CAMHS Consumer Satisfaction Survey Action Plan – Actions from 2011 Survey
Team Name:  {Country}
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 comfort in asking questions

	79%
	Level 4
	Clinicians must ensure that consumers are given the opportunity to ask questions
	clinicians
	ongoing

	Consumers have enough information to make a decision about what to do next

	67%
	Level 3
	Clinicians must develop care plan in conjunction with the consumer using language that is understood by the consumer
	clinicians
	ongoing

	Consumers felt the handy hints received at the time of initial assessment were helpful

	79%
	Level 4
	Clinicians must develop care plans with the consumer which are considered useful for the consumer
	Clinicians 
	ongoing

	Consumers found the centre was easy to get to

	74%
	Level 4
	Clinicians to raise the issue of access to the service with their clients.

	
	

	Consumers understood their right to have a translator or support person 

	43%
	Level3
	Review appointment letter to ensure the right to a translator and support person is included.
	Leadership group
	October 2011

	When consumers gave consent to share information they understood how their information would be shared

	53%
	Level 3
	Clinicians to ensure when obtaining consent that the purpose of sharing of information is clearly explained to the consumer
	clinicians
	ongoing

	Consumers and carers know how to make a suggestion, complaint or compliment about the service
	33%
	Level 3
	Clinicians to ensure that consumer rights and responsibility brochure is offered and explained to consumers and carers

	clinicians
	ongoing

	Consumers and carers got a copy of what they talked about with the clinician (ie Keeping Well Plan, Care Plan)
	58%
	Level 3
	Clinicians to develop with the consumers and carers a keeping well/care plan, and provide a written/typed copy of the same to the consumer and/or carer
	clinicians
	ongoing

	Consumers and carers raised issues regarding the ‘friendliness’ of waiting areas
	
	Level 4
	Relevant sites to consider the specific concerns raised and address 
	
	

	Consumers and carers raised issues regarding the wait time for appointments
	
	Level 3
	All consumers and carers  to be made aware of the option of duty contact whilst awaiting appointments. This to occur at all points of contact with the service (ie at point of referral, following initial assessment, as part of the ongoing care plan)
	All staff
	ongoing

	Consumers and carers raised the issue of transport to appointments
	
	Level 3
	Staff to raise the issue of access to appointments at all points of contact with the service (ie at point of referral and during course of allocation)
	All staff
	ongoing

	Consumers and carers raised the issue of confidentiality  relating to shared interview rooms and in small communities
	
	Level 4
	Staff to continue to be mindful of the unique issues surrounding confidentiality in small communities where services often share interview spaces, and continue to raise this with their consumers and carers, ensuring flexible options where possible, are offered to their client group to maximise their sense of confidentiality
	All staff
	ongoing

	Consumers and carers raised the issue of frequency of outreach visits
	
	Level 3
	Clinical Leadership team to continue to review the needs of smaller communities, and the availability of resources to meet demand; managing up issues where required
	Clinical Leadership Group and Executive
	ongoing
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