluation (Group D) with 21%.  Group B represented 13% of those surveyed.

Respondent Demographics

With regard to gender representation, the sample was evenly split between male and female (50% each).

The average age of consumers across all closure categories was 38.3 years old. This is virtually unchanged from the 2004 Survey.

With regard to race, 88% were white, 10.2% African American, 1.5% multi-racial, and 0.3% Asian. 

Race


[image: image1.wmf]0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

African American

Multi Racial

Asian

White


Survey participants’ education ranged from attendance at grade school to attainment of advanced degrees. Approximately 13.5% of those surveyed did not graduate from high school.  Approximately 45% of respondents graduated high school or received a GED or special education certificate. Those who continued their education past high school made up over 40% of the sample. Over 20% received an Associate or Bachelor degree or voc-tech certificate. This is a five percent increase from last year.   

	Educational Level
	% of Consumers

	Grade School
	2.5

	Some High School
	11.0

	Special Education Certificate
	
2.6


	High School Graduate / GED
	42.8

	Some College
	19.2

	College Graduate – 

Associate’s  Degree / Voc-Tech
	10.6

	College Graduate – Bachelor’s Degree
	9.5

	Graduate School
	1.8

	TOTAL
	100


For those who achieved a positive employment outcome (Group A), 53% had continued their education beyond high school, 34% were high school graduates or GED recipients, 10% had less than a high school education, and 3% received a special education certificate.  

OVERALL SERVICE QUALITY

The survey item of greatest interest concerns overall service quality.  Participants were asked to rate the overall quality of the services they received from the Office of Vocational Rehabilitation on a four-point scale (1 = very poor, 2 = poor, 3 = good, and 4 = very good) to calculate a mean or average score.  

Regardless of case closure status, the majority of respondents indicated that overall services provided by the Office were good or very good (88.1%). This is a 2.2% increase from 2004 data. However, the overall rating is highest for those individuals who had achieved a positive employment outcome (92.4%). This is also 1.2% than last year (2004).  

For those individuals whose cases were closed prior to the initiation of services, this question referred to their overall feelings about the vocational rehabilitation system and professionals with whom they interacted. 

OVERALL SATISFACTION WITH QUALITY OF SERVICES

	Closure

Category
	Very Poor

%
	Poor

%
	Good

%
	Very Good

%
	Mean Rating

	A (n=527)
	1.7
	5.9
	28.8
	63.6
	3.54

	B (n=152)
	4.6
	11.2
	42.1
	42.1
	3.22

	C (n=255)
	3.5
	11.4
	40
	45.1
	3.27

	D (n=248)
	8.1
	7.7
	44.4
	39.9
	3.16

	All (n=1193)
	3.8
	8.1
	36.2
	51.9
	3.36


Overall Satisfaction
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Overall consumer satisfaction with quality of services by closure category
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Group A - Consumer case closed PEO (n=527)

Very poor                             

1.7% 

Poor                                  

5.9% 

Good                                  

28.8%

Very good                         

63.6% 

Mean = 3.54
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Group B - Consumer case closed after initiation 

of IPE (n=152) 

Very poor                             

4.6% 

Poor                                  

11.2%

Good                                  

42.1%

Very good                         

42.1% 

Mean = 3.22

Group C - Consumer case closed prior to initiation 
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of IPE (n=255)

Very poor  
                           
3.5% 
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11.4% 

Good                                  

40.0%

Very good                         
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Mean = 3.27
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Group D - Consumer case closed in referral, applicant, 

or extended evaluation (n=248)

Very poor       

                      
8.1%

Poor                                  

7.7% 

Good                                  

44.4%

Very good                         

39.9% 

Mean = 3.16

Overall Satisfaction by District
The range of overall satisfaction by district showed a mean high of 3.52 in District 13 and a low of 3.15 in District 7. When ranking districts based on respondents who indicated Vocational Rehabilitation services were good or very good, District 13 respondents had a high of 94.6% and District 14 a low of 82.3%.   

	District
	N
	Good or Very Good

Overall Satisfaction % 
	Mean Rating

	1
	120
	86.6
	3.25

	2
	89
	88.7
	3.42

	3
	117
	93.1
	3.42

	4
	169
	85.8
	3.33

	5
	41
	82.9
	3.34

	6
	121
	90.1
	3.39

	7
	41
	82.9
	3.15

	8
	49
	89.8
	3.41

	9
	56
	92.9
	3.46

	10
	93
	89.3
	3.43

	11
	44
	86.4
	3.34

	12
	50
	94
	3.50

	13
	31
	94.6
	3.52

	14
	85
	82.3
	3.31

	15
	74
	83.7
	3.26

	
	
	
	

	85*
	2
	100
	3.5


*85 = Rehabilitation Counselor for the Deaf (RCD)

COUNSELOR AND OFFICE EXPERIENCES

Survey participants were asked a series of questions related to their experiences with their counselor and the Vocational Rehabilitation office.  Responses to these questions were rated on a Likert scale according to the following: “strongly disagree = 1”, “disagree = 2”, “agree =3”, or “strongly agree = 4”. 

Nearly all respondents (94.4%) agreed or strongly agreed that their counselor’s office was physically accessible.

THE VOCATIONAL REHABILITATION OFFICE WAS PHYSICALLY ACCESSIBLE TO ME

	
	A (n=509)
	B (n=146)
	C (n=253)
	D (n=241)
	Overall

	Mean Range
	3.43
	3.34
	3.34
	3.23
	3.36
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Office was physically accessible

Nearly all respondents (91.4%) agreed or strongly agreed that materials they received from the Office were in an accessible format.

ALL MATERIALS I RECEIVED FROM VOCATIONAL REHABILITATION WERE IN AN ACCESSIBLE FORMAT
	
	A (n=481)
	B (n=132)
	C (n=236)
	D (n=208)
	Overall

	Mean Range
	3.43
	3.2
	3.19
	3.15
	3.26
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All materials in accessible format

As has been the case in past surveys, consumers in Group A reported the highest levels of agreement with regard to ability to see their counselors in a reasonable amount of time when they scheduled an appointment.  Overall, 90% of consumers agreed or strongly agreed that they were able to get an appointment in what they considered to be a reasonable amount of time.

I WAS ABLE TO GET AN APPOINTMENT WITH MY COUNSELOR IN A REASONABLE AMOUNT OF TIME

	
	A (n=519)
	B (n=148)
	C (n=250)
	D (n=230)
	Overall

	Mean Range
	3.38
	3.21
	3.23
	3.19
	3.29


I got an appointment in a reasonable amount of time
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Like last year, most consumers (95.1%) agreed or strongly agreed that they were treated courteously by Office staff.  

I WAS TREATED COURTEOUSLY BY ALL STAFF

	
	A (n=525)
	B (n=152)
	C (n=251)
	D (n=246)
	Overall

	Mean Range
	3.53
	3.33
	3.42
	3.33
	3.44


I was treated courteously
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A new item was added to this year’s survey. Participants were asked if their counselors understood their disability. Eighty-nine percent agreed or strongly agreed that their counselor did understand their disability. Consumers who had a positive employment outcome reported the highest agreement that their counselors helped them understand their disabilities.  

MY COUNSELOR UNDERSTOOD MY DISABILITY

	
	A (n=513)
	B (n=146)
	C (n=249)
	D (n=234)
	Overall

	Mean Range
	3.4
	3.21
	3.19
	3.15
	3.28
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Counselor understood my disability

Approximately 74% of consumers agreed or strongly agreed that their counselors were able to help them choose an appropriate job goal. 

MY COUNSELOR HELPED ME TO CHOOSE AN APPROPRIATE JOB GOAL

	
	A (n=433)
	B (n=133)
	C (n=199)
	D (n=183)
	Overall

	Mean Range
	3.15
	2.81
	2.84
	2.69
	2.95
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Counselor helped choose appropriate job goal

Consumers were asked if their counselor helped them to understand their rights. Over 89% agreed or strongly agreed that their counselor had been helpful with regard to rights. 

MY COUNSELOR HELPED ME TO UNDERSTAND MY RIGHTS

	
	A (n=500)
	B (n=143)
	C (n=241)
	D (n=232)
	Overall

	Mean Range
	3.28
	3.15
	3.16
	3.1
	3.20
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Counselor helped me understand my rights

Consumers who had achieved a positive employment outcome (Group A) had the best understanding of services that were available from the Office, with nearly 89% agreeing or strongly agreeing.  

MY COUNSELOR HELPED ME CLEARLY UNDERSTAND THE SERVICES AVAILABLE TO ME FROM VOCATIONAL REHABILITATION

	
	A (n=520)
	B (n=146)
	C (n=248)
	Overall

	Mean Range
	3.31
	3.12
	3.05
	3.2
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Counselor helped me understand available services

Consumers who received services through the Office were asked about the planning process. Those in Group A had a higher level of agreement than those in Group B when asked if their counselors worked with them to develop their Individualized Plan for Employment (IPE).  

MY COUNSELOR HELPED ME TO DEVELOP A PLAN OF ACTION TO GET A JOB OR TRAINING FOR A JOB

	
	A (n=422)
	B (n=134)
	Overall

	Mean Range
	3.09
	2.93
	3.05
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Counselor helped me develop a plan
Consumers in Group A were somewhat more likely to agree when asked if they felt free to choose the services that were received.    

I FELT FREE TO CHOOSE THE TYPE OF SERVICES I RECEIVED

	
	A (n=514)
	B (n=142)
	Overall

	Mean Range
	3.24
	3.06
	3.2


I felt free to choose services

[image: image17.wmf]0%

10%

20%

30%

40%

50%

60%

Strongly

Disagree

Disagree

Agree

Strongly

Agree

A

B


Ninety-two percent of consumers in Group A agreed or strongly agreed that services they received through their Individualized Plan for Employment (IPE) were provided in a timely manner.  

THE SERVICES I RECEIVED WERE PROVIDED IN A TIMELY MANNER
	
	A (n=521)
	B (n=147)
	Overall

	Mean Range
	3.3
	3.18
	3.27
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Services were provided in a timely manner

EMPLOYMENT INFORMATION

Consumers were asked whether or not they were employed, either full or part-time. Those whose cases were closed with a positive employment outcome were much more likely to be employed than those in Groups B, C or D.

EMPLOYMENT STATUS

	
	A% (n=528)
	B% (n=154)
	C% (n=260)
	D% (n=250)
	Overall

	Yes
	75.8
	27.9
	35.8
	45.2
	54.4

	No
	24.2
	72.1
	64.2
	54.8
	45.6


Employed
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Items related to job satisfaction were asked to consumers. Satisfaction with the type of work was slightly higher for those who achieved positive employment outcomes (A). Overall satisfaction with salary was rated lower than satisfaction with type of work.

HOW SATISFIED ARE YOU WITH THE KIND OF WORK YOU DO?

	
	A (n=391)
	B (n=42)
	C (n=90)
	D (n=112)
	Overall

	Mean Range
	3.26
	3.21
	2.99
	3.09
	3.19
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Satisfaction with type of work

HOW SATISFIED ARE YOU WITH THE SALARY YOU RECEIVE?

	
	A (n=393)
	B (n=42)
	C (n=89)
	D (n=113)
	Overall

	Mean Range
	2.84
	2.81
	2.63
	2.57
	2.76
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Satisfaction with salary
Consumers who received services from the Office were asked if they felt that the services they received through Vocational Rehabilitation helped them get their current jobs. Two-thirds of those achieving positive employment outcomes felt that Office services helped them get their job. This is a 4% increase from 2004.

DO YOU FEEL THAT VOCATIONAL REHABILITATION SERVICES HELPED PREPARE YOU FOR A JOB?

	
	A% (n=386)
	B% (n=149)
	Overall

	Yes
	65.8
	57.1
	63.4

	No
	34.2
	42.9
	36.6


VR services helped prepare me for a job
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Survey respondents were asked if there were any other services that could have helped them get or keep a job and 25.4% indicated that there were. Responses included making more information available, sharing more knowledge of job opportunities, and providing more funding. 

ARE THERE ANY OTHER SPECIFIC SERVICES OR SUPPORTS THAT COULD HELP YOU FIND OR KEEP A JOB? 

	
	A% (n=111)
	B% (n=99)
	C% (n=149)
	D% (n=127)
	Overall

%

	Yes
	27
	27.3
	21.5
	27.6
	25.4

	No
	73
	72.7
	78.5
	72.4
	74.5


There are other services that could help me get/keep a job 
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Case Closure

The act of closing a consumer’s case ends the formal contact the counselor has with a consumer.  The following information reflects consumers’ responses to questions regarding the closure of their cases. 

Seventy-seven percent of people who had a positive employment outcome knew their cases had been closed. This item continues to show positive increases over the years and reflects a 4% increase from 2004. Overall, 69% of consumers indicated that they were informed when their cases were closed.  This reflects a 5.5% increase from 2004. The following table shows the differences in the consumer being informed based on his or her case closure status. Consumers whose cases were closed upon achieving a positive employment outcome were best informed about their case closure.

I KNEW WHEN MY CASE WAS CLOSED

	
	A% (n=513)
	B% 

(n=152)
	C% (n=247)
	Overall

%

	Yes
	77.4
	61.2
	56.3
	69

	No
	22.6
	38.8
	43.7
	31


I knew when my case was closed
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Consumers were asked if their cases should have been closed. Those who had a positive employment outcome (Group A) were most likely to agree that the case should have been closed (78.4%). Those whose cases were closed in referral, applicant, or extended evaluation (Group D) were least likely to want their cases closed (54.7%). 
SHOULD YOUR CASE HAVE BEEN CLOSED?

	
	A% (n=505)
	B% (n=147)
	C% (n=241)
	D% (n=234)
	Overall

%

	Yes
	78.4
	70.1
	69.3
	54.7
	70.5

	No
	21.6
	29.9
	30.7
	45.3
	29.5


My case should have been closed
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If the respondent felt his or her case should not have been closed, the follow up question, “Why shouldn’t your case have been closed?” was asked. The reasons given for the case not being closed included: “was not finished" (22.7%), “insufficient services” (16.8%), "don't have a job yet" (16.5%), “rehab did not help me” (10.6%), and "need more training” (10.3%).

Consumers were asked about their level of awareness of reapplying for services. Over 70% of participants knew they could reapply. This reflects a 1% gain from 2004.

I KNOW THAT I CAN REAPPLY FOR SERVICES FROM VOCATIONAL REHABILITATION

	
	A% (n=519)
	B% (n=149)
	C% (n=255)
	D% (n=244)
	Overall

	Yes
	69.2
	65.8
	72.2
	75
	70.6

	No
	30.8
	34.2
	27.8
	25
	29.4
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I know that I can reapply for services

Finally, consumers were asked if they would return to Vocational Rehabilitation in the future. Approximately ninety percent of consumers indicated that they would. Consumers who achieved a positive employment outcome (Group A) gave the Office the highest rating on this question at 93%, a slight increase from 92.4% in 2004 . 

I WOULD GO BACK TO VOCATIONAL REHABILITATION IF I NEED TO

	
	A% (n=526)
	B% (n=152)
	C% (n=256)
	D% (n=246)
	Overall

	Yes
	93
	85.5
	85.5
	87
	89.2

	No
	7
	14.5
	14.5
	13
	10.8


I would go back to vocational rehabilitation 
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A = Consumers with Positive Employment Outcome



B = Consumers with Cases Closed After Initiation of IPE

C = Consumers with Cases Closed Prior to IPE

D = Consumers with Cases Closed in Referral, Applicant, or Trial Work Experience
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