To All Fellow AHS Employees:

We have embarked on an unprecedented way to measure our agency’s performance.  Soon after my arrival, we began to survey consumers to ascertain how we are doing as an agency in meeting the needs of Vermonters, and how effectively we are delivering our services.  In addition, we wanted to make sure we understood the needs of our employees.  This is the first time in state history an agency has conducted such an extensive customer and staff satisfaction analysis, hearing from roughly 2,300 customers and 1,600 staff members across all AHS regions.
Today I want to share with you the preliminary results of the AHS Consumer Satisfaction Telephone Survey conducted by the University of Vermont this summer and the final detailed report of the AHS Staff Satisfaction Survey conducted by the University of Vermont this past May.  Both of these reports can be accessed at http://www.ahs.state.vt.us .
With regard to the AHS Customer Satisfaction Telephone Survey, individuals in this survey were randomly selected from our database and chose to participate.  Clearly, our customers are very satisfied with our services.  The overall rating of satisfaction with customer service was 7.8 on a scale of 1 to 10, and 91% agreed or strongly agreed with the statement: “Overall, the services you received have helped your situation.”  Positive responses related to most questions regarding access to services ranged from 78% to 89%.  The range of positive response to various questions regarding respectful service delivery was even higher, 86% to 95%. 
The attached Staff Satisfaction Survey Full Report provides the qualitative survey responses clustered into four categories related to the work environment, job supports and resources, supervision and leadership, and the work of AHS.  Clearly, there are some findings that we should feel proud about, such as respecting diversity among staff, and believing our work makes a difference in people’s lives, because it truly does.  Many of you have heard me say that we do 1,000 great things every single day to make the lives of Vermonters better.  However, there are things we need to do better.  For example, when asked if morale in the work unit was good, the responses split about equally between those who agreed it was good and those who disagreed.  It is also obvious that we need to do more to talk about the purpose and progress of the AHS reorganization and how it affects not only the customers, but also our employees.   
I have asked Commissioners and Deputy Commissioners to carefully examine the information in these two surveys, and to use the data to focus on areas of particular concern to me, as well as their departments, and to provide me with the specific activities that they are undertaking to address them.  I will expect updates at monthly meetings.  I also expect that we will update AHS employees with regular communications as we make progress in addressing some of the concerns raised in the survey.  In the meantime, I encourage you to provide direct feedback by going to https://www.ahsnet.ahs.state.vt.us/AF_forum/.  I try to read as many comments as possible.

As I said in July, doing these types of analyses are risky in that they, by design, identify areas that need improvement.  It opens the entire agency up to criticism.  We all knew this when we started, but the advantages of learning about the quality of our service delivery, how we can better serve Vermonters, and how we can become an employer of choice for our employees truly outweigh the risk of criticism.  Both the customer survey and the staff satisfaction survey are bold moves, and I want to thank everyone for their participation.

I am so fortunate to be the Secretary of this agency and to be associated with all of you who work so hard to help Vermonters in need.  We don’t say enough “thank yous” from Waterbury, so at every opportunity I want to make sure that I thank you for all your hard work, your compassion to those we serve, and your desire to make Vermont a better place.
Sincerely,

Michael K. Smith, Secretary

