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Executive Summary

Consumer/Family Satisfaction Team members, trained and employed by Consumer Satisfaction Services,
conducted 853 (n=853) 30-45 minute interviews with consumers at various locations under the authority
granted to it by the Capital Area Behavioral Health Collaborative (CABHC) representing Cumberland,
Dauphin, Lancaster, Lebanon and Perry Counties during the period of October 1% - December 31%, 2007.

Please Note: The use of the word ‘significant’ in this document indicates that the observed differences in the
data have been evaluated using appropriate statistical methods with the alpha level set = .05.

Frequencies may not sum to total (n=853) as individuals may have chosen not to respond to certain
guestions.

The survey represents 853 (n=853) respondents from the Capital Region, representing 136 (15.9%)
Adults and 717 Children (84.1%). Of the child consumers, the children themselves responded to the
survey in 2.1% of the cases (15 of 717), while 97.9% of parents/guardians responded for the children
in 702 of 717 of the cases. 120 of thel36 adult consumers (88.2%) responded for themselves.
Parents/Guardians responded for 16 (11.8%) of the adult consumers.

Gender: The sample is 60.8% male (519) and 39.2% female (334). Everyone responded to this
guestion. Our analysis found no significant differences by gender in their levels of reported
satisfaction with services.

Race: 559 of 853 respondents (65.5%) reported their race as White/Caucasian, 127 (14.9%) as
African American, 107 (12.5%) as Latino/a Hispanic, 43 (5.0%) as Multi-racial, 5 (0.6%) as
Asian/Pacific Islander, 2 (0.2%) as Native American, and 6 (07.%) as Other. 4 (0.5%) respondents
did not answer this question. Our analysis indicated no significant differences in Total Satisfaction
with respect to race.

Type of Treatment: 441 (51.7%) respondents reported Outpatient Psychiatric Clinic as their type of
Mental Health or Substance Abuse Treatment, 385 (45.1%) BHRS MH, 19 (2.2%) BHRS CRR Host
Homes, 7 (0.8%) EIBS, and 1 respondent (0.1%) reported Psychiatric Outpatient Rural Health Clinic
as their type of treatment. Respondents in EIBS treatment reported a significantly higher mean level
of Total Satisfaction than other treatment types.

Type of Services: All 853 respondents (100.0%) reported they received Mental Health Services.

Adult or Child receiving services: Satisfaction for both groups was high. Our analysis found no
differences in satisfaction based on whether the interview was related to an adult or a child.

Special Needs: 42.6% (363 of 853 respondents) reported special needs. 179 (21.0 %) of the
respondents reported visual impairment, 15 (1.8%) reported hearing impairment, 55 (6.4%) reported
physical impairment, 6 (0.7%) reported Difficulty with English, and 227 (26.6%) reported other special
needs. All consumers with special needs were grouped to compare Total Satisfaction of those with
special needs and those without special needs. There was no difference in reported level of
satisfaction with respect to special needs.

Overall, the majority of consumers are satisfied with their services. This is reflected in the overall
satisfaction of 76.9% (Mean Satisfaction Level / Highest Possible Score) as well as consumer’s
responses to Question# 16, “I am satisfied with the services...” with 79.2% agreement (4 or 5).
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While satisfaction is generally high, further exploration is warranted regarding a few items:

While approximately two-thirds of respondents (63.8%) indicated that they were given information
about how to get other services that they needed, 22.3% were dissatisfied in this area.

While 81.1% of consumers reported that their service provider explained the advantages of their
therapy or treatment, approximately 1 in 6 (16.6%) consumers indicated their services provider did
not explain the disadvantages associated with therapy or treatment.

Approximately 1 in 7 consumers (16.6%) report they are not satisfied with how much time their
service provider spends with them.

8.6% of respondents (1 in 11) reported they do not trust their service providers.
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Survey Methodology

A. Consumer Satisfaction Services
Our mission:

Consumer Satisfaction Services is a consumer-driven organization that provides consumers a greater voice
and an integral role in evaluating the effectiveness of their behavioral health care through fair and balanced
research into consumer needs and perception of quality.

Through small group discussions about data among consumers, providers and health care administrators,
CSS bridges information gaps and establishes a common understanding of quality behavioral health care.

B. Interviewing Protocol

Consumer/Family Satisfaction Team members, trained and employed by Consumer Satisfaction Services,
conducted 853 (n=853) 30-45 minute interviews with consumers at various locations under the authority
granted to it by the Capital Area Behavioral Health Collaborative (CABHC) representing Cumberland,
Dauphin, Lancaster, Lebanon and Perry Counties during the period of October 1* — December 31, 2007.
C/FST interviewers are consumers and/or family members of mental health services and persons in
recovery. Because of their personal experiences with mental illnesses and substance abuse, these
interviewers often were able to build a rapport with respondents that would not have been possible
otherwise. This rapport appeared to help the interview respondents speak openly and honestly about their
experiences as a consumer in the Capital Region.
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Report

Demographic and Survey Information

Please Note: The use of the word ‘significant’ in this document indicates that the observed differences in the
data have been evaluated using appropriate statistical methods with the alpha level set = .05.

Frequencies may not sum to total (h=853) as individuals may have chosen not to respond to certain
guestions.

The survey represents 853 (n=853) respondents from the Capital Region, representing 136 (15.9%)
Adults and 717 Children (84.1%). Of the child consumers, the children themselves responded to the
survey in 2.1% of the cases (15 of 717), while 97.9% of parents/guardians responded for the children in
702 of 717 of the cases. 120 of thel36 adult consumers (88.2%) responded for themselves.
Parents/Guardians responded for 16 (11.8%) of the adult consumers.

Bar Chart

800 Who was
interviewed
B Self (Consumer)

600 B Parent/Guardian

400 —

Count

200

Adult Child
Is the interview for an ADULT or CHILD

Data was collected by 11 interviewers from 31 treatment facilities in the Capital Region.

All of the interviews (100.0%) were conducted at the respondent’s home.

136 (15.9%) of the respondents reported they had been previously interviewed in the last year and
58 (6.8%) were not sure.

Previously interviewed in last year

Valid
Frequency | Percent Percent
Valid Yes 136 15.9 16.1
No 649 76.1 77.0
Not
sure 58 6.8 6.9
Total 843 98.8 100.0
Missing | Total 10 1.2
Total 853 100.0
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Gender: The sample is 60.8% male (519) and 39.2% female (334). Everyone responded to this
question. Our analysis found no significant differences by gender in their levels of reported

satisfaction with services.

334
Female

Age: Age of respondents ranged from 1-64 years, with a mean age of 12.56 (SD 8.8) and median
age of 10.0. Our analysis found no relationship between age and Total Satisfaction.

Histogram

150—

120—

Frequency

Mean = 12.56
Std. Dev. = 8.768
N = 852

60

70

Page | 8



Counties of Residence:

The table below shows the County of residence in alphabetical order. The largest numbers of

respondents come from Dauphin (30.6%) and Lancaster (31.2%) counties. The remaining respondents

reported residence in Cumberland (20.9%), Lebanon (10.3%), and Perry (7.0%) counties.

County where you live

County Frequency | Percent
Cumberland 178 20.9
Dauphin 261 30.6
Lancaster 266 31.2
Lebanon 88 10.3
Perry 60 7.0
Total 853 100.0

300

Cumberland  Dauphin Lancaster Lebanon Perry
County where you live

Our analysis indicated no significant differences in Total Satisfaction by County of Residence.

Total Satisfaction by County of Residence

Total Satisfaction Scale

Std.
N Mean Deviation
Cumberland 178 104.0 13.3
Dauphin 261 104.3 14.8
Lancaster 266 103.5 14.4
Lebanon 88 103.1 11.8
Perry 60 103.8 14.3
Total 853 103.8 14.0
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Race: 559 of 853 respondents (65.5%) reported their race as White/Caucasian, 127 (14.9%) as

African American, 107 (12.5%) as Latino/a Hispanic, 43 (5.0%) as Multi-racial, 5 (0.6%) as

Asian/Pacific Islander, 2 (0.2%) as Native American, and 6 (07.%) as Other. 4 (0.5%) respondents
did not answer this question. Our analysis indicated no significant differences in Total Satisfaction

with respect to race.

Race / Ethnicity

Valid
Frequency | Percent Percent
Valid African American 127 14.9 15.0
Asian/Pacific 5 0.6 0.6
Islander
Latino/Hispanic 107 12.5 12.6
Native American 2 0.2 0.2
While /. 559 65.5 65.8
Caucasian
Multiracial 43 5.0 5.1
Other 6 0.7 0.7
Total 849 99.5 100.0
Missing | 9 4 0.5
Total 853 100.0
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Treatment Facility: Data was collected from 31 Treatment Facilities in the Capital Region. The
distribution of respondents is presented below.

Name of Treatment Facility Frequency
Adams Hanover Counseling BHRS MH 11
Community Svc Manage Corp BHRS MH 13
Edgewater Psych Ctr 38
Keystone Svc Systems BHRS MH 19
NHS Stevens Ctr BHRS MH 25
Pa Counseling Services BHRS MH 148
Philhaven Hospital BHRS MH 21
TW Ponessa BHRS MH 18
Youth Advocate Program BHRS MH 33
Chester County 1U #24 BHRS MH 27
Salisbury BH Milestone BHRS MH 32
Keystone Svc Systems CRR Host Homes 7
NHS of PA CRR Host Homes 11
Pennsylvania Mentor Inc CRR Host Homes 1
Vista Foundation EIBS 7
Adams-Hanover Counseling Psych Outpatient 9
Catholic Charities Capital Region Psych Outpatient 86
Community Svcs Mgmt Lancaster Psych Outpatient 25
Edgewater Psych Outpatient 26
Family & Child Svcs Capital Region Psych

Outpatient 33
Family Service Partners Psych Outpatient 23
Holy Spirit MH MR Psych Outpatient Clinic 38
Pa Counseling & Psych Services Outpatient 91
Philhaven Hospital Psych Outpatient 19
TW Ponessa Psych Outpatient 22
NHS Stevens Center Psych Outpatient 32
Nuestra Clinica Psych Outpatient 6
Keystone Service Systems Psych Outpatient 13
Youth Advocate Program Psych Outpatient 12
Family Life Services Psych Outpatient Clinic 6
Southeast Lancaster Health Svcs Psych Outpatient 1
Total 853
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Overall mean satisfaction at the Treatment Facilities ranged from a mean of 99 to 108. Analysis was
carried out on treatment facilities with 10 or more observations. There were 24 facilities that reported
10 or more observations. The means are reported below. Our analyses indicated differences in the
mean level of reported Total Satisfaction for treatment facilities that reported 10 or more observations.
Respondents who received services from Community Services Management Corporation BHRS MH
reported a significantly higher mean level of satisfaction than those respondents who received
services from TW Ponessa Psych Outpatient, NHS of PA CRR Host Homes, Keystone Service
Systems Psych Outpatient and Edgewater Psych Outpatient. There were no significant differences in
Total Satisfaction among the other treatment facilities. Please Note: We would like to point out that
even the facilities with the lowest satisfaction ratings were reporting a moderately high level of
satisfaction. With a 5 point scale and 27 questions, scores above Total Satisfaction = 81 (27*3)
indicates satisfaction on some level. We believe the significance in this case is because Community
Services Management Corporation BHRS MH was so much higher than the other facilities.

Std

Name of Treatment Facility N of Cases | Mean Deviation
Adams Hanover Counseling BHRS MH 11 103.8 15.5
Community Svc Manage Corp BHRS MH 13 114.9 10.3
Edgewater Psych Ctr 38 105.1 17.0
Keystone Svc Systems BHRS MH 19 104.7 16.4
NHS Stevens Ctr BHRS MH 25 100.8 17.4
Pa Counseling Services BHRS MH 148 102.4 11.2
Philhaven Hospital BHRS MH 21 107.0 12.3
TW Ponessa BHRS MH 18 103.5 16.9
Youth Advocate Program BHRS MH 33 103.4 11.6
Chester County IU #24 BHRS MH 27 103.1 14.0
Salisbury BH Milestone BHRS MH 32 105.4 13.2
NHS of PA CRR Host Homes 11 97.2 16.6
Catholic Charities Capital Region Psych Outpatient 86 100.2 9.9
Community Sves Mgmt Lancaster Psych Outpatient 25 108.4 13.6
Edgewater Psych Outpatient 26 99.8 15.9
Family & Child Svcs Capital Region Psych 104.5 13.2
Outpatient 33

Family Service Partners Psych Outpatient 23 102.4 13.8
Holy Spirit MH MR Psych OQutpatient Clinic 38 106.9 15.6
Pa Counseling & Psych Services Outpatient 91 105.7 12.6
Philhaven Hospital Psych Outpatient 19 102.6 16.3
TW Ponessa Psych Outpatient 22 96.1 22.1
NHS Stevens Center Psych Outpatient 32 107.6 13.8
Keystone Service Systems Psych Outpatient 13 08.8 12.3
Youth Advocate Program Psych Outpatient 12 103.3 16.3
Total 816 103.5 13.8

Type of Treatment: 441 (51.7%) respondents reported Outpatient Psychiatric Clinic as their type of

Mental Health or Substance Abuse Treatment, 385 (45.1%) BHRS MH, 19 (2.2%) BHRS CRR Host

Homes, 7 (0.8%) EIBS, and 1 respondent (0.1%) reported Psychiatric Outpatient Rural Health Clinic
as their type of treatment. Respondents in EIBS treatment reported a significantly higher mean level
of Total Satisfaction than other treatment types.
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Type of Services: All 853 respondents (100.0%) reported they received Mental Health Services.

Adult or Child receiving services: Satisfaction for both groups was high. Our analysis found no
differences in satisfaction based on whether the interview was related to an adult or a child.

Previously Interviewed: Those who were previously interviewed reported significantly higher levels of
Total Satisfaction than those interviewed for the first time. Please Note: Although the levels are
significantly different, both groups are reporting a positive level of satisfaction.

120.00

100.00-

80.00—

60.00—

40.00—

20.00—

Mean Total Satisfaction Score

Yes No Not sure
Previouisly interviewed in last year

Special Needs: 42.6% (363 of 853 respondents) reported special needs. 179 (21.0 %) of the
respondents reported visual impairment, 15 (1.8%) reported hearing impairment, 55 (6.4%) reported
physical impairment, 6 (0.7%) reported Difficulty with English, and 227 (26.6%) reported other special
needs. All consumers with special needs were grouped to compare Total Satisfaction of those with
special needs and those without special needs. There was no difference in reported level of
satisfaction with respect to special needs.

Special Needs
Frequency | Percent
Visual Impairment 179 21.0
Hearing Impairment 15 1.8
Physical Impairment 55 6.4
English difficulty 6 0.7
Other 227 26.6
None 490 57.4
No Response 0 0.0
Total 853 100.0
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Distribution of Services by County of Residence:

The table below lists the distribution of services by County of residence. This quarter, only individuals
receiving Mental Health Services were surveyed.

Type of Services

Type of
Services
Mental Health Total
County  Cumberland Count 178 178
where % within Type of Services 20.9% 20.9%
youlive  “paiphin Count 261 261
% within Type of Services 30.6% 30.6%
Lancaster Count 266 266
% within Type of Services 31.2% 31.2%
Lebanon Count 88 88
% within Type of Services 10.3% 10.3%
Perry Count 60 60
% within Type of Services 7.0% 7.0%
Total Count 853 853
% within Type of Services 100.0% 100.0%
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Satisfaction

Overall Satisfaction: All CSS satisfaction items were added to form a Total Satisfaction Score (TSS).
The scale contained 27 items that ranged from 1 (Strongly Disagree) to 5 (Strongly Agree). Higher
scores on guestions represent higher satisfaction. The scale had a possible range of 27 - 135.

The overall mean for TSS was 103.8 with a standard deviation 14.0, median 104. The TSS
scores ranged from 43 — 134. As can be seen in the histogram below, the distribution of Total
Satisfaction Scores can be considered normally distributed. With a 5 point scale and 27
guestions, scores above Total Satisfaction = 81 (27*3) indicates satisfaction on some level.

Histogram

120
Mean = 103.8381

Std. Dev. = 14.00216
100 N =853

o)
o
|

60—

Frequency

40—

20—

40.00 60.00 80.00 100.00 120.00 140.00
Total Satisfaction Score
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Implementation

Overall, the majority of consumers are satisfied with their services. This is reflected in the overall satisfaction
of 76.9% (Mean Satisfaction Level / Highest Possible Score) as well as consumer’s responses to Question#
16, “I am satisfied with the services...” with 79.2% agreement (4 or 5).

Consumers were extremely satisfied with their perceived level of confidentiality (Question 8) and respect for
ethnic, religious and cultural differences (Question 9). Consumers are also very satisfied with
communication with their service providers in that they feel comfortable asking questions regarding their
treatment (Question 6) and feel informed about their rights and responsibilities regarding the treatment they
have received (Question 5). Respondents report they trust their service provider (Question 10), and feel
involved in the treatment process and decisions (Question 12, 13). Respondents report they have the
option to change their service provider should they choose to do so (Question 4). Respondents feel
informed about who to call if they have questions about their mental health or substance abuse services
(Question 1).

While satisfaction is generally high, further exploration is warranted regarding a few items:

While approximately two-thirds of respondents (63.8%) indicated that they were given information
about how to get other services that they needed, 22.3% were dissatisfied in this area.

While 81.1% of consumers reported that their service provider explained the advantages of their
therapy or treatment, approximately 1 in 6 (16.6%) consumers indicated their services provider did
not explain the disadvantages associated with therapy or treatment.

Approximately 1 in 7 consumers (16.6%) report they are not satisfied with how much time their
service provider spends with them.

8.6% of respondents (1 in 11) reported they do not trust their service providers.
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Table 1 — Total Satisfaction — Implementation

% 1or2
% 4 or 5 | Disagree %
Agree or or Reported
Strongly | Strongly Standard | Does Not
N=853 Agree Agree Mean Deviation | Apply
1. | know whom to call if | have questions about my 87.1 8.2 4.0 0.9 0.2
mental health or substance abuse services.
2. lwas given information on how to get other 63.8 22.3 3.5 1.2 2.7
services that | needed.
3. | had a choice in selecting my service provider. 79.5 12.8 3.9 1.0 0.5
4. | have the option to change my service provider 83.0 7.9 4.0 0.9 1.1
should | choose to.
5. lwas informed about my rights and responsibilities 86.8 5.7 4.1 0.8 0.2
regarding the treatment | have received.
6. | feel comfortable in asking questions regarding 86.3 7.3 4.1 0.9 0.1
my treatment.
7. My service provider spends enough time with me. 74.3 16.0 3.8 1.1 0.5
8. My personal mental health and/or substance 90.6 2.9 4.2 0.7 0.5
abuse information is not shared with others
without my permission.
9. Program staff respects the role of my ethnic, 93.6 4.5 4.3 0.6 15
cultural and religious background in my
recovery/treatment.
10. | trust my service provider. 81.9 8.6 4.0 0.9 0.0
11. My service provider offered me the opportunity to 81.6 10.2 4.0 1.0 0.7
involve my family, significant others or friends into
my treatment process.
12. | am included in all meetings regarding my 87.0 5.7 4.2 0.8 0.4
treatment plan and goals for recovery.
13. | am an equal partner in the treatment process. 85.4 7.6 4.1 0.9 0.2
14. My service provider explained the advantages of 81.1 9.5 3.9 0.9 0.2
my therapy or treatment.
15. My service provider explained the disadvantages 68.2 16.6 3.7 1.1 2.6
of my therapy or treatment
16. Overall, | am satisfied with the services | am 79.2 10.9 4.0 1.0 0.0
receiving.

Emergency Treatment: 20.8% of respondents (177 of 853) indicated that they needed emergency
mental health services. Satisfaction with emergency services was rated on a five-point scale from 1
(Not at all) to 5 (Very Satisfied). The mean rating was 3.30 with standard deviation of 1.5. Of the
respondents who needed emergency mental health services, 55.9% reported they were Satisfied or
Very Satisfied (4 or 5) and 36.2% were Not at all or Somewhat Satisfied (1 or 2). While the majority
of consumers are satisfied with emergency services, a minority, one third of consumers who utilize

the emergency services, are not satisfied.
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Implementation Satisfaction by County

The following table lists the mean and standard deviation for questions 1-16 by county.

Descriptives

Std.
N Mean | Deviation
Q1 I know whom to call if | have questions about MH or Cumberland | 177 4.0 0.9
SA services
Dauphin 261 4.0 0.9
Lancaster 265 4.1 0.9
Lebanon 88 4.1 1.0
Perry 60 4.1 0.7
Total 851 4.0 0.9
Q2 | was given information on how to get other services Cumberland | 170 3.5 1.2
Dauphin 256 3.4 1.3
Lancaster 259 3.5 1.1
Lebanon 87 3.5 1.3
Perry 57 3.9 0.9
Total 829 3.5 1.2
Q3 | had a choice when selecting my service provider Cumberland | 176 4.0 0.9
Dauphin 260 4.0 1.0
Lancaster 265 3.8 1.1
Lebanon 88 4.0 1.1
Perry 59 4.1 0.8
Total 848 3.9 1.0
Q4 | have the option to change my service provider Cumberland | 176 4.0 0.9
should | choose to
Dauphin 256 4.0 0.9
Lancaster 265 3.9 1.0
Lebanon 85 4.1 0.9
Perry 60 4.1 0.5
Total 842 4.0 0.9
Q5 I was informed about my rights and responsibilities Cumberland | 177 4.1 0.8
regarding treatment
Dauphin 261 4.1 0.8
Lancaster 265 3.9 1.0
Lebanon 88 4.3 0.8
Perry 60 4.2 0.6
Total 851 4.1 0.8
Q6 | feel comfortable in asking questions regarding my Cumberland | 178 4.1 0.9
treatment
Dauphin 259 4.2 0.9
Lancaster 266 4.1 1.0
Lebanon 88 3.9 1.0
Perry 60 4.4 0.5
Total 851 4.1 0.9
Q7 My service provider spends enough time Cumberland | 178 3.9 1.1
Dauphin 259 3.8 1.3
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Lancaster 264 3.8 1.1
Lebanon 87 3.7 1.0
Perry 58 4.0 0.9
Total 846 3.8 1.1
Q8 My provider does not share my personal MH and/or Cumberland | 175 4.2 0.6
SA information with others without my permission
Dauphin 258 4.2 0.8
Lancaster 266 4.2 0.7
Lebanon 86 4.4 0.6
Perry 60 4.3 0.5
Total 845 4.2 0.7
Q9 Program staff respects the role of my ethnic, cultural, | Cumberland | 175 4.3 0.5
religious background
Dauphin 257 4.3 0.6
Lancaster 261 4.3 0.7
Lebanon 85 4.3 0.6
Perry 58 4.3 0.5
Total 836 4.3 0.6
Q10 I trust my service provider Cumberland | 178 4.0 0.9
Dauphin 259 4.1 0.9
Lancaster 266 4.0 1.0
Lebanon 88 3.9 1.0
Perry 60 4.1 0.9
Total 851 4.0 0.9
Q11 My service provider offered me the opportunity to Cumberland | 176 4.1 0.9
involve my family, significant others and friends
Dauphin 258 4.2 0.9
Lancaster 266 3.9 1.1
Lebanon 87 3.8 1.1
Perry 58 3.9 1.1
Total 845 4.0 1.0
Q12 | am included in all meetings regarding my treatment | Cumberland | 178 4.2 0.7
plan & goals for recovery
Dauphin 258 4.2 0.8
Lancaster 265 4.1 0.9
Lebanon 84 4.3 1.0
Perry 59 3.9 0.9
Total 844 4.2 0.8
Q13 | am an equal partner in the treatment process Cumberland | 178 4.2 0.8
Dauphin 259 4.1 1.0
Lancaster 265 4.0 0.9
Lebanon 87 4.2 1.0
Perry 60 3.9 1.0
Total 849 4.1 0.9
Q14 My service provider explained the advantages of my | Cumberland | 175 4.1 0.7
therapy or treatment
Dauphin 257 4.0 0.9
Lancaster 265 3.8 1.0
Lebanon 87 3.8 1.1
Perry 59 4.0 0.7
Total 843 3.9 0.9
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Q15 My service provider explained the disadvantages of | Cumberland | 169 3.9 0.9

my therapy or treatment
Dauphin 248 3.7 1.1
Lancaster 262 3.5 1.1
Lebanon 85 3.8 1.2
Perry 57 3.8 0.9
Total 821 3.7 1.1

Q16 Overall, | am satisfied with the services Cumberland | 178 4.1 0.9
Dauphin 258 4.0 1.1
Lancaster 266 4.0 1.0
Lebanon 88 3.9 1.1
Perry 60 4.0 1.1
Total 850 4.0 1.0

Outcomes

The majority of consumers perceive that services have made their lives better in handling personal and
social issues. Overall, approximately 41% to 64% of consumers believe services have improved their lives in
each outcome area. Approximately 21% to 40% of consumers believe that no change has resulted from their
services. Only 6% to 12% believes that things are worse as a result of services.

Highest ratings were given to questions that are recovery-related questions rather than symptom-
related, with approximately 55% of consumers reporting improvement. These include questions
related to self-worth (Q20), feeling in control of one’s life (Q18), dealing with daily problems (Q17),
dealing with people in social situations (Q26), enjoying free time (Q22), and feeling hopeful about
the future (Q21).

61% of the respondents reported improvement in dealing with specific problems which led them to
seek services. Respondents also reported a strengthening of social support networks (53.5%).

Approximately half of the respondents (51.0%) reported feeling good (hopeful) about the future
and 8.2% of consumers believe that things are worse. As noted, 10.8% stated that feeling good
about the future did not apply to them. When these cases are removed, 56.4% believe the
situation is improved and only 12.4% report that it is worse. These figures represent a more
accurate picture of the results.

The lowest outcome scores are given to question #24 (Being involved in community activities).
47.1% of respondents reported that involvement in community activities was better for them, 9.9%
reported it was worse.

Dealing with school or work was also ranked relatively low with only 47.0% responding that things
are better in this area, and 10.3% of consumers believe that things are worse. As noted, 14.8%
stated that dealing with school or work did not apply to them. When these cases are removed,
56.4% believe the situation is improved and only 12.4% report that it is worse. These figures
represent a more accurate picture of the results.

Dealing with personal crisis was also ranked relatively low with only 48.6% responding that things
are better in this area, and 9.2% of consumers believe that things are worse. As noted, 8.6%
stated that dealing with a personal crisis did not apply to them. When these cases are removed,
54.1% believe the situation is improved and only 10.3% report that it is worse. These figures
represent a more accurate picture of the results.
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Table 2 — Total Satisfaction - Outcome Questions

%

% Better | % Worse Reported
or Much | or Much Std. Does Not
Total N=853 Better Waorse Mean Deviation Apply
17. Managing daily problems. 64.2 116 37 11 15
18. Feeling in control of my life. 542 122 36 10 46
19. Dealing with personal crisis. 48.6 92 35 10 8.6
20. How | feel about myself. 52.6 6.7 37 10 43
21. Feeling good (hopeful) about the 51.0 8.2 3.7 1.0 10.8
future.
22. Enjoying my free time. 58.4 6.0 38 10 58
23. Strengthening my social support 535 91 36 1.0 39
network.
24. Bel'n_g_lnvolved in community 417 99 35 10 6.9
activities.
25. Dealing with school or work. 470 10.3 36 11 14.8
26. D_eallr_lg with people in social 501 10.9 36 10 21
situations.
27. Dealing with specific problems or 61.0 10.2 3.7 1.0 38

issue that led to seek services.
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Outcomes by County

The following table provides the mean and standard deviation for each implementation question by county.

Descriptives

Std.
N Mean | Deviation
Q17 Managing daily problems Cumberland 169 3.6 1.2
Dauphin 252 3.7 1.1
Lancaster 261 3.8 0.9
Lebanon 86 3.7 0.9
Perry 58 3.4 1.2
Total 826 3.7 1.1
Q18 Feeling in control of my life Cumberland 161 3.5 1.0
Dauphin 244 3.5 1.1
Lancaster 257 3.7 0.9
Lebanon 84 3.6 0.9
Perry 53 3.4 1.1
Total 799 3.6 1.0
Q19 Dealing with personal crisis Cumberland 158 3.4 1.1
Dauphin 231 3.5 1.0
Lancaster 246 3.7 0.9
Lebanon 81 3.5 0.8
Perry 49 3.3 1.1
Total 765 3.5 1.0
Q20 How | feel about myself Cumberland 161 3.6 1.0
Dauphin 245 3.7 1.0
Lancaster 250 3.7 0.9
Lebanon 86 3.7 0.9
Perry 54 3.6 1.1
Total 796 3.7 1.0
Q21 Feeling good (hopeful) about the Cumberland 154 3.7 1.0
future
Dauphin 225 3.7 1.1
Lancaster 235 3.7 1.0
Lebanon 82 3.6 0.9
Perry 48 3.5 1.0
Total 744 3.7 1.0
Q22 Enjoying my free time Cumberland 167 3.7 1.0
Dauphin 246 3.8 1.1
Lancaster 259 3.9 0.9
Lebanon 86 3.9 0.9
Perry 55 3.8 1.0
Total 813 3.8 1.0
Q23 Strengthening my social support Cumberland 164 3.6 1.0
network
Dauphin 247 3.7 1.0
Lancaster 257 3.7 0.9
Lebanon 86 3.4 1.0
Perry 57 3.6 1.0
Total 811 3.6 1.0
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Q24 Being involved in the community or Cumberland 160 3.5 1.0
in organizations outside of MH or SA
activities
Dauphin 236 3.5 0.9
Lancaster 245 3.5 1.0
Lebanon 83 3.3 0.9
Perry 54 3.5 1.1
Total 778 3.5 1.0
Q25 Dealing with school or work Cumberland 148 3.5 1.2
Dauphin 206 3.7 1.1
Lancaster 234 3.7 1.0
Lebanon 73 3.4 1.1
Perry 50 3.6 1.2
Total 711 3.6 1.1
Q26 Dealing with people in social Cumberland 168 3.5 1.0
situations
Dauphin 249 3.6 1.0
Lancaster 259 3.6 1.0
Lebanon 85 3.4 0.9
Perry 56 3.5 1.1
Total 817 3.6 1.0
Q27 Dealing with specific problems or Cumberland 165 3.7 1.0
issues that led me to seek services
Dauphin 243 3.7 1.1
Lancaster 254 3.8 1.0
Lebanon 86 3.6 1.0
Perry 57 3.7 1.0
Total 805 3.7 1.0
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Questions Regarding Community Behavioral Healthcare Network of PA
(CBHNP)

| have received a copy of the Member Handbook from CBHNP

74.1% of respondents (618 out of 834) reported that they had received a copy of the CBHNP
member handbook. Our analysis found no differences among the counties with respect to

distribution of the member handbook from CBHNP.

Q32 | have received a copy of the
member handbook from CBHNP
Does not
Yes No apply Total
County  Cumberland Count 143 24 7 174
h . -
ey % within County 82.2% 13.8% 4.0% 100.0%
you live where you live : : : :
Dauphin Count 183 65 5 253
% within Count
° unty 72.3% 25.7% 2.0% |  100.0%
where you live
Lancaster Count 188 65 7 260
% within County
0, 0, 0 0,
where you live 72.3% 25.0% 2.7% 100.0%
Lebanon Count 63 22 2 87
% within County
0, 0, 0, 0,
where you live 72.4% 25.3% 2.3% 100.0%
Perry Count 41 17 2 60
% within County
0, 0, 0, 0,
where you live 68.3% 28.3% 3.3% 100.0%
Total Count 618 193 23 834
% within Count
> unty 74.1% 23.1% 2.8% 100.0%
where you live
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In the last 12 months, did you call member services at CBHNP to get information or help for
counseling, treatment or other services?

42.0% (354 out of 842) reported they had called member services at CBHNP to get information or
help for counseling, treatment or other services in the past 12 months. A significantly higher
proportion of respondents in Lebanon County called Member Services at CBHNP to get

information.
Q33 In the last 12 months, did you
call Member Services at CBHNP
toget information
Does not
Yes No apply Total
County  Cumberland Count 59 116 2 177
where % within County
you live where you live 33.3% 65.5% 1.1% 100.0%
Dauphin Count 105 143 7 255
% within County
41.2% 56.1% 2.7% 100.0%

where you live
Lancaster Count 125 128 9 262
% within County

where you live
Lebanon Count 47 40 1 88
% within County

where you live
Perry Count 18 40 2 60
% within County

where you live
Total Count 354 467 21 842

% within County
where you live

47.7% 48.9% 3.4% 100.0%

53.4% 45.5% 1.1% 100.0%

30.0% 66.7% 3.3% 100.0%

42.0% 56.5% 2.5% 100.0%
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| was able to obtain information on treatment and/or services from CBHNP without
unnecessary delays

75.2% of those that requested information from CBHNP (288 of 383) reported that they were able
to obtain information on treatment and/or services from CBHNP without unnecessary delays. Our
analysis finds that the Counties did not significantly differ with respect to obtaining information
from CBHNP without delays. Please Note: Due to the high proportion of respondents in the
does not apply category, we reported the percentages for those respondents who felt the question
was applicable. We felt this was a more accurate representation of the data.

Q33A | was able to obtain
information on treatment and/or
services from CBHNP without

delays
Does not

Yes No apply Total

County  Cumberland Count 50 11 116 177
where ithi

- % within County 28.2% 6.2% 65.5% |  100.0%

you live where you live : ' ' '
Dauphin Count 82 30 141 253

% within Count

> y 32.4% 11.9% 55.7% 100.0%

where you live

Lancaster Count 106 33 124 263

% within County
where you live

Lebanon Count 34 15 39 88
% within County
where you live
Perry Count 16 6 38 60
% within County
where you live
Total Count 288 95 458 841

% within County
where you live

40.3% 12.5% 47.1% 100.0%

38.6% 17.0% 44.3% 100.0%

26.7% 10.0% 63.3% 100.0%

34.2% 11.3% 54.5% 100.0%
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| am aware of my right to file a complaint or grievance.

84.9% of respondents (717 of 845) report they are aware of their right to file a complaint or
grievance. The Counties do not significantly differ with respect to this question.

Q34 | am aware of my right to file a
complaint or grievance
Does not
Yes No apply Total
County  Cumberland Count 160 18 0 178
where ithi
- % within County 89.9% 10.1% 0% 100.0%
you live where you live : ' ' '
Dauphin Count 214 41 0 255
% within County 83.9% 16.1% 0% 100.0%
where you live ' ' ' '
Lancaster Count 222 40 2 264
% within County
0, 0, 0, 0,
where you live 84.1% 15.2% .8% 100.0%
Lebanon Count 71 17 0 88
% within County
0, 0, 0, 0,
where you live 80.7% 19.3% .0% 100.0%
Perry Count 50 9 1 60
% within County
0, 0, 0 0,
where you live 83.3% 15.0% 1.7% 100.0%
Total Count 717 125 3 845
% within County 84.9% 14.8% 4% 100.0%
where you live ' ' ' '
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I know whom to call to file a complaint or grievance.

Overall, 74.6% of respondents (630 of 845) report they know who to call to file a complaint or
grievance. The Counties do not significantly differ with respect to this question.

Q35 | know whom to call to file a
complaint or grievance
Does not
Yes No apply Total
County  Cumberland Count 136 42 0 178
where % within County
. 0, 0, 0, 0,
you live where you live 76.4% 23.6% .0% 100.0%
Dauphin Count 193 61 1 255
% within County 75.7% 23.9% 4% 100.0%
where you live ' ' ' '
Lancaster Count 195 67 2 264
% within County 73.9% 25.4% 8% 100.0%
where you live ' ' ' '
Lebanon Count 63 25 0 88
% within County 71.6% 28.4% 0% 100.0%
where you live ) ) ’ ’
Perry Count 43 16 1 60
% within County
0, 0, 0, 0,
where you live 71.7% 26.7% 1.7% 100.0%
Total Count 630 211 4 845
% within County
0, 0, 0, 0,
where you live 74.6% 25.0% 5% 100.0%
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| was given the choice of at least two (2) Providers from CBHNP regarding the type of service |

am seeking.

76.3% of respondents (639 of 838) report they were given a choice of at least two (2) providers
from CBHNP regarding the type of services they were seeking. Our analysis found no difference

by County of residence.

Q36 | was given a choice of at least
2 Providers from CBHNP regarding
the type of service
Does not
Yes No apply Total
County  Cumberland Count 136 29 9 174
where ithi
- % within County 78.2% 16.7% 52% |  100.0%
you live where you live : : . .
Dauphin Count 193 49 11 253
% within Count
> unty 76.3% 19.4% 4.3% 100.0%
where you live
Lancaster Count 187 61 15 263
% within Count
> unty 71.1% 23.2% 5.7% 100.0%
where you live
Lebanon Count 76 9 3 88
% within Count
> unty 86.4% 10.2% 3.4% 100.0%
where you live
Perry Count 47 10 3 60
% within Count
> unty 78.3% 16.7% 5.0% 100.0%
where you live
Total Count 639 158 41 838
% within Count
> . y 76.3% 18.9% 4.9% 100.0%
where you live
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When | call CBHNP staff treats me courteously and with respect.

91.6% of respondents who had called CBHNP staff (546 of 596) felt they were treated with
courtesy and respect when they called CBHNP. Significantly less respondents in Cumberland
and Dauphin counties reported they were not treated with courtesy and respect. Please Note:
Because there were such a high proportion of respondents in the does not apply category, we
reported the percentages for those respondents who felt the question was applicable, e.g., those
who actually called CBHNP. We felt this was a more accurate representation of the data.
However, for completeness, the complete table is presented.

Q37 When | call CBHNP staff treats
me courteously and with respect
Does not
Yes No apply Total
County  Cumberland Count 113 3 61 177
where % within County

. 0, 0, 0, 0,

you live where you live 63.8% 1.7% 34.5% 100.0%

Dauphin Count 162 11 81 254

% within County

0, 0, 0, 0,

where you live 63.8% 4.3% 31.9% 100.0%

Lancaster Count 170 23 71 264
% within Count

0 uny 64.4% 8.7% 26.9% 100.0%
where you live

Lebanon Count 65 8 15 88
% within Count

> uny 73.9% 9.1% 17.0% 100.0%
where you live

Perry Count 36 5 19 60
% within Count

> unty 60.0% 8.3% 31.7% 100.0%
where you live

Total Count 546 50 247 843
% within Count

> unty 64.8% 5.9% 29.3% 100.0%
where you live
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Overall, | am satisfied with the interactions | have had with CBHNP.

89.5% of respondents (579 of 647) who stated that this question applies to them report they are
satisfied with their interactions with CBHNP. Significantly more respondents in Cumberland County

report overall satisfaction with interactions with CBHNP.

quarter of all respondents (23.3%) feel this question does not apply.

Q38 Overall, | am satisfied with the
interactions | have had with CBHNP
Does not
Yes No apply Total
County  Cumberland Count 123 4 50 177
where % within County
. 0, 0, 0, 0,
you live where you live 69.5% 2.3% 28.2% 100.0%
Dauphin Count 167 20 67 254
% within County
0, 0, 0, 0,
where you live 65.7% 7.9% 26.4% 100.0%
Lancaster Count 187 29 48 264
% within County
0, 0, 0, 0,
where you live 70.8% 11.0% 18.2% 100.0%
Lebanon Count 68 8 12 88
% within County
0, 0, 0, 0,
where you live 77.3% 9.1% 13.6% 100.0%
Perry Count 34 7 19 60
% within Count
o WIthin L-ounty 56.7% 11.7% 31.7% |  100.0%
where you live
Total Count 579 68 196 843
% within Count
> . y 68.7% 8.1% 23.3% 100.0%
where you live

It is interesting to note that almost a
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State Mandated Questions

Please Note: Question 1, “In the last 12 months were you able to get the help that you needed?” was asked
incorrectly on the adult survey instrument. As a result, the responses for adults’ respondents only have been
reversed, e.g., if they answered yes, we changed the answer to no and vice versa. No changes were made if
they responded sometimes

The total number of responses reported in the charts that follow equals six hundred seventy eight (n=678). The
difference of 175 is a result of scheduling; some respondents were actually surveyed during the 1* quarter and
as aresult were reported to the OMHSAS for that reporting period. However, because of the nature of the
program they participated in, their satisfaction results are being reported at this time.
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CONSUMER SATISFACTION SURVEY DATA REPORTING SHEET
COMPLETEICSS  Cumberland County

2nd Quarter Reporting Period: Oct - Dec. 2007

Children& A 115  Adults(21and over): 30

Questions.
1. Inthelast 12 months were you able to get the help you needed?

Yes (dways)

Sometimes

No (never)

2. Were you given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment you received had on the quality of your life?
Much better

A little better

About the same

Alittleworse

Much Worse

Not Applicable

Children and Adoles Children (20 and under):

1. Inthelast 12 months did you or your child have problems getting the help he or she needed?

Yes (dways)

Sometimes

No (never)

2. Were you and your child given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment your child received had on the quality of your child'slife?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

25

26

o

—_
w

N |l

23

13

79
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CONSUMER SATISFACTION SURVEY DATA REPORTING SHEET
COMPLETEILCSS  Dauphin County

2nd Quarter Reporting Period: Oct - Dec. 2007

Children& A 186 Adults(21and over): 47

Questions.
1. Inthelast 12 months were you able to get the help you needed?

Yes (dways)

Sometimes

No (never)

2. Were you given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment you received had on the quality of your life?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

Children and Adoles Children (20 and under):

1. Inthelast 12 months did you or your child have problems getting the help he or she needed?

Yes (dways)

Sometimes

No (never)

2. Were you and your child given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment your child received had on the quality of your child'slife?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

42

28

115

153

18

15
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CONSUMER SATISFACTION SURVEY DATA REPORTING SHEET
COMPLETEICSS  Lancaster County

2nd Quarter Reporting Period: Oct - Dec. 2007

Children& A 159 Adults(21and over): 42

Questions.
1. Inthelast 12 months were you able to get the help you needed?

Yes (dways)

Sometimes

No (never)

2. Were you given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment you received had on the quality of your life?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

Children and Adoles Children (20 and under):

1. Inthelast 12 months did you or your child have problems getting the help he or she needed?

Yes (dways)

Sometimes

No (never)

2. Were you and your child given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment your child received had on the quality of your child'slife?
Much better

A little better

About the same

Alittleworse

Much Worse

Not Applicable

25

22

109

134

15

—lo|o|RIFIS
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CONSUMER SATISFACTION SURVEY DATA REPORTING SHEET
COMPLETEICSS  Lebanon County

2nd Quarter Renorting Period: Oct - Dec. 2007

Children& A 47 Adults(21and over): 1

Questions.
1. Inthelast 12 months were you able to get the help you needed?

Yes (dways)

Sometimes

No (never)

2. Were you given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment you received had on the quality of your life?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

Children and Adoles Children (20 and under):

1. Inthelast 12 months did you or your child have problems getting the help he or she needed?

Yes (dways)

Sometimes

No (never)

2. Were you and your child given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment your child received had on the quality of your child'slife?
Much better

A little better

About the same

Alittleworse

Much Worse

Not Applicable

o

oo O

o

37

22

14

1
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CONSUMER SATISFACTION SURVEY DATA REPORTING SHEET
COMPLETEICSS  Perry County

2nd Quarter Renorting Period: Oct - Dec. 2007

Children& A 42 Adults(21and over): 9

Questions.
1. Inthelast 12 months were you able to get the help you needed?

Yes (dways)

Sometimes

No (never)

2. Were you given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment you received had on the quality of your life?
Much better

A little better

About the same

A littleworse

Much Worse

Not Applicable

Children and Adoles Children (20 and under):

1. Inthelast 12 months did you or your child have problems getting the help he or she needed?

Yes (dways)

Sometimes

No (never)

2. Were you and your child given the chance to make treatment decisions?

Yes (dways)

Sometimes

No (never)

3. What effect has the treatment your child received had on the quality of your child'slife?
Much better

A little better

About the same

Alittleworse

Much Worse

Not Applicable

o

o|lw|—=|on

o

10

26
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Survey Tables by County of Residence

The following tables show the Cross tabulation of questions 1-27 by County of residence. Our analysis finds
no differences by county of residence.

Q11 know whom to call if | have questions about MH or SA services

Q1 I know whom to call if | have questions about MH or SA s¢

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree| Agree Agree Total
County Cumberland Count 8 9 6 110 44 177
where % within County
you live where you live 4.5% 5.1% 3.4% 62.1% 24.9% 100.0%
Dauphin Count 13 12 6 172 58 261
% within Count
o Within LOUnty 5.0% 4.6% 2.3% 65.9% 22.2% 100.0%

where you live
Lancaster Count 10 7 20 145 83 265

% within County
where you live

Lebanon Count 2 6 5 41 34 88
% within County
where you live
Perry Count 1 2 1 42 14 60
% within County
where you live
Total Count 34 36 38 510 233 851

% within County
where you live

3.8% 2.6% 7.5% 54.7% 31.3% 100.0%

2.3% 6.8% 5.7% 46.6% 38.6% 100.0%

1.7% 3.3% 1.7% 70.0% 23.3% 100.0%

4.0% 4.2% 4.5% 59.9% 27.4% 100.0%

Q2 I was given information on how to get other services

Q2 | was given information on how to get other services

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 16 21 24 78 31 170
where % within County
you live where you live 9.4% 12.4% 14.1% 45.9% 18.2% 100.0%
Dauphin Count 38 37 13 121 47 256
% within County
14.8% 14.5% 5.1% 47.3% 18.4% 100.0%

where you live
Lancaster Count 18 34 41 121 45 259
% within County

where you live
Lebanon Count 12 7 15 36 17 87
% within County

where you live
Perry Count 1 6 2 37 11 57
% within County

where you live
Total Count 85 105 95 393 151 829

% within County
where you live

6.9% 13.1% 15.8% 46.7% 17.4% 100.0%

13.8% 8.0% 17.2% 41.4% 19.5% 100.0%

1.8% 10.5% 3.5% 64.9% 19.3% 100.0%

10.3% 12.7% 11.5% 47.4% 18.2% 100.0%
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Q3 1 had a choice when selecting my service provider

Q3 | had a choice when selecting my service provider

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 3 13 15 99 46 176
where % within Count
ou live ’ unty 1.7% 7.4% 8.5% 56.3% 26.1% 100.0%
y where you live
Dauphin Count 8 22 16 144 70 260
% within Count
> y 3.1% 8.5% 6.2% 55.4% 26.9% 100.0%

where you live

Lancaster Count 13 36 22 120 74 265
% within County
where you live

Lebanon Count 4 7 5 38 34 88
% within County
where you live

Perry Count 1 2 3 40 13 59

% within County
where you live

4.9% 13.6% 8.3% 45.3% 27.9% 100.0%

4.5% 8.0% 5.7% 43.2% 38.6% 100.0%

1.7% 3.4% 5.1% 67.8% 22.0% 100.0%

Total Count 29 80 61 441 237 848
% within County

. 3.4% 9.4% 7.2% 52.0% 27.9% 100.0%
where you live

Q4 | have the option to change my service provider should | choose to

Q4 | have the option to change my service provider should | choose

to
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 4 8 15 105 44 176
where % within Count
ou live . unty 2.3% 4.5% 8.5% 59.7% 25.0% 100.0%
Y where you live
Dauphin Count 7 14 12 156 67 256
% within Count
> y 2.7% 5.5% 4.7% 60.9% 26.2% 100.0%

where you live

Lancaster Count 13 16 25 147 64 265
% within County
where you live

Lebanon Count 1 5 8 42 29 85
% within County
where you live

Perry Count 0 0 6 43 11 60

% within County
where you live

4.9% 6.0% 9.4% 55.5% 24.2% 100.0%

1.2% 5.9% 9.4% 49.4% 34.1% 100.0%

.0% .0% 10.0% 71.7% 18.3% 100.0%

Total Count 25 43 66 493 215 842
% within County

. 3.0% 5.1% 7.8% 58.6% 25.5% 100.0%
where you live
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Q5 I was informed about my rights and responsibilities regarding treatment

Q5 | was informed about my rights and responsibilities regarding

treatment
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 3 7 10 112 45 177
where % within County
ou live . 1.7% 4.0% 5.6% 63.3% 25.4% 100.0%
y where you live
Dauphin Count 5 5 19 159 73 261
% within Count
0 uny 1.9% 1.9% 7.3% 60.9% 28.0% 100.0%
where you live
Lancaster Count 10 16 24 147 68 265
% within County
. 3.8% 6.0% 9.1% 55.5% 25.7% 100.0%
where you live
Lebanon Count 1 1 6 40 40 88
% within County
. 1.1% 1.1% 6.8% 45.5% 45.5% 100.0%
where you live
Perry Count 0 1 2 43 14 60
% within County
. .0% 1.7% 3.3% 71.7% 23.3% 100.0%
where you live
Total Count 19 30 61 501 240 851
% within Count
0 uny 2.2% 3.5% 7.2% 58.9% 28.2% 100.0%
where you live
Q6 | feel comfortable in asking questions regarding my treatment
Q6 | feel comfortable in asking questions regarding my treatment
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 3 13 8 94 60 178
where % within Count
ou live 0 uny 1.7% 7.3% 4.5% 52.8% 33.7% 100.0%
y where you live
Dauphin Count 8 6 18 123 104 259
% within Count
0 uny 3.1% 2.3% 6.9% 47.5% 40.2% 100.0%
where you live
Lancaster Count 11 10 21 123 101 266
% within Count
0 uny 4.1% 3.8% 7.9% 46.2% 38.0% 100.0%
where you live
Lebanon Count 2 9 5 49 23 88
% within County
. 2.3% 10.2% 5.7% 55.7% 26.1% 100.0%
where you live
Perry Count 0 0 1 35 24 60
% within County
. .0% .0% 1.7% 58.3% 40.0% 100.0%
where you live
Total Count 24 38 53 424 312 851
% within County
2.8% 4.5% 6.2% 49.8% 36.7% 100.0%

where you live
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Q7 My service provider spends enough time

Q7 My service provider spends enough time

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 10 17 15 83 53 178
where % within County
you live where you live 5.6% 9.6% 8.4% 46.6% 29.8% 100.0%
Dauphin Count 25 24 16 105 89 259
% within County
where you live 9.7% 9.3% 6.2% 40.5% 34.4% 100.0%
Lancaster Count 10 33 29 125 67 264
% within County
where you live 3.8% 12.5% 11.0% 47.3% 25.4% 100.0%
Lebanon Count 5 7 12 48 15 87
% within County
where you live 5.7% 8.0% 13.8% 55.2% 17.2% 100.0%
Perry Count 1 4 5 31 17 58
% within Count;
vs;)here you live y 1.7% 6.9% 8.6% 53.4% 29.3% 100.0%
Total Count 51 85 77 392 241 846
% within Count;
vs;)here you live y 6.0% 10.0% 9.1% 46.3% 28.5% 100.0%
Q8 My provider does not share my personal MH and/or SA information with others without my permission.
Q8 My provider does not share my personal MH and/or SA
information with others without my permission
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 1 2 5 119 48 175
where % within County
you live where you live .6% 1.1% 2.9% 68.0% 27.4% 100.0%
Dauphin Count 4 9 18 133 94 258
% within County
where you live 1.6% 3.5% 7.0% 51.6% 36.4% 100.0%
Lancaster Count 3 5 21 147 90 266
% within County
where you live 1.1% 1.9% 7.9% 55.3% 33.8% 100.0%
Lebanon Count 0 1 1 51 33 86
% within Count
wohere you live y .0% 1.2% 1.2% 59.3% 38.4% 100.0%
Perry Count 0 0 2 38 20 60
% within County
where you live .0% .0% 3.3% 63.3% 33.3% 100.0%
Total Count 8 17 a7 488 285 845
% within County
where you live .9% 2.0% 5.6% 57.8% 33.7% 100.0%
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Q9 Program staff respects the role of my ethnic, cultural, religious background

Q9 Program staff respects the role of my ethnic,
cultural, religious background

Neither Agee Strongly
Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 0 2 117 56 175
where ithi
- % within County 0% 1.1% 66.9% 32.0% |  100.0%
you live where you live
Dauphin Count 3 10 143 101 257
% within Count
; y 1.2% 3.9% 55.6% 39.3% 100.0%

where you live

Lancaster Count 6 12 136 107 261

% within County
where you live

Lebanon Count 0 5 50 30 85
% within County
where you live

Perry Count 0 0 39 19 58

% within County
where you live

2.3% 4.6% 52.1% 41.0% 100.0%

.0% 5.9% 58.8% 35.3% 100.0%

.0% .0% 67.2% 32.8% 100.0%

Total Count 9 29 485 313 836

% within County

0 0 0 0 0
where you live 1.1% 3.5% 58.0% 37.4% 100.0%

Q10 I trust my service provider

Q10 I trust my service provider

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 5 8 12 106 47 178
where % within Count
ou live ¥ unty 2.8% 4.5% 6.7% 59.6% 26.4% 100.0%
y where you live
Dauphin Count 7 13 20 128 91 259
% within Count
; y 2.7% 5.0% 7.7% 49.4% 35.1% 100.0%

where you live
Lancaster Count 7 21 28 131 79 266
% within County
where you live
Lebanon Count 4 6 12 42 24 88
% within County
where you live
Perry Count 2 1 7 32 18 60

% within County
where you live

2.6% 7.9% 10.5% 49.2% 29.7% 100.0%

4.5% 6.8% 13.6% 47.7% 27.3% 100.0%

3.3% 1.7% 11.7% 53.3% 30.0% 100.0%

Total Count 25 49 79 439 259 851

% within County

. 2.9% 5.8% 9.3% 51.6% 30.4% 100.0%
where you live

Page | 42



Q11 My service provider offered me the opportunity to involve my family, significant others and
friends

Q11 My service provider offered me the opportunity to involve my
family, significant others and friends

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 4 7 11 98 56 176
where % within Count
ou live ’ uny 2.3% 4.0% 6.3% 55.7% 31.8% 100.0%
Y/ where you live
Dauphin Count 5 12 17 126 98 258
% within Count
; y 1.9% 4.7% 6.6% 48.8% 38.0% 100.0%

where you live
Lancaster Count 16 22 23 115 90 266
% within County

where you live
Lebanon Count 4 10 7 41 25 87
% within County

where you live
Perry Count 4 3 4 32 15 58
% within County

where you live
Total Count 33 54 62 412 284 845

% within County
where you live

6.0% 8.3% 8.6% 43.2% 33.8% 100.0%

4.6% 11.5% 8.0% 47.1% 28.7% 100.0%

6.9% 5.2% 6.9% 55.2% 25.9% 100.0%

3.9% 6.4% 7.3% 48.8% 33.6% 100.0%

Q12 I am included in all meetings regarding my treatment plan & goals for recovery

Q12 | am included in all meetings regarding my treatment plan &
goals for recovery

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 0 5 12 96 65 178
where % within County
you live where you live .0% 2.8% 6.7% 53.9% 36.5% 100.0%
Dauphin Count 4 8 13 145 88 258
% within Count
’ y 1.6% 3.1% 5.0% 56.2% 34.1% 100.0%

where you live

Lancaster Count 6 13 21 136 89 265

% within County
where you live

Lebanon Count 4 1 4 34 41 84
% within County
where you live

Perry Count 1 6 4 34 14 59

% within County
where you live

2.3% 4.9% 7.9% 51.3% 33.6% 100.0%

4.8% 1.2% 4.8% 40.5% 48.8% 100.0%

1.7% 10.2% 6.8% 57.6% 23.7% 100.0%

Total Count 15 33 54 445 297 844
% within County

. 1.8% 3.9% 6.4% 52.7% 35.2% 100.0%
where you live
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Q13 I am an equal partner in the treatment process

Q13 | am an equal partner in the treatment process

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland  Count 5 3 6 99 65 178
where % within County
. 0, 0, 0, 0, 0, 0,
you live where you live 2.8% 1.7% 3.4% 55.6% 36.5% 100.0%
Dauphin Count 11 10 16 134 88 259
% within Count
0 unty 4.2% 3.9% 6.2% 51.7% 34.0% 100.0%
where you live
Lancaster Count 7 15 25 133 85 265
% within County
0, 0, 0, 0, 0, 0,
where you live 2.6% 5.7% 9.4% 50.2% 32.1% 100.0%
Lebanon Count 5 2 4 37 39 87
% within Count
0 unty 5.7% 2.3% 4.6% 42.5% 44.8% 100.0%
where you live
Perry Count 3 4 4 34 15 60
% within County
0, 0, 0, 0, 0, 0,
where you live 5.0% 6.7% 6.7% 56.7% 25.0% 100.0%
Total Count 31 34 55 437 292 849
% within Count
0 unty 3.7% 4.0% 6.5% 51.5% 34.4% 100.0%
where you live
Q14 My service provider explained the advantages of my therapy or treatment
Q14 My service provider explained the advantages of my therapy o
treatment
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 1 8 10 111 45 175
where % within County
. 0, 0, 0, 0, 0, 0,
you live where you live .6% 4.6% 5.7% 63.4% 25.7% 100.0%
Dauphin Count 6 17 20 154 60 257
% within County
0, 0, 0, 0, 0, 0,
where you live 2.3% 6.6% 7.8% 59.9% 23.3% 100.0%
Lancaster Count 11 22 29 144 59 265
% within Count
y ; Y 4.2% 8.3% 10.9% 54.3% 22.3% 100.0%
where you live
Lebanon Count 6 7 7 43 24 87
% within Count
2 unty 6.9% 8.0% 8.0% 49.4% 27.6% 100.0%
where you live
Perry Count 0 3 4 41 11 59
% within Count;
¥ unty .0% 5.1% 6.8% 69.5% 18.6% 100.0%
where you live
Total Count 24 57 70 493 199 843
% within County
0, 0, 0, 0, 0, 0,
where you live 2.8% 6.8% 8.3% 58.5% 23.6% 100.0%
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Q15 My service provider explained the disadvantages of my therapy or treatment

Q15 My service provider explained the disadvantages of my therapy

or treatment
Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County Cumberland Count 1 21 15 97 35 169
where % within Count
ou live > unty 6% 12.4% 8.9% 57.4% 20.7% 100.0%
y where you live
Dauphin Count 9 35 23 132 49 248
% within Count
> y 3.6% 14.1% 9.3% 53.2% 19.8% 100.0%

where you live

Lancaster Count 15 38 46 117 46 262
% within County
where you live

Lebanon Count 6 8 8 39 24 85
% within County
where you live

Perry Count 1 7 6 34 9 57

% within County
where you live

5.7% 14.5% 17.6% 44.7% 17.6% 100.0%

7.1% 9.4% 9.4% 45.9% 28.2% 100.0%

1.8% 12.3% 10.5% 59.6% 15.8% 100.0%

Total Count 32 109 98 419 163 821
% within County

. 3.9% 13.3% 11.9% 51.0% 19.9% 100.0%
where you live

Q16 Overall, | am satisfied with the services

Q16 Overall, | am satisfied with the services

Strongly Neither Agee Strongly
Disagree Disagree Nor Disagree Agree Agree Total
County  Cumberland Count 2 14 16 77 69 178
where % within County
ou live . 1.1% 7.9% 9.0% 43.3% 38.8% 100.0%
Y/ where you live
Dauphin Count 15 17 25 104 97 258
% within County
5.8% 6.6% 9.7% 40.3% 37.6% 100.0%

where you live
Lancaster Count 11 16 29 128 82 266

% within County
where you live

Lebanon Count 5 5 8 43 27 88
% within County
where you live

Perry Count 4 4 3 28 21 60

% within County
where you live

4.1% 6.0% 10.9% 48.1% 30.8% 100.0%

5.7% 5.7% 9.1% 48.9% 30.7% 100.0%

6.7% 6.7% 5.0% 46.7% 35.0% 100.0%

Total Count 37 56 81 380 296 850
% within County

0 9 0 9 0 0
where you live 4.4% 6.6% 9.5% 44.7% 34.8% 100.0%
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Q17 Managing daily problems

Q17 Managing daily problems

About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 15 16 31 71 36 169
Wherg % within County 8.9% 9.5% 18.3% 42.0% 21.3% 100.0%
you live where you live =7 =7 = e 27 =7
Dauphin Count 16 17 50 106 63 252
% within Count
> y 6.3% 6.7% 19.8% 42.1% 25.0% 100.0%

where you live
Lancaster Count 9 9 58 127 58 261
% within County
where you live
Lebanon Count 3 3 25 39 16 86
% within County
where you live
Perry Count 6 5 16 21 10 58
% within County
where you live

3.4% 3.4% 22.2% 48.7% 22.2% 100.0%

3.5% 3.5% 29.1% 45.3% 18.6% 100.0%

10.3% 8.6% 27.6% 36.2% 17.2% 100.0%

Total Count 49 50 180 364 183 826

% within County

. 5.9% 6.1% 21.8% 44.1% 22.2% 100.0%
where you live

Q18 Feeling in control of my life

Q18 Feeling in control of my life

About the
Much Worse | A Little Worse Same A Little Better | Much Better Total

County  Cumberland  Count 7 19 48 61 26 161
where % within Count

ou live . uny 4.3% 11.8% 29.8% 37.9% 16.1% |  100.0%
y where you live

Dauphin Count 18 20 63 98 45 244
% within Count

> y 7.4% 8.2% 25.8% 40.2% 18.4% 100.0%

where you live
Lancaster Count 5 21 70 111 50 257
% within County
where you live
Lebanon Count 2 5 32 31 14 84
% within County
where you live
Perry Count 5 2 20 18 8 53
% within County
where you live

1.9% 8.2% 27.2% 43.2% 19.5% 100.0%

2.4% 6.0% 38.1% 36.9% 16.7% 100.0%

9.4% 3.8% 37.7% 34.0% 15.1% 100.0%

Total Count 37 67 233 319 143 799

% within County

where you live 4.6% 8.4% 29.2% 39.9% 17.9% 100.0%
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Q19 Dealing with personal crisis

Q19 Dealing with personal crisis

About the

Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 11 11 61 49 26 158
where % within County 7.0% 7.0% 38.6% 31.0% 16.5% | 100.0%

you live where you live : : : : : :
Dauphin Count 13 15 80 92 31 231

% within Count

> y 5.6% 6.5% 34.6% 39.8% 13.4% 100.0%

where you live
Lancaster Count 7 7 82 117 33 246
% within County
where you live
Lebanon Count 1 5 34 33 8 81
% within County
where you live
Perry Count 5 4 15 20 5 49
% within County
where you live

2.8% 2.8% 33.3% 47.6% 13.4% 100.0%

1.2% 6.2% 42.0% 40.7% 9.9% 100.0%

10.2% 8.2% 30.6% 40.8% 10.2% 100.0%

Total Count 37 42 272 311 103 765

% within County

. 4.8% 5.5% 35.6% 40.7% 13.5% 100.0%
where you live

Q20 How | feel about myself

Q20 How | feel about myself

About the
Much Worse | A Little Worse Same A Little Better | Much Better Total

County  Cumberland  Count 9 4 63 51 34 161
where % within Count

ou live . uny 5.6% 2.5% 39.1% 31.7% 21.1% |  100.0%
y where you live

Dauphin Count 12 7 86 82 58 245
% within Count

> y 4.9% 2.9% 35.1% 33.5% 23.7% 100.0%

where you live
Lancaster Count 4 8 94 90 54 250
% within County
where you live
Lebanon Count 2 4 31 34 15 86
% within County
where you live
Perry Count 3 4 17 19 11 54
% within County
where you live

1.6% 3.2% 37.6% 36.0% 21.6% 100.0%

2.3% 4.7% 36.0% 39.5% 17.4% 100.0%

5.6% 7.4% 31.5% 35.2% 20.4% 100.0%

Total Count 30 27 291 276 172 796

% within County

where you live 3.8% 3.4% 36.6% 34.7% 21.6% 100.0%
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Q21 Feeling good (hopeful) about the future

Q21 Feeling good (hopeful) about the future

About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 7 7 42 64 34 154
where % within County
you live where you live 4.5% 4.5% 27.3% 41.6% 22.1% 100.0%
Dauphin Count 7 21 64 73 60 225
% within Count
¥ Y 3.1% 9.3% 28.4% 32.4% 26.7% 100.0%

where you live
Lancaster Count 7 10 84 85 49 235
% within County
where you live
Lebanon Count 2 5 30 29 16 82
% within County
where you live
Perry Count 3 1 19 17 8 48

% within County
where you live

3.0% 4.3% 35.7% 36.2% 20.9% 100.0%

2.4% 6.1% 36.6% 35.4% 19.5% 100.0%

6.3% 2.1% 39.6% 35.4% 16.7% 100.0%

Total Count 26 44 239 268 167 744

% within County

9 0 9 0 9 0
where you live 3.5% 5.9% 32.1% 36.0% 22.4% 100.0%

Q22 Enjoying my free time

Q22 Enjoying my free time

About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 7 8 51 58 43 167
where % within County
you live where you live 4.2% 4.8% 30.5% 34.7% 25.7% |  100.0%
Dauphin Count 10 9 81 65 81 246
% within Count
> Y 4.1% 3.7% 32.9% 26.4% 32.9% 100.0%

where you live
Lancaster Count 2 9 86 82 80 259
% within County
where you live
Lebanon Count 1 1 29 32 23 86
% within County
where you live
Perry Count 2 2 17 20 14 55
% within County
where you live

.8% 3.5% 33.2% 31.7% 30.9% 100.0%

1.2% 1.2% 33.7% 37.2% 26.7% 100.0%

3.6% 3.6% 30.9% 36.4% 25.5% 100.0%

Total Count 22 29 264 257 241 813
% within County

where you live 2.7% 3.6% 32.5% 31.6% 29.6% 100.0%
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Q23 Strengthening my social support network

Q23 Strengthening my social support network
About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 9 6 58 61 30 164
where % withi
- o within County 5.5% 3.7% 35.4% 37.2% 18.3% |  100.0%
you live where you live
Dauphin Count 10 16 74 87 60 247
% within County
0, 0, 0, 0, 0, 0,
where you live 4.0% 6.5% 30.0% 35.2% 24.3% 100.0%
Lancaster Count 5 15 89 105 43 257
o i
o within County 1.9% 5.8% 34.6% 40.9% 16.7% |  100.0%
where you live
Lebanon Count 4 7 38 24 13 86
% within County
0, 0, 0, 0, 0, 0,
where you live 4.7% 8.1% 44.2% 27.9% 15.1% 100.0%
Perry Count 2 4 18 23 10 57
% within Count
o within Lounty 3.5% 7.0% 31.6% 40.4% 17.5% |  100.0%
where you live
Total Count 30 48 277 300 156 811
% within County 3.7% 5.9% 34.2% 37.0% 19.2% |  100.0%
where you live 0 o0 e o e 7
Q24 Being involved in the community or in organizations outside of MH or SA activities
Q24 Being involved in the community or in organizations outside of MH
SA activities
About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 7 10 74 37 32 160
where % within Count
you live v:here you live y 4.4% 6.3% 46.3% 23.1% 20.0% 100.0%
Dauphin Count 9 11 98 82 36 236
% within County
. 3.8% 4.7% 41.5% 34.7% 15.3% 100.0%
where you live
Lancaster Count 10 17 105 73 40 245
% within County
0, 0, 0, 0, 0, 0,
where you live 4.1% 6.9% 42.9% 29.8% 16.3% 100.0%
Lebanon Count 2 10 43 18 10 83
% within Count
o within L-ounty 2.4% 12.0% 51.8% 21.7% 12.0% |  100.0%
where you live
Perry Count 4 4 18 18 10 54
% within County
0, 0, 0, 0, 0, 0,
where you live 7.4% 7.4% 33.3% 33.3% 18.5% 100.0%
Total Count 32 52 338 228 128 778
% within Count
o within L-ounty 4.1% 6.7% 43.4% 29.3% 16.5% |  100.0%
where you live
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Q25 Dealing with school or work

Q25 Dealing with school or work
About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 14 12 45 36 41 148
where % within County
you live where you live 9.5% 8.1% 30.4% 24.3% 27.7% 100.0%
Dauphin Count 15 7 50 78 56 206
% within Count
0 . Y 7.3% 3.4% 24.3% 37.9% 27.2% 100.0%
where you live
Lancaster Count 9 12 85 69 59 234
% within County
0, 0, 0, 0, 0, 0,
where you live 3.8% 5.1% 36.3% 29.5% 25.2% 100.0%
Lebanon Count 6 6 28 22 11 73
% within County
0, 0, 0, 0, 0, 0,
where you live 8.2% 8.2% 38.4% 30.1% 15.1% 100.0%
Perry Count 4 3 14 16 13 50
% within County
0, 0, 0, 0, 0, 0,
where you live 8.0% 6.0% 28.0% 32.0% 26.0% 100.0%
Total Count 48 40 222 221 180 711
% within County
0, 0, 0, 0, 0, 0,
where you live 6.8% 5.6% 31.2% 31.1% 25.3% 100.0%
ealing with people in social situations
Q26 Deali ith lei ial si i
Q26 Dealing with people in social situations
About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 10 8 64 53 33 168
where % within County
. 0, 0, 0, 0, 0, 0,
you live where you live 6.0% 4.8% 38.1% 31.5% 19.6% 100.0%
Dauphin Count 13 16 72 99 49 249
% within Count
0 . y 5.2% 6.4% 28.9% 39.8% 19.7% 100.0%
where you live
Lancaster Count 7 17 92 94 49 259
% within County
where you live 2.7% 6.6% 35.5% 36.3% 18.9% 100.0%
Lebanon Count 2 9 37 25 12 85
% within County
0, 0, 0, 0, 0, 0,
where you live 2.4% 10.6% 43.5% 29.4% 14.1% 100.0%
Perry Count 3 8 15 19 11 56
% within Count
0 . y 5.4% 14.3% 26.8% 33.9% 19.6% 100.0%
where you live
Total Count 35 58 280 290 154 817
% within County
where you live 4.3% 7.1% 34.3% 35.5% 18.8% 100.0%
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Q27 Dealing with specific problems or issues that led me to seek services

Q27 Dealing with specific problems or issues that led me to seek service
About the
Much Worse | A Little Worse Same A Little Better | Much Better Total
County  Cumberland  Count 10 9 40 72 34 165
where % within County
you live where you live 6.1% 5.5% 24.2% 43.6% 20.6% 100.0%
Dauphin Count 15 12 56 106 54 243
% within County
0, 0, 0, 0, 0, 0,
where you live 6.2% 4.9% 23.0% 43.6% 22.2% 100.0%
Lancaster Count 12 14 58 111 59 254
% within Count
0 . y 4.7% 5.5% 22.8% 43.7% 23.2% 100.0%
where you live
Lebanon Count 4 6 26 38 12 86
% within County
where you live 4.7% 7.0% 30.2% 44.2% 14.0% 100.0%
Perry Count 2 3 17 24 11 57
% within County
0, 0, 0, 0, 0, 0,
where you live 3.5% 5.3% 29.8% 42.1% 19.3% 100.0%
Total Count 43 44 197 351 170 805
% within Count
0 . y 5.3% 5.5% 24.5% 43.6% 21.1% 100.0%
where you live
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Consumer Comments — CBHNP

The following comments were offered to us by consumers in relation to their interaction with CBHNP.
Comments that relate to specific providers can be found in the individual provider reports that are
issued separately

Q 3. That'sthe only place my insurance covered.
Q 7. CBHNP limited my time there to only thirteen days.
Keystone recommended 4 hours of M T, but CBHNP only approved one.
Q 18. CBHNPdidn't alow enough time.
Q 28a. She needed to be admitted, but CBHNP would not pay for it.

| ended up with the bill from the ER. It showed up as being covered at the time,
but it wasn’t because | quit my job two weeks before.

Q 29. CBHNPtook TSS away and it’s gotten worse.

Q 30. Theinsurance doesn’t let you do things that need to be done. Y ou have to wait.

Q 31. You haveto fight with CBHNP to get the help you need for your child.

Q 32. | remember CBHNP was on the envelope and my husband was not happy about it.
| have in the beginning

Q 33. | have other people helping me with that kind of stuff.
| am looking for a new provider

Q 33a.They would just tell meif it's covered or not

| am not happy with CBHNP. His psychiatrist requested 45 hours of TSS and CBHNP
denied it and sent it to that wrong address so | could not appeal it.

The secretary thinks she can answer everyone’s questions.
They were suppose to call back within 2 days and didn’t.
| always leave a message and they never get back to you.
Q 34. .| filedagrievance
Q 35. | aways go through Heather Cook, my case manager at MH/MR. Sheis

awesome.
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Q 36.

Q 37.

Her case worker would help me

| would call his case worker

| wanted Philhaven.

| really didn’t look around. Philhaven was the only one | knew of.
| didn’t have achoice. | have been with MH/MR for awhile.
They gave me six providers.

| chose Y outh Advocate

| was referred to Edgewater.

| chose them.

| was referred to Gateway

| found the doctor myself.

| found them on my own

The man was not very helpful.

A staff person is never available and they don’t return phone calls.
Nobody was returning my call when | left messages

Never got areturn call

Never spoke to anyone

Very difficult to get a hold of someone

Very courteous

Q 38. Never called them

Q 40. | had aproblem with a person at the insurance company. She basically didn’t

want to hear what | had to say.

Q 44. Theinsurance company makes me feel like we'll never get what she needs.
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ADDITIONAL COMMENTS:

| had to fight with them to get what | wanted.

When | called them, they told me to call agencies and not to bother them.

They put ablack mark on PCS and up for review. The counselor was fired, but no legal action was taken.
| was referred through Dauphin County CMU; | was not made aware of other partial programs.

The length of timein treatment is not long enough.

With psychiatrists, you either go to the one they say, or get put on awaiting list.

| have a caseworker at CBHNP and she is awonderful help.

CBHNP has always paid for whatever he needs; I’ ve never had a problem.

| would like an explanation as to why they won't let you make more than 200 amonth. | would like to work
but I will lose my benefits.

We have a meeting soon for another placement we hope will work.
| have been pleased with my interactions with them. They try to help the family as best they can.
They are always professional and courteous.

The following year has been a nightmare. He was in and out of emergency rooms and they wouldn’t fund
him because he didn’t want to kill anyone or himself.

| had requested a new medical card, and they didn’t send one.

| have no ideawho they are.

| haven't called, my caseworker does.

It can be a problem to get medication when | run out.

They do not return calls.

| do not think they are helpful.

CBHNP always cut in half the amount of hours on the referral services.
They keep denying al the referrals for service for her.

| filed acomplaint with CBHNP against PA Counseling and Psych Services.

| have been very happy with the services.
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They are wonderful.

It's hard to get past the secretary.

| was not satisfied with CBHNP at all.

| feel like we both been let down because they keep refusing services he needs.
CBHNP will not approve the services she needs.

The insurance would not pay for the one med he was on so they had to change it and this other med has made
him very aggressive.

CBHNP continuously denies services we need we have to always fight them for the services.
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CBHNP RESPONSE TO CSS 1°" QUARTER REPORT

December 21, 2007

Scott Suhring, CEO
CABHC

2300 Vartan Way, Suite 206
Harrisburg, PA 17110

RE: CSS 1% Quarter Report 2007-08, 07/01/07-09/30/07
Dear Scott:

This response is based on the CSS, Inc. executive summary listed in the 1st Quarter report. The results of
this survey are used as a very important quality indicator, indicating areas of both strength and weakness.
Information is provided regarding current, planned, or potential initiatives to improve identified need areas.

Response to 1st Quarter 2007-2008 Findings

The overall satisfaction score as identified in the first quarter report is 102.6 (last report it was rated 102.5).
Further supporting this satisfaction level is a satisfaction rate of 76.0% (Mean Satisfaction Level / Highest
Possible Score) and 79% agreement with the statement “| am satisfied with the services...”.

Five areas, however, are referenced as needing improvement. These are listed below followed by current,
planned, or potential initiatives to improve these scores.

1. 24% report they do not have a choice in selecting their service provider. While this has improved from a
previous rate of 32%, it remains identified as an improvement need. Also an improvement from 23.5%
during the last report, 18% state they do not have the option to change their service provider if desired.

CBHNP Response: Choice continues to be addressed through newsletter, website, and Member Handbook
materials. Member Services Staff are monitored to ensure choice is being offered and documented during
telephone contacts. Clinical staff is trained to discuss rights with Members whenever services are discussed.
Also, there is an established credentialing measurement to ensure providers offer choice to Members. The
drop in the dissatisfaction ratings are encouraging, but will continue to be monitored for time enduring
performance improvement.

2. Animproved performance from 54.5% reported during the last analysis, 74% of consumers indicated
they were given information about how to get other services that they needed, leaving 23% dissatisfied in
this area.

CBHNP Response: Previous responses regarding this question outline that information was included
information in the Member Handbook as well as efforts by Children’s Information Specialists during ISPT
meetings. The Parent Training Series continues to be developed. This series of trainings will educate
parents and Members about CBHNP and services that are available. The training series is pending
approval by CABHC and their Clinical Committee. The material will then be submitted to OMHSAS for state
approval. As previously reported, a brochure was distributed to all providers which includes information
about services. The “key resources” insert is developed and is now being distributed. The insert is in both
English and Spanish. A Quality Improvement Quick Tip educating providers about recovery initiatives is
planned for January, 2008 and we continue to educate providers about the reinvestment services we are
offering to enhance the CBHNP array of services.
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3. While 86.4% of consumers surveyed reported that their service provider explained the advantages of
their therapy or treatment, approximately 1 in 4 (27.2%) consumers indicated their service provider did
not explain the disadvantages associated with therapy or treatment.

CBHNP Response: There is a marked improvement (86% vs. 60%) in the number of providers who
explained the advantages of treatment / therapy when compared to the last report. However, there is only a
one percent increase in satisfaction (27%) of consumers regarding providers explaining disadvantages. The
Recovery Subcommittee continues their cooperative efforts to improve provider explanations about services.
As previously reported, credentialing/re-credentialing information was revised to include CSS survey
feedback in this area. Obtaining informed consent is required of all providers. A “Talking to your
Psychiatrist” article was included in the Fall 2005 Member newsletter to educate Members on how to be an
informed recipient of services. In Summer 2006, an article was provided regarding effective advocacy to
augment what was previously distributed. Additional information was provided in a special Spring 2007
edition which focused on recovery. The Fall 2007 newsletter was distributed in October which included
information regarding recovery, following up on earlier newsletters to further these education initiatives.
Also, Special Evaluator training was developed to ensure evaluators discuss risks and benefits of treatment
being recommended. A training was held in May 2007 and a second mandatory training is slated for
February 2008 with all evaluators. A series of three depression education documents continues to be sent to
all Members with a new diagnosis of major depression. The education and awareness focus of this
information is recovery oriented.

4. Approximately 1 in 8 consumers (12.1%) report they are not satisfied with how much time their service
provider spends with them.

CBHNP Response: This performance measure has also improved from the last report period when
responses indicated a 19% dissatisfaction rating. Initiatives that may have impacted this improvement
include the “Talking to your Psychiatrist” article which helps Members to be more engaged and leads to
spending more time with providers. CBHNP also recommended educating providers regarding Member
perceptions about services they receive from CBHNP’s network as an important initiative for the
Subcommittee to consider. Additionally, CBHNP reviewed the psychiatry outpatient fee schedule to
address potential payment disparities when psychiatrists do extended sessions beyond medication
management visits. Effective October 2005, an additional $15 is paid when the extended sessions are
provided, although there is no current analysis to measure the impact this may be having.

This concern has also been discussed at various times during Stakeholder Steering Committee
(SSC) meetings. One recommendation from SSC was for CBHNP to include information (articles)
related to self-advocacy, interacting more effectively with your psychiatrist and questions Members
can ask of providers. These recommendations were implemented via CBHNP’s Member newsletter
that was distributed over the past year. In 2008, the SSC will provide additional recommendations to
CBHNP on possible initiatives to address this issue.

5. Approximately 1 in 16 consumers (6%) reported they do not trust their service providers.

CBHNP Response: Compared to the last report, there is a marked improvement in this measure. A
9% decrease (previously reported at 15%) in dissatisfaction is very positive given the importance of
trust in providers, a concern which was addressed for the first time in the most recent CSS survey
summary response. The SSC plans to include this concern as a targeted initiative for 2008, exploring
the concern and providing recommendations for CBHNP to further address this issue.
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We look forward to continuing coordinating efforts with all stakeholders to improve services.

Sincerely,

y?jgzz,@/ [ Apd—
Laurie Cross
Director of Quality Improvement, CBHNP

cc. CBHNP Executive Management Team
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Provider Responses
The following selected comments that have been issued by the Providers with whom our reporting
gauges. Because of the timing, the comments which follow will apply to previous reports that have
been issued.

We present these comments in recognition of Provider efforts to listen and respond to the issues and
concerns that have been raised by consumers, family members and those individuals in recovery.
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Mailing Address: ’ ? (M
PO Box 8700

Harrisburg, PA 17105-8700

Location:
307 South Front Stregt
Harrisburg, PA 17104-1624

717 221-6200
717 221-6208 Fax 4
PINNACLEHEALTH
Behavioral
Services
1-11-08
Ms Abbie Hitz
Administrative Assistant for Quality Improvement
PO Box 6600

Harrisburg, PA 17112

As a follow-up, the information provided within the CSS Survey resulis was very
beneficial to provide objective information regarding treatment and satisfaction results
regarding patients served. Please note that subsequent to the survey, provider of choice
is being obtained for follow-up mental health services including the completion of the
CBHNP Preferred Provider Form for BHRS and family based services. If you have any
other questions please feel free to contact me directly at (717) 221-6200

Respectfully,

Christopher T."Bortz M Ed
Pinnacle Behavioral Health Services
Program Director Childrens Behavioral Services
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220 East Lehman Street

KEVIN J. SCHRUM
L S EITER ~ Lebanon, PA 17046-3930 ST |
JO ELLEN LITZ Phone: 717-274-3415 |

County Commissioners Fax: 717-274-0317 i
JAMIE A, WOLGEMUTH )
County Administrator

January 18, 2008

Abbie Hitz, QI Department
CBHNP

P.O. Box 6600

Harrisburg, PA 17112

Dear Abbie:

On behalf of the mental health supervisors and the Director of Mental Health Services,
please accept this letter as the Lebanon County MH/MR Program’s response to the
Consumer Satisfaction Survey (CSS) results regarding our Intensive Case Management
services. It is gratifying to learn of the positive feedback, similar to the feedback we
receive when we annually do our internal consumer satisfaction surveys, For the children
and adolescents it is positive to note that targeted case management is provided within the
expectations of the CASSP principles, and also frustrating that we, as with other counties,
are experiencing a lack of available BHRS staff for authorized services.

Of special note is that members and families feel they can much better manage daily
problems, can better deal with personal crises, and feel more in control of life since [CM
services have been initiated. They reported feeling hopeful, with an improved quality of
life and few problems getting the help they need. Further, they realized they are inchided
in making treatment decisions, a vital part of recovery/resiliency.

Lebanon County MH/MR currently serves 128 Intensive Case Management members, 83
in the adult unit (where two intensive case managers have just begun last week) and 45 in
the children/adolescent unit. We will endeavor to continue in the positive path we are on
in the service and to intensify our current quality assurance program internally.

Thank you.

Sincerely,

Lbrses Bl

Mental Health Case Management Director
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Chester County Intermediate Unit

Home and Community Services

February 5, 2008

CBHNP

Atten: Abbie Hitz, QI Dept.
P.O. Box 6600

Harrisburg, PA 17112

Dear Ms. Hitz:

Upon review of the results from the Consumer/Family Satisfaction Team (C/FST) survey, CBHNP identified one
area of concern:

* " 3 respondents indicated that information about their mental health/substance abuse information was
shared without their permission” {(guesticn #8 of the survey) and further noted in the comments section
“They seem to all know him at inner agency meetings and all talk about him”.

From the time a family enters our services, they are informed, and given a handout, that Home & Community
Services {(H&CS) follows the CASSP principals. Therefore, they are aware that services are planned in
collaboration with all the child-serving systems involved in their child’s life and representatives of these systems
will collaborate to develop and implement treatment goals, support the child/family, locate necessary resources,
as weli as evaluate progress. It would seem reasonable that “they seem to know him at inner agency meetings
and talk about him". The primary function of an Interagency Service Planning Team (ISPT) meeting is to
promote and support interagency collaboration regarding the children we serve. [t is expected that the [SPT sign
in sheet be filled out and completed at every ISPT, which includes other agency/program personnel. Signing
the forms guarantees the child’s right to privacy and confidentially, and binds all team members to the
confidentiality guidelines set by the state statute and regulation.

In conjunction, confidentiality and limitations are thoroughly and clearly discussed with the parent/guardian, and
they must acknowledge receipt of same by signing off on the Health insurance Portability and Accessibility Act
of 1896 (HIPAA) form, which is retained in the child’s chart. Furthermore, every employee is given a Home &
Community Services policies and procedures manual in which professional behaviors and the Rights to privacy
and confidentiality are clearly defined, as follows:

* "All Home & Community Services' staff are bound by the laws of Health Insurance Pertability and
Accassibility Act of 1896 (HIPAA), the Commonwealth of Pennsylvania, the Pennsylvania Department of
Public Welfare Regulation and the Chester County Intermediate Unit policy on confidentiality. Persons
seeking or receiving services from any of the Chester County Intermediate Unit #24, Home and
Community Services' Programs are entitled to do so with the expectation that information about them
will be treated with respect and confidentiality. Limitations of confidentiality would include any
information relative fo the mandatory reporting of suspected child abuse or reports of intentions fo harm
self or others”. . S

Home & Community Services « 1110 Enterprise Road, Suite A, East Petersburg, PA 17520
Phone: (717) 606-1392 - TDD: (484) 237-5528 - FAX:(717) 606-1438
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Consumer Satisfaction Services
4775 Linglestown Road
Harrisburg, PA 17112

(717) 651-1070
WWW.CSS-pa.org

Thank you for your participation in our survey. Y our voice can make a difference! Consumer Satisfaction Services, Inc. (CSS) gauges and reports on the impact of behavioral health
(mental health and/or substance abuse) which you received under HealthChoices and your healthcare provider during the contract year of 2007-2008.

The information we gather is used to evaluate the delivery of these services. Your participation isvoluntary; any information you chooseto shareiskept strictly confidential.

You havethe option of refusing to answer any question aswell as ending the survey at any point. Your choosing or declining to participate will not affect any servicesyou
arereceiving now or may need in the future.

Do not writeyour name or any personal information which could identify you anywhere on this survey form. All information which you choose
to provideiskept strictly confidential.

Please read each of the following statements below and respond by using a scale of 1 —6 asfollows:
1=Strongly Disagree 2=Disagree 3= Neither 4=Agree 5= Strongly Agree 6 = DoesNot Apply
Please indicate your response by placing a check mark or an x in the box which best identifies how you feel for that question.
We also invite you to comment on or explain any of your answersin the space that has been provided.

Note: Theterm “Service Provider” meansthe person you seefor treatment, such asyour psychiatrist, psychologist, social worker or case manager.



. SERVICES

Thefollowing questions are intended to evaluate your overall satisfaction with the level of treatment and/or servicesyou havereceived.
Remember to answer each question using the scale below. We also urge you to add any additional comments or concernsfor each question
asked.

1=_Strongly Disagree 2=Disagree 3= Nether 4=Agree 5= Strongly Agree 6 =DoesNot Apply

1 2 3 4 5 6

1 I know whom to call if | have questions about my mental health or substance abuse services.
Comments:

2 | was given information on how to get other servicesthat | needed (example:
transportation, child care, employment training).
Comments:

3 | had a choice when selecting my service provider.
Comments:

4 | have the option to change my service provider should | choose to.
Comments:

5 | was informed about my rights and responsibilities regarding the treatment | have received.
Comments:

6 | feel comfortable in asking questions regarding my treatment.
Comments:

7 My service provider spends enough time with me.
Comments:

8 My provider does not share my personal mental health and/or substance abuse information with
others without my permission.
Comments:
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9 Program staff respects the role of my ethnic, cultural and religious background in my
recovery/treatment.
Comments:

10 | I trust my service provider.
Comments:

11 | My service provider offered me the opportunity to involve my family, significant others or friends
into my treatment process.
Comments:

12 | I amincluded in all meetings regarding my treatment plan and goals for recovery.
Comments:

13 | | aman equa partner in the treatment process.
Comments:

14 | My service provider explained the advantages of my therapy or treatment.
Comments:

15 | My service provider explained the disadvantages of my therapy or treatment.
Comments:

16 | Overall, | am satisfied with the services | am receiving.

Comments:
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[1. Outcomes

Asaresult of your serviceswith thisprovider, pleaserate changes madein the following areas by the response that comes closest to your
experience.

1=Much Worse 2=A LittleWorse 3 =About the Same 4 = A Little Better 5= Much Better 6 =DoesNot Apply

1

2

3

4

5

6

17

Managing daily problems.
Comments:

18

Feeling in control of my life.
Comments:

19

Dealing with personal crisis (example: serious health problems, death or illness
of aloved one or friend, job loss, accident, etc.)
Comments:

20

How | feel about myself.
Comments:

21

Feeling good (hopeful) about the future.
Comments:

22

Enjoying my freetime.
Comments:

23

Strengthening my social support network.
Comments:

24

Being involved in the community or in organizations outside of mental health or
substance abuse activities. (example: Boy/Girl Scouts, Sports, Church Activities, Movies)
Comments:

25

Dealing with school or work.
Comments:

26

Dealing with peoplein socia situations.
Comments:

27

Dealing with specific problems or issues that led me to seek services.
Comments:

Page | 67



For thefollowing questions please check the box that comes closest to your experience using one of the following choices:

Yes No

28 | Did you need emergency mental health or substance abuse service during the past year? If NO go to Question
29

1=Not at All 2=Somewhat 3=Nether 4=Satisfied 5= Very Satisfied 6= DoesNot Apply

1 2 3 4 5 6

28a | If yes, how satisfied are you with the help you received?
Comments:

28h If you received emer gency services, who was your initial contact to get these emergency services?
(example: CrisisIntervention, 911, ER, Case Management, €etc...)

The Department of Public Welfare/ Office of Mental Health and Substance Abuse Services have asked usto obtain your responsesto the
following three questions.

1=Much Worse 2=A LittleWorse 3 =About the Same 4 = A Little Better 5= Much Better 6 = Does Not Apply

1 2 3 4 5 6
29 | What effect has the treatment you received had on the quality of your life?
Comments:
30 | Were you given the chance to make treatment decisions? [ 1TYes [ ] Sometimes
Comments:
[ ] No
31 | Inthelast 12 months did you have problems getting the helpyouneeded? | [ ] Yes [ ] Sometimes
Comments:
[ 1 No
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Thefollowing questions are intended to evaluate your overall satisfaction with your managed car e organization (M CO) Community Behavioral
Healthcare Networ k of Pennsylvania (CBHNP).

| have received a copy of the Member Handbook from CBHNP.

% "

Additional CBHNP Comments:
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Thefollowing questions ar e designed to allow you to make any final comments or raise any concernsthat may
have been overlooked in our questions.

39.

40.

41.

42.

43.

45.

What about the services made you feel respected?

What about the services made you feel disrespected?

How did the provided services empower you to make choices?

How did the provided services not empower you to make choices?

How did the provided services create hope for you?

How did the provided services not create hope for you?

Are there any services you need but are not getting?

Have you been previoudy interviewed on your satisfaction level with services during thelast year?

Yes No
Not Sure
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1) Gender:

5) Type of services.

Female Mental Hedlth
Mae African American Drug / Alcohoal
Asian / Pacific Islander Both Mental Health and
Hispanic / Latino Drug/Alcohol
Native American / American Indian Other
—_— White/ Caucasian
Multi-racia
3) County whereyou Other:
live:
Comments on Demogr aphics: 6) Special Needs:

Visual Impairment

Hearing Impairment

Physical Impairment (Example: needs wheel chair or other help with
movement)

Difficulty understanding or speaking English

Who was interviewed?

Sef (Consumer)  Parent/Guardian

Other:

None
Location of interview: Home Other:
Istheinterview for an: Child?

Method of interview:

Phone
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