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Women’s and Children’s Health Network
Division of Child and Adolescent Mental Health (CAMHS) 

CONSUMER SATISFACTION SURVEY

September 2011
Endorsed at CQSR – 17th October 2011
Showcasing Carer Responses:
“I have been extremely grateful for the support and guidance. We have received a huge amount of scheduled and non-scheduled support. Couldn't ask for more.”
“Great staff, great clinician, my child and I would be lost without this service. The team does a great job. Always polite, helpful, knowledgeable and friendly”.

“Service was fantastic, staff friendly and supportive, always made time to see us and deal with any problems”.

“Very happy with the professional and friendly, caring support we have had in the last two years. A BIG THANK YOU to all involved”.

Showcasing Consumer Responses:

“Saved my life”.

“Thank you for understanding my feelings”
Report written by: 

Sandy Terry

Senior Clinical Support Consultant
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SUMMARY  
For the month of August 2011, the Division of CAMHS conducted its ninth annual consumer and carer satisfaction survey. In 2010 CAMHS undertook the survey as part of the PPH Directorate wide approach. However in 2011, PPH decided to investigate other methods for obtaining consumer/carer feedback and not undertake the survey. CAMHS continued with the annual survey because of the many years of trending data and the usefulness of this data for a number of purposes including evidence for accreditation and the ability for individual teams to receive positive feedback for the work they are doing and to undertake plans for improvement in any areas where suggestions have been identified.
For the first time, electronic completion of the survey was offered for consumers and carers with a Survey Monkey link being placed on the WCH Internet site under CAMHS. Small business cards were provided to consumers and carers at their consultation to enable them to complete the survey online at their convenience. A total number of 4 surveys were completed online, which although in a total of 329 is not significant, it was rewarding in the fact that it was a new venture and had been used. This option will continue again next year in the hope that more people may take up the opportunity of doing the survey on line. The link where the survey was placed is http://www.wch.sa.gov.au/services/az/divisions/mentalhealth/index.html
Another first for this year was the breakdown of Country teams. Previously all surveys were added together giving an overall Country result. However, this year, it was possible for consumers and carers to identify which Country service they used and these results were then entered as individual teams. For the purposes of this report however, all Country teams have been combined. Individual results can be seen in the excel spreadsheet attached.

An interesting outcome was in relation to waiting times for service. There was an increase this year with consumers saying the waiting time was 83% satisfactory to them and the carers saying 81% satisfactory for them. For figures on previous years see the section Service Delivery on page 6.
Full copies of the report and results, including individual team results, can be found on the CAMHS Intranet under Quality/Audits/Consumer Satisfaction Survey or click on this link. 
http://intranet.wch-camhs.sa.gov.au/quality/equip_review/ConsumerSatisfactionSurvey.html  

Divisionally, a total of three hundred and twenty nine (329) were received in 2011.

· 2011 = 329 surveys (196 carers and 133 consumers).

· 2010 = 403 surveys (248 carers and 155 consumers).
· 2009 = 279 surveys (167 carers and 111 consumers). 

· 2008 = 397 surveys (204 carers and 193 consumers). 
· 2007 = 349 surveys (142 carers and 207 consumers).

· 2006 = 407 surveys (220 carers and 187 consumers). 
OVERVIEW OF RESULTS:
The results below have been summarised from each of the three sections in the questionnaire. They provide an overall rating of each of the sections. For detailed scores from each of the individual questions, see the results in Table 2.
	
	
	2011
	2010
	2009

	Overall rating of service – scored from 1 (poor) to 5 (excellent) These %’s show the responses from 4 & 5 added together = the overall satisfaction with the service.
	Carers
	95%
	89%
	93%

	
	Consumers
	90%
	94%
	84%

	Understanding their rights – how well did they understand their rights in the service.
	Carers
	Yes = 84%

Maybe = 6%

No = 10%
	Yes = 82%

Maybe = 8%

No = 10%
	Yes = 92%

Maybe = 5%

No = 3%

	
	Consumers
	Yes = 66%

Maybe = 27%

No = 7%
	Yes = 63%

Maybe = 28%

No = 9%
	Yes = 69%

Maybe = 27%

No = 5%

	Service Delivery – scored by adding the strongly agree + agree to get the %. The rating demonstrates their satisfaction with service delivery. 
	Carers
	93%
	91%
	93%

	
	Consumers
	86%
	83%
	85%


These results are very rewarding and show a consistency in response over the years to how consumers and carers see our service. 
RECOMMENDATIONS
It is recommended that:

· Managers make a copy of the Divisional Report and Results available to their team and undertake discussions about their team individual results ensuring that staff are congratulated for the work they provide to consumers and carers. 

· Teams, through their Managers, analyse their results and develop an action plan (Appendix D) on how to address any relevant issues. This is to be completed by 12th October for tabling at CQSR via the Snr Clinical Support Consultant (Sandy Terry).
· Extension of involvement from consumers and carers in providing feedback is continued as agreed with the Executive Director, PPH. For CAMHS this will include:
· The option of undertaking the survey online to be continued for 2012 to assess the usefulness of having the process done in a different way, and
· Key sites (CAMHS teams) will facilitate listening posts with past consumers “YouTHinkers” to aid in the development of the team action plan. 
· The results of the survey are displayed prominently in team waiting areas for feedback to consumers and carers. 
· Managers ensure that copies of care plans are provided to consumers and/or carers in all instances. Poor results were demonstrated in both the 2011 casenote audit and consumer satisfaction survey. Clinicians are required to provide a copy of the care plan or make a note in the case notes as to why one wasn’t provided. Keeping Well Plans are also available for use on the CAMHS intranet under http://intranet.wch-camhs.sa.gov.au/clinical/clinical_issues/risk_assessment/index.html
METHODOLOGY
Teams offered surveys to parents/carers and consumers/clients within each team for completion. This occurred during the month of August 2011. 

As mentioned in the summary, for the first time, electronic completion of the survey was offered for consumers and carers with a Survey Monkey link being placed on the WCH Internet site under CAMHS. Small business cards were provided to consumers and carers at their consultation to enable them to complete the survey online at their convenience. A total number of 4 surveys were completed online, which although in a total of 329 is not significant, it was rewarding in the fact that it was a new venture and had been used. This option will continue again next year in the hope that more people may take up the opportunity of doing the survey on line.

A locked box was provided in the reception area of each team for collection of surveys. These were then returned to the CAMHS Executive Office for collation.

See Appendix B “Staff Information Sheet” for a more detailed discussion of the procedure followed by the teams.

Respondents were asked to rate each question according to the criteria on the survey form. See Appendix C for a copy of the parent/carer and consumer/client questionnaire. 

The results and information were collated and the report written. The final report was then submitted to the Clinical Quality, Safety and Risk Committee (CQSR) for endorsement.

AREAS TO BE ADDRESSED:

Each team will need to go through their own results and address any areas that our under the 80% target and where there has been a significant number of poor responses. It will be easier for teams to assess areas that are not being met satisfactorily when they view their individual results. This is not easily transparent when reading the overall divisional reports. 
The areas addressed below are based on the divisional results and highlight areas where results have not reached the target of 80% or show significant poor responses.
Understanding their Rights:
The areas below were under the 80% target in this area divisionally. Teams will need to check their individual team results.
· How to make a suggestion, complaint or compliment: 
Consumers  
no = 8% (n=10), 
maybe 41% (n=52) 
yes = 51% (n=64)

· The right to change my mind:

Consumers  
no = 3% (n=4), 
maybe 23% (n=27) 
yes = 74% (n=89)

· The right to seek other opinions or information:


Consumers  
no = 2% (n=2), 
maybe 20% (n=24) 
yes = 79% (n=96)

· The right to an interpreter or support person:
Consumers  
no = 4% (n=5), 
maybe 23% (n=28) 
yes = 73% (n=87)

· Consent to share information:


Consumers  
no = 5% (n=7), 
maybe 23% (n=31) 
yes = 71% (n=94)


Correlation between the Casenote Audit and the Satisfaction Survey re Consent Process:
· The 2011 CAMHS Casenote Audit showed divisionally a result of 83% (84% in 2010) for consent compliance. 
· The 2011 Consumer Satisfaction Survey showed that 88% (n=164/186) of carers stated that they understood the consent process (92% in 2010) and 8% (n=14/186) saying “maybe”

· In 2011, only 71% (n=94/132) of consumers said they understood the consent process with 23% (n=31/132) saying they “maybe” knew about it or perhaps their parents did (72% in 2010 yes and 20% in 2010 maybe). 

Looking at the direct “no” responses for both in 2011:

· Carers = No x 4% (n=8)

· Consumers = No x 5% (n=7)



It is difficult to assess if there are any issues in relation to consumers in particular as the services offered by CAMHS are for children and young people aged between 0-18 years. Quite often the child or young person may not be involved in the consent process as this is done by their parents. So the results are somewhat subjective when undertaking the survey. However, they do appear to be consistent over the years and match reasonably well with the findings in the casenotes. So it can be assumed that the consent process is being undertaken across CAMHS in a reasonable manner.

· Copy of Care Plan/Keeping Well Card Received:

Carers
no = 44% (n=78), 
maybe 10% (n=17)  
yes = 46% (n=81)

Consumers
no = 23% (n=26)
maybe 29% (n=33)
yes = 49% (n=56)


Correlation between the Casenote Audit and the Satisfaction Survey re Consent Process:

Electronic care plans were introduced in March 2010 with a provision for a consumer copy of the care plan implemented. However, this initiative has been slow to implement for a number of reasons. Clinicians report a reluctance to provide a care plan in some instances because of the content. However, Managers are working with clinicians in ensuring that a copy of the care plan or keeping well card is provided with appropriate information.

· The 2011 Casenote Audit showed that 94% of files had a documented care plan in place which was developed with the consumer and carer and other relevant agencies. However only 49% of casenotes demonstrated that a copy of the care plan was provided to the consumer or carer. 

This is an area where significant improvements will be required over the next 12 months from all teams.
Service Delivery:

Highlighted below are areas where divisional results were below the target of 80%. Teams will need to check their individual team results.
· Information about what to do next:

Consumers -
Strongly Agree/Agree
76% (n=100/132)

2010 – 77% (n=116/152)

Consumers -     Unsure


20% (n=26/132)


2010 – 20% (n=30/152)
· Handy Hints at Intake Were Helpful



Consumers - Strongly Agree/Agree 
78% (n=101/130)
2010 – 72% (n=109/152)


Consumers – Unsure
20% (n=26/130)
2010 – 24% (n= 37/152)
· Waiting Period (note – this is not under the 80% target but an interesting fact).

Carers - Strongly Agree/Agree 

81% (n=153/190)  
     
2010 – 78% (n=193/248)











2009 – 87% n=134/154

Consumers - Strongly Agree/Agree
83% (n=104/125)          

2010 – 71% (n=110/153)











2009 – 83% (n=77/91)

NB – There was some rephrasing of the question in previous surveys. The question in 2010 asked specifically if “The waiting period from referral to time of first services was satisfactory to me” whereas in 2009 the question was “Was the waiting period was satisfactory to me.” 

SUMMARY OF OPEN ENDED RESPONSES:
A Divisional summary of the comments and feedback from consumers and carers can be found in Table 4. 
Overview of Commendations and Compliments

Here is a highlight of what was said generally about staff and the service.
	The following words were consistently used to describe CAMHS staff:

	· Polite, 

· Considerate, 

· Friendly, 

· Helpful, 

· Easy to talk to, 

· Wonderful, 

· Knowledgeable, 

· Trustworthy, 

· Professional, 

· Terrific 

· Awesome

· Kind

· Lovely


	The following statements summaries the general positive feedback about the service.


	· Relaxed and comfortable

· Pleasant waiting rooms

· Everything is great

· Everything is excellent

· I would be lost without this service.

· Saved my life

· Fantastic place

· Lovely and friendly service

· Complete satisfaction and trust

· I don’t know how we could have coped 

· Thanks for understanding my feelings

· The service is comfortable and relaxing

· So glad to be here.




Overview of Recommendations/Complaints:
· Staff having private conversations within hearing of consumers and carers.

· Car parking at the WCH

· Waiting times

· Poor food at Helen Mayo House

· More activities in waiting rooms for various age groups

· Coffee machines requested

· More cars for country teams

· Upgrade of facilities for Boylan Ward

· Country not having to share services

As commented on in previous audits, there is a trend from carers and consumers about improving their non-clinical services. These suggestions include providing food, drinks, improved décor and up to date magazines. Although these suggestions are appreciated, they are not always within the ability of CAMHS to provide due to budgetary constraints. Where possible, these suggestions are discussed at a team level and changes implemented if possible and within budget.  
Number of Responses versus Number of Clients Who Attended During August:

There were 1,277 unique clients who attended a CAMHS clinic during August. Therefore if you take the response rate for 2011 of clients (n=1196) this represents 15.4% of clients responded to the survey who would have been offered the survey during August 2010. 

If you take the total number of responses for this period of time from both carers and consumers (n=329) it represents 27.8% however there is no way of differentiating if the carers only responded on their behalf or on theirs and their child/s behalf.

It can therefore be assumed that of the 1,277 clients who attended for a service in August 2010:

· 15.4% of clients completed the survey, and

· 10.4% of carers completed the survey.

It should also be remembered that the service is offered to clients with the age group of 0-18 years, so not all clients would be able to complete the survey and their carers may have done this on their behalf. 

RESULTS

	Table 1  
	Rates of Return of Questionnaires from 2003 to 2011

	Table 2
	Provides a summary of responses by question for each team and with a Divisional result.

	Table 3
	Provides a summary of overall Divisional results from previous years for comparative trending. It has not been possible to trend accurately because of the significant difference in surveys from previous years. However, the overall results show that the service continues to deliver a high standard of care in all areas.

	Table 4
	Provides a summary of responses to open ended questions by team and whether the response was from a carer or consumer.


A summary of individual team results can be found on the CAMHS intranet under Quality, Audits, Consumer Satisfaction Survey or click on this link. 
http://intranet.wch-camhs.sa.gov.au/quality/equip_review/ConsumerSatisfactionSurvey.html 
Table 1 - Rates of Return between 2003 and 2011 from consumers and carers by team. 

	Carer Responses

	Team
	2003
	2004
	2005
	2006
	2007
	2008
	2009
	2010
	2011

	ASEC
	16
	16
	0
	1
	8
	3
	7
	18
	11

	BIS
	1
	1
	3
	2
	5
	3
	4
	3
	1

	Eastern
	33
	6
	55
	50
	0**
	43
	28
	52
	65

	Northern
	45
	8
	55
	54
	32
	40
	43
	46
	26

	Western
	73
	45
	73
	79
	39
	53
	51
	70
	40

	Country
	80
	57
	19
	28
	47
	46
	12
	40
	34

	HMH 
	0
	0
	0
	0
	0
	0
	1
	3
	2

	DPM
	0
	12
	17
	6
	3
	7
	0
	7
	13

	Boylan
	6
	0
	3
	0
	8
	9
	9
	6
	4

	ASAPP
	0
	0
	0
	0
	0
	0
	12
	3
	0

	TOTALS
	270
	160
	239
	220
	142
	204
	167
	248
	196


Consumer/Client Responses
	Consumer/Client Responses

	Team
	2003
	2004
	2005
	2006
	2007
	2008
	2009
	2010
	2011

	ASEC
	10
	8
	9
	15
	14
	7
	13
	21
	18

	BIS
	1
	2
	3
	5
	0
	2
	4
	4
	4

	Eastern
	16
	7
	18
	58
	82**
	80
	9
	17
	29

	Northern
	7
	1
	8
	19
	22
	21
	17
	14
	7

	Western
	18
	10
	9
	58
	21
	30
	25
	33
	20

	Country
	14
	12
	7
	15
	56
	34
	14
	27
	24

	HMH 
	14
	15
	14
	10
	6
	9
	9
	16
	8

	DPM
	-
	2
	0
	2
	0
	3
	0
	3
	7

	Boylan
	1
	0
	5
	5
	6
	7
	14
	16
	7

	ASAPP
	0
	0
	0
	0
	0
	0
	6
	4
	6

	TOTALS
	68
	42
	59
	187
	207
	193
	111
	155
	133


**it is unknown what the actual numbers were as there was an error in recording.
Table 2 - Summary of Divisional Results and Percentages – August 2011
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CAMHS - DIVISIONAL SUMMARY RESULTS OF CONSUMER SATISFACTION SURVEY - August/September 2011                                                                             

Consumers = 133 and Carers = 196  = 329 total for 2011
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How would you rate our service
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I have a right to an interpreter/translator or support person.

When I gave consent to share information, I understood where my information was going (eg agencies, schools etc)

TOTAL OF ALL TEAMS & 
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Parent/carer Response

Consumer Responses

Did you get a copy of what you have been talking about with your clinician (eg Keeping Well Card, Care Plan etc)?

Not Assessed in 2009
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The goals that I came to CAMHS with are being worked on.

I was made aware of the option for a translator or support person to speak for me.

Trended Data From Previous Years - Direct comparisons are not possible due to the difference in 

questionnaires.

(Not assessessed)

(Not assessessed)

Staff spoke to me in a way that I understood.

I understand how to make a complaint, suggestion or compliment

The worker clearly explained when I was asked to give consent/permission to share information with others eg agencies/schools etc.

CAMHS staff valued my input regarding treatment and the goals of treatment.

I have liked the service that I have received at CAMHS.

The location of CAMHS services was easy to find (ie closeness, parking, public transport, signs you can read).

The services provided were at suitable times for me.

The staff at CAMHS treated me with respect (ie treated nicely, listend to my point of view, helpful, understanding).


Table 4 - Summary of Divisional Feedback Responses – Commendations

[image: image9.emf]Waiting rooms pleasant, staff wonderful and extremely supportive and encouraging. The help given is above 

and beyond what is necessary showing true support and care.

carer North

I have been extremely grateful for the support and guidance. We have received a huge amount of 

scheduled and non-scheduled support. Couldn't ask for more.

carer West

Relaxed and colourful. Good room for the little children some people have to being along. carer North

I am very happy with the lady that cares for my son under these facilities, her name is Anna. Keep 

up the great work

carer West

Don't need to wait long before they come out to see you at the time arranged to the appointment time.  carer North Great service - lovely and friendly service. Thanks heaps carer West

Since coming to CAMHS, the counsellors have helped the family come to terms with out communication 

problems.

carer East

I have complete satisfaction and trust within what has been explained and recommended for the 

health and wellbeing of my child.

carer West

Spongebob DVDs carer East Keep up the good work. I don't know how we could have coped with the situation. carer West

No Everything is great! carer East

I have only attended few sessions, however, I have found the service to be extremely helpful and 

my worker has been extremely kind and attended to my needs.

client West

More pencils or crayons in the waiting room - its my daughter's favourite activity. More children's books in the 

waiting area. The clinician's are excellent, very happy with service.

carer East

We were happy to send her to BIS. Wish she could go longer, as we are not sure where she is 

going from there. Has become more positive towards us but not at school. She's still 

apprehensive about writing and numbers.

carer BIS

It is early stages yet - this is only our 3rd visit. carer East Everything is good carer ASEC

Maritza is excellent carer East Have only attended twice so far but very happy with the services and also skills of Harrald. carer ASEC

Thanks for everyone. carer East

Very happy with the professional and friendly, caring support we have had in the last two years. A 

BIG THANK YOU to all involved.

carer ASEC

Polite, considerate, excellent staff at CAMHS carer East

Service was fantastic, staff friendly and supportive, always made time to see us and deal with any 

problems.

carer ASEC

Everything is excellent. Thank you carer East

Nothing really, the service is comfortable and relaxing and I look forward to coming each and 

every time - perhaps if I was super picky some Rolling Stones mags would be nice.

client ASEC

Staff are friendly, helpful and easy to talk to. carer East I thank ASEC for helping me client ASEC

You are doing A GREAT JOB!!! carer East

CAMHS has supported my family and I have received practical advice and referrals to other 

services.

carer Pt Pirie

Great staff, great clinician, my child and I would be lost without this service. The team does a great job. 

Always polite, helpful, knowledgeable and friendly.

carer East It was good to talk about how they have been and how we are feeling. carer Pt Pirie

Keep up the great work. Thank you for ongoing support. carer East

I  feel very comfortable with Katrina and she knows how to talk and explain things to me clearly so 

I understand. Please put a coffee machine in the waiting area.

carer Pt Pirie

We very much appreciate Angela's knowledge and assistance. carer East Elizabeth Young - I recommend her strongly carer Lower Nth

Such friendly people client East So glad to be here. Just been such a long wait. Excellent service. carer Lower Nth

Angela is the best client East It’s a friendly place to be carer Pt Lincoln

Saved my life. client East Thank you for understanding my feelings. client Pt Lincoln

The massage chair in the lounge, more activity, more groups. Sarah was AMAZING, she listened and 

understood. Marie - AWESOME. Marianne - all of the above. Matt was a nice looker LOL? Food was another 

story.

client HMH

Staff have been extremely helpful with every aspect of the time I have been to visit. Only problem 

has been that money was stolen and precious memories taken from a purse locked up.

carer Boylan

I think the staff are awesome. Kind, patient and helpful. Big hugs - Amanda client HMH Am happy with the service. Thank you carer DPM

Fantastic place, my friend needed this help. I suggested it was as I was not coping myself when I had my last 

child and I'm so glad I could help her out and suggested this place. Thank you all so much.

carer HMH
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[image: image10.emf]Rarely have been kept waiting for any length of time. Sometimes I would have liked to house other treatment 

options as a choice of selection.

carer West

The massage chair in the lounge, more activity, more groups. Sarah was AMAZING, she listened 

and understood. Marie - AWESOME. Marianne - all of the above. Matt was a nice looker LOL? 

Food was another story.

client HMH

When you have a troubled teen and waiting time referral is too long. carer West

Food was poor, nothing was explained or inducted when I arrived. What is advertised on website 

and brochures is different form what happens here. 

client HMH

Someone in one discussion with the parent/caregiver. So the guardians know how they can help. carer West

Advising patients on admission that HMH is not a daily structure ie that there is not daily sessions 

etc. Also probably best not to admit patients on Fridays.

client HMH

Would be great to have some sort of service for parents in conjunction (ie separate appointments with same 

counsellor) with the child so the parent has counselling to help deal with the child and/or issues. Just for more 

skills and advice for the parent.

carer West

Staff have been extremely helpful with every aspect of the time I have been to visit. Only 

problem has been that money was stolen and precious memories taken from a purse 

locked up.

carer

Boylan

That I should get the keeping well card, care plan etc. I am happy with the lady that cares for my brother in 

these facilities, her name is Anna. Keep up the good work.

carer West

Vast majority of staff were terrific. I felt uncomfortable with one person. Facilities could 

do with an update but I understand the funding issues involved. Mental Health needs 

more funding.

carer

Boylan

A drink would be nice carer West

There needs to be more things children, teens can do with their parents while waiting there's no 

togetherness it just seems like its for parents and toddlers.

carer North

More staff and coffee machine. carer West

Received form before first meeting hence unable to feedback on all. They system as a 

whole isn't able to respond.

carer

East

Although no help at first they have started to listen but only after another agency became involved. carer West

Child needing positive attitude towards everyone in life.

carer

East

I have had a few issues with CAMHS but I have had no trouble. carer West

You have a 12 and over, what about 10 year old's they are too big for little kids gated 

area.

carer

East

They need more stuff to do so people don't get bored.

client

West

Waiting area a little small. Not enough toys in play room.

carer

East

Nil - wheely chairs are a distraction

carer

Yorke

More pencils or crayons in the waiting room - its my daughter's favourite activity. More 

children's books in the waiting area. The clinician's are excellent, very happy with 

service.

carer

East

It is a bit hard as a worker in the health sector to meet and remain private - after I had the meeting 

several staff approached and wanted to know what the meeting was about. Possibly suggest pre-

meet Qs to ascertain best location or history so can remain a private meeting. 

carer

Yorke

Reception staff not always on the ball. Fail to pass on messages and don't always alert 

the person we are here to see that we are here, causing us to wait longer.

carer

East

CAMHS in Whyalla really needs to have their own building instead of sharing with the hospital. 

Reason being: waiting area in not that good, no confidentiality, staff needed to compete to get 

rooms to talk in, transport can be an issue - most clients are on opposite side of town. 

carer

Whyalla

I have been in the waiting room for a prolonged period (appropriately) and a staff 

member (named) talked to other staff about private life - anything from retirement plans 

to recent episode of thrush!! Other staff didn't engage in conversation. I felt 

uncomfortable with the level of information discussed. All other staff are friendly and 

appropriate. 

carer

East

My counsellor is based in Eowell at the school. It would be a bit better is she could come more often 

(fortnightly)

client

Pt 

Lincoln

Referral times and waiting from 1st assessment to being seen need to be shorter - a 6 

month wait is not helpful when you are dealing with stressful life situations and kids with 

their own issues. When help is need NOW! Please look at the Aboriginal service 

provided at Marion for an example of speed of service.

carer

East

Need extra car x 2 client

Pt 

Lincoln

I think that the desk should be facing the door so the worker does not have their back to 

the door, potentially leading to dangerous situations.

carer

East

Waiting areas need a teen spot cos it was boring waiting client

Pt 

Lincoln

Get a set top box for teens client East

Toys in waiting area

carer

Pt 

Lincoln

More services around South Australia client

ASAPP

I  feel very comfortable with Katrina and she knows how to talk and explain things to me clearly so I 

understand. Please put a coffee machine in the waiting area.

carer

Pt Pirie

Appopintments are too far apart. They should be more regular.

carer

DPM

When I really needed an appointment, it took a long time and this made it harder to deal with the 

children andhelp them get the help they needed

carer

Lower 

Nth

More car parking would be great.

carer

DPM

Lesser waiting time from referral to first appointment after IC.

carer

Lower 

Nth

More information regarding EDU treatment processes after hospital discharge would have been helpful.

carer

DPM

No. I don't want to come here to BIS as much. More time at Paradise Primary School. PS That's all. client BIS

Car parking when more than 2 hours are required.

carer

DPM

Everything client BIS Go to YMCA gym more!! client ASEC

SUGGESTIONS/COMPLAINTS SUGGESTIONS/COMPLAINTS
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APPENDICES
Appendix A – Business Card 

This is the business card that was provided to consumers and carers at each appointment to enable them the option of completing the survey on line.


Appendix B – Staff Information Sheet

All units within the CAMHS will be participating in the Consumer Feedback process for 1 month in August 2011. For efficacy and to respect the confidentiality of feedback it is important that the process be adhered to. Thank you for your participation in this process.

NB: We have confirmed that consent is NOT needed for clients to fill out the form, as there is no identifying information and there is implied consent for them agreeing to be involved.

The questionnaire can be completed using the hard copy provided or a card with a web link can be offered for them to complete it on line at a time convenient to them.

The process for community teams, DPM, ASEC and BIS:


At the beginning of an appointment with either a new or ongoing client, the clinician or admin will:

· Explain the purpose to the client i.e. to obtain feedback from consumers about the usefulness of the services they have received.

· Inform the client/carer that their involvement is voluntary and confidential.

· Inform the client/carer that choosing to participate or not will not affect their access to services.

· Invite the client/carer to fill in a questionnaire 
For Inpatients (Boylan Ward & Helen Mayo House)
· Inpatients will be offered the opportunity to complete the questionnaire on discharge from hospital. 

Once the questionnaire / invitation to information session is completed

· Clients/carers will deposit the questionnaire into designated sealed box in the reception area.  

· At the end of August, the sealed boxes with completed questionnaires will be sent to the Division of Mental Health Executive Office to be opened and the information collated.
Who can complete the questionnaire? 

· Both clients/carers can complete a questionnaire 

· Clinicians are expected to use their judgement regarding the maturity of young people in completing the questionnaire. 

· For clients who attend services on more than one occasion during the month, the questionnaire is only to be completed once.

Literacy issues

If clinicians are aware that there are literacy issues for the client/carer, assistance will be offered from other staff members

Home visits/ appointments out of the office
In the situation where clients are visited by the clinician at home, or are seen by the clinician outside of the regional office, a sealed envelope will be provided for the client/carer to place the completed questionnaire in.

Results and Action Plan

Staff will be provided with results from the survey in October.  A process for consumer/carer feedback in November is yet to be negotiated, however, it is expected this feedback will then be collated to embed into the action plan due in December. 

Any Queries:

Contact your Manager or the Consumer participation representative in your team if you have any queries about this process.

Appendix C – Consumer and Carer Satisfaction Survey Questionnaire 2011
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Primary and Population Health Services Directorate

CAMHS Consumer and Carer Satisfaction Survey August 2011

We want to hear from you, so please tell us what you think – who better to ask than you?
Survey Dates: From Mon 8th August to Mon 5th September 2011.

Please place a tick or circle your responses. (
Are you a consumer/patient?  
( Yes   OR  
     

Are you a carer/parent?     
( Yes
Which CAMHS Team are you currently receiving services? (please circle)
	Northern (Elizabeth)   


	BIS (Campbelltown)


	Country (Pt Augusta)



	Western (Pt Adelaide)


	Boylan Ward (WCH)


	Country (Pt Lincoln)



	Eastern (Paradise)


	Helen Mayo House (Glenside Hospital)


	Country (Yorke Peninsula)



	ASEC (Enfield)


	Department of Psychological Medicine (WCH)


	Country (Barossa)



	ASAPP (Mary St)


	Country (Pt Pirie)

	Country (Whyalla)



	
	
	Country (Lower North)


	1)
How would you rate the following things about the service you received?
	Strongly Disagree
	Disagree
	Unsure
	Agree
	Strongly Agree

	a) Staff made me feel welcome
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	b) Staff listened and understood me
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	c) Staff explained things clearly
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	d) I felt comfortable asking questions
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	e) I had enough information to make a decision about what to do next       
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	[image: image33.wmf]
	[image: image34.wmf]
	[image: image35.wmf]
	[image: image36.wmf]

	f) I understood my information was confidential.
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	g) I felt the handy hints I received at the time of my initial intake were helpful. 
	[image: image42.wmf]
	[image: image43.wmf]
	[image: image44.wmf]
	[image: image45.wmf]
	[image: image46.wmf]

	h) I felt satisfied that staff responded to my issues and concerns.
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	2) How would you rate the following things about our service?
	Strongly Disagree
	Disagree
	Unsure
	Agree
	Strongly Agree

	a) The centre was easy to get to.
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	b) The services provided were at suitable times for me.
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	c) The waiting period from referral to time of first service was satisfactory to me.
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	3) Do you understand your rights in our service?
	No
	Maybe (eg Mum &/or Dad would)
	Yes

	a) I know how to make a suggestion, complaint or compliment the service.
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	b) I know I have a right to change my mind about my care or my child’s care.
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	c) I know I have a right to seek other opinions or information about my care or my child’s care.
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	d) I have a right to an interpreter/translator or support person.
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	e) When I gave consent to share information, I understood where my information was going (eg agencies, schools, GPs etc).
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	f) Did you get a copy of what you have been talking about with your clinician (eg Keeping Well Card, Care Plan etc)?
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4) How would you rate our service? (please circle)

1
    
     2
       
        3           
  4
    
     5
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        Poor








Excellent
5) Do you have any extra comments on the service or suggestions for improvement (eg waiting areas, counselling rooms etc)? Feel free to use more pages if needed.












___________

______________________________________________________________________________________________________________________________
Thank you for your feedback. Please use the envelope provided and place it in the box located at reception. More information can be found at http://www.wch.sa.gov.au/camhs including the Report, Results and Action Plan from the survey (in about November).
Appendix D – Satisfaction Survey Action Plan Template 2011 
CAMHS Consumer Satisfaction Survey Action Plan – Actions from 2011 Survey
Team Name:  {insert name}
Managers are asked to go through their individual team results and comments with their team and identify any areas where they believe actions are required to improve performance or to address recommendations.

Please return action plans to Sandy Terry (sandy.terry@health.sa.gov.au ) by Wednesday 12th October 2010. 

Please remember that the action plans are now being uploaded on the WCHN internet for consumers and carers to view and have input into.

As per WCHN requirements, you are asked to risk rate your actions. Please see the link to the Risk Matrix for calculating the risk.
What to include in your action plan?

· If there have been complaints or suggestions for improvements in the comments feedback, these need to be included in your action plan. 
· If you add up your Agree and Strongly Agree percentages and it is below 80%, then you need to include this as an action.
· Responses in the Strongly Disagree, Disagree and Neutral areas show more than 2 responses in any of each of these areas, then you need an action plan.
	Recommendations and/or Issues
	Compliance rate (%)
	Risk Rating (see CGER Intranet for information on how to rate the risk)

http://cger.cywhs.sa.gov.au/cgu/risk_management/risk_rating.html

	Action Plan to Address Issues and Recommendations
	Person responsible
	Date of Completion

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	








Consumer Feedback Questionnaire


Staff Information Sheet 2011


Survey – from Mon 8th August to Mon 5th September 2011





2011 Consumer and Carer Satisfaction Survey (CAMHS)


Survey Dates: From Mon 8th August to Mon 5th Sept 2011





Thank you for supporting the Northern Division of Child Adolescent Mental Health Service (CAMHS) by completing the following satisfaction survey. The link to complete the survey is:





� HYPERLINK "http://www.surveymonkey.com/s/KG2V7YT" ��http://www.surveymonkey.com/s/KG2V7YT�





We will have the Report, Results and Action Plan on our Internet page in November 2011 for your information and further input if you wish. The link for this is: � HYPERLINK "http://www.wch.sa.gov.au/camhs" ��http://www.wch.sa.gov.au/camhs�





You will find other information about CAMHS at this link as well seeing the 2010 Survey Report and Results.





Thank you very much. 


We appreciate your contribution towards improving our services.
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