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The Request:
The Florida Department of Children & Families (DCF) & its Mental Health Block Grant Planning & Advisory council requested assistance in achieving a better understanding of the value of monitoring customer satisfaction; the role the council could play in monitoring; & exploring with the council its commitment to participate in monitoring.   

The council expressed its track record of being relatively inactive; having a significant turnover rate in membership (a number of seasoned members have recently resigned); its members possess a range of educational and experiential backgrounds & offer various levels of skills, abilities and temperaments to its work.  Several new council members participated in this Targeted Technical Assistance event.

OPPAGA, an investigative arm of the Florida legislature, has expressed concern that the customer satisfaction survey process is currently implemented by the agency that provides the service.  OPPAGA and DCF endorse these activities being done by a source that is external to the provider agencies.  Providers express frustration with additional, often repetitive, paperwork requirements.  Only one council member (a provider) knew that consumer satisfaction information had been gathered and reports generated.  Scott Edwards of USF provided the group information regarding the tools used to gather this feedback and recent data reports.  In some districts, the response rate of youth and consumers is not high enough to generate a report.  There is general concern regarding the current process; the rate of return on satisfaction surveys, and whether the survey is presented to all consumers or how they are selected.  The group agreed that data is not currently being used in Florida because it does not have a voice of advocacy to carry it.

The Participants:

Participants at the technical assistance event included 4 parents of youth, 11 mental health professionals from state & local agencies, 9 adult consumers, 12 family members of adults & 1 representative each from juvenile justice & education.  

The Process:

The Facilitator, Pat Hunt, assisted the group in more clearly describing their objectives for the monitoring process and the aspects of the process that they wanted to improve.   An outline of the discussion follows. 

1. Benefits of Monitoring -- Council members expressed various issues that monitoring could impact:

1.1. Funding

1.1.1. make sure that services are cost effective 

1.1.2. It is mandated as part of the Federal Block Grant – We would be in line with what they expect

1.1.3. Fiscal accountability – know what we pay for & what we get

1.2. Services

1.2.1. Program accountability – programs doing what they are contracted to do

1.2.2. Make sure that services are relevant – what people need

1.2.3. Better services

1.2.4. More appropriate services 

1.2.4.1. Based on & tailored to individual needs

1.2.4.2. Coordinated & integrated among agencies

1.2.4.3. “Wraparound”

1.2.4.4. Culturally relevant, competent, responsive

1.2.4.5. Service consistency

1.2.4.6. Services associated with life, not just illness (e.g. life skills, jobs, relationships, etc.) 

1.2.5. Better quality of life for people receiving services

1.2.6. Customer choice

1.2.7. Reduce waiting lists

1.3. Systems Change

1.3.1. The data will support the case at all levels (including the legislature & Governor).  This should eventually help eliminate the current practice of legislative politics driving where the money goes

1.3.2. Customer involvement can promote changes & inform decision making

1.3.3. Customer voice – customers will have more faith & courage, moving from opinions to voice

1.3.4. All stakeholders will have a broader, common understanding of the issues based on valid information

2. What We Need -- Council members defined what they would need to have in order to participate in monitoring:

2.1. Information

2.1.1. Current status

2.1.1.1. What do we know now?

2.1.1.2. What level is staff at?

2.1.2. Contract information – expectations

2.1.3. Rules & regulations that pertain to services

2.1.4. Understand monitoring & have a clearly defined role

2.2. T/A & Tools

2.2.1. Training & “credentials”

2.2.2. Tools & how to use them

2.2.2.1. Protocols (who, when, how – method?)

2.2.2.2. Litigation

2.2.2.3. Uniform standards that are relevant & pertinent

2.2.2.4. Checklist – to define the survey questions (customers to define what should be asked)

2.2.3. Define the level we’re reaching for

2.3. Environment

2.3.1. Authority to exist – to be sanctioned to do the work (the “badge”)

2.3.2. Legitimacy

2.3.3. Accountability

2.3.4. Group ownership 

2.3.4.1. To reduce fear of retribution – status quo

2.3.4.2. To engage all the players in monitoring (receiver, provider, funder, family & extended family, community) – political power of providers

2.4. Impact of monitoring

2.4.1. Where the money goes & “what’s under the rug”

2.4.2. Know where the information goes & what happens as a result of it

2.4.3. Define the incentives, remediation & sanctions

2.5. Sound process

2.5.1. Non-duplicative (not redundant or additional burden)

2.5.2. Be reliable, valid, consistent, and credible

2.5.3. Statistically sound, defensible, sufficient information

2.6. Time

The Outcomes: 
On Day 2 the Facilitator led the group through a process of clearly defining its recommendations concerning monitoring for consideration by the full council.  The council took a formal vote to participate in monitoring.  The council also voted for the monitoring committee to make recommendations regarding what and how (method) to monitor and to forward those recommendations to the Chair for dissemination to the full council.  The summary of items in the following table identifies what the council needs in order to move forward with monitoring:   

	What We Need / Strategy
	Who/Where We Can Get It
	By-Date


	Clear mission, vision, goals & timelines
	Council
	Plan at next meeting

	Information – current status, data, relevance
	Scott (DCF)

CMHS

NASMHPD
	

	Contract information & expectations 
	District Offices
	As Needed

	Customer involvement in RFP development
	Districts
	

	Know “Best Practices” (local & national)
	SAMHSA

Surgeon General’s Report
	

	Rules & Regulations  (recipient rights)
	Provider Agencies (written copy)

Protection & Advocacy Center

Baker Act (state rules)
	

	Know more about indicators of service delivery effectiveness
	FL Consumers & parents & Scott
	

	Training & credentials (Presenting the survey with integrity & getting better return rates) – tools & how to use them -  protocols
	SOC Grant Community

FMHI

Scott- Beverly

Monitoring Committee


	

	Background of 16 state study
	www.MHSIP.org
	

	Explore revising tool - Employ methods such as forums, discussion groups, SEDNET
	Include youth, consumers, families

– Use District Councils
	

	Develop a positive frame for the “preamble” that let’s people know what will happen with the info – independent source reduces fear of retribution – assures confidentiality & safety
	Council - Scott
	

	Make recommendations for meaningful remediation/sanctions

Need a description of actions planned/taken – offer suggestions to funding sources –influence policy of funding source
	Council - Department
	

	Create opportunities for feedback – discussion board on web page for consumers & families; public forums; publication at provider agency; newsletters
	
	

	Authority, legitimacy  - be written into state contracts
	DCF
	

	Final state data report on website & Listserve
	Scott
	

	Create a dissemination plan for consumer satisfaction data reports (see draft list below)
	Council
	


Who We Want To Have The Information:
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Other Things to Remember:

· Learn what customers really want from the system as a whole and not come to flawed conclusions based on what is available

· There are unmet needs

· Be strategic to have the greatest impact

· Financial efficiency

· Districts use data for their QI plan

· How well the system is meeting people’s needs

· Data is available to everyone

· PR – is important

· Build in accountability (checks & balances) 

15 Respondents out of 37 participants
Technical Assistance Facilitator – Pat Hunt
· Education Professional

· Juvenile Justice Professional

· Mental Health Professionals

· Parent of Youth with Emotional Disturbance

· Adult Consumers

· Family Member of an Adult Consumer

	Please choose a rating for each question below.
	Excellent
	Average
	Below Average
	Poor

	1) I would rate the effectiveness of this workshop as:
	12
	3
	
	

	2) I feel that my input was respected by the presenter:
	14
	
	1
	

	3) The presenter was helpful in providing an inclusive & welcoming atmosphere:
	15
	
	
	

	4) The handouts/materials were helpful:
	13
	2
	
	

	5) The workshop provided information and skill I can use:
	13
	2
	
	


What did you like best about the workshop?

· Group participation was actively solicited and gained

· Representation of consumers best interest foremost reason to find ways to make mental health services better – customer satisfaction

· The give and take dialogue – questions were answered

· Open, animation

Comments or suggestions

· Invite speaker back for follow up training if possible

· Well run

What do you plan to do as a result of this workshop?

· Take this information to my district so that they might be informed about the things we are going to do

· Move forward as a council and attempt a preliminary monitoring this year

· Participate where needed to make monitoring meaningful

· Go home and implement what was discussed

· Research

· A better understanding of advocates and consumer views of mental health services/system and client satisfaction/needs

· Discuss this with NAMI FL consumer council































� Dates to be determined by council at future meetings
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