Community Mental Health Services of Muskegon County
Agency Satisfaction Survey Report for FY07/08
 Report Date: 11/21/2008
Survey Return Rates for FY07/08
· For FY07/08 there were 2316 Agency Satisfaction Surveys mailed or handed out to consumers, of those 979 were returned. for an overall satisfaction survey return rate of 42.3%  There were 161 more Agency Satisfaction Surveys completed this year as compared to last year. This year Outpatient Surveys were handed out by the front desk at Youth Services and Southern which accounts for the increase of the majority of returned surveys.  ACT and Homebased (HBS) programs completed a DCH required Satisfaction Survey this year, and Club House completed their own internal survey. These programs return rate are reported separately and not included with the Agency Satisfaction Survey Return Rate. 
· ACT handed out 94 MHSIP Consumer Satisfaction Surveys and of those 70 were returned for a return rate of 74.5%
· HBS handed out 26 Youth Services for Families Surveys and of those 22 were returned for a return rate of 84.6%. 
· Clubhouse conducted a member’s Satisfaction Survey in July 2008.  37 Clubhouse completed a survey
· Improvement noted in the Agency Overall Return Rate went from 37.3% last year to 42.3% this year—this return rate does not include HBS, ACT or Clubhouse surveys
· Agency Satisfaction Surveys are color coded per Provider Group/ Service Element.  The following shows the number of surveys sent, surveys returned and satisfaction survey return rate per program:
	Service Element
	#Sent
	#Returned
	Survey Return Rate
	Return Rate Increase/ Decrease 

	DD Support Coordination
	729
	318
	44%
	Decrease of  4%

	MI Outpatient
	718
	243
	34%
	Increase of : 20%  
Note:  Front Desk staff at YS & Southern started handing out surveys vs mailing them as in previous years

	ACT
	94
	70
	74.5%
	Increase : 6.5%

	Home Based
	26
	22
	84.6%
	Increase:  22.1%


	MI Support Coordination
	612
	161
	26%
	Increase: 1%

	Brinks /Indian Bay
	257
	257
	100%
	Increase: 7%
Note; Staff not keeping track of number of refusals.  

	Clubhouse
	37
	37
	100%
	Same. However 5 less surveys completed


Overview of Agency Survey Questions by Fiscal Year

· Overall, FY 08 rating scores indicate a high level of satisfaction with services as all rating scores ranged between 4.34 and 4.55.
· All programs have consistently been in the 4.02 and above range for the last five fiscal years indicating a high level of satisfaction with services.
DD Support Coordination
· For FY07/08, 729 DD Support Coordination Satisfaction Surveys mailed or handed out to consumers, of those 318 were returned for an overall satisfaction survey return rate of 44%
· The DD Support Coordination Satisfaction Survey return rate for FY07/08 decreased 48% last year to 44% this year.  There were 121 more surveys sent with one less survey completed and returned this fiscal year compared to last fiscal year.
Overview of DD Support Coordination Customer Satisfaction Survey Questions Responses for FY07/08
· DD Support Coordination rating scores have consistently been in the 4.35 and above range for the last eight fiscal years indicating a very high level of satisfaction with services.

· For the last five fiscal years, DD Support Coordination received their highest rating score in the area of: “While receiving CMH Services you were treated with respect”.  (4.47; 4.60; 4.59; 4.64; 4.62)
MI Support Coordination

· For FY07/08 there were 612 MI Support Coordination Satisfaction Surveys mailed out to consumers, of those 161 were returned for an overall satisfaction survey return rate of 26%.
· A 1% increase noted in the MI Support Coordination Satisfaction Survey return rate for FY07/08.  There were 18 more surveys mailed and 10 more completed / returned surveys compared to last fiscal year.  
Overview of MI Support Coordination Customer Satisfaction Survey Questions Responses for FY07/08
· MI Support Coordination rating scores have consistently been in the 4.06 and above range for the last eight fiscal years indicating a high level of satisfaction with services.

· MI Support Coordination Rating Scores are slightly lower this year in each of the eight categories.
· This is the fourth year in a row that MI Support Coordination received its highest rating score (4.12; 4.47; 4.58; 4.53) in the area of: “While receiving CMH Services you were treated with respect”.

MI Outpatient
· For FY 07/08 there were 718 MI Outpatient Satisfaction Surveys mailed out or handed out to consumers, of those 243 were returned for an overall satisfaction survey return rate of 34%.  
· MI Outpatient Satisfaction Survey return rate for FY07/08 increased by 20% compared to last year (14%).  The number of completed surveys increased from 99 in FY06/07 to 243 (increase of 144) for FY07/08.  The reason for this is that both Youth Services front desk staff and Southern front desk staff started handing out satisfaction surveys twice monthly.  There have been some refusals to complete surveys but for the most part this has gone extremely well and made a big impact on the number of completed Outpatient Satisfaction Surveys.
Overview of MI Outpatient Customer Satisfaction Survey Questions Responses for FY07/08
· Rating scores range from 4.21 to 4.55.  This is the fifth year in a row that all rating scores have been above 4, indicating a high level of satisfaction with services in all areas
· This is the second year in a row that MI Outpatient received its highest rating score (4.53; 4.55) in the area of: “While receiving CMH Services you were treated with respect”.  
Brinks / Indian Bay
· For Each consumer using Brinks services is asked to complete a satisfaction survey at time of discharge.  

· Consumers at Indian Bay were given the opportunity to complete a satisfaction survey one time this fiscal year.  As there were only 6 surveys completed the results were aggregated & reported with Brinks Surveys,

· There were 251 surveys handed out for FY07/08 (which was a decrease of 18 from last year) and of them 251 were completed and returned. For a 100% return rate.  It should be noted that the staff are not recording if someone refuses to complete a survey so the return rate is not known for sure.  This will be discussed with Brinks Supervisor and corrected for next year.  The staff person that used to do this is retired and the responsibility did not get passed on to another staff person.  Total surveys completed for both Brinks and Indian Bay was 257.
Overview Brinks / Indian Bay Customer Satisfaction Survey Questions Responses for FY07/08
· For FY07/08 rating scores ranged between 4.32 and 4.45 indicating a high level of satisfaction with services. 
· The highest rating score (4.49) was in the area of: “While receiving CMH services your were treated with respect” for the fourth year in a row. (4.32; 4.43; 4.45 4;49)

Assertive Community Treatment (ACT) Services 
· For FY 07/08 ACT Programs across the state were required by DCH to participate in the DCH Satisfaction Project for 2007.  The MHSIP 28 Item Consumer Satisfaction Survey was the satisfaction instrument used for this population again this year ACT handed out 94 MHSIP Consumer Satisfaction Surveys during a two week time frame in May 08 and of those 70 were returned for a return rate of 74.5%.  This is the second year this survey has been used for ACT, an increase of 6.4% in return rate was achieved.
Overview of ACT Customer Satisfaction Survey Questions Responses for FY07/08
· The MHSIP 28 Item Consumer Satisfaction Survey is based on a Likert Scale of 1 to 5 with one being the best possible score.  This is opposite of the Agency satisfaction surveys rating scores in which five is the best possible score.
· The survey data was collected and reported to DCH.  As ACT has two Teams, each was given an identifier so that data could be aggregated by team.   As this was a PIHP project Ottawa’s data was also included and they were identified as Team 3
· Muskegon CMHSP ACT Program rating scores ranged from 1.49 to 2.11, with the best score (1.49) received for the question /statement “Staff believe that I can grow, change and recover”. (second year this received best score (1.56; 1.49)
· ACT Team 1 best score was 1.48 and received for the question / statement: “Staff encouraged me to take responsibility for how I live my life”.
· ACT Team 2’s best score was 1.33 and received for the question / statement: “Staff believe I can that I can grow, change and recover.”
· The ACT Program Supervisor was very pleased with the MHSIP Consumer Satisfaction Survey and plans to use it again next year.  
· As of November 2008 we are stating waiting for DCH to distribute the statewide data comparisons.
Homebased (HBS) Services

· For FY 07/08 HBS Programs across the state were required by DCH to participate in the DCH Satisfaction Project for 2007.  The Youth Services Survey for Families Satisfaction Survey was the satisfaction instrument used for this population again this year.   HBS handed out 26 Youth Services for Families Surveys in May 2008 and of those 22 were returned for a return rate of 84.6%. This is an increase of 22.1% compared to FY 06/07 survey return rate.
Overview of HBS Customer Satisfaction Survey Questions Responses for FY07/08
· The Youth Services Survey for Families (YSS) Consumer Satisfaction Survey is based on a Likert Scale of 1 to 5 with Five being the best possible score, which is the same as the Agency satisfaction surveys rating scores.
· The survey data was collected and reported to DCH.  As this was a PIHP project Ottawa’s data was also included and they were identified as Team 2
· Muskegon CMHSP HBS Program rating scores ranged from 3 .5 to 4.5, with the best score (4.5) received for the question /statement “I have people that I am comfortable talking with about my child’s problems”.
· As of November 2008 we are stating waiting for DCH to distribute the statewide data comparisons
Agency Satisfaction Survey Consumer Comments

· For FY07/08 there were 354 surveys had written comments on them.  Note:  Comments are included from ACT& HBS even though a different survey instrument was used for those programs.  
· The Customer Satisfaction Workgroup decided several years ago that it was important to categorize the comments, looking for trends, issues etc.  Written comments are categorized at time of data entry and discussed at each workgroup meeting.
Overview of Agency Satisfaction Survey Consumer Comments for FY07/08
The following questions / responses are used in the Satisfaction Database to track and categorize satisfaction survey comments.  They are as follows: 
· Was the comment negative or positive or both
· The type of comment, ie, Customer Satisfaction, Satisfaction with staff, Customer Suggestion, Facility Issues; Timeliness, Appropriateness of Care, Services Array
· For FY07/08:   
279 out of the 403 comments were positive all positive (69%). 
  46 out of the 403 comments were both positive & negative (11%)
  80 out of the 403 comments were negative (20%)

The following table shows the results of the comments by categories by Program / Service Element.

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	 DD Support Coordination
	 
	
	
	

	 
	Customer Satisfaction
	79
	3
	11
	93

	 
	Satisfaction With Staff
	17
	0
	0
	17

	 
	Consumer Request
	2
	0
	0
	2

	 
	Other
	1
	0
	0
	1

	 
	TOTALS
	99
	3
	11
	113

	 
	Detail from the Other or Consumer Request 
	Detail From Negative Comments ---         DD Support Coordination
	

	 
	 Wants a job
	1
	Communication Issues
	1
	

	 
	Requests a tutor
	1
	Community Resources
	1
	

	 
	 
	 
	Family Issues
	1
	

	 
	 Other: 
	 
	Staff Changes 
	2
	

	
	Sibling Issues Info
	1
	Home Issues / Residential
	2
	

	
	
	
	Respite Issues
	3
	

	
	
	
	Staff issues
	2
	

	
	
	
	Timeliness Issues
	2
	

	
	
	
	Total Negative Comments
	
	14

	
	
	
	
	
	

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	MI Outpatient
	
	
	
	

	 
	Customer Satisfaction
	58
	13
	23
	94

	 
	Satisfaction With Staff
	13
	1
	2
	16

	
	Consumer  Request
	0
	0
	1
	1

	
	Consumer Suggestion
	0
	0
	2
	2

	
	
	
	
	
	

	 
	TOTALS
	71
	14
	28
	113

	 

 

 
	
	Detail From Negative Comments –            MI Outpatient Program
	

	 
	
	
	Appointment Scheduling
	4
	

	 
	
	
	Agency Suggestions
	1
	

	 
	 
	 
	Communications Issues
	2
	

	 
	 
	 
	Housing Issues
	2
	

	 
	 
	 
	Doctor Issues
	3
	

	 
	 
	 
	Medication Issues
	3
	

	 
	 
	 
	Staff Issues
	8
	

	
	
	
	Treatment Issues
	8
	

	
	
	
	Timeliness / Wait Time
	8
	

	
	
	
	Want Different Worker
	1
	

	
	
	
	Follow up Request
	1
	

	
	
	
	Life Issues
	1
	

	
	
	
	Total Negative Comments
	
	42

	
	
	
	
	
	

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	ACT
	 
	
	
	

	 
	Customer Satisfaction
	11
	0
	4
	15

	 
	Satisfaction With Staff
	1
	0
	0
	1

	
	Customer Request
	1
	0
	0
	1

	
	Suggestion
	2
	0
	0
	2

	 
	TOTALS
	15
	0
	4
	19

	 
	Detail from the Other or Consumer Request 
	Detail From Negative Comments --        ACT  Program
	

	 
	Request:
	 
	Medication Issues
	1
	

	 
	  Home of his own
	1 
	Money Issues
	1
	

	
	Suggestions:
	
	Housing / Residential Issues
	1
	

	
	   More Parties
	1
	Staff Issues
	1
	

	
	   More Programs --        Reward Programs
	1
	Total Negative Comments
	
	4

	
	
	
	
	
	

	
	
	
	
	
	

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	Home Based
	
	
	
	

	 
	Customer Satisfaction
	5
	0
	0
	5

	 
	Satisfaction With Staff
	0
	0
	0
	0

	 
	TOTALS
	5
	0
	0
	5

	 
	Detail from the Other or Consumer Request 
	Detail From Negative Comments --            HBS Program
	

	
	
	
	
	
	

	 
	 
	 
	Total Negative Comments
	
	0

	
	
	
	
	
	

	
	
	
	
	
	

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	MI Support Coordination
	
	
	
	

	 
	Customer Satisfaction
	42
	9
	11
	62

	 
	Satisfaction With Staff
	3
	0
	0
	3

	
	Other
	1
	0
	0
	1

	
	Consumer Request
	0
	0
	2
	2

	
	
	
	
	
	

	 
	TOTALS
	46
	9
	13


	68

	 
	Detail from the Other or Consumer Request 
	Detail From Negative Comments ---           MI Support Coordination Program
	

	 
	Other: Not Happy with New Apartment
	1
	Communication Issues
	2
	

	 
	
	
	Doctor Issues
	4
	

	 
	
	
	Timeliness / Waiting Time
	2
	

	 
	 
	 
	Staff Issues
	7
	

	 
	 
	 
	Care and TX Issues
	4
	

	 
	 
	 
	Family Issues
	1
	

	 
	 
	 
	Wants help with cost  of  medication
	1
	

	
	
	
	Want help with Medical Needs
	1
	

	
	
	
	
	
	

	
	
	
	Total Negative Comments
	
	22

	
	
	
	
	
	

	
	
	
	
	
	

	Service Element
	Comment Categories
	# Positive  or Neutral Comments
	# of Comments that were both Negative & Positive 
	# Negative Comments
	Grand Totals

	Brinks & Indian Bay
	
	
	
	

	 
	Customer Satisfaction
	41
	20
	22
	83

	 
	Satisfaction With Staff
	2
	0
	2
	4

	
	
	
	
	
	

	 
	Totals
	43
	20
	24
	87

	 
	Detail from the Other or Consumer Request
	Detail From Negative Comments –Brinks & Indian Bay Programs
	

	 
	 
	 
	Care and TX Issues
	7
	

	 
	 
	 
	Discharge Issues
	3
	

	 
	 
	 
	Food Issues
	16
	

	 
	 
	 
	Medication Issues
	3
	

	 
	 
	 
	Staff Issues
	9
	

	 
	 
	 
	RR Issue
	1
	

	
	
	
	Bad Experience at Brinks
	1
	

	
	
	
	Smoking at Brinks
	1
	

	
	
	
	Communication Issues
	1
	

	
	
	
	Waiting Time
	2
	

	
	
	
	
	
	

	
	
	
	Total Negative Comments
	
	44
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The above Graph shows the number of negative comments received in each category for the Agency for FY 07/08/  The graph shows the categories receiving most negative comments are as follows: Staff issues with 27; Treatment issues next with 19; Food issues from Brinks with 16 negative comments;  Timeliness/ Waiting Time with 12;  Doctor & Medication Issues both received 7;   Communication  & Appointment Scheduling both received 6;   Residential / Housing Issues received 5 negative comments;  Staff changes, Respite Issues and Discharge Issues each received 3 negative comments; Family Issues received 2 negative comments and the rest of the categories each received 1 negative comment.
Staff Issues
In reviewing the comments under Staff Issue here are some of the concerns:

· Not returning phone calls

· Staff on vacation or distracted during Holidays

· 2nd shift issues at Brinks

· non welcoming at front desk

· staff are pushing at time; do not listen; lectures; disrespectful; 
· need to be more compassionate; patient and understanding

Treatment Issues

In reviewing the comments under Treatment Issues here are some of the concerns:

· Not enough time with counselor/ wants more interaction
· Not enough groups

· Wants more guidance / information / advice
· Wants to be listened to more

Timeliness / Waiting Time

In reviewing the comments under Timeliness / Waiting Time Issues here are some of the concerns:

· Took too long to see Doctor and Nurse
· Took 3 weeks to see Case worker
· Waiting up to an hour to see staff at scheduled appointments; Appointments should start on time
· Waiting too long on phone 
Overview of Agency Satisfaction Survey Follow-up Report Process for FY07/08
The Customer Satisfaction Workgroup tracks and monitors the satisfaction survey follow-up.  A form was developed to be sent to Supervisors /  Recipient Rights/ Admin.

The following info is collected in the Agency Satisfaction Survey Database: 

· Did the consumer request Follow-up

· Was follow-up needed even if the consumer did not request it.

· Who the Follow-up Request Form was sent to. 

· Date the Follow-up Request Form was sent

· Date the Follow-up Was completed

· Follow-up outcome

Agency Satisfaction Survey Follow-up Reports

· For FY 07/08 Follow-up Reports were divided up by Consumer Requested Follow-up & Follow-up Needed –but not Consumer Requested Reports.  This was done to better monitor Follow-up Outcomes / Process
· For FY07/08 there were 16 surveys in which consumers requested a follow-up call.   Thirteen of these were sent to supervisors for follow-up; Two to Customer Service : One to Recipient Rights
· For FY 07/08 there were 35 surveys that required/needed follow-up that the consumer had not requested.  Thirty-two of these were sent to supervisors; two to Administration; one to Recipient Rights
· The Customer Satisfaction Survey Workgroup has found that monitoring the follow-up process has been very useful.  It ensures that supervisors are aware when there are problems, issues, concerns within their program.  Information is sent on to Administration when the same issues / problems are reported by several consumers.  An example of this would be the food / meal  issues mentioned on several of the Brinks completed surveys , another would be the length of time a consumer has to wait to see the Psychiatrist.
· The Customer Satisfaction Workgroup plans on continuing to monitor the satisfaction survey follow-up process for FY08/09
