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Project

Training and Consdtation Sertices

ATTENTION OU[TC’CLCh

Listed below are clarifications and corrections for users of the manual,
Program Evaluation Using The Proiject Dakota Parent Satisfaction Survey.
Thank you for making these adjustments.

l. Turm to page 34. The first paragraph proposes the option of using
Dakota's parents' expectation survey results and refers you to Column
8 of the Sumary (page 45). Twrn to page 45 and find the column
titled "PARNT EXPCT" (parent expectations). If you choose to use
Dakota's parents' expectations rather than generating your own then
the values shown in Column 8 should be replaced by those shown as
POOLED IDEALS on page 72 of the appendix (the right hand column).
Using the POOLED IDEAL values provides a more valid indicator of
parent expectations because they are built on a larger sample size
(N=119). 1If you choose to poll parents in your own program to
establish the parent expectations (page 45, column 8) then campare
your adjusted scores (page 45, column 7) with your own program
specific values.

2. Turn to page 40. The section titled Parents' Expectation Camparison
clearly states that "if the average score, or the adjusted average
score for a question is 0.20 or more below the Parents' Expectation
score, put a check mark in the " > .2 " colum (colunn 9). This
column is more accurately labeled " > .2 ." Please make this
correction to the sample sumary sheets on page 40 and page 45 and to
the blank sumary sheet found in Appendix F.

3. Turn to page 6. Goal Il, item 3 asks "Because of my participation
with the program I enjoy my child more." Many parents have objected
to the implication that enjoyment of their child is in any way a
function of participation in a program. The resulting responses often
score in the disagree range and eventually show up as a program
weakness ("training target"). This does not accurately reflect either
the intent of the item or of parents' responses. Therefore, we
recamend deleting this item fram the survey.

* * * * * * * * * * * * * * * * * *

Refining a tool like the Parent Satisfaction Survey is an ongoing
process. We welcame your conments, questions and suggestions as you
apply or adapt the PSS to your program. We also are very interested in
learning of results fram its implementation. Please address
correspondence to: Project Dakota, 680 O'Neill Drive, Eagan, Minnesota
55121.

THANK YCU!
12583 ,
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INTRODUCTION

Some day soon you will want to ask the parents in your
prograr. what they think of the way you are serving the needs
of their chiléren - and their own needs as parents, We call

this opinion poll the "Dakota Parent Satisfaction Survey" and

principally it serves two purposes:

- to tell us what we are doing right and,
- to give us direction in the elements of our program

which neec improvement,

Unavoidably, you will look upon the results of the survey
2s a report card, and certainly it will be gratifying to learn
trat & hich percentage of ycur parents perceive you to be dcing
& cood cb. But, more importantly, a good, thorough survey will
te.. vou where the parents thirk you are missing the mark, anad

t is here that the survey has its greatest value to the long

[N

te

o

ance effectiveness of your program,

This booklet is the result of several years of program
evaluation by Dakota, Inc. The survey procedures presented here
have peen used to evaluate seven early intervention programs each
year since 1985, and by following the step-by-step instructions,
you will be akle to conduct your own survey anag interpret the
results., VYou will have a valid and reliable evaluation of your

Crogran.



Developing the Survey Questionnaire

Parert satisfaction surveys are a standard evaluation methoa
ir. early intervention programs. A review of the results from model
rrograns revealed that they uniformly yielded very positive
results, but, the methods used d.d not provide standards and
comparison criteria which could direct the interpretation of
results. Since the identification of areas for improvement was a

primary Dakota goal, it was decided to standardize the survey

instrument and implement strict evaluative technigues.

-
-0
P

in with Progran Goals

'

The first step was the description of a model or iaeal
rrograr, and the identification of the best practices in the fielcd,
This was accomplished through extensive discussions with staff,

consu.tarnts, and an in-depth search of the literature, The outcome

var wtre cpecification of five program goals:

Goal I - to be responsive to the chila's and the
parert's needs;

Goa. II - to provide for growth in the parent's knowledge
and skill to plan for and help their chila;

Goal III - to assist parents in understanding normail
cevelopment and behavior;

Goa. IV - to help parents in the utilization of
community resources; andg,

Goal V - to buildé the fanily's support system.
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Develop Questions for Each Goal

The processes and outcomes which should be addressed by
the program services, procedures, and curriculum were identified
for each goal. Then, survey questions were drafted describing
each process and outcome. A low score on a particular question,
therefore, points to remedial action in a specific aspect of
programming.

The questions were sorted by goal, supplemented and vali-
dateé by a ranel of eight practicing early childhood spacial
education professionals, each holding at least a Master's Degree
ir the field. Fianally, for clarity and simplicity, the questions
vere woraea at a seventh-grade reading level.

The questions have been refined each year based on the

parernts' comments and staff input,

wWording and the Response Scale.

Ir the survey, each guestion ig presentec as a positive

staterent to which the parents are asked to respond: ¢o they

“Strongly disagree?", "Disagree?", "Agree?", "Strongly agree?",

This four-item response scale was selected to avoid polite,
middle-value responses, and to provide the means for parents to
express some degree of satisfaction or dissatisfaction. The
positive phrasing is intended to convey that each item should

be part of their experience in the program,



The grouping of questions under each goal has been validated
by factor analyses. Dakota's experience indicates that including
the progran goal statement on the survey, and grouping related
cuestions, aids the parent's understanding of the purpose of the

survey as well as clarifying program goals and operations.

When Parents Fail to Respond

when a number of parents fail to answer a question, the
results from that guestion present a problem in interpretation.
e nave developed a "response adjustment factor" which resolves
©ii¢ propier with the assumption that whenever parents skip a
guestion it is in reality a negative response - they are trying
to spare us the bad news. While we endorse the use of this
factor, try to eliminate the proplem by urging your parents to
ansver every cuestion . (There is more about response rates and

~nelr effect on results on page 27.)

Dakota's 1987 questionnaire is shown on the f«’ '.wing pages.
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PARENT SATISFACTION SURVEY*

Respaonse Number

Please indicate how satisfied you are with services you receive fram your child's program.
For each item put a check to show how strongly you agree or disagree with that statement.
Your response to each statement is important - any unanswered items have a negative effect on
the final score.

GOAL I - PROGRAM AND STAFF RESPONSIVENESS STRONGLY DISAGREE AGREE  STRONGLY
DISAGREE AGREE

The staff listen and respond to my CONCerns,
questions, and ideas.

SD D A &
In my meetings with staff (for assessmnts,
conferences, monthly updates, etc.), I feel
I am an active member of the team and not
just a listener. —
sb D A SA
Although cne staff member mainly serves
my child, I feel that we receive the
expertise of other staff.
SD D A SA
Staff give me information that is clear and
useful to me.
SD D A SA
I feel the program for my child includes
what is important to me.
SD D A SA
My child's program meets my child's needs. -
SD D A SA
The help my child is getting is based on
his/her individual needs.
[210) D A SA
I am satisfied with my child's progress since
beginning thic program.
SD D A sA
The help I get fits into our family routines
and activities.
=) D A SA
The staff respect the limits my family puts
an our time and energy for our child's program.
SD D A SA
I am informed of a variety of choices for
how nry child could be served.
SD D A SA

* Survey developed by Dakota, IncC., Project Dakota Outreach (612)455-2335
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Parent Satisfaction Survey
Page 2

GOAL II - GROWTH IN RNCWLEDGE AND SKILILS FOR HELPING YOUR CHILD

Because of my participation
with the program....

«e..] am more able to lock at my child and see
what he/she is learning to do.
++s+I have learned uhout helping my child.

«+e.1 enjoy my child more.

.«.1 know what my child needs to learn.

....1 am aware of how ordinary activities are part
of my child's learning and development.

.+s.1 feel more confident about how my family
and I are helping ocur child.

....]I am more aware of how to help my child's
development.

...I have a clearer picture of my child's
special needs at this time.

....I feel satisfied that my ¢  ild's strengths
are being disc ssed.

+...I know more about how to set goals and
strategies for my child.

Crrments: (Please cament if you've checked any items SD or D):

STRONGLY DISAGREE AGREE STRONGLY
DISAGREE

T 8D
SD
SD
SD
SD
SD
SD
SD
SD
SD




Parent Satisfaction Survey
Page 3

GOAL III - GROWIH IN UNDERSTANDING NORMAL BEHAVIOR AND PRQBLEMS

Because of my participation STRONGLY DISAGREE AGREE  STRONGLY
with \he program.... DISAGREE AGREE

.+++.1 more strongly value my child spending
time with children who dan't have
developmental delays.

S D A SA
veooI am more aware of how my child is like
other children.
N D A SA
+evo] know more ways to get my
crild to cooperate.
8D D A SA
.+.+.1 am getting the help I need to learn
about handling my child's behavior. -
SD D A 8A

Comments: (Please camment if you've checked any items €D or D)

GOAL IV - UTILIZATION OF QUMMUNITY RESOURCES

Pecause of my participaticn STRONGLY DISAGREE AGREE  STRONGLY
with the program.... DISAGREE AGREE

.++.1 know more abou: cammmnity agencies
services, and programs that can help
my child or my family.

++++1 get help from staff when I want
other programs or pecple to work with
me, my child, or my family.

..] now have contact with services and
programs in the camunity who may help
my child or my family. -

..+.] am satisfied with the cammmication
beiween my child's team and commmity
resource persons involved in my child's

program.
oo am able to get information that is

important to the health and happiness
of my family and child.

SO D A SA

Camments: (Please camment if you've checked any items SD or D):

-

|
e
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Parent Satisfaction Survey
Page 4
GOAL V - BUILDING A SUPPORT SYSTEM

Because of my participation
with the program....

eee My partner/my family are more
involved in my child's learning.

«+++] have more friends or other children
helping me help my child.

«++.staff helped the pecple I know be more
caring and understanding of my child.

++s.5taff helped me get to know other
people who are caring and understanding.

G
SD

R

TS

.+..1 have gotten support fram cther parents.

. . Su
«+s.] feel less alone as the parent of
my child.

«ooostaff are willing and able to help my
family and friends when we have concerns
or questions about my child. [510)

sD

Camments: (Please camment if you've checked any items SD or D):

My child is years months old.

Signature {optional)

THANK YOU FOR GIVING US THIS FEEDBACKI




Parert Sapésfactipp arad Other Variab‘es

A variety of variables (listed below) have been tested for
any relationsh'r with parents' sat .sfaction scores, No correle-
tions were founa for the

- child's age

- severity of handicap

-~ time in the program

- mother employed / mother a homemaker

- frecuency of staff contact

- frecuency of hcme viegits

- freguency c¢f in-center sessions

- nunmber of days in community programs.

e oid firu, nowever, that progrars offering a greater

?
variety cf irntervention options received hicher satisfaction

rétirgs than did those with static and limitea service menus,

>l

. - frequency of parent / child sessions




Develop Evaluation Criteria

A four-point scoring syster was used to convert the question-
naire responses to an average score per question, Then, two
evaluative criteria were developed for use in interpreting the
survey resulits:s one based on what the parehts expect from the
program (The Parents' Expectation Criteria, see p.33); and one
pased¢ on the level of parent satisfaction which Dakota expects the
program to meet (The Agency Expectation Criteria, p.41l). These

criteria were applied individually and then in combination to

provice a performance rating for every question: "Very Good",
"Good", "Margina.", and "Of Concern",

The Prograr Evaluation Report

The Program Evaluation Report (following two pages) presents
the final resu.ts of the Parent Satisfaction Survey. It identifies

Frograr Strengths - those prograr. areas rated "Very Cood" and

"GCood" oy the survey interpretation procedures, and

Trairning Tergets ~ those progranm areas rated "Marginal" anc

"Of¢ Concern'",

This is what you are after, It tells you what you need to

know about the current status of your program and where to direct

your efforts to make it better,

} 3
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11
PROGRAM EVALUATION REPORT - 1987
Rating Key: Program Strength (PS) = Very Good (VG), Good (G)
Training Target (TT) = Marginal (M), Of Concern (OC)
Tear: Dakota-8 |Rating]
"PS: TT
GOAL I PROGRANM AND STAFF RESPONSIVENESS _
1 Staff listen and respond to my concerns _;VG
2 I am an active team member, not just a listener ;VG
3 We receive the expertise of other staff EVG
4 Staff give clear, useful information <lVG
5 My child's program includes what is important to me____iVG
6 My child's program meets my child's needs | M
7 The prograr is based on individual needs VG
8 I am satisfied with my child's progress M
9 The programming fits our family routine %VGi
1¢ Staff respect our family limits of energy and time ?VG%
11 I've been given choices of service options VGl
Go./ 7 1T  GROWTH IM KNOWLEDGE AND SKILLS FOR HELPING THE CHILI?
1 I am able to see what my child is learning | . M‘
2 I've learned about helping my child VGE E
3 I enjoy my child more (VGE ;
4 I know what my child needs to learn E M!
5 I see how ordinary activities are part of development__+VG
6 I feel more confident about helping my child Gé
7 I am aware of how to help my child's development » | M,
8 I have a clearer picture of my chilad's special needs E MI
9 iy child's strengths and needs are aiscussed gVG
10 I know more about how to set goals for my child M

1.,
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N
|Rating
ipS _TT!
GOAL -I1 GROWTH IN UNDERSTANDING NORMAL DEVELOPMENT & BEHAVIOR
1 I value my child's time with other children ele
z 1 ar aware of how my child is like other children M
3 I've learned ways to get my childa to cooperate OCi
A I've gotten help handling my child's behavior ) M

GOAL IV UTILIZATION OF COMMUNITY RESQOURCES

',.J

to

1N

!
I know about oSther community resources for my child/family;_G i
Staff helps me when I need to know about other resources ! M!
I rave greater contact viith community services/prograris ocC
Satisfactory communication between staff & other services_ VG

I ar able to get information important to my child/family M.

GOAL \'_BUILDING 2_SUPPCRT SYSTEN

3

Y

(P8

=

+ rartner/family is more involvecd with my chiila _ ocC
ore people are nelping me with my chilc _ Rele
Staff helped people I know to be more understanding ocC
Staff helped me get to know other caring people ; M
I've gotten support from other parents OC:
I feel less alone as parent of my child ‘ ; ocC
Staff will help when family/friends have concerns 4 G! ;

1/



PHASE 1

CONDMCTING THE PARENT SATISFACTION SURVEY

13



Survey Phases

The table on the facing page shows the order and a general
timetable for conducting the survey. It will also serve as a
guide to the "Survey Procedures" section (pages 16-50) .

No-e that the overall effort is divided into four phases.

Phase 1. Conducting the Parent Satisfaction Survey.
Phase 2, Calculating the Survey Results,
Phase 3. Establishing Criteria for Interpreting the
Survey Results; and,
Identifying Program Strengths ané Weaknesses,

Prhase 4, Interpretation.

You can readily see that the process is long. It is impcrtant
tnat admiristrators understand that conducting and interpreting a

valisé survey taxes time and effort, T experience at Dakota, Inc.

showe tiart the resu.ts are werth this effort. The survey resu.ts
focused staff training and brought about significant positive

changes in the parents' evaluation of the program.

Note: Phase 3 may be shortened by about one month if you
accept Dakota's validated "Parents' Expectation Criteria" instead
of developing your own data. These criteria, used in interpreting

the survey resuits, are explained on rpr.33-40,

14



TIMETABLE AND PAGE GUIDE

WEEK
Pg 1 -4 5 6 7 8 91011 12 13 14
PHASE 1 Parents' Satisfaction Survey
16 Send out guestionnaires *
18 Send out follow-up letters —-————
20 Complete follow-up calls = ======---- *

PHASE 2 Calculating Results

22 Tabulete responses and
calculete mean values = —mmemsmmemooooo-—

hdajust for survey response
rate

PHASE 3 Establishing and Applying Criteria

33 Parents'Expectation Criteria

36 Select random sarple = 0 0=-=Tosoooosmossso-oooos
36 Send out guestionnaires = =0 rm—--ss-oosoosssosooe-omoo

4G Tapulete responses ana
calculate mean values =  memmmsoooosssoosoosoooosesoos

40 Apply parents' criteria

41 Agency Expectation Criteria

43 Calculate distributions and
apply agency criteria = = ---T-osoossssooooos

44 Final Rating: Strengths
and Trairing Targets = —=—=--=—--—-oosssooosooooosmsoommmeees

&7 FPHASE 4 Irterpretation

M Ey Ul &k v O Ep g5 S T O EE r G &R EE = e
N
~J

[9%
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The Cover Letter

This is a cover letter which accompanied the guesticnnaire
on one of Lakota's surveys.

A cover letter should addrecs the following:

- the purpose of the survey

- the expected response date

- any identity coding

- the effect of non-responding

- who will see their responses

- how the results will be used

- the way the results will be presented.
Anonymity. We have found, as have other researchers, that most
parents do not mind signing their name. We made it optional, and

essigned an icdentifying code which permitted tracking survey

responses, It ie important that any such code be explained.

Respondent Coding. To track those surveys which had not yet been

returned, and tc facilitate later enalyses by client, by training
site, bw tear, &nd by staff member clescsification, Dakota cevel-
cped ar. édentifying code for each questionnaire. The followirg
exarpie 1s expleined below:

127 - 33 - 1 .

#

127 Client number.
33 = first digit is the Site number (for Dakota 1 - 7),
second digit is the Team number (1 - 3).

1 = classification of the staff member who has the

primary responsibility for the family:

1 = teacher,
2 = occupational therapist,
3 = speech the apist,.

2

16
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February 16, 1987

Dear Parents:

We wish to know how satisfied you are with the services of
Dakota, Inc. Your responses to the attached survey will help us
to evaluate our services to you and your child. Please complete
the questionnaire and return it to the main office by Friday,
March 6th. An enveloge is provided for you.

The survey is coded for use v the Director of Evaluation so that
your responses can be matched with the kinds of service you are
receiving (eg. home visit, in-center, community based etc.).

This will give us the best understanding of how satisfied
families are with the different services we provide. You may
choose whether you wish to sign your name but it is important to
know that your responses will not be shared individually with
anyone. Your responses will be combined with responses from
other parents; teams will receive a summary of the feedback

provided by a group of parents.

The Parent Satisfaction Survey is intended to be an easy and

ef fective means of getting your input in evaluating services and
quiding future decisions. Results will be shared in the Dakota

tnallenge -~ watch for them or contact me if you're interested in

more information.

Your comments are invited. Your time and willingness to complete
the survey are very much appreciated. Thank you!

Sincerely,

DAKOTA, INC.

Jean Mendenhall
Director of Training and Evaluation

PS: Your response counts. We need 100 percent of surveys
completed for results to be most valid.

J¥:al
01774J
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Families With More Than One Child receiving services are not

uncornior.. In these cases, parents fill out a separate survey for
eacl child. This method reflects the added emphasis on parent
satisfaction which we felt was important when parents were coping

with more than one special needs chilad.

Non-Readers. Staff who know of parents who are non-readers or who

otherwise have difficulty reading, can suggest to these parents
that @ friend or a family member can help them to complete the
survey or that the office staff are available to give the survey

cver the telephone.

Follow=-up

To buost your response rate you'll need to contact those
rarerts wr ¢ haven't answered. Two methods are used: first,

etters with a new copy of the guestionnaire are sent cut; thern,

(O]

foi.ow-up phone calls are made.

In Phase 1 of the timetable (p.15), you will note the

llowance of three weeks between the initial qQuestionnaire
mailing and the follow-up letter, and then two more weeks until

the follow-up cails are made. The literature on conducting

successful mail surveys recommends these intervals .

The importance of getting more than 70% of your parents to

respond is discussed on rage 27.

Y

Yo \J



19

March 16, 1987

Dear

At the risk of being pesky I am sending you another copy of the
parent Satisfaction Survey with my sincere regquest that you take
a few minutes to complete it. Our goal is to hear from all
families served by Dakota's Early Intervention staff., Ycur
response is important: if a family does not respond to the
survey, the team's overall score is lowered. You can help
crovide us with valuable guidance in planning services for the
future. Your responses will remain confidentiai.

please take the time to complete the survey TODAY and return it
to me in the enclosed envelope. Thank you!

Sincerely,

DAKOTA, INC.

Jean Mendenhall
nirector of Training and Evaluation

Enc.

p.S. Surveys that are not returned and items that are left blank
both have a negative effect on survey scores. However, if you
choose not to complete the survey, please return the blank form
so we Will be aware of your decision.

02370

oy




Letters., As surveys are returned, use the identification
codes to check them off your master list. Send a second "wave"
cf letters to those who did not respond, There's an example of a
follow-up letter on page 19. 1t's important to menticn in this
letter that when a family does not respond to the survey, the
non-reply is treated as a negative response and it lowers the
overall score.

Again, keepr a record of the surveys returned from the second

wave. A third effort is made by phone.

Phone ca.ls. Tre phone call reminder is made 2 weeks after
tne fcliow-up letter, It can be a standardized, clerical proce-
Gure, as shown below, To help some families (like the non-readers)

you night volunteer to fill out a survey form over the phone,.

——— - WS W Gra—— f— - —

iret, icentify yourself as from Dakota, Inc. Then say -

H IJ'm callirg to ask you about the Parent Satisfaction
Survey which was mailed to you in (month). Do you recall
getting it in the mail? (pink, with self-addressed,
stamped envelope)

2. We value the information/feedback that only you can
provide. 1Is there something we can do to encourage Or
assist you in completing the survey?

3. Do yosu plan to return your survey?

4., Wwe're holding any analysis until all the surveys are
received. How soon can you get it to us?

Recorc calls completed on the Master List,

Keer a list of parents willing to do the survey by phone. Ask
when is a good time to call. Say you will call at their
converience,

l) ’
& v d
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Tabulating Responses

Summarizing the results of the questionnaires is the next
step in the parent survey procedure. Once this is done, an
average score for eeach question is calculeteda. These average

scores are the basic output of the survey.

Parent Survey Results

Use this form for summarizing the results of the guestion-
naires and calculating the average scores.

1. From each questionnaire, enter the response to each
guestion in the appropriate response column using a
siash mark.

2. Wwhern all of the gquestionnaires have been tabulated,
add the marks in each box and write in the sum. Then,
for each guestion, add these numbers and write the sum
in the TOTAL RSPNS (total responses) column. This
tells you how many people answered each question.

. To calculete the score for each question, multiply
e number of marks in each box by its column value
(e.c. Agree=3) and enter the results in the SCORES
cclumrn, as shown. Add these scores and write tne sum
in the TOTAL SCORE column.

[N

s>
.

Divide the TOTAL SCORE by the TOTAL RSPNS to
calculate the AVG SCORE (average score) for each
guestion.

You may want to calculate an average score [or each program
goal. Goal averages are very useful in general descriptions of
survey outcomes (for a report to your Advisory Board, for example).
T( do this, sum the averages for each question in the goal and
diviaue by the number of qguestions ir that goal. See the example

ir. Appendcis A.
.’) ]
e

*
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PARENT _SURVEY RESULTS
G
C STRNG STRONG
A DISAG |DISAG AGREE } AGREE TOTALy SCORES JTOTAL4 AVG.
L (Sp=1)| (D=2} (A=3) (SA=4) RSPNS | SD4+D+A+SA |SCORE | SCORE
1
L LY. Y /8 23 /5% 72 87 3. 78
Iy é J Jd < ! /7 23 /B8 | 86 | 3.724 -
3 MY 1 @ \repiy /1 20 27+44 71 3. 55
gl 8 B Y yix 23 24+60 | &4 365
) < 10 | MWL/ /! 22 2+3D0444 76 3.49
yi B P/ 70 L ptii q 2/ 2433436 71 w38
7 ol 7 | wy i gl /5 22 Sl+é0 | B! 3. 68
8 / it il / 2R Y. Y 9 2! 2433+ 71 J. 68
9 o WL B 15 Y /5 | 23 248 +40 1 L4 3. A5
10 =y q |xw my (4 | 23 274561 23 | 3.6/
1 . SRS /3 23 30452 82 | 357 |
II
1 / A B 10 | i 2/ L+50240 | 72 3. 43
2. / =L/ 7l 14 L2 2+2/+56 79 3. 59
3 /H 2_ s/ 7 s Y 20 Lr2/+44 1 &9 3. 45
4 / A/ IR g 21 2+33+4 34 71 | 338
5 LA A e 13 22 27452 79 i 252
wos /2 | Y w 10 22 36 + 40 76 | 3.&<
1 /1 2 i i ./ 7 2! 4 +36 128 468 3.2
8 N2 \xu*Y W7y, ¥4 Q 2/ < +30+36 70 | &3
9 YKL 1O B P Y /2 22 30481 78 | 25<
10 XYBIK 48 e K 20 45+20 | ¢G5 2.2<
III
1 N3 AR [3 |y 7 23 6r39+28 73 S47
2 vl 3 NS IRy Wi A 22 _£+33+32 2, | =2z
3 J 3 e sl o A 23 L442+424 72 _t 2.3
4 // 2 |mswsy L2 gy 4 Z/ L+39+24 | &7 A
IV
1 / w7 Wl N /2 VAL B 21 2+36+32 70 2,35
2 ol 0 e \»/ ? 1é 27+R8 | Ss85 2.4<
3 // 2 |y /0 \ w4/ Y 18 4430+ 24 | 558 3.2Z2
4 / 2 Y/ -RL. R Wi (11 21 4i+24+44 | 72 I.23
] 7/ AR, 3. N/ A IR, 5 22 E+294+20) &7 2.5
\'
1 A il VIMRY. W/, 7 22 B+33+28| &9 .18
217 w0\ gy Q| #d 5 20 +20+/2+20| 53 245
3 /i 2 \xv/ YARRN///i 4 /2 24/8¢16) 38 | £.17
4 Vi 2 _{»vy/ VY. ¥/ 8 /6 44/8+32| 4 | 235
5 IR, ¥ YR/ 42 /6 (2418406 L6 2282 !
[ /AR 2! g 4 /6 Sbr27+16| 49 | 2ol
2 Xy gl 12| s Hi Q 2l 36¢36| 72 | 222
{
{
\ -~
f & ’
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Summary Page Entries

The Summary page (facing) is used for data collection, calcu-
lations, and ultimately in “he presentation of survey resulis.

The Average Scores and the Total Responses are entered on the
Summary page under the BASIC RESULTS heading (Col.3 and Col.4).

STMMARY
BASIC | RESPONSE ADJ — AGENCY CRITERIA TEST
RESULTS C FINAL
B STRNG SD+D STRNG RATING
AVG |{TTL | RSPN N ADJ PARNT > DISAG DISAG Cum AGREE

o]

SCORIRSPN! ¢ G SCOR EXPCT.2 n 8 n % % n & RAING PS TT
3 1 4 5 6 7 8 91021121314 1516 17 18 19

378 | 23

H| PY>»O00

3.7+ ] 23

3.55| 20

3. 65 1 23

o

3.451 22

Other items from the Parent Survey which should be entered
at this time are the number of responses in each box for the
Strongly Dlsagree, Disagree, and Strongly Agree answers. These
are entered in the appropriate "n" columns (10,12,15) under the
AGENCY CRITERIA TEST heading (discussed later). ug;gL_Bg_sg;gﬁuli

the "argree" responses are not used in this test,
_ SUMMARY
BASIC  RESPONSE ADJ — AGENCY CRITERIA TEST
G _RESULTS C FINAL
o] H STRNG SD+D STRNG RATING
A AVG TTL RSPN N ADJ PARNT > DISAG|{DISAG Cum AGREE
L O SCORRSPN % G SCOR EXpCcT.2ln /% Inl% % In
3 4 5 6 17 8 10111112/ 13 14 f1s5}16 17 18 18

I

1 - - /8

2 - - /7

3 - - /1

4 ~ - /5

5 - / 17

6 - / ? —

Also, in the "Expected Responses" space at the bottom of the
page, enter the total number of guestionnaires sent out.

Expected Responses =_27 _ (Number of questionnaires sent out.)

.)’\
b i
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BASIC RESPONSE ADJ ____AQENQX_SBIIEBIA_IEBI_.
| STRNG

AVG |TTL RSPJ DISAG |DISAG
SCOR|RSPN.

iv_q_i..T_A._;_5-~}

FINAL

STRNG RATING
AGREE

£

>» O 0
O
=
3

ADJ |[PARNT
SCORIEXPCT

ATNG} PS | TT
16, 17 18] 19

O
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X
oo
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Expected Responses = (Number of questionnaires sent out.)
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SURVEY RESPONSE RATE

There is a curious thing about surveys: the longer people
wait to respond, the lower, or more neutral, their satisfaction
ratings. Researchers have analyzed responses by the date of
return and they have found that when less than 70% of the sample

respond, their scores are biased on the high side.

The following table provides guidelines for adjusting the
average scores for lower response rates. (See References:

Caniel, W.W., 1975.)

If the RESPONSE Recduce the
RATE is AVERAGE SCORE by
70% or more No Change
65 - 69% .10
60 - 64% .20
55 - 59% .20
50 - 54% .40
45 - 49% 50
4C - 44% .60

i, for example, the response rate is 50% and the average
score is 3.20 for a question, the score would probably have been
closer tc 2.80 if the response rate had been 70%. These adjust-
ments are based on Dakota's experience and they are supported by

the figures of other researchers.

The apprlication of the survey response rate factor is shown

i the RESPONSE ADJUSTMENT section of the Summary sheet.
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Response Adjustment

As we noted above, if less than 70% of the families
answer a question, the average score may represent only the
more satisfied parents. To identify the average scores which

need to be adjusted, we must calculate the response rate.

RSPNS 8 = _ Total Responses @ x 100
Expected Responses

— ]

1. On the Summary form, the data for the average score
(AVG SCOR) and total response (TTL RSPN) columns (3 & 4)
were entered earlier from the PARENT SURVEY RESULTS. The
Expected Responses number is at the bottom of the page.
(In the example, 27.)

2. The response percentage (RSPN %), column 5, is calculated
using the formula above.

Simplification note: Since we are only concerned with
those questions where the TTL RSPN provides a RSPN % which
is less than 70%, multiply the Expected Responses by 0.70
to find the breakpoint. In the example, the

Breakpoint = 27 x .70 = 18.9 ,

which means the Response Adjustment will only be applied
to those questions where the TTL RSPN is 18, or less.

SUMMARY
BASIC BEERQHSE_AQQ —_ AGENCY CRITERIA TEST
G _RESULTS C FINAL
0 H STRNG SD+D STRNG RATING
A AVG |TTL |RSPN{N ADJ PARNT > DISAG DISAG Cum AGREE
L QISCOR'RSPN! & G SCOR EXPCT.2 b % n % $ n % RATNG PS TT
3 4 S 6 7 8 9 10 11 12 13 14 15 16 _17 18 19

\'4

1! 3.4 | 22

21 2458\ 20

31 3/71 /2 44

41338 /6 59

512488 | /4 9

6l 206l /6 29

113.93| 2/

‘Expected Responses =_<£7 _ (Number of questionnaires sent out.)

e

Q
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3. The amount of the reduction in the average score is
l found in the response adjustment chart, page 27. It is
entered in the "Change"™ (CHNG) column 6.
' 4, Subtracting the amount of change from the average score
' provides the entry in the adjusted score (ADJ SCOR)
column 7.
' SUMMARY
BASIC | RESPONSE ADJ — AGENCY CRITERIA TEST
G RESULTS C FINAL
l 0 H STRNG SD+D STRNG RATING
A AVG |TTL | RSPN|{N |ADJ |PARNT > DISAG DISAG Cum AGREE
L OISCOR'RSPN| % G ISCORIEXPCT.2 n & n % % n % RATNG PS TT
' 3 4 5 6 7 g 910111213 14 15 16 17 18 19
v
11374 | 22
21 2651 20
l 3137 [ /2 144 |45 237
41338 r¢ | &9 130308
51288 16 | 59 130|258
' 6l3.0¢] /6 | 59 |3
1134312/
' Expected Responses =_<£27  (Number of questionnaires sent out.)

(Y )
\; N
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Criterias:s What Do the Scores Mean?

Once the average scores lfve been calculated, the question
is "what do they mear?". On our fou' point scale, a score of
3.2 is a positive result, but how ¢~ud is it? Deces a store of
2.8 mean that the majority of the parents are not satisfied?

Dakota has developed evaluation procedvses which provide

criteriaz for irterpreting survey results on two levels:

Jart A - The Parents' Expectations
- ideally, what do the parents value?

Part B - The Agency's Expectations
- to what degree do we expect the progrem to
te satisfactory to most of the families?

The following sections are devoted Lo a discussion of

these procedures.
PART A

The Parents' Expectation Criteria

A separate survey ic required to develop the Parents' Expec-
tatior Criteria. It uses the same guestionnaire format as the
general survey. Parents are asked to rate each question on the
basis of "How important is it?" Possible responses are:

"not important at all", "little importance", "it is important".

"very important". (See che example of this survey on page 35.)

In scoring, tne four-point scale is used, as berore, and the
same procedures described in the previous section are used to
calculate an average score for eacn question. These averages

are called the "Parents' Expectations",



Dakota has made the parents' expectation survey an extension
of the overall parents' satisfaction process each year., You have

the ogrtion to

- follow the instruct .ons, below, and do your owr parents'

expectation survey, Or ;

- use Dakota's parents'expectation survey results (Col.8 of

the Summary, p.45), which is a valid alternative., 4t will
save you at least a month and a lot of hard work. See

Appendix C on this subject,

When to Conduct the Survey (If you decide to do your own.)

Questionnaiics are sent out two months after the general

survey is sent out. While the expectaticn survey is in progress,
wcry oI tle general survey and the Agency Expectation Criteria
t =) can ke comp.etec, However, the principal reason for the
separation between surveys is to define them as two distinct
activities, which are conducted for different purposes.
Sarnpling

The Parents' Expectation data is developed from a random
sample of the total number of farilies. This sample needs to
be selected so that it is likely that it represents the views of

everyone., Two factors are involved: the number of families in

the sampie, and the selection of the families to be in the sample.

34
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IMPORTANCE RATING
Dakota, Inc.
Response Number
How IMPCRTANT is each item to you?
GOAL I - FROGRAM AND STAFF RESPONSIVENESS NOT IMPT LITTLE IT IS VERY

AT ALL IMPORTANCE IMPT IMPT

The staff listen and respond to ry concerns,
questions, and ideas.

NI LI I Vi
In my ineetings with staff (for assessments,
conferences, monthly updates, etc.), I feel
I am an active member of the team and not
just a listener.

NI LI I VI
Although one staff member mainly serves
my child, I feel that we receive the
expertise of other staff.

NI LI I Vi
staff give me information that is clear and
useful to me,

NI LI I vi
I feel the program for my child includes
what is important to me.

NI LI I VI
My child's program meets my child's needs.

NI LI I VI
The help my child is getting is based on
his/rer individual needs.

NI LI I VI
I am satisfied with my child's progress since
beginning this Frogram.

NI LI I Vi
The help I get fits into our family routines
and activities.

NI LI I Vi
The staff respect the limits my Family puts
on our time and energy for our child's progzam.

. NI LI I Vi

I am informed of a variety of choices for
how my child could be served by Dakota
(goals, strategies and services).

NI LI I Vi
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How many? The following chart shows the minimum sample size

you will need.

TOTAL % NUMBER OF
NUMBER OF YOU WILL RESPONDENTS
FAMILIES NEED YOU NEED

10 100% 10
20 68% 14
30 . 55% 17
40 47% 19
50 40% 20
60 34% 20
70 29% 20
80 25% 20
90 22% 20
100 20% 20

- If there are nore than 100 families, then the sample
hould be at least 20% of the total.

- Generally, you will have to send out 30 surveys to
get 20 back. Keep sending until you receive the number

yOu neea.

“ho's ir the sample? There is a table of random numbers

-

on tie following page which is used to facilitate the selection of
things "at random". For example, to select thirty families
(out cf one hundred) to receive the Parents' Expectation Survey:

a. take a list of the family names numbered consecutively
from 1 to 100;

b, starting at any point in the takle, move down the
coiumn reading thirty 2-digit numbers, as shown; then

c. match the numbers selected with the corresponding
names on the list,
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Random Numbers

LineN\ Col. 1) ) (3) (4) G ©® M @ O (10 (1) (2 (13 (14)
1 smezl-foliso  |16hb11 01630 02011 81047 Olod0 00170 14104 02600 30207 20000 00570 01201 00700
2 22808 [{ob73 256056 86103 30006  80IU8  2/082 53402 03006 34006 52000 10174 300156  ODGUS
3 2430 B0 22627 07206 70303 04800 16170 24830 40340 32081 30080 10065 03348 58020
A iodio7  lo3bo3 0243 61080 oO7BGG 10370 30440 53637 71341 57004 00840 74017 07768 10370
b | [F70>poprs  Bisd7 lo0co  0oizI 01782 (00408 BIOOS 4UOB4 Q0073 14110 00027 01203 BAOI3
0 7ib21 looho7 11008 42751 27760 63408 18002 70060  ©0OGG 16063 21016 81825 44304 42880
7 o0faz [r2P06 50420 ©0DD4 08872 81050 71104 18738 44013 48640 03213 21000 10034 12062 -
8 onbol  [01p77  OG403 07072 18070 20022 04605 50800  00UL4  QUUMG 18426  B4003 42608 32307
0 Q0570 |4z 03001 10281 17465 18103 G740 G478 26331 Jar00  6BOTE 44047 05685 50041

10 a7 lsoh6Y 53342 63088 53000 50633 38807 02300 08168 17083 10430 11458 18503 04052
11 28018 l0OK78 88231 33276 70007 70030 508G 05850 00S0C 31606 01547 86600 91010 78188
12 03653 |4opnt 48235 03427 40020 60445 18003 72006 52180 20847 12234 00611 33703 00322
13 00420 [03p00 52030 02737 88074 33488 30320 1v017 80015 08272 84116 27150 30013 74052
i4 10005 01§20 - 87520 BGOBD 48237 52207 07080 03304 O16511 20368 85104 20285 20075 80808
16- ofiio lo7h3s 71048 08178 77233 13016 47504 81060 07736 86077 20372 74401 28551 00707
10 sibst  l12yos 51821 651260 77452 10308 00760 92144 40442 53000 70000 03000 76001 40710
17 02408 [21p82 52404 0N208 80308 10886 66322 448190 01188 05260 04835 44010 06044 55157
18 o1p11  [p4hp2 33302 04004 31273 04140 18504 208562 71585 86030 51132 01016 02747 04061
10 52102 Is3p1e 40300 58580 23210 14613 83140 08730 23405 04350 04738 17762 36160 35749
20 o’hse  lo7h28 33787 00008 42008 00001 700858 13002 51861 40104 88010 10600 260256 658104
21 ashos  loik4s 85828 14340 00172 30108 00220 04734 50103 22178 30421 01006 00004 32812
22 sdllo4  |5BHO2 22421 74103 47070 26300 70408 20184 68IGL 00040 21524 15227 00000 44602
23 32030 32063 06507 24200 13303 38005 04342 28728 35800 006012 17012 04101 18200 22851
24 o134 [27p01 87037 87308 68731 00260 46334 15308 40667 41136 10307 07084 30188 18610
26 02488 [33)02 28834 073L. 10731 02420 060052 61280 60001 070568 32680 80070 50720 04053

roin
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The following page shows a cover letter which accompanied the

Parents' Expectation qguestionnaire on one of Dakota's surveys.

38
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April 20, 1987

Dear

The parent satisfaction survey that you filled out in May or
early June asked you to rate how satisfied you were with our
services. Thanks for doing that.

The questions on the survey came from pakota's agency goals. We
now need to learn how important each of these are to you. You
can give this information by filling out this form. It has the
same statements as the satisfaction survey. This time, we'd like
you to check how important each item is for you. This will help
us improve our services.

check one of the four choices for each question from "very
important® to "not important at all®. Send the form back to me
in the enclosed envelope by aApril 31, 1987, Feel free to make
comments or to add more goals.

Thank you for your time,
Sincerely,

DAKOTA, INC.

Jean Mendenhall
Director of Evaluation

JM:sf

Enc.



Part A Results: The Parents'! Expectation

As mentioned earlier, the results of the Parents' Expec-
tation survey are summarized in the same way as in the general
survey, using essentially the same form as that shown on page
23, and leading to the calculation of an average score for each

question., This average score becomes the "Parents' Expectation".

The scores calculated from the Satisfaction survey data are
now compared to these expectations and rated. Evaluators have
found that a difference of 0.2 is meaningful. (See References:
Tavie, L.N., 1974). A score of 3.1 on a guestion in the general
survey, for exarple, will not be rated satisfactory if the

Parents' Expectation level is 3.,5.

Parents' Expectation Comparison

1 Entries in the Parents Expectation {(PARNT EXPT) column
cf the Summary page (Col.8) are taken from the results
+»e Parents' Expectation Survey, as shown,

O
th

the average score, or the adjusted average score for a

40

L e 2
cuestior is 0.20 or more below the Parents' Expectation
score, put a check mark in the " >.2 " coclumn (Col.9).
SUMMARY
BASIC RESPONSE ADJ ] AGENCY CRITERIA TEST
G ;_RESULTS C | FINAL
0 H H | STRNG SD+D STRNG RATING
A A~ 'TTL RSPN N .ADJ |PAk:-'~ >|DISAG DISAG Cum AGREE
L Q SCOR RSPN % G | SCOR LXFC__zmn $ n % $ n % RATNG PS TT
3 . 4 5 6 , 7 g8 1910 11 12 13 14 15 16 17 18 19
v - | |
1 5 - 5 2.43 'V
2 oS .47 v
3 e N
4 S~ 1 30
5 5] 3.02 v
6 L Té B.7/2 v
7T 343 N
i
ERiC«Expected Responses = Number of questionnaires sent out.)

13
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PART B
Agency Expectation Criteria

The Parents' Expectation score is based on a comparison of
average values only. This exposes us to some hazard because an

important dimension is missing: ¢the distribution of the responses

- how many people checked each response?

Consider the following two distributions which have the same

average (mean) score.

NUMBER OF RESPONSES *
STRONG STRONG TOTAL TOTAL AVG.

DISAGREE DISAGREE AGREE AGREE RSPNS SCORE SCORE

(sD=1) (D=2) _(A=3) (SA=4) _ .
CASE & 1 g 91 o 100 290 2.90
CASE B 1 36 35 .8 100 290  2.90

*Since the Total Responses = 100, the individual response numbers
convert readily to the same rumber of percentage points.

If the Parents' Expectation is 2.90, then we are meeting this
stenGard in poth cases, However, in Case A, no parent expresses
hicgh satisfacticn; and in Case B, 37% of the parentcs are not
satisfied with the service they are receiving. The distribution
of responses is information which is critical if our goal is to
identify program areas needing improvement. This information
igs lost if only the mean is used in comparing outcomes.

The Agency Criteria test addresses this problem. It uses
compbinations of the aistributions of responses for Strongly
Cisagree (SD), Disagree (D), and Strongly Agree (S2) to provide a
performance rating for each guestion, as shown below in tabuler

and graphic form. Note: This test aoes not use the "Agree"

ratirg, which is regarded as neither strength nor weakness.

1.
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IEST CRITERIA TABLE __RATING
1 If SD+r = 10% or less, and SA = 50% or more Very Good
2 If SD+D = 10% or less, and SA = less than 50% Good
3 If SD+D = 11% to 25% and SA = 30% or more Marginal
4 If SD+D = 1ll% to 25% and SA = less than 30% Of Concern
5 If SD+D = 26% or more Of Concern

Using these criterja:
Case A (SD+D=9% & SA=0%) would be rated "Good" (test 2); and,-
Case B (SD+D=37%) would be rated "Qf Concern" (test 5).

CRITERIA GRAPH

This graph provides a quick reference to the Agency Criteria,
above, It shows that initiaily the "SD+D" 5core determines the rating
level as either a program strength or a weakness (shaded area); then,
the degree of strength or weakness is determined by the "SA" score.

100

\n
o

&

N
o

% STRONGLY DISAGREE 4 % DISAGREE (SD 4 D)
= (W)
(=} o

| e 1 1 3 (1 1 L

10 20 . 30 40 50 6C 70 80 90
% STHONGLY ACREE (SA)

The procedures for calculating the distribution percentages and

ERicapplying the Agency Criteria are described in the next section.

Aruitoxt provided by Eic:

100
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Agency Criteria Test
1. On the Summary page, the "n" values for the STRONG
DISAGREE, DISAGREE, and STRONG AGREE columns are taken
airectly from the PARENT SURVEY RESULTS page (you've
probably entered them in Col.10, 12, 15 already).
2. Each "n" value is divided by its corresponding total
response vealue (TOTAL RSPNS, Col.4) and then multiplied
by 100 to calculate the distribution percentage (%) for
each column (Col.1l1, 13, 16),
If there are entries in both Col.ll and 13, add them and
enter the "Cumulative %" in Col.l4,
(Goal I, Q1) STRONGLY AGREE = 18/23 x 100 = 78%
(Goal V, Q2)} °STRONGLY DISAGREE = 1/20 x 100 = 5%
LTSAGREE = 10/20 x 100 = 50%
SD+D = 55%
STRONGLY AGREE = 5/20 x 100 = 25%
3. Apply the agency criteria to determine the performance
rating.
RATING
(Goal I, Q1) SD+D = 0 and SA = 78% Very Gooda (VG)
(GoaXl V', 0Q2) SD+D = 55% and SA = 25% Of Concern (QC)
SUMMARY _ .
BASIC RESPONSE ADJ AGENCY CRITERIA TEST
G _RESULTS C FINAL
0 H STRNG SD+D STRNG RATING
A AVG TTL RSPN N ADJ PARNT > DISAG DISAG Cum AGREE
L Q SCOR RSPN % G SCOR EXPCT.,2 n |% n % $ n % RATNG] PS TT
3 4 5 6 7 8 9 10§11 12 13 14 15 16 17 18 19
v
1 Ko <« /8 7 32 M
2 > S /0 Do S35 S 25 oo
3 = ] L7 < 32 M
4 - < _/E & S M
5 & 38 £ 25 i
6 . S 19 5 25 Z¢
7 _ 9 43 _ G

Expectec Responses =

(Number of guestionnaires sent out,)

; v
i W



44

Final Rating

For eachk question, we now have on the Summary page (p. 45):
l. Col.3 - the Basic Average Score ;

2. Col.7 - the Adjusted Average Score, applicable when the
parents' response rate to the question fell below 70% ;

3. Col.8 - the Parents' Expectation average score ;

4., Col.9 - a check mark, showing when the Basic Average
Score, or the Adjusted Average Score, is less than
the Parents' Expectation average score by at least .20 ;

5. Col.l7 - the Agency Criteria rating, which is based on the
number of "strong disagree", "disagree", and "strong
agree"
responses.

The Agency Criteria rating is the final rating, except for

those questions which did not meet the Parents' Expectation
test (check mark). Lower the rating on these questions by one
¢race, For example, in Goal I, guestion 6, change the Agency
Criteria ratirg of "Good" to a firal rating of "Marginal",

1. Fnter all Very Good (VG) and Good (G) ratings in Col.1l8,
to identify them as Program Strengths (PS).

2 Enter &ll Marginal (M) and Of Concern (OC) ratings in
Col.19, to identify them as Trairing Targets (TT).

This completes the calculations and ratings
(Ccngratulations!).

liow you are ready to attach meanings to the scores and look for
patterns., In the next section we'll examine how the Program

Strengths and Training Targets are usea to aevelop a comprehensive

evaiuvation of your program.

1 s
4+
£
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UMMARY
! BASIC |RESPONSE ADJ AGENCY CRITERIA TEST
' G| [_RESULTS o FINAL
0 B STRNG ISD+D | STRNG RATING
Al lave |{TTL |RSPN|{N |ADJ |PARNT| > IDISAGIDISAG Cum|AGREE
' LIOISCOR|/RSPN]| % G__iSCOR |EXPCT n n $ In TNG| PS | TT
3 4 5 [ 1 _8 9 1101131 13/ 14 1151161 17 181 19
I
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l 21374 23 .3.57 12\ 2| ve | va
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PHASE IV

INTERPRETATION
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Interpretation

It is easiest to see the big picture by transferring the
final ratings from the Summary page to the Program Evaluation

Report, which was designed for this purpose (see pp.ll, 12).

The interpretation of the ratings for the questions within

each goal are discussed below.

GOAL I PROGRANM. AND STAFF RESPONSIVENESS

1 Staff listen and respond to my concerns 'VG!
z I am an active team member, not just a listener VG
2 we receive the expertise of other staff VG
& Staff give clear, useful information VG
5 My chilé's program includes what is important to me VG
7 The progran is based on individual needs VG
9 The programming fits our family routine ' VG
10 The staff respect our family limits of energy and time, VG
11 I've been given choices of service options VG
6 My child's prograr meets my child's needs M
€ T ar satisfied with my chila's progress M

Tr.ie prograr is doing an extremely thorough job in collaborating
with parents and in being .esponsive to child and family needs and
priorities. The two Questions receiving Marginali ratings were
identified by Parents' Expectations, and they are critical "outcome
questions". It is important that we understand why program
performance is not meeting the parents' expectations. Looking

closely at clusters cf guestions and responses can provide clues.



GOAL Il GROWTH IN KNOWLEDGE AND SKILLS FOR HELPING THE CHILD

2 I've learned about helping my child lyvg!t
3 I enjoy my child more VG

5 I see how ordinary activities are part of development VG

6 I feel more confident about helping my child G

° My chila's strengths and needs are discussed VG

1 I am able to see what my child is learning ' M|
4 I know what my child needs to learn LM
7 I am aware of how to help my child's development T M
8 I have a clearer picture of my child's special needs M
10 I know more about how to set goals for my child : M

These are "process questions" and on half of them the staff
is doing very well, The "Marginal" ratings continue a pattern

startec in Goal I: parents think their collaboxation with staff

is not_fully rreparing them to know and work v .th their chilg.

GOAL III GROWTH IN UNDERSTANDING NORMAL DEVELOPMENT & BEHAVIOR

1 I value my child's time with normal children = 1 oCl
2 I am aware of how my child is like norm&al children M
3 I've learned ways to get my child to cooperate ocC
4 I've gotten help handling my child's behavior M,

Each of these questions identifies aspects of processes which
should be happening - but aren't. They probably answer the "why"
of the Marginal ratings of the first two Goals. The programming
may well be focusing so much on the children's special needs - as
found on developmental check lists - that parents do n.c raise
guestions on the functicnal elements of home life; eating,
bedtime, shopping trips. These are all el=zments which every
parert must deal with, but the parents of special children, often
lacking contact with normally developing chiidren, may not

recognize typical behavior.

49
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aoal IV UTILIZATION OF COMMUNITY RESOURCES
1 I know about other community r=sources for my childs/familv___G
4 catistactorv communication between statff & other services__ Vi
= statrf heips me when I need to kKnow about other resources. M
Z I have greater contact with coinmunity services/programs NI
5 i am abie to get information important to mv child/tamily M

Communication is the strong positive in this set of guestions.
with a "good’ rating for knowing about community resources. But.
the parents are also saying that they want to be more in toi:zh

with communitv resources. In other words. thev want the benefits

.1 interuagerncy collaboration. 1t is likelv that the thrust of the

(21

bt 3

oo ostai! direct service to children. which does rnot

1
T
e
)
v
o

Lroeiae 2=uilticient emphasis on community and weer contact.
goAL L B"L ING A SUPPORT .SYSTEM s
v stafi wili help when familv./friends have concerns_____ ‘G
; Mv partner,ramily are more invoived with mv child.___ .. 0C
tiore veuple are helping me with mv child_ . _ — _ ..uc
“taft nelved peoprle 1 know to be more understandine ___.__ OO
Jreti neiped me get to know other caring peorple S M
: s oporten surtort from other parents o
i#~]1 ies< alone as parent ot mv child____ . _____ . _.0C

it is only recently that research has recognized the importance
ot @ strong family support system in programming for children with
special needs. These ratings again support the need for collabora-
ting with agencies and people which can add this dimension to the
progcram. Realigning staff priorities to include a focus on family
support may aisc be indicated. For example. the staftf can work
vith parentes to identify those activitieg for their child which can
ve carried cut by siblings. grandparents. friends. and children in

the ne.ghbcrhooa.

Nowr




AND IN CONCLUSION ====-===-= ,




The actions which comprise the Dakota Parent Satiofaction
Survey (PSS) are now complete, In this booklet we have explained

- How to conduct your cwn Parent Satisfaction Survey,
including a sample qQuestionnaire:

- How to calculate results:
- How to establish and apply evaluative criteria to identify

program strengths and weaknesses (training targets); and

- How to develop a broad interpretation of the training
targets into overall goals for achievement,

The Project Dakota Parent Satisfaction Surxvey has been
enormously valuable at Dakota, Inc. for portraying program
competence and guicding program improvement, We hope that your
experience will be as rewarding. Should you have guestions or
comments about this tool and/or this manual please feel free
to calil or write:

Project Dakota Outreach
Dakota, Inc,

680 O'Neill Drive
Eagan, MN 55121

(612)-455-2335
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Samples of Using Goal Averages for

Parent and Board Reports
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Aruitoxt provided by Eic:

IC

PSS Strenmgths and Veakmesass
in the Past Three Years

1985

17.17%

6.08X 12.00%

-
R

13.13% 8.98%

o o

O anT

SRR,
o

Thie data combines results from seuen
ditterent programs administered b
Dakota, Inc., Theee programs have the
same goals and administration,

[ Yery Good
2 sood

E targinal
# 02 concern

In 1985 final ratings from the Farent
Satistaction Survey (P33) identified

30% of the items as training targets,

In 128& and 12957 +1ral ratr

[T &)
ut

identi+ied 1% %, and 21 of the PSS
items as training targets., This
impressive change occured despite
frequent staff turnover experienced

during this time,

1

-,
'
‘e
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chart compares yearlv Parent Satisraction Survev (P85S scores

—
T
[L]]

$ram &) feven pregrams tor all questicone with each vear ¢ Farent

v .en Croterya v ldesle), Farent Expectation score: were collecteq

= .exr FrG Ehow 3'ight changesi cee Appendix E.

Parents’' Ideals and
Levels of Satisfaction

& Parents' Ideal
0 Level of Satisfaction

et eeimtpoze omate o on 3RIE et far o gzzumed o prov. 3
2ot oow TosisloEImp & 1322 &nc 1587 data, Ogspite mucnh hrgher
reipcnze retes 08,8, S:.2%r, gemonztrate the agency s frrw comm tment

ec:¥.C goa.z ancg the implementation of a targeted an. . .uctured

rooo<

inze~w.Ze training program.,

£-cerpt from tne 1985 report to the Board of Directors:

"The composite averages show that agency programs came close to

meeting parente e.pectations but ratings ¢rom strong programs mask the

rratiems that e-18t in weaker ones,

ERIC

Aruitoxt provided by Eic:
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B+ compar ing this chart with the previoue one 1t can be seen how
e cssenp-progzram ditferances are masked b & composite score., The

e Topen-program ocvferences on this goal were statistically saignidicant

-
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Goal IXII
Understanding Normel Dehavior amd Problems

B Program Average Scores
4 Parent's Expeotation Level

E B 4 R | H 8
Progrem $ites - 1985

Lo ferpt o dren the (35 repert to the Board ot Director::

- T s

- !

szt 111 Normal Behsvior and Problems.,

"There 1t over half a scale point ditterence between the composite
agenc. ~ating navg. 2.3 from 128 replies) and the parents importance
ratinge ‘avg, 3,4 with regard teo learning about normal behavior,
~ze 2. programe are NOT meeting parents’ expectations with regard to the
“normei " aspectz of their child and hissher behavior, Agency statf may
be toc forcused on the 'special” to the detriment of "normal",

43¢ not previcusly thought thet parente of handicapped children

-
p

[l

flecen high value on thiz knowledge, 1t 1z apparent that ... 1t

Pzt relusc b parente,”

t )
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GOAL !
PROGRAM AND STAFF
RESPONSIYENESS

%

&
%°

X
o ¥

0/
(2

[

IDEAL 1985 1986 1987
AYERAGE IDEAL BY PROGRAM YEAR

GOAL 11
PARENTS' GROWTH IN KNOWLEDGE
AND SKILL TO HELP THEIR CHILD

3.51

2.5 4

7

1.5 4
14
05 |

%

IDEAL 1985 1986 1987
AYERAGE IDEAL BY PROGRAM YEAR

Thece charte use cnly cne set of criteria for comparison standards.
The- compare each vear's composite agency performance (the average of
aii zewen programe) with the pocled Parent Expectations {average of all
three vearc), The latter are labeled IDEsL. Data i1s presented for each
a0&l to highlight reculte of targeted training areas, Targete during
19%& were Gosle 111 and IV i1n particular. OGoal U was targeted in 1987.
Zervice Jdata from other cources validates these outcomec.

Somewhat icwer sgency scorec gre noted during 1987: During 198¢ and
1937 legrelation tranzferred porticons of children cerved by thecse
crograms to the public schoole resulting in high staff turnover. For
erample, from Jarn. 198¢ to Jan 1967 there waz a 4&% turncover in ctaff,
Urder theze circumstances it 15 commendable that guersl) performance
remainead hign., Uther tactore impacting sloree are cample ci12e and

responze rate.,
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3.5

2.5 1

1.5 1

134
0.5 4

“

IDEAL

IDEAL

GOAL il

PARENTS' UNDERSTANDING OF
NORMAL DEYELOPMENT AND
BEHAYIOR
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1985

1986

AVERAGE IDEAL BY PROGRAM YEAR

- GOAL v
USE OF COMMUNITY RESOURCES

FOR

FROGRAMMING

1987

1985

1986

AVERAGE IDEAL BY PROGRAM YEAR

GOAL ¥

EXTENSION OF THE FAMILY
SUPPORT SYSTEM

NOT
MEASURED

260

25

S

1985

19686

AYERAGE IDEAL BY PROGRAM YEAR

no

1987
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Sample Report to Parents

G

65



Assisting the community
and peopie chailenged by disabilities 67
10 Irve anrt work together Volume B. Issue 2

AugustSeptember 1987

DAROTA CHALLENGE

Oaxola Inc is & prvaia non-prohil agency

How Are We Doing?

“Qur teacher doesn't try to get us to
do things with our son that wouldn' fit
into our way of life; she includes our
other children so beautifully” wrote a
parent in our recent Parent Satisfaction
Survey.

Dakota's early intarvention services
are "tailor made" to match each family’s
needs and prioriies for their child. To
measure the success of our services. we
annually ask parents how we're doing
through the survey ltis a structured, vai-
i0ated too! allowing us to learn about dif-
ferences between teams and how we
change from year to year.

This year. 150 parents, or 82% of fami-
ies served by Dakota. answered our
questions. The level of parent satsfac-
tion remains high for 1987:

Are we responding to the famiy's
needs and concerns?

Parents said “yes"! More than
half of the parents who responged
STRONGLY AGPREED with the
statements. "The staft listen angd
respond 0 my concerns, Ques:
tions and 1deas”, and. "ln my
meetings with stafl | feel | am an
active member of the team and
not just a histener”

“I really appreciate that staff
always asks how I'm doing
with all of our problems.”

Are we helping parents increase their
own skills in working with the chid’'s
strengths?

Half of the parents STRONGLY
AGREED that "1 am aware of how
orcdinary activities are part of my
childs learning and deveiop:
ment” More than 25% of parents
DISAGREED with the statement.

"I know how to set goals and strat-

egies for my child”

Parents gave mixed responses to
qQuestions about how Dakota staft help
parents build support for ‘hemselves
and therr family:

More pzrents DISAGREED
THAN AGREED with the state-
ment, “I have more friends or
other chiidren helping me help my
child" Yet there was considerable
AGREEMENT with the statement,
"Staff are willing and able 10 help
my family and fnends when we
have concerns or questions about
my chig”

We are grateful to the famiies who
took the time to respond to this year's
survey This review from the perspective
of our consumers is one way that we can
siep back and see where more tailoring
1S necessary and where the stal-parent

“| don't feel like my husband
and | are in this alone any
more.”

pannership is workini best. We do read
each response carefully. And. we work
to ensure that the insights we gain lead
directly to improved services for famiies

“The program gave us confi:

dence that what we were do-
ing was on target and they
gave us many suggestions and
ideas of what to do to help.”

Daxota offers consultation ang tra:n-
ing o other earty intervention programs
interestea i using the Parent Satstac-
ton Survey Contac! Linda Kjeriand.
Dakota. inc.. 680 O'Nel Drive. Eagan.
MN 55121 Faone 455-2335
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&
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Appendix C

Three Years of Dakota Parent Expectations
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Thie booklet hae described how toc go about validating parents’
evpectations for use in evaluating the outcome of your survev of parent
sxtiztaction, It muet be emphacized that through the examination ct the

arent:’ Enpectation values and the written commente on the survers. the

TS

qens . stafd more fullv understoco what parents wanted from their Eard.

e

ir-ervention Program, uhile thie 1s a time consuming effort it giues »ou
x ¢+ - magiz +4%0 unoerztending whiat the parents ~ou serve value, mELendt-
T o-sont:.o3 osome gemographic data descraicing Dakota = parernts and

cat.gst.on anfarmation.,

we include here three vears of Dakota’s Parente’ Expectations .rou
.11 f-'ng them i1dentified as IDEALS on some of tne chartsd, By following
the chart wou w11l see how questione were added or deleted cver the three
vearzi during the second vrar we added a new goal; and 1t s questions
uR3ereent cubstantive wording changes the third vear, Overall there wac
s 3t.ugl, Yittie cnange 1n Parente’ Expectations. OSome of the changes

ini . mglaved to cne agortions deletion Of reworaing of questidhn:.

S .gaze remember that Farente Erxpectationz are onl. one 0t twe set

)
[T

=+ sriterva to pe used in combihation for examining survey results. lve
founc trat the distribution of responses (Agency Criteria) vields far more
reicn art intormation than use of the cstandard deviation from the

Eorectstione, i* ¢ $0r that resson we have lizted the average standard

¢ @t onnoeIrogoei:io- oyt onot tor guesticng.
FaFENT £ FECTRT IO ~ 'EFCED B Gime
1 ¥32E 198 iTIo Foloe.
n=20 =50 n=z% N=jis
MEAM _S.D., MEAN S.0. MEAN S5.0. iDEmiS S,0.
FROGF Y D STAFF RESPONSIVENESS
GOAL 1 3.63 A6 3445 30 5.4l S0 2,63 A
11 SFOCTH 1M KNOWLEDGE AND SKILL TO HELP THEIR CHILD
GoaL 11 3.32 47 3.57 22 364 YRC I ol
“1: GROWTH I UNDERSTANDING OF NORMAL BEHAVIOR AND PROBLEMS
GCal 111 3. 38 63 3,27 . 80 .41 Y 3,30 v
IOUTILIIATION QF COMMUNITY RESOURCES:
GORL 1Y z.0% WO 5.28 W78 3,48 S S 26 L
EUILDDiD ~ SUFPOPT S(STEM
RIS TR - SECINCIC E ST RIS 7%

b,



BEST COPY AVAILABLE

THREE_YEARS PARENT EXPECTATIONS (1DEALS)
1985 1986 1987 POOLED

72

n=30 n=50 n=s2s H=i1¢
ME&TH MEALH ME N 10En.Z
GOAL 1 FROGRAM AND STAFF RESPONSIUENESS
6oL 1 2,62 3.45 3.é1 3.63
HEGR 12ter :h@ Fespond 3.z¢ 3.,E¢ .50 I
Y emoan oaZtine team memt 3,58 .72 3,57 LA
rele e e.nertize ot - = " -
CrThe" Etuse - A R e Liode
-, Eties Crvue Zhesr,yusetul - - - -
ST o TRy - 3.&5 CIR L
T, othohg oz oprogram oangludes - - - -
“REt e Important to me 2.50 2,50 3.47 G
s.orrogtam mest: childs neec 3.0l 3.81 S 87 3.7e
T, onelp 1z beeed on indivig, - - - -
rle‘.‘:E 3054 3.;IO 3|83 3|’7\f'
. txtisfiec with progress - 3.7¢ 3,043 371
S,o4ite tami routlnes - 3.39 3.43 3.41
U.rezpecte famile Vimits - 3.40 2,580 3.45
fi.grven choices ot service - 3.52 3.40 3.4¢
11 GROWTH IN KNOWLEDGE AND SKILL TO HELP THEIR CH'LD
GOAL 11 3.32 3.97 3.64 3.51
i. abie to zee what chi1d - - - -
. vE LEATTONG 3.4T J.60 3.é3 Seod
: z:rned abodt helping .50 3.73 Sevs St
rr.ogcheld mnre - - S.al a0
1] ST Tent P 1 - Q'ng ol - - - -
WIS Y :h:fd KI 3,600 - -
PP nmat T Tt oneed: to - - - -
"“I".' E‘OE‘:'. :0:‘3 :4_.\:'." 070
:":-h—"- 2Tt itias patt - - - -
+ l.)"'"‘l.“.'”":‘“t 3040 :J'lé‘o 30‘:‘3 2215‘4
s, zor+igent 4Dubt helping 3.48 3,51 3.43 2.54
T, aware how ic help develiop 3.94 3,01 .70 J.é2
2. p-tiure cof epecial reeds 3.78 3,48 3067 3,64
*, oo-alg strenaths discussed - 3.49 2060 3.94
"TLhnCe more 10 sét goals 3064 3.50 3.47 .53
+ cezz o to ohmelp famii v w,chilg (3,380 - - -
10 GROWUTH I UNDERSTANUING OF NORMAL BEHAVICOR AND PROBLEMS
GOaL 111 3.38 3.27 3.41 3.39
wE LT T otame ey th - - - -
A - 1,35 i PSS BY
2D tire oYhers L,ns RO LET T,
DogE v gonpere - - Dasz RS
+ . a.3 o Minzie mehEvICr TR A -
- reip "-ah:":l'u_.; wehav1ar Tl .55 EDE

o |

IV UTILIZATION OF COMMUNITY RESQURCE
GoaL 1V 2.0

w
[ro
O~
w |w
H
w
o jw
N
o~

i. Know more cov nyty prog 2,93 3.21 .40 19

=, help when 1 need to know - - - -

about other programs 2.25 3.2° 3.953 3.3&

. areater contact with comm - - - -

unttv programssservices - 3.21 3.43 3432

G, b communication with - - - -

zta++ and commun:t - 2,29 3.33 3.3

. zzie to get information - .30 3.4é 3.3
V BUILDING A SUPPORT SYSTEM

ooaL WV - - 3.33 3.17 3.25

¢+ +r:e mMore Cal g People = TS, 410 = -

+ mcore fam:le 4riende help - L3200 - -

i fame . omare invslved - 3.20 %043 3,40

Z, more p-\g & heiping - - K 2T

:. z1e+t helped peopie to be - - - =

Mmore 0 i¢ xr b Urlr"\rlQ - - E'IZIU 2057

G, zta¢f neiped me g6t 1o - - - -

knCis caring pecple - - .10 .10

<, :ux$or* trom othr perents - - .03 205

. vexl lesg slone - I R CI i .l

T.oeretd he]p “when fams4rnas - - {‘ - -

have concerns re: child - 3.52 i ol LTS

indicates a question which wae significantly reworded or deleted,
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Changes in Parent Ideals
for Each Goal Area
During Three Year Period
Goal 1 Goal 2 Goal 3 Goal 4 Goal 5
4

8 1985
O 1985
B 1987

Program 7
and staff knowledge normal behavior community
responsiveness  and skills and problems resources




Team and/or
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Coding curve» responses by program site, team, and facilitator
Cproamary fontact perzon or case manager) allows analwsie of recults +or
r-deith team ang i1ngividual performance evaluation, Thue, ctatt

-r

xoming txnobe andireidualized.,

~i1 the :.ampies on tne tollowing pages are trom the 19&e¢ Farent

it oiezoitoon ayrves YFS3), There was overall improwvement in all goal
xrea: compared to tne 1988 curvey, but there remained signiticant

S.4+erences between programe, teams, and statf.

The +1ret example shows between-program ditferences,

Strong Strong  Program Pocled
Dicagree Dicagree AQree Agree AYG, ldeals

Beagranm H £ 33 S a 2.9 I
S 1 Pit 1ol 74, 0 K R
<Cr.o ioqueetion 1 .. .Know community Brograms,.,

R RN G 27% a0, 13%, R .t
Broogram : a 0 gk 15% 3.2 ER
» myuerage of ‘85 & ‘86 Parent ldeals
Tne data can xlzo i1dentify difterences between teams as well acs

PT oo aTnE ftate Si+terences within a team,
ooe’ i1 Question 9
Lt ebet-on o Fzrert: Feeponsesz tc
coaeErnes to hancie ., behaveor”
Strong Strong  Team Pocled
Disagree Diczgree AqQree  Rgree pverage  Jdeal®
Frogram 1o - Team | 2.8 2.3
Teziher 0 20.,0% 80.0% 0
0.7, o 7o 62.,9% a
oL oLang. o G 100,0% a
Frogram F = Team | .1 3.3
Teacher O ( ed, 7 22.3%
LT ( 3.3 33.3% 33.3%
ET PR S A i C 5.7 14,35
+ mceracge o+ TR o5 e Facent [deais
ey
(!
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tent:  PFerformance Reporte

“hniidren e JEPe were the cource of the following datx, Community

settinQs are tnoase outsige the famil. where the child 15 with normea:i.

Jeveiaping peer: ac & part of an IEP, Thie data 1z girectly relevant tc

oee

mirerr responses on Hozl IV Community Recsources and indirectls to Loz

poersiinging Hormel Benavior anc Problems. Examples on the

0. g pages will show the relatedness of these and cther 1ssues,

Gsoeratl sgency dxta ie given firet, then the average of the three

teams st that program site, each team, and each individual on each team,

This example once again uses Program 1, Teams 1 & 2. Ncotice that
wntie tne teachere on Team | and Team 2 have children similar in age,
thnetr gee of coammunity program time 1s very different, A cUpervigor
it ensn o Timgader staft experience and children & severity levels

jgggmerts from thie data,

Mean Hai+-Daye Wk Children Spend in
Community Settings for Programming
Children’s
HUG, AQE in
=ug. 172 dave ‘wk N= Monthe
wTenI. 22 o2 while 1,34 318 3¢, 0
T I e S
Texm ) Lo 21
Teacher 1.00 & 43.7
. T, .00 ? 22.8
Sp. Lang 25 8 36.7
Team 2 .70 21
Teacher 6,89 8 44,6
o, T, 3.00 € 36.0
S50, Lang .50 i) 34.4
Tzam : a7 =2
Teacher 20 S 17.€
oLT L 20 10 25.0
Sp. Lang 2.85 1z 4z.¢
-
“\




cont: Performance Reporte

tihen ¢hilgren participate in community-based programs as well &as
irez1a) wducstion programs parents experience support from more peopie

#z n helping their child, Thue uvse of Goal 1Y deing Commurn:*

nezooroez 1z ostrongly related to Sosl v Builaing g Support System,

Troo: gzta 1 from the came program tProgram 1) znhown an the
previous ecampies. Notice here how the teacher on Team | =~ whose cases
avelraged 3 halt dav per week programming in communit, settings -
rezer w3 muih lower PSS ratings than did the teacher oﬁ Team 2 - whose

zame-age cases averaged nearly 7 halt dars per week in communi .y

Goal M - Queetion 2

tiezr o4 Farent:s’ Fespongcec tg Having "Mare

o Help With Chilg ¢ FProgram”

AuG. N=
~Enge a3 s vnzle G 228 g.%, did not reply to
this question
Croooramy 2.6 28
Tl - C LS, 333 ot ore; s
woothas queszticor
Teainer = 4
o T Z.5 g
SR, Lang 2.5 &
Tean & c.4 17 100% response
tc thie question
Teacher 3.7 é
o, T, K &
Sp.oLang Sed =

€
T1
T
4
121)
L
o
"

w

oSl
O

Aruitoxt provided by Eic:
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-+

Oaroté, nmC. 1€ & private nonprotrt oagenc. In Dakcota Count.,

iccated Juszt couth of the Twin Cities metropc):tan

-
—
R
113

arg inclucs: uroen, zuourban, and rural areas, The earl:

2, Inc cerve between 00 and wli

lad

fogetine nroofams operates L. Lerd

5o gz or: oty oJeeicpmertxily ovzabled Thrigren,

Famil. .ncome irtormzsion 1€ not available to the agenc. out 1z
cmear 4o cguer 3w, de €CONOMIC range., The model program which
- grmxtel thiz evzluzt.on instrument served familes on public
cz.:tance to those earning up to $45,000 per wear, 0f the two-parent
am.)iez at.1% had incomes under #15,000; of the single parents 53.9%
are mp public azsistance and 30,8, had incomes up to #15,000, The
semere qr o zingle parente served bv the interven:ion program HAr ez

Tt

r

)

Ciie o +s .sx- o and hetweer programii t0r SOmE progheme Pt owas oz ho

.- L A ]
waro _trere oz lowee 6 ZUN,

i

" e s . - . - PR
- S

Tre foidomang table provigdes information eccential to the

.\ .dation of the Parent Expectations and their use as standarg:z for

omoar oson ot enzluyation results, For each vear & minimum of 201 ot the

<

R
RIS

- =apr: provided the expecta*ions data, additional information on

SRR 2 SR T ah o owmpoEngl o Lo

SLFELT E FEIT-TION
L= i =0 8
DUERALL MEAL 5.36 3,41 3,45
RANGE OF MEmNE $.6-3,9  2,2-3.% 3.0-3.9
MODE 3.6 3.¢ 3.e
AVERAGE £.C. LS .67 .65
RANGE OF 3.D. .16-.86 .31-.52 ,31-.93
re4
( .



Zyrve. Dutcome Detd

The fcllawing table trieflv summarizes some of the voluminous data
qer e 4rom three .exre of PSS surweyz. The emphasis of thic etfart
: -- 2'aC'. ,gertif. individual targets for program improvement:

~izeavi™ per € LI & IECORCAr. goii, Howeuver, statisticall.

TAgr CLIELY Do erETENIED WETE TOUND DelwEen program: in 1985 and 19:2s
na s:ting that *he instrument was sensttive to between—program

~.+serencec., Thie i1e an important aspect of the validation process
te-zuze &l) seven programs shared the same goals and administration.

Factar analveie on each vear s results confirmed the assignment of

questicne to goals.

SGENCY PSS RESULTS

19g% 1986 1987
i 128 z48 jas
REIFOMGE ReTE eZ.en TELEL 2.
FESPOMSE RANGE FROM SEVEN PROGR-MS

47% 27  64¥-8%u  T1U-9&
HGENCY -W1DE MEAN SCORE
.03 3.28 .45

FelIGE OF €.0, 1N SEVEN PROGRAMS

-‘.'.'1'--8"' 0;‘-“‘10‘\’.‘.‘: c;-]"t’IU
TUERFEITE LT eiFre s JHTERRL RELIREICIT

[
-
.

a4
[

Pud)
-

N

>

-,
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Rating. Key: Program Strength (PS)

Team

GOAL. .
1

<

Y

PROGRAM_EVALUATION .REPORT

= Very Good (VG). Good (4)
Training Target (TT) = Marginal (M). Of Concern (uC)

e Rating
s TT

1. PROGRAM AND_STAFE RESPONSIVENERSS

Staff listen and respond to my concerns

1 am an active team member. not just a listener - R

We receive the expertise of other statf . _ -

Staff give clear. useful information —

My child‘s program includes what is important to me _

My child’s program meets my child’s needs___________ _

The program is based on individual needs B

1 am satisfied with my child’s progress . .

The programming fits our family routine __ —

Staff respect our family limits of eneray and time__ ____

I've been given choices of service options.

II _GROWTH_IN KNOWLEDGE. AND _SKILLS.FOR.HELPING THE CHILD.

vttt o 4 @ a——— @3 Y—

I am able to 3ee what my child is learning

I°ve learned about helping my child ) S,

I enjoy mv child more. - e e = -

1 know what my child needs to learn__ _ e e

see now ordinary activities ar2 part of development __ . . ___ __

—

I feel more confident about helping my child__ . e

I am aware of how to help my child’s development_ _ _

1 have a clearer picture of myv child's special needs____ _ _

My child s strengths and needs are discussed

I know more akout how to set goals for my child —

7.



GOAL III GROWTH IN UNDERSTANDING NORMAL DEVELOPMENT & BEHAVIOR

W N

I value my child’s time with other children

PS

I am aware of how my child is like other children

I°ve learned ways to get my child to cooperate

I°ve gotten help handling my child’s behavior

GOAL IV UTILIZATION OF COMMUNITY RESQURCES

B W N

(@)

I know about other community resources for my child/family

Staff helps me when I need to know about other resources

I have greater contact with community services/programs

Sat.: " .ctory communication between ataff & other services

-+

T am able to get information important to my child/family

GOAL V RBUILDING A SUPPORT SYSTEM

2
3
4
8
6
7

My partner/family is more involved with my child

More pecople are helping me with my child

Staff helped people I know to be more understanding

Staff helped me get to know other caring people

I°ve gotten support from other parents

I feel less alone as parent of my child

Staff will help when family/friends have concerns

I

e wm o e o e e e e e e e e - e e e e o em e = = =



DAIKOTA

Agsishing Lhe commumily
anet groule challengen by disaotities
ce u.e nad work together

voara o' Saeclors

T DR ST P W

Gt - Se CTa

wee, AL,y TeCred, easurer

AT Dear Parents:

ﬁ;ﬂ@ﬁ, We wish to know how satisfied you are with the services of

v en Sty pakota, Inc. Your responses to the attacned survey will help us
. to evaluate our services to you and your child. Please complete

e the guestionnaire and return it to the main office by Friday,
e March 6th. An envelope is provided for you.

Zommynity Resource Commatige

The survey is coded for use by the Director of Evaluation so that

Ch.ane nanes

| e e sen your responses can be matched with the kinds of service you are
e ee receiving (eg. home visit, in-center, community based etc.).
P This will give us the best understanding of how satisfied
e e families are with the different services we provide. YOu may

-;;*f~“i choose whether you wish to sign your name but it is important to

. know that your responses will not be shared individually with
e anyone. Your responses Will be combined with responses from

other parents; teams will receive a summary of the feedback
provided by a group of parents.

Executive Dirgctor

levrgy = MOLIe NS A M

N The Parent Satisfaction Survey is intended to be an easy and

e effective means of getting your input in evaluating services and
gquiding future decisions. Results will be shared in the Dakota
Challenge - watch for them or contact me if you're interested in

more information.

your comments are invited. vYour time and willingness to complete
the survey are very much appreciated. Thank you'

Sincerely,

DAKOTA, INC.

Jean Mendenhall
pirector of Training and Evaluation

PS: Your response counts'. We need 100 percent of surveys
completed for results to be most valid.

JM:al
Q177J

o 5
-

L

RIC




. pAKoTA

|
1
|
| sssist.ng (he community
|
|
i

a0 panpie chailenged by disabiiies
'0 ave and wnrk together

P.S. Surveys that are not returned and items that are left blank
both have a negative effect on survey scores, However, iy you
choose not to complete the survey, please return the blank form
suo we will be aware of your decision.

I

i

| 804810 o' D recions
[SRERY LA SRR J 2% K

: ey Luedny e aare:

' TYU 2 e wtt "

‘ I BRI UL 2

| Py g

| T Dear

| T

i .. Iar" O wate 4 . :

i Swcna - Aggnes At the risk of being pesky I am seading you another copy of the

: R Parent Satisfaction Survey with my sincere request that you take

i Mo a few minutes to complete it, Our goal is to hear from all

: . families served by Dakota's Early Intervention staff. Your

| e anry Resoucs Commtes response is important: if a family does not respond to the

: e survey, the team's overall score is lowered. You can help

| SN LW provide us with valuable guidance in plannirg services for the

l o om future. Your responses will remain confidential.

| N tewiwig

I aaer Yae

' Purm Pererson Please take the time to complete the survey TODAY and return it
Y R W RTL Y .

: 12 an Roewe WO to me in the enclosed envelope. Thank you'

I x":v'.\ l.‘:e::l.’

: e sincerely,

[}

: Ereculve Dirpcior DAKOTA , I NC.

i SEONLE A Aoty MS W MA

I

| o A Y d . die

1 [P B

i

i

I Jean Mendenhall

: pirector of Training and Evaluation

I

: JM: sf

i

: Enc .

[}

|

|

f

|

-— - = —
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PARENT SATISFA’ TICN SURVEY™®

Response Nurnber

Please indicate how satisfied you are with sexvices you receive frcm your child's program.
For each item put a check to show how strongly you agree or disagree with that statement.
Your response to each statement is important - any unanswered items have a negative effect on
the final score. :

GOAL I - PROGRAM AND STAFF RESPCNSIVENESS STRONGLY DISAGREE AGREE STRONGLY
DISAGREE AGREE

The staff listen and respond to my cohcexns,
questions, and ideas.

~ D D A SA
In my meetings with staff (for assessments,
conferences, monthly updates, etc.), I feel
I am an active member of the team and not
just a listener.

g
>
B

Although one staff member mainly sexves
my child, I feel that we receive the
expertise of other staff.

staff give me informaticn that is clear and
useful to me.

|

SD D A SA

I feel the program for my child inclules
what is important to me.

My child's program meets my child's needs.

The help my child is getting is-based on
his/her individual needs.

T8
SD
SD
SD
I am satisfied with my child's progress since
beginning this program.
SD D A SA
SD
SD
SN

The help I get fits into our family routines
and activities.

The staff respect the limits my family puts
an our time aid energy for our child's program.

I am informed of a variety of choices for
how my child could be served.

* Survey developed by hakota, Inc., Project Dakota Cutreach (612)453~2530

S T
od




:Parent Satisfaction Survey

:Paqe 2

:GOAL II - GRCWTH IN KNCOWLEDGE AND SKIILS FOR HELPING YOUR CHILD

1
:Because of my participation STRONGLY LISAGREE AGREE STRONGLY
,with the program.... DISAGREE AGREE
|
|+++-1 am more able to lock at my child and see
I what he/she is leaming to do.
: SD D A SA
i
l....I have learned about helping my cnild.
' SD D A SA
.+..I enjoy my child more.
SD D A SA
...I know what my child needs to learn.
SD D A SA
....I am aware of how ordinary activities are part
of my child's learning and development.
SD D A SA
«...I feel more confident about how my family
and I are helping our child.
SD D A SA
«...I am more aware of how to help my child's
development.,
SD D A SA
....J1 have a clearer picture of my child's
special needs at this time.
SD D A SA
«.+.1 feel satisfied that my child's strengths
are being discussed.
SD D A SA
...I know more about how to set goals and
strategies for my child.
SD D A SA

Caments: (Please cament if you've checked any items SD or D):




'Parent Satisfaction Survey
\rage 3

:GOAL III - GROWTH IN UNDERSTANDING NORMAL BEHAVIOR AND PROBLEMS
[

'Because of my participation STRONGLY DISAGREE AGREE STRONGLY
:with the program.... DISAGREE AGREE
\....I more strongly value my child spending
: time with children who don't have

| developmental delays.

Caments: (Please cament if you've checked any items SD or D):

\ SD D A SA
| +++.1 am more aware of how my child is like

[ other children.

! SD D A SA
I ++..I know more ways to get my

| child to cooperate.

, - SD D A SA
l....I am getting the help I need to learn

! about handling my child's behavior.

i 8D D A SA
:

|

:Carments: (Please cament if ,ou've checked any itams SD or D):

|

|

i

| GOAL IV ~ UTILIZATION OF COMMUNITY RESOURCES

i

| Because of my participation STRONGLY DuShGRarm AGREE — STRONGLY
t with the program.... DISAGREE AGREE
|

| ....I know more about cammnity agencies,

! services, and programs that can help

: my child or my family.

| SD D A SA
....I get help from staff when I want

! other programs or pecple to work with

[ me, my child, or my family.

: SD D A sa
i «...I now have contact with services and

' programs in the camunity who may help

: my child or my family. o

i SD D A sa
! ....I am satisfied with the cammunicatiocn

| between my child's team and community

! resource persons involved in my child's

| program. _

i Sh D A Sa
| «++.I am able to get information that is

. important to the health and happiness

l of my family and child. _

: SD D A sA
!

|

|

|

8.




\Parent Satisfacticn Survey
:Page 4

|
JGOAL V - BUILDING A SUPPCRT SYSTEM

1
:Because of my participation
|Witl‘ the prmarno LI )

i
|
I
|
!
|
|
I
|
|
{
|
|
l
I
|
1
l
i
1
1
[
|
i
1
I
t
|
1
1
1
1
I
|
t
1
I
t
I
I
t
1
|
t
t
i
|
|
t
i
!
1
t
I
|

- e = e o o = -

..y partner/my family are more
involved in my child's learniny.

..1 have more friends or other children

helping me help my child.

. .staff helped the pecple I know k> more
caring and understanding of my .hild.

..staff helped me get to know other
pecople who are caring and understanding.

..I have gotten support froam other parents.

..I feel less alone as the parent of

my child.

..staff are willing and able to help my
family and friends when we have concerns
or questions abont my child.

Caments: (Please cament if you've checked any items SD or D):

STRONGLY DISAGREE AGREE STRONGLY
DISAGREE AGREE
T SD D A SA
T SD D A SA
T sD D A T 8A
SD D A SA
SD D A s
SD D A SA~
SD D A SA

My child is years

Signat..2 (optional)

months old.

10923

THLNK - 2U FOR GIVING US THIS FEEDBACK!

Ju
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Dear

The parent satisfaction survey that you filled out in May or
early June asked you to rate how satisfied you were with our
services. Thanks for doing that.

The questions on the survay came from Dakota's agency goals. We
now need to learn how important each of these are to you. You
can give this information by filling out this form. It has the
same statements as the satisfaction survey. This time, we'd like
you to check how important each item is for you. This will help
us improve our services.

check one of the four choices Ffor each question from "very
important™ to "not important at all"., Send the form back to me
in the enclosed envelope oy April 31, 1987. Feel free to make
comments or to add mor: goals.

Thank you for your time.
Sincerely,

DAKOTA, INC.

Jean Mendenhall
Director of Evaluation

JM:sf

Enc.

02109
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IMPORTANCE RATING

Response Number

How IMPORTANT is each item to you?

GOAL I - PROGRAM AND STAFF RESPONSIVENESS

The staff lis_an and respond to my concerns,
questions, and ideas.

In my meetings with staff (for assessments,
conferences, monthly updates, etc.), I feel
I am an active member of the team and not
just a listener.

Although one staff member mainly serves
my child, I feel that we receive the
expertise of other staff.

Staff give me information that is clear and
useful to me.

I feel the program for my child includes
what is inportant to me.
My child's program meets my child's needs.

The help my child is getting is based on
his/her individual needs.

I am satisfied with my child's progress since

beginning this program.

The help I get fits into our family routines

and activities.

The staff respect the limits my family puts

on our time and energy for our child's program.

I am informed of a variety of choices for
how my child could be served.

(r

NOT IMPT LITTLE
AT ALL IMPCRTANCE

NI LI
TNI 1T
TNI 1T

NI 1T
NI 1T

NI I
TNT 1T

NI LI

NI 1T
TONI LT
NI LT

* Survey developed by Dakota, Inc., Project Dakot1 Outreach (612)455-2335

1T IS VERY
IMPT IMPT
I VI
I VI
T VI
I VI
I VI
1 VI
I VI
I VI
I VI
I V1
1 VI



Importance Rating
Page 2

GOAL II ~ GROWTH IN KNOWLEDGE AND SKILLS FOR HELPING YOUR CHILD

Because of my participation NOT IMPT  LITILE  IT IS VERY
with the program.... AT ALL IMPORTANCE IMPT IMPT

....I am more able to look at my child and see
what he/she is learning to do.

Cumments: (Please camment if you've checked any items NI or LI):

|

i

! —_

; NI LI I VI
| ....I have learned about helping my child.

| NI LI I VI
|

¢ ....I enjoy my child more.

: NI LT I VI
|

! ....I know what my child needs to learn.

i NI LI I VI
: ....I am aware of how ordinary activities are part

| of my child's learning and development. -

i NI Ls I V1
| ....I feel more confident about how my family

| and I are helping our child.

: NI LI I VI
' ....I am more aware of how to help my child's

I development . .
: NI LI I VI
{ ....I have a clearer picture of my child's

: special needs at this time.

i NI LI T VI
I ....I fecl satisfied that my child's strengths

: are being discussed. R

I NI LI I VI
! ....I know more about how to set goals and

| strategies for my child.

: NI LI I VI
|

]

|

i

I

I

I

{

|

|

I

|

|

[}

|

|

|

|

|

'

5.
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GOAL III - GROWTH IN UNDERSTANDING NORMAL BEHAVIOR AND PROBLEMS

Because of my participation NOT IMPT

....I more strongly value my child spending
time with children who don't have
developmental delays.

NI
..I am more aware of how my child is like
other children.
..I know more ways to get my
child to cooperate.

....I am getting the help I need to learn

NI
about handling my child's behavior.
NI

Caments: (Please comment if you've checked any items NI or LI):

LITTLE IT IS

with the program.... AT ALL IMPORTANCE IMPT

VERY

GOAL IV -~ UTILIZATION OF COMMUNITY RESOURCES

Because of my participation

...I know more about cammunity agencies,
services, and programs that can help
my child or my family.

..I get help from staff when I want
other programs or people to work with
me, my child, or my family.

1

..I now have contact with services and
programs in the camunity who may help
my child or my family.

1

..I am satisfied with the camunicaticn
between my child's team and community
' resource persons involved in my child's

program.

NI

..I am able to get information that is

important to the health and happiness
of my family and child.

NI

Caments: (Please comment if you've checked any items NI or LI):

with the program.... - AT ALL

NOT IMPT LITTLE IT IS

IMPORTANCE IMPT

VERY
IMPT

i

LI I
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GQAT. V - BUILDING A SUPPORT SYSTEM

Because of my participation
with the program....

..my partner/my family are more
involved in my child's learning.

..I have more friends or other children
helping me help my child.

..staff helped the people I know be more
caring and understanding of my child.

..staff helped me get to know other
people who are caring and understanding.

..I have gotten support fram other parents.

..I feel less alone as the parent of
my child.

..staff are willing and able to help my
family and friends when we have concerns
or questions about my child.

NOT IMPT  LITTLE IT IS
AT ALL IMPORIANCE  IMPT
NI LI I
TNT 1T I
NI LI I
NI T I
NI T I
NI LI I

NI LI I

Caments: (Please coamment if you've checked any items NI or LI):

VERY

144444+

My child is years months old.

Signature (opticnal)

1093J THANK YOU FOR GIVING US THIS FEEDBACK!




