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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 DMAS administered its second year statewide survey in October 2008 
using a self-administered 21-item questionnaire. 
 
As in the first year, the 2008 Recipient Satisfaction Survey analyzed and rated consumers' 
satisfaction with PPL payroll and fiscal management services on four domains. These domains were: 

• Access defined as the percentage of consumers who reported being able to easily reach PPL 
for any reason regarding their paperwork or timesheets for their attendant 

• Accuracy defined as the percentage of consumers who reported that their attendants were 
paid accurately and correctly 

• Timeliness defined as percentage of consumers who reported that PPL processed their 
paperwork and timesheets for their attendants in a timely manner 

• Customer service defined as percentage of consumers who reported that the Call Center staff 
were professional and friendly when they called PPL 

 
Five additional questions were included this year four of which were to assess the number of 
consumers who had access to a computer and had on-line services. The fifth question asked 
respondents whether or not they or someone else completed the survey on their behalf. For the first 
time, the survey was also available on-line through SurveyMonkey.com for those who wanted to 
complete it on-line. Directions on how to access and complete the on-line survey were included in the 
cover letter that accompanied the survey. 
 
Sample Frame 
Participants eligible for the survey were active Medicaid recipients enrolled in the consumer-directed 
program from all five waivers at the time the sample was drawn. The waivers included:  

• Elderly or Disabled in Consumer-Direction (EDCD) 
• Mental Retardation (MR) 
• Early Periodic Screening, Diagnosis, and Treatment  (EPSDT) 
• Individual & Family Development Disability Services (IFDDS) 
• AIDS 

A sample frame of 5,385 eligible recipients was produced. 
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Sample Size 
A simple random sample without replacement was generated using SAS Proc Surveyselect. A total of 
700 surveys were mailed to consumers with a self-addressed stamped return envelope addressed to 
DMAS representing 13 % of the total enrolled consumers. DMAS required the surveys to be sent to 
10% of all enrolled active recipients. 
 
METHOD 
 
Measure 
Consumers were surveyed in the month of October 2008 using a self-administered 21-item 
questionnaire. Of the 21 questions, 19 were closed-ended and 2 were open-ended. Ratings were 
given on a 4-point Likert-type response scale where 1 represented ‘Strongly Disagree’, 2 represented 
‘Disagree’, 3 represented ’Agree’ and 4 represented ’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 indicates strong positive perceptions of fiscal 
management services while a mean score of less than 2.0 indicates 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. Completed surveys were mailed back to DMAS and were subsequently forwarded to PPL for 
data analysis and reporting. 
 
The survey questionnaire asked respondent questions relating to their general satisfaction with fiscal 
management services and the DMAS consumer-directed program as a whole. For example, the 
survey included items such as ‘I like the payroll services I receive from PPL.’ This and other survey 
items addressed various types of satisfaction, including: 

 Payroll Accuracy  
 Payroll Timeliness 
 Customer Service 
 Consumer-Direction 

Twelve survey items were then combined into “scales,” which addressed each of the four domains 
listed above. The remaining items were not included in the domains because they were not related to 
any of the survey items that composed the domains. Open-ended questions were analyzed and 
summarized into common categories. Written responses are included in Appendix B.  

Data were manually entered into a Microsoft Excel spreadsheet and subsequently imported into 
SPSS version 15 for variable recoding and computing mean scores. Descriptive statistics including 
frequencies, standard deviation, and mean scores on valid responses were performed using SPSS.  
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SURVEY FINDINGS 
 
Response Rate and Analyses 
Of the 700 surveys mailed out, 232 were returned representing a 33.0 % response rate. Of those 
surveyed, 19.4% (43) reported that the Employer of Record completed the survey while 10.0% (22) 
indicative a relative, and 56.8% (126) completed the survey by themselves. Four respondents 
completed their survey using the online SurveMonkey tool. 
Table 1 presents summary of survey responses for each survey item for the statewide sample for 
2008 and 2007. Consumers in the DMAS Consumer-Directed Program indicated overwhelming 
satisfaction and approval for the fiscal management services provided by PPL and the Consumer-
Directed Program. The percentage of consumers who reported positive perceptions ranged between 
75.0% (N=180) and 99.1% (N=226) (PPL staff return my voice mail messages by the next business 
day and I am satisfied with having the ability to choose who I want as my attendant 
respectively).Satisfaction and approval ratings were consistently high across all measures. For the 
second year in a row, consumers were most satisfied with their ability to hire an attendant of their 
choice offered by Consumer-Directed Program, with 99.1% of consumers reported positive 
perceptions. Consumers were more likely to express positive perceptions on the following survey 
items: 
• I am satisfied with having the ability to choose who I want as my attendant (99.1%) 
• I would recommend consumer directed services to a friend or family member (97.4%) 
• PPL pays my attendant correctly (94.6%) 
• PPL staff is friendly and professional when I call (92.7%) 
• PPL staff is willing to assist me to complete my paperwork (92.1%) 
• PPL pays my attendant on time for timesheets completed correctly (90.7%) 
• I like the payroll services I receive from PPL (90.3%) 

Figure 1 depicts Domain Mean Scores for the DMAS Consumer Satisfaction Surveys for 2008 and 
2007. The mean score on all the four domains for both years are virtually the same indicating higher 
positive perceptions of fiscal management services provided by PPL and the DMAS consumer-
directed program as a whole. As in the previous year, the highest mean score of 4.0 was reported on 
the Consumer-Directed Domain followed by Payroll Accuracy and Customer Service Domain with a 
mean score of 3.8 on both domains. The mean score for the Customer Service Domain remained 
unchanged at 3.8 this year. The mean score for the Overall Satisfaction also remained constant at 
3.8. Higher mean scores on the domains indicate strong positive perceptions of the fiscal 
management by PPL as well as the DMAS Consumer-Directed Program. 
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% N % N % N % N
1. I like the payroll services I receive from PPL
2008 33.0% 72 57.3% 125 6.9% 15 2.8% 6
2007 47.0% 39 47.0% 39 6.0% 5 - -
2. PPL handles my attendant's timesheets and 
paperwork in a timely manner
2008 36.7% 83 49.6% 112 9.7% 22 4.0% 9
2007 36.4% 32 46.6% 41 11.4% 10 5.7% 5
3. PPL pays my attendant on time for timesheets 
completed correctly 
2008 39.2% 89 51.5% 117 6.2% 14 3.1% 7
2007 37.5% 33 47.7% 42 9.1% 8 5.7% 5
4. PPL pays my attendant correctly
2008 40.4% 91 54.2% 112 3.1% 7 2.2% 5
2007 42.5% 37 50.6% 44 3.4% 3 3.4% 3
5. PPL provides accurate and helpful information 
when I have a question
2008 33.8% 74 54.8% 120 5.5% 12 5.9% 13
2007 37.2% 32 47.7% 41 12.8% 11 2.3% 2
6. PPL staff responds to my questions/issues in a 
timely manner
2008 33.8% 74 51.1% 112 8.2% 18 6.8% 15
2007 32.6% 28 46.5% 40 12.8% 11 8.1% 7
7. PPL staff are willing to assist me to complete my 
paperwork
2008 36.3% 69 55.8% 106 4.7% 9 3.2% 6
2007 39.7% 29 54.8% 40 2.7% 2 2.7% 2
8. PPL staff are friendly and professional when I 
call 
2008 37.4% 82 55.3% 121 3.7% 8 3.7% 8
2007 46.4% 39 47.6% 40 6.0% 5 - -
9. PPL staff return my voice mail messages by the 
next business day
2008 24.4% 44 50.6% 91 17.2% 31 7.8% 14
2007 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
2008 35.3% 78 52.5% 116 6.3% 14 5.9% 13
2007 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 payroll services
2008 27.5% 53 58.5% 113 8.8% 17 5.2% 10
2007 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
2008 33.2% 65 54.6% 107 9.2% 18 3.1% 6
2007 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
2008 63.3% 143 35.8% 81 - - 0.9% 2
2007 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
2008 56.1% 125 41.3% 92 1.3% 3 1.3% 3
2007 73.3% 63 19.8% 17 4.7% 4 2.3% 2

Strongly Agree Agree Disagree Strongly Disagree
Table 1. Summary of Survey Responses by Question
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Figure 1. 2008 and 2007 Domain Mean Scores 
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Table 2 presents mean, standard deviation, total number of respondents on each survey item and the 
corresponding percentages. Percentages in the ‘Agree’ column include those who responded 
'Strongly Agree' and 'Agree' to the survey questions. A higher mean indicates greater levels of 
satisfaction with financial management services provided by PPL and the DMAS Consumer-Directed 
Services. The highest mean of 4.0 as in 2007 was recorded on question number 13-- I am satisfied 
with having the ability to choose who I want as my attendant. The lowest mean of 2.9 was reported on 
question number 8-- PPL staff is nice and professional when I call. The remaining survey items had 
means of 3.5 or greater. 
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Mean Score SD N % Agree
1. I like the payroll services I receive from PPL
2008 3.81 0.59 218 90.4%
2007 3.88 0.48 83 94.0%

2. PPL handles my attendant's timesheets and paperwork on time
2008 3.73 0.69 226 86.3%
2007 3.66 0.76 88 83.0%

3. PPL pays my attendant on time for timesheets completed correctly 
2008 3.81 0.58 227 90.7%
2007 3.70 0.71 88 85.2%
4. PPL pays my attendant correctly
2008 3.89 0.45 225 94.7%
2007 3.86 0.51 87 93.1%
5. PPL provides accurate and helpful information when I have a 
question
2008 3.77 0.64 219 88.6%
2007 3.70 0.72 86 84.9%

6. PPL staff responds to my questions/issues in a timely manner
2008 3.70 0.72 219 84.9%
2007 3.58 0.82 86 79.1%
7. PPL staff are willing to assist me to complete my paperwork
2008 3.84 0.54 190 92.1%
2007 3.90 0.46 73 94.5%
8. PPL staff are nice and professional when I call 
2008 2.85 0.52 219 92.7%
2007 3.88 0.48 84 94.0%

9. PPL staff return my voice mail messages by the next business day
2008 3.50 0.87 180 75.0%
2007 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
2008 3.76 0.66 221 87.8%
2007 3.79 0.62 86 89.5%
11. I feel comfortable to call PPL when I have a complaint about their 
services
2008 3.72 0.70 192 85.9%
2007 3.78 0.63 81 88.9%
12. My service facilitator assists me to complete my paperwork if I 
have problems
2008 3.76 0.66 196 87.8%
2007 3.84 0.54 78 92.3%
13. I am satisfied with having the ability to choose who I want as my 
attendant
2008 3.98 0.19 226 99.1%
2007 3.93 0.36 89 96.6%
14. I would recommend consumer directed services to a friend or 
family member
2008 3.95 0.32 223 97.3%

2007 3.86 0.51 86 93.0%

Table 2. Means, Standard Deviations, N, and Percent of Respondents who Agreed with Survey Items
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Computer Ownership and Online Services 
PPL and DMAS are considering the development of an electronic timesheet application that would 
allow providers and consumers to submit and approve timesheet online. The 2008 Consumer 
Satisfaction Survey included four questions to assess the number of consumers who had access to a 
computer and online services. Regarding computer ownership, 77.4% (147) reported owning their 
own computer, 5.3% (10) used the public library, and 7.4% (14) reported ‘other’ to when they wanted 
to use a computer.  Of those surveyed, 70.8% (160) indicated having access to on-line services. The 
most reason cited for using the computer by the respondents was e-mail and banking (50.1% n=94).  
 
Qualitative Findings 
As in the first year, the 2008 Consumer Satisfaction Survey included two open-ended questions about 
PPL Payroll Services and Customer Service (Question 20-- Is there anything you would like to tell us 
about PPL Payroll Services and Customer Service?) and about the DMAS Consumer-Directed 
Program as a whole (Question 21-- Is there anything you would like to tell us about DMAS Consumer-
Direct Program? One hundred consumers responded to Question 20. Nearly 34.2% (51) of those who 
responded to Question 20 indicated that they did not have anything to share about PPL payroll 
services and Customer Service. Eight three participants did not respond to Question 20 altogether. 
The remaining responses were analyzed and summarized into 5 major categories. Comments that 
did not fit any of the five categories were grouped into an ‘Other’ category. Five major categories 
were: 

• Great Service 
• E-Timesheet 
• Late Payment 
• Lost Paperwork 
• Customer Service complaints 

 
Table 3 presents the written distribution of the written responses. Ninety consumers responded to 
question number 20  
 
Table 3. Distribution of Written Responses to Question Number 20: Is there anything you would like 
to tell us about PPL Payroll Services and Customer Service? 
Response Category N 
Great Service 36 
E-Timesheet 8 
Late payment 7 
Lost Paperwork 3 
Customer Service Complaints 16 
Other  28 
Total 98 
 
 
Of the 131 participants who completed question number 21-- Is there anything you would like to tell 
us about DMAS Consumer-Direct Program? 49.6% (65) indicated that they had nothing to say about 
the Consumer Directed Program. Of the remaining 66 participants, 63.6% (42) expressed support of 
the Consumer-Direct Program. The written responses for the remaining 24 participants were 
scattered all over such that it was difficult to systematically summarize them into emerging groups. 
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Corrective Action Plan 
PPL continues to employ 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: 

 Implementing an electronic timesheet that will allow attendants and consumers to submit and 
approve timesheets online 

 Evaluating automation of the enrollment process such that new consumer requests will be 
initiated online thus expediting the enrollment process 

 Applying for Employer Identification Number via the IRS web significantly reducing the time it 
takes to set up new consumers 

 We are in the process of considering automating the processing of provider packets online. 
This will also greatly reduce time for setting up providers and improve our customer service to 
consumers and providers 

 We are upgrading our Call Center phone system to a newer state of the art VoIP system which 
will allow DMAS to conduct live call monitoring among many functionalities our current phone 
system does not have 

 We will continue to conduct ongoing call monitoring to ensure that customer service staff are 
courteous and professional at all times and that calls are answered in a timely manner 

 We will also continue to conduct ongoing training on customer service best practices 
 We will also automate the processing of background checks to effectively manage  program 

growth 
 
DISCUSSION 
 
As with the 2007 Consumer Satisfaction Survey, the results of the 2008 Consumer Satisfaction 
Survey demonstrate positive findings for the financial management services provided by PPL and 
Consumer-Directed Services. Except for the lowest mean of 2.9  reported on question number 8-- 
PPL staff are nice and professional when I call, all questions relating to satisfaction were consistently 
rated high with a mean score of 3.5 and above. The majority of consumers surveyed overwhelmingly 
expressed 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.  
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APPENDIX A. Consumer 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      

 
DMAS is considering the development of an electronic timesheet entry application that would be available on the internet. 
Your answers to the next 4 questions will assist in the planning process.  
 
15. Do you have access to the internet?                                   Yes           NO 
 
16. When I access the internet I use (check one):    

 My own computer 
 Public Library computer 
 My neighbor’s computer 
 Friends/relative’s computer 
 Other 

 
17. How many hours per week do you spend on the internet? (Check that apply) 

 2 hours or less 
 2 – 4 hours 
 4 – 6 hours 
 6 – 10 hours 
 10 hours or more 

 
18. What is your primary use for the internet? (check that apply) 

 Email 
 Work 
 Shopping 
 News 
 Other ____________________________________________________________ 

 
19. Survey was completed by: 

 Self 
 Employer of Record (EOR) 
 Attendant 
 Relative 
 Other 
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20. Is there anything you would like to tell us about PPL payroll and customer services? 
 

 
 
 

 
21. 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: 
Keisha L. Dortch 
Division of Long-Term Care 
Department of Medical Assistance Services 
600 East Broad Street, 10th Floor 
Richmond, Virginia 23219 
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APPENDIX B. Open-Ended Responses As Written by Consumers 
 

 
20. Is there anything you would like to tell us about PPL payroll and Customer Service? 

a person should be required to give a week notice before quitting because these people are elderly and puts no burdens on the 
people and there families 

all my experience have been wonderful 
all services provided by ppl have been excellent no problems 

always postive experience when I call 
an electronic timesheet would be ideal 
as the alternate signee for my daughter whenever I call ppl, I get a run around by the staff that there is no record of me. It then 
takes a supervisor over 5 mins to find my information.. 

being able to talk to the same person, so you get the same information. Are at least when you give the person that is taking 
care of you the problem at that time chart so when you call back the next person they know what is going on 

both helpers I have had have trouble getting their money in a timely manner even though we're told by the facilitators 
everything is done correctly. 

check criminal background checks quicker and more complete, I have lost two attendants because of it 

does not apply 
don't receive checks ontime..always fax and confirm t/s still get the run around.takes longer than 24hr response when calling 
have to leave several messages. Also can take up to a couple of weeks to get things strait… 

everything is just fine   thank you 
everytime I have called they have been friendly and helpful 

everytime you call with questions its hard to speak with someone and they say they will call you back and never do. They mess 
up on employer's t/s and have on more than once on payroll. 

excellent job 
faxing should remain an option 
For 8 months payroll has been near perfect. However, on at least 2 occassions attendant pay and respite pay were obviously 
processed at different times.t/s were faxed together and the attendant pay was deposited 1 week apart 

good business.Keep up the good job!! 
great job 
I believe that the service is excellent 
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20. Is there anything you would like to tell us about PPL payroll and Customer Service?

I feel it takes to long for attendants to get there 1st check 

I have had reports of phone attendants being rude when attendants have called for information. There needs to be a better way 
for your t/s so small error such as "touchey" likes do not cause problems. 

I have had some difficulty in the past with getting answers to specific questions regarding payroll issues 

I have had to fill out the same papaerwork serveral times…(paperwork is lost) or not filed instructions on paperwork is also 
sometimes not correct..and we are not notified of changes 

I have no big issues or complaints with ppl. We get our small issues solved 

I have such a hard time getting calls returned I get people who can't answer me misdirection. One time I did get some help but 
that is rare 

I have to mail all my attendants t/s because If I fax them, ppl loses them! The staff is not very organized and lacks knowledge 

I only need  2 days because there are some things I can't do 

I really appreciate the patience they have when there is a problem or I don't understand something 

I think it is ridiculous that we have to wait 24-48 hrs. to find out if you received our faxed t/s. then it is too late to resend and 
receive the paycheck ontime..my t/s or regularly lost. 

I think that they are ripping off medicaid. We get the run around and lies about t/s. I have lost good attendants due to ppl.i must 
have help. Ppl makes it very hard to keep attendants 

I was very pleased with them 
I wish we could submitt t/s via the internet 
I would like my family members to be able to ask questions and get answers from ppl. When there is a problem I've had 
multiple brain injuries plus have a hard time reading so it is difficult to have to handle problems without help 

I would like them to send new schedule at the end of the last month 

I would say its always good my  paychecks is on time 
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20. Is there anything you would like to tell us about PPL payroll and Customer Service? 

if I could access the internet to check r/s it would be helpful.if there is a t/s problem I would like to be notified asap instead of 
my attendant not getting paid. 

if t/s have a slight error, would like to be called and have it corrected over the phone(for a fee I perphaps) so that paycheck can 
be on time 

if there is a problem with one part of a t/s no payment should be made. The t/s should be fixed before any payment is made 

If there is a small error on t/s I feel they should do a better job of contacting me to be corrected and I think it should be ok to 
send t/s in early 

In the beginning my attendant was having a hard time getting payed 

internet payroll will be good and helpful 
It is very excellent and helpful to my attendant and myself. They are a very good company 

it would be helpful to be able to call a number to see if your t/s has been received without trying to get in touch with a person 
that is sometimes unreachable. Put in your code to let you know your fax was received correctly. 

just that they have always been there to assist me as I learned the process 

keep up the good work 
more people to pick up the phone. So you don't have to wait  to long it 's hard when your sick and wait for 15 mins or more to 
pick up, you leave call back but sometimes no one calls back 

mr. XXXX is deceased 
my nurse has not gotten her check on time several times. This is very upsetting. She is a single parent and has to wait an extra 
2 wks to get a check… 

n/a 
need calendar with "begin date and end date" do not always receive one 

no 
NO 
no there are no current  problems and I feel any future issues can be resolved. 

NO VERY SATISFIED 
no, everything is fine 
no, excellent work 
no, I am very satisfied 
no, they are doing a good job 
no,everything is fine 
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20. Is there anything you would like to tell us about PPL payroll and Customer Service?

none 
none at this time 
not user-friendly 
noticed a big improvement of all ppl services this year 

on-line entry sounds great! 
paycheck sometimes come delay to attendant 
payroll is fine as long as there is only 1 timesheet to process. The wait time on the phone is way too long 

ppl does a great job on letting you know when something is wrong on your timesheet they keep you on your toes with the t/s 

ppl has been difficult. While it is much better than the first, it is still a frustrating system of dealing with too many requirements 
and rules..can't send forms to o early… 

ppl has been helpful when I have called-however when they have left messages they are difficult to understand 

ppl is unprofessional and under the impression they are more than the fiscial agency service 

ppl needs to allow faxed applications until the real one can be mailed. Sometimes it is hard to get to the post office. Ppl needs 
to be more responsible with faxed in t/s. you have claimed not to receive them on more than 1 occasion. 

ppl never sent w2 to attendant, always had pay problems to attendant..use to have trouble getting through to ppl 

ppl payroll and customer services have benefitted our family. It allows myself to choose the people I hire. 

satisfied customer 
so far everything has been good. I have not had to contact ppl for any issues 

so far I am satisfied 
t/s I look forward to the electronic t/s as that would be of great help to managing the work recordv and timeliness for deadlines 

thank-you 
thank you for the very best sevices 
thanks for eveything. Without the service I do not know how I would manage 

the only problem I have is wait time on the phone..if I could check things on the internet that would be great 

the staff is friendly and knowledgeable and answers all my questions. 
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20. Is there anything you would like to tell us about PPL payroll and Customer Service?

they are always nice and friendly doesn't mind helping you at all 

they are nice and help you 
they are outstanding 
they are really friendly and mannerable 
they have been wonderful each and everytime I have called 

they should send t/s each quarter 
they work with you and not around you…I like that 
very good service 
very helpful and professional, electronic time entry would be great 

very professional 
wait time on-hold too long ppl continues to leave message on my home # despite being given my work & cell numbers 
repeatedly 

when calling for information I had to be on hold for 1 hour before I get help 

when faxing more than 1 t/s, most weeks the t/s do not all go through. I have always faxed to 888-564-1532. After problem is 
realized I then fax to other # 

when I fill out paperwork incorrect I would like to be called so I can correct it. 

when my providers ppl # was assigned it was sent to me but not my provider…I assumed she would also get a 
copy…therefore, her t/s had to be resubmitted causing delay in her paycheck…could the provider also get this informatin 
directly from you. 

will call in and check t/s..each person tell something difference 

wish notification was received when t/s completed 

you are on hold forever. They make a mistake and do not admit it. To many different offices. Items are not entered in system in 
a timely manner. 
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21. Is there anything that you would like to tell us 
about DMAS Consumer-Directed Services? 

a data base of providers that would help employers fund 
qualified help would be something on my wish list 

a terrific service, couldn't do without it! 
all ihave are praises for dmas consumer-directed services.my 
wife who is disabled has been treated with much care and 
respect by the attendants who care for her. We thank you all 

approval rate could increase 
better check their books at ppl. Are they double dipping? Do 
they hire their people right out of jail? Ia m so disgusted with 
the firm…I have heard so many lies from them when I get a 
person.. Hire another firm!!!! 

consumer-directed services have been the only way we have 
been able to obtain continual concientious attendants 

does not apply 
electronic payroll would be a great idea 
everything is just fine thank you 
good job keep it up 
great service but not widely publicized 
great service thank you for providing this service.please make 
the payment system more usr-friendly… 

has been very helpful with paperwork and finding all available 
services that apply to our needs. 
I'm glad that there is a program like this here in virginia.. They 
have lifted a burden off by me 
I'm so glad I learned of this service because at least I have 
responsible and dependable parties for help 

I am happy about everything 
I am not computer smart so I do not wish to use the internet 
for this particular service 
I am satisfied with the services.. I receive I feel that if there is 
a problem with a t/s..such as an incorrect box checked 
something minor…of corrected in a timely manner it should 
not take another week for the person to get paid 

I am very pleased to have these services for my disabled 
daughter, so I can keep her at home as I am not physically 
able to care for her alone. This service is a blessing to both of 
us. 

I appreciate having this option/choice for care..being able to 
find the best person to fit our needs/level of assistance 

I do not get a lot of help from my facilitator 

21. Is there anything that you would like to tell us 
about DMAS Consumer-Directed Services? 

I don't really understand what dmas stands for or what it does 

I have no complaints, they have been very good to me..have 
no problems 
I like the services 
I love it it would be even better if there was a way to use 
agency people on a very temporary basis. If my assisant gets 
ill or quits. I find getting substitutes is the most difficult part of 
the program for me.. 

I love that this is an option…it has helped take some stress 
out of a complex situation for us 
I strongly feel that a company within the commonwealth 
should be doing this service because with this company to 
many offices in to many states. 

I think dmas is a great service, and they work very hard for 
the people when you have all your paper work in order! 

I would like to have the facilitators have workshops or hand-
on help for the attendants and influence them. Not to come 
take care of someone when your sick. Don't complain about 
no gas, money, don't tell your patient all your troubles,don't 
have children come to work with you while working.. 

I would very much like to be able to enter attendant hours on-
line 
if there is a problem it takes forever to get corrected.. 

It has been a blessing to my son and me…thank you so much 

it is very difficult to find someone to do this work for so little 
pay and no benefits. I need to sign on another back up person 
but unable to find anyone 

its truly an access in caring for the elderly 
keep up the good work 
keep up your good work 
more assistance is needed for evenings and nights 

mr. J is deceased 
n/a 
that's if I got a problem with facilitators I can call and speak to 
a person about whatever the issue is 

no-thanks so much 
No 
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21. Is there anything that you would like to tell us 
about DMAS Consumer-Directed Services? 
no, everything is fine 
no, I think there doing a great job..so far for me 
no, my service facilitator listens and responds sufficiently to 
my issues and needs 
None 
none at this time 
Outstanding services 
overall the services are good 
overall, I am satisfied with dmas consumer-directed services 

payroll section calls 3 days after the paperwork is submitted to 
tell there is a problem..when I ask why am I notified on a 
Thursday or Friday about the issue there is always a run 
around told told different things.there is no consistency in their 
answers. 

ppl is a good program I love working for the company 

professional 
rhey do a wonder for me and I know they will do the same for 
others who are approved 
satisfied customer 
thank-you 
thank you 
thank you for providing this service--what a blessing for my 
family 
thank you for this important cd personal assistant services. 
The challenge is finding new employees. I wonder if dmas 
and the services facilitators could set up a job listing network 
with the northern virginia community colleges,etc. 

NO 

21. Is there anything that you would like to tell us 
about DMAS Consumer-Directed Services? 

there great 
there needs to be more hours for care and respite services 

they are very polite and understanding 
they are very professional-very friendly and responsive 

they have good services I am very happy from them 

this has been great!! I try to talk about the program to other 
people..some of them have signed up.. 

this program makes it possible for me to remain in my home 
and community for a better quality of life. Being able to make 
decisions concerning how I'm cared for gives me a sense of 
independence and dignity 

this should be offered for home modifications 
very challenging to access and get a response I do appreciate 
any support through. 
very nice program for my daughter 
very pleased to be able to chose the attendants and able to 
get personalities and characteristics that will work well with 
our daughter 

very satisfied with consumer…directed services.enables us to 
hire someone suited to our unique individual needs..agency 
directed services were very unsatisfactory..constant turn-
overs had to constantly adjust to new attendants. 

we need a raise 
yes ms. XXX is no longer alive…my wife needs assistance 
with a job and pay 

 




