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Summary of results

The annual Customer Satisfaction Survey was conducted from July 22, 2024 — August 9, 2024. A random selection of adults and
children who received a service during the time frame were asked to participate in the survey. This random selection included some
individuals that receive Home and Community Based Services (HCBS), Substance Use Disorder (SUD) services and Certified Community
Behavioral Health Clinic (CCBHC) services. All surveys were administered through in person questionnaires. Three Hundred ninety-
seven (397) surveys were offered during this period. Of those offered, 156 surveys were completed. The returned surveys consisted of
forty-three (43) child surveys and one hundred thirteen (113) adult surveys. The questions for this survey are provided from the Region
10 Quality Management Committee (consisting of Genesee, Lapeer, St. Clair, and Sanilac County CMHs). They formed a sub-workgroup
to come up with a regional tool that each CMH would utilize to conduct the annual surveys. The survey questionnaires were modified
using a subset of the MDHHS Youth/ Adult Customer Satisfaction Survey Tools and CCBHC requirments. They were then administered
in written form, via QR code, or read aloud. The surveys that were administered in written format were done one on one with staff at
the CMH office location, in a budgeted home, or on their own if they wished. The surveys that were administered via QR code were
also done in office before appointments with the option to

complete on their own or ask questions to a staff member. Su rvey Paticipation
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Demographics

Of the 113 Adult surveys completed, 14% were HCBS, 92% were CCBHC, 88%
were Medicaid eligible, and 12% were non-Medicaid. The largest change from
2023 to 2024 was seen in CCBHC participation which raised from 12.3% to
92% for an increase of 79.7%.

Of the 43 Children surveys completed by parent, guardian or accompanying
adult; 74% were CCBHC, 88% were Medicaid eligible, and 12% were non-
Medicaid. Children in Sanilac County are generally not HCBS since Sanilac
County currently does not have any children specific homes, MDHHS finds
placement for children.
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29% of children that were offered the survey completed it while 45% of
adults offered the survey completed it.
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Surveys were administered using a subset of the MDHHS Youth/
Adult Customer Satisfaction Survey tool along with CCBHC
requirements. All individuals were asked to complete a survey in
person on paper or via QR code directly to the Survey Monkey.
The following chart offers a visual view of demographic data.

The total number of individuals that completed a survey (156)
were broken down by age group, which are as follows: Ages 0-6
years old [6%]; Ages 7-12 years old [11%]; Ages 13-17 years old
[10%]; Ages 18-25 vears old [6%]; and Ages 26-45 years old
[33%]; Ages 46-64 years old [28%]; Ages 65 years and up [6%].
In both 2024 and 2023 the age group with the greatest number
of respondents was also the 26-45 year olds.
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2024 Adult Survey

The adult survey was comprised of 40 questions, 37 of them with a response of agreed, neither agree nor disagree, or disagree and 3
options to leave comments, any barriers present, and an option to be called back about the survey if they wished. The questions and
answers can be seen below as well as the questions with the most amount of each response.

The location of services was
convenient (parking, public

| like the services that |
received at Sanilac CMH.

transportation, distance, etc.).

W\l
"

m Agreed = Neither = Disagreed mBlank m Agreed = Neither m Disagreed = Blank

94% of respondents agreed, 2% diasgreed 96% of respondents agreed, 3% disagreed

I feel I belong In my Communlty' _ 66% agreed, 19% neither agreed nor

disagreed, and 10% disagreed.

65% agreed, 23% neither agreed
nor disagreed, and 11% disagree ——
with this statement.

= Blank

= Neither

= Agreed m Disagreed

As a direct result of services |
received; | do better in school
and/or work.

o

m Agreed = Neither m Disagreed = Blank

56% of respondents agreed, 35% said neither, and 7% disagreed

As a direct result of services |
received; | do betterin social

situations
m Agreed = Neither mDisagreed = Blank
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Adult Survey Responses

IN'ACRISIS, | WOULD HAVE THE SUPPORT | NEED FROM FAMILY OR FRIENDS.
| FEEL | BELONG IN MY COMMUNITY.

| HAVE PEOPLE WITH WHOM | CAN DO ENJOYABLE THINGS.

| AM HAPPY WITH THE FRIENDSHIPS | HAVE.

AS ADIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO DO THINGS THAT I...
AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO HANDLE THINGS...
AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO TAKE CARE OF MY...
AS ADIRECT RESULT OF SERVICES | RECEIVED; | DO THINGS THAT ARE MORE...

AS A DIRECT RESULT OF SERVICES | RECEIVED; MY SYMPTOMS ARE NOT BOTHERING ME...

AS ADIRECT RESULT OF SERVICES | RECEIVED; MY HOUSING SITUATION HAS IMPROVED.
AS A DIRECT RESULT OF SERVICES | RECEIVED; | DO BETTER IN SCHOOL AND/OR WORK.
AS A DIRECT RESULT OF SERVICES | RECEIVED; | DO BETTER IN SOCIAL SITUATIONS

AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM GETTING ALONG BETTER WITH MY...

AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO DEAL WITH CRISIS.
AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO CONTROL MY LIFE.

AS ADIRECT RESULT OF SERVICES | RECEIVED; | DEAL MORE EFFECTIVELY WITH DAILY...
| WAS ENCOURAGED TO USE CONSUMER-RUN PROGRAMS (SUPPORT GROUPS, DROP-IN...
STAFF HELPED ME OBTAIN THE INFORMATION | NEEDED SO THAT | COULD TAKE CHARGE...

STAFF WERE SENSITIVE TO MY CULTURAL BACKGROUND (RACE, RELIGION, LANGUAGE,...

I, NOT STAFF, DECIDED MY TREATMENT GOALS.

STAFF RESPECTED MY WISHES ABOUT WHO IS AND WHO IS NOT TO BE GIVEN...

STAFF TOLD ME WHAT SIDE EFFECTS TO WATCH OUT FOR.

STAFF ENCOURAGED ME TO TAKE RESPONSIBILITY FOR HOW | LIVE MY LIFE.

| WAS GIVEN INFORMATION ABOUT MY RIGHTS.

| FELT FREE TO COMPLAIN.

| FELT COMFORTABLE ASKING QUESTIONS ABOUT MY TREATMENT AND MEDICATION.
STAFF AT SANILAC CMH BELIEVE THAT | CAN GROW, CHANGE AND RECOVER.
| WAS ABLE TO SEE A PSYCHIATRIST WHEN | WANTED TO.

| WAS ABLE TO GET ALL THE SERVICES | THOUGHT | NEEDED.

SERVICES WERE AVAILABLE AT TIMES THAT WERE GOOD FOR ME.

STAFF RETURNED MY CALL IN 24 HOURS.

STAFF WERE WILLING TO SEE ME AS OFTEN AS | FELT IT WAS NECESSARY.

THE LOCATION OF SERVICES WAS CONVENIENT (PARKING, PUBLIC TRANSPORTATION,...

| WOULD RECOMMEND SANILAC CMH TO A FRIEND OR FAMILY MEMBER.
IFIHAD OTHER CHOICES, | WOULD STILL GET SERVICES FROM SANILAC CMH.
| LIKE THE SERVICES THAT | RECEIVED AT SANILAC CMH.
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Adult Responses Year over Year

Below you can see FY23 compared to FY24. Some things to consider when looking at this chart include that in October of 2023 the
start of FY24 Sanilac CMH became a CCBHC Demonstration site, meaning our consumer load has increased greatly over the last year.
This years questions had more options for answers including the option to leave it blank or choose “neither agree nor disagree” while
in 2023 the questions included choices of “yes” or “no”.

FY23 to FY24 Adult Comparison

AS A DIRECT RESULT OF SERVICES | RECEIVED; | DEAL MORE EFFECTIVELY WITH .
DAILY PROBLEMS. 95%

AS A DIRECT RESULT OF SERVICES | RECEIVED; | AM BETTER ABLE TO CONTROL
MY LIFE.

AS ADIRECT RESULT OF SERVICES | RECEIVED; | DO BETTER IN SOCIAL
SITUATIONS

AS A DIRECT RESULT OF SERVICES | RECEIVED; MY SYMPTOMS ARE NOT
BOTHERING ME AS MUCH.

STAFF WERE SENSITIVE TO MY CULTURAL BACKGROUND (RACE, RELIGION,

LANGUAGE, ETC.). 99%

STAFF AT SANILAC CMH BELIEVE THAT | CAN GROW, CHANGE AND RECOVER. 100%

SERVICES WERE AVAILABLE AT TIMES THAT WERE GOOD FOR ME. 98%

HAVE YOU HAD DIFFICULTY GETTING SERVICES DUE TO ANY BARRIERS?

| LIKE THE SERVICES THAT | RECEIVED AT SANILAC CMH. 99%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

mFY24 BFY23
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Open Ended Question Responses
Have you had any difficulty getting services due to any barriers? If yes, please explain.

Most respondents indicated that they did not have any difficulties getting services due to barriers. Of the 113 responses 80% (90) said
no, 18% (20) said yes and 2% (3) left it blank. Of the 18% that said yes, they did have difficulty a few common responses were due to
transportation and having a long walk in, care managers cancelling appointments, and stigma from the community.

“I' have to walk into my doctor’s appointments” and another said, “walking distance is an issue for me”
“Having more autism treatment for adults could be beneficial”

“My phone doesn’t work, so communication can be hard”

“When my care manager cancels my appointment, | get worried my case will be closed”

“For a while | was supposed to see my care manger every two weeks, but they could only see me every 6 so | had to change my care
manager”

“I struggle with the ability to work, and mental illness making me financial struggle, | could really use some resources here”
“I don’t discuss my religious beliefs, or my military background because | was taught not too”

Do you have any other questions, comments or concerns? A majority of these responses were very appreciative of the services and
care we provide. While some provided suggestion and concerns that included more classes, and locations to provide services.

“CMH has been a big part of my life, and | would like to thank everyone for my help. If it wasn't for you, | wouldn't be here today.
Thank you for helping me:)”

“Gloria is awesome! She encourages me to live without having CMH involved, but still to use her as a resource to help reach my goals.
Melissa is awesome too! Everyone is awesome, thank you all!!l DBT has been amazing, and | learned a lot!”

“Just what | needed, when | needed it”
“We could use more resources in our small community”

“We could really utilize a neuropsychologist”
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2024 Children Survey Results

The children’s survey was comprised of 30 questions, 27 of them with a response of agree, neither agree nor disagree, or disagree and
3 options to leave comments, any barriers present, and an option to be called back about the survey if they wished. The questions and
answers can be seen below as well as the questions with the most amount of each response.

| helped to choose
my child's treatment
goals.

mAgreed ® Neither ®Disagreed

All 43 surveys agreed that they played a part in
the person-centered planning process.

As aresult of the services my
child and/or family received, my
child is better able to do things

he or she wants to do.

<

m Agreed = Neither = Disagreed

Staff treated me and
my child with
respect.

mAgreed ® Neither ™ Disagreed

All participants of the survey agreed that they were treated with
kindness and respect when attending Sanilac CMH.

— 84% said that they agreed, 16% neither
agreed nor disagreed and 0% disagreed.

This question has the most amount of

disagree answers with only 2 answers

disagreeing, 11 neither agreeing or
disagreeing and 30 agreeing.

As aresult of the
services my child
and/or family...

mAgreed ® Neither ®Disagreed

This was the question with the most responses of
“Neither agree nor disagree” making up 30% of the response.

As aresult of the services my
child and/or family received, my
child is better able to cope
when things go wrong.

»

m Agreed = Neither m Disagreed
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Children's Survey Responses

AS ARESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, | HAVE PEOPLE...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, IN ACRISIS, I...
AS ARESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, | HAVE PEOPLE...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, | KNOW PEOPLE...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD IS...

AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, | AM SATISFIED...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD IS...

AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD IS...

AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD GETS...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD GETS...
AS A RESULT OF THE SERVICES MY CHILD AND/OR FAMILY RECEIVED, MY CHILD IS...

STAFF WERE SENSITIVE TO MY CULTURAL/ETHNIC BACKGROUND

STAFF SPOKE WITH ME IN A WAY THAT | UNDERSTOOD.

STAFF RESPECTED MY FAMILY'S RELIGIOUS/SPIRITUAL BELIEFS.

STAFF TREATED ME AND MY CHILD WITH RESPECT.

MY FAMILY GOT AS MUCH HELP AS WE NEEDED FOR MY CHILD.

MY FAMILY GOT THE HELP WE WANTED FOR MY CHILD.

SERVICES WERE AVAILABLE AT TIMES THAT WERE CONVENIENT FOR US.
THE LOCATION OF SERVICES WAS CONVENIENT FOR US.

THE SERVICES MY CHILD AND/OR FAMILY RECEIVED WERE RIGHT FOR US.
| PARTICIPATED IN MY CHILD'S TREATMENT.

| FELT MY CHILD HAD SOMEONE TO TALK TO WHEN SHE/HE WAS TROUBLED.
THE PEOPLE HELPING MY CHILD STUCK WITH US NO MATTER WHAT.

| HELPED TO CHOOSE MY CHILD'S TREATMENT GOALS.

| HELPED TO CHOOSE MY CHILD'S SERVICES.

OVERALL, | AM SATISFIED WITH THE SERVICES MY CHILD RECEIVED.
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As aresult of the As aresult of the

services my

child and/or
family received,

my child gets
along better with
family members.

Children’s Responses Year over Year
Below you can see FY23 compared to FY24 for children’s responses. Some things to consider when looking at this chart include that in

this year’s questions had more options for answers including the option to leave it blank or choose “neither agree nor disagree” while
in 2023 the questions included choices of “yes” or “no” answers.

2023 to 2024 Children's Responses

83% 84%

services my
child and/or
family received,
my child is
better at
handling daily
life.

95%

79%

Services were
available at
times that were
convenient for
us.

Staff were
sensitive to my
cultural/ethnic

background

FY23 mFY24

85% 84% 84%
79%

My family gotthe Haveyou had Asaresult of the
help we needed difficulty getting services my
for my child. services due to child and/or
any barriers?  family received,
my child is
better able to do
things he or she
wants to do.
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Open Ended Question Responses

Have you had any difficulty getting services due to any barriers? If yes, please explain. Most respondents indicated that they did not
have any difficulties getting services due to barriers. Of the 43 responses 91% (39) said no, 9% (4). Of the 4 that said they did have
difficulties 3 of them did not put an explanation and one indicated transportation as the issue.

“Transportation but they helped me figure out a way to get my child there”

Do you have any other questions, comments or concerns? A majority of these responses were very grateful for the services we provide
and their great team.

“I believe the team my child has is perfect for her and | know they want the best for her. | am very pleased with her team.”

“Andrea went above and beyond in the little time she had my daughter under her care. Was super bummed when we learned we
would be losing her due to an insurance change. Great asset to CMH!”

“The kids love Jenna and Megan is AMAZING!!”
“I' have a good team, but sometimes | feel like it’s hard to talk about certain things because of their bias towards my mom”

“1 would like to get my child a bed tent”
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2024 SUD Survey Results

The SUD survey was distributed by Region 10 PIHP. This survey was given in person in a Sanilac CMH office with a staff member. This
guestionnaire was comprised of 38 questions, 36 with options of agree, neither agree nor disagree, or disagree, with they last two
options to fill in barriers, questions or concerns, as well as an option to receive a call about the survey if they choose. This survey was
offered to SUD individuals and had 4 participants. Currently there are 5 individuals enrolled in the Sanilac CMH SUD program.

SUD Responses

AS ADIRECT RESULT OF THE SERVICES | RECEIVED, | DEAL
FOR EFFECTIVELY WITH DAILY PROBLEMS

HAVE YOU HAD ANY DIFFICULTIES GETTING SERVICES DUE
TO ANY BARRIERS?

AS ADIRECT RESULT OF THE SERVICES | RECEIVED, | DO
BETTER IN SOCIAL SITUATIONS

SERVICES WERE AVALIABLE AT TIMES THAT WERE GOOD
FOR ME

STAFF HERE BELIEVE | CAN GROW, CHANGE, AND
RECOVER

AS A DIRECT RESULT OF THE SERVICES | RECEIVED, | AM
BETTER ABLE TO CONTROL MY LIFE

STAFF WERE SENSITIVE TO MY CULTURAL BACKGROUND (
RACE, RELIGION, LANGUAGE, ETC.)

AS ADIRECT RESULT OF THE SERVICES | RECEIVED, MY
SYMPTOMS ARE NOT BOTHERING ME AS MUCH.

| LIKE THE SERVICES THAT | HAVE RECEIVED HERE.

SUD Open Ended Question
Responses

Have you had any difficulty getting
services due to any barriers? If yes,
please explain. 3 of the 4
participants said they did not have
any difficulty getting services due
to any barriers. One had said they
had difficulty due to insurance
issue at the McKenzie Health Clinic.

Do you have any other questions,
comments or concerns? There we
no questions, comments, or
concerns left.

I |
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