CCSP Home Delivered Meals 
Consumer Satisfaction Survey Report – SFY 2008 Services
April 24, 2008

Report to the Division of Aging Services 

April 24, 2008

CCSP Home Delivered Meals 

Consumer Satisfaction Survey Report
SFY 2008 
DAS Planning and Evaluation Section Quality Assurance Team

	Quality    Assurance
	  - Understanding practice to improve results and enhance lives.


                                                                    
[image: image1.png]



Georgia Department of Human Resources

Division of Aging Services

In collaboration with the Division of Aging Services’ (DAS) Community Care Services Program Section (CCSP), the Quality Assurance Team (QAT) completed the initial evaluation for consumer satisfaction with CCSP Home Delivered Meals (HDM) services statewide.  SFY 2007 Aging Information Management System (AIMS) data indicated that an unduplicated count of 4,926 clients were served 914,740 CCSP home delivered meals.  On February 15, 2008, 851 satisfaction surveys were mailed to consumers.
I.
Summary
Program Definition:  A meal provided to a qualified individual in his/her place of residence.  The meal is served in a program administered by State Units on Aging (SUAs) and/or Area Agencies on Aging (AAAs) and meets all of the requirements of the Older Americans Act and State/Local laws. (NAPIS_5_2007)  
About the Program in Georgia:  Typically, the individual meals programs offer at least one nutritious hot, noon meal each day during the week to older persons with high levels of frailty and low incomes.  A qualified dietician, through the use of standardized recipes and nutritional analysis, develops menus yielding all of the basic components of the meal pattern requirements as established by the Georgia DAS.  Each meal is required to provide at least one-third of the “recommended dietary allowances (RDA)” and to contain no more than 1200 milligrams of sodium and no more than thirty percent of the total calories from fat.  Providers must ensure and document that the food is maintained at the appropriate temperatures and that hot foods do not exceed the four-hour holding time from the final stage of food preparation until the meal is delivered to the consumer at their residence.   
Alternative meals (frozen, chilled or shelf-stable), when provided, are also prepared and served in accordance with the DAS requirements to include a pre-evaluation of the provider’s and the consumer’s or caregiver’s capabilities to assure sanitary and safe conditions for storage, thawing (if applicable), and reheating.  

In addition to the meals themselves, consumers at high risk of poor nutritional status also may receive nutrition screening, education and individualized nutrition counseling aimed at improving their nutritional and overall health status.

Survey Criteria:  Consumers of all ages that had received CCSP HDM services for three months or more between September 2007 and December 2007 were identified in AIMS.  A client sample of 25% or 851 clients were randomly selected from AIMS. 
Survey Design and Analysis:  The survey design was based on recommendations developed by a Performance Outcome Measures Project (POMP) 8 collaboration with the Administration on Aging (AoA), through the use of a concise tool based on key indicators, such as overall satisfaction with the meals, importance of meal quality and contributions to overall health, and wellness.  A thirty nine question survey including two comment sections was used to collect data and was mailed to the 851 consumers in February 2008.  
Survey Tracker report analysis software and equipment was utilized for printing the survey forms, scanning the completed surveys, and compiling the survey results.
Consumer responses to questions 1 through 9 were a measure of satisfaction with the overall quality of meals.  Indicators include variances in the way the food smells, looks, tastes and appropriate temperatures as well as timeliness and respect during delivery.  

Questions 10- 18 were a measure of importance of the above mentioned indicators and a direct reflection of the individual’s personal likes and dislikes as well as overall quality of meals.
Questions 19 through 24 were a measure of the respondent agreement to the impact of the services to their overall health and wellness.  
Questions 25 through 32 were measures of the importance of meal services to the respondent lifestyle needs and health concerns. 
Questions 33 through 37 were measures of the number and types of meals received, preferred meals and length of time in the meals program. 
II. Statewide Survey Results:  
Seventy-nine (79%) percent of respondents were always and usually satisfied with the overall quality of the meals.  Ninety-two (92%) percent would refer friends to the program.
The following table depicts correlations between what is important to the consumer and 
 levels of satisfaction with meals received.
 Table I      
	How often are you satisfied with each of the following

	
	Importance
	Satisfaction

	Smell
	99%
	79%

	Looks
	99%
	83%

	Taste 
	99%
	71%

	Variety
	100%
	71%

	Temperature:
Hot foods hot

Cold foods cold
	99%


	89%

	Seasoning, baked, fried etc
	99%
	72%

	Delivery time
	98%
	90%

	Friendly respectful staff
	99%
	99%


It should be noted that thirty-one (31) providers provide meals over the 12 PSAs.  The largest provider in this review was GA. Foods which serviced 10 of 12 PSAs. The highest response count was 120.  
Due to the limited response rate, conclusions can not be made re: where problems may occur in any PSA.  Of the thirty-one providers, 11 had a count of 1 respondent to the questions above.  Sixteen had a count of less than 5 and twenty-two had counts less than 10. 
Seventy-eight (78%) percent of consumers reported receiving meals for more than six months. 
Five meals per week were served thirty-four (34%) percent of the time and fifty-two (52%) percent of consumers indicated they received 7 or more meals a week.
Forty-six (46%) percent of consumers received hot meals and forty-seven (47%) percent preferred hot meals.  Sixty-six (66%) percent of consumers received frozen meals but only forty (40%) percent preferred frozen meals.

Comments related to choice and preference for types of meals usually corresponded to the type of meal received.  For instance, those receiving hot meals commented:  I prefer hot food; hot and ready to eat; I eat right away.  Those who received frozen meals commented that frozen meals were most convenient and could be prepared when needed.

Three hundred seven (307) or forty (40%) percent of the 851 surveys were returned with consumers responding to one or more of the questions.  Eighty-three surveys were returned as undeliverable.  Percentages were calculated based on the number of responses to each question.    
The attachments depict statewide percentages for the sums of responses to all questions.  
IV.
Recommendations:

A.
The QAT recommends this report be shared with AAAs and providers for evaluation of performance and opportunities to improve HDM services. 
B.
Repeat this survey yearly for comparative data.

C.
Revise survey questions to capture DCH contract requirements. 

D.
Resolve issues of why some surveys were undeliverable due to incorrect addresses.
E.
Consider training to improve food preparation.

Attachments:


PDF chart for all survey questions.

PDF chart for questions 1 – 9

PDF chart for questions 10 – 18


PDF chart of percentages for all providers


PDF chart of percentages for all PSA


Tables II and III
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