End of Services Customer Surveys 2023
Montcalm Care Network distributes satisfaction surveys to all consumer after they have been discharged from services for persons who received Adult & Child Case Management, Adult and Child Outpatient Therapy, and Homebased services. Reason for discharge is not a factor—everyone completing or discontinuing those services receives a survey. 
Responses were given on a range from 1 (Strongly Disagree) to 5 (Strongly Agree). The average scores are show below for each question, with year-to-year comparison by program. 
Darker green indicates higher levels of satisfaction (average scores closer to a 5 or 4), with gradations to darker orange or red indicating lower levels of satisfaction (as scores average closer to 2 or 1.) 
Response rates have significantly declined in the past 2 years; reasons for this decline are uncertain. Distribution continued to be via mail. During the pandemic, somewhat fewer persons were served and significantly fewer persons were discharged, which could account for some of the reduction in numbers. There is also speculation that there may be factors due to the global pandemic (2020, 2021) resulting in persons changes in desire to participate in surveys, or that persons have been “over surveyed” and are experiencing “survey fatigue.” Distribution of surveys has always been by mail.
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Adult Score Averages

Survey Program Case Management  Outpatient Therapy

# Queston 2001 2022- 2023 2021- 2022 2023-
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T 1like the services that | received,

3 I would recommend this agency to a riend or family member.

7 Services were avaliable at fmes that were good for me.

10 Staff elieved that | could grow, change and recover:

18 Staff nelped me obtain the Information | needed so that | couid take charge of managing my lliness and/or disabilty.

21 | deal more effectively with daly problems.

23 1 am better able to deal with crisis.

24 1am getting along better with my family

25 1o better n social stuations.

25 My symptoms are not bothering me as much.

30 Iam better able to take care of my needs.

36 Inacriss, | would have the support | need from family orfrends.

39 Staff made me feel weicomed whie | received services.

40 | was given information on how to return to care i | fet it was needed.

41 Services provided to me in times of crisi or emergency were helpful

42 The services that were receive helped me develop the sills | need to recognize eariy warning signs and ask for help.
when I neso .

43 The services that were received nelpeg me develop the siils | need to scheive my desired treatment goals.

42 The services that were received helped me develop the skils | need o continue on a path of recovery (10 2 better state.
of health, mind, or strength)

Response Count  2021-E0S 2022.£05 2023-£05

stronaly Outpatient Therapy. 5 6 14
[ s e e e Case Management 5 H 1
. i Total 16 1" 32
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Survey Case Management Homebased  Outpatient Tnerapy
# Question 2021 2022 2023- 2021- 2022 2023- 2021- 2022- 2023-
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Overall, | am satisfied with tne services my child received. 340 357

9 Services were avallable at times that were convenient for us.

16 My child is better at managing daly .

17 My child gets along better with family members

18 My chid gets along better with friends and other people.

19 My child s doing better in school and/or work.

20 My child s better abe to cope when things go wrong.

21 1am satisfied with our family e right now.

23 [ know people who wil lsten and understand me when | need to ik

22 I have people that | am comfortable talking with about my chds problems.

25 In a criss, | would have the support | need from famiy or friends.

29 Staff made me/my famly feel welcomed while receiving services.

30 Staff helped me obtain the information | needed so that | could take charge of managing
my chig's iness or disabilty.

31 I was given information on how to return my child to care f | felt f was needed.

32 Services proviced to me/my famiy in times of crs's or emergency were helpful

33 Tne services helpeg my family develop the skls nesded to recognize eary warming signs
and how to ask for help when needed.

34 The services nelpeg my famiy develop the skils needed to achieve desired trestment goas.

35 Tne services nelped my family develop the sklis nesded to continue on a path to a betier
state of heaith, mind, strength, or  path of recovery:

361 would recommend this agency to a friend or family member.

Response Count  2021-EOS 2022-E0S 2023-EOS

= Case Management 5 7 4
e e e e b Homebased 3 5 2
= e Outpatient Therapy 3 3 4

Total 1 15 10
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| Children Score Averages

Survey — Case Management Homebased Outpatient Therapy
# Question 2019 2020 2021 2021- 2022 2022- 2019 2020 2021 2021- 2022 2022- 2019 2020 2021 2021- 2022 2022-
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|1 Gveral Tom soisfied with th senvces my chid received
9 Services were avalble at times tht vere convenient for s,
16 My child s better o handiing il Ife.
17 My child gets along better with family members.
18 My chld gets long betterwith fiends and other people.
19 My <hid = doing better inschos! andarvork
| 20 My child is better able to cope when things go wrong.
211 am satisied with ou famiylferight now.
23 1 know people who wil lsen and understand me when | need o talk
24 1 have people that | am comfortabl talking with about my chitd's
problems.
25 Ina s would have the support | e fom faily o rends,
29 Staf mac me/my oy feel velcomed whie receiing enices.
| 30 Sisf helped me astain th nformation | nesced o that | could fske
charge of managing my chifs nessor disailty:
| 51 e given information an hov o retur my chid o cae | et s
needed
| 52 Servicesprovi to ey famiy nSimes of cris o emergency were
helpul
| 23 Tne semices hefped my famy cevelop the silsnesded o recoanize
eary warning signs and how {0 sk for help when needed.
| 34 Toe senices elped my iy divelop th sl nesced o schieve
desird tretment goals
| 55 Tne semices elped my ey develop the sl nesded o continue o1 3
path o a bette state of health, mind,strength,or a path of recovery.
| 26 would recommend thissgency o s fiend orfamly member.

Response Count 2019 2020 2021 2021-EOS 2022 2022-EOS

Case Management | 17 5 1 5 b i
Homebased 3 10 4 3 37 5 _
| Outpatient Therapy| 32 3 4 3 3 3 orton[fows V] &y 1] s o
Total 82 18 9 1 104 15




