DEPARTMENT OF REHABILITATION
2018 CONSUMER SATISFACTION SURVEY RESULTS 
SPECIFIC TO THE DEAF/HARD OF HEARING RESPONDENTS

[bookmark: _Hlk2348377]This report was prepared by the Department of Rehabilitation (DOR) Budgets, Fiscal Forecasting, and Research Section, at the request of the Deaf Hard of Hearing Advisory Committee (DHHAC), to share the results of the 2018 Consumer Satisfaction Survey specific to DOR consumers receiving vocational rehabilitation services and reported having a deaf or hard of hearing impairment on the survey. The 2018 statewide survey results and a sampling of consumer comments can be found at the following link: https://www.dor.ca.gov/Home/SRC.

The Deaf and Hard of Hearing Advisory Committee (DHHAC) provides advice to the DOR on the means to increase competitive employment, enlarge economic opportunities, enhance independence and self-sufficiency, and on methods for improving services for persons who are deaf, hard of hearing, late deafened, and deaf/blind. The DHHAC represents the wide and diverse interests of deaf and hard of hearing rehabilitation consumer constituencies.

In April 2018, DOR surveyed a sample size of 20,400 and sent a total of 18,561 surveys (there were 1,839 undeliverable). The DOR received 4,351 (23.4%) responses, which reflects an increase of .1% from the 2017 response rate (23.3%). Of the total respondents, 532 (12.2%) reported deaf/hard of hearing as their disability.


Distribution of Survey – Deaf/Hard of Hearing Respondents: 


	Survey Method
	2018 CSS
(All Disabilities) Total
	2018 CSS Total Deaf/Hard of Hearing Respondents
	2017 CSS
(All Disabilities)
Total
	2017 CSS Total Deaf/Hard of Hearing Respondents

	Electronic Response
	4,156
	512
	4,104
	552

	Surface Mail Response
	195
	20
	240
	21

	Total Respondents
	4,351
	532
	4,344
	573

	Response Rate
	
	12.2%
	
	13.1%





Comparison of Satisfaction Results from 2018 and 2017
Deaf/Hard of Hearing

	Statement
	2018
Satisfied
	2017
Satisfied
	2018
Dis-satisfied
	2017
Dis-satisfied
	2018
No Opinion
	2017
No Opinion

	Overall, I am satisfied with the services provided directly by the DOR.
	76%
	75%
	15%
	14%
	9%
	11%

	I found the level of vocational guidance and quality of counseling received from my DOR counselor adequate for my needs. 
	73%
	71%
	16%
	18%
	11%
	11%

	
I was treated with courtesy and respect by my counselor and DOR team.
	85%
	84%
	7%
	7%
	8%
	9%

	I was satisfied with the quality of services from my service provider(s). (examples: school, job coach, community rehabilitation program, etc.)
	73%
	71%
	13%
	13%
	14%
	16%

	I was satisfied with the timeliness of services from my service provider(s). (examples: school, job coach, community rehabilitation program, etc.)
	68%
	68%
	17%
	16%
	15%
	16%

	My counselor and/or DOR team responded promptly to my questions and requests.
	75%
	75%
	15%
	15%
	10%
	10%

	[bookmark: _Hlk516127139]My counselor helped me understand my disability and how it may affect my work.
	65%
	66%
	13%
	12%
	22%
	22%

	I was informed of my right to disagree with and appeal DOR decisions.
	70%
	72%
	10%
	9%
	20%
	19%

	I understand the reason for DOR services was to help me become employed.
	83%
	84%
	[bookmark: _GoBack]5%
	5%
	12%
	11%

	I was satisfied with my level of participation and involvement in the decision making process that led to my vocational goal and the services provided.
	74%
	74%
	10%
	9%
	16%
	17%

	My counselor and/or DOR team clearly explained all services available to me.
	74%
	76%
	11%
	12%
	15%
	12%

	My counselor and/or DOR team assisted me in connecting with other agencies/service providers to meet my specific needs.
	64%
	65%
	16%
	15%
	20%
	20%

	I received benefits counseling from DOR and/ or my service provider(s).
	64%
	66%
	15%
	16%
	21%
	18%

	I would recommend DOR services to other persons with disabilities who want to become employed.
	77%
	77%
	10%
	10%
	13%
	13%

	My quality of life has improved because of DOR services.
	69%
	69%
	14%
	12%
	17%
	19%



	
If Employed
	2018
Satisfied
	2017
Satisfied
	2018
Dis-satisfied
	2017
Dis-satisfied
	2018
No Opinion
	2017
No Opinion

	I am satisfied with my job.
	75%
	84%
	11%
	2%
	14%
	14%

	I am satisfied with the health benefits available from my job.
	57%
	58%
	10%
	12%
	33%
	30%

	I am satisfied with other employment benefits available through my job (examples: vacation, sick leave, retirement, long term disability, etc.)
	65%
	67%
	10%
	11%
	25%
	22%

	My job is consistent with my employment plan.
	71%
	74%
	7%
	3%
	22%
	23%

	The services provided by DOR were instrumental in my becoming employed.
	76%
	79%
	4%
	3%
	20%
	18%



	[bookmark: _Toc395872113][bookmark: _Toc395874840]

If Not Employed
Check all reasons that prevented your ability to become employed
	2018
# of Responses (Count)
	2017
# of Responses (Count)
	2018
# of Responses (Percent)
	2017
# of Responses (Percent)

	Total Number of Responses
	651*
	654*
	100%
	100%

	I did not want to give up my SSI/SSDI benefits.
	51
	33
	8%
	5%

	There was no job available to me that is consistent with my DOR employment plan. 
	61
	83
	9%
	13%

	DOR did not assist me in finding a job.
	114
	123
	18%
	19%

	My disability prevented me from working. 
	64
	55
	10%
	8%

	Family issues such as daycare, caring for relative.
	30
	25
	5%
	4%

	Lack of or no transportation.
	29
	37
	4%
	5%

	I am not ready to start working.
	102
	110
	16%
	17%

	Need additional help to find a job
	138
	124
	21%
	19%

	No jobs available that I want
	61
	64
	9%
	10%


*Number of response is more than the total respondents since they were asked to check more than one reason.
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