



Dear Colleague

We are pleased to send you this set of materials on satisfaction and impact assessment for State Councils on Developmental Disabilities across the country. The materials represent a culmination of work conducted over the last few years with your help, and the “extra efforts” of our selected pilot sites – Idaho, Illinois, Michigan and New York. The effort represents a major step forward in assessing customer satisfaction. This effort also reflects the increasing interest in measuring and reporting outcomes data in all human services areas, and the demand for greater quality reporting.

The materials enclosed include:

· the “toolkit” and guidance manual with specific strategies and guidelines for the survey(s) implementation, 

· the reporting format for the summary of satisfaction and impact data, 

· a recommended sample size target for your state.

The materials may be used at any time. Beginning FY2006 the new reporting format and the currently used reporting format will both be provided on the Program Performance Report (PPR). Beginning in FY2007 the new reporting format must be implemented and will be the only format provided on the PPR. Please refer all questions and issues, including technical ones, to Mary Beth Greene at 202/690-5976 or mgreene@acf.hhs.gov. 
As the process unfolds particularly over the first year of implementation, we may find it necessary to make some revisions.  We encourage you to join us in being flexible, and open to evolving revisions as the new process matures.  Please feel free to share your feedback, suggestions and ideas.

After we have received, reviewed and approved the reports and data through the PPRs, we will provide summaries of the information at our national meetings and in our bi-annual report to the Congress.

In closing, a final thank you for your participation in this effort. Please be assured this work will be extraordinarily helpful to ADD in accomplishing the mission of the DD Act.

Sincerely,

Patricia A. Morrissey, Ph.D.

Commissioner, Administration on Developmental Disabilities
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INTRODUCTION

The DD Act of 2000 requires a process for identifying and reporting on progress achieved through advocacy, capacity building, and systemic change activities in the areas of emphasis. In order to monitor how the DD Act programs address the areas of emphasis the Indicators of Progress are used to describe and measure at a minimum:

1. The satisfaction of individuals with developmental disabilities with the advocacy, capacity building, and systemic change activities provided by State Councils, Protection &Advocacy Systems and University Centers for Excellence in Developmental Disabilities, and

2. The extent to which these activities result in improvements in the ability of individuals with developmental disabilities to –

I. make choices and exert control over the type, intensity, and timing of services, supports, and assistance that the individuals have used;

II. participate in the full range of community life with persons of the individuals’ choice;

III. access services, supports, and assistance in a manner that ensures that such an individual is free from abuse, neglect, sexual and financial exploitation, violation of legal and human rights, and the inappropriate use of restraints and seclusion.

In addition, State Councils are required at the end of each grant year to examine their goals and  “determine customer satisfaction with Council supported or conducted activities.” (SEC.125(c)(3)(E).  Council reports must include “information on consumer satisfaction with Council supported or conducted activities.” (SEC.125(c)(E)(ii)))

THE CONSUMER SATISFACTION PROCESS

The Administration on Developmental Disabilities worked with Council Executive Directors and self-advocates to develop a draft template that meets the requirements of the DD Act and also provides Councils with meaningful information. This work was based on preliminary discussions with a small sample of DD Councils and used a content analysis of forms used by various DD Councils. An exploration of DD Council experiences with their Consumer Satisfaction was undertaken at the national organization conference (in November 2002) to further refine the framework that we presented at the Technical Assistance Institute in June 2003. This draft includes information gathered through all these efforts and presentations. Dr. Tom Zastowny, PhD, who is a nationally-recognized consultant in measurement/outcome development and strategic/organizational planning facilitated the work group.

A. Consumer Satisfaction Framework

On September 3, 2003, Council Executive Directors met to build a framework for consumer satisfaction. The purpose of the framework is to:

1. ensure compliance with the DD Act of 2000

2. provide information to Councils to assist with State Plan implementation

3. satisfy Office of Management and Budget & Government Performance and Results Act requirements

4. provide information to plan for systems change

5. Document Councils’ effectiveness
B. Development of Consumer Satisfaction Framework

Development of the framework included the following tasks:

· develop questions

· determine methodology

1. Consumer Satisfaction questions

Issues critical to consumer satisfaction question development:

a. In order for the instrument to have national validity the questions must be generic to all Councils and specific in terms of what is asked.  All Councils must use the same standardized questions. 

b. Self-advocates must review the questions prior to use in the pilots.  

The language specific to the Indicators of Progress, and the DD Act required reports to the Secretary of Health and Human Services, was the initial basis for the consumer satisfaction questions. It was determined that Councils would utilize two different formats:

· Consumer Satisfaction Individual Format – determines satisfaction from the perspective of the individual with a developmental disability, family member, and others directly involved in Council activities.

· Stakeholders Format - determines Council systemic impact through responses from stakeholders including self-advocacy organizations, state advocacy organizations, provider organizations, Centers for Independent Living, State agencies, legislators and policymakers and others. 

Optional questions determine satisfaction with specific Council supported or conducted activities such as demonstration projects, outreach, and training.

2. Methodology

The work group discussed at length the methodology specifically related to how the consumer satisfaction format should be conducted. The following items are a summary of those discussions. 

· Councils should utilize a variety of techniques including paper, focus groups, telephone, personal interviews, and conference calls.

· All formats need to have a brief introduction that explains the purpose. The project name can be included at the top of the paper formats. 

· Some individuals with developmental disabilities will need assistance in recording. However, in providing assistance the questions should be answered from the perspective of the individual with developmental disabilities, not the recorder. 

· If Councils are going to sample from various projects, a variety of projects that serve a variety of geographic and ethnic groups should be utilized.  Personal demographics should not be asked. 

· Cost effectiveness

- Stamped self-addressed envelopes are not a productive way of determining consumer satisfaction however there are methods to make them more effective

- A process for determining consumer satisfaction can be built into contracts


- Conference calls can be utilized if cost of focus group is prohibitive

- Focus groups can be added on to an event that is already occurring. Councils should take every opportunity to utilize consumer satisfaction formats, i.e. grants, training sessions, conferences, legislative days.
- Focus groups should have a list of Council accomplishments or annual reports to support discussion.

C. Pilots

January 2004 – May 2004.

Idaho, Illinois, Michigan and New York volunteered to serve as pilot states for the draft consumer satisfaction format. The states developed protocols and conducted individual and telephone interviews as well as focus groups.

Each state did a thorough analysis of the consumer satisfaction format including:

· wording of questions

· format of questions

· usefulness of responses

· Likert scale options

· necessity for satisfaction and impact questions

Self-advocates analyzed the questions and format and made recommendations for improvement.

In the spring of 2004 pilots met to present their findings, discuss the data, and evaluate the process. The pilots provided recommendations for improvement, and then developed a consumer satisfaction format that responded to the recommendations. The pilots presented that format to Councils at the TA Institute in June 2004 and, based on recommendations, slight changes were made to the formats.

The pilot states also contributed their expertise to the development of a consumer satisfaction toolkit. The toolkit includes the formats as well as protocol on conducting interviews and focus groups.

CONSUMER SATISFACTION 
(Individual Format)
Project Activity: _______________________________________________________________

We want to know what you think about this project activity by asking the following questions: 

Directions – Please check the category that best describes you.

 FORMCHECKBOX 
  Individual with a disability
 FORMCHECKBOX 
 Family member
 FORMCHECKBOX 
 other________________

Directions- Please circle either Yes or No to tell us your opinion about the following statements.

1. I (or my family member) was treated with respect during this project activity.
        Yes      No
2. I (or my family member) have more choice and control as a


 

result of this project activity.






        Yes      No
3. I (or my family member) can do more things in my community as a result 
of this project activity.






         Yes     No 
Directions- Please circle the number that best describes your opinion. 

4. I am satisfied with this project activity.

     4


3


2


1

 
Strongly                 Agree                        Disagree
   
    Strongly 

   
Agree                                                                                          Disagree

5. My life is better because of this project activity. 

     4


3


2


1

 
Strongly                 Agree                        Disagree
   
    Strongly 

   
Agree                                                                                          Disagree

What has been helpful or not helpful about this project activity?
Questions 6 & 7 (These are optional questions to be used when a project activity includes rights and protection issues.)
6. Because of this project activity, I (or my family member) 



          Yes   No
    know my rights.

7. I (or my family member) am more able to be safe and  

protect myself from harm as a result of this project activity. 


          Yes   No
CONSUMER SATISFACTION INDIVIDUAL FORMAT

Instructions

The consumer satisfaction individual format determines satisfaction from the perspective of the individual with a developmental disability, family member, and others directly involved in Council activities. Results collected from this consumer satisfaction form will meet the requirements of the Developmental Disabilities Assistance and Bill of Rights Act of 2000 and allow the Administration on Developmental Disabilities to analyze and report a uniform set of data that are reflective of all state councils.

The form can be administered in a variety of ways.  It can be handed out to groups of individuals, mailed to participants, or it can be completed through face-to-face or telephone interviews.  Councils may elect to use any single method or combination that best suits their particular situation.

A. Steps in gathering consumer satisfaction from participants in Council supported or conducted activities

1. Determine the number from which to collect information.

2. Have the consumer satisfaction format available in a wide range of formats, including:

Paper and pencil

Audiotapes

Braille

Large Print

3. Decide the method/methods that your Council will use in distributing the instrument.

TIPS:

    By Mail:  

· Include a stamped, self addressed envelope if you want forms returned to the Council office.

· Provide a brief instruction sheet and include return date.

· You may ask the project/activity to send out the forms for you.  The projects could collect the completed forms and return to the Council or the projects could ask participants to return forms to the Council.  

· Follow up reminders by postcard, telephone call or e-mail 
· If possible, provide a small incentive for respondents upon receipt of completed survey.
Face-to-Face/Telephone Interviews:

· If possible, use a neutral interviewer so that there is less chance for responses to be given based upon what the individual may think the response should be.

· When asking grantees to interview participants, suggest that someone unknown to the participant do the interview.  Some people may not be comfortable answering questions with someone who works for their service provider or who has control over their services in some way.  

· Develop instructions for those who will be conducting one-on-one assisted interviews.  Instructions may include:

· What to read out loud and what not to read

· Strategies for determining whether the interviewee understood directions or questions (for example, asking the person to restate something in their own words or give an example)

· What responses to look for

· What to record on the form itself 

· Whether and/or how to rephrase statements for clarity if needed

· When and how to probe answers  

· Be sure to ask if anyone requires accommodations and provide the necessary assistance as requested.  Some people may not be able to read or comprehend the questions in a written form.  Others may have difficulty writing or may not know how to write.  

· For Likert scale questions (strongly agree, agree, disagree, strongly disagree), use voice inflection to demonstrate differences between these responses, or ask the person first whether they agree or disagree and then determine whether the belief is strong or average. 

    Handed Out to Groups at Council funded Activities:

· Prior to handing out the form, explain the purpose and why people are being asked to participate.

· Explain that answers are confidential and no one should write their name on the form.

· Be sure to ask if anyone requires accommodations and provide the necessary assistance as requested.  Some people may not be able to read or comprehend the questions in a written form.  Others may have difficulty writing or may not know how to write.  

· Go over the directions for each section, making sure that people understand they are answering questions about the project or activity in which they are/were involved.

· For Likert scale questions (strongly agree, agree, disagree, strongly disagree), use voice inflection to demonstrate differences between these responses, or ask the person first whether they agree or disagree and then determine whether the belief is strong or average

4. Prior to distributing any consumer satisfaction form include the Council activity or project name.

TIPS:

· Some Councils use the term “project” while others use “activity”.  Councils may elect to use either term or leave the usage as is.  The important thing is that participants not be confused by the wording.  

· Fill in the blank at the top of the form with the name of the project or activity.  It helps people understand what they are responding to.  

· Acknowledge that funding decisions are not based on survey responses.

5. Record results from each of the methods used and combine information for reporting results in the Annual Program Performance Report.

B. Preparing and conducting an interview

Preparing for the Interview

· Make an appointment

· Choose a setting with little distraction

· Know what you want to get out of the appointment ahead of time

· Write questions down before the interview

Conducting the Interview

· Be on time and prepared with pencil and paper

· Be friendly and courteous

· Explain the purpose of the interview

· Address term of confidentiality

· Explain the format of the interview

· Indicate how long the interview usually takes

· Ask if they have any questions before you both get started.

· Ask questions clearly

a.
Questions should be as neutral as possible

b.
Questions should be asked one at a time

c.
Questions should be worded clearly

d.
Be careful asking “why” questions

· Don’t interrupt

· Don’t count on your memory to recall their answers. Take good notes. Ask the interviewee to repeat what they said if necessary but only when it is something important.

· Be careful about appearance when taking notes. That is, if you jump to take a note, it may appear as if you’re surprised or very pleased about an answer, which may influence answers to future questions

· Don’t volunteer information unless it is to get the interview going, to get it back on track, or to give background information relevant to your goals

· Attempt to remain as neutral as possible (don’t show strong emotional reactions to their responses)

· Obtain all information needed before ending the interview. 

· Thank the interviewee for his/her time

Immediately after the interview

· Make any notes on your written notes

· Write down any observations made during the interview

C. Assisted Individual Interview Format - Step-by-step Instructions
Read Aloud:  I have some questions here that ask how you feel about this program.  Would you like to answer them by yourself, using paper and pencil, or would you like me to read the questions to you out loud?
(Interviewer Instruction) If the person wants to respond on their own, hand them the form that says “Consumer Satisfaction Form” at the top.  Try to let them fill it out on their own.  
(Interviewer Instruction) Please Write In Project Name: ____________________________
Read Aloud:  We want to find out what you think about the program that you are participating in.  We will ask you some questions about the program and would like to hear your answers.  Feel free to ask me questions if you do not understand what I am asking you, or if you don’t know how to answer.  Do you have any questions about what we’re going to do, before we start? 
Read Aloud: Ok, the first question is, are you an…

 FORMCHECKBOX 
  Individual with a disability

  FORMCHECKBOX 
 a Family member?


(Interviewer Instruction) It may be necessary to make the question more clear by rephrasing, defining words, giving examples, etc.
Read Aloud:  Next I am going to read you some statements.  Listen to each statement and after each one, please say “yes” if you agree with the statement, or “no” if you do not agree with the statement. Do you have any questions about what we’re going to do, before we start? 

(Interviewer Instruction) One strategy that might help in determining whether the person understands the yes/no concept would be to try a “test” question, for example “I like ice cream”, and make sure the person understands to say “yes” if they like ice cream, and “no” if they do not.  

QUESTION 1

Read Aloud: The first statement is – “I (or my family member) was treated with respect during this project/activity.”      
Would you say yes, or no? 
YES
 NO


(Interviewer Instruction) If the person seemed to not understand this question, you may want to rephrase, defne words give examples, etc.) to make the question more clear.  The word “respect” may need defining/explaining.  

(Probe questions) What made you feel respected? Did people listen to you when you spoke?
QUESTION 2

Read Aloud: The next statement is – “I (or my family member) have more choice or control as a result of this project activity.”     
Would you say yes, or no? 
YES
  NO

(Interviewer Instruction) If the person seemed to not understand this question, you may want to rephrase, define words, give examples, etc.) to make the question more clear.  The words “choice” and “control” may need defining/explaining.  

(Probe questions) How did it help you? What choices (control) do you now have?  

QUESTION 3

Read Aloud: The next statement is -  “I (or my family member) can do more things in my community as a result of this project activity.” 
Would you say yes, or no? 
YES
  NO

(Interviewer Instruction: If the person seemed to not understand this question, you may want to rephrase, define words, give examples, etc.) to make the question more clear.  The word “community” may need defining/explaining.  

(Probe questions) What can you now do in your community that you could not do before? Why do you think you can do more?
QUESTION 4

Read Aloud:  Next I’m going to read you a statement and then I will read some possible answers out loud.  Pick the answer that describes how you feel about the statement.     The statement is – “I am satisfied with this project activity.”       
Do you agree or disagree that you are satisfied with this project/activity?  

4


3


2


1

Strongly agree

Agree


Disagree

Strongly disagree

(Interviewer Instruction) If the person agrees that his/her life is better, then determine whether she/he strongly agrees, agrees, or agrees somewhat.  

(Interviewer Instruction) If the person disagrees that he or she is satisfied, then determine whether he/she strongly disagrees, disagrees, or disagrees somewhat. 

(Probe questions) What did you like about the project activity? What did you learn?

QUESTION 5

Read Aloud:  Next I’m going to read you a statement and then I will read some possible answers out loud.  Pick the answer that describes how you feel about the statement.     The statement is – “My life is better because of this project activity.”   

Do you agree or disagree that your life is better because of this project activity?

4


3


2


1

Strongly agree

Agree


Disagree

Strongly disagree

(Interviewer Instruction) If the person agrees that her/his life is better, then determine whether she/he strongly agrees, agrees, or agrees somewhat.  

(Interviewer Instruction) If the person disagrees that her/his life is better, then determine whether he/she strongly disagrees, disagrees, or disagrees somewhat. 


(Probe questions) How is your life better?

OPTIONAL QUESTIONS (These are optional questions to be used when a project activity includes rights and protection issues.)
Read Aloud: The next question is – “Because of this project activity, I (or my family member) know my rights.

Would you say yes, or no? 
YES
 NO

(Interviewer Instruction): If the person seemed to not understand this question, you may want to rephrase, define words, give examples, etc.) to make the question more clear.  The word “rights” may need defining/explaining.  

(Probe questions) What did you learn about your rights?  How will that help you?

Read Aloud: The next question is – “I (or my family member) am more able to be safe and protect myself from harm as a result of this project activity.”

Would you say yes, or no? 
YES
 NO

(Interviewer Instruction): If the person seemed to not understand this question, you may want to rephrase, define words, give examples, etc.) to make the question more clear.  

(Probe questions) Why do you feel safer?  How can you protect yourself?

Good – however do you want or need to actually provide examples or mini-definitions of choice, control, rights, etc. for the consumer questions above?

STAKEHOLDERS FORMAT

We will start with a brief description of the work undertaken by the Developmental Disabilities Council in recent years. During the following discussion, we will be exploring the effectiveness of our advocacy, capacity building and systemic change activities such as:

1. outreach



6. coordination with related councils, committees

2. training



and programs

3. technical assistance


7. barrier elimination, systems design & redesign

4. supporting and educating  

8. coalition development and citizen participation

communities



9. informing policymakers


5. interagency collaboration and

10. demonstration of new approaches to services

coordination 




and supports

We want to know:


What does the Council do well? __________________________________________


____________________________________________________________________


____________________________________________________________________


What could the Council do better? ________________________________________


____________________________________________________________________


____________________________________________________________________

After the discussion is completed, please respond to the following questions by circling the number that best describes your opinion.

IMPACT – Council activities have improved the ability of individuals with developmental disabilities and family members to:

1. make choices and exert control over the services and supports they use:

6

5

4

3

2

1

Strongly
Agree

Agree

Disagree
Disagree
Strongly

Agree



Somewhat
Somewhat


Disagree

Other comments: _______________________________________________________________

_______________________________________________________________________
2. participate in community life

6

5

4

3

2

1

Strongly
Agree

Agree

Disagree
Disagree
Strongly

Agree



Somewhat
Somewhat


Disagree

Other comments: _______________________________________________________________

_____________________________________________________________________________

SATISFACTION – Council activities promote self-determination and community participation for individuals with developmental disabilities

6

5

4

3

2

1

Strongly
Agree

Agree

Disagree
Disagree
Strongly

Agree



Somewhat
Somewhat


Disagree

Other Comments: _____________________________________________________________

STAKEHOLDERS FORMAT

Instructions

The Stakeholders Format was developed to determine Council systemic impact through responses from stakeholders including self-advocacy organizations, state advocacy organizations, provider organizations, State agencies, legislators and policymakers and others. The pilot states utilized a focus group format to carry out the stakeholders format.

FOCUS GROUPS

Focus groups are organized small group discussions that are focused in two ways: 1) the participants are similar in some way; and 2) the purpose of the discussion is to gather information about a single topic or a narrow range of topics guided by one set of discussion questions. Focus groups draw upon respondents’ attitudes, feelings, beliefs, experiences and reactions in a way in which would not be feasible using other methods, for example observation, one-to-one interviewing, or surveys. Focus groups are particularly suited for obtaining several perspectives about the same topic. 

Focus groups are a form of group interviewing but it is important to distinguish between the two. Group interviewing involves a number of people at the same time, the emphasis being on questions and responses between the facilitator and participants. Focus groups however, rely on interaction within the group based on topics supplied by the facilitator. Hence the key characteristic which distinguishes focus groups is the insight and data produced by the interaction between participants. 

FOCUS GROUP PLANNING & PROTOCOL

Planning is the crucial aspect of conducting focus groups. As such, far more time will be used in planning the focus group than in the 60-90 minutes needed to conduct it.
1) Define the purpose of the meeting and organize your thoughts logically. Be sure that your purpose is clear and that you know what information you want from your participants. 

2) Based on the desired information, determine who can provide you with that information.   

TIP: It is not always easy to identify the most appropriate participants for a focus group. If a group is too heterogeneous, whether in terms of gender or population group, or in terms of professional and ‘lay’ perspectives, the differences between participants can make a considerable impact on their contributions. Alternatively, if a group is homogenous with regard to specific characteristics, diverse opinions and experiences may not be revealed. Participants need to feel comfortable with each other. Meeting with others whom they think of as possessing similar characteristics or levels of understanding about a given topic will be more appealing than meeting with those who don’t.
3) Decide what questions to ask. 

TIPS: You will need about 4-6 questions ordered from the global to the specific. While questions should appear to be spontaneous, they should be carefully selected and worded to elicit the maximum amount of information. Keep them brief and open-ended. Also have 2-3 ‘probe” sub-questions available for each major question should the discussion stall or participants become confused.

4) Select a facilitator. (see following Role of the Facilitator)

TIPS: You are looking for someone comfortable and effective in leading group discussion and having some knowledge of your work. The person should be skilled in listening, paraphrasing and probing. Skilled facilitators might be found in your own organization or you can check with your local university or UCEDD for faculty or graduate students with the desired expertise as a volunteer or fee-based activity. The facilitator may also be willing to do the analysis and write your report.

5) Plan the actual focus group session - including what tasks specific individuals are responsible for doing and the timeline for completing those tasks. This has several important sub-steps:

a. Schedule the session 

TIPS: You want 60-90 minutes in a comfortable and easily accessible environment on a date and time that will not limit participant availability. Neutral locations can be helpful for avoiding either negative or positive associations with a particular site or building. Otherwise, the focus group meetings can be held in a variety of places, for example, people’s homes, in rented facilities, or where the participants hold their regular meetings if they are a pre-existing group.

b. Send invitation to identified participants. 

TIPS: You want about 7-10 participants for the focus group but you may need to invite as many as 15 to get that number. Invitation should go out not less than 3 weeks in advance and some preparatory information (proposed agenda, session time, list of the questions the group will discuss) may be included with the invitation. Make a confirming call about 3 days before the focus group to confirm attendance. It is also possible to hold a focus group with an existing group by asking for an appropriate amount of time on the group’s agenda at a time when group members are amenable to open discussion.

c. Provide some kind of refreshments – whatever is appropriate to your region and the time of day the focus group is being held. 

TIPS: Food is often a good incentive for assuring participation. Providing a snack, continental breakfast or light lunch has been shown to be an effective incentive. If consumers or families are included, you may also want to include child care or provide a stipend to cover the cost of that child care. 

d. Develop a set of ground rules for sustaining participation in the discussion.

TIPS: These ground rules should be simple and may include: a) stay focused; b) maintain momentum; c) get closure on questions; and d) respect for the views of all participants. It is important that your participants stay focused on the task at hand and not get sidetracked. It may also be wise to limit each person’s comments to 2-3 minutes per question to allow for even participation. Be sure to share these ground rules with participants to encourage as much participation by each individual as possible.

e. Develop an agenda for the session. 

TIPS: The agenda should be fairly streamlined and include: a welcome, review of the agenda, review of discussion goals, review of ground rules, introductions, discussion, questions and answers, and a wrap-up. The bulk of the time should be devoted to the discussion. It may also be useful to set a time limit for each portion of the discussion so that all questions are addressed during the allotted time.

f. Make plans to record the discussion in some way.

TIPS: While audio recording may be used it also may inhibit the discussion and is often not particularly effective unless sophisticated equipment is used. Note takers   may be a more effective option (usually two note takers outside of the facilitator – though always have fewer than the number of focus group participants). Reliance on memory alone does not work. While it is probably not possible to assure strict confidentiality, be sure to provide some assurance that the information shared during the discussion will be used only for organizational quality improvement and comments/suggestions/ recommendations will not attributed to specific participants. 

g. Identify who will be doing the discussion analysis and be sure that their informational needs are addressed.

TIPS: The information from the focus group may need to be transcribed to an electronic file or chopped up into sentence/paragraph size pieces to do the analysis depending on who does it and their preferred method. Be sure that the individual has been identified and has had an opportunity to define what they need prior to conducting the focus group. 

6) Conduct the focus group. 

TIPS: In setting up the room for your focus group, be sure that chairs are arranged around a table or in a circle or horseshoe so that all participants can see and maintain eye contact each other. Introduce yourself and the facilitator and explain the means to record the session. Once the group has been convened, conducting the focus group is largely the facilitator’s job. The facilitator should conduct the discussion in a non-judgmental manner that assures useful information that meets the goal of the discussion. You want your facilitator to carefully word the questions, listen to the discussion, reflect back on the responses (clarify key or oblique points, acknowledge consensus or disparate points, etc.) prior to moving to the next question while ensuring even participation of participants. The facilitator should also provide gentle prompts to engage those who have not spoken during each section of the discussion. A copy of the discussion report can be offered to participants if desired – note that it will be forwarded to them upon completion and be sure that you have accurate contact information. Be sure to thank the participants.

7) Immediately after the meeting, record your observations of the discussion, review notes for comprehensiveness and clarity, and de-brief with note-takers before moving on to other tasks.

TIPS: While your memory is still fresh, it is important to go back and reflect upon the proceedings and discussion. Record your thoughts in some manner (audio recording, written notes, etc.). Note any aspects of the situation or discussion that may hold relevance for the analysis. Also, review your notes to be sure that no discussion points were missed.

8) Conduct the analysis and write the report.

TIPS: The analysis and reporting of the focus group discussion can be as simple or extensive as you desire and it should provide useful information for organizational quality improvement. Be sure to describe your participants to provide a frame of reference (provider/professional organizations, state agencies, grantee of statewide projects, advocacy org., etc.). An informal thematic analysis is important; this is a review of the data and categorization of discussion responses into themes (what do we do well, what not so well, where to improve, etc.). There is also the option of contracting out the facilitation & analysis of the focus group information.
CONFERENCE CALLS
Due to time and financial restrictions it may be necessary to get input through conference calls. The same protocol would be used for conference calls as for focus groups.

ROLE OF THE FACILITATOR
The role of the facilitator is very significant. Good levels of group leadership and interpersonal skills are required to facilitate a group successfully.
Qualities of a facilitator

· A neutral individual with expertise in conducting focus groups (potentially someone from the UCEDD)

· Understands the mission, goals and objectives of the Council

· Understands the concepts used in the consumer satisfaction format

· Understands the purpose of obtaining the information and techniques used in soliciting responses

The facilitator needs to:
· Provide clear explanations of the purpose of the group

· Help people feel at ease

· Facilitate interaction between group members

· Challenge people by drawing out peoples’ differences 

· Probe for details, or move things forward when conversation is drifting 

· Keep session focused

· Ensure everyone participates

· Do not show too much approval so as to avoid favoring particular participants

· Avoid giving personal opinions

· Let the conversation flow freely and encourage spontaneous conversation rather than “going around the table” responses.

It is recommended that one facilitator leads the discussion and there be another person to take notes.

REPORTING FORMAT
Following is the proposed reporting format. As a ‘Word’ version it may look a little different from the electronic version.

Section 4: Consumer Satisfaction   

	SECTION 4: CONSUMER SATISFACTION WITH COUNCIL SUPPORTED OR CONDUCTED ACTIVITIES 

	Consumer Satisfaction:

	Number of responses:  [image: image1.wmf]



	1. Respect- I (or my family member) was treated with respect during project activity.                   

Yes [image: image2.wmf]

 %                       No [image: image3.wmf]

 %

	2. Choice - I (or my family member have more choice and control as a result of project activity.                                                  

 Yes [image: image4.wmf]

 %                       No [image: image5.wmf]

 %

	3 Community – I (or my family member) can do more things in my community as a result of project activity.                                             

Yes [image: image6.wmf]

 %                       No [image: image7.wmf]

  %          

	4. Satisfied – I am satisfied with project activity.                               

 4 Strongly Agree   [image: image8.wmf]

 %    3 Agree [image: image9.wmf]

 %   2 Disagree[image: image10.wmf]

 %   
1 Strongly Disagree [image: image11.wmf]

 %

	5 Better Life – My life is better because of project activity.                            

4 Strongly Agree    [image: image12.wmf]

 %    3 Agree [image: image13.wmf]

 %   2 Disagree[image: image14.wmf]

 %  
1 Strongly Disagree [image: image15.wmf]

 %

	6. Rights  -  Because of this project activity, I (or my family member) know my rights.                                                    

 Yes [image: image16.wmf]

 %                       No [image: image17.wmf]

 %

	7. Safe  - I (or my family member) are more able to be safe and protect myself from harm as a result of activity.                                                     

Yes [image: image18.wmf]

 %                       No [image: image19.wmf]

 %

	Comments:

[image: image20.wmf]





	Stakeholders  Satisfaction: 

	Number of responses: [image: image21.wmf]



	Impact - Council activities have improved the ability of the individuals with developmental disabilities and family members to:

	1. make choices and exert control over the services and support they use:                               

 6 Strongly Agree        [image: image22.wmf]

%      5 Agree   [image: image23.wmf]

%   4 Somewhat Agree [image: image24.wmf]

%  

 3 Somewhat Disagree [image: image25.wmf]

%  2 Disagree [image: image26.wmf]

%  1 Strongly Disagree [image: image27.wmf]

 %

	 2. participate in community life:

 6 Strongly Agree        [image: image28.wmf]

%     5 Agree   [image: image29.wmf]

%   4 Somewhat Agree [image: image30.wmf]

%  

 3 Somewhat Disagree [image: image31.wmf]

% 2 Disagree [image: image32.wmf]

%  1 Strongly Disagree [image: image33.wmf]

 %

	Satisfaction- Council activities promote self-determination and community participation for individuals with developmental disabilities. 

 6 Strongly Agree         [image: image34.wmf]

%    5 Agree    [image: image35.wmf]

%   4 Somewhat Agree [image: image36.wmf]

%  

 3 Somewhat Disagree [image: image37.wmf]

%  2 Disagree [image: image38.wmf]

%  1 Strongly Disagree [image: image39.wmf]

 %

	Comments:

[image: image40.wmf]






Bottom of Form

Table 1: ADD State and Recommended Sample Size for Satisfaction Evaluation-2005-2006
	State
	Recommended Sample

	Comments

	1. California, Texas, New York, Florida, Illinois, Pennsylvania, Ohio, Michigan, New Jersey,  Georgia
	100
	

	2. North Carolina, Virginia, Massachusetts ,Indiana, Washington, Tennessee, Missouri, Wisconsin, Maryland, Arizona 
	60-90
	

	3. Minnesota, Louisiana, Alabama, Colorado, Kentucky, South Carolina, Oklahoma, Oregon, Connecticut, Iowa,
	60-80
	

	4. Mississippi, Kansas, Arkansas, Utah, Nevada, New Mexico, West Virginia, Nebraska, Idaho, Maine
	50-70
	

	5. New Hampshire, Hawaii, Rhode Island, Montana, Delaware, South Dakota, North Dakota, Alaska, Vermont, DC, Wyoming
	50
	

	6. Guam, CNMI, American Samoa
	30
	











� Recommended sample size based on population, population density by state and incidence of individuals with DD by state; completion of these targets would yield approximately 3200 respondents across the country per year.
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