CAMHS Consumer Satisfaction Survey Action Plan – Actions from 2011 Survey
Team Name:  ASEC
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

Action plan developed in conjunction with past and present consumers/carers from ASEC day program and current consumers accessing the ACCU service.  
	Person responsible
	Date of Completion

	Staff explained things carefully

	83% for consumers
	SAC 4
	Young people presented an array of experiences in accessing the service.   However, all acknowledged the information might have been there, but they missed it because not in a media they can access.  Therefore acknowledged the need for:
1. DVD to watch

2. Youth friendly wallet sized card with easy contact details including website
3. Youth friendly internet site required
	Leadership team
	June 2012

	Felt comfortable asking questions

	73% of consumers
	SAC 4
	Not sure of questions to ask as something completely knew, therefore role of DVD and website might facilitate conversations to address issues.
	Leadership team 
	June 2012

	I had enough information as to what to do next

	77%
	SAC 4
	Talking is good, but acknowledged need for hard copy wallet sized youth friendly card identified.   Also, texting from clinicians with the ‘best of’ ideas from the conversation to the young people’s phone.
	Leadership team
	June 2012

	I felt the handy hints I received at the intake were helpful

	71% both consumers/carers
	SAC 4
	Role of hard copy wallet sized card discussed.  Also, texting from clinicians with the ‘best of’ ideas from the conversation to the young people’s phone.
	Leadership team
	June 2012

	ASEC was easy to access

	73% for consumers not issues identified by carers
	SAC 4
	Very difficult, but once people came and saw how good it was they would make the effort to get here.  The need to review times constantly identified as some people would like ASEC to go all day, but others would not want to travel on public transport too late, therefore the need for individualised service delivery times identified.   
	Leadership team
	June 2012

	Waiting period from referral to first service was satisfactory

	75% consumers only 
	SAC 4
	Review intake process as part of the new ASEC service review, to include COMT as well.
	Leadership team
	June 2012

	I knew how to make a suggestions complaint or compliments

	60% of consumers said No or Maybe
	SAC 4
	Identified hit and miss as to who received what information as depend on how ‘well’ someone would be at the time of entry into the service.  Highlighted need for 

DVD to watch

Youth friendly wallet sized card with easy contact details including website
Youth friendly internet site required

	Leadership team
	June 2012

	I knew I had the right to change my mind about my care
	43% of consumers reported maybe
	SAC 3
	Identified hit and miss as to who received what information as depend on how ‘well’ someone would be at the time of entry into the service.  Highlighted need for 

DVD to watch

Youth friendly wallet sized card with easy contact details including website
Youth friendly internet site required


	Leadership team
	June 2012

	I had the right to an interpreter./translator or support person


	35% of consumers said no or maybe
	SAC 3
	Identified hit and miss as to who received what information as depend on how ‘well’ someone would be at the time of entry into the service.  Highlighted need for 

DVD to watch

Youth friendly wallet sized card with easy contact details including website
Youth friendly internet site required


	Leadership team
	June 2012

	I gave consent to share information, I understood where my information was going


	50% of consumers said No or maybe
	SAC 3
	Identified hit and miss as to who received what information as depend on how ‘well’ someone would be at the time of entry into the service.  Highlighted need for 

DVD to watch

Youth friendly wallet sized card with easy contact details including website
Youth friendly internet site required


	Leadership team
	June 2012

	I got a copy of what we had been talking about


	55% of our carers said no or maybe

73% of our consumers said no or maybe
	SAC 3
	Identified need for ‘copy’ good but not a piece of paper.  Discussed use of youth friendly wallet sized cards and texts.  


	Leadership team
	June 2012


Comments included:
1. Go the YMCA GYM MORE! 
2. Everything is good 
3. Very happy wit the professional care and support we have had in the last 2 years.  A BIG THANK YOU too al involved. 
4. Service was fantastic, staff friendly and supportive 
5. I thank ASEC for helping me 
[image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
