VILLAGE OF MCFARLAND Senior OQutreach Services NOTICE OF PUBLIC MEETING

Committeee
Wednesday, May 18, 2022 8:30 AM McFarland Municipal Center
Community Room
AGENDA

You are invited to this meeting through a Zoom webinar. The public is strongly encouraged to watch and participate in these
meetings remotely through either the webinar or telephone options listed below.

PLEASE CLICK THE LINK BELOW TO JOIN THE ZOOM WEBINAR:
https://us02web.zoom.us/j/86032213840

Or by Telephone: +1 (312) 626-6799
Webinar ID: 860 3221 3840
Press *9 to raise/lower hand. Press *6 to mute/unmute.

1. CALL TO ORDER, ROLL CALL.

2. PUBLIC APPEARANCES.

a. This is an opportunity for members of the public to address the Senior Outreach Services Committee.
Please remember this is a virtual meeting conducted through the Zoom online meeting platform. Zoom
meeting attendees wishing to address the Committee may do so using the Question and Answer feature
within the Zoom online meeting platform. You may state your name, address, and provide your
comments to the Committee for their consideration. Members of the public who are present in person
and wish to address the Committee should fill out a public comment form and turn into the meeting
chairperson. Members of the public may speak during public appearances or during their selected
agenda item as they designate on the public comment form. Please adhere to the 3-minute time limit.
Additionally, you may send your public comments to senior.outreach@mcfarland.wi.us to be included
as part of the meeting.

3. APPROVAL OF MINUTES.
a. Motion to approve the minutes of the February 17, 2022 meeting.

4. BUSINESS.
a. Review results of Dane county program surveys for Nutrition and Case Management services
b. Update on community center planning

c. Recent and upcoming events

5. SCHEDULE NEXT MEETING DATE.

6. ADJOURNMENT.

This meeting notice constitutes an official meeting of the above referenced group and was posted in accordance with all applicable laws related to Open Meetings Law.
It is possible that members of and possibly a quorum of members of other governmental bodies of the municipality may be in attendance at the above stated meeting to
gather information. No action will be taken by any governmental body at the above stated meeting other than the governmental body specifically referred to above in
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this notice. Upon reasonable notice, efforts will be made to accommodate the needs of disabled individuals. For additional information or to request this service,
contact the McFarland Municipal Center at (608) 838-3153 or cassandra.suettinger@mcfarland.wi.us
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VILLAGE OF MCFARLAND
Senior Outreach Service Committeee Minutes
Thursday, February 17, 2022 - 8:30 AM

1. CALL TO ORDER, ROLL CALL.
Mike Flaherty called the regular meeting to order at 8:34 am in the Community Room of the
McFarland Municipal Center and via Zoom.

Members present: Colleen McCormick, Jerry Adrian, Diane Mikelbank, Barb Vander
Werff, Leilani Amundson, Michael Flaherty

Members not present: Edward Wreh, Amy Johnson

Staff Present: Lori Andersen, Director, and Dawn Wallace, Nutrition Manager.

2. PUBLIC APPEARANCES.
No public appearances.

a.

This is an opportunity for members of the public to address the Senior Qutreach
Services Committee. Please remember this is a virtual meeting conducted through the
Zoom online meeting platform. Zoom meeting attendees wishing to address the board
may do so using the Question and Answer feature within the Zoom online meeting
platform. You may state your name, address, and provide your comments to the board
for their consideration. Members of the public who are present in person and wish to
address the board should fill out a public comment form and turn into the meeting
chairperson. Members of the public may speak during public appearances or during
their selected agenda item as they designate on the public comment form. Please adhere
to the 3-minute time limit. Additionally, you may send your public comments to
cassandra.suettinger@mcfarland.wi.us to be included as part of the meeting.

3. APPROVAL OF MINUTES.

da.

Motion to approve the minutes of the December 16, 2021 meeting.

Motion by Member Colleen McCormick, second by Member Mike Flaherty, to Motion
to approve the minutes of the December 16, 2021 meeting. Motion carries 6 - 1 - 0 by
acclamation.

4. BUSINESS.

a.

b.

Director 2021 report and recent updates

Lori Anderson reviewed highlights of the 2021 Annual Senior Outreach report including
Case Management hours, meals served by the nutrition program, and the Stepping On
program.

Dane County Aging Report 2022-2024

Lori Andersen reviewed the Dane County Aging Report for 2022-2024. The top

concerns are in-home care and the lack of workers to provide this care. Transportation
for medical and non-medical appointments has also been challenging to procure. Non-
medical appointments have been the hardest to fill. Other top concerns include lack of
affordable housing, legal help, and lack of social activities (mainly because of Covid).
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Lori Andersen provided an update of program availability as the mask mandate ends. In-
person programs at the McFarland Municipal Center will re-open Monday, February
28th including in-person dining, mah jongg and Tai Chi. An update has not been
received from the Strong Bodies facilitators as of yet. In-person dining will be gradually
reintroduced throughout March and April in Cambridge. Senior Outreach will hold Pi(e)
Day on Monday, March 14th as a takeout event. Upcoming summer programs for
volunteers, Mother's Day and Father's Day will be "open air" events at area parks.

c. Update on RFP process
Director Lori Andersen and Member Mike Flaherty updated the committee on the
current status of the RFP process. A RFP has been issued for consulting services and
proposals have been received from several firms. Mike Flaherty suggested that it would
be best if a plan were prepared ahead of time to address space considerations for a
Senior Center. Members Leilani Amundson and Diane Mickelbank discussed ideas such
as having space for informal gatherings of seniors, a technology room, cafe, and health
room. Mike Flaherty asked the committee to consider not just space needs, but also what
programming is needed (in addition to outreach).

5. SCHEDULE NEXT MEETING DATE.
Thursday, April 21, 2022 at 8:30 a.m.

6. ADJOURNMENT.

Motion by Member Diane Mickelbank, second by Member Colleen McCormick, to adjourn
at 9:26 a.m.

Pursuant to law, written notice of this meeting was given to the public and posted on the
public bulletin boards in accordance with Open Meetings Law.

Respectfully submitted,
Dawn Wallace
Nutrition Manager

Page 2 of 2
Page 4 of 82



M

VILLAGE OF

McFarland
SUMMARY SHEET

MEETING DATE: Wednesday, May 18, 2022
SECTION: Business
DEPARTMENT: Outreach

CONTACT:

AGENDA ITEM: Review results of Dane county program surveys for Nutrition and
Case Management services

PREVIOUS ACTION:

ISSUE SUMMARY:

FINANCIAL/BUDGET IMPACT:

VILLAGE PLAN REFERENCE:

ORDINANCE REFERENCE:

BOARD, COMMISSION OR COMMITTEE RECOMMENDATION:

ATTACHMENTS:

1. Dane HDM survey Report 20211209
2. RPT2021 - AAA Case Management Survey final (1)
3. Village of McFarland Senior Outreach - 2021 Case Management Survey comments (1)
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This report is filtered
Only show: "City" is exactly equal to "Madison"

Report for Dane County Home-
Delivered Meal Survey 2021

Response Counts

Completon Rate: 100% o

Totals: 313

1
Page 6 of 82



1. How often:

Are you satisfied with
the way the food tastes?
Count

Row %

Are you satisfied with
the way the food looks?
Count

Row %

Do hot foods arrive hot
when delivered?

Count

Row %

Do cold foods arrive cold
when delivered?

Count

Row %

Totals
Total Responses

Never Rarely

0 6
0.0% 1.9%

0.0% 2.2%

1.0% 5.2%

0.3% 2.0%

Sometimes

63
20.1%

44
14.1%

45
14.5%

20
6.6%

Usually Always

163 81
52.1% 25.9%

141 120
45.2% 38.5%

123 123
39.7% 39.7%

102 176
33.4% 57.7%

Responses

313

312

310

305

313

2
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2. How much of your total daily food intake is from the meal that is
delivered?

7% Less than one-third (1/3)

10% More than two-thirds (2/3) \

16% About two-thirds (2/3) ~

30% About one-third (1/3)

38% About one-half (1/2)

Value Percent Responses
Less than one-third (1/3) I 6.5% 20
About one-third (1/3) B 29.8% 92
About one-half (1/2) B 38.2% 118
About two-thirds (2/3) e 15.5% 48
More than two-thirds (2/3) I 10.0% 31

Totals: 309
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3. Having meals delivered to me by a person provides: (Mark all that

apply)
60
50
40
c
@
© 30
)
o
20
10 I
0
Someone to talk A sense of A link to get Something to Other (please None of the
to safety and more support if | look forward to describe) above
security need it
Value Percent Responses
Someone to talk to . 48.1% 149
A sense of safety and security . 56.1% 174
A link to get more support if | need it . 44.5% 138
Something to look forward to 0.6% 2
Other (please describe) I 21.3% 66
None of the above | 10.0% 31
Other (please describe) Count
help with a meal and other physical presence stopping. 2
a friendly greeting 1
A friendly face 1
A friendly kind face. 1
Totals 65
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Other (please describe)

A healthy prepared meal

A meal to eat when | can't cook

A nice, friendly face to see

A reason to clean up and dress up for the day.

A sense of being taken care of by the County

A smile and kind words brighten my day.

A well balanced meal

Ability et good since | can't cook anymore. Plus it is nice to see friendly face.
Ability to get meal when | can't get out.

Ability to have a meal when | am unable to fix one for myself
Appreciate all the volunteers who deliver meals.

Before this last delivery person it was simple contact with the outside world if they
actually waited for me to answer the door.

Brightens my day all are so pleasant to see and talk to.
Consistancy of meals being on time & very tasty.
Delicious.

Delivery table is not always ready to receive someone.

Due to medical condition, we require that food is left outside our condo, but it is
inside the building.

Enjoyable

Food

Friendly feeling

Get something to eat daily.

Great food & service.

Totals

Count

65
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Other (please describe)

Happy faces

Hard for me to cook and bake food for myself.
Help with nutritious meals.

| can't walk so it's difficult to prepare meals.

| have mobility problem and cannot stand long enough to make healthy meal. | just
have to heat and eat.

| have trouble walking and this delivery helps so much

I live at Colonial View hich is next to the major lunch site so | jsut go down to our
dinner room and pick up my lunch which the volunteers brought.

Less anxiety-meal planning

Look forward to all the volunteers who deliver meals.
Made new friends.

Makes the day better

My meal for the day.

One good meal a day.

Personal contact.

See a person

Takes some of the meal prep off my shoulders.

That someone cares if we eat or up and about and not laying on the floor.
The smile that comes with it.

They are not to talk because of the virus. But they always have a mask on and
acknowledge them.

They do not stop to talk. | don't the schedule allows that much time.
Very nice

Totals

Count

65
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Other (please describe) Count

a meal 1
a sense that people organized looking out for each other 1
all the volunteers are cordial 1
always prepared 1
an opportunity to thank that person 1
at least one healthy, well-balanced meal 1
convenience. | don't move that well anymore 1
fills a need for variety 1
friendly contact 1
just helps 1
makes me smile, they always have a smile 1
not having to stand and cook 1
some of the repeat deliverers will volunteer their interests and | like to hear the 1

variety of interests in their lives.

supplements daily food intake 1
they make sure I'm okay 1
usually we greet each other and wish each other a great day. 1
very judgmental they are 1
Totals 65

7
Page 12 of 82



4. If the Home-Delivered Meal Program has impacted your health and
safety during the COVID-19 pandemic, please tell us how:

No data: No responses found for this question.

ResponselD Response

8
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5. If the Home-Delivered Meal Program has impacted your health and

safety during the COVID-19 pandemic, please tell us how: - Text
Analysis

No data to display

Percent

9
Page 14 of 82



6. In the past week, how many visits did you receive from another
person (including family, friends, and relatives, but not including the
meal delivery team)?

3% 10 or more visits

9% 6-9 visits | 16% 0 visits

15% 4-5 visits

57% 1-3 visits

Value Percent Responses
0 visits | 16.3% 51
1-3 visits - 57.4% 179
4-5 visits i 14.7% 46
6-9 visits e 8.7% 27
10 or more visits | 2.9% 9

Totals: 312
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7. Do you live alone?

36% No

64% Yes

Value Percent Responses

Yes e 63.6% 194
]

No 36.4% 111

Totals: 305

11
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8. In general,

How often do you feel that you lack
companionship?

Count

Row %

How often do you feel left out?
Count
Row %

How often do you feel isolated from
others?

Count

Row %

Totals
Total Responses

Hardly
ever

126
40.6%

170
56.3%

158
52.0%

Some of the
time

141
45.5%

98
32.5%

110
36.2%

Often

43
13.9%

34
11.3%

36
11.8%

Responses

310

302

304

310
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9. What is your race or ethnicity? (Mark all that apply)

100
80
60
<
o)
o
)
o
40
20
0 IS =
American Black/African Hispanic/Latino Native White/Caucasian
Indian/Alaska American Hawaiian/Pacific
Native Islander
Value Percent Responses
American Indian/Alaska Native 1.3% 4
Black/African American 2.6% 8
Hispanic/Latino 2.3% 7
Native Hawaiian/Pacific Islander 0.3% 1
White/Caucasian I 94.2% 292
Other (describe) Count
Totals 0
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10. If you could change one thing about the Home-Delivered Meal
Program, what would that be?

portions seasoning
chicken good variety

fi i
2:f 00O rt'ITa‘Fads

meals:

pasta

vegetables Milk meal cooked
fresh door menu fruit delivery

ResponselD Response

350 Less BBQ meals like ribs and chicken

B58 Nothing, I like it the way it is now.

354 Do not like cold meals. Not too fond of beans.

358 Don't change a thing

359 They be delivered more around noon.

360 They are doing great!

363 Bun is soggy when put inside container.

365 Too much pasta. Not so many mariden oranges.

366 LESS SPICE!! Sometimes spicy foods upset my stomach. You can always add

more psice in our homes if necessary but you can't take it out.

369 Milk containers that are easier to open. Almost impossible to open milk.
370 Vegetables are ALWAYYS mushy and way overcooked. | would change that.
371 The fried chicken is not good.

14
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ResponselD Response

372

BV5

377

380

385

387

388

389

392

394

395

396

398

400

401

402

407

408

409

410

411

412

| only eat white meat but sometimes the meat doesn't always look so good.
Undercooked and bloody.

| like it all.

Nothing. Please tell the vegetarian meal preparer that | ADORE their meals
and the TRUE vegetarian meals!

More food. Better food. More ice cream. Skim milk. Better veg

The cold meals are not my favorite.

Nothing

Nothing

Working fine

More fresh fruit. Omit iceberg lettuce and use romaine or spring mix instead.
Smaller time window for delivery

Green beans are bad. Too much chicken and casseroles.

They do a fine job.

No change.

It would be really helpful if we could still receive a meal if we're gone at
typical delivery time but too many variables.

A bit more seasoning on the veggies. Overall its well run.

Make veggie cooked a little less.

More mashed potatoes. Less noodles and potato patties

More variety.

No whole baked potato and yams

Don't like brussel sprouts. Would like cooked carrots or green beans.
| think the HDM program is great.

Tastier meals

15
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ResponselD Response

418

421

425

426

428

429

433

434

435

436

439

441

444

446

448

449

451

452

453

454

455

Less chicken and more beef

Overcooked fresh vegetables.

Larger helpings

No fish.

The menu, more changes.

Less canned type fruit. Fresh fruit would be better.

Improve the vegetable cooking-they're either overcooked or undercooked.
Pasta is overcooked.

Less BBQ sauce items.
Baked desserts are too sweet.
Have no idea. Glve thanks please to the many volunteers.

| would suggest a hot meal every day. Even if there were cold sandwiches, at
least present a hot soup.

More meatballs.

New to the program so haven't decided yet.

Less pasta and less sour & spicy dressings on food.
Lataer delivery

Everyone needs time off but miss them on Sat & Sun. Not so much meals just
the smiles and friendly hello.

Not so much bean salad
More variety.
More flavor (no salt)

| would have a cooler outside for the meals to be pput in if | can't get to the
door or not home.

All delveries came at the same time each day.

16
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ResponselD Response

456

460

463

464

465

466

467

468

469

474

476

480

484

486

488

489

490

491

496

497

498

Less peppers. Mot as much dressing on the salads. Less cooking of some
vegetables.

Delivery closer to noon.

We asked for no fish and they complied.

More home style meals. Less peppers and onions.

Less sweet potatoes and more fried or mashed white potatoes.
More variety or more beef meals.

None. They do a great job and | look forward to getting a meal a day.
Same time everyday.

No salads. Except lettuce, jello, pudding, cole slaw and potatoes. No real
onions or really spicy foods.

Just started these meals, but do see a lot of meals repeated each month.
Come same time everyday.

Would like to have an egg bake more often.

Vegetables and potatoes are too hard to chew and meats are tough.
Less meat but good summer menu.

Menu choices

Some of the driver's need to knock louder.

More desserts.

Pay more attention to cooked vegetables. They are either not cooked long
enough and they are hard, or they are cooked to long and mushy.

For some reason | have an aversion to cardboard. | usually put it on a glass
plate, sauce dish etc. The milk | drink with a straw.

Sometimes there are too many sandwiches.

Have food fully cooked. Whole wheat not white bread.
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ResponselD Response

501

503

504

505

510

511

513

516

518

520

527

529

531

532

533

536

537

539

541

548

Serve a small salad and/or small raw carrots and celery sticks with each
meal.

Variety of food.
More variety. More flavorful food.

Things that could be improved: lasgana, meatloaf, chicken casserole, mac &
cheese.

More chocolate milk

Food needs to be fully cooked. Baked potato are too hard.

Bit more food in the trays. Some meals seem so small

Better consistent quality food.

More lettuce salads

| can't chew kale salads

More pasta salad. Meat at times could be cooked m

Go back to delivering meals in a bag. More comfort casserole meals

Deliver 11:15-11:45 if possible. If gone | leave a note on the door. Milk
containers are hard to open.

Don't like to the roasted chicken. Most of the meals are very very good so no
change needed.

More variety of meals, sometimes the portions are unusually small and have
received burned food at times. Choice of chocolate milk or juice would be
nice.

Have larger portions of veggies.

Do ice cream in the fall & winter when weather is colder then we wouldn't
get liquid ice cream.

We don't care for the black beans. | would like to compliment someone who
provides those excellent pies.

Hot food could come hotter.

More pasta. Better dessert or more of a variety.
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ResponselD Response

550

552

553

554

555

557

563

564

568

569

570

571

572

574

575

576

578

581

582

583

585

586

Add Saturday & Sunday meals.

No brats or sausages.

Often | get my meal before 11am. Start later please.
Less pears & oranges.

More pot roast.

Better milk cartons-hard to open.

More flavorable food. Food is usually bland.
Inprove the taste of cold salads with mixed meats.
Better variety

More beef, less chicken

Flavor, not so bland

Ability to have meals left in apartment entrance when | am away for an
appointment.

| prefer not to be given another person's meal with dietary restrictions. |
would like my regular meal.

larger portions, more food

have calories & nutrition published somewhere
Deliver on weekends

better food

| wouldn't, it's all good

Food needs more seasoning, coverings, like sauces over the meals. Some
meals taste awful.

Nothing. They are fine just the way they are. All the people delivering meals
are very friendly.

I'm well satisfied

larger portions
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ResponselD Response

589 Thank those that volunteer! They are the ones on the front line day in day
out.
590 To change the look of the entree. There are times | look at the meal, then

look at the menu and still question what it is.

591 More seasoning

595 Have hot food items hot when | receive them

596 to have more salads and green veggies

597 More option to pick & choose, less bread, less lettuce

598 We are satisfied

600 Better appeal, fewer casseroles. Less veggies

601 fresh fruit & fresh salads

604 When there is a spinach or mixed green salad, please include a dressing

packet. Rarely is it included. Friday, 9/10/21 was a rare occasion | received a
dressing packet.

605 The rule that | must be home (answer phone or knock at door) is unreal.
What if | have an appointment and cannot get back in time for meal delivery?

607 nothing

608 | can't think of anything

609 food is bland, more seasoning!

610 taste- flavor

611 The cook. The meals should be really tasty and something to look forward to.

So far, they are not. Except for Carl's Cake.

612 The stalks on some vegetables like broccoli are often (usually) 50% or more
of the serving and they are inedible as too are to eat

613 Have the vegetables not be so bland which | said last year.
614 No bratwurst
615 better vegetables - too soggy. More seasoning
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ResponselD Response

616 don't change
617 less starch
618 2% milk - I've been told that substitutions are not possible, but | cannot use

1% and would much appreciate 2%, which occasionally is included, but
usually 1% is provided, which is unusable to me.

619 to get the meals between 11:15 and 11:45 which is most of the time. On
Tuesdays the meal comes between 12 and 1:00

621 no

622 some of the meals are so dry. For example: meatballs and spaghetti. Please
add more sauce

623 nothing

624 nothing

625 bigger servings of fruit

626 works fine now

627 have a choice of different food when Hispanic food is on the menu.
628 forget the applesauce and extra bread and butter

629 some cheeseburgers

631 nothing

632 that some of them are sloppy and crushed

635 It is working fine for me

636 | like it the best when they come to my door bell - no door dash please
637 It's great! Thank you.

638 Barbeque, spaghetti, some chicken, Carl's Cake, and fruit

639 no more tilapia, more melon, bigger servings of fresh fruit

640 some choice

641 the requirement to be home at 11:30 everyday is demanding
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ResponselD Response

642

644

645

646

647

648

649

650

651

652

653

654

655

656

657

658

659

660

661

662

2% milk instead of 1%. 1% is like water.

It would be difficult. So far the reliability and dedication of the volunteers
who deliver the meals has been outstanding. When | have a conflict at
delivery time, | tape a note on the door to just set the meal by the door.

stop including bread

do a survey on the meals on the menu

no change

more flavor. | add salt and sometimes pepper

bigger portions

the time they deliver the meals.

nothing

dislike apple sauce and get it most of the time

nothing

nothing

add salt to the vegetables

get a different caterer

nothing

sign up for 5 days a week

some meals are not low sodium

More condiments and sauces on the side

more flavorful meals. More varied desserts, not so many cakes

change to night instead of afternoon for me.
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11. Would you recommend the Home-Delivered Meal Program to a

friend or family member?

9% Don't know \

1% No \

90% Yes

Value Percent
Yes ] 90.3%
No 1.0%
Don't know I 8.7%

Responses

280

27

Totals: 310
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12. Choose the county that provides your meal service:

100% Dane County
Value Percent Responses
Dane County - 100.0% 313

Totals: 313

24
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13. Other comments:

|
volunteers O\|/oerogram Woggﬁrfm
cookin foo eat

grate ngOOd time Ifriendly

S s

delivery peop le
Var|etyserVIce nice dehvered

Lo Nea

ResponselD Response

350

352

356

358

363

364

366

367

368

372

373

374

People are very nice. Meal come in very handy.

The home delivered meals help me when | have no car and my health keeps

me from getting out.

| wish | could pay more than $4/meal. | receive 5 meals a week.

You have a wonderful staff.

| like that you can cancel what | don't like.

Happy to have it.

Last week | found 2 hairs in my food. Tuesday Sept 14 | found a hair in my

broccoli salad. Not good.

| was very happy to receive home delivered meals. | looked forward to seeing

the volunteers who were always so friendly and helpful.

Less garlic seasoning. Skip the pork chops.

My husband drinks white but | can't. Possible to get choc milk?

We feel very blessed to have such good meals delivered to us.

We feel very blessed by having such wonderful meals delivered to us.
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ResponselD Response

377

378

379

380

382

383

385

386

390

395

400

401

402

404

405

407

Thank you from the bottom of my heart. Middleton Senior Center quadrupled
my nutrition value, taste and quality over the Madison meals | formerly
received. | love it and feel blessed to have it.

A very efficient service. Thank you very much appreciated.

The delivery people are the most enjoyable all the time. They are such caring
individuals and a joy to see.

most of the veg could be cooked more. Too hard to chew.
MOW's is greatly appreciated.

I'm very thankful for your services. Lots of time | don't eat lunch and it help
me a lot. Thank you again, god bless you all and be safe.

Not like one time when a delivery person questioned how | was running a
group activity...

| am so isolated. Don't know my neighbors, my family live elsewhere. | don't
drive and my husband died in 2019. Daughter visits once a month. | am so
very grateful for MOW. Without them, | don't know if | would survive. God
bless the MOW people and volunteers. All who are involved in this food
service.

Great and friendly delivery people.

| am thankful for the service. | appreciate all the people who volunteer their
time and effort to offer this help.

Delivered meals is great. | know | have one good meal of variety of healthy
meal. It is always enough food for a snack for left over plus due to my need

for a walker | am not able to make such a nice variety of foods at meal time.
Thank you.

Salad options are great.

All volunteers are very good and always on time. Friendly staff. Senior
Center does a good job.

Delivery drivers are good people.

It is wonderful that some of us get meals that we would not afford
otherwise. Thank you very much.

| really like the taco pasta casserole when you send that for our lunch.
Please make your potato salad and the calico beans and the cookies with the
M&M's more often. | really like them.
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411 I'm so happy that my brother and his wife talked me into getting the meals
on wheels. Such a good variety of meat & Veggies that | would not have on
hand at home. Different meal five days a week & in good portion size too. It
is like going out to eat.

413 Thanks to my wife for getting this set up.

416 Thank you its wonderful to get together once in a while.

418 We truly are pleased and grateful for all you do. Mom's favorite is your rice
pudding.

426 Just don't like fish.

427 Answering on behalf of father. One of his daughter's stays with him 95% of

the time. He misses visits with old friends but isn't interested in visits from
people he doesn't know.

433 Would like it if the food were a little less bland.

434 We are thankful for meals on wheels. Helps keep us at home as we are
homebound. Volunteers are super! Food is nutritious. Concern with plastic on
containers as it can break apart. Afraid we might swallow it though | check it
carefully. Containers are easy to warm up the food.

435 | prefer hot meals to salads. There is plenty of food. | usually save half for
supper.
437 My meals are home delivered because we cannot meet to eat together

anymore. | miss that. | went to the Municipal building because | needed to be
with people-so because of circumstances-I'm back to eating alone.

439 | for one rely on these weekly meals. | wouldn't fare well without the
nourishment. It is very hard for me to cook meals.

442 | think the volunteers delivering meals do a really good job. Thanks to all of
them.

443 Only had 2 meals so far so hard to take a survey.

444 Enjoyable to eat more balanced meals.

446 | am continually in awe and grateful for the volunteers who give their time

and energy to deliver the meals.

449 They have saved my life, | was not eating right before you.
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456 Some of the meals could be prepared a lot better with less spices. You are
cooking for seniors and some of us don't need all those spices and again less
peppers.

460 Name ingredients in casserole's. Not everything in them agrees with

everyone's stomach.

462 The people are friendly, the deliveries are timely. They could not talk much
and be timely leaving hot food.

463 This is such a nice program and we are grateful to have it. We are 89 & 92
years old and shopping/cooking are not big on our list of things we can do.

465 Thank you very MUCH for making my life a lot easier with your meals. Some
days | can't make meals for myself and your meals are the only hot meals for
the day.

466 Thank you for the meals they really help. Where's the beef! LOL!

467 They are always smiling and do a great job. Getting me a cold or hot meal is

always done. Ready to eat.

468 Would like more meat meals. Pork chops, roast and meat loaf more often.
469 The meal drivers all do a great job. They are all friendly even in bad weather.
473 There is a great variety of foods and | really like the vegetables and salads.
474 They are much better tasting meals than 4 years ago. You must have a great

chef! Better food, flavor recipes and ingredients.
475 Too much peppers and sodium in food.
478 Knowing that a meal is coming daily is great, as it is difficult for me to make

even the simplest of meals. There is a good variety of foods. | am easy to
please although | don't like everything and the food is not like home cooking.

480 The people who deliver are very nice and | appreciate their help.

481 Love the support. Healthiest meal of the day. Seldom there are things | don't
like.

482 The chef salad is SUPERB both in content and in appearance. | always use it

for 2 meals. I've had meals delivered for almost 4 years and | still enjoy it.
Keep up the good work! MOW was my daughter's idea and | thank her every
week.

486 Have severe arthritis so very hard to get around.
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489

492

496

497

499

501

502

506

516

529

530

531

532

533

534

539

540

543

Delivery staff are very friendly and polite.
| appreciate your services very much. The hot meals are the better ones.

The delivery people are great. My dog alerts me when they are coming down
the hall. Also when the food bus arrives or car.

You are doing a great job!

#6 answers are with the warmer weather. With winter coming | will not be
able to get and about much.

Helps me maintain more balanced, nutritious diet.

Appreciate the variety of meals/food. Friendly patient drivers. Timely
delivery.

Thank you so very much for the delicious nutritious meals you provide.

Would prefer that what the menu says is what is served. Don't overcook
vegetables. Serve bread separate from filling so it doesn't get soggy. Meal
drivers are very nice.

| think they do a very good job but time to change the overall menu.

This program is wonderful for people like me. | am also comforted by the
fact that someone is checking up on me. My family is going back to AZ soon
so | will be on my own.

Beef roast is delicious. Fish on Friday's is good.

It's been such a blessing to receive the meals. | love the variety. Because of
COVID | am isolated so its great to see a friendly face even if its mostly eyes
now days. Keep up the good work.

| greatly appreciate the HDM program. Since | am unable to do much cooking
due to serious illness. It provides good nutrition and well-balanced meals.

Keep up the good program.

They provide a fairly good selection. We usually enjoy good salads and
sandwiches like tuna and egg.

Food is tasty & nutritious. A wonderful main meal for the day. Volunteers are
attentive, helpful, kind-Always check on me bring mail to me etc. They tell me
if the doorbell isn't working too. Services greatly appreciated!

Keep up the good work.
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545 Colonial Club gets a "10" on all the work they do and the meal program.

548 | really enjoy the meals.

550 Healthwise most people would be healthier with less salt & sugar intake.
Some meals should be evaluated for color & visual appeal. A wonderful
program.

552 Your meal is my only meal of the day.

553 Don't try and get in house. Ice cream mostly melted. Portion size sometimes

too small-especially desserts. Broccoli is mostly stalks. Don't like hot fish.
Tomatoes bad for arthritis. Tomato sauce used to much. Like the OJ. Like the
sealed plastic on tray. Don't have to open up what | don't like.

565 Proportions are sometimes smaller than | would expect but overall | think
you do a great job and | appreciate it.

567 It's been a blessing to us.

568 All Meals on Wheels in same city should serve the same meals. My sister
gets meals on wheels and lives about 3 blocks from me and she gets better
and more variety meals.

572 Meal plan has gotten better from the last survey. | wish there were more
flavorful meals.

574 Many times the helpings are very small. There is not quite enough to feel
that you've had enough to eat. You are definitely not providing large enough
portions. When do changes to larger amounts of food going to happen so
that I've felt that it is enough to feel satisfied? Men need more food it seems.
| am a woman and feel that | don't get enough.

579 This program has provided me with a varied, healthy, nutritional source of
meals. The service is great and the delivery people are friendly. It is a "great"
program. Thank you.

580 Everything seems to be fine.

582 They serve chicken breasts too many times, can't we have dark chicken once
in a while? Older people don't like that kind of food. Fruit, apple sauce
amounts too small.

585 | am so grateful for this service. Thank you.

587 Good service and attitude. Thank you!

30
Page 35 of 82



ResponselD Response

589

590

595

597

598

599

601

605

608

609

611

614

615

616

618

621

| volunteered delivering meals on my own wheels from the time | retired in
1998 thru 2019 over 20 years and was surprised to receive an invoice in the
amount of $117 for the cost of meals. When did meals on wheels start
billing? Is this recent?

The delivery people are amazing, friendly, and happy. They deserve a lot of
recognition and thank you for doing this.

For the most part it is a wonderful service.

Delivery people are wonderful. Always take time to say "have a good day"
We have been happy with this program

Very happy with the program!

| am very appreciative. Glad to get the food, otherwise my selection wouldn't
be so good.

Meal delivery is anytime from 11:25 to 12:35. Tuesday and Thursday's are
dialysis days and not all the delivery people realize | can't be here when they
come.

Because of the epidemic, | am even more grateful for my phone. | receive and
make a number of calls each day. | love to read and am cheerful most of the
time. | try to eliminate the negative (harder to these days) and accentuate

the positive!

| am happy with the overall Meals on Wheels program! All the volunteers are
wonderful! The special treat of Carl's Cakes is delightful!

The combinations of food items rarely make sense- like potatoes with fish
and rice?? Salad w/ green beans?? A little seasoning would help a lot too.
The portions are so small that anyone who really relies on this meal is
terribly malnourished.

| would like some fresh fruit in my meal.

Appreciate the availability of the service. Portions are quite small for me. |
like more puddings. Less Carl's Cake.

Someone makes good brownies and potato salad. Thank you all.

Thank you. | totally appreciate the Meals on Wheels program and am
grateful for it.

brother
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622 Thank you. Thanks to the volunteers for their service. Thanks for follow up
check if | don't answer door.

627 Put potato salad in a larger container. It's part of the meal and get it's put in
the smallest container. | called your office about this and the girl on the
phone agreed with me.

628 Please call when they're going to be real late

630 We really enjoy the meals and variety that you provide. My husband doesn't
eat the bread or drink the milk but | use them in other ways so it's not
wasted! Thank you for the service you provide.

631 The reason | feel isolated at times is because I'm elderly, am on oxygen. |
can't drink. | don't smoke. Porchlight bought our building now it's different
here. More people gather that have habits and of course they seem to think
I'm odd and different which | guess | am.

635 When women deliver the meals, they stand back like | might have something
they could catch. They don't seem like they even want to say anything to you.
This is an apartment building not a care center where everyone is ill.

636 All the meals are great and are my favorite. | love the surprise brat for Labor
Day. What a nice surprise! Thank you

637 | appreciate the meals. Thank you so much!
638 Main dish is not edible.
639 | like it when they call ahead prior to arrival and ring the doorbell when

putting delivery on the porch near my door.

644 Love not having to be responsible for shopping for and cooking/fixing 3
nutritious meals a day. Age, with arthritis in my hips and lower back make
preparing meals more challenging. | like being able to opt out of meals when
it conflicts with other plans, or it is a meal we have had before and not liked.

646 | think you should have a separate survey for the meals offered. For example,
there are some meals that | don't like. I'm sure there are meals other's don't
like. In this way you can drop meals that many don't like and add more
popular meals. | have included a sample of what meals | don't like on the
September menu.

648 | received a fish dish on Sept 1st or 31st of Aug that appeared so bad that |
couldn't eat it. It probably looked just fine to people who like fish without
crusting.
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649

652

653

658

660

Could the meal delivery wear name tags so we could learn their first names.

Make the name tages large enough so they're easy to read.

the deliver persons are all very nice.

thank you for the meal program

| enjoy the variety that Meals on wheels provides

Good break from grocery shopping and cooking which is difficult now
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Background

About the Area Agency on Aging (AAA) Case Management Services

Through contracts with purchase of service (POS) agencies, the Dane County Area Agency on Aging
(AAA) provides publicly-funded case management services for older adults on behalf of Dane County
Department of Human Service (DCDHS). Case management services in Dane County are provided
through a network of 12 geographically-based Senior Focal Points (Focal Points).

The primary goal of case management services is to provide older adults with
the support, resources, and community services that they need to safely
remain in their own homes and communities.

Case management is defined as, “the provision of services by providers whose responsibility is to enable
clients and, when appropriate, clients’ families to gain access to and receive a full range of appropriate
services in a planned, coordinated, efficient, and effective manner. Case managers are responsible for
locating, managing, coordinating, and monitoring all services and informal community supports needed
by clients and their families. Services may include, but are not limited to, assessment; case planning,
monitoring and review; advocacy; and referral.”!

Case managers assist with the assessment of individual needs and the coordination of a variety of
services from home chore and personal care to assistance with health insurance and prescription drug
plans.

In order to receive County-funded services, clients must be Dane County residents, age 60 and older, live
in their own home/apartment or home of a family member, and have an income below 240% of the
Federal Poverty Level.

Dane County is committed to providing case management services to help older adults live
independently for as long as possible in their own home and has made funding AAA case management a
priority. County funding is 48% of the total needed for this program in 2021 — thus without additional
financial support from cities, municipalities, townships, villages, and donations, it would not be possible.
Dane is the only county in the state that has such a program and it has been recognized by the state as a
“best practice” for meeting the ongoing needs of older adults.

1 “604 Case management/Service Coordination,” in Standard Program Categories, Wisconsin Department of Health Services, p. 15, December
29, 2016, https://www.dhs.wisconsin.gov/hsrs/spcdefinitions.pdf.
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About the survey
The purpose of this survey is to measure client satisfaction of case management services with the goal
of improving program efficiency and ensuring the program is effectively helping clients.

The AAA Case Management Survey was last done in 2019 and is based on the mail version the Case
Management Survey of the Administration on Aging (AoA), Performance Outcomes Measures Project
(POMP).2 Some modifications were made in 2019 and were carried forward for the 2021 survey —

e Including using the Focal Point name and case manager name in the introduction

e Excluding a question about the last time the case management services were received

e Retaining the list of services coordinated, but updating for Dane County from prior versions of
the AoA survey

o In 2021, “medical equipment (wheelchair, walker, etc.)” and “medication management”
were removed from the list of services

e Using the wording, “Is your situation better because of your case manager’s help?” rather than
“Has your situation improved because of the services your case manager arranges?”

e Adding back in the question, “Are you satisfied with the case management services you
receive?” which was on prior versions of the AoA survey

e Adding a question regarding whether the person completed the survey on their own or received
help completing the survey

e Editing the question whether case management services helped the individual continue to live
at home to if the case management services helped the individual continue to live where they
choose

e Adding space for open-ended comments about improving case management services and
additional comments about their case manager or case management services

In 2021...

e References to “care plans” were changed to “service plan”
e Additionally, the question “Did you receive a copy of the care plan?” was changed to “Were you
offered a copy of your service plan?”
e Adding the open-ended question “How has the case management service helped you?”
e Screening questions were added to the beginning of the survey to confirm the most
knowledgeable person completed the survey
o “Are you the person who usually talks with your case manager, [NAME]?” If they
answered “no,” they were asked to give the survey to the person who usually talks to
the case manager
o “Doyou remember any interaction with your case manager in the last year?” If they
answered “no,” they were screened out and excluded from the analysis
o Additionally, the question of who completed the survey was moved from the end of the
survey to the beginning of the survey
e Sent an online survey to those with an email address and followed up with a mail survey to non-
responders

2 “POMP Final: Case Management Survey Instrument (Mail Version),” Administration for Community Living, Last modified November 13, 2019,
https://acl.gov/sites/default/files/common/Case _ Mgmt mail.pdf.
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e Formatted the survey as a booklet instead of sending two separate pages
e Surveys were not translated into Spanish. Due to low need and return in 2019 (12 need, 8
randomly sampled, 1 was undeliverable, 0 were completed) it was decided to take a different
approach.
o Bilingual case managers were mailed English surveys and asked to work with Spanish
and Hmong speaking clients to translate the survey and submit the client’s answers
o Thisis an imperfect approach — translations can vary from one administration to the
next and we are counting on case managers to record what the client said without
coaching them to a more favorable answer. It can also be uncomfortable for the client
to give negative ratings when the person administering the survey is the person they are
rating. For these reasons, surveys sent to case managers are tracked as they are
expected to have more favorable responses.

A copy of the 2021 survey is in Appendix A — Survey Instrument.

Due to space restrictions, demographic questions were not included in the survey. Each survey
contained a randomly assigned code used to append available demographic information from the
DCDHS Information System (InfoSys) to the completed survey.

Key Findings

Overall, the vast majority of the 405 survey respondents are happy with AAA case management
services and their case manager.

o 89% rated the overall quality of case management services as “excellent” or “very good”
o Only 10 respondents (3%) rate the quality of case management services “fair” or “poor”
e 96% agree they are satisfied with the case management services they receive
e 96% say their situation is better because of their case manager’s help
o Almost all (99%) feel their case manager treats them with respect
e 90% say the services help them continue to live where they choose

Communication is extremely important to case management clients. While case managers are strong
communicators, there are still opportunities for improvement.

e Those who qualified for the survey gave high marks to attributes related to communication with
their case manager. Specifically, 96% said “yes” they know how to contact their case manager
when they need to, 96% also said “yes” their case manager explains things in a way they can
understand, and 93% responded “yes” that their case manager returns phone calls in a timely
manner.

e Notably, 89 responses (15% of all returned surveys) were disqualified from the analysis because
the respondents did not recall any interaction with their case manager in the past year.

o This was reported by 22% of clients who have been clients of case management for less
than six months — it is possible they are enrolled and waiting for an intake meeting.

o Three Focal Points - Sugar River Senior Center (47%, 9 of the 19 returned surveys),
Southwest Dane Senior Outreach (24%, 9 of the 37 returned surveys), and NewBridge
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Madison (17%, 29 of the 169 returned surveys) had relatively higher proportions of
respondents say they do not recall interaction with their case manager in the last year.
= Notably, organizational changes at Sugar River Senior Center may have
disrupted services and resulted in this large proportion of clients not recalling
interaction with their case manager.
The importance of good communication is reiterated in open-ended comments.

o 28% of recommendations to improve case management services were either to have
the case manager call more frequently or generally improve communication. Poor
communication was also called out by seven (7) people in response a prompt to provide
additional comments about their case manager or case management services. For
example, respondents said:

= “Wish case manager would follow-up more. No contact since COVID hit.”

*  “We communicate by email. It would be good to have them check with me from
time to time. I have to understand what services are available from NewBridge.”

= “The only way I can get in contact with my case manager is to leave a message
through the Colonial Club. It takes more than a week to call me back. | have no
other phone number to call in case of an emergency.”

o Conversely, when providing comments about their case manager 12 praised the case
manager for keeping in touch. Examples of specific praise include:

= “They are so helpful. They call and send cards. It’s so nice to have someone who
cares. They are so sweet.”

= “They have been great calling me to check in about my dad and offering
suggestions. They have great knowledge of programs we could possibly use.
Enjoy working with them.”

= “Very sweet and helpful person who continues to keep in touch with me even
when not working on something.”

Survey results indicate high inconsistency around service plans. Critically consider the large
proportions of respondents who said both “no” a service plan was not developed/offered compared to
larger proportions responding that they “don’t know” if a service plan was developed/offered. AAA
staff and Focal Points need to work together to quality check that plans are being developed and offered
without assumption that the respondents are accurately recalling a lack of development/offer to share a
copy. They should also take into account that these results might be impacted by case managers’ lack of
access to printers. This likely prevents them from sharing the plan with clients in the clients’ preferred
format.

e OQverall, only 59% of respondents (214 people) remember having a service plan developed while
16% (57 people) said “no” they did not have one developed and another 26% (93 people) were
unsure if they had a service plan developed.

o This result is consistent by Focal Point, months of service, age, and race/ethnicity.

o Asexpected, fewer recall being offered a copy of the service plan (47% “yes” or 164 people; 24%

“no” or 83 people; and 30% “don’t know” or 105 people).

2021 AAA Case Management Survey Results 6

Page 44 of 82



o One Focal Point appears to underperform other Focal Points in offering a copy of the
service plan.?

o Recall of being offered a copy of the plan is relatively consistent by months of service,
client age, and race/ethnicity.

Foreign language assessment of satisfaction continues to be an area for improvement. Of the 54
Hmong- or Spanish-speakers, only two (2) returned a completed survey for a response rate of 3.7%.

e 55 of the 2,160 clients receiving case management services prefer a language other than English
(6 Hmong, 49 Spanish).

e 54 were included in the random sample and/or oversample, and their surveys were mailed to
their case manager who was to work with the client to complete the survey (6 Hmong, 48
Spanish).

e Only 2 of the 54 surveys were completed (3.7% response rate) — all were in Hmong.

3 Due to the small number of people answering this question by Focal Point, the name of the Focal Point is not shared.
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Methodology

2021 survey

Impact of COVID-19

The COVID-19 pandemic began sweeping across the globe in 2020. Public health strategies to respond to
the virus included “flattening the curve,” physical distancing, wearing masks, quarantining, and limiting
travel/movement outside of one’s home. These efforts ultimately led to the closing of many physical
business locations. It also caused service shortages, staffing issues, and supply chain delays. Businesses
quickly adapted to deliver services as safely as possible in this new health crisis. However, many older
adults still experienced isolation due to these safety measures.

Despite the development and distribution of vaccines, the impact of COVID-19 is long lasting. At the end
of 2021, COVID-19 was still impacting the way we live our daily lives. Each Focal Point had its own
discretion on how to administer case management services during the pandemic while staying within
the guidelines of ever evolving local health orders. However, AAA did not forget its case management
clients. AAA staff worked closely with Dane County Aging Network to leverage additional resources,
establish new partnerships, and create innovative programs to rapidly respond to challenges that arose
with COVID-19. Significant challenges included combatting social isolation and the continuation of
services without the older adult volunteers who heavily support meals, transportation, and program
operations. AAA’s innovation to combat these issues created program and service options case
managers could pass on to their clients.

Who was surveyed?

The survey was sent to people who received case management services from a Dane County Focal Point
between January 1, 2021 and August 31, 2021. The DCDHS Information System (InfoSys) was queried to
identify appropriate records. The query pulled records for which clients were not marked as deceased,
had a case management service code (604) from a corresponding Focal Point, and at least one service
rendered between January and August of 2021. After several steps to clean the sample 1,587 surveys
invitations were sent.

How was the sample cleaned?

In its initial pull from InfoSys, DCDHS Planning & Evaluation staff’s query identified 1,951 records (see
Table 1). In preparation for sending the records through the National Change of Address database
(NCOA), those who only received MA/Med D services or we duplicated within or across Focal Points
were removed. This resulted in 1,710 unique persons being sent for address verification (see Table 1).
Later it was uncovered that the initial 1,951 records were incomplete because they excluded anyone
who did not have an address in InfoSys. The error in the initial pull from InfoSys was identified and fixed
after sending the file for address verification. Notably, this error did not impact records that qualify for
this service because National Change of Address needs an initial name and address to run a record.
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Table 1: Initial Sample Cleaning

Total records pulled from InfoSys 1,950

Less records where

MA/Med D only clients -141
Duplicate clients within the same Focal Point -53
Duplicate clients between Focal Points -46
Records sent to National Change of Address (NCOA) 1,710

The 1,710 records were sent to National Change of Address on September 20, 2021 for verification. This
service updates addresses when a person has filed a change of address with the postal service. In
addition, it fixes formatting and indicates if an address is deliverable by USPS. After removing address
updates that made the client ineligible — moved out of the service area — or that indicated the client
could not be reached by mail — undeliverable as addressed, address vacant, or recipient moved and did
not leave a forwarding address — 1,597 records remained in the sample (see Table 2).

Table 2: National Change of Address Results

Sent to National Change of Address (NCOA) 1,710

Less

Addresses marked as undeliverable by USPS -90 185 address were
Addresses marked as vac.ar_1t -13 updated via NCOA
Addresses where the recipient moved but doesn’t 10 before mailin
have a forwarding address g
The recipient moved out of state -0

TOTAL RECORDS WITH A VALID ADDRESS 1,597

The list of clients with valid addresses was then sent to Focal Points. Focal Points were to add the name
of the case manager and email addresses where clients might respond to the survey electronically.
Additionally, Focal Points could identify if a survey should not be sent for any reason or if the survey
should be addressed to a proxy. The Focal Points called out that clients were missing from the list and
there were clients in the list who were deceased. This revealed needed changes to the initial InfoSys
guery. An additional file was sent to the Focal Points that identified deceased clients by closing code
instead of a flag in the profile table and included clients without an address in InfoSys. Focal Points
added addresses where they could. The client lists were returned to DCDHS staff on or before
September 30, 2021. There were now 2,157 eligible records identified (see Table 3).

The files returned by Focal Points were used to identify population (2,610) and eligibility (2,157) counts
(see Table 3). A random sample of 1,500 records was then pulled from eligible records. The sample was
proportionate to Focal Point population by race and ethnicity.* Additionally, an oversample of up to 100
Black, Indigenous, and persons of color (BIPOC) was pulled. There were not enough BIPOC records to fill
all 100 spots so an additional 87 records were added to the sample for a total sample of 1,587 records.
BIPOC were oversampled because prior surveys with older adults had a lower response rate among
BIPOC than White respondents, which can cause underrepresentation during analysis. See Appendix C —
Population, Eligible, and Sample Distribution for detailed counts and proportions by race/ethnicity and
Focal Point.

4 Race and ethnicity is determined by demographic information available in InfoSys. See Appendix B — Context of Race and Ethnicity for more
detail about how race/ethnic group is assigned in this survey and rationale of labels used throughout this report.
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Table 3: Final Cleaning After Input from Focal Points
Corrected number of records pulled from InfoSys

(POPULATION) 2,610
Less

MA/Med D only clients -116
Deceased -98
No case manager identified -87
Address not available -42
Moved (no forwarding address, out of service area) -15
Indicated do not send by Focal Point because...

Moved to a care facility -37
Referred to another program (HCPOA/CCS) -28
Homeless, no address -8
Not capable (MH, dementia, general) -6
Did not serve in 2021 -3
Not currently serving -10
Other -3

TOTAL ELIGIBLE RECORDS 2,157

How could people participate?

Response rates to all types of surveys have been falling over time.> Because of this, a pre-notification
letter was sent to improve recipient participation in the 2021 AAA Case Management Survey. These
letters were mailed in Focal Point envelopes and let people know the survey would be arriving in a
DCHDS envelope and some people would receive an email invitation from SurveyMonkey to complete
the survey. The purpose and sponsor of the survey was explained and signed by AAA Manager Cheryl
Batterman. These letters were mailed October 20, 2021 (see Figure 1).

Email invitations to the web survey were sent to people with an email address on October 26, 2021. In
all, 74 email invitations were sent and 8 people completed the survey online (10.8% response rate to the
email invitation). On November 4, 2021 surveys were mailed to all non-respondents — those who didn’t
complete the survey online and those without an email address. Surveys were mailed in DCDHS
envelopes with “Return Service Requested” printed below the return address. Respondents were asked
to mail back their completed survey in the provided postage-paid, business reply envelope no later than
December 20, 2021.

Fifty-nine (59) envelopes came back with a forwarding address and were remailed on November 8 or
November 15. No envelopes were returned with a forwarding addresses after November 15, 2021.
Analysis was conducted on surveys arriving no later than January 18, 2022.

5 “Response Rates — An Overview,” American Association for Public Opinion, accessed June 28, 2021, https://www.aapor.org/Education-
Resources/For-Researchers/Poll-Survey-FAQ/Response-Rates-An-Overview.aspx.
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Figure 1: Survey Schedule
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In all, 560 completed surveys were returned (see Figure 2). In order to compute a response rate, we need
to know the number of valid surveys. Those who said they did not remember talking with their case
manager in the last year, marked that they only received Medicaid/Medicare Part D services (or did not
mark any services on the survey), or could not be reached were ineligible for the survey. Dividing valid
completed surveys by the eligible sample gives us the survey response rate. For this survey, the
response rate is 29.8% (405 usable surveys/1,358 eligible sample records).

Figure 2: 2021 Returned Surveys and Response Rate

29.8%
response
rate

405 usable
surveys

560

completions

8 refusals
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Table 4: Record Dispositions

Surveys mailed 1,587 \
Less ineligible records
Wrong address, no forwarding -55
Deceased -3
Incapable -3
Moved out of Dane County -9
Mail stopped -4
Cannot get to correct person (Q1) -2
Do not remember interaction with case manager (Q3) -84
Medicare/Medicaid service only (Q4) -40
No services marked (Q4) -29
Eligible sample 1,358
Total valid surveys 405
Total completed surveys 560
English 558
Spanish -
Hmong 2
Less those whose answers make them invalid -155
Returned, blank 4
Returned, refused to complete 4

Response rate
completed surveys/eligible sample

Can we trust the results of this survey?
Three measures to consider when evaluating the trustworthiness of a survey are the response rate,
margin of error, and if respondents are representative (see Appendix D — Survey Trustworthiness).

e Studies have argued a high response rate does not ensure survey quality and that response rates
have been falling over time. However, this survey has a strong response rate (29.8%).

e The margin of error for this survey is +4.48%°, which falls into the generally acceptable range of
between 4% and 10%.

e The representativeness of usable surveys to the population could be better (see Table 5).

o Comparing the population to eligible sample there are only differences by race (caused
by oversampling BIPOC clients) and provider (a byproduct of racial oversampling and
heavy White representation in Fitchburg and Waunakee while most Black or African
American clients are served by New Bridge).

o We see typical skewing of valid surveys from the population

=  More heavily female

=  White, even with supplementing sample of BIPOC

= QOlder

= Those with longer lengths of service (typically a more “loyal” group)

6 Calculated using online calculator at https://aytm.com/pages/mes. Population = 2,610; Confidence Level = 95%.
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Table 5: Eligible Records Compared to Usable Surveys

Population Eligible Records Valid Surveys
Attribute (n=2,610) (n=1,358) (n=405)
Focal Point
Colonial Club Senior Activity Center 10% 10% 13%
DeForest Area Community & Senior Center 4% 3% 5%
Fitchburg Senior Center 7% 3% 3%
McFarland Senior Outreach Services 5% 5% 6%
Middleton Senior Center 4% 4% 4%
NewBridge Madison 37% 43% 31%
Northwest Dane Senior Services 4% 5% 5%
Oregon Area Senior Center 7% 7% 10%
Southwest Dane Senior Outreach 4% 3% 5%
Stoughton Area Senior Center 7% 8% 9%
Sugar River Senior Center 3% 2% 2%
Waunakee Senior Center 9% 7% 9%
Gender
Male 36% 35% 30%
Female 63% 64% 70%
Unknown 1% 1% <1%
Race/Ethnicity
White 84% 79% 88%
Asian 2% 2% 1%
Black 9% 11% 8%
Hispanic 3% 5% 2%
Native American 1% 1% <1%
Pacific Islander - - -
Unknown 2% 2% 2%
Age
<60 1% <1% -
60-64 11% 12% 4%
65-69 15% 15% 13%
70-74 17% 19% 19%
75-79 15% 15% 17%
80-84 15% 16% 21%
85-89 14% 13% 14%
90-94 9% 8% 8%
95-99 3% 3% 3%
100+ <1% <1% 1%
Unknown 1% 1% <1%
Generation (Year of Birth)
Generation X (1965-1980) <1% <1% -
Baby Boomer (1946-1964) 45% 47% 38%
Silent (1929-1945) 49% 48% 57%
Greatest (1900-1928) 5% 4% 5%
Unknown 1% 1% <1%
Length of Time Receiving Services
<6 months 23% 21% 15%
6-12 months 18% 18% 13%
13-18 months 13% 12% 10%
19-24 months 11% 10% 13%
25-30 months 7% 8% 8%
31-36 months 10% 12% 15%
37+ months 19% 18% 26%

Statistically significant differences in the population to eligible records or valid surveys are shown in orange, bold font
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Overall, the trustworthiness measures lean Figure 3: Trustworthiness Measures
closest to “good” (see Figure 3). So although our 29.8% +4.48%
survey results are not optimal (all “good”), it is
promising that none of these measures of
trustworthiness are “concerning” and two of the

three are “good.” Making these survey results m m

trustworthy.

response margin of
rate error

Municipalities

We do not consider the distribution of municipalities when evaluating the trustworthiness of the survey
results, but we do analyze it because it is important for AAA Case Management funding. Recall, that
funding from Dane County is 48% of the total needed for this program in 2021- meaning the program
heavily relies on additional financial support from cities, municipalities, townships, villages, and
donations.

Table 6: Distribution by Municipality

Population Eligible Records Valid Surveys
(n=2,610) (n=1,358) (n=405)

% % %
Cities 1,318 50.5% 786 57.9% 203 50.1%
Edgerton - - - - - -
Fitchburg 91 3.5% 49 3.6% 10 2.5%
Madison 779 29.8% 476 35.1% 104 25.7%
Middleton 82 3.1% 54 4.0% 17 4.2%
Monona 67 2.6% 33 2.4% 13 3.2%
Stoughton 164 6.3% 93 6.8% 33 8.1%
Sun Prairie 130 5.0% 77 5.7% 25 6.2%
Verona 5 0.2% 4 0.3% 1 0.2%
Towns 373 14.3% 197 14.5% 71 17.5%
Albion - - - - - -
Berry 8 0.3% 3 0.2% 1 0.2%
Black Earth 5 0.2% 4 0.3% 3 0.7%
Blooming Grove 5 0.2% 4 0.3% 2 0.5%
Blue Mounds 8 0.3% 6 0.4% 3 0.7%
Bristol 10 0.4% 4 0.3% 1 0.2%
Burke 10 0.4% 6 0.4% 2 0.5%
Christina 1 0.0% - - - -
Cottage Grove 9 0.3% 6 0.4% 2 0.5%
Cross Plains 9 0.3% 2 0.1% 1 0.2%
Dane 5 0.2% 3 0.2% 1 0.2%
Deerfield 3 0.1% - - - -
Dunkirk 8 0.3% 6 0.4% 1 0.2%
Dunn 27 1.0% 11 0.8% 4 1.0%
Madison 39 1.5% 26 1.9% 3 0.7%
Mazomanie 9 0.3% 7 0.5% 3 0.7%
Medina 4 0.2% 1 0.1% - -
Middleton 4 0.2% 1 0.1% - -
Montrose 13 0.5% 6 0.4% 3 0.7%
Oregon 30 1.1% 15 1.1% 7 1.7%
Perry 3 0.1% 3 0.2% 3 0.7%
Pleasant Springs 5 0.2% 3 0.2% 2 0.5%
Primrose 7 0.3% 4 0.3% 1 0.2%
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Population Eligible Records Valid Surveys

(n=2,610) (n=1,358) (n=405)

N % % n
Roxbury 10 0.4% 7 0.5% 2 0.5%
Rutland 15 0.6% 11 0.8% 6 1.5%
Springdale 7 0.3% 1 0.1% - -
Springfield 22 0.8% 10 0.7% 4 1.0%
Sun Prairie 2 0.1% 1 0.1% - -
Vermont 9 0.3% 4 0.3% - -
Verona 9 0.3% 5 0.4% - -
Vienna 7 0.3% 3 0.2% 2 0.5%
Westport 69 2.6% 34 2.5% 14 3.5%
York 1 0.0% - - - -
Villages 586 22.5% 313 23.0% 119 29.4%
Belleville 31 1.2% 13 1.0% 3 0.7%
Black Earth 13 0.5% 7 0.5% 4 1.0%
Blue Mounds 3 0.1% - - - -
Brooklyn 6 0.2% 4 0.3% 3 0.7%
Cambridge 6 0.2% 3 0.2% 3 0.7%
Cottage Grove 34 1.3% 20 1.5% 9 2.2%
Cross Plains 25 1.0% 16 1.2% 3 0.7%
Dane 5 0.2% 3 0.2% 3 0.7%
Deerfield 9 0.3% 4 0.3% 1 0.2%
DeForest 59 2.3% 34 2.5% 16 4.0%
Maple Bluff 3 0.1% 3 0.2% 2 0.5%
Marshall 19 0.7% 14 1.0% 4 1.0%
Mazomanie 16 0.6% 8 0.6% 1 0.2%
McFarland 82 3.1% 42 3.1% 16 4.0%
Mount Horeb 62 2.4% 26 1.9% 10 2.5%
Oregon 106 4.1% 58 4.3% 23 5.7%
Rockdale - - - - - -
Shorewood Hills 2 0.1% 2 0.1% - -
Waunakee 88 3.4% 45 3.3% 15 3.7%
Windsor 17 0.7% 11 0.8% 3 0.7%
Other 333 12.7% 627 4.6% 12 3.0%
Post Office Box 15 0.6% 10 0.7% 1 0.2%
Current address is out of 16 0.6% 6 0.4% 3 0.7%
County
Current address is out of 11 0.4% 2 0.1% - -
state
Homeless 7 0.3% - - - -
Address is not in DCDHS 88 3.4% 29 2.1% 6 1.5%
System or not
considered valid by
Access Dane or the US
Postal Service for geo-
coding purposes
No address available 196 7.5% 15 1.1% 2 0.5%

7 Eligible records could be out of county and out of state because their forwarding address put them into these categories. We did try to send
surveys to just records in Dane County. Likewise, some are “no address available” as these were delivered to proxies such as case workers or
family members and because this is not the client’s address we categorized them as “no address available.”
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Results

Qualifying for Analysis

In order to get the most accurate data, the survey screened the respondents to look for the person who
usually speaks to the case manager and asked the person completing the survey if they remember any
interaction with the case manager within the last year. If the most knowledgeable person could not be
reached or they did not recall an interaction with their case manager within the past year, then the
survey is removed from this analysis. Additionally, to be included in the analysis, the survey respondent
had to report receiving at least one service that was not Medicare/Medicaid/Medicare Part D (Drug).

Figure 4: Survey Qualification

Cannot
reach proper

/ person

1%

Valid

Surveys
72%

Medicare No services
only marked
7% 5%

Base = Total Sample (n=560)

Q1. Are you the person who usually talks with your case manager, [NAME]?
Q3. Do you remember any interaction with your case manager in the last
year?

Q4. Which services does your case manager help coordinate for you?

Of the 560 returned surveys, 405 qualified
for analysis (72%, see Figure 4). Those who
disqualified most often did not recall any
interaction with their case manager within
the last year (15%). In all cases, we were
almost always able to reach the person
who usually speaks with the case manager
(with the exception of two (2) returned
surveys, 1%). However, some still
disqualified because they indicated that
their case manager only coordinated their
Medicare/Medicaid/ Medicare Part D
(Drug) services (7%) or did not mark any
services their case manager coordinates
for them (5%).

Communication between client and case
manager is important in providing quality
service. For this reason, we were not

expecting to see clients saying they do not recall interaction with their case manager in the past year
when InfoSys indicated they had received services between January and August of 2021. This is a curious
finding so we dug further to see if there were notable patterns (see Table 7 and Figure 5). We see few

statistically significant differences:

e The 22% of people who have been served for less than 6 months and do not recall interaction

with their case manager is significantly larger than the 8% of people who have been served for

31-36 months and do not recall interaction with their case manager.

e Three Focal Points, Sugar River Senior Center, Southwest Dane Senior Outreach, and NewBridge

Madison had higher proportions of respondents say, “no” they do not recall interaction with

their case manager in the last year. These proportions are statistically significantly higher than

at least one other Focal Point.
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Table 7: Percent of category who do not remember interacting with their case manager in the past year

Months of Service Race/Ethnicity Gender

<6 months 22% White 15% Male 14%
6-12 months 16% Asian 25% Female 16%
13-18 months 11% Black 23% Unknown 0%
19-24 months 16% Hispanic 14%

25-30 months 8% Native American 0%

31-36 months 8% Unknown 0%

37+ months 17%

Base = Total Sample (n=560)
Q3. Do you remember any interaction with your case manager in the last year?
Orange indicates a statistically significant relationship.

Figure 5: Percent of older adults served by each Focal Point who do not remember interacting with their case
manager

Colonial Club Senior Activity Center | N RN NN 1%

DeForeast Area Community & Senior Center =~ 0%

Fitchburg Senior Center | 2%

McFarland Senior Outreach Services [ 4%

Middleton Senior Center || NN 10%
NewBridge Madison [N 17%

Northwest Dane Senior Services || ENNNGIGN 3%
oregon Area Senior Center | RN 1/
Southwest Dane Senior Outreach || NN 0/

Stoughton Area Senior Center [ I 7%

Sugar River Senior Center |, /72
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Base = Total Sample (n=560); Those answering “no”
Q3. Do you remember any interaction with your case manager in the last year?
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Services Coordinated

Survey respondents were directed to a list and instructed to check all the services their case manager
coordinates.

Case management clients who only receive help with Medicare/Medicaid/Medicare Part D (Drug) have
less interaction with their case manager, so they are excluded from the analysis. Only those who marked
services their case manager coordinates and marked more than Medicare/Medicaid/Medicare Part D
(Drug) were included. This resulted in 405 valid surveys for analysis, as 40 were disqualified for only
receiving Medicare/Medicaid/Medicare Part D (7% of returned surveys) and another 29 were
disqualified (5% of returned surveys) for not marking any services (see Figure 6). The remainder of this
analysis focuses on the 405 valid surveys.

Figure 6: Services indicated by survey respondents

7.2% 2.96

Medicare/Medicaid/
Medicaid Part D only

Average services
selected

Base = Total Sample (n=560); Average services base = Valid Surveys (n=405)

Q4. Which services does your case manager help coordinate for you?
Two hundred eighty-nine (289) respondents (71%) marked more than one service and, on average,
respondents marked three (3) services. Most commonly, survey respondents receive home-delivered
meals (51%) (see Figure 7). With so many people receiving home-delivered meals, it isn’t surprising that
some complaints about the service, specifically the food provided, came up in open-ended comments.
However, a very small number (5, 2% of people receiving the service) provided complaints and one
person gave praise. This indicates, overall, home-delivered meals are meeting recipients’ needs. A
sample of comments related to preference is below:

e “Were using Meals on Wheels but wasn’t our kind of food so we discontinued.”

e “Meals on Wheels could use more variety than their standard menu. More meats and potato
options.”

o  “(Meals on Wheels) There are foods I can’t stand. We do not have choices. There are fruits such
as pineapple I can’t stand it. The applesauce is loaded with cinnamon and I can’t stand it. I am
diabetic and yet | get all kind of gravy and fat on meat. | am supposed to limit salt. So when the
ham & potatoes come around | have to take out all the pieces of ham. | need my doctor to tell
them. I will contact them on Monday.”

o “Please tell the vegetarian chef that [ am a huge fan.”

Aside from home-delivered meals, one-fourth or more of respondents receive Food assistance, Food
Stamps or SNAP (28%), get help with transportation (27%), participate in Senior Lunch Programs (25%),
and/or receive counseling about their Medicare/Medicaid/Medicare Part D (Drug) options (25%) (see
Figure 7). The fewest have a personal emergency response system through case management (4%).
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Notably, 17% of respondents mention some other service not listed on the survey (see Figure 7).

e Usually, this “service” was their case manager being a point of contact that can problem solve
and help them with anything (6%)
o “Any time I have questions she is there to answer them”
o “Answers all my questions”
o “Everything | need she helps me”
e Other times they talked about getting medical devices (3%), having someone to talk to (2%),
access to food (1%), help with insurance (1%), SeniorCare (1%), and/or home repairs (<1%).
e Thirteen (3%) mentioned things that couldn’t be grouped with other responses because they
were too unique or not specific enough:

o “Coordination with medical o “Social security”
services” o “Shopping”
o “Talk about neighbor’s needs” o “Attempting to set up a meeting”
o “Artclasses” o “Carissues”
o “Information” o “Banking”
o “Got me subscribed to the o “Husband didn’t like her getting
newsletter and other ways to stay help”
connected to people” o “Repair help”
o “Encouragement and

empowerment”

Figure 7: Percent of respondents receiving each service

Home-Delivered Meals | IEEEEEE 51%
Food Assistance/Food Stamps/SNAP N 3%
Transportation [ NI 0/
Senior Center Lunch Programs [ INNNENENEGEG22B -9
Medicare/Medicaid/Mediare Part D (Drug) NN 5%
Home Chore Services [ NI %
Energy Assistance I 0%
Caregiver Resources/Grants | NNNENEGEENNEN 16%
Personal Care Services [ NNRNRNEGEN 15%
Legal Assistance NG 12%
Housing Assistance [ I 12%
Homemaker/Housekeeper | 9%
Adult Day Services I °%
Lifeline/PERS I 4%
other NG 7%

Base = Valid Surveys (n=405)
Q4. Which services does your case manager help coordinate for you?
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Relationship with Case Manager
Respondents were asked a series of questions to measure their interactions with their case manager.
These statements group into three themes — communication, care coordination, and choice/autonomy.

Case managers do an outstanding job communicating with clients more than 90% of respondents who
responded to questions in this series, saying “yes” (see Figure 8):

e The case manager treats them with respect (99%),

e The case manager explains services in a way they can understand (96%),

e The respondent knows how to contact their case manager when they need to (96%), and/or
e The case manager returns their phone call in a timely manner (93%).

Generally, the case managers perform well on three out of four measurements related to allowing
clients choice or autonomy for their care (see Figure 10):

e 95% say “yes” they can select the services they receive,

e 91% say “yes” their case manager involves them in discussing and planning their services,
and/or

e 89% say “yes” they and their case manager work together to decide what services they need.

However, measures of coordination of care are mixed. Generally, those reporting that their case
manager does a good job setting up services is on par with other measures (86% “yes”) (see Figure 9).
Fewer, however, report that their case manager helps them get services that they did not have before
(80% or 290 people “yes”). But most concerning are the low numbers of respondents recalling their
service plan:

e Only 59% (214 respondents) say “yes” their case manager developed a service plan for the
services they need
o There are no statistically significant differences by Focal Point, months of service, client
age, nor race/ethnicity
o Fewer, 47% (164 respondents), say “yes” they were offered a copy of their service plan
o This is consistent by months of service, client age, and race/ethnicity
o However there are notable differences by Focal Point.®

8 Due to small n-sizes by Focal Point, specific differences are not shared in this report. This does not mean the n-sizes are too small to determine
statistical significance.
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Figure 8: Respondent Ratings of Communication with Case Manager
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Base = Valid Surveys and answering

Q5. Do you know how to contact your case manager when you need to? (n=398)

Q6. Does your case manager return your phone calls in a timely manner? (n=396)

Q7. Does your case manager explain your services in a way you can understand? (n=394)
Q9. Does your case manager treat you with respect? (n=399)

Figure 9: Respondent Ratings of Care Coordination from Case Manager

100%
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. 30%
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16% 13%
6% 7% 8%
Yes No Don't know

B Setting up services B Got new services 1 Developed service plan  ® Offered copy of service plan

Base = Valid Surveys and answering

Q11. Does your case manager do a good job setting up services (transportation, meals, medical appointments, etc.) for you? (n=364)
Q12. Did your case manager help you get services that you did not have before? (n=363)

Q13. Did your case manager develop a service plan for the services you need? (n=364)

Q14. Were you offered a copy of your service plan? (n=352)
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Figure 10: Respondent Ratings of Choice and Autonomy

100%

15%
6% 4 5% . 5% 6%
oo |, e
Yes No Don't know
W Work together ~ EInvolved in decisions Select services ~ ® Know where to get info

Base = Valid Surveys and answering

Q8. Do you and your case manager work together to decide what services you need? (n=388)

Q10. Does your case manager involve you in discussing and planning your services? (n=375)

Q15. Are you able to select the services you receive? (n=359)

Q16. As a result of the case management services, do you have a better understanding of where to get information about other services?
(n=379)

It may be tempting to improve choice/autonomy by strengthening the attribute as a result of receiving
case management services, do you have a better idea of where to get information about other services.
Only 85% say “yes” to this question (see Figure 10). From the open-ends we learn case management
clients depend on their case manager to problem solve anything they have questions about. The case
managers are called “god sends,” “angels,” and “blessings” for making services easy to get. And, part of

that ease is being knowledgeable enough of available services to connect clients with the correct

” u

services. Due to the heavy amount of trust clients put in their case manager, it is not surprising they are
not learning where to get information for themselves, as they would rather ask their case manager. This
dependency on the case manager as a problem solver is unlikely to change.
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Satisfaction

A number of questions were asked to measure satisfaction with case management services overall. In
all, nearly two-thirds (64%, 253) of respondents rated
the quality of case management services they received
as “excellent” — the highest possible rating (see Figure
11). Another quarter of respondents said it is “very
good” (25%, 98). In all, 89% (351) of respondents gave
the two highest possible ratings to the quality of case
management services. The remainder mainly rated
these services “good” but ten (3%) gave the lowest
possible ratings — fair (1%, 4) or poor (2%, 6).

Figure 11: Overall quality of case management

Looking into the ten (10) people who rated the overall

Fla;r guality of case management low, we learn access to
0

services, choice, and communication are issues.

9 . . . . .
2% Meanwhile, identity plays little role in the
A , dissatisfaction. They are evenly distributed across

Base = Valid Surveys and answering (n=393) . .
Q21. How would you rate the overall quality of the case months of service received, age group, and gender.
management services you have received? Would you say... Eight (8) of the ten identify as White and two (2)

identify as Black or African American. Notably, six (6) receive services through the same Focal Point.’

We conclude access to services is a problem because:
e 7 outof 10 say “no” or “don’t know” to their case manager doing a good job setting up services
for them
e 9 outof 10 say “no” or “don’t know” that their case manager helps them get services they did
not have before
e Intheir open-ended responses they describe:

o “Case manager is incompetent in their job. I don’t think they are able to make
improvements. They’1l act like they do to management to keep their job. They doesn’t
treat me with respect. We made up a plan and there is no follow-up.”

o Inresponding to the question how has the case management service helped you one
said, “None!! Food Pantry ONLY but not for the last 6 months.”

o While another recounts, “Not at all. They could not find any help I needed. They acted
like they didn’t care. I think in their position as case manager they think they can treat the
elderly like they want (badly) and won’t get fired. They are a disgrace as a case manager
and should not hold this job anymore. Since they are not doing their job please hire
someone that is a caring, knowledgeable case manager instead of them.”

Likewise, choice appears as problem:

e 9 outof 10 say “no” or “don’t know” that they and their case manager work together to decide
what services the client needs
e 7 outof 10 say “no” or “don’t know” to being involved in discussing and planning their services

9 Out of respect for the Focal Point, the name of the Focal Point is not shared in this report.
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e One further describes, “l would like to be informed of (all) the services that I qualified for and
services added. | would like to address home ownership for seniors, and my [indiscernible] that
will benefit me and others.”

And communication could be stronger as:

e 7 outof 10 say “no” or “don’t know” to their case manager returning their call in a timely
manner
e 8 outof 10 say “no” or “don’t know” if a service plan was developed for their needs
o Andall 10 say “no” or “don’t know” to being offered a copy of their service plan
e Communication recommendations also appear in open-ends:
“More contact. More follow up. Provide more assistance.”
“Return phone calls. Follow through on setting up meetings.”
“They really don’t listen to me.”
“No one responded to my inquiry during COVID but then the director called and said
they ‘weren’t open.' No one called my 94 year old mom for 15 months although she had
been an active participant for the past 4 years.”

O
O
O
O

This negativity flows over with them saying their situation is not better because of their case manager’s
help (8 out of 10) and/or case management services do not help them continue to live where they choose
(7 out of 10).

It is important to consider these ten respondents separately, because when we look at overall impact of
case management services in aggregate, the case management program performs strongly and these
respondents’ dissatisfaction is drowned out by the majority who are very happy with the case
management program. Again, AAA case management receives strong positive ratings with at least 90%
saying the case management service (see Figure 12):

o Makes their situation better (96%),
e That they are satisfied with the services (96%), and/or
e The services help them continue to live where they choose (90%).

Figure 12: Impact of case management services

100%

96% 96%
4% 4% 10%
0%
Yes No
B Situation is better B Satisfed with services Services help live where choose

Base = Valid Surveys and answering

Q17. Is your situation better because of your case manager’s help? (n=378)

Q19. Are you satisfied with the case management services you receive? (n=385)

Q20. Do the case management services help you continue to live where you choose? (n=365)
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Deep Dive into Client Voice

Throughout this report, we have pulled in quotes from open-ends as appropriate. In this section, we will
specifically analyze all responses to the three open-ended questions asked in this survey. Respondents
were given the opportunity to share recommendations, provide comments on their case manager or
case management services, and describe how case management services help them.

Figure 13: Recommendations Figure 14: Additional Comments

Recommendation
12%

Positive
31%
Non- Praise Non-
response 8% response
77% None 57% Neutra
' 2% 8%
Complaint
1% Negative
4%
Base = Valid Surveys (n=405) Base = Valid Surveys (n=405)
Q18. What recommendations do you have for improving Q22. Please use the space below for any other comments you have
case management services? about your case manager or case management services.
Those commenting (n=91): 48 made recommendations; Those commenting (n=175): 127 made positive comments; 31 were
33 gave praise; 7 said “none”; 3 left complaints neutral; 17 had a negative comment

Figure 15: Impact

They have helped me to feel secure
knowing they are just a phone call away. |
feel blessed to have someone like them to

be available to discuss needs or concerns
with because | know they care. They
inform me of services available to me.

Non-
response
51%

First and foremost they have empowered
No help me to be a confident woman making my

Other 2% own decisions and they are on the
2% sidelines ready to jump in and help when
Base = Valid Surveys (n=405) needed.

Q23. How has the case management service helped you?
Those commenting (n=199): 107 describe impact; 76 state services
or they generally got help; 8 said they did not get help; 8 made
some other comment
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Most respondents (77%, 314) chose not to leave recommendations for case management services (see
Figure 13). Others provided praise (8%, 33) or said no improvements were needed (2%, 7). While few left
complaints (1%, 3) without suggestions for improvement. Leaving just more than one in ten (12%, 48)
providing recommendations.

e Communication was important to those who did provide recommendations. They either
generally recommend improving communication, or specifically say call more frequently (6%).

O

“It would help to have more time to talk through things, but I realize others need help
too.”

e Another 3% want more information about the services available to them through case
management.

e Others recommend hiring more staff (1%) or compensating current staff better (<1%).

e Eleven (3%) had specific service recommendations with little in common:

©)

O
O
O

O

O O O O

“More services like mowing lawns, shoveling and lite cleaning”

“We need more in-house volunteers, but hey, COVID”

“Need and requested household help. Vacuuming, carpet cleaning, lawn mowing, etc.”
“Would like help with section 8, paying rent, know where | am on the list. House
cleaning help. Haven’t had a call or talked to a case manager in a long time.”

“I would like to address homeownership for seniors, and my [indiscernible] that will
benefit me and others”

“More in-person visits”

“Transportation”

“Have more transportation to gyms”

“My mother has dementia and needs constant socialization but gets very little now.
Would be nice to have more socialization for those that don’t play cards, etc.”
“Provide the resources necessary to enhance case management personnel to provide
respite services for in-home caregivers caring for patients with dementia and related
needs.”

“l wish that the case management of ADRC/NewBridge could help me further increase
my Medicare coverage of ophthalmological and dental insurance, which includes eye-
glass replacement and implant.”
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When offered an opportunity to provide additional comments about their case manager or case
management services, more than one-half chose not to (57%, 230) (see Figure 13). Those who provided
comments commonly had positive things to say (31%, 127), while few made negative comments (4%,
17) or neutral comments (8%, 31).

Figure 16: Descriptors of case managers

e Positive comments include heavy praise for
case managers. The volume as well as tone of
words used to describe their case managers
speaks to the importance of the case manager
to older adults (see Figure 16). They are
someone older adults deeply trust and rely on.

o More than 50 words are used to

describe case managers.

o Most commonly, case managers are

described as “helpful” (mentioned by
38 respondents), “caring” (16
mentions), “good” (13 mentions),
and/or “knowledgeable” (11
mentions).

o Some of the strongest descriptors include:
= calling the case manager a blessing, angel, God send, or devoted
= describing the case manager as their “rock” or “backbone”
= saying their case manager is “like a mother” to them
= orsimply saying their case manager is “The best”

e Only 17 respondents (4%) had something negative to say about their case manager or case
management services (see Figure 13). These negative comments, however do not mean they
were unhappy with case management services overall. Most rated case management services as
“excellent,” “very good,” or “good.” Only four (4) rated it as “fair” or “poor” — and one did not
rate the service.

o Their negative comments were mainly complaints about communication with the case
manager or needing help with specific services such as shopping, home chores, and
home-delivered meals.

= One explains it would be nice if caller ID said NewBridge or the case manager
always called from the same number. Older adults are targets of phone scams
and when they don’t recognize the number it takes longer to get in contact with
one another.

= “Seen one time for an intake survey and received a letter. And that was all?? Not
much help for service.”

o Others need assigned a new case manager now that their previous case manager no
longer works for their Focal Point.

o And, one vaguely referenced racism, “I feel extra hurt when seniors are involved. Racism
needs cut out.”
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e The remaining 31 responses are grouped as “neutral.” The statements were either factual with
little emotion in their word choices, a mix of positive and negative comments, or explanations
that it was hard for them to comment because they don’t interact with the service much.

Lastly, we asked respondents to describe how case management has helped them. About one in five
(19%, 76) listed out the services they received or generically mentioned that the services/case manager
is helpful. Very few (2%, 8) said that they didn’t get any help or made unrelated comments (2% or 8
people grouped as “other”) (see Figure 15). Those who did list an impact (107 people) often mentioned
access to food, staying in their home, reduction of stress, or a boost in confidence (see Figure 17).

Figure 17: Impact of case management services

28
21
15
12 10
7 7
4
HE B =
Access to Stayinhome Reduces Boosts Stay Improved Creates They are Have housing

food stress confidence  informed happiness connection insured

Base = Those describing an impact (n=103)
Q23. How has the case management service helped you?

Hearing the description of the impact from the voice of the client is compelling (see Figure 15 and
below):

e “The case management services have assisted me in finding and getting services I’ve needed.
This has helped lessen my worry and made me feel more secure.”

o “Making sure we have meals and trying to reduce the stress a caregiver deals with.”

e “They were instrumental in helping me with Meals on Wheels for my mom and sister. This has
really helped me with my care for them.”

e “The case management service has been invaluable to me. Allows me to maintain my residence
in the community vs an institution, until | can make that decision. My independence in my
community and my apartment is the most important thing to my longevity and | know that [case
manager name] understands that and respects that.”

e “Being in my home alone is so much easier. The meals are very welcome. I am so fortunate to
use this program and | feel at least one person is doing a welfare check. That's comforting to
know.”

o “Many big reliefs ever since I met them and their colleagues in the past years. | cannot conceive
how much my hardship would continue without their concerted endeavors, which | should
appreciate very much.”

e “Knowing I can call them when/if needed is reassuring. | trust them completely. That is so
valuable.”

e “To be able to know that they always help me to do what I can. That means so much to me and be
happier with my life. Life is great, we should all learn to enjoy it every day :)”
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e “Made my days easier, my pain less and made sure I didn't need anything.”

Role of Survey Completer
Finally, we look at who completed the survey. Recall that we asked the person who usually talks with

the case manager fill out the survey — so this means it is not always the client completing the survey.
However, most commonly the client filled out the survey or was at least involved in completing the
survey (88%) (see Figure 18). Others who either completed or helped to complete the survey, were
usually family members (12%). Very few were friends (8, 2%), case managers (1, <1%), or identified as
some other relationship to the client (2, <1%).

Figure 18: Who completed this survey?

100%

88%
12%
- 2% <1% <1%
0% —
Client Family member Friend Case manager Someone else

Base = Valid Surveys (n=405)
Q2. Who is completing this survey? Please mark all that apply.
Percentages add to more than 100% because people could mark more than one response
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Appendix A — Survey Instrument

Os
O:

Ot
0=
ImEl
Dn
0=

Ot
0=

CASE MANAGEMENT SURVEY

know how things are going with the services you received from

services, home delivered meals, and more for you.

Please have the person who usually talks with «Case_Manager_MName» fill out this survey.

Return your completed survey in the included, postage-paid envelope no later than
December 20, 2021,

Yes s CONTINUE

Final_IDs

Dane County Department of Human Services needs your help! We want to

wCase_Manager_Mame» through «Providers. This person is your “case
manager” and helps coordinate things such as transportation, persenal care

This survey iz voluntary — you choose whether or not to answer. It is also completely confidential —
your answers will not impact the services you receive from your case manager and he/she will not
know what you said.

al. Are you the person who usually talks with your cazse manager, «Case_Manager_Mame»?

No = PLEASE GIVE THIS TO THE PERSON WHO USUALLY TALKS TO YOUR CASE

MAMAGER

Q2. Whao is completing this survay?
Please check all that apply.

The perzon the envelope was addressed to
A family member

A friend

A rcase manager

Someone else

Q3. Do you remember any interaction with your case manager im the last year?

Yes = COMTINUE
No = 5TOP, PLEASE RETURM THIS SURVEY

Page | 1
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o4, Which services does your case manager help coordinate for you?

Please check all that apply.

O Adult Day Sarvices

0%  Caregiver Resources/Grants

g Emergy Assistance

= Food Aszsistance/Food Stamps/SNAF
O Home Chore Services

0e Haome-Deliverad Meals

g Homemaker/Housekeeper

e Housing Assistance

g Legal Assistance

O Lifeline/PERS

O Medicare/Medicaid/Medicare Part D [Drug)
O*  Personal Care Services

O**  Zenior Center Lunch Programs

0%  Tranmsportation

[0 Other [pleasze explain):

as. Do you know how to contact your case manager when you need to?
O Yes
0= Mo

Yes Mo Don’t kmoww
QE. | Doesyour case manager return your phone O o 0o
calls in 3 timely manner?
7. | Does your case manager explain your services o: 0: 0:
in & way you can understand?
Q8. | Doyou and your case manager work together 0O o 0o
to decide what services you nesd?
Q5. | Does your case manager trest you with 0o o o
respect?
FEge | 2
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Yes Mo Don't know

010. | Does your case manager involve you in
discussimg and planning your services? o 0 0

011, | Does your case manager do 2 good job setting
up services [transportation, mezls, medical img! 0: imE
appointments, etc.) for you?

012, | Does your case manager help you get services
that you did not have before? 0 I (mE

Q13. Did your case manager develop 3 service plan for the services you nesd?
A service plan is 3 document that contains information about who s2w you, your needs, the
kinds of services you receive, and how you are doing once you receive the services.)

g Yes g Mo = Don‘t know

Ql4. ‘Were you offered a copy of your service plan?
O Yes 0 Mo 0= Don‘t know

@15, Are you able to select the services you receive?

g Yes 0 Mo

Ql16. As aresult of receiving the case manzgement services, do you have a better idea of where to
get information about other zervices?

g Yes 0 Mo

Q17. Isvyour situation better because of your case manager's help?

O Yes 0 Mo

Ql18. What recommendations do you have for improving case management services?

Page | 3
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019,  Are you satisfied with the case management services you receive?

Img Yes e Mo

020. Do the case management services help you continue to live where you choose?

g Yes 0 Mo

021. How would you rate the overall quality of the case management services you have received?
Would you say...

Img Excellant

¢ Very good

g Good
g Fair
g Poaor

022, FPleaze use the space below for any other comments you have sbout your case manager or case
management services.

023, How has the case management service helped you?

Thank you for completing the survey!
Please return it in the included envelope to 1202 Northport Drive/4" Floor, Madison, W1 53704

Page | 4
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Appendix B — Context of Race and Ethnicity

Data Sources

Race and ethnicity data in this report come from the DCDHS Information System (InfoSys). AAA case
management clients are grouped into one race/ethnic category for this analysis. InfoSys can store up to
five race codes for a person. AAA case management clients had up to two race codes per person — Asian,
Black or African American, American Indian/Alaska Native, White, Unknown, and/or blank. There is a
separate field for ethnicity — Hispanic or Latino, Not Hispanic or Latino, Unknown, and/or blank.

AAA case management clients were assigned to one race/ethnic category using the following criteria:

e [f ethnicity is Hispanic or Latino, then the participant is grouped into Hispanic or Latino
regardless of their race

e If the participant has only one race and their ethnicity is Not Hispanic or Latino, Unknown, or
blank then they are grouped into that one race

o If the participant has multiple races recorded but are Not Hispanic or Latino, Unknown, or blank
then they are grouped into the non-White race. If more than one race is non-White then the
person is grouped into the first non-White race that is recorded.

o Orderis determined by race variable (race_one through race_five) in InfoSys

This results in a single race/ethnic category per client used for the rest of the analysis.

Language Used

In order to conduct analyses, we must group people together in actionable ways and ways that form
groups that are large enough to draw conclusions. To do this, two things happen (1) race and ethnic
identity options are often limited at the time of data collection and/or (2) more specific and detailed
identities are merged into more general groups at time of analysis and reporting. For example, someone
who identifies as more than one race or ethnicity may be reported as only one race/ethnicity or broadly

as “multiracial.” See Data Sources section above for how labels are assigned for this particular report.

Language used in the text of the report is the Planning & Evaluation Team’s best approach at accurate,
inclusive language and will vary from the labels used in tables and charts. Labels in charts and graphs
have been shortened due to space restrictions (see Table 8). Note that the terms used in the text of this
report may not match the terms used in data collection.

Table 8: Race and Ethnicity Labels Crosswalk to Mentions in Text

White White White
Asian Asian or Pacific Islander Asian
Black Black or African American Black or African American
Hispanic Hispanic or Latino Hispanic or Latino
Native American Native American or Alaska Native American Indian/Alaska Native
Pacific Islander Native Hawaiian or Other Pacific Native Hawaiian or Other Pacific
Islander Islander
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Important Acknowledgements

As stated before, categorizing people into races and ethnicities is imperfect. However, in some cases,
the language used to describe these groups can be hurtful. Until work is completed to better represent
the identities of Dane County, the Planning & Evaluation Team uses language present on forms or
modeled after other government resources — specifically the US Census Bureau. While we work towards
more representative and inclusive language, we must be careful that we can collapse these categories
back to federal standards as “information on race is required for many Federal programs and is critical in
making policy decisions, particularly for civil rights. States use these data to meet legislative redistricting
principles. Race data are also used to promote equal employment opportunities and to assess racial
disparities in health and environmental risks.”*° Dane County’s ties to federal and state funding, rules,
and regulations limits our ability to move away from traditional race and ethnicity labels in reporting
and analysis.

The official race category used by the United States Census Bureau, as required by the Office of
Management and Budget (OMB) standard, for Indigenous/First Nations/Native American people is
“American Indian or Alaska Native.”*! The category is defined as “a person having origins in any of the
original peoples of North and South America (including Central America) and who maintains tribal
affiliation or community attachment.”*?

The Planning & Evaluation Team takes this space to acknowledge two important things:

1. “American Indian” is a poor label and a term pushed on Indigenous/First Nations/Native
American people when Columbus landed in the Americas but thought he was on the continent
of India. Terms similar to Indian have historically been used in a “pejorative” manner.? For this
reason, we will only use the term “American Indian” when the data source has used this label.

2. Native Americans have a deep history going back centuries in Wisconsin. They inhabited the
land before European settlers came to the area and changed the way of living and people’s
relationship with land. For more information on Native American history in Wisconsin see
Wisconsin Department of Health Services’ article, “American Indians in Wisconsin: History.”*

10 “About Race,” United States Census Bureau, last modified November 22, 2021, https://www.census.gov/topics/population/race/about.html.
1 1bid.

12 |bid.

13 Dacoda McDowell-Wahekeche. “Which is correct? Native American, American Indian or Indigenous?,” The Oklahoman, last modified April 23,
2021, https://www.oklahoman.com/story/special/2021/04/22/what-do-native-people-prefer-called/4831284001/.

14 “American Indians in Wisconsin: History,” Wisconsin Department of Health Services, last modified September 10, 2018,
https://www.dhs.wisconsin.gov/minority-health/population/amind-pophistory.htm.

2021 AAA Case Management Survey Results 35

Page 73 of 82


https://www.census.gov/topics/population/race/about.html
https://www.oklahoman.com/story/special/2021/04/22/what-do-native-people-prefer-called/4831284001/
https://www.dhs.wisconsin.gov/minority-health/population/amind-pophistory.htm

Appendix C— Population, Eligible, and Sample Distribution

Population = Those in Infosys who received case management services from a Focal Point and are not deceased
Eligible = Those in Infosys who received case management services from a Focal Point, are not deceased, and have a mailing address or email
Sample = Random selection from Eligible list (excluding of oversample of non-White identities)

Table 9: Count of Case Management Clients?®

Population Eligible
N w N w

Colonial Club Senior 2 9 3 1 235 1 251 2 9 3 1 213 1 229 1 6 2 1 148 1 159
Activity Center
DeForest Area
Community & Senior 1 2 - 1 93 3 100 - 1 - 1 66 2 70 - 1 - 1 46 1 49
Center
Fitchburg Senior 2 29 3 1 143 1 179 | 1 11 1 1 55 1 70 |1 8 1 1 37 1 49
Center
McFarland Senior 3 2 4 1 124 - 1343 2 4 1 93 - 103 2 1 3 1 e - 7
Outreach Services
Middleton Senior 3 4 2 ) 91 B 100 3 4 2 _ 76 _ 85 2 3 1 - 53 - 59
Center
NewBridge Madison 29 178 67 9 661 21 965 16 152 61 7 591 21 848 11 106 42 5 411 15 590
Oregon Area Senior ) 3 . B 164 11 178 _ 3 _ R 151 11 165 - 2 - - 105 8 115
Center
Soujchwest Dane ) ) 1 ) 97 B 98 B B} R R 89 R 89 - - - - 62 - 62
Senior Outreach
Stoughton Area Senior i ) 1 ) 183 B 186 B 1 1 R 159 R 161 - 1 1 - 110 - 112
Center
Sugar River Senior ) ) 1 . 72 B 73 ~ R ~ ~ 65 _ 65 - - - - 45 - 45
Center
Waunakee Senior 1 1 ) . 231 B 233 1 1 R R 168 R 170 1 1 - - 116 - 118
Center

13 42 2,201 2,610 | 26 1,824 2,157 | 18 29 1,265 1,500

15 Due to space restrictions, column headers are truncated. A = Asian or Pacific Islander; B = Black or African American; H = Hispanic or Latino; N = Native American or Alaska Native; W = White;
U = Unknown; T= Total. See Appendix B — Context of Race and Ethnicity for further discussion on category assignment and labels used in this report.
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Population = Those in Infosys who received case management services from a Focal Point and are not deceased
Eligible = Those in Infosys who received case management services from a Focal Point, are not deceased, and have a mailing address or email
Sample = Random selection from Eligible list (excluding of oversample of non-White identities)

Table 10: Percent of Case Management Clients

Populatio Eligible

Colonial Club Senior 08 34 11 04 90 .04 96 | 09 .42 14 05 99 .05 106 .07 .04 13 .07 99 .07 106
Activity Center

DeForest Area

Community & Senior 04 08 - 04 36 11 38, - 05 - 05 31 09 33| - 07 - 07 31 07 33
Center

Fitchburg Senior Center 08 11 11 04 55 04 69 | 05 51 05 .05 26 .05 33| 07 53 .07 .07 25 .07 33
McFarland Senior i1 08 5 04 48 - 51| .14 09 19 05 43 - 48 | A3 07 20 07 43 - 47
QOutreach Services

Middleton Senior Center A1 .15 .08 - 3.5 - 3.8 14 .19 .09 - 3.5 - 3.9 13 .20 .07 - 3.5 - 3.9
NewBridge Madison 11 68 26 34 253 80 370 74 71 28 32 274 97 393 | 73 71 28 33 274 10 393
Oregon Area Senior -1 - - 63 4 68 - 14 - - 70 51 77 - 13 - - 70 53 77
Center

Southwest Dane Senior ) ) 04 ) 37 ) 3.3 ) ) ) ) a1 ) a1 ) ) ) ) a1 ) a1
Outreach

Stoughton Area Senior - o8 o0 - 70 - 71| - 05 05 - 74 - 15| - 07 07 - 73 - 15
Center

Sugar River Senior Center - - .04 - 2.8 - 2.8 - - - - 3.0 - 3.0 - - - - 3.0 - 3.0
Waunakee Senior Center .04 .04 - - 8.9 - 8.9 .05 .05 - - 7.8 - 7.9 .07 .07 - - 7.7 - 7.9

Table 10 shows the distribution between population, eligible records, and sample remains very stable with the exception of Fitchburg that drops
in representation from the population to the eligible group.
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Appendix D — Survey Trustworthiness

The American Association for Public Opinion (AAPOR) states the response rate “has historically been
central to survey research in the United States because of the assumption that the larger the proportion
of participating sample units, the more accurate the survey estimates.”*® The same article goes on to say

e “Largely due to refusals, responses rates across all modes of survey administration have
declined.”

e  “Results that show the least bias have turned out, in some cases, to come from surveys with less
than optimal response rates.”

o “Experimental comparisons have also revealed few significant differences between estimates
from surveys with low response rates and short field periods and surveys with high response
rates and long field periods.”

This tells us a high response rate does not ensure survey quality and seeing lower response rates over
time is expected. So, we should not discard the results of this survey based solely on a lower response
rate, nor should we accept it based only on a high response rate.

Notably, the response rate for this study is strong at (29.8%) and the margin of error is also within
industry standards (+4.48%). We know everyone who is asked to complete a survey will not answer,
creating non-response bias. While we cannot completely avoid non-response bias we are hopeful those
that did respond are representative enough. That's where margin of error and comparing survey
respondents to the population are useful tools in assessing the trustworthiness of survey results.

“The goal of sampling strategies in survey research is to obtain a sufficient
sample that is representative of the population of interest. It is often not
feasible to collect data from an entire population of interest (e.g., all
individuals with lung cancer); therefore a subset of the population or sample is
used to estimate the population response (e.g., individuals with lung cancer
currently receiving treatment). [...] In order to accurately draw conclusions
about the population, the sample must include individuals with characteristics
similar to the population.”*’

When we make important decisions we want to be sure in those decisions. The more important the
decision or the larger the impact a decision will have, the more sure we want to be. In scientific testing
they repeat experiments to prove they get the same results time and time again. This provides
confidence in the conclusions. However, the results of the repeated experiments are not likely to be
exactly the same every time, rather they are close enough to no be considered different. Like with

16 “Response Rates — An Overview,” American Association for Public Opinion, accessed June 28, 2021, https://www.aapor.org/Education-
Resources/For-Researchers/Poll-Survey-FAQ/Response-Rates-An-Overview.aspx.

17 Julie Ponto. “Understanding and Evaluating Survey Research,” Journal of the Advanced Practitioner in Oncology 6, no. 2 (Mar-Apr 2015): 168-
171, Accessed June 29, 2021, https://www.ncbi.nIm.nih.gov/pmc/articles/PMC4601897/.
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scientific testing we want to be sure of our survey results. But repeating surveys several times is not
feasible, so we must determine how much variation we can accept. This is called the margin of error.
There is no hard and fast rule for a desirable margin of error, but many people accept surveys with
margins of error be between 4% and 10%*.

e Pollfish (a hybrid-service survey platform) states “an acceptable margin of error used by most
survey researches typically falls between 4% and 8% at the 95% confidence level.”*°

e DataStar (a market research firm) says “often, an ‘acceptable’ margin of error falls between 5%
and 10% at the 95% confidence level.”?°

e National Institute of Health’s paper Sample Size Calculations for the Modular Grant Application
Process Outcome Evaluation Study states “the margin of error in social science research
generally ranges from 3% to 7% and is closely related to sample size.”?

The maximum margin of error for this survey is +4.48% (see Table 11) and is within these guidelines,
giving reason to trust the survey results.

To the right (see Figure 19) is an example of how to
interpret margin of error. If 50% of respondents
gave a specific response to a question (such as If the survey proprotion is ...
“yes”) then it is likely between 45.5% and 54.5% of
all AAA case management clients would also say

Figure 19: Interpreting Margin of Error

then the actual value lies

“yes.” between
60% 54.5%
Q
S o, 34.1%
E 40% 45.5%
©
2 20%
o
<
0%
50% 30%

Survey Proportion

Table 11: Survey Margin of Error??
If the survey proportion is ___ then we can be confident the actual value lies between...

10%/90% 20%/80% 30%/70% 40%/60% 50%
+2.69% +3.58% +4.10% +4.39% +4.48%

18 Although there is no one acceptable margin of error, the surveying industry standard is to calculate margin of error based on the 95%
confidence level. “Margin of error calculator,” SurveyMonkey, accessed June 30, 2021, https://www.surveymonkey.com/mp/margin-of-error-
calculator/.

19 “Margin of Error & Sample Size Calculator,” Pollfish, accessed June 30, 2021, https://www.pollfish.com/margin-of-error-calculator/.

20 “Frequently Asked Questions (FAQs) - StarStat,” DataStar, accessed June 30, 2021, http://www.surveystar.com/starstat_fags.htm.

21 “Sample Size Calculations for the Modular Grant Application Process Outcome Evaluation Study,” NIH, accessed August 8, 2021,
https://grants.nih.gov/grants/funding/modular/eval/sample _mgap.doc#:~:text=The%20margin%200f%20error%20in,as%20the%20sample%20
size%20increases.&text=Common%20confidence%20levels%20in%20social,closely%20related%20to%20sample%20size.

22 Calculator used: https://goodcalculators.com/margin-of-error-calculator/
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The last thing to check when evaluating the trustworthiness of a survey is that those responding to the
survey have similar characteristics to the population (see Table 5 and section Can we trust the results of
this survey? for detailed discussion of the representativeness of this survey).

Overall, the trustworthiness measures lean Figure 20: Trustworthiness Measures
closest to “good” (see Figure 20). So although our
survey results are not optimal (all “good”), it is
promising that none of these measures of
trustworthiness are “concerning.” Additionally,
the ways in which survey respondents misalign !m
with the population are expected. Therefore, the '
results of this survey can be trusted, but should not be the sole source of information when making
decisions. However, the survey can be one factor in decision making.

29.8% +4.48%
response margin of

rate error

Measures were taken to improve the representation of the population:

e Bilingual case managers were to administer the survey to their non-English speaking clients in
their preferred language

e Non-White clients were over sampled to counteract that, generally, this demographic is less
likely than people who identify as White to respond to surveys
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Village of McFarland Senior Outreach

2021 Case Management Survey Results
WRITTEN COMMENTS

NOTE: Written comments are copied verbatim from the surveys. However, edits were made sparingly to omit
information that would identify the individual respondent and are denoted with an ellipse (...). In some cases,
identifying information is woven throughout the comment and cannot be edited to make it de-identifiable. In
those cases, the comment is completely removed from this file. Care was taken to preserve the meaning of the
original comment. Brackets [] are used to fill in a missing word or to adjust the tense of words when needed for
comprehension.

Q18. What recommendations do you have for improving case management services?
Case workers are a great help. Always polite and get information for you.

0 comments omitted due to identifying information throughout the response

Q22. Please use the space below for any other comments you have about your case manager or case

management services.

Very sweet and helpful lady who continues to keep in touch with me even when not working on something.
She’s professional; well dressed; always cheerful; knowledgeable; so very helpful. Thank you.

Sara keeps informed on current and future programs.

Sara is always cheerful and willing to help. Helped getting me set up with Meals on Wheels, transportation,
equipment for walking and offering suggestions to make my life easier.

Sara is a wonderful, caring person. | would recommend her highly to anyone.

Katie is a wonderful person. She takes care of us very well and is extremely responsive to our needs.

| get all the help always. It makes me less stress[ed]. So much as | always want to do for me. Sara helps so very
much. Her sweetness and caring ways.

Could they have a list of in-home caregivers to hire? Some ideas on some of the names out there to provide
services.

Always pleasant when | call.

(Meals on Wheels) There are foods | can’t stand. We do not have choices. There are fruits such as pineapple |
can’t stand it. The [apple] sauce is loaded with cinnamon and | can’t stand it. | am diabetic and yet | get all kinds
of gravy and fat on meat. | am supposed to limit salt. So when the ham & potatoes come around | have to take
out all the pieces of ham. | was [told] that | need my doctor to tell them. | will contact them on Monday.

0 comments omitted due to identifying information throughout the response

Q23. How has the case management service helped you?

We haven’t had to use services other than Meals on Wheels. My sons and daughter take care of daily needs.
We discussed what was best for her. When to [go to the] hospital then assisted living.

To stay in apartment as long as | can. Transportation to the DR office. Made DR appointments. Started Meals on
Wheels. Always available if | need to talk.

To be able to know that they always help me to do what | can. That means so much to me and be happier with
my life. Life is great, we should all learn to enjoy it every day :)

Sara was a great help while my wife was at home. Sara helped arrange (hospice) care and they were wonderful.
Providing meals and rides to appointments.

Over and over. Finding phone numbers, helping with addresses. When | get upset she knows how to calm me
down. She came over here with my meal. (...)
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Meals on Wheels. Transportation options. Just listening.

It is very comforting to know | have someone to help me when | need it.
I am thankful to be able to stay in my home as long as possible.

Got meals 3 days a week.

1 comment omitted due to identifying information throughout the response

Village of McFarland Senior Outreach — 2021 Case Management Survey Comments 2

Page 80 of 82



M

VILLAGE OF

McFarland
SUMMARY SHEET

MEETING DATE: Wednesday, May 18, 2022
SECTION: Business
DEPARTMENT: Outreach

CONTACT:

AGENDA ITEM: Update on community center planning

PREVIOUS ACTION:

ISSUE SUMMARY:

FINANCIAL/BUDGET IMPACT:

VILLAGE PLAN REFERENCE:

ORDINANCE REFERENCE:

BOARD, COMMISSION OR COMMITTEE RECOMMENDATION:

ATTACHMENTS:
None
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SUMMARY SHEET

MEETING DATE: Wednesday, May 18, 2022
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DEPARTMENT: OQutreach

CONTACT:

AGENDA ITEM: Recent and upcoming events

PREVIOUS ACTION:

ISSUE SUMMARY:

FINANCIAL/BUDGET IMPACT:

VILLAGE PLAN REFERENCE:

ORDINANCE REFERENCE:

BOARD, COMMISSION OR COMMITTEE RECOMMENDATION:

ATTACHMENTS:
None
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