
Area Agency on Aging 1-B 
Serving the counties of Livingston, Macomb, Monroe, Oakland, St. Clair, and Washtenaw 

29100 Northwestern Highway, Suite 400, Southfield, Michigan 48034 

 
 
 

             

  

 

 

 

 

 

 

Stakeholder Survey  

Results 

FY2012 

 

 
 

 

Prepared by: 

Erika Morgan, Quality Assurance Manager 

Andrea Layman, Director of Network Development 

 



 Stakeholder Survey 

 

2  

 

The Area Agency on Aging 1-B has contracted with service providers since 1973 and has 

purchased services on behalf of older adults through a direct service purchase pool of qualified 

vendors, since 1994.  The Network Development Department works in conjunction with the 

Finance Administration (FA), Quality Operations and Community Support Services (CSS) to 

ensure high quality service delivery within the 1-B Region.  Ensuring that participants are 

receiving high quality services is a priority for AAA 1-B.  Equally important is ensuring that the 

agency is providing high quality services to its provider network and giving the network an 

opportunity to provide feedback on its satisfaction with AAA 1-B, to measure improvements that 

have been made and to provide input on what additional improvements can be made to 

enhance its services and increase satisfaction of its network, in the future.   

The Stakeholder Survey, in its second year, was provided to 404 AAA 1-B vendor and 

contracted providers in comparison to 338 in 2011.  Out of the 404 receiving the survey, 108 

started the survey and an average of 76 vendor and contracted providers completed the survey.  

The survey was comprised of 26 multiple choice and open-ended questions, and was 

distributed electronically via Survey Monkey.  Multiple questions were answered at 100% of the 

108 survey respondents and multiple questions were answered at as low as 25% of the survey 

respondents.  For this reason, the number of respondents is identified along with the results for 

each survey question.  The list of questions asked in the survey can be found in the Appendix.   

The results of the FY2012 Stakeholder Survey are divided into four categories; Vendor Agency 

Information, Relationship with AAA 1-B, Public & Community Visibility and Direct Care Worker 

Program, with the final section providing general comments and feedback from AAA 1-B’s 

provider network.    

The results of the survey, contained in this report, will be used to assist AAA 1-B in improving 

our working relationship and satisfaction within the aging provider network.   
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Provider Agency Information 

The first series of questions on the stakeholder survey included questions regarding provider 

specific information.  Questions included; the agency relationship with AAA 1-B (Chart 1), the 

counties that the agencies participating in the survey service (Graphic 2), the participants role in the 

agency and the length of time the participating agencies have maintained a business relationship with 

AAA 1-B (Chart 2).  Survey participants were also asked if their organization conducted regular 

satisfaction surveys with their participants and how the results from those surveys were used to change 

or improve the way they provided services.  Lastly, provider agencies were asked how frequently their 

organization referred to other community programs or services that also assist older adults (Chart 3). 
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Chart 1 

Counties Serviced by Vendors & Contractors*  
(n=108) 

Graphic 1 

Survey Respondent’s Relationship with AAA 1-B (n=107) 

 
Year-over-Year Comparison 

                                                    
Counties Serviced in 2011 

St. Clair 20% 

Macomb 34% 

Oakland 50% 

Livingston 20% 

Washtenaw 30% 

Monroe 20% 

 

*Note: Some provider agencies service multiple 

counties 
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Participants Role in the Vendor Agency (n=107) 
The largest number of survey participants was represented by CEO’s, Executive Directors and Presidents 
at 40%.  The second largest group of survey participants, at 32%, was Program Directors and Program 
Managers.  Program staff represented 10% of survey participants, Financial Staff and Vice Presidents/ 
Deputy Directors each represented 4% and those in the role of Human Resources or Administration 
represented 3%.  The Other category, which made up 8% of the survey participants, included the roles of 
Owner, a Regional Director, COO, Private Duty Supervisor, Location Manager, Managing Director and 
Account Executive.  
 

Length of business relationship with AAA 1-B (n=108) 

 

 

Survey participants were asked if their Agency conducted regular satisfaction surveys with its 

participants and if so, what the survey results were used for (n=99).  Conducting regular satisfaction 

surveys is a requirement for all contractors.  89 of those that responded (90%) stated that their 

organization conducts regular satisfaction surveys with its participants in comparison to 98% in 2011.  

The decrease could be attributed to the increase in responses from 43 in 2001 to 99 in 2012.  10 or (10%) 

of those that responded stated that they do not conduct regular satisfaction surveys.   

The 90% that conduct regular satisfaction surveys with its participants were asked how the surveys were 

used to improve or change the way service is provided (n=81).   

50 survey respondents stated that results were discussed in meetings including  

Board, Staff and Quality Assurance meetings.  23 responded that the results are  

used for Measurement, Quality and Performance Improvement; 14 use the results 

 for Performance Evaluations; 11 use the results to Measure and Improve Customer  

Satisfaction; 10 use results to Enhance & Improve Programs and Services; 9 use  

the results to make improvements specifically to Meal Service; 5 use the results in  

Training and Presentations and 6 survey respondents indicated other uses for the  

results. 

 

In 2011, 56% of respondents stated that survey results were used to develop responses to 
current issues, 23% used survey results to improve future programming and services and 31% 
disseminated results to stakeholders. 
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  All agencies are required to refer to other community partners and services that also assist older adults. 

 

 

 

 
Relationship with AAA 1-B 
 

The next series of questions on the 2012 Stakeholder Survey were in relation to the relationship between 
the vendor agencies/contractors and AAA 1-B.  Survey respondents were asked to note any 
improvements made to AAA 1-B in the past year and if those improvements resulted in an improved 
working relationship with AAA 1-B (Table 1).  Respondents were then asked to rate AAA 1-B on several 
attributes including Consistency of Service, Efficiency of Process & Protocols, Professionalism of Staff, 
Openness to Innovation, Responsiveness to Request for Assistance and Transparency of Business 
Operations (Chart 4).  The next questions asked respondents to rate their satisfaction with the staff they 
interact with and to rate their overall satisfaction with AAA 1-B.  Respondents were asked to rank AAA 1-
B’s efforts in various areas (Chart 5), what activities staff/contractors from their agencies participated in 
(Chart 6) and which they found to be most valuable and least valuable (Table 2).  Finally, survey 
respondents were asked for suggestions to improving AAA 1-B’s services (Table 3).      
 
 

Improvements within AAA 1-B  
When asked if any improvements have been noted within the past year at AAA 1-B (n=99), 36% of survey 
respondents noted improvements, 35% of survey respondents did not notice any improvements and 28% 
of respondents were unsure or unaware of any improvements made within AAA 1-B.   The following are 
improvements noted in the past year by vendor agencies (n=38); 
 

 Training and workshops offered  
 CARF Accreditation 
 CLP Program  
 Upcoming Reduction of Vendor Pool 
 Mandated Adult Day Care site visits by Care Managers 
 Better Communication of Policies, Procedures & Guidelines 
 Increased Overall Communication 
 Improved Care Manager Communication 
 Harmony Improvements 
 Other 

36% 

49% 

5% 

7% 

3% 

Very Frequently - 36 

Frequently - 49 

Undecided - 5 

Unfrequently - 7 

Very Unfrequently - 3 

Frequency of reference to other Community Programs/Services assisting older adults (n=100) 

Chart 3 
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Improvement of Provider Relationships with AAA 1-B (n=34)  

Percent of 
Survey 

Respondents 

 
 
Provider/Contractor Relationship Improvements 

12% Quick response time to emails and phone calls 

12% Increase in referrals 

15% Improved service delivery for clients 

29% Improved Communication 

32% Various other improvements 

 

 

AAA 1-B Rating by Provider Agencies/Contractors (n=82) 
Provider Agencies and Contractors were asked to rate AAA 1-B based on the experience with AAA 1-B, 
from Very Good to Very Poor, in the categories represented on the chart below.  
 

 

 

Satisfaction with AAA 1-B Staff (n=99) 
Survey respondents were asked how satisfied they were with the AAA 1-B staff that they interact with.  
Out of the 99 responses received, 53 or 54% were very satisfied, 32 or 32% were satisfied, 9 or 9% were 
neutral, 5 or 5% were dissatisfied and there were no responses for very dissatisfied.  
  
There were 21 comments received in regards to AAA 1-B staff satisfaction.  The majority of comments 

received were in regards to the knowledge, helpfulness, effectiveness and efficiency of the staff and the 

belief that AAA 1-B staff has the client’s best interest at heart.  There were a few comments suggesting 

AAA 1-B staff could improve response time to calls, that some of the Care Managers could put forth more 

of an effort in problem resolution and that Harmony could be more user-friendly. 
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Ranking of AAA 1-B Efforts (n=99) 
Advocacy, Medicare/Medicaid Assistance Program (MMAP) and Participation in local/county collaborative 
groups were ranked the highest among AAA 1-B’s efforts.  Caregiver & Public Education, Information & 
Assistance and Planning Activities were the next highest ranking categories.  Care Management and 
Program Development were next in the rankings followed by Training and Contract & Vendor 
Management.  The survey participants were asked to rank AAA 1-B on a scale from 1 - 5, with 1 being 
very poor and 5 being very good.  The results are shown in Chart 5. 
 

 

 

Overall Satisfaction with AAA 1-B (n=97) 
Survey participants were asked what their overall satisfaction rate was AAA 1-B.  44%, 43 respondents 
stated that they were very satisfied with AAA 1-B.  40% or 39 respondents stated being satisfied, 12% or 
12 respondents were neutral, 2% or 2 respondents selected that they were dissatisfied and 1% or 1 
respondent was very dissatisfied with AAA 1-B. 
 

AAA 1-B Activities Regularly Participated in by Provider Agency Staff (n=91) 
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AAA 1-B Activities that Survey Respondents found most valuable and least valuable  

 

Most Valuable (n=57) 

No. of 
Responses 

  

Least Valuable (n=38) 

No. of 
Responses 

Advocacy Meetings 3 
 

Annual Community Meeting 5 

Contractor Meetings 10 
 

Contractor Meetings 3 

Trainings 16  Trainings (cost, distance, repetitive) 4 

Vendor Council Meetings & Trainings 11 
 

Vendor Council Meetings 3 

All 11 
 

None/ N/A 16 

Other  3 
 

Other 6 

 

The other category for most valuable activities includes one on one meetings with key staff, annual 

community meeting and the nutrition providers meeting.  The other category for least valuable included 

general comments. 

Suggestions for Improving AAA 1-B Services (n=40) 
This year AAA 1-B offered survey participants the opportunity to provide suggestions for improving  
AAA 1-B services.  The suggestions given for improving AAA 1-B services can be broken down into  
four categories Care Manager Improvements, Training Improvements, Advocacy Suggestions and 
General Suggestions.  Table 3, lists the suggestions provided by the respondents.  
 

Care Manager Improvements 

Educate Care Managers on the programs provided by Vendors 

There is a need for consistency of Care Managers 

Prompt responses from the Care Managers 

Training Improvements 

Provide Web Conferencing for Training Sessions 

Provide Community Education of AAA 1-B Services 

Provide separate beginner and advance training sessions 

Advocacy Suggestions 

Advocating for disabled individuals under 40 

Advocate as hard for 3c and b programs as you do for Medicaid and caregiver programs 

General Suggestions 

Shorter & more efficient meetings 

Better Communication 

Consistency across the agency is needed 

Respond to suggestions 

Solicit feedback on a regular basis 

Flexibility in scheduling (i.e. providers work evenings AAA 1-B staff does not) 

Less Paperwork 

More funding for home support 

Meet with vendors to understand their capabilities 

More accurate and consistent evaluations of the clients before admitting them to a home 
Provide technical support 

Partner with other community agencies like MORC for creation of uniform compliance standards 

 

Table 3 

Table 2 
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Public and Community Visibility 

In this section of the survey, vendor agencies and contractors were asked how familiar they thought the 

general public was with AAA 1-B (Chart 7) and what action AAA 1-B could take in order to improve its 

presence in the community.   

General Public’s Familiarity with AAA 1-B (n=96)  
 

 
 
 
Improve Presence in the Community (n=61) 
Survey respondents were asked what AAA 1-B could do to improve their presence in the community.   
The following were the suggestions provided; 

 Increase Marketing/ Media Exposure 

 Network with other agencies and attend community events 

 Send publications to seniors not receiving services and to senior homes 

 Improve Customer Service 

 Community/Senior Center Outreach 

 Use full name instead of AAA 1-B and focus advertisement more on services 

 Community, Vendor and Staff Education 

 No changes needed and unsure 
 

Direct Care Worker Program 

In the Direct Care Worker Program section, survey participants were asked if direct care workers were 

employed by their agency (n=58).  60%, 58 agencies responded to this question, answering that their 

agency does employ direct care workers.  Survey participants were also asked what the likeliness was 

that their agency would use the AAA 1-B Direct Care Worker training, if offered (Chart 8).  The final few 

questions in this category asked which training format was preferred for direct care workers, what training 

methods were most effective to train direct care workers and what training areas or topics they would find 

most useful, if offered through AAA 1-B (Table 4).   
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Percent of Vendors that would utilize AAA 1-B’s Direct Care Worker Training (n=64) 
 

 

 
Preferred training format for Direct Care Workers (n=58) 

 One or two hour sessions offered throughout the year on a specific topic – 62% 
 A one day training that covers multiple topics – 33% 
 A  multi-week training program that includes a professional certification – 24% 
 Other methods including, shorter sessions to provide for coverage, on-line/web-based training 

and two to three hour sessions to cover topics in enough detail – 17% 
 
 
Most Effective Training Methods for Direct Care Workers (n=59) 

 DVD’s/Videos – 18% 
 In person Training led by agency staff – 24% 
 In person training led by outside professional – 16% 
 Books/handouts/reading materials – 13% 
 Online programs – 8% 
 Hands-on/Shadow other workers - 20% 
 Other – 1% 

 
 

Most Useful Training Areas/Topics, if offered through AAA 1-B (n=30) 

Abuse & Neglect 
Effective communication with 
agencies/providers Misdirecting Clients 

Addressing Change in Community needs Fall Prevention Nutrition & Meal Prep 

AFC Licensing First Aid 
Personal Care Competencies, 
Showers/Hygiene 

Art & Music Therapy for frontline staff Gentle Teaching Technique Direct Care 

Managing Behaviors– Parkinson’s, 
Diabetes, Mental Illness, Seizures, 
Paralysis, Stroke HHA certification Programming for adult day services 

Change in care giving methods and 
trends Home Management  

Professionalism/ Proper way to 
address older adults 

CAN certification Hoyer Lift Proper way to clean a house 

Communicating with clients with limited 
English speaking ability Incontinence Care TBI 

CPR Infection Control Transfer Training 

Cultural Diversity 
Documentation, Paperwork, 
Reporting Volunteer Recruitment 

Disease & Medical Advancements Medication Administration 
Working with clients w/ Alzheimer’s & 
Dementia (sensory interventions) 

42% 

23% 

17% 

8% 9% 
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Vendor Agency Survey Participant General Comments and Feedback 

Survey participants were given the opportunity to provide general comments and feedback to AAA 1-B at 
the conclusion of the survey.  27 survey participants provided comments and feedback. 
 

  

 Provide training and networking that are related to programs 

 Thank You for your good work 

 AAA 1-B does a great job to outreach and provide services for our elders 

 thanks for asking 

 I am very happy working with you and I wish I worked through you more often 

 Excellent Agency. 
 Tina is doing a great job as Executive Director.  There are so many new people working at the 

AAA I can't keep up with them. Nutrition needs some menu sharing and tips for stretching the 
dollar.  It doesn't have to be fancy, just help. 

 Your training offered outside through Kristin Wilson is very well organized.  Communication in 
regards to programs, working better with outside resources and contacting and follow up with 
vendors could be significantly improved. 

 I have been working with AAA1B now going on 11 years and my experience has been a good 
one, with only a few bumps in the road. Using the Harmony program has greatly improved the 
response time on notifications of clients care. 

 You do a good job and provide proper support to us.  Keep up the good work. 
 All staff seems really dedicated and believes in what they're doing, and care greatly about our 

aging population and how to best meet their growing needs (and challenges!). 

 I feel very fortunate to work in aging services in an area served by AAA 1-B - you're the best! 

“I am very pleased with AAA 1-B” 

“Thanks! We appreciate your 

vision for improving aging 

services in SE Michigan” 

 

“Keep up the 

great work 

you do.  

Continue to 

innovate and 

work with 

your 

contractors/ 

vendors to 

improve 

quality 

services.” 

“We look forward to continuing our 

excellent working relationship.” 

“Thank you!” 

“Keep up the good 

work!” 

“Please enhance the referral and scheduling procedures – it is difficult 

for agencies when the phone rings and we are asked to identify staff 

for a new referral immediately rather than being given a week or so 

notice as other agencies do.  Thank you for the opportunity to give 

input.” 

“AAA 1-B is extremely innovative and willing to go the extra mile to reach new heights in 

services/program/planning/networks, etc. which our organization appreciates, supports and 

encourages as well!” 
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Recommendations & Follow-Up 

The results of the stakeholder survey will be shared with several key internal and external groups to 

determine ongoing action, including but not limited to:  

- Vendor Council Meeting 

- AAA 1-B Advisory Council, Quality Assurance Committee, Management and Network 

Development meetings. 

- Reported in the Network Insider, a monthly e-newsletter distributed to the provider network 

- Posted on the AAA 1-B website  

- Shared with the Michigan Office of Services to the Aging and the Michigan Department of 

Community Health  

Action items planned as a result of these findings are still being determined, but include the following:  

- Utilize the survey results in the AAA 1-B strategic planning process for Fiscal Year 13-15 

- Review training program priorities and methodology for delivering trainings (i.e. webinars) 

- Develop and offer Direct Care Worker training program as a pilot in Fiscal Year 13 

- Address the inefficiencies in the amount of paperwork required 

- Continue to include the provider network in all program development and strategic initiatives 

- Obtain regular and ongoing feedback from the provider network  

Conclusions 

There was an increase in responses to the FY2012 survey.  This year a total of 108 providers started the 

survey, in comparison to 73 providers last year.  An average of 76% of providers, who started the survey, 

completed the survey, in comparison to 13% of providers last year.     

This year’s survey provided value added information from AAA 1-B’s provider network to assist in 

continuous improvement efforts across the agency.  Providers saw several improvements within AAA 1-B 

over the past year, among them were improved communication and quicker response time to phone calls 

and emails, which appeared to be a common theme throughout the survey results.  Providers were 

transparent in their responses, providing the agency with necessary details to assist us in creating 

focused action plans to address specific concerns.  The overall satisfaction rate of the provider network 

was 86%.  The responses of the other 14%, who were either neutral or dissatisfied, along with the 

suggestions for improvement, provides us with continuous improvement opportunities, as well as the 

opportunity to set the goal of increased provider network satisfaction, for FY 2013.    

 


