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Survey process
During Fiscal Year 2023, Genesee Health System’s (GHS) conducted consumer satisfaction surveys.  Survey sample included both adult and child consumers.  The surveys included all populations served for adults with Serious Mental Illness, children with Serious Emotional Disorders, and adults and children with Intellectual/Developmental Disabilities.  Sample also included individuals receiving HCBS services.  This report discusses the results of the 2023 surveys.
Survey content
The Region 10 adult survey consisted of the following, each scored Yes or No:

1. I like the services I have received.
2. As a result of services received, my symptoms are not bothering me as much.
3. Staff were sensitive to my cultural/ethnic background and treated me with respect.
4. As a result of services received, I am better able to control my life.
5. Staff believed in me by supporting my journey towards recovery, discovery, health, and independence.
6. Services were available at times that were convenient to me.
7. As a result of services received, I do better in social situations.
8. I am happy with the quality of services I have received.
9. Have you had difficulty getting services due to any barriers?
10. As a result of services received, I deal more effectively with daily problems.
11. Overall, I am satisfied with the services I have received.

The child survey items were as follows, again with Yes and No as the available responses:

1. As a result of services received, my child gets along better with family and others.
2. Services were available at times that were convenient for my family.
3. Staff were sensitive to my family’s cultural/ethnic background and treated us with respect.
4. As a result of services received, my child is better able to do the things he/she wants to do.
5. My family got the help we needed for my child.
6. I am happy with the quality of services I have received.
7. As a result of services received, my child is better at handling everyday life.
8. Have you had difficulty getting services due to any barriers?
9. Overall, I am satisfied with the services I have received.

Child surveys were to be completed by parents/guardians, with one offered per child served.


In both adult and child surveys, the following open-ended question was asked:

1. What would make services better for you or the community as a whole? Please explain.
Methodology of administration

This survey was conducted through mail, medication clinic drop-box, and hand-delivered during home and community visits.    Surveys that were handed out during home and community visits were provided with an envelope to seal the completed survey inside for confidentially reasons.  

During the COVID-19 pandemic when a majority of services were occurring via telehealth, this survey was conducted through mail only, which yielded a low response rate.  By conducting the survey through the above three methods, our agency response rate increased from 11% to 44% completion.  

Region 10 survey results

Adult Surveys
A total of 336 surveys were received from adults.  Data is provided below as percent satisfaction per question (chart), and also, details and examples of the data collected on the descriptive questions.


Results demonstrated high levels of satisfaction from consumers, with ratings spanning from 77% (Q2. As a result of services received, my symptoms are not bothering me as much) to 95% (Q1. I like the services I have received).  
Question 9 was an open ended question for 2023, “Have you had difficulty getting services due to any barriers?  If yes, please explain”.  Twenty five (25) individuals answered this question with comments.  The comments were grouped into the following categories:

· 8% - Staffing.  Examples:

· Needed a respite worker
· Finding cls staff due to limited staffing
· He has not been placed into a community based program.  He needs an outlet. 


· 10% - Difficult to interpret.  Examples:

· NO
· No something?
· I need free food

· 16% - Timing of appointments.  Examples:

· The hours of operation.
· My job doesn’t like me having time off

· 40% - Accessibility.  Examples:

· Car ride, gas, bus, etc (we don’t live on bus route)
· Can’t get Medicaid so can’t do dbt
· My insurance
· Having transportation ready for me

· 26% - Other.  Examples:

· I have a language barrier
· Problems remembering.


Question 13 on the survey, “What would make services better for you or the community as a whole?  The responses were grouped into the categories below:

· 46% - Positive Comments.  Examples:

· Things are good now. I wouldn't want to change anything.
· None, doing a fantastic job!
· The services are amazing and no changes needed.
· Things are very good. I love my service workers.
· Self confidence being able to sell the products at the microenterprise I do well as best as I can.
· GHS and DBT has made incredible help in my life!!


· 16% - Accessibility.  Examples:

· Better MTA ride services with guaranteed rides
· The place would likely have to undergo expansion to do more than they do right now
· Make Services available to everyone
· More affordable transportation across the county, not just Flint

· 13% - Difficult to interpret.  Examples:

· I wouldn’t.
· I don’t really know
· Respect their job

· 10% - Treatment Options.  Examples:

· Possibly more choices of programs available.  A lot of choices were gone after covid.
· Womens empowerment group
· Interacting with other patients/group meetings
· I would like to learn job skills

· 8% - Negative comment about provider.  Examples:

· Stop giving the Abilify pill.
· If it didn’t take so long for the things I need
· I don’t like coming in for services.  Let me off AOT.
· Quicker calls turnaround

· 5% - Other.  Example:
· I think I like to be by myself sometimes I socialize a little more
· Stop the drugs
· Just think about it you will find something that will!

Child/Family Surveys

A total of 79 surveys were received from families of children receiving services. Data is provided below as percent satisfaction per question (chart), and also, details and examples of the data collected on the descriptive questions.


Results demonstrated high levels of satisfaction from families, with ratings spanning from 86% (Q7. As a result of services received, my child is better at handling everyday life) to 100% (Q3. Staff were sensitive to my family’s cultural/ethnic background and treated us with respect).  

Similar to the adult survey, question 8 was an open ended question for 2023, “Have you had difficulty getting services due to any barriers?  If yes, please explain”.  Fourteen (14) families answered this question with comments.  The comments were grouped into the following categories:

· 29% - Staffing.  Examples:

· No respite workers, no help in crisis
· Having problems receiving respite care.  Therapist has referred multiple times.
· Waitlist.


· 14% - Difficult to interpret.  Examples:

· Multi parenting?
· Only outside ABA services

· 50% - Timing of appointments.  Examples:

· Appt times used to be unmanageable with work schedules
· Services offered during business hours when normal household leaders work 8:30-5 taking time off weekly from work and school is a hardship financially and academically
· Prefer evening or weekends

· 6% - Accessibility.  Examples:

· We had a period and a week without a car.  They offered homebased case management and his ABA checked in if we needed resources.
· Prefer virtual- no longer an option.

· 1% - Other.  Examples:

· Not since (name) took over his case
· Had to fight to get every service my son needed.

Question 11, “what would make services better for you or the community as whole?  Please explain” had twenty five (25) comments.  Comments were grouped in the below categories:

· 67% - Positive or neutral comments.  Examples:

· Taking my son to GHS Behavioral clinic 1+ years ago was so helpful in getting him linked with services that we needed for so long. They linked him to a day tx program that helped support him and got him started with medication and connected him to ongoing counseling and psychiatric services. Both have been very consistent and worthwhile to him and our family.
· Respite care makes our life easy to manage stress and medicine helps a lot!
· Keep up the good work
· My daughter has grown so much with the right team she has now! Excited for the first time for her future.
· 

· 30% - Treatment options.  Examples:

· Having a reset program that is inpatient for medication wipeout.  Summer camps for intensive therapy.
· A crisis line that actually gives helpful information, teach parents how to react/defend themselves from a child’s reaction


· 25% - Accessibility.  Examples:

· Walk-in services
· The ability to attend virtual appointments and after hours and at home has been so helpful in fulfilling our services needs without jeopardizing my job for having to take so much time off.  Please keep these option available to clients and families.
· Extend hours

· 3% - Other.  Examples:

· Choose to be placed
· If my child actually used this opportunity to help herself


Discussion

[bookmark: _GoBack]From a review of the survey results, overall response to services appears positive.  The indicators rated lowest, Adult Q2 and Child Q7, both relate to perceived service efficacy in overall symptom management and functional impairment, which may be a direct reflection of the significant treatment needs related to specialty services provided through GHS.  To that end, GHS continues to explore and promote additional evidence based practices and treatment modalities geared towards improved symptom management and recovery.  

Questions rated highly, including Adult Q1, 3, 8 and Child Q3, 6 and 9, speak to likeability and general satisfaction of services.  These questions address cultural and ethnic sensitivity, feeling respected, and liking/being satisfied with the quality of services provided.  As service efficacy and outcomes are directly related to an individual/family’s perception of their services (how much they like what they are participating in), these ratings of 94+ percent satisfaction are notable as a strength of GHS services, per consumer report.  
Descriptive answers were also largely positive, although some concerns shared were as expected: consumers discussed the need for additional staffing, expanded services (type and amount), as well as identified both needs related to GHS and more global community needs (increased Flint –area transportation).

Preliminary action steps

Any consumer who requested follow up from their survey will be contacted by Customer Services staff.  General survey results will be discussed with clinical teams in order to develop action plans to identify areas for improvement and action plans.  However, there are already initiatives underway through GHS that address some areas of consumer concern or need, such as expanded service delivery across multiple locations; more availability in crisis services, both timing and array; and increasing exploration of available contract providers, specifically related to CLS, respite, and ABA services.  

Genesee Health System Consumer Council will review the results of the customer satisfaction survey and provide feedback as well.  This typically occurs at the February meeting Consumer Council meeting.
























































Adult survey results


Q1	Q2	Q3	Q4	Q5	Q6	Q7	Q8	Q10	Q11	95	77	94	90	93	94	85	94	87	94	


Child survey results


Q1	Q2	Q3	Q4	Q5	Q6	Q7	Q9	89	94	100	90	95	99	86	96	
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