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

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

	· Staff explained things clearly

· I had enough information to make a decision about what to do next
· I felt the handy hints I received at the time of my initial intake were helpful

· The services provided were at suitable times for me

	94%
83%

81%

92%
	level 4
Level 4

Level 4

Level 4
	Discuss at  weekly clinical risk and workload meeting
ECAMHS provides after hour appointments on Wednesday evenings with clinical and admin support

Discuss at staff meeting re effectiveness
	Manager
Manager
	

	· The waiting period from referral to time of first service was satisfactory to me

	77%
	Level 4
	New process of community teams not having waiting list implemented. Time for initial appointment increased for some clients however no waiting list for ongoing therapy
Discuss at  weekly clinical risk and workload meeting


	Manager
	

	· I know how to make a suggestion, complaint or compliment the service
· Did you get a copy of what you have been talking about with your clinician (eg Keeping Well Card, Care Plan etc)?


	78%
59%
	Level 4
Level 4
	Discuss at  weekly clinical risk and workload meeting and staff meeting


	Manager
	

	COMMENTS

	
	
	
	
	

	Spongebob DVDs
Get a set top box for teens


	2 comments

	4
	CD collection has been updated
Electronic games available

TV reception is problematic
	
	

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

	
	4
	Waiting room provides area for young children, parents and incorporates a separate adolescent room
Admin to ensure pencils etc are replenished


	Admin team
	

	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.


	1 comment
	4
	Raise issue in Admin Team meeting
	Manager
	

	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.

	1 comment
	4
	Raise comment generally in staff meeting

Place signs on access doors to waiting are i.e. “reminder Client area Quiet Please”
	Manager
	

	Many positive comments

	14 comments
	
	Congratulate staff
	Manager
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