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Research Brief 
Consumer Satisfaction with Self-Direction 

West Virginia Personal Options 
 

 
Background – The West Virginia Bureau for Medical 
Services contracts with Public Partnerships, LLC (PPL) to 
provide financial management and resource consulting 
services for individuals enrolled in Personal Options, the 
self-directed option in the 1915(c) Medicaid Aged and 
Disabled Waiver program. PPL is a nationwide company, 
headquartered in Boston, MA, providing financial 
management and supports for self-directed programs in 12 
states.  
 
Personal Options allows Waiver participants to: 

 Select, hire and manage their own direct-care staff 
 Determine employees’ schedule and rate of pay  
 Purchase case management services 
 Purchase other goods and services 

 
Survey Design 
 

In June 2008, PPL mailed a survey to all 241 
participants enrolled in Personal Options.   
 

The two-page survey included multiple choice 
questions, open-ended questions and space for 
comments regarding satisfaction with Personal 
Options and PPL services.  Responses were recorded 
by an independent third party.  Comments were 
grouped according to the survey question addressed 
and analyzed for common themes.  Responses were 
analyzed using Statistical Package for the Social 
Sciences (SPSS).  The statistical analysis was 
independently verified by the Center for Disability 
Policy Research at West Virginia University.   
 
Survey Response 
 

122 participants completed the survey, 
representing a response rate of 51%.   

 
Participants were relatively evenly divided between 
new Waiver members and members who transferred 
from traditional agency-directed services.  The 
majority of participants (41%) were eligible for a 
minimum of 94 hours per month of direct care.    
 
 

 
The majority of respondents (57%) said that most of 
the questions on the survey were answered by the 
participant.   A significant number of respondents 
(43%) indicated that most of the questions were 
answered by a representative.   At the time of the 
survey, some representatives may have been 
employed by participants to provide direct services 
(a limitation of the survey). 
 
Survey Results  
 

Ninety-eight percent of respondents said they 
were “Satisfied” or “Very Satisfied” with 
Personal Options. 

 
• 97% percent of respondents reported 

satisfaction with the enrollment process.  
• 98%of respondents reported satisfaction with 

development of the spending plan.   
• 99% of respondents reported satisfaction 

with the ability to hire and schedule 
employees.   

• 97% of respondents reported satisfaction 
with employee performance.   

• 98% of respondents reported satisfaction 
with the ability to purchase goods and 
services.   

 
Ninety-nine percent of respondents said they 
were “Satisfied” or “Very Satisfied” with PPL’s 
services. 

 
• 97% of respondents reported satisfaction 

with PPL’s Resource Consulting services. 
• 97% of respondents reported satisfaction 

with PPL’s payroll and tax services. 
• 97% of respondents reported satisfaction 

with PPL’s customer services. 
 

“From other programs, compared to them, Personal 
Options allows you to stay in your own home, make 
your own decisions and get good care.”                 

                                                                       - Participant 
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Common Themes 

 Ability to schedule employees to 
work when needed 

 Ability to hire family members 
 Being able to depend on employees 
 Being able to trust employees    

 
 
Common Terms  

 Choice 
 Control 
 Freedom 
 Flexibility 
 Independence  

 
Survey Results – (Continued from page one)  
 

“I think it is wonderful that you developed a program 
like this.  I am really very happy with PPL and have had 
no problems.” 
                                                                    -Participant 

 
Participants were asked “What do you like most 
about Personal Options?”  The most frequent 
responses were: 1) the ability to hire and schedule 
employees; 2) the ability to experience choice and 
control; and, 3) the ability to remain at home rather 
than a nursing facility.   

 
 “I am grateful there are programs like this to help me 
stay in my home.  Thank you so much.” 
                                                                    - Participant 
 

Respondents were asked “What do you like least 
about Personal Options?”  The most frequent 
responses were:  1) paperwork; 2) insufficient funds 
to purchase services; and, 3) the enrollment process.    
 
Common concerns:   

• Amount of paperwork employees are 
required to complete 

• Length of time from application to 
determination of eligibility 

• Insufficient funds to purchase direct care and 
transportation, and to pay adequate wages  

 
The West Virginia Bureau for Medical Services, 
Bureau of Senior Services, and PPL are 
implementing improvements based on the survey. 
 

 
 

Recommendations Regarding Personal Options 
and PPL Services 

 
1. Review the enrollment process, and 

streamline where possible. 
2. Review the paperwork requirements, and 

reduce paperwork where possible. 
3. Review the limitations of the survey and 

consider alternate survey techniques as 
appropriate. 

4. Consider pay periods aligned with the 
monthly budget.  

5. Monitor resource consultant responsiveness 
to participants, and consider strategies to 
increase availability of resource consultants.  

 
Summary  

 
The overwhelming majority of respondents 
were extremely satisfied with Personal Options 
and PPL services.   

   
Many respondents signed their name to the 
survey, personally conveying their satisfaction 
with Personal Options and PPL’s services.  Not a 
single respondent answered “Very Dissatisfied” 
to a single question on the survey.     

 
Additional Information 

  
   Marcus Canaday marcus.canaday@wv.gov 
 David Horvath dhorvath@pcgus.com 
 

 
 


