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- @ 2024 Annual Member Satisfaction Survey .

As a managing employer in the CDASS program, please rate the services provided to you by the Financial
Management Services (FMS) vendor you were affiliated with throughout the majority of 2023.

Please rate your experiences, using a 5 to 1 scale, with 5 being best (Excellent/Most Satisfied) and 1 being
worst (Very Poor/Least Satistied). Use N/A if the question does not apply. A place for comments has been
provided on the back of the survey. Please complete the survey below and return it in the envelope provided
by May 10, 2024.

For best results, please use BLACK ink. Fill circles in like this: @ Not like this:@ & (=]

1. Which FMS Provider are you rating with your responses? (Please select only one)

Palco O PPL O
2. Please rate trainings and/or resources provided by your FMS at  Always Sometimes Never
enrollment. 5 4 3 2 1__N/A
Enrollment materials are easy to read/understand. ———— - O @] (@] (@) O (@)
Training I received about how my attendant/s track and submit
their work hours was helpful. 9 o o o o o
I know how to contact my FMS if T have questions. ——————— ¢ o) e) 0] o) o)
The enrollment process for myself and my attendant/s was
easy to complete. 0] @] @] o O o
3. Please rate the assistance provided by your FMS to the questions gycellent Average Very Poor
you have about online resources. 5 4 3 2 1 N/A
Using my FMS' website. @] (0] O ) ©) O
Online or mobile app timesheet submission (0] (0] (@] 0] (0] (0]
4. When contacting your FMS with a question or concern, staff Always Sometimes Never
members... 5 4 3 2 1 N/A
Are respectful? (@] (@) O o o (@)
Answer the phone? (o] o O 0] o O
Return your call or email within one (1) business day? o) (@) (0] (@) o (@]
Clearly answer your question or concern? @] o (@) ©) O ®)
5. Please rate these services provided by your FMS. Excellent Average Very Poor
5 4 3 2 1 N/A
Assistance completing FMS enrollment paperwork. (0] (o) (o) (0] (0] (0]
Timeliness in processing FMS enrollment paperwork. O (e} (e} (0] O (@)
Paying your Attendants - on time. (o) (o) (0] (0] (0] (@]
Paying your Attendants - accurately. (0] o (0] o @) o
Providing accurate and timely tax documentation (o) (o) (0] (0] (0] (0]
This survey is administered by Consumer Direct Care Network Colorado.
If you have questions about this survey, please call us at 1-844-381-4433 for assistance. 33794
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Neither
Very Satisfied Nor Very
Satisfied Dissatisfied Dissatisfied
5 4 3 2 1 N/A

®) ®) ®) ®) ®) @)

6. My overall satisfaction with my FMS can be described as:

7. Federal law requires attendants to use Electronic Visit Verification
(EVYV) for clocking in and out of work shifts. Colorado FMS' provide

three (3) EVV technologies: Mobile App, Telephony, and FMS Portal. Neither

Please rate your satisfaction with your FMS' EVV technologies and ~ Strongly ~ Agree Nor  Strongly

services: Agree Disagree Disagree

5 4 3 2 1 N/A

I was adequately prepared to use my FMS' EVV technologics. o ®) O O o) o
All of my FMS' EVV technologies are accessible to my attendants. — ¢ o o o o 1)
All of my FMS' EVV technologies are easy to use. o o) o o o o
The EVV Mobile App my FMS uses has been reliable. o o) o o) 1) o)
EVYV Support Services provided by my FMS has been helpful. o o) o o Io) Io)

Please use this space for any additional feedback about your experience working with your FMS. Please note
that your comments will not be read immediately by your FMS vendor. If you need immediate assistance
please contact your FMS customer service center directly.

What resources and tools would help you be more successful on the CDASS program?

Name (Optional*) - please print:

Who completed this survey? Member O  Authorized Representative O
*Do not write your name if you'd prefer that your comments remain anonymous.

If you have additional comments or suggestions, please submit them on another piece of paper with this survey.

Thank you for completing this survey. 33704

Your responses will help improve the CDASS Program!
- Rev 1242024 Please return in the enclosed envelope by May 10, 2024 E .
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Satisfaction Ratings

2. Please rate trainings and/or resources provided

Number (#) and Percent (%) of Answers by Rating Value

by your FMS at enrollment. 1 2 3 a 5 Avg
Very Poor Average Excellent
# % # % # % # % # % N
. 0 0.0% 18 4.2% 56 12.9% 116 26.8% 243 56.1% 433 4.35
Enrollment materials are easy to read/understand. ° ) ) ° °
Training | received iss:r:ith:hv:iij:ltehn:uar:t\{:azrigrpafz(lj 7 17% | 10 24% | 41 97% | 97  23.0% | 267 633% | 422 | 4.44
| know how to contact my FMS if | have questions 8 1.7% 10 2.2% 33 7.1% 62 13.4% 349 75.5% 462 4.59
Enrollment process for myself and mij:;etr;d::rfq/;:{caes 18 41% | 16 3.6% | 61  13.9% | 111  253% | 233  53.1% | 439 | 4.20
3. Please rate the assistance provided by your FMS .
with questions you have abouF; online rezgurces Number (#} and Percent (%) of Answers by Rating Value
1 2 3 4 5 Avg
Very Poor Average Excellent
# % # % # % # % # % N
Using my FMS' website 7 1.6% 18 4.2% 78 18.3% 90 21.1% 234 54.8% 427 4.23
Online or mobile app timesheet submission 14 3.2% 18 41.% 57 13.1% 85 19.5% 261 60.0% 435 4.29
4. When contacting your FMS with a question or Number (#) and Percent (%) of Answers by Rating Value
concern, staff members... 1 2 3 4 5 Avg
Never Sometimes Always
# % # % # % # % # % N
Are respectful? 3 0.7% 2 0.4% 28 6.1% 75 16.4% 348 76.3% 456 4.67
Answer the phone? 7 1.6% 17 3.8% 70 15.6% 90 20.0% 266 59.1% 450 4.31
R . 16 3.6% 11 2.5% 80 18.1% 73 16.5% 263 59.4% 443 4.26
Return your call or email within one (1) business day?
Clearly answer your question or concern? 9 2.0% 14 3.1% 70 15.4% 68 14.9% 294 64.6% 455 4.37
5. Please rate these services provided by your FMS. Number (#) and Percent (%) of Answers by Rating Value
1 2 3 4 5 Avg
Very Poor Average Excellent
# % # % # % # % # % N
. . 18 4.3% 15 3.6% 53 12.6% 93 22.2% 240 57.3% 419 4.25
Assistance completing FMS enrollment paperwork. ° ) ) ° °
. . . . 26 6.0% 13 3.0% 67 15.4% 104 24.0% 224 51.6% 434 4.12
Timeliness in processing FMS enrollment paperwork.
Paying your Attendants - on time 4 0.9% 9 1.9% 32 6.9% 78 16.8% 341 73.5% 464 4.60
Paying your Attendants - accurately 4 0.9% 5 1.1% 27 5.8% 74 15.9% 354 76.3% 464 4.66
L . . 3 0.7% 12 2.6% 34 7.5% 84 18.5% 321 70.7% 454 4.56
Providing accurate and timely tax documentation
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6. My overall satisfaction with my FMS can be Number (#) and Percent (%) of Answers by Rating Value
described as: 1 2 3 4 5 Avg
Very Neither Sat Very
Dissatisfied Nor Dissat Satisfied
# % # % # % # % # % N

6 1.3% 16 3.5% 46 10.0% | 101 22.1% 289  63.1% | 458 | 4.42

7. Federal law requires attendants to use Number (#) and Percent (%) of Answers by Rating Value

Electronic Visit Verification (EVV) for clocking in 1 2 3 4 5 Avg
and out of work shifts. Colorado FMS' provide

three (3) EVV technologies: Mobile App, Very Poor Average Excellent

Telephony, and FMS Portal. Please rate your
satisfaction with your FMS' EVV technologies and
services:

| was adequately prepared to use my FMS' EVV

| 11 2.6% 13 3.0% 74 17.2% 93 21.6% 240 55.7% 431 4.25
technologies.

AlJ of my FMS' EVV technologies are accessible to my

6 1.4% 14 3.3% 48 11.2% 96 22.4% 265 61.8% 429 4.40
attendants.

12 2.8% 20 4.7% 61 14.3% 100 23.4% 234 54.8% 427 4.23
All of my FMS' EVV technologies are easy to use. ° ° ° ° °

14 3.4% 32 7.7% 67 16.1% 81 19.5% 222 53.4% 416 4.12
The EVV Mobile App my FMS uses has been reliable. ° ° ° ° °

EVV Support Services provided by my FMS has been

11 2.6% 18 4.2% 65 15.3% 91 21.5% 239 56.4% 424 4.21
helpful

Totals | 204 | 2.2% | 301 | 3.3% | 1148 | 12.4% | 1862 | 201.1% | 5727 | 62.0% | 9242 | 4.36

N = total number of responses for the question
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Who Completed the Survey
Number %
Member 255 53.9%
Authorized Representative 155 32.8%
Question not answered 63 13.3%

Qualitative Comment Analysis

One-hundred nine (109) surveys contained written comments. Topics within comments were classified into
common themes or categories. A summary of applied Thematic Coding follows?.

Category/Theme Numb-er of | % of Tofal

Mentions Categories
Accessibility/ADA 3 1.0%
Allocation 1 0.3%
Attendant recruitment/retention 6 2.0%
Budget management 11 3.7%
Case Management 8 2.7%
Confidentiality / Data Integrity 1 0.3%
Customer Service 35 11.9%
Dissatisfied-Other 1 0.3%
Dissatisfied-Programs 1 0.3%
Enrollment-Program 1 0.3%
EVV requirements 4 1.4%
EVV technology 36 12.2%
FMS portal 5 1.7%
Hiring 8 2.7%
IHSS Agency Services 1 0.3%
Live-In Exemption 7 2.4%
Other 29 9.9%
Paperwork-Forms 7 2.4%
Paperwork-Processing 19 6.5%
Payroll 5 1.7%
Policy 6 2.0%
Satisfied-FMS 18 6.1%
Satisfied-Programs 48 16.3%
Support/Resources 5 1.7%
Technology-General 3 1.0%
Timekeeping/Service authorization 7 2.4%
Training/Resources 16 5.4%
Website 2 0.7%
Sum? 294

1An Excel spreadsheet documenting application of thematic codes is being supplied to HCPF as a separate resource.

2Individual comments that covered multiple topics were classified into multiple categories; sum of “Mentions” exceeds total
comments received.
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Every year my renewed budget gets sent back for "corrections" from PPL. No one alerts me to issues. My
attendants end up not getting paid for weeks until the "correction" is complete (This is due in part to my
case manager - poor communication and always late with scheduling renewal interview)

When you call the one answer phone don't know all rules for which state you in. Document send in is to
light on dark don't tell you how to fix it and if not accepting your id on yearly basic for living in care attend.
Don't notify when you need to send in when we call they say email but we have no email

We don't have good full time cell service, so my parents don't use that

My attendants have EVV LIE because they live with me

We live in a rural area where internet is not as fast as some so there are times where we can't punch in or
out because of this but there is no reason on phone for poor internet so all problems seem to fall back on
person using phone.

just within the past year had 3 hiccups with all government entities coming together smoothly causing
small anxiety

Thank you for a Great program!

System freezes at times. Time period get stuck on paysheet 4 months

I have been with PPL for several years and have no plans of ever changing. This is why | choose N/A on
several of the questions since | have had only one other person working for me so | can not up to date on
newer process on adding a new person. And since my one attendant in my husband, he does not use the
EVV. Thank you and keep up the great work.

Using EVV is not always User friendly....

Processing time is really bad!!! One time | called to process 1 packet, its ONE hour. Next time | call the
time for 1 packet is 3-5 days. It does not make sense to me.

Communication is a joke...they call & leave a message that you need to call. Even if you pick up the call it is
still an automated message telling you to call. EVERY SINGLE TIME, | return a call, they have no idea why
they called me. It is simply ridiculous. They expect me to know why they called, and they NEVER leave the
reason in a message.

The App does not have where attendant can fix time if the time is incorrect. Leaves the processing of time
on the app of 0.00 time when it has been completed.

Very pleased with PPL. Very pleasant to talk to and solve any questions

Very satisfied thank you!

Why do my attendants have problem with their app. At times when they clock out it doesn't acknowledge
the input. Also clocking in can by a problem.
My training, my day to day requirements have
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