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Adult Consumer Satisfaction Survey

GENERAL SATISFACTION

2008 (n=362 / ave=86%) 2009 (n=425 / ave=85%) 2010 (n=438 / ave=89%)

n=number of completed suveys used to calculate 2010 scores



2010 Adult Consumer Satisfaction Survey
Saginaw County Community Mental Health Authority (SCCMHA) implemented its annual adult consumer satisfaction survey this past summer. Its purpose was to determine levels of satisfaction amongst consumers with mental illness, consumers with developmental disabilities, and consumers with substance use disorders.  Surveys were distributed to adult consumers who received services from SCCMHA, its contract providers, or the county substance abuse agency.  This report describes the implementation and results of the survey.
Distribution Method
All adult consumers with mental illness, developmental disabilities, or substance use disorders that received services during the six months prior to the survey were included.  A total of 1,994 surveys were distributed.  In August, 1,921 (96%) surveys were sent by mail with a postage-paid return envelope.  Thirty-seven (2%) of those mailed were returned due to bad addresses.  Another 73 (4%) surveys were hand delivered by staff throughout June to consumers that receive Assertive Community Treatment.  All surveys were administered anonymously and returned to the Quality Systems Coordinator for data entry, analysis, and reporting.
Return Rates

We received 445 completed surveys resulting in an overall return rate of 22%.  One hundred and forty-one (33%) of the surveys indicated that they were completed with assistance.  A breakdown of distribution and return rates by team is shown in the table below:
	TEAM
	SURVEYS DISTRIBUTED
	SURVEYS RETURNED
	RETURN RATE

	      SCCMHA Community Support Services 1 (CSS1)
	171
	25
	15%

	      SCCMHA Community Support Services 2 (CSS2) 
	241
	52
	22%

	      SCCMHA Support Coordination Services 1 (SCS1) 
	376
	121
	32%

	      SCCMHA Support Coordination Services 2 (SCS2) 
	278
	85
	31%

	      Disability Network of Mid-Michigan (DNMM)
	48
	14
	29%

	      Saginaw Psychological Services (SPS)
	326
	50
	15%

	      Training and Treatment Innovations ACM (TTI-ACM)
	308
	48
	16%

	      Training and Treatment Innovations ACT (TTI-ACT)
	73
	43
	59%

	      Treatment and Prevention Services (TAPS)
	173
	7
	4%

	      Total
	1,994
	445
	22%


Confidence Level
The sample of 445 returned surveys out of a population of 1,994 achieved a 95% confidence level and a 4.1% confidence interval.  This means we can be 95% certain that the true scores for the entire population are the scores reported plus or minus 4.1%  For example, if 80% of a sample picks an answer, we can be sure that between 75.9% (80% minus 4.1%) and 84.1% (80% plus 4.1%) of the entire population would have picked the same answer.
Survey Tool 

The Mental Health Statistics Improvement Program (MHSIP) 41-item survey was implemented for the third time in 2010.  Shorter versions of the survey had been implemented the previous three years.  The surveys were developed by a group of representatives from federal, state and local governments, public and private service providers, and researchers.  The group was formed to develop rules for collecting mental health data, to advise the federal government on data issues, and to develop and implement projects to improve the mental health data nationwide.  
The 41-item survey assesses seven different components of consumer satisfaction.  The first four components reflect attributes of the provider.  The last three components reflect the individual’s status in clinical improvement, daily functioning, and relationships.  See Appendix A on page 19 for a copy of the survey.

	7 Components of Consumer Satisfaction

	Provider Components:
	Consumer Components:

	1. General Satisfaction 
	5.  Outcomes


	2. Access to Services 
	6.  Functioning 

	3. Appropriateness of Services 
	7.  Social Connectedness 

	4. Participation in Treatment Planning 
	


Results Calculation
Consumers were asked to rate their level of agreement with statements along a five-point scale.  Scores for the seven components were obtained by calculating the average across the items comprising each component.  Items with missing data and responses of “not applicable” were omitted from the calculation.  The survey data are summarized below showing the percentage of consumers agreeing and disagreeing with each component.  To obtain these percentages, individual mean scores less than or equal to 2.5, the scale midpoint, were classified as being in agreement with the statement.  Individual mean scores above 2.5 were classified as being in disagreement.  
Overall Survey Results
Overall survey results indicate that respondents are very satisfied with the services received.  The average level of satisfaction rose to 84% in 2010.  Scores in six of the seven components of consumer satisfaction increased and one remained the same as shown in the chart below.   
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Survey Results by Component
The following data depicts survey results by component for each primary provider team that provides services to adult consumers.  When looking at results by survey component, sample sizes of each team must be considered.  In 2010, sample sizes (n) ranged from 7 to 121 returned surveys.  The smaller the sample size, the less certain we can be that the results truly reflect those of the entire population.  NOTE:  See Appendix B on page 23 for a list of survey items by component.
General Satisfaction
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Items in the “General Satisfaction” component include whether the provider would be recommended to a friend or family member, whether the same provider would be chosen if other options were available, and whether the consumer liked the services provided.  The average level of general satisfaction across all providers increased from 85% to 89% this survey year.  Six of the nine providers scored higher than the previous year.
Access to Services
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Adult Consumer Satisfaction Survey

SOCIAL CONNECTEDNESS

2008 (n=362 / ave=84%) 2009 (n=425 / ave=86%) 2010 (n=421 / ave=87%)

n=number of completed suveys used to calculate 2010 scores

The “Access to Services” component consists of items assessing the convenience of the provider location, ability to get needed services, staff’s willingness to see the consumer as often as needed, ability to see a psychiatrist when necessary, convenience of appointment scheduling, and prompt (within 24 hours) return of phone calls.  Consumers reported more favorably about access to services in 2010 with a three percentage point increase over the previous year.  Eighty-seven percent (87%) of consumers agreed that their respective providers were accessible and capable of accommodating them when needed.  Six of the nine providers’ results were higher than in the previous year’s survey.
Appropriateness of Services
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FUNCTIONING

2008 (n=362 / ave=70%) 2009 (n=425 / ave=71%) 2010 (n=404 / ave=75%)

n=number of completed suveys used to calculate 2010 scores

A series of items rate the “Appropriateness of Services” provided for consumer’s presenting conditions.  This component assesses consumer’s perception of the staff’s helpfulness in obtaining information about presenting conditions, staff’s sensitivity to different cultural and ethnic backgrounds, staff’s encouragement to utilize consumer-run programs such as support groups, and the provision of information concerning consumer rights.  There was a considerable increase in the consumer’s level of agreement that services provided were appropriate for their circumstances.  This figure rose from 83% to 90% in 2010.  Seven provider scores increased while two decreased slightly.
Participation in Treatment Planning  
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2008 (n=362 / ave=72%) 2009 (n=425 / ave=70%) 2010 (n=407 / ave=74%)

n=number of completed suveys used to calculate 2010 scores

Two survey items assess the consumer’s perception of whether or not they were involved in their treatment planning.  The overall level of positive responses remained at 86%.  Provider results have fluctuated from year to year in the “Participation to Treatment Planning” component of consumer satisfaction.
Outcomes
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PARTICIPATION IN TREATMENT PLANNING

2008 (n=362 / ave=85%) 2009 (n=425 / ave=86%) 2010 (n=405 / ave=86%)

n=number of completed suveys used to calculate 2010 scores

Eight survey items assess consumer’s agreement with statements regarding outcomes resulting from services received from the respective provider.  “Outcome” areas of satisfaction included social functioning, family relations, functioning at school or work, symptom improvement, ability to deal with crises and daily problems, housing situation, and a perception of greater control over life circumstances.  While consumers reported less agreement with the items in the Outcomes component than other components, the overall scores have improved from 70% in 2009 to 74% in 2010. 
Functioning
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APPROPRIATENESS OF SERVICES

2008 (n=362 / ave=85%) 2009 (n=425 / ave=83%) 2010 (n=434 / ave=90%)

n=number of completed suveys used to calculate 2010 scores

The “Functioning” component consists of four statements assessing the consumer’s perception of whether they do things that are more meaningful to them and if they are better able to take care of their needs, better able to handle things when they go wrong, and better able to do things that they want to do.  Overall results increased to 75% in 2010.  Provider scores have fluctuated over the last three years in functioning component. 
Social Connectedness
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ACCESS TO SERVICES

2008 (n=362 / ave=85%) 2009 (n=425 / ave=84%) 2010 (n=437 / ave=87%)

n=number of completed suveys used to calculate 2010 scores

The “Social Connectedness” component is made up of four statements that assess the consumer’s happiness with friendships, whether they have people who they can do enjoyable things with, feel that they belong in their community, and feel they would have the supported needed from family or friends in a crisis.  Since 2008, the average score in this component has steadily increased and is currently at 87%. 
Encounters with the Police
The last section of the survey included items regarding the number of years the consumer has received services and whether or not they have had any encounters with the police.  389 (90%) consumers indicated they were still receiving services, and 41 (10%) said they were not.  Of these respondents, 351 (85%) said that they have been receiving services for one year or more, and 63 (15%) indicated that they had been receiving services for less than a year.  The following chart summarizes the responses to the survey’s questions regarding involvement with the police.

	ENCOUNTERS WITH THE POLICE

	Receiving Services Less than a Year
	Receiving Services One Year or More

	Were you arrested since you began to receive services?
	Were you arrested during the last 12 months?

	yes
	5
	yes
	14

	no
	45
	no
	345

	Were you arrested during the 12 months prior to that?
	Were you arrested during the 12 months prior to that?

	yes
	14
	yes
	15

	no
	36
	no
	343

	Since you began to receive services, have your encounters with the police…..
	Over the last year, have your encounters with the police…..

	been reduced
	7
	been reduced
	35

	stayed the same
	4
	stayed the same
	16

	increased
	0
	increased
	5

	not applicable
	0
	not applicable
	0


Conclusions
Results of the SCCMHA Consumer Satisfaction Survey provide valuable feedback and insight into the perspectives of consumers regarding the care and services that they receive.  Generally speaking, the first four components which rate the attributes of the providers were scored higher than the last three components which rate the consumer’s status in clinical improvement, daily functioning, and relationships.  However, all components resulted in more favorable responses in 2010 than in previous years.  Based on these findings, it is evident that the quality and effectiveness of care and services provided by SCCMHA, its contract providers, and the county substance abuse agency are moving in a positive direction. 
Consumer and Governance Review
This report was presented to the MCO Quality Team on January 21.  It will be presented at the Adult Case Management Supervisor’s meeting on January 27, the Ends Committee on February 28, the Citizen’s Advisory Committee on March 3, and the SCCMHA Board of Directors on March 14.  It will be distributed to the management and staff of SCCMHA, its contract providers and its county substance abuse agency.  A report will also be made available to consumers.

Plans for the Next Survey
The Michigan Department of Community Health (MDCH) requires PIHPs (Prepaid Inpatient Health Plans) to administer the MHSIP Adult Consumer Satisfaction Survey and/or the Youth Services Satisfaction Survey for Families each year to select programs as chosen by their Quality Improvement Council.  It is not know at this time which programs will be surveyed in 2011.  In addition to the MDCH requirements, SCCMHA will conduct its agency-wide survey in the summer of 2011.  

Team Specific Results and 2010 Consumer Comments
The following pages contain team specific survey results. Survey comments from this year’s survey are also included.  They are copied verbatim.  First name references to consumers have been replaced with pronouns to protect anonymity.  Again, keep in mind the sample size when reviewing the team specific results.  The smaller the sample size, the less certain we can be that the results truly reflect those of the entire population.  
Community Support Services 1 
Four of the seven areas of satisfaction increased in 2010.  The average level of satisfaction for consumers served by Community Support Services 1 increased from 76% in 2009 to 80% in 2010.
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COMMUNITY SUPPORT SERVICES 1

2008 (n=51 / ave=82%) 2009 (n=48 / ave=76%) 2010 (n=32 / ave=80%)


Comments

· Thanks for your services.

· This is a nice house.  Thank you for the good medicine.  The meals are very nice and the workers 
are nice and helpful.  Thank you again and thank you for Dr. Vize and always nice nurse Julie.  
The workers are helpful when I need it.  I can still write for myself and I still enjoy my nice center.  
I thank them for the rides.  Nice Dr. Torres and her nurse.  Thank you very much.

· Please keep up the work that the community needs.

· I like my homework.

· There have been times when I have wanted to call Chris Bauman but I've been afraid to ask staff for help.  I love Chris.  She's been a great case manager and a wonderful friend.  I think I hesitate to call her because the monitoring in my room reminds me of delusions I suffer about TV and the press.  Dr. is a very affectionate husband, a great guardian and a very talented psychiatrist.  Thank you for helping us with our relationship!

· I'm very satisfied.  My case manager, Tracey Fannin, is great.  Liaison, Julia Choate, cooperates well with Tracey on medical situations and the allotment of food stamps.  Jill Loth is great along with Julie Diaz.  
· Dr. Vize is great at listening as well as advising.  Special mention of Robert Thrash for being there when Tracey is in the field.  Thank God for talking to real people with concern for you rather than a computer!!!
· I enjoyed working directly with the staff and psychiatrist.  Everyone I have talked with at the Saginaw County Community Mental Health Authority has been courteous and friendly to me.   
I would recommend this agency to a friend or family member.  I love where your agency is located.
· It's been a pleasure working with Mental Health Authority and I'm highly likely to work more with them in the near future.  Thank you for being there for me, everyone on my case and everyone who has helped me along the way.  Be it staff or the ones who check me in when I come in for an appointment or came by to do other business, I might have just come by to say hi to you wonderful people.  It is and will always be a pleasure!  Thank you tremendously for all the help you've given me.

· I don't like most of the medicines CMH prescribes.  I do not think CMH helps patients to become employed or encourages them to be employed.  I do not feel that CMH helps or encourages or supports patients to be independent.  CMH does not offer advice concerning personal relationships.  CMH does not explain patient’s diagnosis to them.

· I think services have helped me a lot and I am thankful.

· I have lung cancer.  My worker always coughs and chokes without covering her mouth.  I am afraid of catching something.  I don't want to get sicker than what I already am.  I believe if a worker has a cold, they should not work and spread it.  Please don't pass germs around.


Community Support Services 2
All seven areas of satisfaction for consumers served by Community Support Services 2 increased in 2010.  The average level of satisfaction increased from 76% to 86%.
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COMMUNITY SUPPORT SERVICES 2

2008 (n=44 / ave=82%) 2009 (n=49 / ave=76%) 2010 (n=52 / ave=86%)


Comments:
· Some errors took place but were corrected quickly by staff.

· Very supportive service for people with concerns.

· Doing good.
· I found Laura and April very helpful.
· I will be going back to jail soon because I have a ticket that I can't pay.  I will be turning myself in again because I don't like trouble.  I haven't been coming there because I don't have gas.  
Whatever happened to the home visits?

· I'm comfortable with my life's situation.

· The staff, especially Ella Jones and Kay, are very important in my life.  They help me and my family through my daily life and are very supportive.  The group meetings I attend biweekly help to stay on the right track.  Without the support system, I don't think I would be doing as well.

· Need more funding.  It’s the only place I have gotten better from.  More is offered; I need more of these services.  Staff are great.  I am now lost without being able to go there anymore.  My illness is chemical and I have no idea what will happen without their help!!!!!

· I really think he did me a blessing.  He doesn't know; only God knows how happy I am now.  
I gave all I love away but I am happy at last.  Very happy and blessed.  I thank God for being so good to me.

· I hope and pray that I have enough time before I die to get everything accomplished that I am supposed to by the Lord God Almighty.

Support Coordination Services 1
Six of the seven areas of satisfaction increased in 2010 for Support Coordination Services 1, and one remained the same.  The average level of satisfaction rose from 86% to 90%.
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SUPPORT COORDINATION SERVICES 1

2008 (n=108 / ave=87%) 2009 (n=105 / ave=86%) 2010 (n=121 / ave=90%)


Comments:
· My daughter is doing a lot better than she was a year ago. She still needs lots of care and treatment.

· From father and legal guardian, I feel the present staffing method at CTN does not offer the consumers the ideal method of training, personal care, etc. (the shifting of four hour shifts as I have heard)  Too many changes of personnel.

· Consumer is being more involved in home setting duties such as taking the trash out and putting it at the curb every Thursday.  He is happier nowadays as well as requesting what he wants to do.

· You folks probably never hear this - job well done and keep up the great work that you do to help special needs adults and kids.

· Thanks, Lynn, we couldn't do this without you!

· I like the services I have at Mental Health because I talk my problems out and get meds to help control me.

· My son has been doing well for five years this fall!  This makes everyone happier!  He lives in a SIP home which is the best arrangement for him.  I believe there is a need for more SIP living arrangements.  The staff there and his case worker are doing a fantastic job.  We also really like 
Dr. Vize.  Thanks!
· The family is very happy with the services and the interaction of Lynn White.  She is doing a very good job.

· The staff needed to treat me with more respect and help out more.

· Without the services my relative receives from Carolyn Rapson, she would still be in an AFC.  
She has a wonderful life.  The office on Towerline is too far away.

· Support Coordinator has helped my brother with his confidence in several areas of his life. 
He has truly been a God send to consumer.

· Consumer says she really enjoys coming to Community Ties North and hopes to continue coming.

· I would like to get women therapy.  I would like mental health to have my case worker call me at Bayside Lodge.
· Consumer is 66 and not capable of running her own life.

· Lynn White continues to be our family's best friend.  She offers resolutions for any number of the problems we present to her and goes out of her way to solve them.  In talking with other parents, 
I find that not all case workers do these things.  We have jokingly decided if she ever leaves - we're moving too!  She is great!

· Lynn White continues to be the savior of our family's mental stability.  She is kind, considerate, even at the time of crisis.  She is literally a God send to our family.  We love her dearly and would be lost without her.  Thank you Mental Health!

· Consumer is well and seems to behave and has adjusted well with his current living conditions.

· Our son is in an adult foster care home and attends program.  As a parent, we feel he is well taken care of.  He seems to adjust appropriately to his situations.  We feel that answering this survey would not be any aid to him.  We would use our thoughts and not know his desires.  As far as how we feel, this is a great program and caring people for all concerned!

· Eligible for some services not provided in past 3 months.  Repeated phone calls to address this and still not resolved.

· I am very happy with my services and case worker.  Lynn White and Dr. Clark help me with any problem I have.

· Everything is o.k.

· Consumer and I have received more information and services than from any other source or agency.  His worker responds quickly to any calls of concern I make.  She has done whatever she could to assist us with our problems and inform us of any other community groups who offer programs to help consumer.  His worker and doctor have patiently listened to problems and offered solutions and been willing to investigate alternatives.  I very much appreciate the information and assistance consumer and I have received.

· I am not receiving help since the government has reduced the monies you receive.

· Staff worked with me to change my plan.  Program activities changed per guardian suggestion. Community involvement is limited without family members.
· This year is the first time I had a very severe experience.  I believe staff could have handled the situation much better.  I am disappointed.

· She doesn’t follow the rules at home and of her doctor in Ann Arbor.  Sometimes she likes to do things her way.  That’s why she gets sick all the time.

· Robin is a wonderful support coordinator.

· She is getting along much better. Thank you for your patience and care.

Support Coordination Services 2 
Support Coordination Services 2 experienced an increase in five of the components of satisfaction and slight decreases in two.  The average level of satisfaction increased from 82 to 87%.
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SUPPORT COORDINATION SERVICES 2

2008 (n=63 / ave=80%) 2009 (n=65 / ave=82%) 2010 (n=85 / ave=87%)


Comments:
· Consumer seems to have good days and bad days.  Right now her back seems to hurt her a lot.  She wants to come back to work, but is still under doctor's care.

· Everything is much improved since consumer's move into this new house so our answers are much better.  We are so thankful for Saginaw Mental Health and wish we could be more helpful to you guys.  Thank you.

· I was extremely pleased with the services Mr. Fry offered/supported.  He assisted in getting me a job of which I am very thankful.  Mr. Fry has been very supportive of my goals.  He goes above and beyond to assist me in reaching my goals and in obtaining the necessary assistance.

· Consumer wants to learn to read and write better.

· I really love going to my services with Dr. Vize, Matt, and the nurse.  They are very funny and helped me a lot with my life.  But now I'm doing better so I just want to thank them for everything they did and told me.

· Consumer has so many physical and mental problems that many of the questions do not pertain to her.  I wish there was some kind of program that she could attend (even if just part-time) where she could get out and see other residents and teachers.  Also, she needs physical therapy at least once a week to keep her muscles from atrophying - someone to come into her home and work with her on exercising.  Do you know of such a service?  I'm not sure what services you provide.

· The staff is great.  They listen to me when I have something to say.  Pam (RN) helps me with my medicine and Vaia (Supports Coordinator) does so much!

· You cannot identify my symptoms in one session.  Thank you.

· Some of her problems are physical as well as mental.  She has been thru a lot in the past 3 years.  I wonder if she isn't angry/frustrated for what she has been thru and the condition she is in now.  She is intelligent, but isn't capable of expressing her feelings.  Thank you for taking care of her.

· I am consumer's sister and guardian.  This year has been very hard for her emotionally and physically.

· Consumer is severely disabled; she does not talk or walk.  She has been at Liberty House for years. 
It is her home.  We are very satisfied with her care.

· Good job!
· Why ask for suggestions if they are never used?
· She absolutely loves attending ISD school.  Thank you for allowing her to attend school and your services provided.  Our family is happy to know she has a place to attend that really cares about her needs.
· I do give suggestions but nothing changes.
· We as a family want to thank SCCMHA for everything---Community Ties South for their daily working with consumer.  He's ready to go each day and disappointed when he can't go.  
And to Treg Thomas for all his hard work making sure consumer gets all he needs.  Many thanks to Michelle Vance and Carrie at Community Ties South.

· When suggestions are given, no changes are ever seen.

· Enjoy going to CTS and am happy with the program.
Disability Network of Mid-Michigan 
The average level of satisfaction remained at 87%.  Fluctuation in scores may be attributed to the small sample sizes experienced each year.
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DISABILITY NETWORK OF MID-MICHIGAN

2008 (n=9 / ave=89%) 2009 (n=13 / ave=87%) 2010 (n=14 / ave=87%)


Comments:
· Dislike having to go to Towerline for Dr. Vize.  It takes too long to get there and have to wait a long time to see him.

· Thank you for all your services.

Saginaw Psychological Services 
Six of the seven areas of satisfaction increased in 2010 as compared to 2009, while one decreased slightly.  The average level of satisfaction increased from 66% to 72%. 
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SAGINAW PSYCHOLOGICAL SERVICES

2008 (n=34 / ave=72%) 2009 (n=54 / ave=66%) 2010 (n=50 / ave=72%)


Comments:
· I would like more help getting my disability or SSI.

· I would like to go back to Saginaw Psychological Services.

· Mom says thanks for helping.

· I feel like I need more help but my insurance doesn't pay for your services anymore.  I only had 6 visits a year and I used them pretty quickly, and in the time being, it seems like my condition has worsened but thank you for your help.

· My husband jumps in his sleep all the time, hears voices, and he has an anger problem.  If he doesn't get the proper medicines, they all take place through out the whole day and it's hard to deal with.  He also lays around being depressed all the time.  He really gets depressed when he thinks about his kids and their mother that was in the house fire.

· Dawn was very helpful with me and my family during my stressful time and helped me greatly.

· I love your services.

· I feel I can start to remember some things.  I feel I can use a calendar.  I enjoy going to Bayside Lodge.

· Yes, I enjoyed getting help with counseling and Dr. Rao.  But being told on short notice, I don't really understand how they could of not known of some cutbacks.  For this reason, I unfortunately experienced a major communication gap between CMH and doctors.  I ended up being told things (meds, list) were being transferred to my doctor at David Gamez Health Delivery.  Delays caused me not to have my meds for more than 1 week.  They (CMH) didn't realize that people could not get more than 1 month of them at a time at CrxSP Program like I have to rely on.

· Thanks for your services and thanks for everything and the help was GREAT.

· I was great until you people pulled my case manager and cut my sessions down to only twice a month.  Now I am feeling like I did the first damn time I came to you people.  It just isn't right.  What the hell?  Do you want me to hurt someone?

· Question 21 - 32 is what I'm working on….trying to deal with life.  This is a real big problem that I'm having.  I think I hit bottom and now am working my way back up.  Question 33--I really don't have any friends except for my husband, dad and sister.

· I like everyone at Saginaw Psychological.  I'm doing better since coming here.

· Hi!  My son helps me out quite a bit - taking me to the doctor appointments.  We live in same apartment so we talk a lot.  We eat at different times and come and go as we please, which is good! He comes home and he checks on me making sure I got my pills from the pharmacy and that I'm taking them.  We are happy, but I need more services from Saginaw Psych Services!

· I appreciate the services that you have provided me.  Thank you very much!

· My case worker is the best friend that I have.  She goes beyond anyone that I have worked with.

· I need help.
· Treatments are sort of good now in knowing through a growth and thought sequences; processes with physical and mental aspects in a detoured; therefore yet I am o.k.  I am now considering a more comprehensive and rational means at a good to fair continuum disciplined timing and leverage.

· For the most part my services have been great, however, the past couple of weeks I have had trouble trying to get in touch with my case manager or even to have her call me back.  After talking to the supervisor, I did receive a phone call but it was left on my voice mail.  As of me filling this out, it's been three weeks since I have been able to see her.  I do have an appointment.  I just hope she does not cancel again!

· I'm very happy with Julie Denome, Kris Curtis, and of course Dr. Nagarkar, and wish they were available 24 - 7 just to talk to daily on the phone.  I'm thanking God everyday for them. Thank you very much!


Training & Treatment Innovations – Adult Case Management 
Six of seven areas of satisfaction decreased and one increased.  The average level of satisfaction decreased from 89% to 79%.  
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TRAINING & TREATMENT INNOVATIONS -ACM

2008 (n=31 / ave=79%) 2009 (n=32 / ave=89%) 2010 (n=48 / ave=79%)


Comments:
· I am thankful for the services you provided me!  I will miss my counselor.  My church is where I receive the most encouragement.  It is based on the Word of God - the Bible, and the people that attend are spirit filled because of the sacrifice and love of Jesus Christ.  I pray you will take the narrow road that leads to salvation.  God Bless You!

· Dr. Cho, in my opinion, is a nice person but I don't really like him as a doctor.  I feel like he never listens to what I am saying. It's like he's just there to hand out pills.

· My services with TTI have been life changing due to their confidence in my abilities.  I have gained full-time employment and will always be grateful to Tim Howard and his staff.

· I miss Dr. Peter Trent Smith.

· I am a mother of 7 children that suffered from emotional distress aid and bid in public.  It all started when I had a lawsuit against the State of Michigan when I stayed at XYZ Street.  When the police was called out to this address, police threw me to the floor when I was pregnant with my daughter.  The State took my children away to cover up for what they had done to me.  I was at least 18 years old when this had happened.  I have a battle with the State of Michigan, but the battle is not mine, it's the Lord’s.

· Service talk to workers did not go through on all of it.  Dr. Cho writes pills only, nothing else.  
Dr. Miriam Torres MD. physicians blood labs off different with times big difference.  Dr. Cho and  
· Dr. Torres  does tell me what the pills together do to me.  Light hurts my eyes.  Weight 310 pounds, 6'1" tall. Teeth need cleaning and polishing. Need new dentist. TTI does not work good.

· I think you should offer therapy services on a permanent basis.  I need a therapist and I hate to have to look elsewhere.  If they were provided, I could receive all services in one place.  Plus, some people don't have insurance for therapy; therefore they could get it here.

· This house is very enjoyable; you can trust everyone.

· My daughter tried to kill herself by jumping out a 2nd story window.  She gained 40 lbs in 4 months by getting Risperdal Consta.  She is 18.  The doctor wouldn't take her off it.  She now has to get a different shot which she hates and no one cares, she gets it anyhow.  She is still suicidal, the medicine isn't working.  It doesn't matter what they try, and they act like it’s her fault the meds don't work.

· TTI has really helped me a lot.  Thanks

· Staff have improved at Bayside Lodge.

· As in all government agencies, acronyms are inevitable.  Ask anyone who has been in the service or worked for the government.  A lot of B.S. paperwork is a waste of time and money.

· Many thanks to your staff on State Street in Saginaw.  All of those I encountered were wonderful to me.  Special thanks to Kelly Novak who went out of her way to help me.  Also, to Marty and Dr. Cho for their support.  Your receptionist is very friendly and your nursing staff was also very kind, personable and supportive.  You do good work!
· My boyfriend is an alcoholic.

· Need better help at night with minor crisis.  Need more staff so they can be with clients more.

· Kerri Miller is an exceptional case manager.  Dr. Cho should do a better job trying to talk to patients into keeping on their medicine.

· I applaud Dr. Cho, Latisha Chaney, and Lori (the telephone operator) for allowing me to develop skills and be involved in my son’s issues and mentor them.  I appreciate the help with transportation from Latisha Chaney.  Dr. Cho and Latisha Chaney are great listeners.  The TTI staff are great.

· All of the staff at TTI have been very friendly and treat me as a patient and not just a person.  The staff members are there for me.  I appreciate being a client at TTI. 

Training & Treatment Innovations – Assertive Community Treatment
Six of the seven areas of satisfaction decreased in 2010 as compared to 2009 results.  Accordingly, the average level of satisfaction decreased from 88% to 83%.  
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TRAINING & TREATMENT INNOVATIONS -ACT

2008 (n=6 / ave=60%) 2009 (n=45 / ave=88%) 2009 (n=43 / ave=83%)


Comments:
· They take good care of me.

· The medicine makes me gain weight and I am trying to lose this weight.

· Trying to make me take something I don't need to take.

· I enjoy Bayside and their boutique.

· Keep guiding me and the other people on the right track.

· I feel my desire to become my own payee has been constantly turned down by the supervisor. 
He keeps giving me tasks to complete and when I complete them to the best of my ability, there is never follow thru by him. He always gives me excuse after excuse.

· The staff know how to talk to me right.

· I think ACT cares about me.

· I've been with ACT for 20 years.  My case worker is nice and spends time with me. I came to Tommie's group and it helps me.  Sometimes they want me to come all the time, but I can't be the leader.  That is Tommie's job. They need to want to change and stop drinking first.  I am not their mother!  I like my apartment and my cat.

· I think ACT does a good job helping me with my illness. I am in a nursing home for now, but they come and visit me and help me to get out to an AFC home.

· The ACT team and Mental Health have been very helpful to me since I began at that program.  They helped me get work and have made lots of friends since I began work.  I feel they helped me with my financial status and my housing needs.  They helped me with my goals and my medical options and I feel more responsible because of Mental Health and the ACT team.

· What are they putting in the medicine?  Why do they hire people that don't know how to give a shot?

· I don't like it when Tommie Orange makes mistakes and when confronted he says, "I would never do that."  That's not true.  He has done things and then shrugs them off as a misunderstanding. 
He doesn't give any other choice.  No one should say NEVER!  He's only human and people make mistakes.   When he says "never," it's a way of him NEVER having to take responsibility for his errors!
Treatment and Prevention Services
The average level of satisfaction shows an increase again this year from 74 to 82%.  Keep in mind that TAPS has experienced small return rates each year so results do not necessarily represent the entire population served.  
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TREATMENT AND PREVENTION SERVICES

2008 (n=15 / ave=70%) 2009 (n=7 / ave=74%) 2009 (n=7 / ave=82%)


Comments:
· I started DOT because it was required for DWI and continued because I received helpful information.  I didn't like that I was treated as an out of control alcoholic for a mistake.  I chose to use all of the info to help me and with AA classes, applied it to be most helpful in my individual situation.  One mistake does not make an alcoholic.

· The only problem I have with the clinic is the times.  I think since there are more and more people every week that they should stay open later so it's not so packed all the time and you're not waiting there for an hour.  Other than that, I think it's a great place that helps people that want help.  

· Victory Clinical Services has helped me and my husband tremendously!  I am now pregnant with a happy healthy baby, a happy supportive family, and a home that is mine!  Without treatment and the help of all staff members, including my counselor, I couldn't say I knew what or where my life was heading.  I recommend anyone who feels there is no hope for them because of any kind of drug withdrawal.  I say they saved my families life!

· My experience with recovery has brought me back to happiness.  I like who I am and what I do in my life today!  I have meaning to my life today and I know how to stay connected.  I have a new found purpose today and I look forward to tomorrow.  I received "a new life" through recovery and I remember, and always will, the professionals as well as the brothers and sisters I continue to encounter recovery with today.
It is great to have a clinic like Victory in Saginaw and long over due. 

Appendix A:  MHSIP Adult Consumer Satisfaction Survey
Survey Page 1            
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In order to provide the best mental health and developmental disability services possible, we’d like to know what  you think about the services you have received from the  Saginaw County Community Mental Health   Authority  (SCCMHA)   during the last  six   months, the people who provided these services to you, and the results that have  been achieved.  There are no right or wrong answers to the questions in this survey.  Please indicate your  agreement or disagreement with each of the following statements by  filling in the circle that best represents your  opinion.  If a question does not apply to you, then fill in the “NA” circle for “not applicable.” Your answers will  remain strictly confidential.       Survey completed without assistance             Survey completed with assistance  

 

  Strongly  Agree  (SA)  Agree   ( A )  I am  Neutral   ( N )  Disagree    ( D )  Strongly  Disagree   (SD)  Not  Applicable   (NA)  

        

1.  I like the services that I received.  1  2  3  4  5  9  

        

2.  If I had other choices, I would still choose to  get services from this provider.  1  2  3  4  5  9  

        

3.  I would recommend this agency to a friend  or family member.  1  2  3  4  5  9  

        

4.  The location of services was convenient.  (parking, public transportation, distance,  etc.)  1  2  3  4  5  9  

        

5.  Staff were willing to see me as often as I  felt it was necessary.  1  2  3  4  5  9  

        

6.  Staff returned my calls within 24 hours.  1  2  3  4  5  9  

        

7.  Services were available at times that were  good for me.  1  2  3  4  5  9  

        

8.  I was able to get all the services I thought I  needed.  1  2  3  4  5  9  

        

9.  I was able to see a psychiatrist when I  wanted to.  1  2  3  4  5  9  

        

10.  Staff believed that I could grow, change  and recover.  1  2  3  4  5  9  

        

11.  I felt comfortable asking questions about  my treatment, services, and medication.  1  2  3  4  5  9  

        

12.  I felt free to complain.  1  2  3  4  5  9  

        

13.  I was given information about my rights.  1  2  3  4  5  9  
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N A   S D   D   N   A   SA  


Survey Page 2
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14.  Staff encouraged me to take  responsibility for how I live my life.  1  2  3  4  5  9  

        

15.  Staff told me what side effects to watch  for.  1  2  3  4  5  9  

        

16.  Staff respected my wishes about who is  and who is not to be given information  about my treatment services.  1  2  3  4  5  9  

        

17.  I, not staff, decided my treatment goals.  1  2  3  4  5  9  

        

18.  Staff were sensitive to my cultural/ethnic      background (e.g., race, religion, language,  etc.).  1  2  3  4  5  9  

        

19.  Staff helped me obtain the information I  needed so that I could take charge of  managing my illness or disability.  1  2  3  4  5  9  

        

20.  I was encouraged to use consumer - run  programs (support groups, drop - in  centers, crisis phone line, etc.).  1  2  3  4  5  9  

        

As a direct result of the services I received:  Strongly  Agree (SA)  Agree   ( A )  I am  Neutral   ( N )  Disagree     ( D )  Strongly  Disagree  (SD)  Not  Applicable  (NA)  

        

21.  I deal more effectively with daily  problems.  1  2  3  4  5  9  

        

22.  I am better able to control my life.  1  2  3  4  5  9  

        

23.  I am better able to deal with crisis.  1  2  3  4  5  9  

        

24.  I am getting along better with my family.  1  2  3  4  5  9  

        

25.  I do better in social situations.  1  2  3  4  5  9  

        

26.  I do better in school and/or work.  1  2  3  4  5  9  

        

27.  My housing situation has improved.  1  2  3  4  5  9  

        

28.  My symptoms are not bothering me as  much.  1  2  3  4  5  9  

        

29.  I do things that are more meaningful to  me.  1  2  3  4  5  9  

        

30.  I am better able to take care of my  needs.  1  2  3  4  5  9  
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Survey Page 3
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31.  I am better able to handle things when  they go wrong.  1  2  3  4  5  9  

        

32.  I am better able to do things that I want to  do.  1  2  3  4  5  9  

 For questions 33 - 36 please answer for relationships with persons other than your mental health provider(s).  

33.  I am happy with the friendships I have.  1  2  3  4  5  9  

        

34.  I have people with who I can do enjoyable  things.  1  2  3  4  5  9  

        

35.  I feel I belong in my community.  1  2  3  4  5  9  

        

36.  In a crisis, I would have the support I  need from family or friends.  1  2  3  4  5  9  

  42. Were you arrested during the last 12 months?   1   YES   2   NO      43. Were you arrested during the 12 months prior to that?   1   YES   2   NO      44.  Over the last year, have your encounters with the police   1   BEEN REDUCED   2   STAYED THE SAME          3   INCREASED   9   NOT APPLICABLE     (i.e., no police encounters this year or last year)     39. Were you arrested since your began to receive services?   1   YES   2   NO      40. Were you arrested during the 12 months prior to that?    1   YES   2   NO      41. Since you began to receive services, have your  encounters with the police   1   BEEN REDUCED   2   STAYED THE SAME          3   INCREASED   9   NOT APPLICABLE     (i.e., no police encounters this year or last year)  

   

Please answer the following questions to let us know how you are doing.  

37.  Are you currently (still) receiving services?  (Fill in the circle  that represents your choice)  

 1   YES    2   NO  

 

38.  How long have you received services?  (Fill in the circle that represents your choice)  

 1  LESS THAN A YEAR   2  ONE YEAR OR MORE  
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[image: image15.emf]         Comments (optional):  _________________________________________________________________________   ________________________________________________________________________________________________   ________________________________________________________________________________________________   ________________________________________________________________________________________________   ______________________________________________________________ __________________________________   ________________________________________________________________________________________________   ________________________________________________________________________________________________   ___________________________ _____________________________________________________________________   ________________________________________________________________________________________________                 Thank you for completing this survey!               Please return it in the enclosed postage - paid envelope    as soon as possible.                              


Appendix B:  Survey Items by Component
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Component

1. I like the services that I received.

General Satisfaction

2. If I had other choices, I would still choose to get services from this provider.

General Satisfaction

3. I would recommend this agency to a friend or family member.

General Satisfaction

4. The location of services was convenient. (parking, public transportation, 

distance, etc.)

Access to Service

5. Staff were willing to see me as often as I felt it was necessary.

Access to Service

6. Staff returned my calls within 24 hours.

Access to Service

7. Services were available at times that were good for me.

Access to Service

8. I was able to get all the services I thought I needed.

Access to Service

9. I was able to see a psychiatrist when I wanted to.

Access to Service

10. Staff believed that I could grow, change and recover.

Appropriateness of Services

11. I felt comfortable asking questions about my treatment, services, and 

Participation in Treatment Planning

12. I felt free to complain.

Appropriateness of Services

13. I was given information about my rights.

Appropriateness of Services

14. Staff encouraged me to take responsibility for how I live my life.

Appropriateness of Services

15. Staff told me what side effects to watch for.

Appropriateness of Services

16. Staff respected my wishes about who is and who is not to be given 

information about my treatment services.

Appropriateness of Services

17. I, not staff, decided my treatment goals.

Participation in Treatment Planning

18. Staff were sensitive to my cultural/ethnic background (e.g., race, religion, 

language, etc.).

Appropriateness of Services

19. Staff helped me obtain the information I needed so that I could take charge of 

managing my illness or disability.

Appropriateness of Services

20. I was encouraged to use consumer-run programs (support groups, drop-in 

centers, crisis phone line, etc.).

Appropriateness of Services

21. I deal more effectively with daily problems.

Outcomes

22. I am better able to control my life.

Outcomes

23. I am better able to deal with crisis.

Outcomes

24. I am getting along better with my family.

Outcomes

25. I do better in social situations.

Outcomes

26. I do better in school and/or work.

Outcomes

27. My housing situation has improved.

Outcomes

28. My symptoms are not bothering me as much.

Outcomes

29. I do things that are more meaningful to me.

Functioning

30. I am better able to take care of my needs.

Functioning

31. I am better able to handle things when they go wrong.

Functioning

32. I am better able to do things that I want to do.

Functioning

33. I am happy with the friendships I have.

Social Connectedness

34. I have people with who I can do enjoyable things.

Social Connectedness

35. I feel I belong in my community.

Social Connectedness

36. In a crisis, I would have the support I need from family or friends.

Social Connectedness

37. Are you currently (still) receiving services?  

Informational

38. How long have you received services?  1) less than a year (go to questions 

39 - 41)  2) one year or more (go to questions 42 - 44)

Informational

39. Were you arrested since your began to receive services?

Involvement with Police

40. Were you arrested during the 12 months prior to that? 

Involvement with Police

41. Since you began to receive services, have your encounters with the police 1) 

been reduced, 2) stayed the same, 3) increased, 4) n/a

Involvement with Police

42. Were you arrested during the last 12 months?

Involvement with Police

43. Were you arrested during the 12 months prior to that?

Involvement with Police

44. Over the last year, have your encounters with the police 1) been reduced, 2) 

stayed the same, 3) increased, 4) n/a

Involvement with Police
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		14.

		Staff encouraged me to take responsibility for how I live my life.
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		15.

		Staff told me what side effects to watch for.
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		16.

		Staff respected my wishes about who is and who is not to be given information about my treatment services.
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		17.

		I, not staff, decided my treatment goals.
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		18.

		Staff were sensitive to my cultural/ethnic     background (e.g., race, religion, language, etc.).
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		19.

		Staff helped me obtain the information I needed so that I could take charge of managing my illness or disability.
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		20.

		I was encouraged to use consumer-run programs (support groups, drop-in centers, crisis phone line, etc.).
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		As a direct result of the services I received:

		Strongly Agree (SA)

		Agree

( A )

		I am Neutral

( N )

		Disagree

 ( D )

		Strongly Disagree (SD)

		Not Applicable (NA)



		

		

		

		

		

		

		

		



		21.

		I deal more effectively with daily problems.
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		22.

		I am better able to control my life.
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		23.

		I am better able to deal with crisis.
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		24.

		I am getting along better with my family.
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		25.

		I do better in social situations.
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		26.

		I do better in school and/or work.
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		27.

		My housing situation has improved.
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		28.

		My symptoms are not bothering me as much.
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		29.

		I do things that are more meaningful to me.
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		30.

		I am better able to take care of my needs.
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		31.

		I am better able to handle things when they go wrong.
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		32.

		I am better able to do things that I want to do.
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		For questions 33-36 please answer for relationships with persons other than your mental health provider(s).



		33.

		I am happy with the friendships I have.
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		34.

		I have people with who I can do enjoyable things.
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		35.

		I feel I belong in my community.
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		36.

		In a crisis, I would have the support I need from family or friends.

		 (
SA
)1

		 (
A
)2

		 (
N
)3

		 (
D
)4

		 (
S
D
)5

		 (
N
A
)9





		Please answer the following questions to let us know how you are doing.



		37.

		Are you currently (still) receiving services?  (Fill in the circle that represents your choice)



		

		1 YES 

2 NO



		



		38.

		How long have you received services?  (Fill in the circle that represents your choice)



		

		1 LESS THAN A YEAR

2 ONE YEAR OR MORE



		

		

		

		

		

		

		

		





		

42. Were you arrested during the last 12 months?

1 YES

2 NO 



43. Were you arrested during the 12 months prior to that?

1 YES

2 NO 



44. Over the last year, have your encounters with the police

1 BEEN REDUCED

2 STAYED THE SAME     

3 INCREASED

9 NOT APPLICABLE

	(i.e., no police encounters this year or last year)

		

		

39. Were you arrested since your began to receive services?

1 YES

2 NO 



40. Were you arrested during the 12 months prior to that? 

1 YES

2 NO 



41. Since you began to receive services, have your encounters with the police

1 BEEN REDUCED

2 STAYED THE SAME     

3 INCREASED

9 NOT APPLICABLE

	(i.e., no police encounters this year or last year)












    Comments (optional): _________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

________________________________________________________________________________________________

     





Thank you for completing this survey!













Please return it in the enclosed postage-paid envelope 
as soon as possible.






























		

		

Consumer 

Satisfaction Survey

June 2009







		In order to provide the best mental health and developmental disability services possible, we’d like to know what you think about the services you have received from the Saginaw County Community Mental Health Authority (SCCMHA) during the last six months, the people who provided these services to you, and the results that have been achieved.  There are no right or wrong answers to the questions in this survey.  Please indicate your agreement or disagreement with each of the following statements by filling in the circle that best represents your opinion.  If a question does not apply to you, then fill in the “NA” circle for “not applicable.” Your answers will remain strictly confidential.



[bookmark: Check1][bookmark: Check2]|_| Survey completed without assistance					|_| Survey completed with assistance



		



		

		

		Strongly Agree (SA)

		Agree

( A )

		I am Neutral

( N )

		Disagree 

( D )

		Strongly Disagree (SD)

		Not Applicable (NA)



		

		

		

		

		

		

		

		



		1.

		I like the services that I received.
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		2.

		If I had other choices, I would still choose to get services from this provider.
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		3.

		I would recommend this agency to a friend or family member.
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		4.

		The location of services was convenient. (parking, public transportation, distance, etc.)
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		5.

		Staff were willing to see me as often as I felt it was necessary.
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		6.

		Staff returned my calls within 24 hours.
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		7.

		Services were available at times that were good for me.
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		8.

		I was able to get all the services I thought I needed.
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		9.

		I was able to see a psychiatrist when I wanted to.
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		10.

		Staff believed that I could grow, change and recover.
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		11.

		I felt comfortable asking questions about my treatment, services, and medication.
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		12.

		I felt free to complain.

		 (
SA
)1

		 (
A
)2

		 (
N
)3

		 (
D
)4

		 (
S
D
)5

		 (
N
A
)9



		

		

		

		

		

		

		

		



		13.

		I was given information about my rights.
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