2005 AHS Consumer Satisfaction Telephone Survey

Methodology
The 2005 Consumer Survey was developed by the University of Vermont and the Agency of Human Services (AHS) to determine AHS consumer satisfaction levels and to identify areas for potential improvement.  Through a ten to fifteen minute telephone interview, consumers were asked to rate the extent to which they agreed or disagreed with 34 survey items that address AHS Re-organization themes of access to services, respectful service, and effective service delivery.  They also had an opportunity to provide additional comments.
The sample for the interviews was based on individuals for whom AHS had a mailing address and telephone number in a database.  Individuals whose record indicated a domestic violence concern were excluded from the sampling frame.   Potential participants were then randomly selected to ensure balanced and unbiased feedback.  The sample of consumers was stratified to reflect the proportion of consumers served by AHS programs and regions across the state.

The sampling frame included AHS consumers active as of March, 2005, in one or more of the following programs:  Economic Supports: Food Stamps, Medicaid, Fuel Assistance, Reach Up, Essential Person, General Assistance, WIC, Child Care Subsidy, and Child Support; Direct Services: Developmental Services, Community Rehabilitation & Treatment, Mental Health Substance Abuse Treatment, Mental Health Emergency Services, Children’s Mental Health, Adult Mental Health, Attendant Services, Enhanced Residential Care, Home-Based Waiver, Services for the Blind and Visually Impaired, Vocational Rehabilitation, Corrections Community Supervision, Child Welfare, and Adoption Subsidies.  AHS Programs not included due to lack of mailing address or telephone information were: Area Agencies on Aging (elder services, home health), Elder Guardianship, Substance Abuse Treatment (not provided by Community Mental Health Centers), HIV-AIDS services, Services for the Deaf and Hard of Hearing, Developmental Services Flexible Family Supports, Healthy Babies, Ladies First, Homeless Assistance, and the incarcerated Corrections population.
The University of Vermont contracted with The Survey Research Institute (SRI) at Cornell University to conduct the 10-15 minute telephone interviews using a Computer-Assisted Telephone Interviewing system.  In advance of SRI calling, all potential respondents were mailed letters from the research team at the University of Vermont and from AHS Secretary Michael Smith explaining the study, asking for their participation, and providing an opportunity to decline.
The interviews were conducted from June 15 to July 19, 2005.  Telephone respondents were screened for age; if the identified AHS consumer was younger than age 18, the surveyor asked to speak with an adult responsible for his or her care.  The survey methodology was also limited to consumers who were English language speakers.  Both research teams at Cornell and UVM were encouraged by the willingness of the randomly selected consumers to talk with the Cornell team of interviewers. A sample of 4,582 individuals was drawn for the survey, with a target of 2,300 completed interviews.  Of the total sample, 1,072 telephone numbers (23.4%) were found to be nonworking, 267 numbers (5.8%) were ineligible (e.g., duplicate cases, ill or recently deceased), and only 206 numbers (4.5%) were refusals.  A total of 2,298 surveys were completed.  
