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“Our case manager has been a tremendous asset to our family.  She is kind and 
caring, to us this is the most valuable trait.  Skills can be learned but you cannot 
teach someone to have a good heart.  Thank you for all you do.” 
 

         Quote from satisfaction survey 

 

 



FY20 CASE MANAGEMENT HIGHLIGHTS AND ACCOMPLISHMENTS  
 
The case management program is in its 14th year of providing case management 
services to individuals with developmental disabilities in St. Charles County. 
 
CASE MANAGEMENT PROGRAM GROWTH AND INFRASTRUCTURE 
 
At the end of this fiscal year, the case management program was serving 1279 customers 
with 123 new referrals since last year.  This is a significant decrease from last year’s number 
of 186.  This decrease is reflective of the need to establish a waitlist for services halfway 
through the year due to staffing needs.  This past year a fifth team with a supervisor was 
added to the case management program as well as a mentor to the fourth team, as that team 
continued to grow.   In addition, a pilot position was created to have an experienced case 
manager work with new intakes in order to meet with the customer, identify needs and 
request services prior to transitioning to a new case manager.  This process not only showed 
success in assisting customers/families get their needs met quicker but also in staff 
retention.  Feedback from newly hired case managers was that this helped them not feel 
overwhelmed with learning the job as well as jumping into an intense situation for which 
they were not fully prepared for at the time.  Results of this pilot were so positive that a 
position of intake specialist was created.    
There were 10 new case managers hired this past year while 8 left to pursue other 
opportunities.  
 
SERVICE DELIVERY RESPONSE TO COVID-19 
 
In March 2020, when the COVID-19 pandemic began, we saw a shift in how we delivered 
services.  Case managers were charged with finding needed supports for customers and their 
families in a more nontraditional way.  Creativity and flexibility were a common theme.  The 
entire case management team was working remotely and completing all plan meetings, 
visits, monitoring, etc. via telehealth.  Impacting this greatly for the first three months was 
the malicious intrusion via cyberattack which effected all technology the case managers 
needed to perform their jobs.   The program responded with resilience and collaboration in 
order to get their customers what was needed.   
 
ADVOCACY 
 
On July 1, 2019, the case management program was notified that a waitlist would be 
established for service requests due to DMH budget restrictions.  Services would be limited 
each month and slot assignments would only be made to those individuals scoring the 
highest score of a “12” for need.  As a result of this limited criteria, the number of slots 
secure was reduced dramatically.  Case managers were able to secure 34 Medicaid waiver 
slots this past year compared to last year when 66 were secured.  The breakout for the 34 
slots secured was 10 comprehensives (residential services), 17 community and 7 
partnership for hope slots. Talking points were created to share with families so they 
understood how to advocate with legislatures regarding the budget.   Following the release 



of the Governor’s budget in June of this year, the Division of Developmental Disabilities 
announced that no services, regardless of critical need, would be removed from the waitlist.   
This has created an even stronger environment for advocacy with state legislators.  
 
 
 
ELECTRONIC RECORDS MANAGEMENT 
 
In October 2019, the case management electric records system was fully implemented with 
all customer files uploaded into the system.  This was a HUGE accomplishment for the team!  
The electronic records committee lead by one of the team supervisors recommended that 
case managers complete the upload themselves in order to understand the system and the 
indexing process.  This proved to be extremely beneficial in completing the project.   
 
 
COMMUNITY PARTNER COLLABORATION 
 
Many efforts were made this past year to collaborate with community agencies in order to 
get information and resources out to individuals/families.  Unfortunately, both the annual 
provider fair and the first annual tech fest, both had to be postponed due to COVID-19.  
However, collaboration efforts prior to this included Delta Center, BCI Skills Center & 
Benefits Specialist, LASE Special Education Administrators, FACT, and a few employment 
resource agencies.  Efforts consisted of information sharing via targeted mailings and 
presentations to share information with individuals and their families.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



FY20 OUTCOMES AND TARGETS: 
 
EFFECTIVENESS OUTCOME:  Customer needs and changing trends are met by a Case 
Management Program which excels at providing effective, quality services. 

 
Target 1:  Evaluate program infrastructure and operations in order to maximize resources yet          

      maintain the highest quality of case management services. 

 Create a plan for adequate infrastructure supporting case management program 
expansion. 

 Ensure that the management of long-term services and supports continues to include 
quality case management services. 

 Review and record quality data in order to identify any trends and respond with 30 
days of notification as appropriate. 

 Collaborate with state leaders and partner agencies to establish a crisis response 
protocol for individuals needing temporary crisis placement and supports. 

Results and Recommendations: 
Target 1:   

 This target was met and continues.  This past year a fifth team was added to include a 
supervisor as well as a mentor was added to the fourth team as it grew.  In addition, an 
intake specialist position was created utilizing an existing case management position.  
This position has proven extremely valuable in assessing new customers and requesting 
needed services prior to transitioning to a new, permanent case manager.    

 Director of Case Management continues to participate in conversations statewide 
regarding the impact of managed care.  In addition, leadership attended an informational 
summit regarding LTSS last year which included presentations from national leaders 
regarding this transition and how it impacted their state. 

 Target met.  The case management Quality Enhancement Specialist continues to track 
quality data and provide monthly information to the leadership team.  Discussion 
regarding trends and action plans needed occurs at monthly case management leadership 
team meetings. 

 Steps were made this past year regarding crisis protocol however much more work is 
needed.  Case Management Director is now part of a collaboration that includes Division 
of DD leadership, hospital leadership and provider agency leadership.  This group meets 
monthly to discuss individual transition plans and protocol.  In addition, Case 
Management Director also participates in the Behavioral Health Network Advisory 
Committee which offers resources regarding mental health supports and those with both 
a developmental disability and a mental health diagnosis.  

 
 
EFFICIENCY OUTCOME:   DDRB provides professional, competent case management services 
that meets all compliance requirements. 
 
Target 1:  Case Managers will meet performance expectations in the areas of: 



 115 logging hours or 75% of worked hours per month with less than 5% remediation 

 100% of all customers have an Individual Support Plan 

 100% completion of quality review audits 

 TCM, MMAC and State File audits with less than 5% remediation 

 100% of new customers will receive services within two weeks from the point of 
intake 
 

Target 2:  Case Management staff has the most updated technology and resources available to 
do their jobs. 

 Full implementation of an electronic record system by December 2019 

 Implement a tablet/IPAD pilot with case management staff to increase efficiencies 
with document processing. 

 Investigate an update to current logging software program. 
 

Target 3:  Case Management staff is knowledgeable and trained: 

 Assure that each case manager participates in 12 hours of educational/professional 
trainings to include information about our partner agencies.  

 Establish a comprehensive, in-house training program to assure case management 
staff are trained on all required competencies. 

Results and recommendation:  
Target 1: 

 The team logging average this past fiscal year was 74.78%.  This is just under the 
target of 75%.  These numbers do not include March, April, May, and June as 
there was system corruption for parts of these months.  It does not include any 
new staff due to not having a full caseload.    

 98.5% of customers have a current plan.  Contributing factors are related to 
inability to schedule meeting or unable to reach customer. 

 100% of quality review were not completed as typical.  This was due to the 
malicious system intrusion experienced the last quarter of the fiscal year.  With 
the loss of the case management electronic records system, there was no way to 
complete annual audits that came due during that time period.  This target will 
continue next fiscal year. 

 This target was met.  All state waiver audits, TCM annual review and our first 
MMAC audit shows results with less than 5% remediation needed!  

 This target was not met.  Due to the implementation of a waitlist, customers 
receive contact within 2 weeks following the removal of their name from the wait 
list and receipt of a provider choice document. 

Target 2: 

 This target was completed.  Full implementation of the case management 
electronic records system was completed by October 31, 2020.   

 The tablet program has not been fully implemented to date.  A few tablets have 
been purchased however a pilot group has not been established.  Target to 
continue for next fiscal year. 



 Preliminary conversations have begun regarding statewide systems.  The Division 
of DD is in the process of implementing a new statewide case management 
system to replace the current CIMOR system being used.  Investigation on how 
this program will interface with our system should occur prior to moving forward 
on a new logging system.  Target to continue. 

Target 3: 

 This target was met.  All staff participated in a minimum of 12 hours of 
professional training this past fiscal year. 

 This target was met.  A new in-house training program was established, and lead 
trainers were identified for core competencies areas of education.   

 
 

ACCESS OUTCOME:  Customers have access to case management services and resource 
information when they need it. 

 
Target 1:   Continue to grow the DDRB Case Management Program to serve all Medicaid eligible    

individuals 16 and above in St. Charles County that choose the DDRB for services. 
Target 2: Continue to expand resources available to assure that all students with developmental 
    disabilities have the information they need in order to transition to adult services. 

 Continue to grow the Case Management Program to include 50 new 16 & 17-year 
olds, regardless of Medicaid status, in order to provide support through the critical 
transition period of school to adult services. 

Target 3:  Increase individual’s access to employment supports and job placement consistent 
with the Employment First initiative. 

 Assure 100% of individuals have an individual support plan that identifies 
employment needs and supports. 

 Investigate the establishment of an employment specialist role within the case 
management team. 

Target 4:  Expand knowledge and resource information regarding remote supports consistent 
with the Division’s Technology First Initiative. 

 Host a Tech Fest to provide information and resources to individuals/families regarding 
technology supports. 

 Assure 100% of individuals, as appropriate, have an individual support plan that 
identifies technology supports needs.   

 
Results and recommendation: 
Target 1: 

 This past fiscal year there were 123 new customer intakes.  Data indicates that the 
DDRB case management program currently serves around 87% of Medicaid 
eligible individuals 16 and above in St. Charles County.  Target continues. 

 
Target 2: 



 This target was not met due to establishment of a waitlist list last fiscal year.  
There were 37 individuals (16 & 17) that chose the DDRB.  This target will be 
included with overall growth next fiscal year.  However, the transition liaison 
participated in many events this past fiscal year in an effort to provide resource 
information to students/parents.  Participation included parent/teacher 
conferences for three high schools, presentations at community transition events, 
training at professional development days for school staff and assisting in the IEP 
process as needed. 

 
Target 3: 

 100% of those individuals with an individual support plan have employment 
supports identified in their plans. 

 No progress has been made on the establishment of an employment specialist 
role within the he case management team. 
 

Target 4: 

 A tech fest was scheduled for March 2020 however, due to COVID -19 the event 
had to be postponed.  Event will be rescheduled for the upcoming fiscal year. 

 Target met.  Additional prompts were added to the support plan template in order 
to assure, as appropriate, technology support needs are identified. 

 
 

 
SATISFACTION OUTCOME:  Customers and partner agencies are satisfied with the 
DDRB Case Management Program. 

 
Target 1:  93% of customers satisfaction surveys are returned with a rating of 
satisfied or higher.  Benchmarks of quality as identified by customers/families are 
listens, attentive and responsive, communicates effectively, supports to help 
build relationships, and connects to local resources. 

 
Target 2:  90% of community partner surveys will be returned with a rating of      

satisfied or higher.   

 Benchmarks of quality as identified by community partners are professional, 
knowledgeable, responsive, and collaborative and a positive member of the 
team.    
 
 

Results and recommendations: 
Target 1: 
This target was met for the 14th consecutive year!  There were 97% of customers that 
reported they were satisfied with their case managers.  There were 1270 surveys 



mailed with 465 returns.  This represents a 37% return rate which is consistent with 
last years return rate as well.  
 

In comparing survey results from last year and looking at specific characteristics that ranked the 
highest, the same four were highest ranked in regard to satisfaction. 
 

 Listens  

 Communicates effectively  

 Planning  

 Attentive and responsive  
 
This is clearly a reflection of what customers and their families consider key characteristics of 
quality case management, especially during this past year. 
Refer to Appendix A & B for detailed results on each question and year-to-year comparison. 
 
In addition, exit satisfaction surveys are also completed with customers.  Of those who 
completed the survey, 100% said they would recommend the DDRB Case Management Program 
to others. 

 
Target 2: 
This target was met with an overall satisfaction rating of 3.40 (4.0 scale).   
100% of respondents indicate they are usually or always satisfied with the case 
management program. This represents an increase from last year’s overall rating of 
3.37.  There was an additional question added to this year’s survey in regard to 
responsiveness of case management leadership.  This question scored the highest at 
3.70.  To compare survey results (minus the additional question), year to year results 
are almost flat in comparison at 3.36 last year and 3.40 this year.   The response rate 
for the community partner survey was much lower this year at 15.6% return in 
comparison to 25% return last year.  A contributing factor could be shift of priorities 
during COVID-19 pandemic.  However, during times of working remotely and 
guidance around service delivery changing so rapidly, most providers communicate 
directly with the case management leadership team when they have an issue or need 
support.  This could contribute as well to the high satisfaction rating on leadership 
responsiveness.  As in previous years, priority enhancement areas are around 
knowledge of services, communication, and team collaboration. 
 
Refer to Appendix C for details.   

 
 
 
 
 
 
 



  
 

WORDS USED TO DESCRIBE LEVEL OF SATISFACTION WITH CASE MANAGER 

EXTREMELY       ABSOLUTELY 
 
  AMAZING    AWESOME 
 
EXCELLENT   WONDERFUL   EXCEPTIONAL 
 
            HARD WORKING   COMPASSIONATE 

 
KIND                             100% YES!   GREAT 
 
 
 
 
What do you like best about your case manager? 

 I have been absolutely delighted with the services we have received.  The first time I 
met her at a meeting, I was immediately impressed.  She is professional, kind, and 
empathetic.  When I reached out to her after that first meeting, she was most helpful 
and quickly provided me with the information needed. 

 Since the onset of the virus, she has called me multiple times to see if she could help us 
with anything 

 Communication, how happy and helpful she is and her positive attitude.  Always wants 
to help and come up with ideas that my son would be willing to try.  She works very 
hard, always on time, communicates everything and is such a pleasure to work with!  
We are so lucky to have our first experience be with her and she be so wonderful! 

 Great help and gets it!  Efficiency, understanding, trustworthy, educator, patience, 
professional, good ideas and a friend. 

 Responds within 24-48 hours.  If she does not have the answer to a question, she finds 
it or puts me in touch with someone that knows.  Our daughter is non-verbal, and she 
truly understand her needs.  She is so supportive of my daughter and our family.  

 Helps when it is needed, but not intrusive – perfect balance.  He helped us identify the 
resources we needed; he was great!  It is wonderful to know that he is available to help 
when we need something and that DDRB is always there.  

 She listens intently to our biggest concerns, thoroughly understands my daughter’s 
limitations and documents well in her support plan.  She is able to cite these concerns 
and remind the service provider of key protocols whenever necessary.  She checks on 
her regularly to make sure her needs are being met.  She is everything a case manager 
should be.   



 Her compassion and kindness.  Always listens!  Has a good heart! Does her best to make 
sure my sister gets all her support needs met.  We are blessed to have her as our case 
manager!  

 Kind and considerate.  Always treats my son with incredible kindness and support.  
When I hear her talk to my son, she is always so caring! 

 She has a positive attitude and is always advocating for my daughter.  She is 
knowledgeable, and she is quite simply, a kind spirit!  

 She is wonderful.  She knows what she is doing and does it with kindness and on my 
daughter’s behalf.  She is a wonderful listener and she gets it done!  

 There are so many great things about her.  She is very responsive to any needs that my 
daughter has.  She is always available to us.  Communication is excellent.  She is very 
compassionate and supportive. 

 We are happy with our services and so grateful for our case manager. 

 Tremendous asset to our family.  

 We are extremely pleased with the services provided.  She is absolutely wonderful; we 
are blessed to have her as our case manager!!  She always listens and gives 110% to 
advocate to the best of her ability for our son’s health and safety.  Our family could not 
be in better hands.  She is kind, compassionate and very knowledgeable about her job. 

  Always responds in a short period of time. 

 She does not make me feel bad about the things I cannot do. 

 Has always been a great advocate for my sister.  I have called numerous times asking 
for help and advice.  She is always cheerful and assisted me with everything.  She truly 
cares about my sister and we are assisted with everything.  We are thankful she is there 
for us.  

 Very pleased and appreciate all the hard work. 

 Very prompt, knowledgeable to his wants and needs.  Communicates well with him.  
We have always been very satisfied with DDRB since the beginning.  We have always 
had excellent case managers! 

 
 

What would you like your case manager to do differently? 

 Spend more time with me 

 communicate 

 She does a fantastic job!  No changes needed. 

 Continue to keep sending updates and quarterly information. 

 Help find community-based resources 

 Want to talk face to face with my case manager until the office opens. 

 Nothing!  Never retire! 

 Help getting a job or volunteer work 

 Visit more if she could 

 More follow up 

 I would like to meet her in person since I just started case management 



 Be more involved and offer more services that would be beneficial 

 Clone herself! 

 Just know she is there is enough 

 My son is getting ready to graduate from high school and we will need guidance 

transitioning to employment for him. 

 Assist to get services we are entitled to 

 Nothing – already awesome! 

 Check in on my son’s apartment in person to make sure everything is clean and taken 

care of 

 Understand my rare diagnosis better 

 She is new so would like her to keep learning about resources available 

 Wish case managers did not change so many times.  Why the high turnover? Do you not 

pay enough?  

 

Are there services you need that you are not currently receiving? 

 If there is, she will find them! 

 No – thank you for all your support. 

 Transportation – multiple times 

 Respite provider 

 Approved for services but on a waitlist 

 Need day hab ASAP since high school but on a waitlist 

 VR services 

 Services to promote socially active lifestyle to develop relationship 

 Social opportunities with people my own age 

 Funding for higher skilled students to communicate 

 Funding for a wheelchair accessible vehicle 

 Community based respite 

 Dependable PA staff 

 Program that teaches healthy lifestyle choices 

 Placement 

 Speech classes and training to learn how to use technology to communicate 

 Cooking and socialization classes 

 Benefits information 

 Behavioral services – on waitlist 

 Stable residential provider 
In what specific ways, positive or negative, has our case management program affected 
your agency? 

 To get information out to families about our programs and to assist families in finding 
resources 



 We have a solid relationship with DDRB.  The relationship is open and engaging.  It feels 
like the team expands outside of DDRB and that there is not a divide.  The people 
supported are always the primary focus and what is best for them.  

 They are a great resource and always supportive. 

 We work with various case managers in my department.  The case managers are 
typically available to answer questions and respond in a timely manner.   

 Case managers could be more knowledgeable about programs and helping individuals 
navigate information. 

 ISL client teams receive great team members support – the value of case management 
partnership in ISL services is priceless.  Case manager relationships help our middle 
managers grow professionally – it can have a very positive impact. 

 Case managers are helpful in referring clients to us that could use our services. 

 Budgets and staffing patterns being submitted and approved promptly, promoting 
additional funding resources for our individuals, great turn around on completing 
documentation and requirements. 

 Most CMs are very knowledgeable and professional.  There are a few that could use 
more support in familiarizing themselves with DMH requirements. 

 Provide wonderful family support but applying a person-centered approach in the ISP 
process would be welcomed.  At times, families/individuals’ desires are different. 

 Need more of a team approach sometimes. 

 Need additional partnership to find housing. 

 Some are good communicators and able to be good client advocates while also 
maintaining cordial relationships with agency personnel.  
 

What changes or additions do you feel would enhance the manner in which case management 
services are provided? 

 DDRB is awesome.  Do not change anything. 

 It would be helpful if the new case manager could reach to the agency to inform them. 

 Additional Charting the Lifecourse training and implementation of the framework 

 There are no changes that I can think of that would enhance the current great service 
that the DDRB provides. 

 I do not have any at this time.  COVID has caused us to really come together even more 
to roll with it and figure things out. 

 I would love to see some computer training for case managers.  Some of them struggle 
to do things in a uniform and efficient manner when it comes to doing paperless tasks, 
setting virtual meetings, and completing tasks through websites. 

 More training on budget and home mods process 

 More partnership with the ISP process in order to contribute to the setting of goals to 
be more aligned.  Maybe a fill-able form that could be used to gather input from 
providers regarding progress, challenges, and individual goals.  

 The ISLA client notification process could be enhanced. 
 

Do you have any additional comments? 



 Case managers are responsive, knowledgeable and make great referrals.  We are 
satisfied with interactions overall.  

 I am pleased with the way case managers are mentored. 

 Overall, very satisfied with the services received and the promptness and attention 
afforded to our agency and those we support.  

 My primary interactions have been ISL budget related- the system with COVID-19 
budget changes have been a challenge.  Case management supervisors have been a 
great support when needed! 

 We appreciate DDRB! 

 Aside from the difficulties experienced this spring, you case managers, working from 
home, responded in a timely manner once they received my call/e-mail.  They were 
able to send me the information I need to complete eligibility while the DDRB online 
verification system was not operational.  

 All the case managers we work with are fabulous.  

 Thank you for all you do.  We appreciate your help and support!  
 
 

 

 
 
 
 

 

 
 

  

 

 

 
 
 
 
 
 

 
 

 
 
 
 
     

 
    



   

 

    FY21 OUTCOMES AND TARGETS: 
 
EFFECTIVENESS OUTCOME:  Customer needs and changing trends are met by a Case 

Management Program which excels at providing effective, quality services. 
 

Target 1:  Evaluate program infrastructure and operations in order to maintain the highest 
quality of case management services within a cost neutral budget. 

 Create a plan for adequate infrastructure supporting case management program 
expansion. 

 Ensure that the management of long-term services and supports continues to include 
quality case management services. 

 Review and record quality data in order to identify any trends and respond with 30 
days of notification as appropriate. 

 Collaborate with state leaders and partner agencies to establish a crisis response 
protocol for individuals needing temporary crisis placement and supports. 

 
 

 
EFFICIENCY OUTCOME:   DDRB provides professional, competent case management services 
that meets all compliance requirements. 
 
Target 1:  Case Managers will meet performance expectations in the areas of: 

 115 logging hours or 75% of worked hours per month with less than 5% remediation 

 100% of all customers have an Individual Support Plan 

 100% completion of quality review audits 

 TCM, MMAC and State File audits with less than 5% remediation 

 100% of new customers will receive services within two weeks from the point of 
intake 
 

Target 2:  Case Management staff has the most updated technology and resources available to 
do their jobs. 

 Assure that case managers have the technology needed to support them in a 
virtual environment. 

 Implement a tablet/IPAD pilot with case management staff to increase efficiencies 
with document processing. 

 Investigate an update to current logging software program. 
 

Target 3:  Case Management staff is knowledgeable and trained: 

 Assure that each case manager participates in 12 hours of educational/professional 
trainings to include information about our partner agencies.  



 Assure that new staff receive comprehensive training in a virtually based environment 
by creating competency tools to test knowledge. 

 
ACCESS OUTCOME:  Customers have access to case management services and resource 
information when they need it. 

 
Target 1:   Continue to grow the DDRB Case Management Program to serve all Medicaid eligible    

individuals 16 and above in St. Charles County that choose the DDRB for services. 
Target 2: Continue to expand resources available to assure that all students with developmental 
    disabilities have the information they need in order to transition to adult services. 

 Identify virtual opportunities to provide resources and information to all five school 
districts in St. Charles County by participating in a minimum of 12 transitional 
events annually. 

Target 4:  Increase individual’s access to employment supports and job placement consistent 
with the Employment First initiative. 

 Assure 100% of individuals have an individual support plan that identifies 
employment needs and supports. 

 Investigate the establishment of an employment specialist role within the case 
management team. 

Target 5:  Expand knowledge and resource information regarding remote supports consistent 
with the Division’s Technology First Initiative. 

 Host a Tech Fest to provide information and resources to individuals/families regarding 
technology supports. 

 Assure 100% of individuals, as appropriate, have an individual support plan that 
identifies technology supports needs.   

 
 
SATISFACTION OUTCOME:  Customers and partner agencies are satisfied with the 
DDRB Case Management Program. 
 
Target 1:  93% of customers satisfaction surveys are returned with a rating of satisfied or higher.  
Benchmarks of quality as identified by customers/families are listens, attentive and responsive, 
communicates effectively, supports to help build relationships, and connects to local 
resources. 
 
Target 2:  90% of community partner surveys will be returned with a rating of satisfied or higher.   
Benchmarks of quality as identified by community partners are professional, knowledgeable, 
responsive, and collaborative and a positive member of the team.    
 
 
 
 
 



 
 
 
 
 
 

 



Appendix A 2020 CUSTOMER SATISFACTION SURVEY RATING RESULTS 
              

 
Rating - 
 (1 = never satisfied, 2, 3, 4, 5 = satisfied all the time, NA = no response) 1 2 3 4 5 

 
NA 

AVG. 

My CM knows about me 2 6 22 96 301 33 4.61 

My CM knows about local supports, services, and resources 4 5 30 95 290 25 4.56 

Connecting to local supports, services, and resources 7 8 42 85 289 34 4.49 

Participation in the community 6 10 35 97 253 63 4.36 

Building relationships 9 11 46 89 254 54 4.39 

Service effectiveness 5 8 23 88 292 43 4.57 

Planning  6 6 19 77 308 49 4.62 

Listens 2 6 14 47 365 32 4.76 

Attentive and responsive 4 6 21 60 335 35 4.68 

Communicates effectively 2 4 20 67 330 37 4.70 

Advocates for me 9 4 20 80 285 58 4.58 

Overall Rating       4.57 

 

 

 



       Appendix B     FY COMPARISON:  Customer Satisfaction Survey Results  
 
 2019 2020 

My CM knows about me 4.66 4.61 

My CM knows about local supports, services, and resources 4.63 4.56 

Connecting to local supports, services, and resources 4.62 4.49 

Participation in the community 4.56 4.36 

Building relationships 4.54 4.39 

Service effectiveness 4.70 4.57 

Planning 4.70 4.62 

Listens 4.72 4.76 

Attentive and responsive 4.71 4.68 

Communicates effectively 4.75 4.70 

Advocates for me 4.62 4.58 

Overall Rating 4.64 4.57 

 
 
 
 
 
 
 
 
 
 
 
 



    Appendix C 2020 COMMUNITY PARTNERS SATISFACTION SURVEY RESULTS  

 
Rating - 
 (1 = never 2 = rarely 3=usually 4 always) 

1 
 

2 
 

3 
 

4 
 

No 
Res. 

 
2019 

 
2020 

Case Manager(s) maintains regular contact with our 
agency? 

0 1 9 6 1 
 

3.32 

 
3.25 

Case Manager(s) responds to requests or needs for 
support in a timely manner? 

0 0 12 5 0 
 

3.23 

 
3.29 

Case Manager(s) is knowledgeable about the 
service(s) your agency provides? 

0 1 14 3 0 3.35 
3.18 

Case Manager(s) provides feedback in a manner that 
promotes a team approach? 0 1 7 8 1 3.38 

3.44 

Case Manager(s) are visible and interact in a positive 
manner with the individuals they support? 

0 1 5 8 3 3.62 
3.5 

We are satisfied with the case manager(s) that we 
work with? 
 

0 0 9 8 0 3.31 
3.47 

Case management leadership is responsive to your 
requests?  

  5 12  * 
3.70 

Overall Rating for all questions  
      

3.37 

 
3.40 

  
  2019 2020   

Total Surveys Returned    26 17   

Total Surveys Mailed    104 109   

Percentage of Response    25 15.6   
*This question was not asked in 2019         
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