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OMBUDSMAN PROGRAM - FY 2013-2014
CASE MANAGER SATISFACTION SURVEY N=17
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 1

2014-002397
2014-002496
2014-002393
2013-001706 ® Did the ombudsman maintain

2014-002494-2 confidentiality?

2014-002494-1
2014-002398
2014-002392
2013-002090
2013-001705 N=17
2013-001699
2013-001691
2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

1 Yes
2 No
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 2

2014-002397
2014-002496
2014-002393 m Was the ombudsman
2013-001706 knowledgeable and
2014-002494-2 professional?
2014-002494-1
2014-002398
2014-002392
2013-002090 N=17 1 Strongly Dissatisfied
2013-001705 2 Dissatisfied . o
3 Somewhat Dissatisfied
2013-001699 4 Somewhat Satisfied
2013-001691 5 Satisfied
6 Strongly Satisfied

2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

eHe was very professional

eHe should work on his tone of voice

eFor case #2014-002494, two interviews were made (#2014-002494-1 and #2014-002494-2)
ePositive Outcome: 88%

*Negative Outcome: 12%
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 3

2014-002397
2014-002496
2014-002393 B The ombudsman clearly explained
2013-001706 the referent's concerns or issues?
2014-002494-2
2014-002494-1
2014-002398
2014-002392 N=17 1 Strongly Dissatisfied
2013002090 § gcl)sriza/sr:;dDissatisﬁed
2013-001705 4 Somewhat Satisfied
2013-001699 5 Satisfied
6 Strongly Satisfied
2013-001691
2013-001399
2013-001377
2013-001370
2013-001257
2013-001181
7

e At times, it was unclear and confusing

e\ery clear

eFor case #2014-002494, two interviews were made (#2014-002494-1 and #2014-002494-2)

ePositive Outcome: 82.4%

eNegative Outcome: 17.6%
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 4

2014-002397
2014-002496
2014-002393 B The ombudsman was very specific
2013-001706 about information requested.
2014-002494-2
2014-002494-1
2014-002398
2014-002392
2013-002090 N=17 1 Strongly Dissatisfied
2 Dissatisfied
2013-001705 3 Somewhat Dissatisfied
2013-001699 4 Somewhat Satisfied
5 Satisfied
2013001691 6 Strongly Satisfied
2013-001399
2013-001377
2013-001370

2013-001257
2013-001181

eConfusing, did not understand what was going on

e\ery precise and direct

eFor case #2014-002494, two interviews were made (#2014-002494-1 and #2014-002494-2)
ePositive Outcome: 76.5%

eNegative Outcome: 23.5%
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 5

2014-002397
2014-002496
B The ombudsman was reasonable
2014-002393 . .
when requesting assistance.
2013-001706
2014-002494-2
2014-002494-1
2014-002398
2014-002392 N=17 1 Strongly Dissatisfied
2013-002090 2 Dissatisfied
3 Somewhat Dissatisfied
2013-001705 4 Somewhat Satisfied
2013-001699 5 Satisfied

2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

eHe was reasonable

eDid not understand what was going on

eFor case #2014-002494, two interviews were made (#2014-002494-1 and #2014-002494-2)
ePositive Outcome: 82.4%

eNegative Outcome: 17.6%
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 6

2014-002397
2014-002496
2014002393 m Did the ombudsman participate in
2018-001706 CFTM's and other meetings?
2014-002494-2
2014-002494-1
2014-002398
2014-002392 N= 17 ;Les
(o]

2013-002090
2013-001705
2013-001699
2013-001691
2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

0 0.5 1 15 2 25

eHe did not participate in any meetings (no meetings held)

eHe was very cooperative and active in the meetings

eHe was just there

eFor case #2014-002494, two interviews were made (#2014-002494-1 and #2014-002494-2)
ePositive Outcome: 17.6%

*82.4% responses were N/A (no meetings held)
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 7

2014-002397

2014-002496

2014-002393 - Th b d rt_ . t_

2013-001706 e ombu s:ma-n participaton
1 was beneficial in the CFTM.

2014-002494-2 I
2014-002494-1

2014-002398

2014-002392 | N=17 0 N/A

2013-002090 I 1 Strongly Dissatisfied
b 2 Dissatisfied

2013-001705 i 3 Somewhat Dissatisfied

2013-001699 4 Somewhat Satisfied
E 5 Satisfied

2013-001691 | 6 Strongly Satisfied

2013-001399

2013-001377

2013-001370

2013-001257 | Note: ** 15 respondents answered N/A which

2013-001181 are NOT represented on the graph (N/A= 0)
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Surey # 8

2014-002397 |
2014-002496 | m How helpful were the
2014-002393 | recommendations of the
2013-001706 | ombudsman?
2014-002494-2 |
20100024501 p— |
2014-002398 | N=17 0 N/A
2014-002392 1 Strongly Dissatisfied
2071:3-00209 0 | ggf:\gvshf;dbissatisﬁe g
2013-001705 | 4 Somewhat Satisfied
2013-001699 5 Satisfied
2013-001691 7 6 Strongly Satisfied
2013-001399 |
2013-001377 |
2013-001370 _— Note:** 13 respondents answered N/A
2013-001257 which are NOT represented on the graph
2013-001181 | (N/A=0)
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 9

2014-002397
2014-002496
2014-002393 m Did the ombudsman notify the
2013-001706 DCS of the case closure?
2014-002494-2
2014-002494-1
2014-002398
2014-002392
2013-002090
2013-001705
2013-001699
2013-001691
2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

N=17 1 Yes
2 No
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Ombudsman Program: FY 2013-2014
Case Manager Satisfaction Survey # 10

2014-002397 . . .
5014-002496 W Rate your overall satisfaction with
2014-002393 the Ombudsman Program.
2013-001706

2014-002494-2

2014-002494-1
2014-002398 N=17 1 Strongly Dissatisfied

2 Dissatisfied

2014-002392 3 Somewhat Dissatisfied
2013-002090 4 Somewhat Satisfied
2013-001705 5 Satisfied
2013-001699 6 Strongly Satisfied

2013-001691
2013-001399
2013-001377
2013-001370
2013-001257
2013-001181

eVery happy with the program

*Do not understand what this program is

*Good program

eThe program is frustrating and confusing

eFor case #2014-002494, two interviews were made (.#2014-002494-1 and #2014-002494-2)
ePositive Outcomes: 70.6%

*Negative Outcomes: 29.4%
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OMBUDSMAN PROGRAM - FY 2013-2014
REFERENT SATISFACTION SURVEY N=33
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FY 2013-2014

Client Satisfaction Survey # 1

Ombudsman Program

t to

access or find the

®m How easy was
ombudsman?

1 Strongly Dissatisfied

2 Dissatisfied

N=33

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied

6 Strongly Satisfied
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Ombudsman Program: FY 2013-2014
Client Satisfaction Survey # 2

B How many cases have you

referred to the
ombudsman?

1 0ne

2 Two

3 Three
4 Four
5 Five
6 Six
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FY 2013-2014

Client Satisfaction Survey # 3

Ombudsman Program

®m How long did it take before
the ombudsman contacted

you?

1 Less than 24 hours

m
m
1l

2 Less than 48 hours
3 Less than 72 hours

4 Greater than 72 hours
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FY 2013-2014

Client Satisfaction Survey # 4

Ombudsman Program
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3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied
6 Strongly Satisfied
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FY 2013-2014

Client Satisfaction Survey # 5

Ombudsman Program
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3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied
6 Strongly Satisfied
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FY 2013-2014

Client Satisfaction Survey # 6

Ombudsman Program

m Did the ombudsman explain
the next steps in the

1 Strongly Dissatisfied

2 Dissatisfied

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied
6 Strongly Satisfied
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FY 2013-2014

Client Satisfaction Survey # 7

Ombudsman Program

m Did the ombudsman provide

timely updates?

1 Strongly Dissatisfied

2 Dissatisfied

33

MO MANHO

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied
6 Strongly Satisfied
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FY 2013-2014

Client Satisfaction Survey # 8

Ombudsman Program

m Did the ombudsman make you

aware of the case outcome?

1 Yes
2 No
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Ombudsman Program: FY 2013-2014
Client Satisfaction Survey # 9

m Did the conversations with the

ombudsman help you understand

better the DCS policy and

procedure?

1 Strongly Dissatisfied

2 Dissatisfied

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied
6 Strongly Satisfied
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2013-2014

Client Satisfaction Survey # 10

Ombudsman Program FY:

m Did you notice any change in the
DCS practice?

1 Strongly Dissatisfied

2 Dissatisfied

33

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied

© 1O < o N « O

6 Strongly Satisfied
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Ombudsman Program: FY 2013-2014

Client Satisfaction Survey # 11

1 Strongly Dissatisfied

2 Dissatisfied

B Rate your overall satisfaction with
the Ombudsman Program.

1
N © IO < O N O

3 Somewhat Dissatisfied
4 Somewhat Satisfied

5 Satisfied

6 Strongly Satisfied
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