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I.   AUTHORITY
This policy is issued in compliance with Ohio Revised Code §3304.16 which establishes the power and authority of the Opportunities for Ohioans with Disabilities (OOD) and its Executive Director to develop all necessary rules and policy in furtherance of its statutory duties.

II.  PURPOSE
The purpose of  this policy is to provide guidelines  for Monitoring  and Compliance Unit (MCU) applicant and eligible individual surveys in accordance with appropriate federal (e.g. Code of Federal Regulations [CFR]) and state law (i.e. Ohio Revised Code, Ohio Administrative Code), Governor directives and executive orders, other governing agency (e.g. DAS, OBM) policy or guidance, and/or Executive  Director  expectations.  MCU  consumer  surveys  include  the  consumer  satisfaction, ineligibility and extended employment surveys.

Guidance is provided on the internal expectations for ensuring and monitoring applicants and eligible individuals’ satisfaction and outlines the survey forms MCU staff utilizes. The surveys assist in monitoring satisfaction with OOD staff, planning processes, vocational rehabilitation (VR) services, and  employment  outcomes.  Survey  responses  assist  in  evaluating,  maintaining,  and  improving quality VR services.

III. APPLICABILITY
This policy applies to all Monitoring and Compliance Unit (MCU) staff, VR staff, and VR Contractors.

IV. DEFINITIONS
Applicant – an individual who submits an application for vocational rehabilitation services.
AWARE  (Accessible  Web-Based  Activity  and  Reporting  Environment)  -  an  electronic  VR  case

management system which houses an individual’s confidential information and data.

Eligible  Individual  –  an  applicant  for  vocational  rehabilitation  services  who  meets  the  eligibility requirements under 34 CFR 361.42(a).

Extended Employment  – work in a non-integrated or sheltered setting for a public or private nonprofit agency or organization that provides compensation in accordance with the Fair labor Standards Act.

Quality Assurance System Application (VRQA) – the electronic system that stores and manages information related to case reviews, consumer surveys, and program monitoring.

Vocational Rehabilitation Contractors (VR contractors) – entities or individuals that OOD has contracted with to provide specific services to VR applicants or eligible individuals.

Vocational Rehabilitation Staff (VR Staff) – for the purposes of this policy, includes caseload assistants, counselors and VR supervisors from the Bureau of Vocational Rehabilitation and the Bureau of Services for the Visually Impaired.

V.  POLICY
A.  General Overview

1.  OOD shall implement a survey process to assess: (1) applicants determined ineligible due to their disability being too severe and therefore would be unable to benefit from VR services; (2) eligible individuals in extended employment; and (3) the satisfaction of eligible individuals who have received VR services. This process evaluates VR services to ensure they are meeting an applicant or eligible individual’s needs.

2.  VR  staff  shall  make  every  attempt  to  obtain  an  applicant  or  eligible  individual’s  email addresses to promote rapid feedback and to decrease the cost and time spent to contact them for feedback by telephone or mail.

B.  Surveys

1.  MCU program staff shall coordinate disbursement of the ineligibility, extended employment and satisfaction surveys which are defined in Section V.B.2, below. Each survey will be prefaced with a Survey Cover Letter (40-MCU-02.A) that will explain the purpose of the survey as detailed in a. through c.

a.  A generated Participant ID number is assigned in order to maintain anonymity, protect personally identifiable information, and encourage open feedback.

i.
The applicant or eligible individual will be directed to a link on the internet or called to complete the designated survey.  Surveys may also be mailed as determined by need.

ii.
The Participant ID number will be used for administrative purposes only and  will indicate which case the survey is associated with and which survey(s) is available for the applicant or eligible individual to complete.

b.  An applicant or eligible individual will have a thirty (30) day period from the date on the

“Survey Cover Letter” to complete the survey before the generated number is deactivated.

c.   If an applicant or eligible individual does not want to provide feedback, they will be given the opportunity to “opt out” of the process by clicking on a link provided in the cover letter, therefore eliminating further need for contact to obtain input.

2.  The types of surveys to be managed through MCU include:

a.  Ineligibility Survey (40-MCU-02.B): completed within twelve (12) months of closure, and annually thereafter if requested, to determine the applicant’s current work status and need for VR services. This survey will be generated randomly for cases closed “ineligible” due to the severity of disability. The survey is not conducted with applicants who have refused services, are no longer present in the state, whose whereabouts are unknown, or whose medical condition was rapidly progressive or terminal.

b.  Extended Employment Survey (40-MCU-02.C): completed annually for two (2) years, and then as requested for eligible individuals closed in extended employment to determine the interests, priorities, and needs of the eligible individual with respect to competitive employment or training for competitive employment.

c.   Satisfaction Survey (40-MCU-02.D): completed for those individuals whose cases were reviewed by MCU staff. This survey assesses overall satisfaction with VR services including resources/information provided, staff, and outcome/results.

3.  In order to promote the use of accessible formats, each of these surveys are developed in English and Spanish. The applicant or eligible individual may enlarge the font on the web browser screen if Large Print format is needed.  Additional formats are available as needed by informing MCU staff.

C.  Survey Reports

All MCU reports are housed on an internal website which is updated daily.

1.  Consumer Survey Summary Report

a.  MCU staff shall complete a Survey Summary Report each quarter in February, May, August, and November that summarizes the results of the Ineligibility Surveys, Extended Employment Surveys, and Satisfaction Surveys. It also recognizes VR staff that received all “Completely Satisfied”  ratings on the Satisfaction  Survey.  Furthermore,  the  report provides information about the response rate for each survey type.

b.  The Survey Summary Report shall be approved by the MCU Program Manager prior to distribution to VR Area Managers and VR administration. This report is intended to be used to identify patterns and trends in customer service and for MCU staff to identify areas of potential training needs.

2.  MCU Survey Reports

a.  These reports summarize the cumulative results of responses to each of the survey questions on the Ineligibility Surveys, Extended Employment Surveys, and Satisfaction Surveys. Data can be broken down by federal fiscal year, quarter/month, answer and survey question. The MCU Survey Reports are used to complete the Survey Summary Report provided to VR Area Managers and VR administration on a quarterly basis.

b.  These reports include information about where cases are in the survey process which MCU uses to provide oversight to the survey process and to assess response rates for each of the surveys. To maximize opportunities for feedback, MCU monitors the response rates for the surveys each quarter to evaluate the need for changes to the process and to determine if additional feedback is warranted through mailings.

D.  Record Retention

Refer to OOD Records Management policy (70-RM-01) for records retention and disposal for surveys and subsequent reports which outlines maintaining surveys for the current Federal Fiscal Year (FFY) and the two (2) previous FFY.

E.  Violation

An employee who violates this policy may be subject to discipline up to and including removal.

FORMS AND ATTACHMENTS
    40-MCU-02.A - Survey Cover Letter

    40-MCU-02.B - Ineligibility Survey
    40-MCU-02.C - Extended Employment Survey
    40-MCU-02.D - Satisfaction Survey

RESOURCES
    Procedures subsequently issued under this policy.

REVIEW
It is the responsibility of the Deputy Director, or designee, to annually review this policy, on or before, the date listed in the header and if applicable, make any necessary revisions. The Deputy Director or designee  shall  document  the  annual  review  as  required  in  OOD  Policy  10-ADM-01  “Policy  and Procedure Development, Review, Dissemination and Acknowledgement”.
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