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Overview of CS Survey
Has been conducted by Project Excellence 
since 2003 

2 Survey Variations: Satisfaction at Plan and 
Satisfaction at Exit
-2 months selected for each survey

Background Concepts: 
-Customer choice 
-Informed consent 
-Customer involvement in VR services



Overview of Survey Process
MRS sends MSU-PE customer information from AWARE for CS survey

• Qualtrics 
• Reminder email sent 1 week later if not completed 

MSU-PE emails online survey invitation to customers with email on file 

• Includes customers from initial list with no email listed and email non-respondents 

MSU-PE sends MRS information of customers to be sent mailed survey

• MRS sends list (Excel file), Cover Letter and Survey to LEO Communications & Outreach 
Departmental Analyst (Alicia Kirkey) for processing with DTMB mailing 

• Includes business reply return envelope addressed directly to Su Pi at MSU-PE

Paper-pencil surveys mailed (1 mo after online survey)



Overview 
of the 
Survey 
Instrument
-Plan



Overview 
of the 
Survey 
Instrument
-Exit



Response Rates
~20-25% response rate

FY 2022: Data collected for CS at 
Plan for 6-month pilot to see if there 
would be an improvement in 
response rate



Deliverables/Reports

2 rounds of district specific satisfaction 
feedback for each survey (Plan, Exit) 
sent to District/Site Managers 

-Includes sample size, number of responses, 
response rate, satisfaction rate for each 
question and customer comments 
-District/unit level information

Customer Satisfaction at Plan Annual Report (FY) 

Customer Satisfaction at Exit Annual Report (FY) 



Coming Soon…

Immediate Customer 
Satisfaction Feedback via 
links/QR codes in MRS 
staff email signatures 
(district specific)



Contact Information Slide

Megan Lingris, MA, CRC, LLPC
Program Evaluation Rehabilitation Consultant

Email
LingrisM@michigan.gov

Claudia Pettit, MA, CRC, LPC
Research & Development Unit Manager

Email
PettitC1@michigan.gov
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