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Background

This is the first in the series of new Adult/Older Adult Consumer Perception Survey (CPS) reports for the Performance
Outcomes System (POS). The reports meet the intent of the Legislation, as stated in Welfare and Institutions Code
Section 14707.5, to develop a performance outcomes system for Early and Periodic Screening, Diagnosis, and
Treatment (EPSDT) mental health services that will improve outcomes at the individual, program, and system levels
and inform fiscal decision-making related to the purchase of services. This reporting effort is part of the
implementation of the performance outcomes system for Medi-Cal Specialty Mental Health Services (SMHS) for
children and youth.

Since 2012 DHCS has worked with several groups of stakeholders to create a structure for reporting, develop the
Performance Measurement Paradigm, and develop indicators and measures. Through this process, seven domains
were identified as necessary to assess in order to meet the legislative requirements for the POS. The domains are:
Access, Engagement, Service Appropriateness to Need, Service Effectiveness, Linkages, Cost Effectiveness and
Satisfaction.

Purpose and Overview

For the Consumer Perception Survey (CPS) Adult/Older Adult data one statewide aggregate report will be produced.
Due to the small yearly sample sizes it is not possible to provide reports at the population-based county grouping level
or at the county-specific level. These are the initial statewide, aggregate reports using CPS data created for the
Performance Outcomes System; they establish a foundation for on-going reporting and are anticipated to be produced
on an annual basis.

These reports provide trend information by displaying information for Fiscal Years (FY) 12/13, 13/14, 14/15 and 15/16.
This report includes all the CPS questions broken out by Adult/Older Adult respondents. The CPS questions address the
following seven domains: General Satisfaction, Perception of Access, Perception of Quality and Appropriateness,
Perception of Participation in Treatment Planning, Perception of Outcomes of Services, Perception of Functioning, and
Perception of Social Connectedness.

Definitions

Population - Adults (age 18-59) and Older Adults (age 60 and over) and receiving Specialty Mental Health Services.
Data Source - Consumer Perception Survey Database FY 12/13 through FY 15/16.
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Additional Information

The Measures Catalog is the companion document for these reports and provides the methodology and definitions for
the measures. Each measure is defined and the numerator and denominator used to develop the metrics are provided
with relevant notes and additional references. The Measures Catalog may be found at:

http://www.dhcs.ca.gov/individuals/Documents/POS%20Measures%20Catalog_2.17.15.pdo

Background information on the Performance Measures System implementation is available on the DHCS website
through the POS landing page. Documents posted include the relevant legislation, plans submitted to the Legislature,
and handouts for meetings with the Stakeholder Advisory Committee dating back to the first meeting in 2012. To
obtain this information go to:

http://www.dhcs.ca.gov/individuals/Pages/POSReports.aspx
Report Highlights

Sample size varies by question and by domain.*

The number of respondents for FY 12/13 was 3,948.
The number of respondents for FY 13/14 was 41,998.
The number of respondents for FY 14/15 was 50,289.
The number of respondents for FY 15/16 was 41,350.

Each of the questions are answered using a 5-point Likert scale with the following values: 1 = Strongly Disagree; 2 =
Disagree; 3 = Undecided; 4 = Agree; and 5 = Strongly Disagree.

- in FY 15/16 the average response for the General Satisfaction domain was 4.4

- in FY 15/16 the average response for the Perception of Access domain was 4.3

- in FY 15/16 the average response for the Perception of Quality and Appropriateness domain was 4.3

- in FY 15/16 the average response for the Perception of Participation in Treatment Planning domain was 4.3
-in FY 15/16 the average response for the Perception of Outcomes of Services domain was 3.9

- in FY 15/16 the average response for the Perception of Functioning domain was 3.9

-in FY 15/16 the average response for the Perception of Social Connectedness domain was 3.9

*Note: The Consumer Perception Survey has typically been administered two times a year. However, for FY 12/13 the
CPS was administered only once during the year. Thus, for FY 12/13 the sample sizes are smaller when compared to the

other FY's that are included in this report.

Please contact cmhpos@dhcs.ca.gov for any questions regarding this report.
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Consumer Perception Survey Questions For Adults

Individual Item A

1 | I liked the services that | received here.

2 | If I had other choices, | would still get services at this agency.

3 | I would recommend this agency to a friend or family member

4 | The location of services was convenient.

5 | Staff were willing to see me as often as | felt was necessary.

6 | Staff returned my calls within 24 hours.

7 | Services were available at times that were good for me.

8 | I was able to get all the services | thought | needed.

9 | I was able to see the a psychiatrist when | wanted to.

10 | Staff believed | could grow, change and recover.

11 | | feel comfortable asking questions about my treatment and medications.
12 | | feel free to complain.

13 | I was given information about my rights.

14 | Staff encouraged me to take responsibility for how | live my life.

15 | Staff told me what side effects to watch out for.

16 | Staff respected my wishes about who is and is not to be given information about my treatment.
17 | |, not staff, decided my treatment goals.

18 | Staff were sensitive to my culture/ethnic background.

19 | Staff helped me obtain the information needed so | could take charge of managing my illness.
20 | | was encourages to use consumer-run programs.

21 | | deal more effectively with daily problems.

22 | | am better able to control my life.

23 | | am better able to deal with crisis.

24 | | am getting along better with my family.

25 | I do better in social situations

26 | | do better in school and/or work.

27 | My housing situation has improved.

28 | My symptoms are not bothering me as much.

29 | I do things that are more meaningful to me.

30 | | am better able to take care of my needs.

31 | | am better able to handle things when they go wrong.

32 | | am better able to do things that | want to do.

33 | | am happy with the friendships that | have.

34 | | have people with whom | can do enjoyable things.

35 | I feel | belong in my community.

36 | Inacrisis, | would have the support | need from family and friends.
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Table Al: Adult Respondent Domain Averages
in the Consumer Perception Survey

DOMAIN FY 2012-13 FY 2013-14 FY 2014-15 FY 2015-16
General Satisfaction 4.4 4.4 4.4 4.4
Perception of Access 4.3 4.3 4.2 4.3
Perception of Quality and Appropriateness 4.3 4.3 4.3 4.3
Perception of Participation in Treatment Planning 4.3 4.2 4.2 4.3
Perception of Outcomes of Services 3.9 3.9 3.9 3.9
Perception of Functioning 3.9 3.9 3.9 3.9
Perception of Social Connectedness 3.9 3.9 3.9 3.9
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Table A2: Adult Respondents Percentage of Scores above 3.5 (i.e. Agree or Strongly Agree) in each Domain

DOMAIN FY 2012-13 FY 2013-14 FY 2014-15 FY 2015-16
General Satisfaction 91.2% 90.1% 89.6% 90.2%
Perception of Access 85.6% 85.1% 84.9% 85.2%
Perception of Quality and Appropriateness 89.8% 88.7% 88.2% 88.8%
Perception of Participation in Treatment Planning 80.4% 79.0% 78.8% 79.5%
Perception of Outcomes of Services 69.8% 69.7% 70.0% 69.7%
Perception of Functioning 69.0% 70.0% 69.6% 69.6%
Perception of Social Connectedness 66.2% 67.1% 67.1% 67.8%
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Table A3: Number of Adult Respondents in the
Consumer Perception Survey

DOMAIN FY 2012-13 FY 2013-14 FY 2014-15 FY 2015-16
Total Number of Surveys Received 3,948 41,998 50,289 41,350
General Satisfaction 3,901 41,773 49,755 41,128
Perception of Access 3,858 40,601 49,037 40,709
Perception of Quality and Appropriateness 3,786 39,277 48,084 39,895
Perception of Participation in Treatment Planning 3,633 38,023 46,219 38,598
Perception of Outcomes of Services 3,607 38,833 45,213 37,696
Perception of Functioning 3,656 38,707 46,061 38,242
Perception of Social Connectedness 3,653 39,780 45,860 38,083
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Table B1: Adult Respondents item Averages
in the Consumer Perception Survey

Domain Individual Item FY 12-13 FY 13-14 FY 14-15 FY 15-16

General Satisfaction 1 |l liked the services that | received here. 4.5 4.5 4.5 4.5
General Satisfaction 2 |If I had other choices, | would still get services at this agency. 4.4 4.3 4.3 4.3
General Satisfaction 3 |l would recommend this agency to a friend or family member 4.4 4.4 4.4 4.4
Perception of Access 4 |The location of services was convenient. 4.2 4.2 4.2 4.2
Perception of Access 5 |Staff were willing to see me as often as | felt was necessary. 4.4 4.3 4.3 4.3
Perception of Access 6 |Staff returned my calls within 24 hours. 4.2 4.2 4.2 4.2
Perception of Access 7 |Services were available at times that were good for me. 4.4 4.4 4.3 4.4
Perception of Access 8 |l was able to get all the services | thought | needed. 4.3 4.3 4.3 4.3
Perception of Access 9 |l was able to see the a psychiatrist when | wanted to. 4.2 4.1 4.1 4.1
Perception of Quality and

P o v 10 |Staff believed | could grow, change and recover. 4.4 4.4 4.4 4.4

Appropriateness
Perception of Participation in

| feel comfortable asking questions about my treatment and

_ 11 o 4.4 4.4 4.4 4.4
Treatment Planning medications.
Perception of Quality and
P I_ LR 12 |l feel free to complain. 4.2 4.2 4.2 4.2
Appropriateness
Perception of Quality and
P I_ Quality 13 |l was given information about my rights. 4.4 4.3 4.3 4.3
Appropriateness
P i f li ff k ibility for how I li
erceptl.on of Quality and 14 S.ta encouraged me to take responsibility for how | live my 44 43 43 43
Appropriateness life.
Perception of Quality and .
. 15 |Staff told me what side effects to watch out for. 4.2 4.1 4.1 41
Appropriateness
Percepti.on of Quality and 16 .Staff resPected my wishes about who is and is not to be given 44 44 44 44
Appropriateness information about my treatment.
Perception of Participation in
P . P 17 |l, not staff, decided my treatment goals. 4.1 4.1 4.1 4.1
Treatment Planning
Perception of Quality and . .
18 |Staff were sensitive to my culture/ethnic background. 4.3 4.3 4.3 4.3

Appropriateness
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Table B1: Adult Respondents item Averages
in the Consumer Perception Survey

Individual Item FY 12-13 FY 13-14 FY 14-15 FY 15-16
Perception of Quality and 19 Staff helped me obtain the information needed so | could take 43 43 43 43
Appropriateness charge of managing my illness. ' ' ' '
P ti f lity and
== I?n ol QLRI A 20 [l was encourages to use consumer-run programs. 4.2 4.2 4.2 4.2
Appropriateness
Perception of Outcomes of
c, PH ure 21 [l deal more effectively with daily problems. 4.1 4.1 4.1 4.1
Services
P ti f Out f
erc'ep 1on of Utcomes o 22 [l am better able to control my life. 4.1 4.1 4.1 4.1
Services
P ti f Out f
erc'ep 1on oT Dutcomes 0 23 [l am better able to deal with crisis. 4.0 4.0 4.0 4.0
Services
Perception of Outcomes of
. PH ! 24 [l am getting along better with my family. 3.9 3.9 3.9 3.9
Services
Perception of Outcomes of
c' 2 ure 25 |l do better in soclal situations 3.9 3.8 3.8 3.9
Services
P ti f Out f
erc.ep lon of BLtcomes o 26 |l do better in school and/or work. 3.7 3.7 3.8 3.8
Services
Perception of Outcomes of
c' PH ure 27 [My housing situation has improved. 3.7 3.8 3.8 3.8
Services
Perception of Outcomes of
Services/Perception of 28 |My symptoms are not bothering me as much. 3.7 3.7 3.7 3.7
Functioning
Perception of Functioning 29 [l do things that are more meaningful to me. 3.9 4.0 3.9 3.9
Perception of Functioning 30 [l am better able to take care of my needs. 4.0 4.0 4.0 4.0
Perception of Functioning 31 [l am better able to handle things when they go wrong. 3.8 3.9 3.9 3.9
Perception of Functioning 32 [l am better able to do things that | want to do. 3.9 3.9 3.9 3.9
P ti f Social
LRI B SRR 33 [l am happy with the friendships that | have. 3.9 4.0 4.0 4.0
Connectedness
P ti f Social
LRI L SRR 34 |l have people with whom | can do enjoyable things. 3.9 3.9 3.9 4.0
Connectedness
Perception of Social . i
35 [l feel | belong in my community. 3.7 3.8 3.8 3.8
Connectedness
Perception of Social 36 In' a crisis, | would have the support | need from family and 3.9 4.0 4.0 4.0
Connectedness friends.

8 of 10



Table B2: Adult Respondents Percentage of Scores above 3.5 (i.e. Agree or Strongly Agree)
in the Consumer Perception Survey

Domain Individual Item FY 12-13 FY 13-14 FY 14-15 FY 15-16
| liked th ices that | ived
General Satisfaction 1 h;rz e services that ITeceVel 92.8% | 92.2% | 91.5% | 92.2%
If | had other choices, | Id still
General Satisfaction 2 ac other choices, TWOUIA S| g72% | 85.4% | 85.3% | 85.9%
get services at this agency.
I Id d thi
General Satisfaction 3 | WOUICTECOMMENAINISBENCY | g 100 | 89.49% | 88.8% | 89.2%
to a friend or family member
The locati f i
Perception of Access 4 CO:VZE?e:)tn of services was 82.6% | 82.8% | 83.0% | 83.7%
Staff illing t
Perception of Access 5 [>T were Willing to see me as 87.6% | 87.2% | 86.9% | 87.1%
often as | felt was necessary.
Staff ret d lIs within 24
Perception of Access 6 h:ursre urnedmy cafls within 81.0% | 81.2% | 80.9% | 81.7%
Servi ilable at ti
Perception of Access 7 [perviceswereavallable atiimes | gg 8% | 89.0% | 88.5% | 89.3%
that were good for me.
) | was able to get all the services |
Perception of Access 8 86.3% 84.9% | 84.5% | 85.0%
thought | needed.
I ble t th
Perception of Access g | Wasabietoseetnea 80.7% | 78.7% | 78.2% | 78.2%
psychiatrist when | wanted to.
P ti f lity and Staff believed | Id ,
ercep |F)no Quality an 10 aff believed | could grow 89.0% | 88.5% | 879% | ss7%
Appropriateness change and recover.
P ti f Participati | feel fortable aski
' erception of Par |c‘|pa ion 1 ee 'com ortable asking 90.1% | 89.2% | ss.4% | 89.3%
in Treatment Planning questions about my treatment
P ti f lity and
erception of Quality an 12 | feel free to complain. 81.9% | 80.9% | 81.0% | 81.4%
Appropriateness
Percepti?n of Quality and 13 I‘Was given information about my 88.9% | 883% | 87.9% | 88.2%
Appropriateness rights.
P ti f lity and Staff d to tak
ercep |F)no Quality an 14 a en?o.u‘rage me o‘a e 885% | 87.6% | 873% | 87.7%
Appropriateness responsibility for how | live my
P ti f lity and Staff told hat side effects t
ercep |9no Quality an 15 aff told me what side effectsto | o oo | 2o 00, | 79.19% | 79.3%
Appropriateness watch out for.
. ) Staff respected my wishes about
P t f lity and
erception of Quality an 16 |who s and is not to be given 89.2% | 88.6% | 88.4% | 89.0%
Appropriateness . .
information about my treatment.
P i f Participati I, not staff, decided my treat t
.erceptlono art|<.:|pat|on 17 , hot staff, decided my treatmen 78.7% 77.2% 77.5% 78.5%
in Treatment Planning goals.
P ti f li Staff itive t
ercep |f)no Quality and 18 aff were se.n5| ive to my 85.6% 84.0% | 83.7% | 84.2%
Appropriateness culture/ethnic background.
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Table B2: Adult Respondents Percentage of Scores above 3.5 (i.e. Agree or Strongly Agree)

Domain

in the Consumer Perception Survey

Individual Item

FY 12-13 FY 13-14 FY 14-15 FY 15-16

Perception of Quality and

Staff helped me obtain the

Connectedness

friends.

Abbrobriateness 19 [information needed so | could 88.2% 85.7% | 85.3% | 85.9%
P take charge of managing my
Perception of Quality and | was encourages to use
. 20 80.3% | 81.7% | 81.4% | 82.0%
Appropriateness consumer-run programs.
P ti f Out f | deal ffectively with dail
Perception f Qutcomes of| 5, | dea more efectvely W1V | 7575 | 5.5 | 78.2% | 787%
P ti f Out f | bett ble t trol
S:rrsi(zz;ono utcomes o 99 "?em etter able to control my 762% | 76.1% | 76.0% | 76.3%
:eerrsﬁ:z'ilon of Outcomes of 93 IC:rs?sbetter able to deal with 73.9% 701% | 743% | 74.4%
::rrsiiztslon of Outcomes of 24 :caanr:]”\g/ettmg along better with my 70.5% 707% | 71.0% | 71.0%
P ti f Out f
See:\fiizs'ono HHCOMES Ol 55 |I do better in social situations 68.9% | 66.6% | 67.2% | 66.9%
P ti f Out f
See:\fi‘i:Zslon o Lutcomes o 26 [l do better in school and/or work.| 59.3% 59.2% | 59.7% | 59.9%
zeerrsie::r;tslon of Outcomes of 97 mypr;)::;ng situation has 625% | 63.7% | 64.1% | €2.1%
Perception of Outcomes My symptoms are not bothering . . . .
| do things that
Perception of Functioning 29 m:ani:\ngiZI t(j ,:;e more 71.0% 72.1% | 71.7% | 71.7%
I better able to tak f
Perception of Functioning 30 n?;nnezdsera etotakecareo 73.1% 74.0% | 73.8% | 73.6%
I better able to handle thi
Perception of Functioning | 31 th";n fheir;o Wer;’nga” CtINES | eg3% | 68.7% | 68.7% | 69.0%
I better able to do things that
Perception of Functioning | 32 Ijvn;ntiozroa etodothingsthat | ce 8% | 70.0% | 69.4% | 69.8%
P ti f Social I h ith the friendshi
erception of Socia 33 am happy wi e friendships 213% | 723% | 72.0% | 72.6%
Connectedness that | have.
P ti f Social Ih le with whom | d
erception of Socia 34 jc\ve peop?W| whom | can do 721% | 72.4% | 72.0% | 73.0%
Connectedness enjoyable things.
P ti f Social
Ci::jct'zgnlsswa 35 |Ifeel I belong in my community. | 63.1% | 63.3% | 63.8% | 64.2%
. . In a crisis, | would have the
Perception of Social .
36 [support | need from family and 722% | 73.4% | 73.3% | 73.8%
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