Report of Findings for Consumer Satisfaction with Care Coordinators, Provider Satisfaction with Care Coordination Agencies, and Provider Satisfaction with DAS CCSP Staff Surveys for 
SFY 2008 Services
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I.
Background
In collaboration with the CCSP program, the Quality Assurance Team (QAT) conducted a trilogy of satisfaction surveys focusing on satisfaction with assistance received by CCSP consumers and providers:

· Consumer satisfaction with CCSP Care Coordination (CC) Services

· Provider Satisfaction with CCSP Care Coordination Agency Services

· Provider Satisfaction with assistance provided by CCSP DAS Staff

Area Agencies on Aging (AAA) contract with the Georgia Department of Human Resources Division of Aging Services (DAS) for funding to provide Care Coordination Services on behalf of CCSP consumers, their families and caregivers within their respective areas, either in-house or through subcontract.  The Care Coordinators conduct assessments/reassessments and provide accurate up-to-date information about community resources and support.  These Coordinators also authorize, coordinate and oversee the consumer’s services with the CCSP Providers.  CCSP providers are enrolled in the program at the State level and are provided training and technical assistance by DAS CCSP Staff.
The results of these surveys provide baseline consumer and provider satisfaction data for the program.  In addition, survey results and consumer comments identified opportunities for training and technical assistance for Care Coordinators and Providers in a collaborative effort to be most effective in serving consumers. 
II. 
Methodology
Care Coordination Consumer Satisfaction Survey Recipients and Survey Design:  By PSA, consumers who had received six months or more of services between September 2007 and April 2008 were identified in AIMS.  Using a sample calculator with a confidence level of 95%, 55.70% of the statewide total of consumers meeting criteria was extracted on April 23, 2008.  The Consumer survey first established that the consumers knew who their Care Coordinators were and then focused on satisfaction with the CC’s responsiveness, helpfulness, and ease of contacting; and the consumer’s involvement in care plan development and perception of the CC’s effectiveness on their quality of life. 
Care Coordination Agency and CCSP DAS Staff Provider Satisfaction Survey Recipients and Survey Design:  Many CCSP Providers are approved to provide services in more than one Planning and Service Area (PSA) and/or have multiple sites statewide.  A count of 100% of the CCSP Providers in AIMS as of May 21, 2008, indicated an unduplicated total of 559.  Questions 4 through 8 of the Provider survey rated the Provider’s satisfaction with the responsiveness and assistance received from DAS CCSP staff; and Questions 10 through 15 rated the Provider’s experience with Care Coordinators, i.e., responsiveness, receipt of care plans, helpfulness, and inclusiveness in case conferences.
III.
Results of the Surveys  

Table #1 depicts the number of surveys mailed and returned for both survey mail-outs.
	Table #1
	Timeframe Total
	Total Mailed
	Mailed
	# Returned Undeliverable
	# of

Responses
	Response Rate

	Consumer Satisfaction w/CC
	8,750
	4,874
	April 2008
	336
	1602
	35%

	Provider Satisfaction w/CC & DAS Staff
	809 Duplicated
	559 Unduplicated
	June 2008
	43
	209
	41%


A.
Care Coordination Consumer Satisfaction Survey Statewide Results:
89% (1,406) of the respondents to Q1 indicated “yes” they knew their Care Coordinator and 99% of these respondents indicated they know how to contact their Care Coordinator.  The results for the remaining survey questions were filtered for respondents only marking “yes” to Q1. For the results of all survey question responses, reference Appendix D – Care Coordination Consumer Satisfaction Survey Statewide Filtered.  The survey results below are the sum of percentages for the “strongly agree and agree” responses: 
· Q3 - 91% indicated the Care Coordinator or someone in the office helped them when they called. 

· Q4 - 90% indicated the Care Coordinator returned their call-back request within 24 hours.
· Q5 - 99% indicated they are treated with courtesy and respect.
· Q7 - 96% indicated their Care Coordinator explains the services in a way they can understand.
· Q8 - 85% indicated they are involved in the planning of their services. 
· Q9 - 58% indicated they would like to be more involved in service planning.
· Q10 - 91% indicated the Care Coordinator helps them to get what is needed when it is needed.
· Q12 - 93% indicated the Care Coordinator has assisted them in having a better quality of life.
Consumer Comments:  

Consumers were complimentary of Care Coordinators and appreciative of the service.  However, many comments did not refer to the Care Coordinator.  The challenge in compiling consumer comments is evident when comments reflect home health agency staff and service issues.  Of 124 comments reviewed, 25% related to issues other than Care Coordinators.  Consumer comments are attached as Appendix E.
The following are examples of consumer comments:
1. Housekeeping needs better training to see what needs to be done to help me without being told.
2. I’m not sure I know who my coordinator is.
3. I’m in the dark about this.
4. Care workers have stolen several times from me.
5. I don’t know who my coordinator is but my nurse Gail tell me what I need to know.
6. Don’t understand what is CCSP. 
7. We have never used the services of the Care Coordinator.
8. I really don’t know what you are talking about because I don’t know what a CCSP Coordinator does.
9. They vacuum and dust for me.
B.
Care Coordination Agency and CCSP DAS Staff Provider Satisfaction Survey Results:  
40% (81) of the Provider respondents indicated they provide services in more than one PSA of the state and 92% (193) have been a CCSP Provider for more than thirteen months.  For the results of all Provider survey question responses, reference Appendix A – Statewide Provider Survey Results and for the results by Provider, reference Appendix B.  
Table #2 depicts the results to the questions asking the Providers to rate their satisfaction with DAS CCSP Staff.  These percentages are the sum of percentages for the “very satisfied and satisfied” responses. 
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Table #2:     

 Providers Rate Satisfaction with DAS CCSP State Staff

           (Sum of Percentages for "Very Satisfied and Satisfied" Responses)


Table #3 depicts the results to some of the questions asking the Providers to rate their experience with CCSP Care Coordination agencies.  These percentages are the sum of percentages for the “always and usually” responses. 
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Table #3:

     Providers Rate Experience with Care Coordination Agency 

(Sum of Percentages for "Always and Usually" Responses)


Providers responded “never” 27% of the time to Q14, “How often are you invited to attend case conferences.”  One of the basic policies of the CCSP Care Coordination is to coordinate with provider agencies to assure comprehensive service delivery and thorough communication, i.e., the “case conference.”
Provider Comments:
Providers were both complimentary and critical of DAS CCSP staff and Care Coordinators.  Although, the survey responses indicate a fairly high degree of satisfaction, comments by Providers indicate opportunities for training and improvements in communications and responsiveness amongst the triangle of Care Coordinators, Providers, and DAS CCSP Staff.  Provider comments are attached as Appendix C.
The following are examples of Provider comments about the DAS CCSP staff:
1. Some individuals within CCSP and/or DAS have been fairly helpful with resolving client issues.  Some have been quite indifferent and unhelpful at resolving problems.
2. I wish DAS would address Provider Solicitation. This is a huge problem.  You have turned a deaf ear to our cries for help for years.  The AAA was left to call an offending provider in for meeting with me.  It never happened.  Nice pass off DAS.
The following are examples of Provider comments about Care Coordinators:

1. In my opinion case managers need to learn State regulations for PCH just as we are required to learn CCSP/Source and Medicaid rules.

2. I don’t know what case conferences is?  

3. We never knew there was such a thing concerning case conferences.

4. Sometimes the Care Coordinators act like they could care less about your problems.  And Care Coordinators are being changed too much.  I never know who I’m supposed to speak with.  I feel I should be able to voice my concerns or complain to the Admin. Dept without Care Coordination accusing me of trying to get them fired.

IV. Limitations/Observations
A. Consumers not being able to clearly identify their Care Coordinator as evidence by comments reflecting home health agency staff and service issues.  

B. Technical difficulty with survey analysis software impacted survey distribution and data entry and leveling human resources to complete the project.

V. Recommendations

A. 8% of the 559 surveys mailed to Providers and 7% of the 4,874 surveys mailed to consumers were returned undeliverable.  QAT recommends that DAS CCSP staff follow-up with the respective AAAs and/or Care Coordination agencies for consumer related corrections in AIMS and with Providers agencies for their correct mailing and contact information for correcting in AIMS.  (Information on undeliverable surveys is available.)
B. QAT recommends that DAS CCSP require all Provider agencies be represented at CCSP Network meetings to facilitate a collaborative environment for Providers and Care Coordinators for regular network training on topics such as, case conferences and care plans, CCSP policy updates.  Network meetings should facilitate a question and answer type forum to enhance Care Coordination and Provider relations and communications on issues revealed from these surveys and other CCSP review projects such as Assisted Living Services (family and group homes) and Adult Day Health.
C. QAT recommends that DAS CCSP staff work with Care Coordinators to explore ways to better involve consumers in their own plan of care and remind consumers about the CCSP and the Care Coordinators vital role in the program during each visit.  
D. One consumer commented that the coordinator did not like dogs, therefore did not visit. Due to safety issues related to making home visits and in light of the DAS Wildly Important Goal (WIG) regarding serious injury, QAT recommends that DAS CCSP consider:
       Working with Care Coordinators to identify any safety issues (actual or potential) encountered when visiting consumers and 
        Researching and coordinating self-defense training with other agencies for Care Coordination agencies statewide.

 
Attachments:
Appendix A – Statewide Provider Survey Results (pdf)
Appendix B – Provider Survey Result by Provider (Excel file)

Appendix C – Provider Survey Comments (Word file) 

Appendix D – Care Coordination Consumer Satisfaction Survey Statewide Filtered (pdf)

Appendix E – Care Coordination Consumer Satisfaction Survey Comments (Word file)
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