Consumer Satisfaction & Needs Assessment Committee (CSNAC)
State Rehabilitation Council (SRC)
August 25, 2025
5:00-6:30 pm ET
The meeting was held remotely.
Attendees:
· CSNAC SRC Members: Heather Wood (CSNAC Chair)
· MassAbility (MBY): Graham Porell, Amy Karr
· Others Present: Matthew Bander, Kevin Goodwin, Sara Wiles (Client Assistance Program [CAP])
· Absent CSNAC SRC members: Naomi Goldberg, Steve LaMaster
The meeting was called to order by Chair Wood at 5:03 pm.
Review of Service Recipient Experience Survey FY2025 Annual Report
Mr. Porell shared the finalized slide deck that will be shared with staff next week. (See MassAbility FY2025 Annual Report.) The data for this report was collected from July 2024 through June 2025.
Of the 1,802 responses, almost 1200 were from Career Services (CS) recipients; the remainder were from recipients of Home and Community Life (HCL) services. Most responses were by phone; there were much fewer online. Before MassAbility contracted with the vendor to make these phone calls, when calls came from the agency, there were fewer phone responses.
The Rehabilitation Services Administration (RSA) requires that MassAbility conducts a survey, but the question going forward will be funding. An option to save money may be to do more online.
Most of the CS respondents had been receiving services for more than 18 months, which makes sense because people are usually in the program for two to four years. There were more responses from those with successful closures than unsuccessful closures.
Definitions
· Response rate is the percentage of people who responded out of the entire sample provided to the sponsor. The vendor does not contact the entire sample, which is basically all MassAbility participants. Over both units, the response rate was 13%.
· Cooperation rate is how many interviews were completed divided by the number of contacts made. Over both CS and HCL, of those contacted, 59% cooperated.
· Refusal rate is the number of respondents who refused to be interviewed or ended the interview divided by the number of contacts made. Over both CS and HCL, 13% of those contacted refused.
Summary of the results
· Overall, there are high levels of satisfaction in most areas, including Cultural Responsivity and Accessibility, across both CS and HCL recipients. This is similar to results from the previous year.
· There was lower satisfaction in the areas of Timeliness and perceived Value of services for both CS and HCL recipients.
· For people who are employed, Job and Career satisfaction was a bit lower, although 2/3 are satisfied. The vendor did point out that for the 1/3 of the respondents who are working who are not satisfied, MassAbility may have placed them in a job in which they cannot advance. 
· Mr. Porell would like to compare this to closure data: Are there people who closed unsuccessfully who are working? 
· When a respondent indicates dissatisfaction with the job/career path, are follow-up questions asked? Is there a way to get more information about the reasons? Mr. Porell said MassAbility could potentially deep dive into these results more. There could also be other ways to get input, such as focus groups.
· CS satisfaction scores were equal or slightly higher than HCL satisfaction scores in all domains, though no difference was larger than 4 percentage points.
· Most respondents had no problems working with MassAbility. The percentage that would recommend MassAbility to a friend or family member, 91%, went down a bit but it is still high. If the percentage continues to decrease, we will look into what may be behind it.
· Communication was the most common complaint in CS feedback, but at a lower rate than previously. For HCL the most common complaint was lack of support.
· There was a lot of staff turnover in the past three to four years. Counselors have large caseloads. These factors affect communication. Communication is also staff’s biggest concern. The most common reason for unsuccessful closure is the inability to locate the participant. Staff have trouble reaching participants, just as participants have trouble reaching or hearing from staff. Customer service and communication are now in staff performance reviews. MassAbility still mails letters to participants. The consumer portal that is being established may help to maintain contact.
Domain scores
All the questions are broken into specific domains, or categories. The domains are scored on a 0 to 100 scale. The higher the score, the more positive experience. For most of the domains, the scores for CS were equal to or slightly higher than the scores for HCL. The domain scores for CS are as follows:
· Respect: 80%
· Cultural Responsivity: 91%, which is about the same as last year
· Timeliness: 74%
· Dependability: 77%
· Working Alliance: 84%
· Value: 72%, a bit lower
· Accessibility: 86%, much higher than when metric was first added
· Job and Career: 67%; as mentioned, this domain has one of the lowest scores
· Recommend (% Yes): 91%
· Problems and Quality Improvement (% No Problems): 76%, which 24% did have a problem
Mr. Porell believes that a few quarters back the percent with no problems was about 70%. The percentage of people reporting problems has decreased, but 24% is still a fair number.
Problems with MassAbility
The most common problems reported by CS respondents in open comments:
· Counselor not returning phone calls and emails.
· Counselor not supportive
· Feel like nothing was achieved, VR was not effective
Keep in mind the respondents are participants with cases that are still open. Mr. Porell said we may want to cross-tabulate responses by how long respondents have been receiving services. Someone who has just started working with MassAbility may not have obtained a job and is frustrated, but it often takes time for some participants to find jobs.
· Did not receive employment, VR could not find me a job
This is the same thing. Also, some of these responses could be from those whose cases were closed unsuccessfully.
· The problems noted were similar for HCL respondents.
· Those who experienced a problem were asked if MassAbility worked to resolve the problem. Only a small percentage of respondents said MassAbility did resolve the problem. This is similar to previous results. We do need to look at this, but it is only looking at perspective.
· Respondents were asked to provide additional feedback when they were not satisfied. The most common responses from CS recipients included communication issues, wait time for services, and needing more support or services.
· Needing more locations was an issue Mr. Porell had not seen before. Something like this may be out of MassAbility’s control. In western Massachusetts participants can be many miles from their VR offices.
· The vendor incorporated some quotes from the open-ended feedback into the presentation. Mr. Porell noted that the majority of comments received were very positive, but most of the ones the vendor included are critical or mixed. He is going to ask the vendor to include more positive comments in the future.
· The survey asked respondents what worked well for them while they worked with MassAbility. The most cited feature was communication and accessibility of counselors, in both CS and HCL. Also cited were helpfulness of staff, having a support system to help achieve their goal, talking with their counselor. So, while communication was raised as the biggest issue, it was also the biggest positive.
· When asked what MassAbility could do to improve the services, having better, quicker communication with more follow-through was most frequently mentioned, far more than any other response. Also mentioned was increasing and improving staff (training, education, professionalism, etc.) and providing more information about the processes and services.
· 10% of respondents prefer a different mode of communication. Mr. Porell will bring this up internally. Connect should be connecting information about the preferred mode of communication now, but probably about half of those surveyed did not go through Connect. It should be possible to cross-tabulate these responses with ages of respondents. It would be interesting to look in the actual comments to see if they mention what communication method they prefer and what method is being used.
· There was a constructive comment about how communication could be more coordinated. Sometimes there are multiple people involved with one participant’s case. And when MassAbility is working with others, such as vendors, there is only so much they can control. But the counselor should reach out to the participant even if just to say they are still waiting to hear from someone else.
· The survey asked respondents what additional services would help find them a job with a sustainable wage. 41% said none, which might be positive. Others indicated a desire for more education or training, more guidance and support. Transportation was mentioned, which is not surprising.
· The survey asked respondents about the highest level of education they would like to complete. A four-year college degree was the most common response. It was interesting to see graduate degrees as high as they are. This is something to look at, because we have seen that participants’ wages are skewed to the lower end. However, MassAbility typically does not pay for graduate education.
· Regarding current employment status, most CS respondents were currently looking for a job, which is not surprising because most of the respondents had open cases. The number of respondents working part time was higher than expected. 13% of respondents indicated they were unable to work. This sample does include unsuccessful closures in the last quarter, but this is higher than Mr. Porell would expect. We are going to get the raw data for this. The vendor is categorizing based on the comments or responses, but Mr. Porell wants see what these people are actually saying to get placed in that category. It would be interesting if some of those who say they are unable to work have open cases.
· Most common reasons those who are working are not satisfied with their jobs: Not a career move is the most common reason. The second most common reason is the low pay. Mr. Porell wants to cross‑tabulate this with successful versus unsuccessful closures.
· Demographics
· The western region had a slightly higher response than Mr. Porell expected. The vendor is oversampling individuals who are minorities; the percentage of respondents who are black or African‑American is higher than the percentage MassAbility serves. Psychological and intellectual disabilities are the most common types of disabilities.
· Trends
· The sponsor provided many slides of trends from quarter to quarter. Mr. Porell pointed out that for a lot of the measures, the satisfaction rates may go up and down slightly but there are no dramatic shifts in the data, which is good.
· Contracts and funding for surveys in the future
· Because of funding issues, the vendor will no longer be conducting the employer and provider surveys. MassAbility will be doing those surveys. The staff survey is now being conducted by the Executive Office of Health and Human Services (EOHHS).
· For the participant survey, there is a new contract with the vendor from October 2025 through September 2026, funded at half the amount of the previous year. The vendor will be sampling every quarter instead of every month. We will still have the same amount of data, and this should not impact on the quality of results. The advantage to using the vendor is that MassAbility staff could not make the phone calls for the survey, and phone calls get more in-depth information than online email surveys.
· RSA does require this survey but does not specify whether the agency conducts it itself or contracts the work out. If MassAbility did the survey internally staff would not have the time to conduct phone surveys, and we would lose that data.
· MassAbility has submitted a request for reallotment funds, but Mr. Porell does not believe the agency will receive much. We still do not know what will ultimately happen with the federal budget.
CSNAC FY26 recommendations
The committee submitted two FY26 recommendations that MassAbility did not support. Mr. Porell believes the committee can do some work around these recommendations. For example, regarding transportation, the committee could look at transportation resources that are available.
Working on the recommendation to improve participant-counselor communication, particularly regarding maintaining contact to reduce unsuccessful closures due to loss of contact, would require working with MassAbility. Mr. Porell could explore by looking at existing data. For example, 9% of respondents said that they preferred a different method of communication. The vendor does receive the responding participant’s office with the sample. The committee could obtain information about whether participants from certain offices are more or less satisfied with the way they communicate with their counselors.
Committee name change
The committee is reviewing not only participants surveys, but also those of employers, employees and vendors. Chair Wood and Mr. Porell think it is worth considering a name change.
When the National Association of State Head Injury Administrators (NASHIA) worked with the SRC in 2024, they looked at what committees constituted the SRCs of other states. Chair Wood will look at the data NASHIA collected. In their sample NASHIA indicated that some SRCs did have committees that performed the same roles as the CSNAC, but the names of those committees may be different.
Next steps
· Get more information about the 9% of respondents who indicated they would prefer a different form of communication. For example, are they concentrated in certain offices?
· Brainstorm about what type of transportation exploration we can do and how that might be impactful for VR counselors.
· Mr. Porell said that at the November meeting he will have results from the Connect survey and basic information from the staff survey conducted by the EOHHS.
Open Mic
There were no comments.
The next Consumer Satisfaction & Needs Assessment Committee will meet on Monday, November 17th at 5 PM.
Adjournment
The meeting was adjourned at 6:02 pm.
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