 SEQ CHAPTER \h \r 1Referral Source Survey 2011
Elder Services of Berkshire County, Inc. (ESBC) welcomes your comments.
	A.  How often do you contact ESBC?         _________     ________       _________

                                                                                                      DAILY         WEEKLY        MONTHLY

If you have not contacted us within the last 12 months, please stop here, sign the last page of this survey and mail it back to Elder Services. Thank you.


	To help us provide quality service to seniors, caregivers and individuals with disabilities, please rate the following:  
(You may answer only those sections that are applicable to you.)


	B.  Overall Communication

	
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   Staff is easy to access by telephone.
	
	
	
	
	

	2.   Another staff person or an acceptable alternative is offered when a requested staff member is not available.
	
	
	
	
	

	3.   Telephone receptionists are courteous.
	
	
	
	
	

	4.   Telephone calls are answered within 6 rings. 
	
	
	
	
	

	5.   Voice Mail is easy to use.
	
	
	
	
	

	6.   Faxes are easy to read.
	
	
	
	
	

	7.   ESBC mailings are addressed properly.
	
	
	
	
	

	8.   Letters and written materials are clear.
	
	
	
	
	

	9.   Telephone receptionists direct calls appropriately.
	
	
	
	
	

	10.  Telephone messages/calls are returned within 24 hours.
	
	
	
	
	

	11.  ESBC’s website is easy to use.
	
	
	
	
	

	12.  ESBC’s website is informative.
	
	
	
	
	

	13.  Staff response to e-mails is prompt.
	
	
	
	
	


	B. Overall communication
14.  Comments




	C.  Supervisors/ Managers/ Executive Director

	If you have not had contact with an ESBC supervisor or manager, please go to Section D.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   Management staff is easy to access by telephone.
	
	
	
	
	

	2.   Management staff returns contact within 24 hours.
	
	
	
	
	

	3.   Management staff is courteous. 
	
	
	
	
	

	4.   Management staff is knowledgeable.
	
	
	
	
	

	5.   Management staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   Comments




	D.  Fiscal Department 

	If you have not had contact with the Fiscal Department, please go to Section E.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   Fiscal staff is easy to access by telephone.
	
	
	
	
	

	2.   Fiscal staff returns contact within 24 hours.
	
	
	
	
	 

	3.   Fiscal staff is courteous.
	
	
	
	
	

	4.   Fiscal staff is knowledgeable.
	
	
	
	
	

	5.   Fiscal staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   Comments



	

	E.  Information & Referral/Intake (I&R)

	If you have not had contact with the Information and Referral /Intake Department, please go to Section F.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable
	

	1.   I&R staff are easy to access by telephone.
	
	
	
	
	

	2.   I&R staff return contact within 24 hours.
	
	
	
	
	

	3.   I&R staff are courteous.
	
	
	
	
	

	4.   I&R staff are knowledgeable.
	
	
	
	
	

	5.   I&R staff are responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   I&R staff follow through promptly on referrals
	
	
	
	
	

	8.   I&R staff make a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments (Information & Referral):


	

	F.  Case Management (CM)

	If you have not had contact with an ESBC Case Manager, please go to Section G.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   CM staff is easy to access by telephone.
	
	
	
	
	

	2.   CM staff returns contact within 24 hours.
	
	
	
	
	

	3.   CM staff is courteous.
	
	
	
	
	

	4.   CM staff is knowledgeable.
	
	
	
	
	

	5.   CM staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   CM staff follows through promptly on referrals.
	
	
	
	
	

	8.   CM staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




	G.  Clinical Assessment And Eligibility (CAE)
  (Nursing Home Screenings & Home Health Initiative)

	If you have not had contact with the Clinical Assessment and Eligibility Department, please go to Section H.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   CAE staff is easy to access by telephone.
	
	
	
	
	

	2.   CAE staff returns contact within 24 hours.
	
	
	
	
	

	3.   CAE staff is courteous. 
	
	
	
	
	

	4.   CAE staff is knowledgeable.
	
	
	
	
	

	5.   CAE staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   CAE staff follows through promptly on referrals.
	
	
	
	
	

	8.   CAE staff make a strong effort to meet clients/residents’ needs.
	
	
	
	
	

	9.   Comments:



	H.  NUTRITION

       (Meals on Wheels, Senior Lunch Sites, Kitchen)

	If you have not had contact with the Nutrition Department, please go to Section I.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   Staff is easy to access by telephone.
	
	
	
	
	

	2.   Staff returns contact within 24 hours. 
	
	
	
	
	

	3.   Staff is courteous. 
	
	
	
	
	

	4.   Staff is knowledgeable.
	
	
	
	
	

	5.   Staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   Staff follows through promptly on referrals. 
	
	
	
	
	

	8.   Staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Meals were started within indicated time frame. 
	
	
	
	
	

	10.  Meals are nutritious.
	
	
	
	
	

	11.  Meals satisfy most clients.
	
	
	
	
	

	12.  Quality of meals is good.
	
	
	
	
	

	13.  Comments:




	I.  PROTECTIVE SERVICES/ ELDER AT RISK/ENHANCED ELDER INTERVENTION (PS/EEI)

	If you have not had contact with the Protective Services/ Enhanced Elder Intervention Department, please go to Section J.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.  PS/EEI staff is easy to access by telephone.
	
	
	
	
	

	2.   PS/EEI staff returns contact within 24 hours.
	
	
	
	
	

	3.  PS/EEI staff is courteous.
	
	
	
	
	

	4.  PS/EEI staff is knowledgeable.
	
	
	
	
	

	5.   PS/EEI staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   PS/EEI staff follows through promptly on referrals.
	
	
	
	
	

	8.   PS/EEI staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




``
	J.  Housing Programs  (Congregate,  Adult Family Care,  Group Adult Foster Care, Supportive Housing at Providence Court, Personal Care Assistance Program)

	If you have not had contact with the Housing Programs, please go to Section K.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.  Housing Programs staff is easy to access by telephone.
	
	
	
	
	

	2.   Housing Programs staff returns contact within 24 hours.
	
	
	
	
	

	3.  Housing Programs staff is courteous.
	
	
	
	
	

	4.   Housing Programs staff is knowledgeable.
	
	
	
	
	

	5.   Housing Programs staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   Housing Programs staff follows through promptly on referrals.
	
	
	
	
	

	8.   Housing Programs staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




	K.  LONG TERM CARE OMBUDSMAN PROGRAM 
       (LTC Ombudsman)

	If you have not had contact with the Long Term Care Ombudsman Program, please go to Section L.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   LTC Ombudsman staff is easy to access by telephone.
	
	
	
	
	

	2.   LTC Ombudsman staff returns contact within 24 hours.
	
	
	
	
	

	3.   LTC Ombudsman staff is courteous.
	
	
	
	
	

	4.   LTC Ombudsman staff is knowledgeable.
	
	
	
	
	

	5.   LTC Ombudsman staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   LTC Ombudsman staff follows through promptly on referrals.
	
	
	
	
	

	8.   LTC Ombudsman staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




	L.  Volunteer Programs
       (Transportation, Grocery Shopping, Companionship)

	If you have not had contact with Volunteer Programs, please go to Section M.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   Volunteer Programs staff is easy to access by telephone.
	
	
	
	
	

	2.   Volunteer Programs staff returns contact within 24 hours.
	
	
	
	
	

	3.   Volunteer Programs staff is courteous.
	
	
	
	
	

	4.   Volunteer Programs staff is knowledgeable.
	
	
	
	
	

	5.   Volunteer Programs staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   Volunteer Programs staff follows through promptly on referrals.
	
	
	
	
	

	8.   Volunteer Programs staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Volunteer Program Staff Comments




	M.  Money Management Program (MMP)

	If you have not had contact with the Money Management Program, please go to Section N.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   MMP staff is easy to access by telephone.
	
	
	
	
	

	2.   MMP staff returns contact within 24 hours.
	
	
	
	
	

	3.   MMP staff is courteous.
	
	
	
	
	

	4.   MMP staff is knowledgeable.
	
	
	
	
	

	5.   MMP staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   MMP staff follows through promptly on referrals.
	
	
	
	
	

	8.   MMP staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




	N.  SHINE Program (Serving the Health Information Needs of Elders)

	If you have not had contact with the SHINE Program, please go to Section O.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   SHINE staff is easy to access by telephone.
	
	
	
	
	

	2.   SHINE staff returns contact within 24 hours.
	
	
	
	
	

	3.   SHINE staff is courteous.
	
	
	
	
	

	4.   SHINE staff is knowledgeable.
	
	
	
	
	

	5.   SHINE staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.   SHINE staff follows through promptly on referrals.
	
	
	
	
	

	8.   SHINE staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   Comments




	O.   Senior Community Service and Employment Program (SCSEP)

	If you have not had contact with the SCSEP Program, please go to Section P.
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1.   SCSEP staff is easy to access by telephone.
	
	
	
	
	

	2.   SCSEP staff returns contact within 24 hours.
	
	
	
	
	

	3.   SCSEP staff is courteous.
	
	
	
	
	

	4.   SCSEP staff is knowledgeable.
	
	
	
	
	

	5.   SCSEP staff is responsive to your expressed needs.
	
	
	
	
	

	6.   Problems or issues are addressed in a timely manner.
	
	
	
	
	

	7.  SCSEP staff follows through promptly on referrals.
	
	
	
	
	

	8.   SCSEP staff makes a strong effort to meet clients’ needs.
	
	
	
	
	

	9.   SCSEP Program Staff Comments




	P.  Other ESBC PROGRAMS/ SERVICES
      If you have had experience with any of the following ESBC programs or services, please comment.  If you have had no contact with any of the following programs or services, please go to Section Q.



	1.   Berkshire Senior Newspaper   


	2.   Berkshire Senior TV   


	3.   Community Education/Outreach


	4.   Caregiver Support Groups


	5.   Gallagher Alzheimer’s Resource Center


	6.   Private Pay Care Management




	Q.  OVERALL RATING OF ELDER SERVICES – Please circle one and comment.
                 Excellent           Very Good          Good         Needs Improvement

      Comments:

	

	Would you recommend ESBC’s programs and services to family and friends? 
Yes _________     No _________

      Comments:



	Please provide us with your perspective on the

unmet needs of Berkshire County seniors.
NEEDS ASSESSMENT:

What do you believe are the most pressing unmet needs of seniors in Berkshire County?
Please list in order of most importance, with number 1 the most significant.

1.

2.

3.

Other




	Survey completed by:



	E-mail Address: (This will allow us to conduct next year’s survey electronically.)



	Agency/Business:




Please return your completed survey to

Louisa Weeden at Elder Services 66 Wendell Avenue, Pittsfield, MA 01201
or via fax to 413-442-6443 

by July 30, 2011.

If you have any questions, please call Louisa Weeden at 413-499-0524.
Thank you for taking the time to respond to this survey!
-1-


