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EXECUTIVE SUMMARY 
 
Background 
The Virginia Department of Medical Assistance Services (DMAS) has identified 
consumer satisfaction with financial management services provided by Public 
Partnerships, LLC (PPL) as a performance measure to be assessed on an annual basis 
for Medicaid recipients enrolled in the Consumer-Directed (CD) Program. The 
Consumer Satisfaction Survey is one way to assess this measure. The purpose of the 
survey is to understand the perspectives of consumers enrolled in the consumer- 
directed program receiving payroll services from PPL in order to assist in the 
development and implementation of quality improvement strategies. 
 
This is the first report of the results collected for the 2007 Consumer Satisfaction 
Survey. Data were collected using a self-administered 16-item questionnaire. Of the 16 
survey items, 14 were closed-ended with Likert-type questions. Open-ended questions 
were also asked to obtain information about the consumer-directed program as a whole. 
Three hundred (300) surveys were mailed out to 11% of the participants served, and 
ninety were returned, a 30 % response rate. 
 
To determine consumer perceptions of payroll services, four general categories were 
used based on responses to the survey. The categories were: 

 Payroll Accuracy 
 Timely Processing of Payroll 
 Customer Service 
 Consumer-Directed Program 

 
Based on our statistical analysis, we believe the survey results provide a good 
indication of overall consumer satisfaction with the program. 
 
Findings 

 Nearly 97%  of the respondents reported satisfaction with the ability to recruit 
their own attendant 

 94% of the respondents said they liked the payroll services received from PPL. 
 93% said they would recommend consumer-directed services to a friend or 

family member 
 92% said that their service facilitator provided assistance with paper work when 

they have a problem 
 The mean score for overall satisfaction was 3.8 out of 4.0 indicating higher levels 

of satisfaction with PPL’s fiscal management including enrollment, payroll, 
customer service, tax filings; and budget management and reporting. 
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 The substantial majority of those surveyed consistently reported positive 

perceptions of payroll services 
 The highest mean score was on ‘Consumer-Directed’ domain (3.9) while the 

lowest was on ‘Pay on Time’ domain (3.6) 
 The majority of written responses were on customer service and the consumer-

directed program as a whole.  Specifically, respondents expressed high levels of 
satisfaction with their ability to choose whom to hire.  Some expressed 
satisfaction with their service facilitator 

 Others expressed dissatisfaction with PPL for failing to return voice mail 
messages in a timely manner 

 
Conclusion 
The substantial majority of Virginia's consumers enrolled in the Consumer-Directed 
Program receiving payroll services from PPL report high levels of satisfaction with 
financial management services on all 4 domains, including the CD Program in general. 
An overwhelming number of consumers expressed very positive perceptions of the 
opportunity to hire their own attendant afforded to them by the consumer-directed 
services.   
 
Limitations 
Several limitations prevent conclusive interpretation of these findings. These are: 

 The instrument has not been validated, so summary scores could not be 
completed 

 Demographic variables were not collected and as such it is difficult to assess 
whether or not satisfaction of payroll services differed by waiver type or age 

 Survey was conducted by the contractor as such it may have skewed the results. 
Previous studies have shown that surveys conducted by contractors yield higher 
satisfaction levels than surveys conducted by a state agency 

 Some surveys may have been completed by the employer of record as opposed 
to the Medicaid recipient 

 Despite these limitations, the survey clearly contributes to a greater 
understanding of consumer satisfaction about PPL payroll service and directing 
their own services 
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INTRODUCTION 
 
Background 
The Virginia Department of Medical Assistance Services (DMAS) has identified 
consumer satisfaction with payroll services provided by Public Partnerships, LLC (PPL) 
as a performance measure to be assessed on an annual basis for Medicaid recipients 
enrolled in the Consumer-Directed Program. The Consumer Satisfaction Survey is one 
way to assess this measure. The purpose of the Annual Consumer-Directed Recipient 
Satisfaction Survey is to monitor the performance of the fiscal agent and to provide 
DMAS with feedback to assist in the development and implementation of quality 
improvement strategies. 
 
The 2007 Recipient Satisfaction Survey analyzed and rated consumers' satisfaction with 
payroll services on four domains: access, accuracy, timeliness, and customer service.  
 
Sample Frame 
Participants eligible for the survey were active Medicaid recipients enrolled in the 
consumer-directed program at the time the sample was drawn. A sample frame of 2,733 
recipients was produced. 
 
Sample Size 
A simple random sample without replacement was generated using SAS Proc 
Surveyselect. A total of 300 surveys were mailed to consumers with a self-addressed 
stamped return envelope representing 11 % of the total active consumers. DMAS 
required the survey to be completed with at least 10 % of enrolled recipients. 
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METHOD 
 
Measure 
Consumers were surveyed between August 17, 2007 and September 3, 2007 using a 
self-administered 16-item questionnaire. While the instrument was pilot-tested with 20 
randomly selected consumers, it has not been tested for reliability or validity measures 
of satisfaction. Of the 16 questions, 14 were closed-ended. Ratings were given on a 1- 
to-4 Likert-type response scale where 1= ‘Strongly Disagree’, 2=‘Disagree’, 3=’Agree’ 
and 4=’Strongly Agree’. Items were worded such that agreement with the item indicated 
more positive perceptions. A copy of the survey instrument is in Appendix A. A mean 
score between 3.0 and 4.0 indicate strong positive perceptions of payroll services while 
a mean score of less than 2.0 indicate areas that need improvement. A cover letter 
explaining the purpose of the survey accompanied the surveys. Participants were 
assured confidentiality and were given the opportunity to decline to participate in the 
survey. Those who declined participation were assured that their services were not 
going to be affected. Those who participated were assured that their data were going to 
be shared with DMAS only at the aggregate level. 
 
The survey questionnaire asked respondent questions relating to their general 
satisfaction with payroll services and the DMAS consumer-directed program as a whole. 
For example, the survey contained such questions as ‘I like the payroll services I 
receive from PPL.’ This and other questions addressed various types of satisfaction, 
including: 

 Payroll Accuracy 
 Timely Processing of Payroll 
 Customer Service 
 Consumer-Directed Program 

Fourteen items were then combined into “scales,” which addressed each of the four 
domains listed above. To construct scales, items from the survey instruments were 
combined to form constructs that measure the area of satisfaction. Scale construction is 
based on a combination of the “face validity” of scale items, that is, items that appear to 
be similar in scope as well as the reliability of items within each scale. Reliability of 
scales was tested using Cronbach’s Alpha, a common measure of internal consistency 
of scaled items. It measures how well each individual item in a scale correlates with the 
sum of the remaining items. The higher the score, the more reliable the generated scale 
is. Alphas of 0.7 or higher are generally considered to be a reliable scale. The domain 
mean score, scales, their associated items and reliability coefficients appear in Table 1. 
The reliability coefficients (Alphas) are all very near or above the .7 accepted threshold.  

The remaining two items were not included in the domains because they were not 
related to any of the domains. 
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Open-ended questions were summarized into themes. This process involved analyzing 
all responses and categorizing them into two groups: customer service and consumer- 
directed program.  Written responses are included in Appendix B.    
 
Table 1. Domain Mean Score, Scales, and Reliability Alphas 

Scale Domain 
Mean Score 

Reliability 
Alpha 

Overall Satisfaction 3.8 - 
   

Payroll Accuracy (Score Range = 1-4) 3.8 0.7 
4.  PPL pays my attendant correctly   
5.  PPL provides accurate and helpful information when I have a question   
   

Timely Processing of Payroll (Score Range 1-4) 3.6 0.8 
2.  PPL handles my attendant's timesheets and paperwork on time   
3.  PPL pays my attendant on time for timesheets completed correctly    
6.  PPL staff responds to my questions/issues in a timely manner   
   

Customer Service (Score Range = 1-4) 3.8 0.9 
7.  PPL staff are willing to assist me to complete my paperwork   
8.  PPL staff are nice and professional when I call    
9.  PPL staff return my voice mail messages by the next business day   
10. I feel comfortable to call PPL when I have a question about my 
attendant's timesheet, paperwork or payment   

11. I feel comfortable to call PPL when I have a complaint about their 
services   
   

Consumer-Directed Program (Score Range = 1-4) 3.9 0.8 
13. I am satisfied with having the ability to choose who I want as my 
attendant   

14. I would recommend consumer- directed services to a friend or family 
member   

 
Data were manually entered into a database using the SurveyMonkey tool. Basic 
frequencies were calculated by SurveyMonkey. Data were downloaded into Microsoft 
Excel and numeric values were assigned to the responses. This procedure was 
necessary in order to perform arithmetic operations on the survey responses. Further 
analyses including standard deviation, mean score, reliability statistics, and frequencies 
on valid responses were preformed using SPSS Statistical Package version 15.0. 
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ANALYSES 
 
Response Rate and Analyses 
Of the 300 surveys mailed out, 90 were returned representing a 30.0 % response rate. 
Table 2 presents descriptive statistics for the statewide sample of survey respondents. 
The two single items on which respondents were more likely to express positive ratings 
on the survey were on the choice to choose a provider and accuracy of paychecks 
processed by PPL. Nearly 97 % (N=86) of the respondents overwhelmingly reported 
being satisfied with the ability to recruit their own attendant, 94% reported they were 
satisfied with PPL’s payroll services, 93% viewed PPL as paying their attendants 
correctly and 93% reported that they would recommend consumer- directed services to 
a friend or family member. 
 
On the customer service domain, approximately 94% of the survey respondents 
reported that PPL staff was courteous and professional while 90% expressed feeling 
comfortable in contacting PPL staff when they had questions regarding their attendant’s 
timesheet, payment, or paperwork in general.  The lowest rating by respondents on 
customer service domain was on returning of voice mail messages. Approximately 78% 
of respondents reported positive perceptions on this item while 22.3% did not. 
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Table 2. Summary of Results by Survey Question 

Strongly 
Agree Agree Disagree Strongly 

Disagree 
 % N % N % N % N 
1. I like the payroll services I receive 
from PPL 47.0% 39 47.0% 39 6.0% 5 - - 

2. PPL handles my attendant's 
timesheets and paperwork on time 36.4% 32 46.6% 41 11.4% 10 5.7% 5 

3. PPL pays my attendant on time 
for timesheets completed correctly  37.5% 33 47.7% 42 9.1% 8 5.7% 5 

4. PPL pays my attendant correctly 42.5% 37 50.6% 44 3.4% 3 3.4% 3 

5. PPL provides accurate and 
helpful information when I have a 
question 

37.2% 32 47.7% 41 12.8% 11 2.3% 2 

6. PPL staff responds to my 
questions/issues in a timely manner 32.6% 28 46.5% 40 12.8% 11 8.1% 7 

7. PPL staff are willing to assist me 
to complete my paperwork 39.7% 29 54.8% 40 2.7% 2 2.7% 2 

8. PPL staff are nice and 
professional when I call  46.4% 39 47.6% 40 6.0% 5 - - 

9. PPL staff return my voice mail 
messages by the next business day 30.3% 23 47.4% 36 10.5% 8 11.8% 9 

10. I feel comfortable to call PPL 
when I have a question about my 
attendant's timesheet, paperwork or 
payment 

43.0% 37 46.5% 40 5.8% 5 4.7% 4 

11. I feel comfortable to call PPL 
when I have a complaint about their 
services 

37.0% 30 51.9% 42 8.6% 7 2.5% 2 

12. My service facilitator assists me 
to complete my paperwork if I have 
problems 

52.6% 41 39.7% 31 3.8% 3 3.8% 3 

13. I am satisfied with having the 
ability to choose who I want as my 
attendant 

67.4% 60 29.2% 26 1.1% 1 2.2% 2 

14. I would recommend consumer- 
directed services to a friend or 
family member 

73.3% 63 19.8% 17 4.7% 4 2.3% 2 
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Table 3 presents the means, standard deviation, and percentage of respondents on 
each survey question. Percentages in the ‘Agree’ column include those who responded 
'Strongly Agree' or 'Agree' to the survey questions. Higher mean score correspond with 
greater levels of satisfaction with financial management services provided by PPL and 
the DMAS Consumer-Directed Services. The highest mean score of 3.93 was recorded 
on question number 13-- I am satisfied with having the ability to choose who I want as my attendant. 
The lowest mean score of 3.55 was reported on question number 9-- PPL staff returns 
my voice mail messages by the next business day. 
 

Table 3. Means, Standard Deviations, Ns, and Percent of Respondents 

  
Mean SD N % 

Agree 

1. I like the payroll services I receive from PPL 3.88 0.48 83 94.0% 

2. PPL handles my attendant's timesheets and 
paperwork on time 3.66 0.76 88 83.0% 

3. PPL pays my attendant on time for timesheets 
completed correctly  3.70 0.71 88 85.2% 

4. PPL pays my attendant correctly 3.86 0.51 87 93.1% 

5. PPL provides accurate and helpful information when 
I have a question 3.70 0.72 86 84.9% 

6. PPL staff responds to my questions/issues in a 
timely manner 3.58 0.82 86 79.1% 

7. PPL staff are willing to assist me to complete my 
paperwork 3.90 0.46 73 94.5% 

8. PPL staff are nice and professional when I call  3.88 0.48 84 94.0% 

9. PPL staff return my voice mail messages by the 
next business day 3.55 0.84 76 77.6% 

10. I feel comfortable to call PPL when I have a 
question about my attendant's timesheet, paperwork or 
payment 

3.79 0.62 86 89.5% 

11. I feel comfortable to call PPL when I have a 
complaint about their services 3.78 0.63 81 88.9% 

12. My service facilitator assists me to complete my 
paperwork if I have problems 3.84 0.54 78 92.3% 

13. I am satisfied with having the ability to choose who 
I want as my attendant 3.93 0.36 89 96.6% 

14. I would recommend consumer- directed services to 
a friend or family member 3.86 0.51 86 93.0% 
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SURVEY FINDINGS 
 
As described in the Methods Section, average scores of the combination of specific 
items result in “scales” that measure degrees of satisfaction. Scores range from 1 to 4. 
The closer the average score reported is to 1.00, the greater is the disagreement with 
the given item and, thus, the greater the dissatisfaction. The closer the mean score is to 
4.00, the greater is the agreement with the given item and, thus, the greater the 
satisfaction.  
 
Mean Score Results 
Overall satisfaction scores were measured by taking the average score of the 14 survey 
items combined. Figure 1 depicts mean scores for the overall satisfaction and the four 
domains. The mean score for the overall satisfaction was 3.8. Of the 4 domains, 3 
recorded mean scores above 3.8. They were: consumer- directed program, customer 
service, and payroll accuracy with mean scores of 3.9, 3.8, and 3.8 respectively. The 
lowest mean score of 3.6 was recorded on the ‘Pay on Time’ domain. 
 
Figure 1. Domain Mean Scores 

 

3.9Consumer -Directed

3.8Customer Service

Domain 
Pay on Time 3.6

Payroll Accuracy 3.8

Overall Satisfaction 3.8

 

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5

Mean Score
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Qualitative Findings 
Two survey questions asked respondents about fiscal management services and 
Consumer-Directed Program as a whole. Forty-five consumers responded to question 
number 15-- Is there anything you would like to tell us about PPL payroll services? 
Similar written responses were grouped into 5 categories: ‘Great service’, ‘Late 
Payment’, ‘Not Return Voice Mail Messages’, and ‘Switch Back to DMAS’. Responses 
that did not fit into any of the categories were collapsed into the fifth category: ‘Other’. 
Of the 45 consumers, 14 stated that they were very satisfied with PPL’s fiscal 
management services while 13 expressed dissatisfaction because checks were 
received late.  While consumers expressed dissatisfaction with PPL late paychecks, 
they acknowledged that things have been running smoother recently. Table 4 presents 
the distribution of the written responses. 
 
Table 4. Distribution of Written Responses to Question No. 15: Is there anything you would like 
to tell us about PPL payroll services? 
 N 
Great Service 14 
Late payment 13 
Not return phone message 4 
Return payroll to DMAS 2 
Other  12 
Total 45 

 
Thirty-nine consumers responded to question number 16-- Is there anything you would 
like to tell us about DMAS Consumer-Direct Program? Of those, 20 overwhelmingly 
thanked DMAS for offering consumer- directed program. Specifically, they were pleased 
with freedom to hire their attendant. Two stated that they needed assistance with the 
recruitment and retention of their attendant. Table 5 displays the distribution of the 
written responses to question number 16. 
 
Table 5. Distribution of Responses to Question No. 16: Is there anything you would like to tell us 
about DMAS Consumer-Direct Program? 
 N 
Choice to choose whom to hire 20 
Help running advertisement and keep attendant 3 
Please Pay 4 
Return voice mail 2 
Pay Raise 2 
Other 8 
Total 39 
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Corrective Action Plan 
PPL has in place a Continuous Improvement Plan—deficiencies are addressed as soon 
as they are known. Steps taken to react to the opportunities for improvement revealed 
in the survey and other sources include: 

 Implemented a new tool to track voice mail messages from receipt date to time of 
return which is  recorded  in Client Contact System (CCS) 

 Centralized the management of E-Fax and designated a dedicated resource to 
manage the process and retrieve E-Faxes on an hourly basis 

 Generate attendant identification numbers weekly and mail to 
consumer/employer of record 

 Conduct on going call monitoring to ensure that customer service staff are 
courteous and professional at all times 

 Conduct ongoing training on customer service best practices 
 Conduct on-line criminal background checks to expedite application process 

 
 
 
 
DISCUSSION 
 
The results of this survey clearly demonstrate very positive findings for the financial 
management services provided by PPL and Consumer-Directed Services. On a 4-point 
scale, all questions relating to satisfaction were consistently rated high with a mean 
score of 3.5 and above. The majority of the consumers surveyed overwhelmingly 
expressed great levels of satisfaction with the Consumer-Directed Program. 
Specifically, they were satisfied with the freedom to choose whom to hire. Consumers 
also expressed satisfaction with the accuracy of checks processed by PPL.  
 
Several limitations prevent conclusive interpretation of these findings. First, the 
instrument has not been validated, so summary scores could not be completed. 
Second, demographic variables were not collected as such it is difficult to assess 
whether or not satisfaction of payroll services differed by gender, race, waiver type, or 
age.  
 
Despite these limitations, the survey clearly contributes to a greater understanding of 
consumer perceptions about PPL financial management services and directing their 
own services. 
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APPENDIX A. Recipient Satisfaction Survey 

 
Please indicate your agreement/disagreement with each of the following statements by 
filling the box that best represents your opinion. Choose ONE response. If the question 
is about something that you do not have an opinion, fill in ‘Does not Apply’ box (last 
column), to indicate that this item does not apply to you. 
 
PPL SERVICES 
 

Strongly 
Agree Agree Disagree Strongly 

Disagree 

Does 
Not 

Apply 

1 I like the payroll services I receive from PPL 

 
 
 
 

 
 
 

 
 
 

 
 

 
 

2 PPL handles my attendant's timesheets and 
paperwork on time 

 
 
 
 

 
 

 
 

 
 

 
 

3 PPL pays my attendant on time for timesheets 
completed correctly  

 
 
 

    

4 PPL pays my attendant correctly  

 
 
 
 

 
 

 
 

 
 

 
 

5 PPL provides accurate and helpful information 
when I have a question 

 
 

 
 

 
 

 
 

 
 
 
 

6 PPL staff responds to my questions/issues in a 
timely manner 

 
 

 
 

 
 

 
 

 
 

7 PPL staff are willing to assist me to complete my 
paperwork 

 
 

 
 

 
 

 
 

 
 

8 PPL staff are nice and professional when I call   
 

 
 

 
 

 
 

 
 
 

9 PPL staff return my voice mail messages by the 
next business day 

 
 

 
 

 
 

 
 

 
 

10 
I feel comfortable to call PPL when I have a 
question about my attendant's timesheet, 
paperwork or payment 

 
 

 
 

 
 

 
 

 
 

11 I feel comfortable to call PPL when I have a 
complaint about their payroll services. 
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PPL SERVICES 
 

Strongly 
Agree Agree Disagree Strongly 

Disagree 

Does 
Not 

Apply 

12 My service facilitator assists me with my 
paperwork if I have problems 

 
 

 
 
 

 
 

 
 

 
 

13 I am satisfied with having the ability to choose 
who I want as my attendant  

 
 
 

 
 

 
 

 
 

14 I would recommend consumer- directed services 
to a friend or family member      

 
 
 
Is there anything you would like to tell us about PPL payroll services? 

 
 
 
 

 
 

Is there anything that you would like to tell us about DMAS Consumer-Directed 
Services? 
 
 
 
 
 
Thank you for your feedback! 
 
 
Please return this survey in the enclosed self addressed stamped envelope to: 
Public Partnerships, LLC 
P.O. Box 662 
Richmond, VA 23218 
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APPENDIX B. Open-Ended Responses As Written by Consumers 
 

Is there anything you would like to tell us about 
PPL payroll services? 

Is there anything you would like to tell us 
about DMAS Consumer-Direct Program? 

Great Service Every time I Had Called.......  
The main problem is the attendant do know when to expect 
their payment...I send all of the timesheets at the same 
time....Each receive it sometimes 3 or 4 days apart.... 

Even though we have had problems, at this moment 
all attendant have received all their payments and 
they were correct.....Really appreciate services 
provided... 

Now that the initial problems are over, services are 
excellent..... 

 

They've been good and consistent....  
I have direct deposit and 3 of my checks have not been in 
my account on payday (FRIDAY)...If there is a problem 
when you fax your timesheet no one contact the attendant 
to let them know 

 

To take the co-pay out of the same attendant each pay 
period, not switch around..... 

That since we live in northern VA that we get paid 
N.VA rates.... 

Thanks for improving your service.... Patients need help how to run an as, and keep an 
attendant... 

I am relieved and very happy that PPL has taken over from 
xxx. It is a difference of day and night... 

I hope you keep the service going but PLEASE 
pay... 

n.a n.a 
I've only had my waiver for 2 months...So this is very new 
to me, but PPL has been the best... 

It is very hard to find qualified people... 

Thank you Thank you 
In the past the faxed timesheets have not made it through 
or they gotten misplaced. Pay was late. The last couple 
times, it has been on time.... 

The service is better at this time.... 

n/a n/a 
I wish we could switch back... DMAS needs to pay their people more. 
N/A N/A 
I would l like to say thank you very much... They always help me when I need any service... 
It is confusing at times to have my calls answered in 
different locations... 

They were slow at 1st...took 4 months to get over 
1st attendants through the system, but now its 
running more  
smoothly 

Yes, when paycheck is not coming out on pay period call 
and let us know reason why... 

no 

It was a very rocky start! Once everything was straightened 
out, they did a fine job. Getting someone in the beginning 
was very hard. Left dozens of messages. Everything has 
been fine for last 6 months or so...Would have like to have 
been informed about raises. 

I don't know why more people don't choose this way! 
Hand in hand has been a great help to us. There, 
staff, office and nurses have been great.... 

Thank you for taking taxes out of the payroll checks... Why do we need to go through another outfit to 
handle the paperwork? As long as timesheets are 
sent in with 2 signatures why do we need another 
company involved. It is hard to get anyone to 
represent us in Craig County...They are always 
wanting to drop us... 
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Is there anything you would like to tell us about 
PPL payroll services? 

Is there anything you would like to tell us 
about DMAS Consumer-Direct Program? 

NO NO 
I am very please with their payroll services I also please with their DMAS CONSUMER- 

DIRECTED SERVICES 
Some of my attendants have gone 3-4 without pay due to 
PPL'S handling of payroll...They are different to reach , 
give information. 

Wonderful service--except for PPL... 

  
They loose too many time sheets. Loose too much new 
attendant paperwork. Don't like late checks being issued 
only on Friday. Too many mistakes when have to change 
info. Don't like new attendant to have to wait on pay. 

I've had 3 employees that had to wait on 1st check 
over a month. There is no sense in that one girl waited 
2 1/2 months; she was becoming afraid PPL was a 
scam 

HAVE NOT USED THESE SERVICES AS OF 8/23/07  
THANK YOU THANK YOU FOR ALLOWING ME TO CHOOSE 

WHOM I AM COMFORATABLE WITH. IT IS A 
PEACE OF MIND MATTER 

My attendant was not paid for 35 hours not worked in first 
quarter. On second quarter, one pay period, she was paid 
63, when she works 70 hours...On 3rd quarter she will be 
short 21 hours, she did not get paid for. I called, they are 
putting her on payroll schedule A--she was on schedule B.. 
xx days she has it straight now. I hope so. I like Direct-
Deposit. 

It is the best service in the world. People who need 
help are getting it. Your service Facilitator- she is 
always checking with us. She is so much help... 

They have gotten better about calling back, when you call 
and ask questions.... 

 

xx is a complete invalid, cannot do anything for herself...I 
her mother did fill out these paperwork... 

I am very well satisfied with this company... 

Sometimes have trouble calling and do not get anyone to 
answer the phone... 

Let us know when there is a pay raise and how much. 
Like right now I do not know how much attendant 
makes per hour... 

Before April 2007, I would have recommended consumer 
direct to anyone, but when my current attendant started in 
April but has yet to be paid, we have made phone calls to 
everyone affiliated with us and they after 4 months wanted 
to blame this on a form that hasn't been signed for payroll, 
now how stupid is that how could we know if no one 
contacted us or sent the form to be signed. 

Just that as parents we are very disappointed, we 
could loose our worker because of their unorganized 
mistake and this is the only opportunity for us to get 
assistance with our son. 

In the beginning when I had to fill out the new paperwork. 
Every one I talk to at PPL were extremely helpful and 
patient. Since then, whenever I have to call for whatever 
reason (good or bad), I have gotten the help I needed 
without any problems. Thank you 

It’s great to be able to hire my own attendant who can 
meet my needs. It makes the process easier now that 
taxes are finally taken out that there have been some 
pay raises. Thankful 

 Thank you!! Best Experience with DMAS that I ever 
had.... 
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Is there anything you would like to tell us about 
PPL payroll services? 

Is there anything you would like to tell us 
about DMAS Consumer-Direct Program? 

There have been some issues with PPL Communication 
like returning calls, not getting confirmed faxes, etc...But 
things seem to be getting better. 

 

You do a great job- no problems so far unless paperwork 
from service facilitator has not been updated to you 

Its great- as long as you can find employees- pay 
should be increased to the rate of private agency 
directed personal care which is $10-$12 per hour. 
Current pay scale deters employees wanting to work 
under this program especially in rural areas 

The inability to reach someone i.e. phone rings continually 
with no answer. Prompt response is hit or miss. I have had 
to fax timesheets in numerous times causing delays in 
payment to my staff. Timesheets are very hard to read or 
fill because of small spaces and lines. 

I really enjoy having the ability to chose from a variety 
of people who are capable and caring than what other 
agencies may require but doesn’t mean they are 
adequately caring or equipped 

If it is not direct deposit, pay day varies. However, it may 
be the mail that makes this happen 

I am so happy with it and with my facilitator also, she 
is wonderful 

 We work with xxx. She is great to work with 
Anyone who fills for direct deposit the first check should go 
direct deposit not 2 or 3 checks later. My help was mad as 
she put in for direct deposit and didn't get her first check in 
her checking account 

Don’t have help with DMAS 

They pay in a timely matter. Excellent! They are very good services to have. Thank you 
Everything is great Everything is great 
 I am very thankful for these services 
Al in all, services seem to be better and operate smoother 
with PPL. 

 

My SF is one sided when it comes to problems  
Our services were not entered into system properly at the 
time payroll services were taken over. Respite hours as per 
my service plan. 

Consumer- directed seems to be the way to go. I have 
advised several families to go this route. Thank you! 

Checks are delayed because of a problem with the 
attendants address. We lost the services of this attendant 
in part because of these difficulties in getting paid on time 

Please answer the phone when I call. I hate voice 
mail. 

It takes too long for my attendant to get her paycheck after 
she faxes her timesheet 

 

 In most part you have a very fine service 
Payroll services were better when handled directly by state. 
attendants are consistently paid incorrectly and PPL does 
not communicate well with consumers 

I only don't like to recommend consumer- directed 
services because of PPL 
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