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MI, SUD, I/DD, AND FS SERVICES



Survey Tools: YSS (Youth Services Survey) and MHSIP(Mental
Health Statistics Improvement Program)

Measures in these areas:
» Access and Availability

» Long Term Supports and Services
» Quality

» Outcomes

» Functioning

» Social Connectedness

» Satisfaction

Question Values:
» 5-Strongly Agree

» 4 - Agree

» 3 —Undecided/Neutral

> 2 - Disagree 00®
> 1 - Strongly Disagree lll

» 0 - Not applicable (Excluded from calculation) e
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SURVEY REQUIREMENTS

According to Health Services Advisory Group, Standard 13 sections 24 and 25, the requirements
of Lakeshore Regional Entity and its CMHSPs are as follows:

The QAPIP includes periodic quantitative (e.g., surveys) and qualitative (e.q., focus groups)
assessments of member experiences with its service.
* These assessments must be representative of the indivuals served and the services and

supports offered.
* The assessments must address the issues of the quality, availability, and accessibility of care.

As a result of the assessments, the PIHP:
* Takes specific action on individual cases as appropriate.

* |dentifies and investigates sources of dissatisfaction.
e Qutlines systemic action steps to follow up on the findings.

¢ Informs practitioners, providers, recipients of services, and the Governing Body of assessment
results.

* [Ensures the incorporation of individuals receiving long-term supports or services (e.q.,
individuals receiving case management or supports coordination) into the review and
analysis of the information obtained from quantitative and qualitative methods.

-

Evaluates the effects of activities implemented to improve satisfaction.

.ii
COMMUNITY
MENTAL HEALTH

OTTAWA COUNTY




SURVEY TOOLS

Mental Health Statistics Improvement Program (MHSIP) uses validated surveys to measure
Medicaid clients’ perceptions of the quality and efficiency of the mental health services they
receive. To support valid comparisons and benchmarking across care settings and over time,
the MHSIP surveys are standardized in the following aspects:

* The instrument: The content and format of survey instruments are standardized so that
everyone administering the survey asks the same guestions in the same way.

* The protocol: The protocols for fielding the survey are standardized so that everyone adopts
the same approach to drawing the sample, communicating with potential respondents,
and collecting the data. This is important because the method of survey administration can
affect the data.

= The analysis: MHSIP surveys include a set of analysis programs and instructions to minimize
variations in how sponsors and vendors process and interpret the results of the surveys.

* The reporting: MHSIP surveys benefit from a well-tested approach to presenting survey
results. Users of survey results can access reporting measures and guidelines reflecting "best
practices” in reporting.

The MHSIP survey includes 36 items divided into seven
domains. The content of the domains has been designed
for the adult mental health population. Each item on the
MHSIF is answered using a Likert scale ranging from one
(strongly agree) to five (strongly disagree). Additionally, the
survey includes a comment section for each domain to
allow consumers to elaborate on that specific service
experience and two additional questions that asks
consumers to share 1) what has been most helpful about
the services and 2) what would improve services.

The Youth Services Survey includes 26 items, divided into seven domains. The content
of the domains has been designed for the child mental health population. Each item
on the YSS-F is answered using a Likert scale ranging from one (strongly disagree) to
five (strongly agree). Items in a domain are summed and divided by the total number
of items, and scores greater than 3.5 are reported in the positive range for the
domain. Additionally, the survey includes a comment section for each domain to
allow consumers to elaborate on that specific service experience and two additional
questions that ask consumers to share 1) what has been most helpful about the
services and 2) what would improve services.

The LRE utilized the shorter version of the MHSIP and Y¥SS surveys that was approved by
MDHHS. This removed questions related to being involved in the legal system. Using
the exact language of the national surveys allow for a comparative analysis of LRE
results with state and national results when they are published.
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Certified Community Behavioral Health Clinic (CCBHC) Categories

¥YSS Categories MHSIP Categories

Access Measures: A‘:cﬁst tE:la sOfu rSeS:' Was C ient (parki blic t rtati dist. tc.)
. . . . . e Location ervices Was Convenient (parking, public transpo 1on, distance, etc.
There services my child and/or family received were right for us Staff were willing to see me as often as | felt it was necessary

The location of services was convenient for us Staff returned my calls within 24 hours
Services were available at times that were convenient for us Services were available at times that were good for me
My family got the help we wanted for my child I was able to get all the services | thought | needed

My farnily got as much help as we needed for my child | was able to see a psychiatrist when | wanted to
Quality Measures:
Staff believed that | can grow, change and recover

Quality Measures:

| helped to choose my child's services | felt comfortable asking guestions about my treatment and medication
| helped to choose my child’s treatment goals | felt free to complain
The peaple helping my child stuck with us no matter what I'was given information about my rights

Staff encouraged me to take responsibility for how | live my life
Staff told me what side effects to watch out for
Staff respected my wishes about who is and who is not to be given information about my treatment

| felt my child had someone to talk to when he/she was troubled
| participated in my child’s treatment

Staff treated me with respect I, not staff, decided my treatment goals

Staff respected my family's religious/spiritual beliefs Staff were sensitive to my cultural background (race, religion, language, etc.)

Staff spoke with me in a way that | understood Staff helped me obtain the information | needed so that | could take charge of managing my illness

Staff were sensitive to my culture/ethnic background (e.g., race, religion, language) | was encouraged to use consumer-run programs (support groups, drop-in centers, crisis phone line,
erc.)

Outcomes Measures: Outcomes Measures:

My child is better at handling daily life | deal more effectively with daily problems
My child gets along better with family members I am better able to control my life

My child gets along better with friends and other people I am better able to deal with crisis

My child is doing better in school and/for work I am getting along better with my family

| do better in social situations
| do better in school andor work

Functioning Measures: My housing situation has improved
My child is better able to cope when things go wrong
My child is better able to do things he or she wants to do Fu nctioning Measures:
My symptoms are not bothering me as much
Social Connectedness Measures: I do things that are more meaningful to me
o I am better able to take care of my needs
| know people who will listen and understand me when | need to talk | am better able to handle things when they go wrong
| have people | am comfortable talking with about my child’s problems | am better able to do things that | want to do
In a crisis, | would have the support | need from family or fnends
| have people with whom | can do enjoyable things Social Connectedness Measures:
I am happy with the friendships | have .
. . . I have people with whom | can do enjoyable things . .
Satisfaction Measures: I feel | belong in My community l.
Owerall, | am satisfied with the services my child received In a crisis, | would have the support | need from family or friends l
I am satisfied with our family life right now
Satisfaction Measures: COMMUNITY
I like the services | received here MENTAL HEALTH

If | had other choices, | would still get services from this agency
I would recommend this agency to a friend or family member
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Health Services Advisory Group (HSAG) Categories

YSS Categories

Access & Availability Measures:
The services my child and/or family received were right for us
The location of services was convenient for us
Services were available at times that were convenient for us
My family got the help we wanted for my child
My family got as much help as we needed for my child
Staff respected my family's religious/spiritual beliefs
Staff spoke with me in a way that | understood
Staff were sensitive to my culture/ethnic background (e.g., race, religion, language)

Outcomes Measures:
Overall, | am satisfied with the services my child received
My child is better at handling daily life
My child gets along better with family members
My child gets along better with friends and other people
My child is doing better in school and/or work
My child is better able to cope when things go wrong
| am satisfied with our family life right now
My child is better able to do things he or she wants to do
| know people wha will listen and understand me when | need to talk
| have people | am comfortable talking with about my child's problems
In a crisis, | would have the support | need from family or friends
What has been the most helpful things about the services you and your child received over the last 6
months
What would improve the services here

Quality Measures:
| helped to choose my child's services
| helped to choose my child's treatment goals
The people helping my child stuck with us no matter what
| felt my child had someone to talk to when he/she was troubled
| participated in my child's treatment
Staff treated me with respect

MHSIP Categories

Access & Availability Measures:

I would recommend this agency to a friend or family member

The location of services was convenient (parking, public transportation, distance, etc.)

Staff were willing to see my as often as | felt it was necessary

Staff returned my calls within 24 hours

Services were available at times that were good for me

| was able 1o get all the services | thought | needed

| was able 1o see a psychiatrist when | wanted 1o

Staff were sensitive to my cultural background (race, religion, language, etc.)

Staff helped me obtain the information | needed so that | could take charge of managing my illness
| was encouraged to use consumer-run programs (support groups, drop-in centers, crisis phone line,
etc.)

Outcomes Measures:

| deal more effectively with daily problems

| am better able to control my life

| am better able to deal with crisis

| am getting along better with my family

| do better in social situations

| do better in school and/or work

My housing sitwation has improved

My symptoms are mot bothering me as much

| do things that are more meaningful to me

I am better able to take care of my needs

| am better able to handle things when they go wrong
| am better able to do things that | want to do

I am happy with the friendships | hawe

| hawe people with who | can do enjoyable things

| feel | belong in my community

Im a crisis, | would have the support | need from family or friends

Quality Measures:

| like the services that | receive here

If | had other cholces, | would still get services from this agency

Sraff believed that | could grow, change, and recover

| felt comfortable asking questions about my treatment, services, and medication

| felt free to complain

| was given information about my rights

Staff encouraged me to take responsibility for how I live my life ...
Staff told me what side effects to watch for

Staff respected my wishes about whe is and who is not to be given information about my treatment ll.

I, not staff, decided my treatment goals
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Survey Process

How was the data collected:

» All data was collected during the period of June to December 2025 separated
by clients receiving CCBHC services and those receiving non-CCBHC services.

»For MI, |/DD, Family Services and SUD:

» Paper versions of the satisfaction surveys were mailed out with an enclosed
return envelope.

» Electronic version was available through a QR code which was sent to clients
and was also available on our website and social media.

» Satisfaction surveys were handed out in the office for SUD clients at our
various contractual providers (Samaritas, Reach for Recovery, Arbor Circle, o’i
and West Michigan Comprehensive Treatment Center). i
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Comparison to other County CMHSPs

Substance Use Disorder Services

While scores were positive in this area regarding satisfaction, 17% were nevutral on housing
situation improvements. We received 220 MHSIP responses and 2 YSS responses.

f@ LAKESHORE CCBHC Outcomes - MHSIP

|1 Deal More Effectively With Daily Problems I Am Better Able To Control My Life I Am Better Able To Deal With Crisis
CMH @®0OnPoint @ Health... @ Network... @ Ottawa @®'West Mi._. CMH ®OnPoint @Health... @ Network... @ Ottawa @West M. CMH ®OnPoint @ Health... @ Network. .. @ Otltawa @ 'West M.

...... AQF . AQ T
- - 09% 33.0%
459 - 459 1.1 » 3oy 1 10 > % 1 1% > 30 19
I ] I
Strongly Agree I am Disagree Strongly Mot Strongly Agree i am Disagree Strongly Mot Agree Iam Disagree Strongly MOt
Agree neutra Cisagree Applica Agree neutra Disagree Applica Agree mneutral Desagree Applica
# of Responses # of Responses # of Responses
88 a8 88
| Am Getting Along Better With My Family | Do Better In Social Situations
CMH @OnPoint @ Health... @ Network._ .. @ Ottawa @ Woest Mi CMH @ OnPFoint @Healthwest @ Nethwork 180 @ Ottawa @ West Mich
48.9
40
Al
20°
1.1% 11.4% WIS 2.3% 1.19%
— E ——
I am Disagree Strongly Mot Stromghy Agree 1 am Dasagree Stromghy Mot
AqQree neutral Disagree Applica.. Agree meultra Disagree Applica
# of Responses # of Responses

88 88

.ii
COMMUNITY
MENTAL HEALTH

OTTAWA COUNTY




Comparison to other County CMHSPs

The satisfaction survey contained an area
which allowed respondents to leave a
Consumer Request for Follow Up comment, suggestion, feedback, or other
Total 2025: 225 written response. The survey also contained a
space for the respondent to leave their name
_ and phone number IF they would like
someone to contact them regarding their
_ experience. The LRE IT department
programmed the survey collection
dashboard to automatically generate an
email fo the appropriate customer services
staff at the CMHSP each time a respondent

Ottawa
18.2% OnPoint
21.8%

NETWORK 180 49

M180
21.8%

OTTAWA “ filled in their name and phone number. A
call back must be made within 4 days of
o WEST MICHIGAN 0 request. The CMHSP staff would then
document each call. These calllogs are ®
reported to the LRE for fracking purposes. ii.
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Comparison to other County CMHSPs

The 2023 survey was a much smaller survey
consisting of twelve questions. Participation
rates between the two years showed a
change in numbers. In 2023, 1,997 people
responded to at least one question on the
LRE survey. In 2023, the satisfaction survey
was distributed throughout the year,
beginning in May 2023; while in 2024 the
survey was distributed from August 2024 to
December 2024. During 2024, 2920 people
responded to the YSS survey and 1,464
people to the MHSIP survey, which is 1,756
people. Onpoint and Healthwest had a
higher rate of return of surveys in 2024, while
Ottawa had a decrease in completed
surveys. West Michigan and Network180
maintained similar rates of returm. In 2025
numbers went back up for Ottawa and
West Michigan also improved in survey
completion. OnPoint and Healthwest
numbers increased.

CMHSP # of Completed Surveys
Total 2025: 2320

NETWORK 180 431

OTTAWA 470

1865 WEST MICHIGAMN 292

CMHSP # of Completed Surveys
Total 2024: 1756

OnPoes
1400

OTTAWA 268

S WEST MICHIGAN 139

CMHSP # of Completed Surveys
Total 2023: 1997

Wt PN
HE® 10.4%

e

Ottrea
S 218

NETWORK 180 773

OTTAWA 437

WEST MICHIGAN 167
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CMHOC Survey Response Totals

Results:

Surveys Sent Surveys Received Percent of Surveys
(CCBHC and Non- (CCBHC and Non- completed
CCBHC combined) CCBHC combined)
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Services for Intellectual and Developmental Disabilities (I/DD)— Overall Satisfaction
(CCBHC and Non-CCBHC clients)

»Strongly Agree: 35%

Outcome Measure Overall

»Agree: 45%
% 1%

3
> Neutral: 16% 16% ‘

» Disagree: 3%
35%

»Strongly Disagree: 1%

45% ll.

m Strongly Agree Agree m Neutral m Disagree = Strongly Disagree SEON"#HHEJI}E




Intellectual and Developmental Disability (I/DD) Satisfaction Survey Comments - Summary

» We are very happy with our child’s AFC home. All of the services are adequate.

» As her parent and guardian, | think some communication from the provider to me would be

helpful and best support my daughter’s community living skills progress.
»| had help with making friends.

» Feel like there is discrepancies in who is offered services, clients are still being denied CLS/Skill

00®
building hours even though they are eligible. lll
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Services for Adults with Mental Iliness (M) - Overall Satisfaction
(CCBHC and Non-CCBHC Clients)

»Strongly Agree: 44%
»Agree: 38%
»Neutral: 13%

Outcome Measure Overall

5% 0%

»Disagree: 5%

»Strongly Disagree: 0% 44%

m Strongly Agree Agree m Neutral m Disagree = Strongly Disagree
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Services for Adults with Mental lliness (MI) Satisfaction Survey Comments - Summary

» | go to treatment concerning my mental illness. | am pleased for the most part of the care there.

»Our family is grateful for your care and services. Thank you especially for staff for coordinating care and

transportation this past year.
» Staff always showed compassion for my situation and helped me a lot when | needed help.
»Would really like case management services to start again.
»Need more social clubs. Clubhouse is great but maybe some more recreational clubs that focus on

personal interests like going to the movies, bowling, etc.
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Family Services — Overall Satisfaction
(CCBHC and Non-CCBHC clients)

»Strongly Agree: 36%

>Agree; 43% Overall Outcomes
2% gy

ul

»Undecided: 11%

»Disagree: 8% 269,

»Strongly Disagree: 2%

m Strongly Disagree m Disagree m Undecided = Agree m Strongly Agree ool LU




Family Services Satisfaction Survey Comments - Summary

» Gledis Dick has been phenomenal for our family. Always helpful and ready to listen.

» Need more CLS workers.

»ABA has been amazing for my child. He didn’t talk but now he has a couple words already and

is communicating better.

»Need a support group for parents with similar issues that also has a childcare during that time. °
®
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Substance Abuse Disorder (SUD) Services — Overall Satisfaction
(CCBHC and Non-CCBHC Clients)

»Strongly Agree: 65%

Outcome Measure Overall

»Agree: 29% 300 2%
»Neutral: 3%

»Disagree: 2%
29%
»Strongly Disagree: 1%

m Strongly Agree Agree m Neutral m Disagree m Strongly Disagree COMMUNITY
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Substance Abuse Disorder (SUD) Satisfaction Survey Comments — Summary

»The program I’'m in for Substance Abuse has saved my life. If I'd lost it, | don’t know where I'd

be.

»CMHOC has helped me tremendously in order to obtain the help needed and knowledge of my

treatment needed for my substance abuse.

» Everyone makes me feel comfortable.
00®
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»1’'m so grateful for my services and will continue as long as | can.
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Action Plan:

» Share report with the CMH Program Directors

» Discuss at leadership appropriate target areas for improvement:
» Access and Availability
» Long Term Supports and Services
» Quality
» Outcomes
» Functioning
» Social Connectedness
» Satisfaction

» Follow-up on ways to address areas that need improvement and think of ways to improve the survey return rate.
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