This Consumer Satisfaction Survey is a joint project of the New York State Independent Living Council (NYSILC) and New York State Vocational and Educational Services for Individuals with Disabilities (VESID). The data enclosed is the aggregated compilation of both the NYS funded Independent Living Centers and the federally funded State Network of Centers.  Throughout this report the Centers marked with an asterisk are those organizations that are recipients of Title VII federal funding and meet the 725 Standards and Assurances of the Rehabilitation Act of 1973 as amended.  The consolidation of this data has been done in an effort to represent the level of satisfaction that the citizens with disabilities of New York State have with the service centers that provide Independent Living services regardless of funding streams. 

2008 NYS CIL Consumer Satisfaction Survey Summary
Between 12/9/08 and 12/11/08, NYSILC shipped out the materials necessary for the surveys to 42 centers in the statewide network. Overall, 26,160 coded surveys were distributed to the centers. The total number was revised when the Manhattan center had difficulty with its Manhattan and Queen’s mailing lists. They will redistribute the survey for both locations later in the year. 

Each center was responsible for putting together its own mail outs, which included the coded surveys (one side English, one side Spanish), postage paid business reply envelopes for completed surveys, and outer envelopes with NYSILC’s return address to help monitor undeliverable mail. Each center also supplied a cover letter with their logo explaining the survey. The survey mail outs were scheduled to be sent by January 12, 2009 and the cover letters instructed consumers to send in their completed surveys by February 28, 2009. However, valid surveys were accepted through a deadline date of March 27, 2009. For Manhattan and Queens, they completed their survey and cover letter mail outs by May 31, 2009. Valid survey responses were accepted by the deadline date of July 15, 2009.
For the 42 CIL’s in the statewide network that participated in this survey, a total of 3,426 consumers responded, corresponding to a response rate of 13.10%. This response rate equals the 13.10% rate experienced in the 2006 NYS CIL Consumer Satisfaction Survey conducted by the Institute for Applied Research at SUNY Potsdam. Both response rates were above average for mailed surveys. A chart for the response rate per center is provided below. 

	CIL
	# CSR’s
	# Respd
	% Rate
	CIL
	# CSR’s
	# Respd
	% Rate

	*Albany
	583
	61
	10.46%
	Manhattan/

Queens
	302
	41
	13.58%

	Amsterdam
	744
	97
	13.04%
	Massena

	154
	23
	14.94%

	Auburn
	497
	39
	7.85%
	*Middletown

	268
	27
	10.07%

	Batavia
	940
	124
	13.19%
	Newburgh

	604
	54
	8.94%

	Binghamton
	936
	148
	15.81%
	Olean
	451
	62
	13.75%

	*Bronx
	306
	25
	8.17%
	Plattsburgh
	244
	33
	13.52%

	Brooklyn
	646
	99
	15.33%
	Poughkeepsie
	363
	57
	15.70%

	*Buffalo
	1,688
	187
	11.09%
	*Putnam
	100
	32
	32.00%

	*Buffalo/NAILS
	222
	42
	18.92%
	*Raybrook
	27
	10
	37.04%

	Buffalo/Niagara County
	432
	75
	17.36%
	*Rochester (CDR)
	915
	113
	12.35%

	Catskill
	343
	45
	13.12%
	*Rochester (RCIL)
	777
	117
	15.06%

	*Corning
	735
	99
	13.47%
	Rockland
	450
	89
	19.78%

	Cortland
	155
	42
	27.10%
	Staten Island
	906
	90
	9.93%

	*Glens Falls
	1,472
	209
	14.51%
	Suffolk
	327
	42
	12.84%

	*Harlem
	127
	28
	22.05%
	*Syracuse
	2,066
	210
	10.16%

	*Herkimer
	607
	106
	17.46%
	*Troy
	593
	63
	10.62%

	Ithaca
	201
	39
	19.40%
	*Utica
	2,661
	241
	9.06%

	Jamestown
	509
	117
	22.99%
	*Watertown
	768
	101
	13.15%

	Kingston
	374
	74
	19.79%
	*White Plains
	554
	70
	12.64%

	Long Island
	947
	164
	17.32%
	*WILC Minority
	45
	13
	30.23%

	*Manhattan
	778
	89
	11.44%
	Yonkers
	343
	29
	8.45%

	
	
	
	
	TOTALS
	26,160
	3,426
	13.10%


NYSILC received only 578 undeliverable mail pieces from the 26,160 coded surveys for a rate of 2.21%. This is considerably lower than the 14.1% rate in 2006 and still an improvement compared to the 7% rate in 2002. There is no known reason for the lower rate. Perhaps not every undeliverable piece was forwarded to the NYSILC address by local post offices due to the use of bulk mailing. A chart of the undeliverable mail per center is provided below. 

	CIL
	# CSR’s
	# Undel
	% Rate
	CIL
	# CSR’s
	# Undel
	% Rate

	*Albany
	583
	9
	1.53%
	Manhattan/

Queens
	302
	50
	16.56%

	Amsterdam
	744
	6
	0.78%
	Massena
	154
	31
	20.13%

	Auburn
	497
	7
	1.41%
	*Middletown
	268
	44
	16.42%

	Batavia
	940
	1
	0.11%
	Newburgh
	700
	10
	1.43%

	Binghamton
	936
	2
	0.21%
	Olean

	451
	0
	0.00%

	*Bronx
	306
	7
	2.29%
	Plattsburgh
	244
	22
	9.02%

	Brooklyn
	646
	35
	5.42%
	Poughkeepsie
	363
	36
	9.92%

	*Buffalo
	1,688
	10
	0.30%
	*Putnam
	100
	4
	3.23%

	*Buffalo/NAILS
	222
	0
	0.00%
	*Raybrook

	27
	0
	0.00%

	Buffalo/Niagara County
	432
	0
	0.00%
	*Rochester
 (CDR)
	915
	6
	0.66%

	Catskill
	343
	0
	0.00%
	*Rochester (RCIL)
	777
	2
	0.26%

	*Corning
	735
	10
	1.36%
	Rockland

	450
	53
	10.69%

	Cortland
	155
	7
	4.52%
	Staten Island
	906
	10
	1.10%

	*Glens Falls
	1,472
	28
	1.90%
	Suffolk
	327
	1
	0.31%

	*Harlem
	127
	15
	11.81%
	*Syracuse

	2,066
	32
	1.44%

	*Herkimer
	607
	2
	0.31%
	*Troy
	593
	2
	0.34%

	Ithaca
	201
	2
	1.04%
	*Utica
	2,661
	30
	1.02%

	Jamestown
	509
	5
	0.98%
	*Watertown
	768
	3
	0.39%

	Kingston
	374
	0
	0.00%
	*White Plains
	554
	0
	0.00%

	Long Island
	947
	1
	0.11%
	*WILC Minority
	43
	0
	0.00%

	*Manhattan
	778
	94
	12.08%
	Yonkers
	343
	1
	0.29%

	
	
	
	
	TOTALS
	26,160
	578
	2.21%


Alternative methods were set up to allow individuals the ability to respond by other means than manually completing the survey in either English or Spanish, and returning it in the postage paid business reply envelope. A person could call either an English or Spanish speaking toll free telephone line and talk to a person who would assist them in completing a confidential survey for them. This would work for individuals who had difficulty holding a pen or pencil, or had literacy issues (problems understanding some of the questions). The only thing the person needed to supply was the code number from the original survey, which helped to identify what center the response was directed towards. Comments were accepted through February 28, 2009. Three people called in on the English speaking toll free line and two people used the Spanish speaking toll free line.

In addition, NYSILC set up links on a primary location on its website so that individuals could complete the survey online by using their own computer. There were two links on the website, one for English and the other for Spanish. In order to be considered a valid survey, the online responses had to include the code from the original mailed survey. Six people completed the English version survey online. No one chose to complete the Spanish version of the survey online.

Survey Questions and How They Were Scored

The survey consisted of twelve questions related to consumer satisfaction. Each individual was asked to rate their satisfaction with the services they received at their center per question on a Likert scale of 1-7, where (1) stood for “Strongly Disagree” and (7) represented “Strongly Agree.” Respondents were instructed to circle the number that best reflected how they felt. A weighted point system was developed and applied to the Likert scale numbers identified by the consumers. Lesser values were given to lower scores (1 – Strongly Disagree) and increased progressively to the higher scores (7 – Strongly Agree). A satisfaction score was calculated for each question in this manner. The combined satisfaction scores for all twelve questions were then averaged to derive the overall satisfaction score. Based on this scoring system, the overall satisfaction score for the NYS CIL network was 94.86% out of a possible 100%. 
Individual Questions and Summary of Results

1. The IL staff treated me respectfully.

Responses


Count

Points



1 Strongly Disagree
97


5,819.03
2



38


2,533.08
3



58


4,253.72
4



119


9,520.00
5



202


17,507.30
6



449


41,909.70
7 Strongly Agree
2,571

257,100.00
Total Count/Score
3,534

98.53%
A total of 3,534 consumers answered this question. The clear majority (2,571) responded “Strongly Agree.” The satisfaction score for this question was 98.53%.

2. The staff and myself were able to clearly communicate and understand each other.

Responses


Count

Points

 

1 Strongly Disagree
108


6,478.92
2



50


3,333.00 

3



67


4,913.78 

4



117


9,360.00 

5



224


19,414.10

6



579


54,043.90 

7 Strongly Agree
2,387

238,700.00

Total Count/Score
3,532

95.20% 

A total of 3,532 consumers answered this question. The clear majority (2,387) responded “Strongly Agree.” The satisfaction score for this question was 95.20%.

3.  The staff had a positive attitude while working with me.

Responses


Count

Points



1 Strongly Disagree
104


6,238.96

2



46


3,066.36

3



58


4,253.72

4



107


8,560.00

5



172


14,907.20

6



494


46,110.00

7 Strongly Agree
2,543

254,300.00

Total Count/Score
3,524

95.75%
A total of 3,524 consumers answered this question. The clear majority (2,543) responded “Strongly Agree.” The satisfaction score for this question was 95.75%.

4.  I found the staff knowledgeable about community resources.

Responses


Count

Points



1 Strongly Disagree
106


6,358.94

2



56


3,732.96

3



79


5,793.86

4



169


13,520.00

5



314


27,214.40

6



566


52,830.40

7 Strongly Agree
2,155

215,500.00

Total Count/Score
3,445

94.33%
A total of 3,445 consumers answered this question. The majority (2,155) responded “Strongly Agree.” The satisfaction score for this question was 94.33%.

5.  The services received from the independent living Center enabled me to work on my own goals.

Responses


Count

Points



1 Strongly Disagree
181


10,858.20

2



63


4,199.58

3



72


5,280.48

4



156


12,480.00

5



342


29,641.10

6



579


54,043.90

7 Strongly Agree
2,017

201,700.00

Total Count/Score
3,410

93.31%
A total of 3,410 consumers answered this question. The majority (2,017) responded “Strongly Agree.” The satisfaction score for this question was 93.31%.

6.  I received appropriate referrals from the staff.

Responses


Count

Points



1 Strongly Disagree
160


9,598.40

2



72


4,799.52

3



106


7,774.04

4



168


13,440.00

5



306


26,521.00

6



565


52,737.10

7 Strongly Agree
1,925

192,500.00

Total Count/Score
3,302

93.09%
A total of 3,302 consumers answered this question. The majority (1,925) responded “Strongly Agree.” The satisfaction score for this question was 93.09%.
7.  I was treated as an equal partner while I was receiving services at the Independent Living Center.

Responses


Count

Points



1 Strongly Disagree
136


8,158.64

2



46


3,066.36

3



67


4,913.78

4



112


8,960.00

5



212


18,374.00

6



536


50,030.20

7 Strongly Agree
2,272

227,200.00

Total Count/Score
3,381

94.85%
A total of 3,381 consumers answered this question. The clear majority (2,272) responded “Strongly Agree.” The satisfaction score for this question was 94.85%.

8.  I found that Staff of the independent Living Center always had a pleasant professional manner.

Responses


Count

Points


1 Strongly Disagree
103


6,178.97

2



50


3,333.00 

3



61


4,473.74

4



87


6,960.00

5



195


16,900.70

6



493


46,016.60

7 Strongly Agree
2,505

250,500.00

Total Count/Score
3,494

95.70% 

A total of 3,494 consumers answered this question. The clear majority (2,505) responded “Strongly Agree.” The satisfaction score for this question was 95.70%.

9.  Services and resources at the Independent Living Center helped me to obtain or maintain my independence.

Responses


Count

Points

 

1 Strongly Disagree
180


10,798.20

2



64


4,266.24

3



69


5,060.46

4



155


12,400.00

5



267


23,140.90

6



531


49,563.50

7 Strongly Agree
2,115

211,500.00

Total Count/Score
3,381

93.68%
A total 3,381 consumers answered this question. The majority (2,115) responded “Strongly Agree.” The satisfaction score for this question was 93.68%.

10.  I was in charge of making my own decisions while receiving services at the Independent living Center.

Responses


Count

Points



1 Strongly Disagree
131


7,858.69

2



45


2,999.70

3



53


3,887.02

4



104


8,320.00

5



214


18,547.40

6



517


48,256.80

7 Strongly Agree
2,288

228,800.00

Total Count/Score
3,352

95.07%
A total of 3,352 consumers answered this question. The clear majority (2,288) responded “Strongly Agree.” The satisfaction score for this question was 95.07%.

11.  I felt empowered while receiving services at the Independent Living Center.

Responses


Count

Points

 

1 Strongly Disagree
188


11,278.10

2



73


4,866.18

3



88


6,453.92

4



188


15,040.00

5



313


27,127.70

6



546


50,963.60

7 Strongly Agree
1,910

191,000.00

Total Count/Score
3,306

97.78%
A total of 3,306 consumers answered this question. The majority (1,910) responded “Strongly Agree.” The satisfaction score for this question was 97.78%.

12.  I found staff at the Independent Living Center very friendly.

Responses


Count

Points

 

1 Strongly Disagree
99


5,939.01

2



43


2,866.38

3



56


4,107.04

4



93


7,440.00

5



168


14,560.60

6



450


42,003.00

7 Strongly Agree
2,575

257,500.00

Total Count/Score
3,484

95.99%
A total of 3,484 consumers answered this question. The clear majority (2,575) responded “Strongly Agree.” The satisfaction score for this question was 95.99%.

Demographic Data and Summary Results

It should be noted that the total responses for the demographic data was approximately 129-131 higher than the total valid survey responses identified for the survey (3,426). This could be contributed to surveys that substantially had the demographic data completed and either none or only a couple of the twelve questions marked. 

1. Gender



2008

2008 
2006

2006 





Count
%/Total
Count
%/Total
Male




1,466
41%

839

40%

Female



2,033
57%

1,216
58%

Unknown



58

2%

42

2%

Total



3,557
100%

2,097
100%

A total of 3,557 consumers answered this question. The data provides a comparison by gender categories of respondents between the 2008 and 2006 surveys.

2. Age



2008

2008 
2006

2006 





Count
%/Total
Count
%/Total
Under 6



41

1%

42

2%

6-17 years


281

8%

147

7%

18-22 years


234

7%

84

4%

23-54 years


1,657
46%

1,132
54%

55-older



1,309
37%

671

32%

Unknown



35

1%

21

1%

Total



3,557
100%

2,097
100%

A total of 3,557 consumers answered this question. The data provides a comparison by age categories of respondents between the 2008 and 2006 surveys. 

2. Race/Ethnicity

2008

2008 
2006

2006 





Count
%/Total
Count
%/Total
White



2,646
76%

1,489
71%

Black



375

10%

273

13%

Hispanic



215

5%

147

7%

American Indian

58

2%

42

2%

Asian/Pacific Islander
55

1%

21

1%

Multi-Cultural


136

4%

62.5

3%

Unknown



70

2%

62.5

3%

Total



3,555
100%

2,097
100%

A total of 3,555 consumers answered this question. The data provides a comparison by race/ethnicity categories of respondents between the 2008 and 2006 surveys.

4. Disabilities

2008

2008 
2006

2006 





Count
%/Total
Count
%/Total
AIDS/HIV



29

0.36%
27

0.60%

Alcohol/Substance Abuse
152

1.92%
102

2.10%



Amputation


43

0.53%
33

0.70%



Autism



220

2.71%
83

1.70%

Back Injury


557

6.86%
334

7.00%



Blindness



161

1.98%
65

1.40%

Cerebral Palsy


184

2.27%
96

2.00%



Deafness



171

2.11%
110

2.30%



Deaf/Blind


36

0.44%
15

0.30%



Emotional/Behavioral
599

7.37%
382

8.00%



Environmental Sensitivity159

1.96%
100

2.10%



Epilepsy



177

2.18%
92

1.90%



Hearing Impairment

294

3.62%
173

3.60%



Learning Disabilities
753

9.27%
395

8.20%

Mental Illness


608

7.48%
393

8.20%



Mental Retardation

297

3.66%
116

2.40%

Muscular Dystrophy

72

0.89%
31

0.60%



Neuro-Muscular


335

4.12%
170

3.60%

Orthopedic


574

7.07%
296

6.20%

Spina Bifida


32

0.41%
25

0.50%



Spinal Cord Injury

149

1.83%
25

0.50%

Traumatic Brain Injury
312

3.84%
191

4.00%

Visual Impairment

317

3.87%
157

3.30%



Other Cognitive Disab.
231

3.90%
121

2.50%



Other Mental Disability
381

4.69%
224

4.70%



Other Physical Disab.  1,120

13.79%
589

12.30%

Other Sensory Disability
160

1.97%
78

1.60%



Multiple Disability

N/A

N/A

365

7.60%

The data provides a comparison by multiple types of disabilities selected by respondents between the 2008 and 2006 surveys.

