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2024 Member Satisfaction Survey Report 

Introduction 

Medicaid members receiving Consumer Directed Attendant Support Services (CDASS) in Colorado were 

surveyed by mail or email regarding their satisfaction with the services provided by their Financial 

Management Services (FMS) provider. This report1 is specific to the FMS provider Public Partnerships LLC 

(PPL), but summarized survey results for Palco and PPL are included on page one for comparison. This 

survey was conducted by Consumer Direct Care Network Colorado (CDCN) under contractual obligation 

with the Colorado Department of Health Care Policy & Financing (HCPF). 

Methodology 

Using current member data provided by both Palco and PPL, CDASS members were emailed on March 15, 

2024. They were given the option of completing the survey by either mail or email. Members had until 

March 22, 2024, to choose between an emailed survey or a mailed survey. If no response was received, 

members were sent a paper survey. Based on these responses, all surveys were sent to members on April 

12, 2024. Mailed surveys included a postage-paid return envelope. Emailed surveys were completed via the 

online software Survey Monkey. All recipients were asked to return completed surveys by May 10, 2024. 

CDASS members were asked to rate services provided by their FMS provider. Questions were asked about 

FMS provider responsibilities toward customer service, including employer and payroll functions. 

Recipients were also asked about web-based systems functionality and accessibility. All survey questions 

were reviewed and approved by HCPF prior to mailing. The 2nd half of the survey allowed for open-ended 

comments and recommendations. Data entry and analysis of returned surveys was conducted by CDCN 

Quality Improvement department staff. Comments were entered as close to the hand-written text as 

possible. Any names or contact information mentioned in comments was redacted. Recipients were given 

the option of including their name. 

Satisfaction questions were formatted as a numeric five-point Likert rating scale, with 5 being best or most 

satisfied, and 1 being worst or least satisfied. Satisfaction ratings for each question are expressed as a 

common arithmetic average. An overall satisfaction rating - the weighted average for all questions is also 

presented. 

Satisfaction Ratings Summary all FMSs 

Palco PPL All 

Number of surveys mailed 844 2745 3589 

Number of mailed surveys returned2 120 310 430 

Number of electronic surveys sent 61 201 262 

Number of electronic surveys returned2 57 163 220 

Mail Return Rate 14.2% 11.3% 12% 

Electronic Return Rate 93.4% 81.1% 84% 

% of Answers with highest rating value of 5 65.4% 61.1% 62.3% 

Overall weighted average (questions 2-6) 4.48 4.40 4.42 

1This report is intended for review by HCPF only, and is not for public distribution unless authorized by HCPF. Returned surveys

and data analysis spreadsheet file are available to HCPF upon request. 

2Surveys received after May 10, 2024 are not included in the survey analysis. FMS affiliation based on self-identification of FMS

provider in question one. Surveys with no FMS identified in question one are excluded from this report. 
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