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	The Alabama Department of Rehabilitation Services (ADRS) is the state agency designated to provide rehabilitation services to adults who are blind or severely visually impaired under the Rehabilitation Act of 1973, as amended (PL 105-220). ADRS is recognized by the Rehabilitation Services Administration (U. S. Department of Education) as the sole state agency to administer a State Plan under Section 110 of the Rehabilitation Act of 1973, as amended. ADRS was formed by the Alabama Legislature in January of 1995 when the vocational rehabilitation program was moved from the State Department of Education. ADRS continues to work closely through a unique partnership between the State Rehabilitation Council (SRC) and the Blind Advisory Council, which collaborate with ADRS to provide valuable input to the State Board relative to the administrative codes and rules necessary to regulate Alabama's vocational rehabilitation (VR) service delivery system. The Vocational Rehabilitation Service division of ADRS served 30,187 Alabamians with disabilities in FY 2014, delivering the necessary individualized services to prepare them to enter the workforce in their pursuit of self-sufficiency and independence. The mission of ADRS is "to enable Alabama's children and adults with disabilities to achieve their maximum potential" by assisting Alabamians with disabilities at home, in school, and on the job. The agency is typically able to serve all eligible consumers and does not operate under an Order of Selection.

	While the Vocational Rehabilitation Service (VRS) helps Alabamians with a variety of disabilities achieve independence through employment, the Division of Blind and Deaf Services provides assistance through a statewide VR service delivery system to individuals who are blind or severely visually impaired. During FY 2014, the Blind Services program provided employment related services to 1,610 individuals with significant visual impairments. The U.S. Census Bureau provides estimates of the number of people in Alabama who report having a vision difficulty. These estimates are based on data collected over a three-year period (2011 to 2013). This information is provided by large age groups and by county. A table of the working age adult population (age 18 to 64 years) who report a vision difficulty, by county, is provided below. Note that only 49 of the 67 counties had data available.

Table 1: Estimates of working age population with a vision difficulty 
	County
	Population 18 to 64 years
	Number with a Vision Difficultya
	Percent with a Vision Difficulty
	Margin of Error

	Autauga 
	33,156
	1,341
	4.0%
	+/-1.4

	Baldwin 
	112,583
	2,231
	2.0%
	+/-0.5

	Barbour 
	14,667
	980
	6.7%
	+/-1.8

	Bibb 
	12,999
	216
	1.7%
	+/-0.8

	Blount 
	34,605
	796
	2.3%
	+/-0.8

	Butler 
	11,974
	244
	2.0%
	+/-0.8

	Calhoun 
	72,257
	2,104
	2.9%
	+/-0.6

	Chambers 
	20,604
	850
	4.1%
	+/-1.3

	Cherokee 
	15,609
	508
	3.3%
	+/-1.1

	Chilton 
	26,663
	652
	2.4%
	+/-0.8

	Clarke 
	14,961
	447
	3.0%
	+/-1.0

	Coffee 
	29,224
	815
	2.8%
	+/-0.8

	Colbert 
	32,786
	1,448
	4.4%
	+/-1.2

	Covington 
	21,987
	825
	3.8%
	+/-0.9

	Cullman 
	48,321
	1,194
	2.5%
	+/-0.6

	Dale 
	28,478
	937
	3.3%
	+/-0.9

	Dallas 
	25,198
	1,252
	5.0%
	+/-1.2

	DeKalb 
	42,479
	856
	2.0%
	+/-0.6

	Elmore 
	46,553
	652
	1.4%
	+/-0.5

	Escambia 
	21,513
	953
	4.4%
	+/-1.3

	Etowah 
	63,122
	1,897
	3.0%
	+/-0.8

	Franklin 
	18,761
	493
	2.6%
	+/-1.0

	Geneva 
	15,763
	465
	2.9%
	+/-1.0

	Houston 
	61,700
	1,597
	2.6%
	+/-0.3

	Jackson 
	31,920
	977
	3.1%
	+/-0.9

	Jefferson 
	411,551
	9,838
	2.4%
	+/-0.2

	Lauderdale 
	56,905
	1,562
	2.7%
	+/-0.6

	Lawrence 
	20,900
	759
	3.6%
	+/-1.3

	Lee 
	98,922
	1,913
	1.9%
	+/-0.5

	Limestone 
	51,188
	1,254
	2.4%
	+/-0.8

	Macon 
	13,298
	452
	3.4%
	+/-1.2

	Madison 
	217,426
	3,679
	1.7%
	+/-0.3

	Marengo 
	11,901
	527
	4.4%
	+/-2.0

	Marion 
	17,841
	856
	4.8%
	+/-1.3

	Marshall 
	56,094
	1,987
	3.5%
	+/-0.9

	Mobile 
	249,846
	6,837
	2.7%
	+/-0.4

	Monroe 
	13,198
	444
	3.4%
	+/-1.4

	Montgomery 
	139,329
	3,808
	2.7%
	+/-0.4

	Morgan 
	72,849
	2,257
	3.1%
	+/-0.7

	Pike 
	22,071
	541
	2.5%
	+/-0.9

	Randolph 
	13,365
	288
	2.2%
	+/-0.9

	Russell 
	34,189
	1,322
	3.9%
	+/-1.1

	St. Clair 
	51,820
	1,251
	2.4%
	+/-0.8

	Shelby 
	126,072
	2,014
	1.6%
	+/-0.4

	Talladega 
	48,895
	1,810
	3.7%
	+/-0.8

	Tallapoosa 
	24,530
	509
	2.1%
	+/-0.7

	Tuscaloosa 
	133,625
	2,495
	1.9%
	+/-0.4

	Walker 
	39,697
	1,499
	3.8%
	+/-1.0

	Winston 
	14,404
	686
	4.8%
	+/-2.2

	All Counties
	2,943,123
	78,702
	2.7%
	+/-0.1


a Answered yes to: “Is this person blind or does he/she have serious difficulty  
  seeing even when wearing glasses?”

	Of the consumers with a significant visual impairment served during FY 2014, 217 cases were closed rehabilitated and 189 were closed non-rehabilitated, with those closed due to death removed. Those closed as successfully rehabilitated typically achieved an employment outcome. An employment outcome means, with respect to an individual, entering or retaining full-time or part-time competitive employment in the integrated labor market; supported employment; self-employment; or any other type of employment that is consistent with an individual's strengths, resources, priorities, concerns, abilities, capabilities, interests, and informed choice. 

	Blind Services also assists Alabama employers to maximize their resources by hiring qualified blind and visually impaired job applicants. 
Vocational Rehabilitation counselors visit worksites to assess job tasks and perform job analyses to identify positions that can be performed by qualified blind workers. ADRS routinely consults with employers about concerns regarding hiring persons who are blind or visually impaired, and provides disability awareness and sensitivity training to other employees. Certified Vision Rehabilitation Therapists (CVRTs) (formerly called Rehabilitation Teachers), provide assistance with job readiness and independent living skills to ensure success in employment while Orientation and Mobility (O&M) specialists assist Blind Services consumers in gaining independent travel skills and orientation to the work environment.

	Blind Services provides a wide variety of services throughout the state, including: 
· vocational guidance and counseling 
· vocational evaluation to determine skills, abilities and potential to work 
· vocational training 
· transition services 
· adaptive equipment 
· rehabilitation teaching 
· orientation and mobility 
· job placement assistance 
· rehabilitation technology services 
· college or university training

	The majority of blind and visually impaired consumers in Alabama receive these services from counselors who maintain specialized caseloads of consumers with visual impairments, although a small number do receive services from counselors serving a general caseload. For the majority of FY 2014, there were 13 counselors actively serving blind and visually impaired consumers across the state. There were two counselor vacancies at the end of the fiscal year, leaving 11 active counselors in September of 2014. During FY 2014, the counselors had average caseloads of approximately 124 individuals. 
	
[bookmark: _Toc286064865]Evaluation Requirements

	Traditionally, vocational rehabilitation agencies have been evaluated using quantitative measures, such as the percentage of cases closed successfully, the percentage of successfully closed cases placed in competitive employment, and the percentage of severely disabled clients served. However, a thorough program evaluation of any human service agency should also include consumer feedback and opinions about the services received (Russell, 1990). Consumer satisfaction is mentioned several times in the Rehabilitation Act of 1973, as amended. Section 14 of the Act requires the Secretary of the U.S. Department of Education to evaluate all of the programs authorized under the Rehabilitation Act. One of the federal program evaluation standards associated with this focuses on consumer satisfaction (i.e., that the opinions of program and project participants about the strengths and weaknesses of the programs and projects shall be obtained). Section 101, which covers State Plans, indicates that the development of the state plan should include a review and analysis of consumer satisfaction data. Section 105, which covers State Rehabilitation Councils, indicates that one function of the council is to evaluate the consumers’ satisfaction with the agency. Section 107, covering Monitoring and Review of agencies, instructs the Rehabilitation Services Administration Commissioner to consider consumer satisfaction review and analyses in his or her evaluation of state agencies. 

	In order to meet these requirements for consumer satisfaction data, ADRS entered into a contractual agreement with the National Research and Training Center (NRTC) on Blindness and Low Vision at Mississippi State University to conduct a consumer satisfaction survey of all successfully rehabilitated Blind Services closures. One of the recommendations made in the FY 2007 report was that consumers closed “not rehabilitated” (i.e., closed without an employment outcome for reasons such as refused services; unable to locate, contact or moved; death, etc.) also be surveyed as part of the consumer satisfaction study. This recommendation was accepted, and since FY 2008 all consumers closed by ADRS have been surveyed.  

[bookmark: _Toc286064866]Consumer Satisfaction Survey

	Consumer satisfaction data can be used by VR agencies in a number of ways for several different purposes, including improving services for consumers, planning programs, evaluating counselors and providing feedback, and identifying staff training needs (Capella & Turner, 2004). Although ADRS has conducted random sample consumer satisfaction surveys since 1989, there was a consensus that all successfully closed blind and visually impaired consumers should be surveyed to improve categorical services. In an effort to develop a survey instrument that could be used by the agency for this purpose, several meetings were held between ADRS administrative staff and NRTC personnel during 2006. ADRS wanted several items from the consumer satisfaction survey used with the general population of consumers to be retained on the new survey (including a rating of satisfaction with specific services received). In addition, various demographic data elements were included to match the RSA-911 dataset and an 18-item scale specific to satisfaction with the counselor (taken from the Vocational Rehabilitation Consumer Satisfaction Instrument developed by Dr. McDonnall [Capella & Turner, 2004]) was included as part of the final instrument. Once the survey was finalized, a copy was submitted to the Institutional Review Board (IRB) for the protection of human subjects at Mississippi State University (MSU) and IRB approval to conduct the research was obtained.

	The original survey developed during these meetings was used for FY 2006. Discussion between ADRS administrative staff and NRTC personnel during the administration of the survey in 2006 resulted in some changes to the survey instrument and interview procedure for FY 2007. These changes included the addition of five new questions, a space for the counselor number to be recorded and, in order to streamline the interview process, the obtainment of demographic data from case files rather than from the individual. Minor changes have occurred to the survey each year since that time, such as the addition of an item asking respondents to explain why they were not satisfied with specific services (if they reported dissatisfaction with one or more services). In an ongoing effort to improve services to consumers and respond to consumers who are dissatisfied, an item was added in FY 2010 to ask respondents who express dissatisfaction if ADRS may contact them. In 2012 four questions were added regarding satisfaction with the counselor, at the request of ADRS. In 2013 the introductory consent statements were shortened. In 2014 the wording of two items was changed and a follow-up question to the speed of arranging services item was added. A copy of the instrument used for the FY 2014 survey is located in Appendix A.

	ADRS Blind Services provided consumer names, telephone numbers and demographic information for all of their closures during FY 2014 (October 1, 2013 - September 30, 2014). The first three months’ data were obtained in January of 2014 and efforts were made to contact each consumer beginning that month. Additional closure information was provided by ADRS as it became available. At least three attempts were made to contact each consumer by phone. Calls were placed at different times of the day and different days of the week to each person, with at least one call occurring on the weekend. When possible, a message was left including a number to which a return call could be made. If the person could not be reached in three (or more) attempts, they were classified as “unable to contact.” Several people were also unreachable because of problems with their phone numbers, such as a disconnected number or an incorrect number listed for them. 

	ADRS provided 406 consumer names (excluding those consumers whose cases were closed due to death) to contact for interviews. Of the 406, 57 (14.0%) were unreachable due to problems with their phone numbers (e.g., disconnected, no longer at residence, incorrect number). Over 25% of the non-rehabilitated and 4.2% of the rehabilitated closures were unreachable. Seven (1.7%) were reached but declined to participate in the interview, 2 (0.5%) were unavailable to participate, and 172 (42.4%) could not be reached after multiple attempts. Interviews were completed with 168 consumers for an overall response rate of 41.4%. When removing the consumers who were unreachable due to problems with their phone numbers or unavailable to complete the survey, the response rate for the survey was 48.4%. Of the 168 interviewed, 117 were rehabilitated and 51 were not rehabilitated. The response rate for rehabilitated consumers was substantially higher than for non-rehabilitated consumers (53.9% and 27.0% respectively).  



Table 2
Demographics of Respondents versus Non-Respondents
	Variable
	Respondents
	Non-Respondents
	Percent Complete

	Gender
	
	
	

	     Male
	51.2
	57.6
	38.6

	     Female
	48.8
	42.4
	44.8

	Race
	
	
	

	     Black/African American
	37.5
	43.3
	38.0

	     White 
	60.7
	55.7
	43.6

	     Other
	  1.3
	  1.3
	50.0

	Impairment
	
	
	

	     Blind (unable to read print)
	11.3
	10.9
	42.2

	     Legally Blind
	41.1
	34.5
	45.7

	     Other Visual Impairment
	44.6
	52.5
	37.5

	     Deaf-Blindness
	  3.0
	  2.1
	50.0

	Age
	
	
	

	     Under 30
	18.1
	28.5
	30.9

	     30-39
	15.7
	19.6
	36.1

	     40-49
	21.1
	20.4
	42.2

	     50-59
	24.7
	22.1
	44.1

	     60 and over
	20.5
	9.4
	60.7


Note: All numbers are percentages.

	The demographics of the consumers who responded to the survey were compared to the demographics of the consumers closed in FY 2014 who did not complete the survey, to determine if any differences existed between these groups (see Table 2). Table 2 has three columns of data: percentage of respondents, percentage of non-respondents, and percent complete. For each overall variable (e.g., Gender), the percentages for the respondents and non-respondents columns of each category under that variable (e.g., Male and Female) will sum to 100%. This can be interpreted to mean, for example, that 51.2% of the 168 consumers who responded to the survey were male and 48.8% were female. The percent complete column represents the percentage of the total number of people in that category who responded to the survey, of the total number who could have responded. For example, 38.6% of the total number of males and 44.8% of the total number of females closed in FY 2014 completed the survey this year.
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	There were a few differences in the demographics of respondents versus non-respondents. Females were more likely to respond than Males. Whites and those of other races were more likely to respond than African Americans. Consumers who had other visual impairments were less likely to respond than all other visual impairment groups. Persons in the youngest age group (under 30) were least likely to respond, and each successive age group was more likely to respond. The differences in response rates seen here in terms of race and age are the same as those commonly found in survey research. It is important to keep these differences in mind when evaluating the results of this survey.

	Respondents ranged in age from 15 to 79. Of the 168 consumers who completed surveys, a majority were closed successfully (117 [69.6%] compared to 51 [30.4%] who were not rehabilitated). The majority of those closed rehabilitated were competitively employed (83.8%), while 4.3% were self-employed, 6.8% were homemakers, and 5.1% were food service operators under the Business Enterprise Program (BEP). Of those closed not rehabilitated, 67.7% had an Individualized Plan for Employment (IPE) in place. A large majority of respondents reported having some usable vision (87.5%). Of those with usable vision, 8.8% reported having “very little vision,” 57.8% reported having “some vision” and 33.3% reported having “a lot of vision.” 

	Of the 141 respondents who were closed successfully, 93.2% were closed with an employment outcome. Respondents were asked whether they were currently employed at the time of the interview. A percentage (7.8%, n=4) of those closed not rehabilitated reported being employed at the time of the interview. Considering only rehabilitated consumers who were closed successfully into employment (excluding homemakers), 12.8% (n=14) reported that they were not currently employed. These persons were asked how long they had worked at the job they had when their case was closed, and responses ranged from three months to nine years. More than half of the respondents reported that they held their closure job for six months or less. When asked why they were not working, many respondents indicated they were laid off or their job ended (33.3%). Another 33.3% reported it was due to vision problems or health problems, and 13.3% stated they were going back to school. Slightly more than half of those who reported not currently being employed would like to work (51.6%).

	Those who reported being currently employed were asked how many hours they worked each week and what their job titles were. The average number of hours worked was 33.39 (SD=13.95), with a minimum of 4 hours and a maximum of 72 hours per week. The types of jobs held by those currently employed varied widely. A list of the job titles provided by respondents is located in Appendix B. 
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	Consumers’ satisfaction with their counselors was assessed using a subscale from the Vocational Rehabilitation Consumer Satisfaction Instrument (Capella, 2002). The 18 items on this scale are worded as statements with which consumers are asked to agree or disagree. Responses are rated on a 5-point Likert scale (Strongly Agree to Strongly Disagree). Individual items are scored with values from –2 to 2, with positive values indicating satisfaction and negative values indicating dissatisfaction. Approximately half of the items are worded positively and half are worded negatively, to avoid acquiescent response set. Those items that are worded negatively are reverse scored, so that positive scores always reflect greater satisfaction. Items were summed to create a total score on the scale, which can range from -36 to 36.

	The range of scores on the Satisfaction with Counselor scale for ADRS respondents closed during FY 2014 was -30 to 36. The most commonly occurring score was 36, with 46 people expressing complete satisfaction with their counselors. The overall average score this year was 25.80 (SD=13.43), based on 159 respondent ratings. Nine respondents indicated that they could not answer the questions due to lack of contact with the counselors, and one person reported limited contact with his counselor but did answer the counselor items. Average Satisfaction with Counselor scores for each individual counselor for the blind are provided in Table 3. In Table 4, average Satisfaction with Counselor scores are provided by district.



Table 3
Average Satisfaction with Counselor Scores by Caseload Number
	Caseload 
	Percent complete
	N
	Mean
	SD
	Minimum
	Maximum

	A
	47.8
	23
	25.78
	14.79
	-9
	36

	B
	32.1
	9
	21.17
	17.92
	-23
	36

	C
	50.0
	4
	24.50
	6.24
	18
	36

	D
	35.1
	12
	28.75
	7.17
	13
	36

	E
	26.7
	4
	22.90
	11.33
	12
	36

	F
	18.2
	2
	17.50
	26.16
	-1
	36

	G
	48.7
	19
	23.79
	16.82
	-30
	36

	H
	37.8
	17
	25.62
	15.28
	-22
	36

	I
	37.8
	14
	31.14
	5.24
	19
	36

	J
	44.8
	13
	23.90
	13.12
	-7
	36

	K
	32.7
	16
	27.65
	13.60
	-5
	36

	L
	46.7
	14
	22.14
	15.92
	-11
	36

	M
	54.6
	12
	30.25
	7.24
	15
	36

	TOTAL
	39.2
	159
	25.80
	13.43
	-30
	36


Note. Percent complete represents percent of consumers closed on that caseload who had counselor scores available. Table includes counselors for the blind only.


Table 4
Average Satisfaction with Counselor Scores by District
	District
	Percent complete
	N
	Mean
	SD
	Min.
	Max.

	11
	42.1
	24
	26.21
	14.61
	-9
	36

	21
	39.6
	70
	26.09
	13.17
	-23
	36

	41
	42.9
	36
	24.83
	13.79
	-30
	36

	61
	37.2
	29
	25.97
	13.28
	-7
	36



	The average score of 25.80, which represents an overall mean per item of 1.46, indicates that consumers are generally satisfied with their counselors. The overall scale mean score from this year was slightly higher than the previous two years. The average score for consumers closed rehabilitated this year (M=27.75, SD=12.56) was higher than the average score for this group last year. When evaluating individual rather than average scores on the scale, it was noted that 6.9% of respondents indicated dissatisfaction with their counselors (a score of 0 or less), 13.8% expressed partial dissatisfaction and partial satisfaction with their counselors (scores ranging from 1 to 17), and the remaining 79.3% expressed satisfaction with their counselors (scores of 18 or above).

	The three items that received the highest ratings by consumers (indicating greater satisfaction) were related to personal interactions the counselor had with the consumer and information provision. The first and second items on the list were the two highest-rated during FY 2012 and 2013 also. The third item has not been a highest-rated item previously.
1. (tied) My counselor had a negative attitude towards me. (Item 12*)
1. (tied) My counselor did not keep me informed of what was being 
done with my case. (Item 11*)
3. My counselor really listened to me. (Item 1)
*Note that these items are reverse scored, therefore high scores indicate that consumers were very likely to disagree or strongly disagree with them.

	The three items that received the lowest scores (indicating less satisfaction with counselors in these areas), were related to provision of services and information. Even though these were the lowest-rated items, the means for each were 1.23 or above, indicating satisfaction by most consumers.
1. My counselor returned my phone calls within 3 days. (Item 9)
2. My counselor did not provide as much helpful information as I would have liked. (Item 3)
3. My counselor did not approve all services I needed to help me obtain employment. (Item 16)

	Group comparisons on overall Satisfaction with Counselor scores were conducted based on current employment, closure type (rehabilitated versus not rehabilitated), type of rehabilitated closure, gender, race, and level of vision loss. A significant difference based on current employment was found this year, when evaluating only those with an employment outcome at closure (t = 2.36, p =.03). Those individuals who had an employment outcome at closure but did not report working at the time of the interview were significantly less satisfied with their counselors (M=15.39, SD=22.32 versus M=29.66, SD=9.55). As in all previous years other than 2013, there was a significant difference (t = 2.85, p =.01) in satisfaction levels of those closed rehabilitated (M=27.75, SD=12.56) and non-rehabilitated (M=21.29, SD=14.39). However, this difference is not as large as in previous years. There was a difference in satisfaction level based on level of vision loss (F = 2.34, p = .08), with those who are totally blind being less satisfied with their counselors than other groups. Lack of differences based on race, gender, and age indicates that ADRS is providing equitable services to these groups of consumers.

Additional Counselor Items

	The four additional counselor items that were added to the survey last year were included in the survey this year. These questions are being asked of all consumers served by the agency to assess satisfaction with their counselor. The four questions and their results are provided in Table 5. Individuals who were closed non-rehabilitated were less likely to agree with the first three items, compared to those closed rehabilitated.

Table 5
New Counselor Satisfaction Items
	Item
	Percent “Yes”

	Did your VR Counselor make an effort to provide and arrange services to you in a timely manner?
	92.5

	Did your VR Counselor involve you when planning services to reach your employment goal?
	90.6

	Were you able to contact your VR Counselor when needed?
	93.1

	Did your VR Counselor treat you with courtesy and respect during your program?
	98.8
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	Respondents were asked about their satisfaction level with each of the specific services that they received from ADRS. Their responses (for each service category that included 5 or more people) are provided in the form of bar charts and a narrative description on the following pages. In the charts, results are divided by type of closure when at least 5 people in each category responded to the item. In the narrative description, results are reported overall, for both groups combined. When significant differences between the groups were noted in satisfaction for a service, this was discussed in the narrative. A common difference between the groups found on most services was that consumers closed not rehabilitated were more likely to report being “satisfied” rather than “very satisfied” with the services, compared to consumers closed rehabilitated. If respondents expressed dissatisfaction with one or more services they were provided, they were asked to explain why. Responses to this question are presented at the end of the narrative description. 

	A narrative description of satisfaction with those services that had fewer than 5 people receiving them is provided in the following paragraph. 
In order to compare satisfaction level with services for 2014, 2013, and 2012, a table was prepared that presents the percentage of respondents satisfied with each service (this includes those who reported being very satisfied or satisfied). This table is presented on page 35. Some consumers reported that they did not receive a service that was listed for them. These people were removed from the percentage totals provided for each of the bar charts, but are reported in the narrative that accompanies the charts and are also reported in Table 7 (on page 36).

	There were five services that were received by fewer than five respondents. None of the consumers interviewed received four of these services: Basic Academic Remedial/Literacy Training, Reader Services, Interpreter Services and Personal Attendant Services. Only two people received College or University Training and both were satisfied. 




Assessment
A total of 119 respondents were asked about their satisfaction with Assessment, but 1 people indicated that he or she did not receive this service. The majority of the 118 who responded were very satisfied (n=70, 59%) or satisfied (n=44, 37%). A small number were not satisfied: 1 (1%) reported being dissatisfied and 3 (3%) were very dissatisfied. Reasons given for being dissatisfied with assessment included: 

“I was dissatisfied that Gentry was the only thing available. They made me do things I didn't want to do. I was only there for the BEP program and I was forced into doing things I didn't want or need to do.”
“I felt that it was unfair for a person that can't read well. I looked like I was able to read by myself, but I needed someone to read the material to me.” 
“VR has nothing for me and couldn't help me at all.”

Note: In this chart and all charts on the following pages, the narrative description reports percentages for all consumers combined, while most graphs report percentages for consumers separated by closure type.

Diagnosis and Treatment of Impairments
Case narratives of 38 respondents indicated that they received Diagnosis and Treatment of Impairments as one of their services, but one indicated that he or she had not received this service. Most were very satisfied (n=17, 46%) or satisfied (n=15, 41%). Four (11%) reported being dissatisfied with this service, and one (3%) reported being very dissatisfied. Reasons given for being dissatisfied with diagnosis and treatment were: 

“They didn't do anything for me as far as the hearing problem that I had. I was recommended for hearing aids and my counselor didn't do anything.”
“Because they could not do anything for me.”
“I have no transportation and the trips to the eye doctor's office was $40.00 for cab fare one way. There was no help in getting me to the appointments. It would interfere with my work and I would lose my job. I could not make the appointments.”
“I got one set of eye glasses that I cannot see out of. I didn't have most of this (the services).”


Vocational Rehabilitation Counseling and Guidance
A total of 164 respondents were asked about their satisfaction with Vocational Rehabilitation Counseling and Guidance. Two people indicated that they did not receive this service. Of the remaining 162, 90 (56%) were very satisfied, 59 (36%) were satisfied, 9 (6%) were dissatisfied, and 4 (2%) were very dissatisfied with this service. The following are responses given by consumers about why they were dissatisfied: 

“There was more they could have done and they didn't do it.” 
“All of the above - I just felt like I wasn't getting all of the information.”
“Early on things were great. However, later on our communications broke down and I did not get some of the services I needed.”
“I am not satisfied with this because I have had 4-5 counselors. I have had very little contact with anyone. My case has been closed prematurely as I haven't yet had all the training I have been promised.”
“I didn't feel the program was run equally for all participants.”
 “I really didn't get much counseling out of it.”
“She tried to put me into a job and a program that I was not prepared for. And it was completely the wrong work for me to do.”
“The counselor was very rude and very impatient. He was very confrontational. Therefore I did not want to argue, and had as little contact with him as possible.”
“My counselor wouldn't even call me back for me to talk with him.”
“I was being billed for responsibilities that were not my responsibility. These bills should have been taken care of by someone else.”
[bookmark: _MON_1387973004]“They were supposed to get me into Gentry and I haven't started yet.”



Occupational/Vocational Training
Case narratives for 10 respondents indicated that they received Occupational/Vocational Training as a service. One person reported that he or she did not receive this service. Of the 9 remaining consumers (8 of whom were closed with an employment outcome), most were either very satisfied (n=4, 44%) or satisfied (n=3, 33%) with this service. Two reported beind dissatified with the service (22%). The following reason was given by a consumer about why he or she was dissatisfied:

“Gentry treats people like they are children. I am a grown adult and to go back like I am a child. You either go along with it and take what you need from it, or you just don't do it. I would not recommend Gentry to anybody.”



On-the-Job Training 
Case narratives for 19 respondents indicated that they received On-the-Job Training as a service. One person reported that he or she did not receive this service. Of the remaining 18 respondents, all were satisfied with this service: 11 (61%) were very satisfied and 7 (39%) were satisfied.

[bookmark: OLE_LINK1][bookmark: OLE_LINK2]

Job Readiness Training
Case narratives of 59 respondents indicated they received Job Readiness Training as a service. Of these, eight reported that they did not receive this service. Of the remaining 51 consumers, most were very satisfied (n=20, 39%) or satisfied with this service (n=29, 57%). Only two reported being dissatisfied (4%). There were no specific reasons given for dissatisfaction with this training.


Disability Related Augmentative Skills Training
Case narratives of 51 respondents indicated that they received Disability Related Augmentative Skills Training as one of their services. Of these, four reported that they did not receive this service. Most of the remaining consumers reported being very satisfied (n=25, 53%) or satisfied (n=21, 45%) with the service, while one consumer (2%) was dissatisfied. 


Orientation and Mobility
This service is not reported on the case narrative form but the interviewer was instructed to ask people if they had received it. A total of 33 people reported receiving orientation and mobility training. All were very satisfied (n=21, 64%) or satisfied (n=12, 36%) with this service.



Rehabilitation Teaching Services
This service is also not reported on the case narrative form but respondents were asked whether they had received it. Thirty-one people reported receiving rehabilitation teaching services, and all were either very satisfied (n=22; 71%) or satisfied (n=9; 29%) with it. 




Braille Instruction
Because this service is not reported on the case narrative form, all respondents were asked whether they had received it. A total of 9 respondents indicated that they received Braille instruction. Four (44%) reported being very satisfied and 4 (44%) reported being satisfied. One person (11%) reported being dissatisfied. The reason given for dissatisfaction was: “I felt like there was not enough patience with teaching me the braille.”



Miscellaneous Training
Forty respondents were asked about their satisfaction with Miscellaneous Training services. Of these, 3 people indicated that they did not receive this service. Of the remaining 37, 16 (43%) were very satisfied, 20 (54%) were satisfied, and 1 (3%) was dissatisfied.


Job Search Assistance
Case narratives of 47 respondents indicated they received Job Search Assistance. However, 3 of them stated that they did not receive this service. Of the remaining 44 respondents, 18 (41%) reported being very satisfied and 17 (39%) reported being satisfied with this service. Six people (14%) reported being dissatisfied with this service and 3 (7%) reported being very dissatisfied. The following reasons were given for dissatisfaction with this service: 

“Because I did not get the job I wanted. I felt like they judged me on my sight and not my ability to perform the job. This was not Voc. Rehab., but the job I applied for and really wanted.”
 “The reason I was dissatisfied with the above was because I had no help finding employment. I had no prospects. I never even met anyone to help me. I had to do everything completely by myself. I felt like I should have been helped.”
“We just couldn't find anything available for me.”



Job Placement Assistance
Records indicate that 48 respondents received Job Placement Assistance as a service, but 6 indicated they had not. Most of the 42 who did were either very satisfied (n=20, 48%) or satisfied (n=18, 43%) with this service. A small number reported being dissatisfied (n=4, 10%). Almost all people who reported receiving this service were closed rehabilitated (41 of the 42, or 98%). Reasons given for dissatisfaction were:

“It has been like three years and I only got one job and after 90 days that job played out.”
“There was no follow-up or help with these services.”



On-the-Job Supports
Case narratives of 7 respondents indicated that they had received On-the-Job Supports as one of their services. However, 1 of the 7 reported that he or she did not receive this service. Of the remaining 6 consumers, all were very satisfied (n=1, 17%) or satisfied (n=5, 83%).
	


Transportation Services
A total of 48 respondents were asked about their satisfaction with Transportation Services. Six respondents reported that they did not receive this service. Of the remaining 42 respondents, 18 (43%) were very satisfied, 21 (50%) were satisfied, and 3 (7%) were dissatisfied with this service. The following responses describe participants’ reasons for dissatisfaction with transportation services:

“I cannot get transportation from this address.  I have to be picked up somewhere else.”
“I have to come up with my own transportation. I have trouble coming up with transportation money.”
“Well, sometimes they could do better if they had more drivers. It is too expensive for a round trip of $8.00. If they had one more full time driver the wait wouldn't be as long either.”


Rehabilitation Technology Services
A total of 123 respondents reportedly received Rehabilitation Technology as one of their services. Six of these consumers indicated that they did not receive this service. Of the remaining 117 respondents, a large percentage reported being very satisfied (n=71, 61%) or satisfied (n=44, 38%). A small number reported dissatisfaction with this service: 2 (2%) were dissatisfied. Reasons given for dissatisfaction were:

“There was more they could have done and they didn't do it.”
“My bar code scanner will not recharge and I can't get in touch with the service representative.”


Technical Assistance Services
Nine respondents (8 closed rehabilitated) received Technical Assistance as one of their services. All respondents were satisfied with the service: 6 (67%) were very satisfied and 3 (33%) were satisfied. 



Information and Referral Services
A total of 56 respondents reportedly received Information and Referral Services. Three people stated that they did not receive this service. Of the remaining 53 consumers, most indicated satisfaction with this service: 27 (51%) were very satisfied and 24 (45%) were satisfied. Two people (4%) reported being dissatisfied. No reasons were given for being dissatisfied.



Other Services
Records indicated that 107 respondents received services that did not fall into other categories (referred to as Other Services). Two people indicated that had not received other services. All of the respondents were either very satisfied (n=45, 43%) or satisfied (n=60, 57%) with this service.
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Table 6
Percent Satisfied with Specific Services: 2014, 2013, and 2012 

	Service
	2014
% Satisfieda
	
Nb
	2013
% Satisfieda
	
Nb
	2012
% Satisfieda
	
Nb

	Assessment
	96.6
	118
	96.4
	137
	95.8
	114

	Diagnosis & Treatment of Impairments
	86.5
	37
	96.5
	57
	94.6
	53

	Voc. Rehabilitation Counseling & Guidance
	92.0
	162
	94.3
	209
	93.9
	154

	College or University Training
	100.0
	2
	100.0
	19
	100.0
	18

	Occupational / Vocational Training
	77.8
	9
	100.0
	12
	100.0
	8

	On-the-Job Training
	100.0
	18
	90.0
	20
	100.0
	15

	Basic Academic Remedial/Literacy Training
	--
	0
	100.0
	2
	100.0
	2

	Job Readiness Training
	96.1
	51
	91.2
	57
	90.5
	38

	Disability-Related Augment. Skills Training
	97.9
	47
	96.8
	62
	95.2
	40

	Orientation and Mobility
	100.0
	33
	98.3
	59
	98.6
	70

	Rehabilitation Teaching Services
	100.0
	31
	100.0
	50
	98.5
	66

	Braille Instruction
	88.9
	9
	96.2
	26
	100.0
	38

	Miscellaneous Training
	97.3
	37
	97.5
	80
	100.0
	50

	Job Search Assistance
	79.6
	44
	80.8
	52
	93.8
	30

	Job Placement Assistance
	90.5
	42
	92.9
	42
	85.2
	23

	On-the-Job Supports
	100.0
	6
	94.2
	52
	97.8
	45

	Transportation Services
	92.9
	42
	91.1
	56
	88.9
	32

	Rehabilitation Technology Services
	98.3
	117
	96.0
	148
	98.4
	120

	Technical Assistance Services
	100.0
	9
	100.0
	16
	100.0
	11

	Information and Referral Services
	96.2
	53
	94.8
	58
	100.0
	33

	Other Services	
	100.0
	105
	99.3
	139
	99.0
	101


aIncludes respondents who indicated that they were “very satisfied” or “satisfied” with a service.
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bN values represent the total number of people who provided a response about satisfaction with the service.			

Table 7 
“Did Not Receive” Responses to Service Items

	Service
	N
	Percent

	Assessment
	1
	0.8

	Diagnosis and Treatment of Impairments
	1
	2.6

	Voc. Rehabilitation Counseling and Guidance
	2
	1.2

	College or University Training
	0
	--

	Occupational/ Vocational Training
	1
	10.0

	On-the-Job Training
	1
	5.3

	Job Readiness Training
	8
	13.6

	Disability Related Augmentative Skills Training
	4
	7.8

	Miscellaneous Training
	3
	7.5

	Job Search Assistance
	3
	6.4

	Job Placement Assistance
	6
	12.5

	On-the-Job Supports
	1
	14.3

	Transportation Services
	6
	12.5

	Rehabilitation Technology Services
	6
	4.9

	Technical Assistance Services
	0
	--

	Information and Referral Services
	3
	5.4

	Other Services
	2
	1.9




[bookmark: _Toc286064871]Miscellaneous Satisfaction Items

In addition to specific questions about satisfaction with their counselors and with the services they received, consumers were asked several other questions relating to the VR experience, such as their amount of involvement in planning their rehabilitation program and whether they received all services they thought they needed. Ten additional items relating to their VR experience were included on the survey (items 19 and 21 through 29). Consumers’ responses to these items are presented in bar charts on the following pages.  


Involvement in Planning of Rehabilitation Program
Consumers were asked about their level of involvement in the planning of their rehabilitation program (Item 19). They were given five response options: not at all involved, barely involved, somewhat involved, very involved, and completely involved. Many respondents (n=66, 40%) indicated that they were completely involved in planning their rehabilitation programs, and another 62 (37%) reported being very involved. A number of respondents felt that they did not have a great deal of involvement: 30 (18%) reported being somewhat involved, 6 (4%) reported being barely involved, and 3 (2%) reported being not at all involved. Persons closed not rehabilitated were more likely to report limited involvement in planning their programs and less likely to report complete involvement.


Receipt of Services Needed
Consumers were asked whether they had received all of the services they felt they needed (Item 21). They had the option of responding: none of them, a few of them, most of them, or all of them. A large majority of the respondents indicated that they did receive all of the services they needed (n=138, 82%). A smaller number indicated they received most of the services needed (n=11, 7%) or only received a few (n=11, 7%), while some indicated they received none (n=8, 5%) of the services needed. Participants closed without an employment outcome were more likely to indicate they did not receive any of the services they needed. Respondents who indicated they did not receive all of the services they needed were asked what services they did not receive. A complete list of consumers’ responses to this item is provided in Appendix C. Many people indicated they did not receive the training they needed (areas mentioned included technology, O&M, braille, and bioptic driving). Many people also reported that they did not receive medical treatment, job-related services, or equipment/AT they needed. 


Rate Program Overall 
Respondents were asked to rate their overall satisfaction with their rehabilitation program (item 22) on a scale from completely dissatisfied to completely satisfied. A large majority of respondents reported being either completely satisfied (n=91, 54%) or satisfied (n=57, 34%), overall, with their programs. Approximately 11% of the respondents were not satisfied with their programs: 13 (8%) reported being dissatisfied and 6 (4%) reported being completely dissatisfied. If respondents expressed dissatisfaction with their program, they were asked why they were not satisfied. Their responses are provided on the following page.

Item 22a: Why weren’t you satisfied?

· After the communications I felt like I couldn't get in touch with my counselor at all.
· Because I never heard back from my counselor about the status of my case.
· I needed him to work with me and help me find a job. He was not honest with me. He did not tell me that I could be provided with money to help me get back and forth to work.
· Because they didn't offer me what I told them I needed.
· I did not get the items that I needed, and no information about another agency that could help me.
· I had a rude and antagonastic counselor. And my schooling was withdrawn.
· I never received anything that I was promised. I was never helped with employment or anything.
· I ordered my canes 3 - 4 months ago, and I haven't gotten them yet.
· They couldn't help me. I do not qualify.
· Because I never got anything that I expected.
· I am dissatisfied because they did not give me the full treatments to save my eyesight.
· Because they did not have anything I fit into.
· Because I never got any help finding a job of any kind. However, I did find one on my own.
· Because I wasn't able to land a decent job.
· Same as above. My training has not been completed.
· I was very dissatisfied because I did not qualify for the services. I felt the financial guidelines were totally outdated.   



Recommendation of Program
Consumers were asked whether they would recommend the blind rehabilitation program to their family or friends (Item 23). Response options were: “yes, completely,” “possibly,” and “no, not at all.” A large majority of respondents indicated that they would completely recommend the program to family or friends (n=153, 91%). A few respondents indicated that they would possibly recommend the program (n=4, 2%) and 11 (7%) consumers indicated that they would not recommend the program at all. Consumers closed not rehabilitated were slightly less likely to say they would recommend the program. 



Speed of Arranging Services
Consumers were asked to rate the speed of arranging their services (Item 24). Their options were: very timely, timely, not timely, not at all timely. Most respondents reported that their services were very timely (n=64, 39%) or timely (n=89, 54%). Eleven consumers were not satisfied with the speed of arranging their services: 6 (4%) reported that it was not timely and 5 (3%) reported that it was not at all timely. A follow-up question to this item was added for people who reported their services were not timely. Respondents were asked to explain how, or which, services were not provided in a timely manner. Their responses are on the following page.



Item 24a: Please explain how (or which) services were not provided in a timely manner.

· All of them
· Counseling, job readiness, and job placement                   
· I did not receive services that I felt like I needed.           
· I had to move.                                                  
· I still have not gotten my schooling or canes yet.              
· I was not given any services.                                   
· No services were provided in a timely manner.                   
· Nothing was provided to me.                                     
· The bioptic training     
      

   




Feel Better About Myself
Consumers were asked to agree or disagree with the statement: “I feel better about myself and who I am than before my VR program” (Item 25). The majority of respondents reported feeling better about themselves and who they are after receiving VR services from ADRS: 139 (84%) agreed with the statement and 26 (16%) disagreed. Consumers closed not rehabilitated were more likely to disagree with this statement.



Feel Better About My Future
Consumers were asked to agree or disagree with the statement: “I feel better about my future than before my VR program” (Item 26). The majority of respondents reported that they do feel better about their future after completing their programs: 139 (84%) agreed with the statement and 26 (16%) disagreed. Consumers closed not rehabilitated were more likely to disagree with this statement.



Increased Independence
Consumers were asked to agree or disagree with the statement: “I am more independent because of my VR services” (Item 27). Most respondents agreed that they became more independent as a result of their ADRS program: 137 (83%) agreed with the statement and 28 (17%) disagreed. Consumers closed not rehabilitated were more likely to disagree with this statement.


[bookmark: _Toc286064872]Major Benefits Received and Suggestions for Improving Services

	At the end of the survey, two open-ended questions were asked about the major benefits the consumer received from participating in the rehabilitation program and suggestions for improving services under the blind rehabilitation program (Items 28 and 29). Almost all consumers provided a response about the benefits they received and several consumers provided suggestions for improving services. 

	Major Benefits Received. The major benefits mentioned fell into 11 different categories. All 215 participants provided a response, but 12 consumers indicated that they did not receive any benefits from their rehabilitation programs. Many respondents did not limit themselves to only one benefit, but listed two or more important benefits received from their rehabilitation programs. The most commonly reported benefits are listed, in order of those most to least frequently mentioned. Differences were noted in terms of major benefits reported based on closure status (rehabilitated versus not rehabilitated) and are discussed below. The entire list of benefits received, in the consumers’ own words, is provided in Appendix D.
· Assistive technology/equipment – Fifty-six consumers reported that the technology or equipment (e.g., software, reading devices, CCTV, glasses) that they received from ADRS was a major benefit of program participation. A number of people noted that the technology had helped them with their jobs. A much higher percentage of persons closed rehabilitated mentioned this as a major benefit (42.7% vs. 11.8%). 
· Employment – Forty-nine consumers stated that the assistance they received with getting, maintaining, or preparing for a job was a major benefit of the program. As would be expected, a much larger percentage of persons closed rehabilitated mentioned employment as a benefit of the program (40.2% compared to 3.9%).
· Training/Improved Skills – Twenty-six people reported that training or improved skills were a major benefit they received from their rehabilitation program. The type of training mentioned included technology training, mobility skills, job-related, and independent living skills. A higher percentage of consumers closed rehabilitated than non-rehabilitated reported this as a benefit (17.1% and 11.8%, respectively).
· Support/encouragement/counseling – Twenty-two consumers stated that the assistance they received from their counselors in terms of support, encouragement, and/or counseling was an important benefit of the program. A higher percentage of consumers closed non-rehabilitated mentioned this benefit (19.6% compared to 10.3%). This was the most often identified benefit by respondents closed non-rehabilitated.
· Increased independence – Eighteen respondents stated that their ability to do more things for themselves and/or improved functioning was a major benefit of the program. Many people indicated that their programs increased their independence in general, and several mentioned a greater ability to care for themselves. A similar percentage of respondents closed rehabilitated reported this as a benefit (11.1% compared to 9.8% for non-rehabilitated). 
· Increased confidence/Feel better about self – Eleven respondents reported that participation in the program improved their lives or helped them to feel better about themselves, including an increase in self-confidence for many people. A higher percentage of people closed non-rehabilitated reported this as a benefit of the program (15.7% versus 2.6% for those closed rehabilitated).
· Eye treatment – Ten consumers reported that treatment they received from an eye care professional was a major benefit of their program. A similar percentage of those closed rehabilitated and non-rehabilitated mentioned this benefit (6.0% and 5.9%, respectively).
· Information, resources, or knowledge – Six respondents reported that the information or resources they were provided or the knowledge they gained were a major benefit of the program. A similar percentage of those closed rehabilitated and non-rehabilitated mentioned this benefit (3.4% versus 3.9%, respectively). 
· Transportation – Six respondents also specifically mentioned transportation as a major benefit of the program. This is the first time a number of consumers have mentioned transportation as a major benefit. A higher percentage of persons closed non-rehabilitated mentioned this benefit (5.9% compared to 2.6% for those closed rehabilitated). 
· Financial help – Four consumers stated that the financial help they received from ADRS was a major benefit of the program. This benefit was reported by a similar percentage of respondents closed rehabilitated and non-rehabilitated (2.6% and 2.0%, respectively).
· Education – Three respondents stated that the assistance they received with education was a major benefit of their program. A similar percentage of those closed rehabilitated and non-rehabilitated mentioned this benefit (1.7% versus 2.0% for persons closed rehabilitated). 
· No benefits – Ten consumers did not feel that they received any benefit from their rehabilitation programs. Most consumers making this response were closed not rehabilitated (15.7% versus 1.7%).

Suggestions for Improvement. A majority of respondents (72.6%) did not provide suggestions for improvement. Many indicated that they could not think of any ways to improve the program because they were happy with the services they received. Forty-six respondents offered suggestions to ADRS for improving the services of the blind rehabilitation program. Most of the suggestions for improving services (55.3%) can be classified into one of five categories. The most commonly mentioned categories of the suggestions for improvements are provided below, in order of frequency. The entire list of suggestions (in consumers’ own words) is provided in Appendix E.
· Counselors (15 comments) – Several respondents mentioned the need for counselors to improve the way they provide services, or for the agency to hire better people. Many respondents mentioned the need for counselors to communicate better and maintain contact with consumers and respond in a timely manner. A few people mentioned having too many counselors during their program. A higher percentage of consumers closed non-rehabilitated made this suggestion (11.7% versus 7.7% of those closed rehabilitated). 
· More/additional services (5 comments) – Some consumers suggested that the agency could provide more of some specific services or could provide additional services not currently provided. A similar percentage of consumers closed rehabilitated and non-rehabilitated made these suggestions (2.6% and 3.9%). 
· More staff (3 comments) – Several consumers indicated that ADRS needs more counselors or trainers because they have too many people to serve, or because they couldn’t receive a service they wanted (i.e., braille). A similar percentage of consumers closed rehabilitated and non-rehabilitated made this suggestion (1.7% and 2.0%, respectively). 
· Improve job-related assistance (3 comments) – A few consumers suggested that job-related assistance should be improved. A similar percentage of consumers closed rehabilitated and non-rehabilitated made this suggestion (1.7% and 2.0%, respectively).
In addition to these five categories, two people mentioned increasing awareness of the program and two people mentioned getting more funding for the program. The remaining suggestions were all unique.



Complete Survey Online
The final item on the survey asked consumers whether they would prefer to complete the survey on-line (rather than by telephone). A very small number of consumers reported that they would prefer to complete the survey on-line: 15 (9%) said yes and 153 (91%) said no.



[bookmark: OLE_LINK3][bookmark: OLE_LINK4][bookmark: _Toc286064873]Discussion

FY 2014 is the third year since ADRS has changed its focus from serving a high quantity of consumers to providing high quality service to consumers. In FYs 2012 and 2013 satisfaction levels of consumers were very high in almost all areas. Satisfaction levels were also high in FY 2014, with only a few areas lower and some even higher than last year. Overall mean satisfaction with counselors scores were slightly higher than last year (25.80 versus 25.09). This score represents a very high average level of satisfaction with counselors among consumers. The average score this year is the highest ever, which continues the trend over time of increasing counselor satisfaction scores. Average satisfaction levels for respondents closed non-rehabilitated were also high (21.29), although they were significantly lower than those closed rehabilitated. Twelve counselors had average satisfaction scores above 21 this year (see Table 3, p. 11). A larger number of consumers reported that they could not answer the counselor satisfaction items due to lack of contact with their counselors than in recent years. This may at least partly be the result of having vacant positions and recently filling them. A few people also specifically commented on having too many counselors during their rehabilitation program.

Most consumers seemed happy with their personal relationships with their counselors (as evidenced by two of the highest satisfaction items being related to a positive relationship with counselor and the 98.8% who reported that their counselor treated them with courtesy and respect). Although counselors had slightly lower average caseload sizes in FY 2014, lack of responsiveness of counselors was a concern of some consumers this year, as it was last year. The lowest rated counselor item was again related to the counselor returning phone calls. This year the item was changed to reflect ADRS’s standard for maximum length of time counselors should have to return a phone call (3 days), but it was still the lowest rated item this year as it has been the past three years. The most common suggestion for improving the program was again to have counselors maintain better contact or have a more timely response, with nine people making this specific recommendation. One indicator that there has been improvement in this area is the higher percentage agreeing with the question “Were you able to contact your VR counselor when needed?” This year more than 93% responded “Yes,” while last year only 86.5% did. In fact, all four new counselor items had higher ratings this year than last.
Satisfaction levels for many specific services were very high again this year, with seven services having satisfaction levels of 100% (see Table 6, page 35). However, four services this year had satisfaction levels below 90%: Braille Instruction and Diagnosis and Treatment with levels below 90% and Job Search Assistance and Occupational/Vocational Training with levels below 80%. It was noted that several services had a lower percentage of respondents who had received them compared to previous years. Three had markedly reduced percentages receiving them (College or University Training, On the Job Supports, and Braille Instruction) and three had somewhat reduced percentages (Diagnosis and Treatment, Orientation and Mobility, and Rehabilitation Teaching Services). Because we are not able to survey all of the consumers who were closed, we cannot be sure that a lower percentage of the entire group received these services, but this is something that ADRS may want to evaluate. If these services were received by a lower percentage of consumers this year, it would be important to determine why. The three blindness-specific services are all on the list, and are all extremely important services for consumers to receive if needed. 

Fewer consumers reported not receiving services that were listed on their case narratives than in the past, with no services that had more than 15% of consumers report they did not receive them. There were four that were above 10%: Job Readiness Training, Job Placement Assistance, On-the-Job Supports, and Transportation Services. The percentage reporting that they did not receive Transportation Services (12.5%) reached a new low this year. 

Assistive technology/equipment was the most commonly identified benefit of consumers’ rehabilitation programs. After being the most often mentioned major benefit for several years, employment was the second most mentioned benefit this year. The benefits most commonly reported among those closed non-rehabilitated were (1) receipt of support, encouragement, and/or counseling, (2) feeling better about themselves, (3) receipt of AT or equipment, and (4) training. The most commonly reported benefits by respondents closed rehabilitated were: (1) receipt of AT or equipment, (2) employment, (3) training, and (4) increased independence. Worthy of noting is that, for the first time, Transportation was specifically mentioned as a major benefit of the program by several consumers. 


[bookmark: _Toc286064874]Recommendations

	The following new recommendation was generated based on the results of the consumer satisfaction survey for FY 2014. 

· It is recommended that ADRS evaluate the six services that were received by a smaller percentage of respondents this year (College or University Training, On the Job Supports, Braille Instruction, Diagnosis and Treatment, Orientation and Mobility, and Rehabilitation Teaching Services). 

Rationale: Three services had markedly reduced percentages of consumers who received them and three others had reduced percentages. Two of these services also had lower levels of satisfaction this year than in recent years. It is possible that these differences do not exist when the entire population of consumers closed this year is reviewed, but ADRS should determine whether the differences do exist in the population. If they do, ADRS should evaluate why fewer consumers are receiving the services. Of particular concern is the lower percentage of consumers receiving blindness-specific services.

In addition to this new recommendation, two recommendations were retained from last year:

· It is recommended that ADRS work with counselors (as needed) to assist them in being more readily available to consumers.

Rationale: The most consistent complaint from consumers about their counselors is that they are not always available. The counselor satisfaction item with the lowest score this year related to the counselor returning phone calls promptly (and this has also been one of the lowest rated for the previous five years). Some counselors received excellent ratings in this area, while others had much lower ratings. 

· It is recommended that ADRS evaluate the system they developed for contacting consumers who expressed dissatisfaction and provided their names for follow-up, in order for the follow-up to happen in an efficient manner. It is important that this follow-up is conducted by a sympathetic staff member.

Rationale: Every year, a small percentage of consumers express dissatisfaction with their rehabilitation programs. ADRS has decided to follow-up with these consumers and an item was included in this year’s survey to identify people that would like follow-up. If this is not handled by a sympathetic person or does not occur quickly, dissatisfaction may increase.  

[bookmark: _Toc286064875]Summary

	A total of 168 blind and visually impaired consumers served by ADRS were interviewed for the FY 2014 Consumer Satisfaction Survey. This represents an overall response rate of 41.4% and a response rate of 48.4% for persons with valid phone numbers who were available to interview. For the sixth year, this survey included all consumers whose cases were closed during the fiscal year. Results from this research document the tremendous benefit the blind rehabilitation program is to its consumers, including those closed not rehabilitated. Almost all consumers interviewed reported receiving valuable benefits from participation in their rehabilitation programs. Satisfaction levels were very high in FY 2012 and 2013, and these high levels have been achieved again this year. Satisfaction with counselor scores were slightly higher this year than last year. Satisfaction with most services were also high this year, although four had satisfaction levels below 90%. The results point to only a few areas in need of improvement and therefore few recommendations were provided.
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ADRS CONSUMER SATISFACTION SURVEY

1. Counselor # _________________

1. Closure type:
	______ (1) Status 26 (Outcome = Rehabilitated)
	______ (2) Status 28 (Outcome = Other)

1. Employment type: _________________________

1. Age/DOB: ____________

Hello, Mr./Ms. __________________, my name is __________________.
I am with Mississippi State University. We are conducting a Consumer Satisfaction Survey for the Alabama Department of Rehabilitation Services. You should have received a letter explaining that we would be calling to ask you a few questions about your experience as a consumer with ADRS. Based on your experience, ADRS would appreciate your response to a few questions as they look at ways to improve the services they provided.

Answering these questions will take about 10 to 15 minutes. Would you like to go ahead with the interview?

This interview is voluntary and your responses will be confidential. Your name will not be included with your responses. We will add your responses to the responses of the other people participating in the interviews and give this summary information to ADRS. You may stop the interview at any time or choose not to answer specific questions. By completing this interview, you are indicating your consent to participate in this research study.

First, I would like to ask you a few questions about yourself and your level of vision:

1. Do you have some usable vision? ______ Yes	______ No
If yes, would you say that you have:

______	very little vision (can see light)
______ 	some vision (can read large print up close)
______	a lot of vision (can read regular print though may need some magnification)

2. Are you currently employed?  ______ Yes	(______ No) 	– if 26 go to #5
									          	– if 28 go to #7

3. If employed, how many hours do you work each week? ___________
4. If employed, what is your job title?  ___________________________

5. If not employed, how long did you work at the job you had when your case was closed? ______________________________________________

6. If not employed, why are you no longer working? ______________________
	________________________________________________________________
	
7. If not employed, would you like to work now?  ______ Yes	______ No

Now, I would like to ask you some questions about your VR Counselor, __________________, and the extent that you agree or disagree with the following statements concerning your experience with your ADRS Counselor. If you have had more than one Counselor while being served by ADRS, please answer the items related Only to the Counselor you worked with most recently.


	AGREEMENT

	SA = Strongly Agree
A = Agree
N = Neither Agree nor Disagree
D = Disagree
SD = Strongly Disagree


	

	
	AGREEMENT
	
SA
	
A
	
N
	
D
	
SD

	
1.
	
My counselor really listened to me.
	
SA
	
A
	
N
	
D
	
SD

	
2.
	
My counselor provided encouragement to me.
	
SA
	
A
	
N
	
D
	
SD

	
3.
	
My counselor did not provide as much helpful information as I would have liked.
	
SA
	
A
	
N
	
D
	
SD

	
4.
	
My counselor seemed knowledgeable about my visual condition.
	
SA
	
A
	
N
	
D
	
SD

	
5.
	
I did not feel that my individual case was important to my counselor.
	
SA
	
A
	
N
	
D
	
SD

	
6.
	
My counselor did not seem to care about me personally.
	
SA
	
A
	
N
	
D
	
SD

	
*7. 
	
My counselor asked about my needs and work interests prior to completing my employment plan.
	
SA
	
A
	
N
	
D
	
SD

	
8.
	My counselor decided which services I would receive, without input from me.
	
SA
	
A
	
N
	
D
	
SD

	
9.
	
My counselor returned my phone calls within 3 days.
	
SA
	
A
	
N
	
D
	
SD

	
10.
	
I found my counselor very easy to work with.
	
SA
	
A
	
N
	
D
	
SD

	
11.
	My counselor did not keep me informed of what was being done with my case.
	
SA
	
A
	
N
	
D
	
SD

	
12.
	My counselor had a negative attitude towards me.
	
SA
	
A
	
N
	
D
	
SD

	
13.
	
My counselor was very supportive of me.
	
SA
	
A
	
N
	
D
	
SD

	
14.
	
My counselor did not always follow through with his/her promises to me.
	
SA
	
A
	
N
	
D
	
SD

	
15.
	
My counselor allowed me to make decisions about my vocational goal and plan.
	
SA
	
A
	
N
	
D
	
SD

	
*16.
	
My counselor did not approve all services I needed to help me obtain employment.
	
SA
	
A
	
N
	
D
	
SD

	
17.
	
I sometimes wondered whether my counselor really cared about helping me.
	
SA
	
A
	
N
	
D
	
SD

	
*18.
	
My counselor did everything he/she could to assist me in finding (or keeping) a job.
	
SA
	
A
	
N
	
D
	
SD


Unable to answer questions due to lack of contact with the counselor: ________


Now, I have a few additional “yes and no” questions about your counselor:

18a)	Did your VR Counselor make an effort to provide and arrange services to you in a timely manner?
	Yes	____ 	No	____

18b)	Did your VR Counselor involve you when planning services to reach your employment goal?
	Yes	____ 	No	____

18c)	Were you able to contact your VR Counselor when needed?
	Yes	____ 	No	____

18d)	Did your VR Counselor treat you with courtesy and respect during your program?
Yes	____ 	No	____

19. 	How involved would you say you were in planning your rehabilitation program?  Would you say:

1)	Not at all involved	 ______
2)	Barely involved	 ______
3)	Somewhat involved	 ______
4)	Very involved		 ______
5)	Completely involved	 ______

20. 	How satisfied were you with the following services? Remember that these services may have been provided by someone other than your counselor. For example, Easter Seals, the Gentry Center, Alabama Institute for Deaf & Blind Regional Centers, or Mobile Association for the Blind may have provided the service directly to you, but it was part of your ADRS rehabilitation program. 
(Note: If not satisfied with a specific service, ask why.)

VS = Very Satisfied
S = Satisfied
D = Dissatisfied
VD = Very Dissatisfied
	
DNR = Did Not Receive
	
	SERVICE
	
VS
	
S
	
D
	
VD
	
DNR

	
Assessment
	
VS
	
S
	
D
	
VD
	
DNR

	
Diagnosis and Treatment of Impairments
	
VS
	
S
	
D
	
VD
	
DNR

	
Vocational Rehabilitation Counseling and Guidance
	
VS
	
S
	
D
	
VD
	
DNR

	
College or University Training
	
VS
	
S
	
D
	
VD
	
DNR

	
Occupational/Vocational Training
	
VS
	
S
	
D
	
VD
	
DNR

	
On-the-job Training
	
VS
	
S
	
D
	
VD
	
DNR

	
Basic Academic Remedial or Literacy Training
	
VS
	
S
	
D
	
VD
	
DNR

	
Job Readiness Training
	
VS
	
S
	
D
	
VD
	
DNR

	
Disability Related Augmentative Skills Training
	
VS
	
S
	
D
	
VD
	
DNR

	
O & M Training
	
VS
	
S
	
D
	
VD
	
DNR

	
Rehabilitation Teaching Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Braille Instruction
	
VS
	
S
	
D
	
VD
	
DNR

	Miscellaneous Training
	VS
	S
	D
	VD
	
DNR

	Job Search Assistance
	VS
	S
	D
	VD
	
DNR

	
Job Placement Assistance
	
VS
	
S
	
D
	
VD
	
DNR

	
On-the-job Supports
	
VS
	
S
	
D
	
VD
	
DNR

	
**Transportation Services** give definition
	
VS
	
S
	
D
	
VD
	
DNR

	
Rehabilitation Technology (Rehabilitation Technology Services or Assistive Technology Services/Devices)
	
VS
	
S
	
D
	
VD
	
DNR

	Reader Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Interpreter Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Personal Attendant Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Technical Assistance Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Information and Referral Services
	
VS
	
S
	
D
	
VD
	
DNR

	
Other Services
	
VS
	
S
	
D
	
VD
	
DNR



Notes on why not satisfied with a service: _________________________________
_____________________________________________________________________
_____________________________________________________________________

21. 	Did you receive all the rehabilitation services that you feel you needed?
1)	None of them 	______
2)	A few of them	______
3)	Most of them 		______
4)  	All of them 		______

21a. If response is not “all of them,” ask: “What needed services did you not receive?” 
____________________________________________________________
____________________________________________________________

22. 	How would you rate your overall satisfaction with your rehabilitation program?

1)	Completely dissatisfied ______
2)	Dissatisfied ______
3)	Satisfied ______
4)	Completely satisfied ______

22a. If not satisfied or completely satisfied, ask: “Why weren’t you   
        satisfied?”
_______________________________________________________________
_______________________________________________________________

23. 	Would you recommend the blind rehabilitation program to your family or friends?	
1)	No, not at all ______
2)	Possibly ______
3)	Yes, completely ______

24. 	Speed of arranging services was:
1)	Very timely ______
2)	Timely ______
3)	Not Timely ______
4) 	Not at all timely ______
	
24a. If not timely or not at all timely, say: “Please explain how (or which) services were not provided in a timely manner.”
_______________________________________________________________
_______________________________________________________________

25. 	I feel better about myself and who I am than before my VR program.
Agree ______
Disagree ______

26. 	I feel better about my future than before my VR program.
Agree ______
Disagree ______

27. 	I am more independent because of my VR services.
Agree ______
Disagree ______

28. 	What would you say are the major benefits that you received from participating in your rehabilitation program?
_______________________________________________________
_______________________________________________________

29. 	Do you have any suggestions for improving the services of the blind rehabilitation program?
_______________________________________________________
_______________________________________________________

30.	If this survey were available online, would you prefer to complete the survey online?    
	______ Yes	______ No




NOTE: If the consumer was very dissatisfied, ask:
“Would you like to receive a follow-up call from ARDS to discuss why you were dissatisfied with services? Talking to ADRS about your negative experiences can help them improve services for you and other consumers.”

Response: _____ Yes 	 _____ No


SAY THIS TO EVERYONE:
ADRS will be conducting a one-year follow-up with you if you had a job or were a homemaker when your case was closed. If this applies to you, expect a call from ADRS about a year after your case was closed.




Thank you for your participation! If you later have any questions about this study, you can reach Dr. Michele McDonnall at 1-800-675-7782.  
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Current Job Title


· Intake Coordinator
· Plant Services Representative
· Inside Sales
· 911 Dispatcher
· Database Handler
· Library Assistant
· Blind Vendor
· Technical Service Representative
· Paper Puncher
· Machine Operator
· Owner/Operator Of A Vending Business
· Courtesy Clerk
· Adjunct Instructor
· Mechanic
· Pier 2 Customer Service Representative
· Finance Intermission Officer
· Contract Worker
· Owner/Operator of a Vending Business
· Vendor For BEP
· Cleaning Captain
· Physical Education Teacher
· Customer Service Representative
· File Clerk
· Owner/Manager
· Switchboard Operator
· Machine Operator
· Production Worker
· Recovery Person
· Sewing Operator
· Silverware Roller
· History Teacher
· Administrative and Special Projects Coordinator
· Breakfast Worker
· Print Department
· Vendor
· Accounts Receivable
· Sales Service Representative
· Homemaker
· Pipe Straightener
· Teacher
· Stocker
· Dishwasher
· Trainer for Visually Impaired
· Truck Helper
· President
· Dishwasher
· ASA II
· Sales
· Laundry Worker
· Material Handler
· Lawyer
· General Manager
· Automotive Technician
· Housekeeper
· Owner
· Vocational Rehabilitation Counselor
· Minister
· Caregiver
· Restaurant Manager
· Shoe Shiner
· Receptionist
· Day Care Worker
· Vendor
· Reclaim Manager
· Swimming Pool and Spa Repair
· Blind Services Coordinator
· Homemaker
· Pharmacy Technician
· Sewing Machine Operator
· Stocker
· Customer Service Representative
· Sales/Cashier
· Inquiry Analyst For Insurance Claims
· Disability Resource Coordinator
· Telephone Service Representative
· Customer Service Representative
· Piano Teacher
· Greeter
· Technology Specialist
· Prep Cook
· Radio Station Owner
· Teacher
· Consultant
· Homemaker
· Musician
· Receptionist
· Vending Machine Company Owner
· Warehouse Worker
· Homemaker
· Kitchen Worker
· Medical Support System
· Manager
· Seamstress
· Cashier
· Cashier
· Clerk
· Production
· Massage Therapist
· Caregiver
· Receptionist
· Administrative Support Assistant


Appendix C
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· I did not receive any of them. I don't remember.
· The vision was a problem. I was supposed to be sent to an optometrist, but it never worked out.
· I felt like due to my particular eye problem, I needed to learn braille and mobility with a cane.
· Well, I needed a microscopic lid that they put over your eye.
· I did not have my reassessment and the glasses do not work.
· I needed something to help me read with.
· They didn't work with me at physical rehabilitation at all.
· I wanted a laptop, etc.
· My transportation assistance that I did not get.
· I was trying to get them to help me find a job, or go to college, and I needed the equipment. I had to move.
· I am not sure. I got cancer and had to quit.
· I was offered schooling as long as I would live on campus. Because I chose to commute that service was never offered again.
· I did not get any services what so ever.
· I did not get the schooling I was promised.
· I did not receive anything at all. They couldn't help me at all.
· I should get all of the services that I deserve.
· I needed to get into the work force. I needed a job.
· They did not pay for all of the treatments to solve my problem, and I did not have the extra money to pay for my needs myself.
· Maybe more specialization.
· I wanted more computer training.
· I feel like I should have had some kind of job prospect or some kind of job interview. But, nothing was offered to me or even suggested to me. Nothing was even ever suggested to me.
· They didn't try to help to correct my problem.
· I didn't get the job readiness training and the job placement.
· I needed classwork. Mainly assistance while in occupational training. I needed more one-on-one training.
· My bioptic driving training.
· The Pearl camera that reads mail to blind people. I needed that.
· Voc. Rehab. was fine. They recommended relighting for my classes. However, the person in my building refused to increase the light.
· No visual aids to help on the job. No advice or help when it was obvious that it was not right for me.
· I would say I would like some technology training, but I would not go back to Gentry. There is just no other option. It is sad that the options for training is Gentry. It is just terrible.
· I did not get assistance with driving.
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Major Benefits Received

· I received technology information that has helped me to continue working. Without this help I would not be able to working.
· The assistance I received in the workplace was the major benefit.
· The large screen and ZoomText has helped me greatly. Also, all the different magnifiers that they provided, especially the little one that goes in my purse where I can read menus at restaurants.
· I do not remember any benefits.
· Just being able to get out of the house and feeling better about myself. It boosted my self-esteem. I enjoyed my job assignment.
· It just showed me that my disability did not hinder my options. That I still have people to help me and work with me where I can still be a productive member of society.
· Probably the assessment at UAB. Their help led to my having a job.
· They helped me find a job. I have more confidence in myself and I am more independent.
· I can read books now and I can get on the computer and see it.
· Basically being able to talk with someone.
· Just dealing with the people and learning how to do a few things.
· The assistance with technology and job search has provided me with employment. The home aids have benefited in my leading a much easier and productive life. I probably would have survived without it, but this is much better.
· The knowledge and skills that I learned, and a job.
· I learned how to do a lot of things that I didn't think I could do anymore. The technical help was very good for me. It helped me keep my job.
· Mostly the technology training that I received.
· The seeing aids have helped me a lot. Between the magnifiers and the watch. However, the watch broke on me.
· The best benefit was my job. If they hadn't been there with things like transportation, I couldn't have worked.
· Improved technology and skills. Also, more opportunities as a result of an education.
· My technology training and the glasses they got for me.
· None, I only got a pair of glasses that I can't use.
· My major benefits were the audio viewer and the CT scanner.
· The surgery that I had to help correct my eyesight.
· They helped me with things that I needed for around the house like a talking thermometer that I can use with my children.
· Gainful employment was my major benefit.
· Knowledge of things that are available to a disabled person like myself. They helped with finding a job and the training that I got.
· Assistance with technology. Interview coaching.
· I believe the counseling that I got and being able to talk with someone was the best for me.
· I have got a cane and that helps me a lot.
· A new avenue and more opportunities for a job.
· Well, training and also, it helped financially too.
· They got me a job. I learned a little bit about the computer.
· Learning better job search tactics.
· Everything was just so helpful. I didn't know there was any help out there for me. My counselor gave me so much encouragement and helped me get through so much. I think the encouragement and just convincing me that I could get through it was the best benefit for me.
· They provided me with the tools that I needed. The CCTV that helped me with my schooling and made me more qualified with my work.
· I learned good independent living techniques, and how to find out about programs that I need by going to the library, etc.
· None...I told them I could not go back to work because it would interfere with my social security benefits, but all they wanted to do was get me back to work.
· I gained more confidence in myself.
· I have a better outlook on job search and how to prepare. They gave me a lot of encouragement.
· Going to Talladega where I got the services that helped me to feel more comfortable with myself. For example, the mobility training where I can get around.
· Learning about things that I didn't know were available to me. And, the magnification for the computer.
· I was able to regain my vision and able to become employed again and to do things on my own.
· They furnished the equipment that I needed without me having to buy it.
· The equipment that I received. Also, the buttons for my appliances have help me tremendously.
· Being able to receive information, cooking help, and mobility training. Just everything helped me greatly.
· They helped me find my job and to learn more about the job.
· They helped me keep my job.
· No benefits. I was not in the program long enough. I had a stroke and had to quit. I think I am ready to go back though.
· The program helped to raise my self-esteem.
· Advanced education.
· I obtained employment.
· Probably the transportation issue. Seeing to it that I could get to and from work.
· Just talking with me.
· I gained more independence.
· Since I got started, and had to quit, I am not able to answer this question now.
· My visual aids and hearing aids. My schooling at Gentry. My computer and magnification.
· Just being able to get up and go to work and make my own money.
· Probably the orientation and mobility.
· Technology that was needed.
· They taught me not to do business with them.
· I received Ruby and some help on my job.
· Nothing at all.
· It allowed me to keep my skills up and to be more independent with my travel.
· I learned the technology that is out there.
· Mr. Richey is the best. He helped me get my license back and he helped me to keep my job.
· The support of my counselor and the technology that I received.
· Just the whole thing. They helped me with everything.
· Just getting the help I needed. Just helping me with my vision.
· So far the lady coming in and cleaning my house and the food are the only benefits I have gotten.
· I take care of myself better now and I have a job.
· Just having someone that I could talk to and to listen to me.
· When they sent me to the doctor and made me realize that I do have a hearing problem and they got me my hearing aids and I am much better now.
· The biggest was the transportation services.
· I know how to do things on my own now and I can take care of myself.
· None.
· Everyone's positiveness and the equipment that they gave me to help me with my everyday living. Seeing what others that are blind can do, really gave me encouragement and helped me know what I can do also.
· I never received any benefits.
· They gave me advice on my disabilities and gave me encouragement.
· The tools they helped me with so I can do a better job and the magazine they gave me that gave me more access to more things that I might need.
· They helped me with things that I needed and helped me with my work.
· It helped me gain my confidence back.
· I got a better job and tools that help me at work and at home.
· They helped me with my eyes and I was able to increase my production at work.
· They paid for my eye surgery, which enabled me to see with both eyes instead of one.
· Emotional support, empathy, and advice on how to approach a major life event from someone who has been through it.
· They removed cataracts from my eyes and supplied me with hearing aids. I can take care of myself and do my job better now.
· I met a lot of good, caring, and patient people. They gave me such encouragement and taught me how to cope and make the best out of my life.
· I don't know what program I was in.
· The implements I received that helped me with my vision.
· Nothing right now.
· My major benefit was the encouragement they gave me.
· I learned that people can function in society even though they are blind. Going to Gentry helped me a lot.
· They did provide me with a monitor that is easier for me to use at work. The equipment has allowed me to continue employment for the present.
· They were able to provide financial help to me and help me to get what I needed in a way that no one else could help.
· The materials that I got like the watch, and other things. That's helped me a lot.
· Just the support they gave him.
· I learned how to work better with other people.
· They taught me how to do things easier and they helped me with my job.
· They gave me a lot of things that have helped me in my everyday life.
· The encouragement they gave me, and showing me different kinds of things I can do with my situation and my health problems.
· The confidence that I gained from the program.
· The computer technology and the speech software. They have been such a help.
· The computer technology and the ZoomText.
· Being able to go to the low vision meetings and the CCTV have really helped a lot. Really just having someone to talk to.
· They helped me with glasses and books so I can see now.
· Employment.
· So far, them paying for my doctor's appointment has been my major benefit. Also, the transportation.
· It has allowed me to continue to read the books I need to and to continue to preach.
· I was given an eye exam and glasses. That was a tremendous boost for me.
· I live by myself so they gave me a lot of items to help me with. The everyday items allow me to be independent and to live my life.
· They helped me with getting my equipment.
· The help with my transportation helped me the most.
· I am more independent for myself and more able to do my job well.
· They helped me get all the equipment I needed in a very professional and timely manner so I can continue to work.
· They have helped me live on my own. I can take care of my children on my own now.
· It enabled me to be a lot more independent as far as computer driven things and they also got me a reader where it makes me able to read my mail. It has just been great for my independence.
· I am more independent. I can work and read. They gave me back the things that I thought I had lost for a long time.
· The evaluation and the magnification computer program have helped the most. Also, the little hand held magnifiers.
· Work experience.
· I can drive better.
· They provided me with a network of names and people that I can go to when I need help.
· They provided me with a magnifier that has helped me and the walking stick that is red and white and lets people know that I have low vision.
· They taught me skills that I needed to help me in my everyday life.
· I am more independent.
· The surgery that I got that has helped with my vision.
· Receiving my hearing aids.
· Remedial training through the job.
· Job knowledge. They helped me to figure out how to budget, my skills, and technology.
· They helped me find a goal to focus on and that was finding a job. I found a job and I am so grateful.
· They helped me get my GED.
· The funding that I got for the device and services.
· The technological assistance and the mobility training.
· Well, the mobility training was the big one.
· That I was able to maintain my job and to know that if I ever need help again, it will be available to me.
· The technology was a big help.
· I can't teach piano without my reader. It magnifies everything. It is my lifeline to the world. I cannot do anything without it.
· I got a job out of it.
· My main benefit was my employment. I asked with help with transportation and I received that as well.
· They did so much for me. I am enjoying my job and my life. Life is great.
· The visual aids they supplied me with have helped me the most.
· I now have a viable, on-going business.
· The counseling and providing me with information to other choices that Voc Rehab couldn't provide.
· I think the technology that allows to magnify things to help read has helped me the most. I am not completely blind, I just needed a little help.
· Being able to talk with people who had gone through what I was going through. The friendship and companionship they gave to me. Also, the raised dots that they put on my microwave and other appliances have helped me a lot.
· They helped me with visual aids as well as technology. The more you can see, the more you can be independent and take care of yourself.
· They gave me some items to help me with appliances. Some dots or something. Also they gave me some things that talk like a blood-pressure thing and that really helps too.
· The desire to do better for this program. To try to help make a better program.
· That I am a vendor with the BEP program.
· Just the constant encouragement that they gave me. And the help he has gotten to help him work.
· The CCTV and the help learning how to do for myself around my house.
· Learning to accept myself. They let me know that I can be independent. That I can take care of myself. They taught me how to do things all over again.
· I gained some computer knowledge and just being with others who were blind or like me was a great inspiration to me.
· They helped me achieve a job and got me what I needed.
· The assistive technology on the job.
· There seemed to be to me that the program had available anything that you would need or want to accommodate a person such as myself. They helped me to see a doctor to get some hearing aids. They have helped me a lot. They guided me to things I needed.
· Well, I learned more technology, and I learned how to serge. The people were nice and I learned mobility. It was nice to meet new people.
· They helped me with some surgeries, and also the encouragement they always gave me.
· They gave me the tools that I needed to continue to work.
· Well, I learned how to use what sight I have.
· Just meeting people who are like myself and who are visually more impaired than I am. They welcomed me and gave me support when I needed it.
· They helped me to keep my job so I can have longer employment.
· It gave me more confidence and more ability to do my work. It kept me working longer than I could have. I am still using the visual aids they gave me and they have been a blessing.
· I was able to get a job and have a job that helped me even though I am halfway blind.
· Having someone who was also blind to help me, was the best. That helped me out a lot. Providing the financial services for me, because I didn't have them to help me accomplish this goal in life.
· I received some independent living aids and skills that have helped me both at home and on my job. I also had some mobility training.
· I got a CCTV.
· They provided items to me to help me in my job. And, although I need to have magnifiers, etc., and my co-workers don't, I can do my job as well as they can do theirs.
· I am able now to drive at night with my optic lenses, and VR helped with the cost. I am now able to take myself where I have to go.
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Suggestions for Improving Services

· There are problems with reaching your counselor because they have such a large area that they are responsible for. You never know where they are, or what they are doing, and sometimes communications slow down.
· No, everyone was just so wonderful and helpful. Thinking about it if they could come up with the Bible on tape, would be great. That way we could listen to it while we drive.
· Cannot answer due to not remembering the program.
· Just keep the avenues of communications open regardless of what happens.
· No. I really enjoyed the program.
· No, ma’am, it is fine like it is.
· The counselors need to stay on top of their cases.
· Just hire more Joey Richey's.
· Just if there was a way that they could train us in more ways to use the adaptive technology and items that we use.
· Some of the counselors are over loaded with clients. They need more "good" counselors.
· They need to get somebody that is going to care about the people and work with them and help them with assistance. Someone that realizes what the real world is all about. Someone that has been around and cares and tells the truth.
· They can clean out the bunch of people who run the eye clinic that sit there and smirk at you. They were not very pleasant. They were very intimidating and almost unbearable while I was there. They were very rude.
· I wish that the individual counselors knew about everything. Information needs to be broadcast to all counselors at the same time.
· No, I was very satisfied.
· Counselors need to have a little bit more contact with the client. Keep them even more informed about what is going one.
· They can listen to us more about what we need.
· No, it was great.
· They need to work more with the work at home positions.
· No, I think they did a fine job.
· I can't think of anything. They did a really good job.
· They need more funds to be able to help the clients more.
· If they could somehow establish a better interface with the universities.
· No, I don't guess so. My counselor was very good.
· No, it went very smoothly.
· Get better people who are good with people, counselors who are concerned about people, and who want to help them, instead of just wanting a paycheck.
· Not really. I was very impressed with everyone and everything.
· They need to put more emphasis towards the totally blind where job placement is concerned. Also, they need to have something like the Arkansas Center for the Blind.
· No, everything was wonderful.
· Now that my case is closed, I have no contact with Voc. Rehab. I know they said I could call them at any time, but it would be nice if they would periodically pick up the phone and call me to see how things are going and if I need anything.
· No, everybody was kind and helpful. They were there whenever we needed them.
· Get upon your job.
· No, it was alright.
· Just to judge someone on their abilities and not what you think they can do. Give them a chance.
· I think more people need to take advantage of the program.
· Help people that want to work. Let them go on and try to train for a job.
· No, everything was very positive and good.
· Get someone that is going to do the job correctly.
· No, not really. Everyone was very nice and treated me well.
· No, they do a great job.
· No, it is a wonderful program.
· They need more funding, and better guidelines and explanations for their programs. Many things are too generic.
· Just keep doing exactly what you are doing now.
· Well, no because I don't know what they do.
· No, they did a good job.
· Not really. There are too many for me to mention.
· They need a little better follow-up with the program. During my program, I had three different counselors. There could have been better follow-up.
· Maybe offer more technology and computer training.
· They need to respond quicker to clients in a timely manner. Sometimes they are slow about returning your calls, etc.
· No, I enjoyed it very much.
· There needs to be more instructors so I could have gotten braille and other instructions.
· Provide services to people like me. More mature clients that don't fit into the normal category. People who are post-graduate.
· No, it was good.
· They need more training officers.
· Yes, the place here that we are sent for an appointment, Maude Whatley, is a "Hell-Hole". They are so slow. Even if you have an appointment, it is never kept by the doctors. You still have to wait about six (6) hours to be seen. It is a joke!
· I think that they need to check in with you and try to return phone calls in a more timely manner. If you call 2-3 days in a row and leave voice mail, at some point they need to return your call.
· No, I think they do a wonderful job.
· No. Just keep doing what you all are doing.
· They need to keep up with their equipment orders and be sure they get to the clients in a timely manner.
· They need more working hours and more assistance in job searching.
· No, I think they are doing a pretty good job.
· No, I was very much satisfied with what they could do for me. They met the needs that I have.
· More time spent in class.
· No, I can't complain. They have been so good to me. The only thing that did bother me was that someone put raised dots on my equipment without asking me if I wanted them. I did not want them and had to take them off, but they should ask before just automatically doing it.
· No, everything was alright.
· Keep one case worker for each client. There have been too many counselors for me.
· Just that they need at least one more driver. A permanent driver and reduce the price for those living in the county that have to go into town and back home. Most blind people just don't have that kind of money.
· No...I think everything was great.
· No, and I have recommended it to other people.
· No, everything went fine.
· No. You do a good job. Just keep on doing that.
· One thing is that when it comes to making an assessment I think that before a counselor says no on an item, he or she really needs to make sure that they understand (not 50% but 100%) of their client’s situation.
· No. They could redo the financial guidelines for eligibility.
· No, I think they do a good job.
· Transportation is a beast, so getting around could be looked in to.
· I wish I could have gone to Talladega on a field trip or something. That would have been nice.
· More timely response time, more individual thorough assessment, more communication.
· Yes. They need to staff their vending program away from Gentry. I would love to see them move their program off of that awful campus.
· Not that I can think of right now.
· People with mental issues shouldn't be under the same umbrella.
· No, everything worked in a timely manner.
· No, they are wonderful just the way they are.
· Don't put everyone in the same category. Treat them as individuals.
· Maybe do a little more networking with programs that people are blind need. More referrals. More support groups or mentoring.
Assessment
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied 	0.63439999999999996	0.33329999999999999	1.0800000000000001E-2	2.1499999999999998E-2	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied 	0.44	0.52	0	0.04	



Diagnosis and Treatment of Impairments
Rehabilitated	
Very Satisfied	Satisfied	Dissatified	Very Dissatisfied	0.4516	0.3871	0.129	3.2300000000000002E-2	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatified	Very Dissatisfied	0.5	0.5	0	0	



Vocational Rehabilitation Counseling and Guidance
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.62929999999999997	0.31030000000000002	3.4500000000000003E-2	2.5899999999999999E-2	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.36959999999999998	0.5	0.1087	2.1700000000000001E-2	



Occupational/Vocational Training
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.44440000000000002	0.33329999999999999	0.22220000000000001	0	
On-the-Job Training
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.61109999999999998	0.38890000000000002	0	0	
Job Readiness Training
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatified	0.36840000000000001	0.57889999999999997	5.2600000000000001E-2	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatified	0.46150000000000002	0.53849999999999998	0	0	



Disability Related Augmentative Skills Training
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.51280000000000003	0.46150000000000002	2.5600000000000001E-2	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.625	0.375	0	0	



Orientation and Mobility
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.61539999999999995	0.3846	0	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.71430000000000005	0.28570000000000001	0	0	



Rehabilitation Teaching Services
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.68	0.32	0	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.83330000000000004	0.16669999999999999	0	0	



Braille Instruction
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.44440000000000002	0.44440000000000002	0.1111	0	
Miscellaneous Training
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.43330000000000002	0.56669999999999998	0	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.42859999999999998	0.42859999999999998	0.1429	0	



Job Search Assistance
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.44740000000000002	0.3947	7.8899999999999998E-2	7.8899999999999998E-2	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.16669999999999999	0.33329999999999999	0.5	0	



Job Placement Assistance
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.47620000000000001	0.42859999999999998	9.5200000000000007E-2	0	
On-the-Job Supports
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.16669999999999999	0.83330000000000004	0	0	
Transportation Services
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.4	0.52	0.08	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.47060000000000002	0.47060000000000002	5.8799999999999998E-2	0	



Rehabilitation Technology Services
Rehabilitated	
Very Satisfied	Statisfied	Dissatisfied	Very Dissatisfied	0.63919999999999999	0.3402	2.06E-2	0	Not Rehabilitated	
Very Satisfied	Statisfied	Dissatisfied	Very Dissatisfied	0.45	0.55000000000000004	0	0	



Technical Assistance Services
All Closures Combined	Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.66669999999999996	0.33329999999999999	0	0	
Information and Referral Services
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.57450000000000001	0.40429999999999999	2.1299999999999999E-2	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0	0.83330000000000004	0.16669999999999999	0	



Other Services
Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.43819999999999998	0.56179999999999997	0	0	Not Rehabilitated	
Very Satisfied	Satisfied	Dissatisfied	Very Dissatisfied	0.375	0.625	0	0	



How Involved
Rehabilitated	
Not at all Involved	Barely Involved	Somewhat Involved 	Very Involved	Completely Involved	0	2.5899999999999999E-2	0.13789999999999999	0.35339999999999999	0.48280000000000001	Not Rehabilitated	
Not at all Involved	Barely Involved	Somewhat Involved 	Very Involved	Completely Involved	5.8799999999999998E-2	5.8799999999999998E-2	0.27450000000000002	0.4118	0.1961	



Did You Receive All the Rehabilitation Services That You Feel You Needed
Rehabilitated	
None of Them	A Few of Them	Most of Them	All of Them	1.7100000000000001E-2	5.9799999999999999E-2	5.9799999999999999E-2	0.86319999999999997	Not Rehabilitated	
None of Them	A Few of Them	Most of Them	All of Them	0.1176	7.8399999999999997E-2	7.8399999999999997E-2	0.72550000000000003	



Rate Overall Program
Rehabilitated	
Completely Dissatisfied	Dissatisfied	Satisfied	Completely Satisfied	2.5600000000000001E-2	6.8400000000000002E-2	0.27350000000000002	0.63249999999999995	Not Rehabilitated	
Completely Dissatisfied	Dissatisfied	Satisfied	Completely Satisfied	0.06	0.1	0.5	0.34	



Would You Recommend the Program
Rehabilitated	
No, Not At All	Possibly	Yes, Completely 	5.9799999999999999E-2	2.5600000000000001E-2	0.91449999999999998	Not Rehabilitated	
No, Not At All	Possibly	Yes, Completely 	7.8399999999999997E-2	1.9599999999999999E-2	0.90200000000000002	



Speed of Arranging Services
Rehabilitated	
Very Timely	Timely	Not Timely	Not at all Timely	0.43969999999999998	0.5	3.4500000000000003E-2	2.5899999999999999E-2	Not Rehabilitated	
Very Timely	Timely	Not Timely	Not at all Timely	0.27079999999999999	0.64580000000000004	4.1700000000000001E-2	4.1700000000000001E-2	



Feel Better About Self Than Before Program
Rehabilitated	
Agree	Disagree	0.9052	9.4799999999999995E-2	Not Rehabilitated	
Agree	Disagree	0.69389999999999996	0.30609999999999998	



Feel Better About Future Than Before Program
Rehabilitated	
Agree	Disagree	0.89659999999999995	0.10340000000000001	Not Rehabilitated	
Agree	Disagree	0.71430000000000005	0.28570000000000001	



Am More Independent Because of Program
Rehabilitated	
Agree	Disagree	0.87070000000000003	0.1293	Not Rehabilitated	
Agree	Disagree	0.73470000000000002	0.26529999999999998	



Would You Prefer to Complete This Survey Online
Rehabilitated	
Yes	No	9.4E-2	0.90600000000000003	Not Rehabilitated	
Yes	No	7.8399999999999997E-2	0.92159999999999997	



