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

	I felt the handy hints I received at the time of my initial intake were not always helpful
	5% carers said strongly disagree/

Disagree
12.5% carers said they were unsure

10% of consumers said they were unsure


	Level 4
	· Discuss as part of goals strategy

	All staff
	

	Did you get a copy of what you have been talking about with your clinician (eg Keeping Well Card, Care Plan etc)? 
	52% of carers said no or maybe
56% of consumers said no or maybe
	Level 4

	· Discussion to occur at staff meeting re various ways to give clients copies of their goals

· Clinician to discuss with clients how they would like to get a copy of their goals/care plan and discuss at staff meetings

· Manager to write a summary of results for consumers and ask for feedback about how to give them copies of goals

· Manager to monitor evidence of client goals/care plans in files

· Use examples from Intranet

· During a listening post held at Western CAMHS, a carer noted this was an individual thing and felt not everyone would want written feedback. It was suggested that clinicians could ask the carer/consumer if they wanted written feedback.
	All staff
Manager

All staff
	

	Consumer comments: 
A drink would be nice

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

Coffee machine
	Carer /consumer comments
	Level 4
	Staff to suggest activities to consumers so they have something to do if they are in the waiting area 

Include in summary document for consumers

Sign in waiting area re hand held games, DVDs
During a listening post held at Western CAMHS, a carer suggested that people could buy a coffee before coming to CAMHS as the service is not a coffee shop. 
	All staff
Manager

Admin staff
	

	The waiting period from referral to time of first service was satisfactory to me
	7.5% carers said strongly disagree/

Disagree
5% carers said they were unsure


	Level 4
	Waiting times are now shorter than previous consumer surveys
Include information in summary for consumer survey results
	Manager
	

	Carers/consumers not aware of how to make a suggestion, complaint or compliment 
	10% of carers said maybe

33% consumers said maybe


	Level 4
	Place a sign above the suggestion box/or on the front window in the waiting area notifying carers/consumers about this process.
Manager to write a summary of consumer survey results and include this information.
During a listening post held at Western CAMHS, a carer suggested that the suggestion box could be more noticeable/stand out more.
	Admin staff
Manager

Admin staff
	

	I had enough information to make a decision about what to do next
	5% of cares said they disagree 15% carers said they were unsure 

20% consumers said they were unsure
	Level 4
	Discuss as part of client goal strategy
During a listening post held at Western CAMHS, a carer suggested a magnet with important contact numbers could be provided for families to refer to in the event of an emergency. 
	All staff
	

	Staff made me feel welcome, listened and understood me
	3% carers/consumers said they disagree or were unsure
	Level 4
	Discuss at staff meeting
	All staff 
	

	I felt comfortable asking questions
	5% carers/consumers said they disagree or were unsure
	Level 4
	Discuss at staff meeting
	All staff 
	

	I felt satisfied that staff responded to my issues and concerns
	8% carers/consumers said they disagree or were unsure
	Level 4
	Discuss at staff meeting
	All staff 
	

	I know I have a right to change my mind about my care or my child’s care/ 
	14% carers/consumers said maybe 
	Level 4
	Discuss as part of client goal strategy
	All staff
	

	I know I have a right to seek other opinions or information about my care of my child’s care.
	9% carers/consumers said maybe
	Level 4
	Discuss as part of client goal strategy
	All staff
	

	The services provided were at suitable times for me
	10% of consumers said they were unsure
	Level 4
	Negotiate with consumers as well as carers.
	All staff
	

	When I gave consent to share information, I understood where my information was going
	7% of carers/consumers said maybe
	Level 4
	Discuss when explaining/or obtaining consent.
	All staff
	

	Carers requesting more individual time, advice and skills to help the consumer. 
	Carer comments
	Level 4
	Discuss at staff meeting

To be negotiated with each consumer/carer depending on age and circumstances e.g., adolescents over 16 have choice.  Highlight during explanation of confidentiality and when devising the therapeutic contract.
	All staff
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