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


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

	I know how to make a suggestion, complaint or compliment the service


	66%
	low
	· Reminder for clinicians to use Welcome Pack
· Clinicians to continue to advise clients at I.C

· Continue to provide clients with pamphlet
	Team
	Ongoing

	I got a copy of what we had been talking about – e.g. care plans, keeping well plans


	36%
	low
	· Reminder for clinicians to provide clients with regular written feedback
· Clinicians to provide families with Welcome Pack at I.C with care plan
	Team
	Ongoing

	The service was easy to get to


	76%
	low
	· Team to conduct mini “survey” to identify key areas of difficulty in getting to service (eg. ease of access, difficulty in finding service)
	Lee to nominate key staff
	January 2012


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


	78%
	low
	· Leadership team to continue to monitor demand through fortnightly meeting
· Duty workers to remind clients that they can ring back at anytime whilst awaiting first appointment.
	Leadership Team
Duty workers
	Ongoing

	“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”
	comment
	low
	· Consult with YouThink about layout and resources in waiting area
	Kris
	October 2011


[image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
