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Memorandum of Agreement between the Virginia Department for Aging and Rehabilitative Services and the Virginia State Rehabilitation Council
Period of Agreement:  This Agreement shall commence upon signing by the Virginia State Rehabilitation Council (SRC) Chair and the Commissioner of the Department for Aging and Rehabilitative Services (DARS). The agreement shall be reviewed annually.  

Purpose:  The purpose of this Agreement is to describe the methodology to be used in conducting the vocational rehabilitation (VR) consumer satisfaction survey. 

Background: The Rehabilitation Act regulations (34 CFR 361.17(h)) describe the functions to be performed by the SRC in partnership with DARS. One of these functions is, to the extent feasible, conduct a review and analysis of the effectiveness of, and consumer satisfaction with DARS, the VR services provided, and employment outcomes achieved by eligible VR consumers who have received services.  

Beginning in Federal Fiscal Year (FFY) 2005, DARS has conducted the VR consumer satisfaction survey utilizing “in house” resources.   Prior to 2005 the survey was outsourced to contractors. The SRC was provided an annual report on the administrative process, and results of the survey.

From FFY 2005 to FFY 2013, survey assessments were conducted among consumers who had received services and had their case closed with or without an employment outcome.  This model helped DARS identify issues related to the outcomes of clients. DARS learned through the aforementioned survey methodology that consumers who closed without an employment outcome had a good perception of the initial phases of the VR process, but a lower perception with regard to service delivery. DARS then began to strengthen the level of engagement with consumers during service delivery.

In FFY 2013, Research and Evaluation staff worked with a SRC Consumer Satisfaction Sub-committee to develop a new consumer satisfaction model to assess satisfaction for consumers in open status. The new model was piloted during the last three months of FFY 2013 and implemented as a full survey process in FFY 2014. 

In FFY 2018, Research and Evaluation staff worked with a SRC Consumer Satisfaction Sub-committee to examine and provide improvements to the model used since FFY 2014. The meeting resulted in a new survey questionnaire developed and approved by the SRC. Additionally, the SRC approved the use of a stratified sample based on the demographic composition of the offices. The stratified sample by office and the new survey questions were implemented in FFY 2019. 

In 2024, Research and Evaluation staff worked with a SRC Consumer Satisfaction Subcommittee to update and improve the FFY 2019 model. This collaboration resulted in an updated survey that employs skip logic to allow consumers to skip over questions that are not relevant to them. Additionally, a Net Promoter Score was implemented into the survey to give a quick, numeric summary of consumers satisfaction with their services. Finally, the primary survey distribution method was switched to an online-based format, with the option to complete the survey via telephone or video phone (see Attachment A).

The survey methodology proposed for the 2026-2027 year is detailed below: 

Scope of Services:  The scope of services includes deliverables for the FFY 2027 survey. DARS and the SRC agree to the following requirements for administering the FFY 2027 VR Consumer Satisfaction Survey. 
1. Beginning in October 2026, DARS will continue with the consumer satisfaction model to assess satisfaction for consumers in open status (post Individualized Plan for Employment but prior to employment).
2. DARS will continue to use the administration process as described in Attachment A.
3. DARS aims for a target response rate of 23% from the sampled cases. The sample size is determined through a statistical power analysis, which calculates the number of responses required to accurately represent the population of open DARS clients, achieving a 95% confidence level with a 5% margin of error.
4. The sample size has been determined based on an 18% completion rate to achieve the number of survey completions needed to represent the target population. 
5. DARS will use the new survey questionnaire developed by the 2024 SRC Consumer Satisfaction Sub-committee (Attachment B). 
6. DARS will target an annual report release date of November 2027 and present the report during the November 2027 SRC meeting for approval.
7. DARS will provide District Directors with survey responses for consumers who agree to have their answers shared with DRS staff [District Directors, supervisors, and counselors (if needed)].
8. DARS will email a preliminary summary review of quantitative data by October 31st to Division of Rehabilitative Services (DRS) District Directors. 
9. DARS will dedicate sufficient staff resources to administer the survey consistent with the attached process. 
10. DARS will budget sufficient fiscal resources to administer the survey consistent with the attached process. 

Attachments:
Attachment A: Administration of the VR Consumer Satisfaction Survey
Attachment B: Survey Questionnaire
____________________________		____________________________
Dr. Nedra Moncrief-Craig, Commissioner	Chris Martin, SRC Chair
Date:	______________________		Date:	____________________
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Attachment A: Administration of the VR Consumer Satisfaction Survey
Current Administration Process 
Research and Evaluation staff will continue to administer the VR survey, analyze the data and provide final report of results as it has since FFY 2005 due to budgetary constraints not allowing for outsourcing of the survey.  The following is the administration process for the current consumer satisfaction model: 

1. The VR survey is conducted and survey results reported on a Federal Fiscal Year (October 1-September 30).  The population for possible selection for survey completion is all consumers who are: a) currently in service or job ready status (post Individualized Plan for Employment but prior to employment); b) have not been in previous survey samples; c) have not died, been institutionalized or incarcerated; and d) have good contact information.
2. Each month, a stratified random sample of consumers is sent a survey. 
a. Sampled within DARS office as well as transition type (Youth with disabilities and Not Youth with disabilities) as of the survey selection date.
3. Consumers are able to submit their responses to the survey by web or telephone. A special number is provided for deaf and hard of hearing consumers who wish to complete the survey via Video Phone (VP). Consumers are allowed to have a proxy complete the survey for them.
4. Each consumer’s survey status is tracked continuously. Although rare in occurrence, a consumer may be removed from future contact if the consumer requests to be removed from future contacts.
5. If consumers contact DARS seeking explanation for surveys received, they are reminded that the survey is voluntary. Additionally, the consumers are offered an opportunity to complete the survey via telephone. 
6. The survey cycle for the current federal fiscal year ends in September (if no issues are present); final analysis files are created, and analyses are performed for the final report.



Response Rate
The response rate is calculated by dividing the number of completions by the total sample minus refusals and those unable to contact. The survey completion rate is the number of completions divided by the total sample.


Staff hours for Survey Administration 
An estimated 1,020 staff hours will be needed to administer the FFY 2027 Consumer Satisfaction Survey. No administrative costs will come from the SRC budget. 
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Attachment B: Survey Questionnaire

DARS Consumer Satisfaction Survey
Thank you for taking the time to help us improve your experience at DARS.
1. I am satisfied with the goals I set with my counselor.
a. Strongly Agree
b. Agree
c. Neutral
d. Disagree
e. Strongly Disagree
f. Do Not Know / Not Applicable
2. If not, why not? (optional)
a. My counselor has not been in regular contact with me.
b. My counselor has not provided enough guidance.
c. I am not ready to make plans yet.
d. There is a disagreement with my counselor about my job goals.
e. Administrative issues have delayed our job planning.
f. Other
3. My counselor has been doing what they said they would do to help me reach my goals.
a. Strongly Agree
b. Agree
c. Neutral
d. Disagree
e. Strongly Disagree
f. Do Not Know / Not Applicable

4. If not, why not? (optional)
a. My counselor has not been responding to my messages or has not scheduled appointments with me.
b. My counselor often cancels or reschedules our meetings.
c. Paperwork and administrative tasks are delayed or not completed.
d. I’m not sure what my counselor is doing to help me find a job.
e. Personal issues like transportation or health problems are getting in the way of my counselor’s support.
f. Other


5. My DARS office has been helpful in connecting me with the people and services I need to reach my job goal.
a. Strongly Agree
b. Agree
c. Neutral
d. Disagree
e. Strongly Disagree
f. Do Not Know / Not Applicable
6. If not, why not? (optional)
a. My DARS office has not kept in touch or responded promptly.
b. The people and/or services I have been connected with are not helpful.
c. I am not ready to be connected to services yet.
d. I am ready to be connected to services, but my DARS office is not helpful in doing so.
e. Personal issues like transportation or health problems are getting in the way of my counselor’s support.
f. Other

7. I am satisfied with how my DARS office has kept in contact with me.
a. Strongly Agree
b. Agree
c. Neutral
d. Disagree
e. Strongly Disagree
f. Do Not Know / Not Applicable

8. If not, why not? (optional)
a. DARS has been in contact with me, but only when I reach out; they are not proactive with their check-ins.
b. DARS has only been in contact with me inconsistently or irregularly.
c. I have not received any communication from my DARS office for an extended period.
d. There are communication or accessibility barriers that make it challenging to keep in contact with my DARS office.
e. Other
9. I feel like I am moving toward employment in a timely manner.
a. Strongly Agree
b. Agree
c. Neutral
d. Disagree
e. Strongly Disagree
f. Do Not Know / Not Applicable
10. If not, why not? (optional)
a. I am not seeking employment because I am pursuing education.
b. I am not seeking employment or pursuing education.
c. I am already employed.
d. It is too early to tell. 
e. DARS is not offering enough support to move me toward employment.
f. Other

11. On a scale of 1 to 10, how strongly would you recommend DARS to someone in your position in the future?

	1	2	3	4	5	6	7	8	9	10

12. What else would you like to tell us about your experience with DARS?
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
13. Please select the answer that best describes who completed this survey.
a. I am the person receiving services from DARS and I completed this survey on my own.
b. I am the person receiving services from DARS and someone helped me complete this survey.
c. I am not the person receiving services from DARS. I completed this survey based on my knowledge of the person receiving services.
14. My relationship to the person receiving services is:
a. Self
b. Parent/Guardian
c. Spouse
d. Other Family Member
e. Other
15. If you would like to share your answers with DRS staff (counselors, managers, directors), please type your name in the box below:
_______________________________________________________________
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