DIVISION OF BEHAVIORAL HEALTH

CONSUMER AND FAMILY SATISFACTION SURVEY STANDARDS 

PURPOSE

The purpose of these standards is to provide direction and guidance to the Division of Behavioral Health regarding the requirement and procedures for surveying consumers and families of consumers on their satisfaction with the mental health services they received from the Department.  These standards are intended to achieve statewide consistency in the development and application of the MH programs and shall be implemented in the context of all applicable laws, rules, and policies. 
INTRODUCTION 

The Division of Behavioral Health recognizes the importance of utilizing all available information from consumers of all ages and the families of consumers to improve upon current programs and to plan for future program and system changes.  This information is gathered through many sources including: interactions on individual cases and through the involvement of consumers and families in planning meeting.  One of the best methods for gathering information is through the use of an anonymous satisfaction survey.  
The Division of Behavioral Health has elected to utilize the Mental Health Statistical Improvement Program’s (MHSIP) Consumer Satisfaction Survey for adult consumers and the Youth Services Survey for Families (YSS-F).  These surveys have been developed through a process that was means tested and included the input of consumers, families, and advocates. 
The standards below reference both consumers and families.  For the purposes of these standards, consumer(s) is defined as a client receiving services from the Adult Mental Health program and family(ies) refers to the parent or guardian of a child/youth receiving services from the Children Mental Health program.  
STANDARDS

1. The Division of Behavioral Health’s Mental Health programs (adult and child) shall annually survey all consumers/families currently receiving services for their satisfaction with those services.  
2. Each Regional Mental Health program shall provide a copy of the approved survey (attached) to each consumer/family on July 1st of each year.  The survey shall be sent to each consumer/family with a pre-posted, self-addressed envelope.  If the consumer/family is homeless, the Region shall make every effort to provide the survey in a timely manner.  
3. Each Region shall also mail a copy of the survey and the pre-posted, pre-addressed envelope to each consumer/family that is discharged from the MH/CMH program within two (2) weeks of closure.  

4. The pre-posted envelope that is included with the survey to the client shall be pre-addressed for return to the Division of Behavioral Health Central Office at the following address respectively.  

Division of Behavioral Health

Adult Mental Health Program

PO Box 83720, 3rd Floor

Boise, ID  83720



Or

Division of Behavioral Health 

Children’s Mental Health Program

PO Box 83720, 3rd Floor 

Boise, ID  83720

5. The Division/Central office shall be responsible for entering all surveys into the MHSIP web-based tracking system at the following website:

http://206.196.29.126/Sites/IdahoDHW/default.aspx 
6. Each Region shall identify their Region on the survey prior to sending it to the consumer/family in order to be entered correctly and to allow data reporting by Region.  

7. Any variance to these standards shall be documented and approved by division administration prior to implementation.
Attachments: 

· Appendix A: MHSIP Youth Services Survey for Families

· Appendix B:  MHSIP Youth Services Survey for Families (Spanish Version)

· Appendix C: MHSIP Adult Consumer Satisfaction Survey 
· Appendix D: MHSIP Adult Consumer Satisfaction Survey (Spanish Version)
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