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SteppingStone Participant Survey-A Deep Look at Client Satisfaction
and Concerns

In March of this year SteppingStone Health (SSH) conducted two surveys of
program participants as part of the ongoing strategic planning process. This
newsletter reviews the results of these surveys.

Demographics of Survey Participants

The surveys were conducted using both written questionnaires and a dozen in-
depth interviews with selected participants and caregivers. The written survey
was created by a member of SteppingStone’s Board of Directors, Young Ko,
who has expertise in this area. The in-person interviews were conducted by
another member of the Board of Directors, Dr. Emma Tao White, who is a
psychologist. Staff also contributed to the development of the survey
questions and process.

158 participants, more than three quarters of the average daily attendance,
completed the written surveys with assistance from staff members. The
surveys were provided in multiple languages and over 1/3 of participants took
the survey in Chinese and just under 10% took it in Spanish. (Staff provided
support for other languages as needed.)

The average age of those surveyed was 74, with 10% being under the age of
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60 and 11% over 90 years old. 44% lived with family members, 44% lived
alone with the remainder in other living situations including SROs. On average
those surveyed have attended SteppingStone for just under 5 years with most
attending four days a week. The vast majority said that they had major health
issues, of which mobility, diabetes and stroke were most frequently
mentioned.

Out of the 158 survey respondents, about two-fifths are Asian;
the average age is 74 years old

Respondents were ethnically diverse overall, and many took the survey in either Chinese or Spanish
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Participants report high overall satisfaction with SteppingStone

Over half of them are extremely satisfied with the staff; however, the food has the most room for improvement
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Participant Perceptions of SteppingStone

One of the most important findings of the participant survey was the very high
levels of satisfaction for nearly all aspects of SteppingStone services. 87% pf
participants were extremely or very satisfied with services overall and 93%
were extremely or very satisfied with staff members at the centers.
Respondents used the following phrases in response to questions about
services: “friendly & caring staff, good service, inviting atmosphere, happy &
energetic, diversity, inclusion, respect & love, good activities, meet people,
community”.




When asked what kept them attending SteppingStone some the responses
were “To be stronger, exercising with PT/OT, memory care program, medical
support, exercise, staff are very good, younger staff who love talking to older
people, my new family, making friends, get to know people, fun to be here,
respite for caretaker/family”.

There are two areas where participants were much less satisfied than others:
transportation and food. Because of the disability of most clients, they require
special transportation which is not provided by SteppingStone, though we
coordinate pick up times. Food is under our control but is limited by nutritional
standards both for each Center and often for specific clients. We will explore
improving food service for clients while still prioritizing their health needs. We
will also continue to advocate for improved transportation for people with
disabilities services in our city as we have done for many years.

Other Services Clients Receive or Might be Interested in Receiving
One of the most interesting findings of the survey is that over 75% of
respondents said they receive assistance exclusively from SteppingStone. This
speaks to the value of the support they are getting from the program which
provides a wide range of services to clients on a daily basis. However, it also
raises the question about what other services clients would be interested in if
the agency could provide them.

While some respondents are interested in additional services like housing
support, most are satisfied with the current offerings. When asked directly
how interested they would be in specifically mentioned additional services,
more than half said they would be interested in housing support, respite care,
and mental health services. Over 40% were interested in community transition
services and substance abuse counseling.

Asked to comment on the results of the survey and how they might impact
SteppingStone’s strategic planning process, Board of Directors member Young
Ko, who led the design of the survey, commented as follows:

"I think the most noteworthy results were that participants are very satisfied
with their overall experience with SteppingStone (87% saying they are
extremely or very satisfied), and that the care they receive (healthcare and
physical therapy) along with the staff are most impactful to their overall
satisfaction. In essence, people come for their health but also find friendly and
caring staff that provide a positive atmosphere.

"I believe the results are influencing and will continue to influence the
strategic planning process. One of the first areas is in how we invest in our
staff development and training. This is such an important element of the care
we provide.” Young Ko, Board of Directors, SteppingStone




Housing support, respite, and mental/behavioral health support
are the potential services that generate the most interest
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In-Depth Participant and Caregiver Interviews

A member of SteppingStone’s Board of Directors, Dr. Emma Tao White,
conducted in-depth interviews with a dozen program participants. Three
participants (age 60 - 90+) from each center were interviewed. In addition,
three caretakers of participants were interviewed. Dr. White’s conclusion after
conducting these interviews was that “SteppingStone is living up to its mission
by maintaining the health and well-being of older and disabled adults and, at
the same time, providing respite for their caretakers”.

Here are a few examples from Dr. White’s interviews:

“"An older woman with dementia. The participant goes to SSH 5 days a week.
Her son describes his mother as ‘active’ and that since going to SSH she is no
longer ‘scared and confused.’ She is now socially engaged and ‘not just sitting
at home.”’

“"A 61-year-old immigrant with limited English skills. He is hemiplegic and has
required a wheelchair for over 10 years. He has been coming to SSH for 10
years and relies on SSH for exercise, conversation, and activity.

‘A 72-year-old man with impaired vision. He has a history of substance abuse
and homelessness. He feels SSH is his ‘happy, loving, family’ where everyone
gets along in spite of their differences because conflicts are well-handled by
the staff.”

“"An active 71-year-old with multiple medical conditions. She appreciates her
LGBTQ group at SteppingStone while feeling connected to other participants as
well. She feels that all SteppingStone centers should have an LGBTQ group.”

Dr. White’s conclusion:

“Participants’ and their caretakers’ quality of life is significantly improved by
SteppingStone’s caring and competent staff of nurses, social workers, physical
therapists, occupational therapists, and aides. It’s a holistic service
organization highly qualified to take care of its participants, who have complex
medical and social needs. As the participants’ age in place, their medical and
physical issues increase and their cognitive abilities decline, SSH plays an ever-
increasing role in maintaining their well-being.

"SSH is all the more remarkable because the staff and management exemplify
values and qualities that are in short supply in our high-speed technological
and profit-driven society. The interviewees offered many ideas to make SSH
even better, but know that at the heart of it, the staff at SSH genuinely care
about their or their parents’ well-being.” Dr. Emma Tao White, SteppingStone




Board of Directors.

In response to both surveys Executive Director
Daniel Gallagher comments below.

“"For SteppingStone the most important aspect of
our work is the quality of care we provide program
participants. It is profoundly gratifying for all of us
to know that our clients’ value our services and that
we make a difference in their lives. We strive to
maintain the high level of services reflected in this
survey. We also seek to address areas of
improvement and to explore new services that may
fit within the scope of our mission." Daniel
Gallagher, Executive Director.

(The SteppingStone Participant Survey is available on our website or by
clicking this link.)

Participant Survey

SteppingStone is the largest provider of adult day health care in San Francisco
with three ADHC Centers. All offer Enhanced Care Management (ECM).
Virtually all clients are insured through managed care programs (Medi-Cal &
VA) and have no out-of-pocket expenses. For more information visit our
website at steppingstonehealth.org or call us at 415-974-6784.
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