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SECTION 1

MCSOC LamiliaSanag The Healthy Family

Youth and Family Caregiver
Satisfaction & Perceptions Report 2008




Monterey County System aoCare

Since 1984, the U.S. Federal Government has supported the development of more aceess#gpropriate service delivery systems for ,%
children and adolescents with a serious emotional disturbance and their families. In 1994, an interagency System odCPas {&@ed in ’»”
a2y(iSNBe /2dzydé +FyR AyOfdZRSR / KAfRNBYyQa . SKIJA2NIf | Srvides) KX Waz@Sy A
Monterey County Office of EducatigrbpeciaEducation Divisiarand Community Based Organizations. In 2003, the Substance Abuse Mental
Health Services Administration (SAMHSA) awarded Monterey County funds to enhance and expand the existing System oMoatereyhe

| 2dzy e |/ KAt RNBYyQa / 2dzyOAf O6GKS tSIR OKAf RNBYQa L2t AOwseethdkeé Ay (KS
implementation of System of Care efforts and the implementation of Child Welfare Redesign.
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Monterey County System of Care La Familia &artee Healthy Family is a service delivery approach that utilizes partnershipsgd@ competent,
collaborative, integrated and cosfficient process for meeting the complex needs of children and youltlskabf, or experiecing, emotional, mental or
behavioral challenges and impairments, and their families or caretakers. System of Care collaborations and partneestaptisired through the
5SLI NIYSyu 2F |1 SIt oK . SKIDO#épagnnht bf Sociallarid Efiploynteit Seir/das ydWreénile{JustddProDetién 2First 5 of Mont
County,Office of EducationSpecial Education Divisidbhild and Family Agencies, Private Practitior@osnmunity Members, Consumers and Families

The visiorof Monterey County System of Care La Familia §aree Healthy Family is as follows:

A community supported by a system of care where youth, families and organizations work together to support the need®ofciuilgouth
experiencing significant emotional and behavioral challenges; where services are helpful, easy to access, availabsrasdeag supportive of the
needs of the individual and the family as a whalad are supportive of safe community wheréhere istrust, hope, respect and partnerships.

The goal®f Monterey County System of Care La Familia §&ree Healthy Family are as follows:

ACdzNII KSNJ RS@St 21) a2y iSNBe /2dzyiéeQa {eadsSy 2F /I N8B T2N OKAf RNBY gAlGK
AProvide a broad array of mental health and other related services, treatments and supports to the target population

AEvaluate the effectiveness of the system of care and its components

Alnvolve families in the development of the system and the services, and in the care of their own children

Alncorporate culturally competent practices for serving children and their families from racial and ethnic populationsniggr@séhe community

The local evaluation component of MCSOC La FamiliacSdreHealthy Familyas established in 2004 to identify evaluation indicators, monitor, analyze
and report findings related to Behavioral Health System of Care services for children, youth, young adults and theirlfa20ldts the MCSOC Local
Evaluation Team partnered with families, caregivers and youth to develop new, family andfgousled surveys to assess consuraed family
satisfaction, perceptions and needs. Since 2006, these family and-famutbed consumer surveys and state of California sati®in surveys have both
been collected and reported to provide important guidance for system of care efforts.

The MCSOC Family and Youth Satisfaction and Perceptions Report of Fsndigvgtéoped annually and presents Family/Caregiver and Youth findings (a
comparisons to previous reporting periods) related to MCSOC Behavioral Health services. This report serves-al®aestinament, and is also
summarized in the MCSOC Annual Evaluation Report for FFY 2008 (reporting period October 1, 2007 through September 30, 2008).

Study Method

The State of California Health and Human Services Agency Satisfaction Surveys, Youth Satisfaction Survey (YSS) afattitou8uBety for Families
(YSSF) are distributed twice annually, in the months of May and November. La Familia Sana Survey for-Ypatthd(LES-aridlSana Survey for
Families (LFB) forms were developed by families and youth through focus group efforts, and are distributed as attachmeatstébe surveys (YSS,



KeyFindings, MCSOC Youth and Family Satisfaction & Perceptions Report of Findings FFY 2008

YSSF). Key Indicators reported include Family Driven Services, Youth Guided Service Delivery, Staff Commitmengdr@areludbmmunity Based
Care, and Cultural Competence. Findings related to Perceived Outcomes are included in this study, as well.

Consumer Backgroun@70Youth Satisfaction Surveys (YSS) were complé&®df LaFamiliaSanag Youth (LRY) surveys were alsmmpleted. For
Gender, 26% were female and 63% werale. Theage range surveyed was 0 to*3®ars of age, with the 10 to 14 and 15 to 17 age ranges representing
75% of the youth population who filled out YSS sufeeyms. Thechildren and youth surveyed were from diverse backgrounds with the two largest
race/ethnic groups as follows: Mexican, Hispanic or Latino represented 58%, and Whites represented 20% of youth coneuittedowhsurvey forms

122Youth Satisfaction Survey for Families (YSSF) surveysavepteted. 48 of LaFamiliaSanag Family (LF8) surveys were also completed. For Gender
40% were female and 51% weraale. Thd=amily Members and Caregivers surveyed were also from diverse backgrounds with the two largest race/et
groups as follows: Mexican, Hispanic or Latinepresented 62%; and Whites represented 20% of the Family Members and Cer@giesfilled out YSSF
survey forms.

Key Findings

In FFY 2008, Family and Caregivers indicated greater satisfaction than did Youth Consumers, overall. Across the thisedietsaes (FFY) of 2006,
2007 and 2008, FFY 2007 maintained higher satisfaction rates across the majority of indicator questions for both Youtr<zosEamily Members/
Caregivers. Of the70Youth Consumer ant22 Family Members and Caregiver surveys completed, 91% of Family and Caregivers reported satisfactig
with services received (compared to 95% in FFY 2007, and 92% in FFY 2006), and 79% of Youth Consumers reported ghtsfadtien received
(compared to 88% in FFY 2007, and 81% in FFY 2006 ).

In FFY 2008, areas that reflect a need for further inquiry, based on 10% or greater Consumer and Family/Caregiver Disagreemen
For General Satisfactiorl2% of Youth Consumers expressed dissatisfaction with services

For Family Driven Services:St LISR (2 / K22a$S aé& /KAftRQa {SNBAOSE omm: 2F FIYAtASAKkOINBGI ]
For Youth Guided Service DeliveHelped Choose My Services (27% of youth consumers expressed disagreement), Helped Choose My Treatment Options (11% o
consumers expressed disagreement), Well informed of benefits and side effects of medication (10% of youth consumers digagssstent), | had enough time to
express my concerns and ask questions (10% of youth consumers expressed disagreement)

For Staff Commitment (YouthYhe people helping me stuck with me no matter what (10% of youth consumers expressed disagreement), Had someone toetalk to w
needed (13% of youth consumers expressed disagreement), Staff were experienced and skilled (13% of youth consumerdeggressednt), Staff listened carefully
to what | had to say (12% of youth consumers expressed disagreement)

For Staff Commitment (Family/CaregiveAgreed with all information that required my signature (10% of families/caretakers expressed disagreement)

For Individualized Care (Youth RespondenBgrvices Received were Right for Me (11% of youth consumers expressed disagreement), Got Help | Wanted (11% of
consumers expressed disagreement), Got Help | Needed (14% of youth consumers expressed disagreement)

For Cultural Competence (Youthlhe clinic environment was comfortable (13% of youth consumers expressed disagreement), Staff understood me when | spoke
native language (16% of youth consumers expressed disagreement), Staff who were a match to my own cultural backgrouatalerevhen needed (12% of youth
consumers expressed disagreement), Multicultural activities & events provided reflected my cultural background (13%aufngautbrs expressed disagreement)

For Community Based Care (Youlfransportation was provided for me if needed (12% of youth consumers expressed disagreement)

For Perceived Outcomes (Family/CaregiveBstter Able to Cope (12% of families/caretakers express dissatisfaction), Satisfied with Family Life Right Now (10% of
families/caretakers expressed disagreement)
For Perceived Outcomes (Youtt9atisfied with Family Life Right Now (14% of youth consumers expressed disagreement)
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ConsumeBackground Table 1. Youth Satisfaction Survey and Child /Youth Satisfaction Survey for

270Youth Satisfaction Surveys (YSS) were compl@&@df La Familia SargYouth Families™ by Gender, Race/Ethnicity, and Age Group for 2008

(LFSY) surveys were also completed. ’ YSS008 YSSP008
Gender

A For Gender, 26% were female and 63% were male n n

A The age range surveyed was 0 td@ars of age, with the 10 to 14 and 15 to 17
age ranges representing 75% of youth population who filled out YSS survey forms

Female 69 25.6%

A The children and youth surveyed were from divetsackgrounds with the two Male 171 63.3%
largest race/ethnic groups as follows: Mexican, Hispanic or Latino represented  oiner 3 11%
58%,and Whites represented 20% of youth consumers who filled out survey
forms Unknown 27 10.0%

. . - Total 270 100.0%

122Youth Satisfaction Survey for Families (YSSF) surveys were compitéd a > 0

Familia Sang Family (LF§) surveys were also completed. w YS2008

Race/Ethnicity
AFor Gender, 40% were female and 51% were male n

AThe Family Members and Caregivers surveyed were also from diverse

. E . American Indian, NH 2 0.7%
backgrounds with the two largest race/ethnic groups as follows: Mexican, ’
Hispanic or Latino represented 62%; and Whites represented 20% of the Family  Asian, NH 2 0.7%
Members and Caregivers who filled out YSSF survey forms Black/African American, NH 6 220

C2NJ GKS jdzSaiGdA2y NBf I G§SR {2aseddntiier & T I O lmeki@nyfispaidh ofiLdno & S NIBA Os3B.aie
family, caregiver anglouth satisfaction and perceptions survey data a0 Other, NH 6 22%
Youth andL22 Family Members/Caregivers): _ .
Native Hawaiian or Other 0 0.0%
91% of Family/Caregivers 79% of Youth Consumers Pacific Islander, NH
reported satisfaction with services reported satisfaction with services Unknown 44 16.3%
received (95% in FFY 2007, and 92% in received (88% in FFY 2007, and 81% in _
FFY 2006) FFY 2006) White, NH 54 20.0%
Total 270 100.0%
Family/Caregiver and Youth Satisfaction for Federal Fiscal Years 2008, 2007, and 2006 YSS008
Age Group (in Years)
) 95% n
100% 01% ° 92% 88%
90% 79% 81% Unknown 34 12.6%
80%
70% Oto4 1 0.4%
60%
S0 5t09 5 1.9%
40% 10to 14 51 18.9%
30%
20% 15t0 17 150 55.6%
10% 1810 19 14 5.2%
0% T
Family/ Caregiver Satisfactio Youth Satisfaction 20t0 24 ! 2.6%
25+ 8 3.0%
mFY 2008 FY 2007 mFY 2006
Total 270 100.0%

49
62

11

122
YSSE2008

24

122
YSSE2008

n
24
7
27
32
27
2

0

3
122

40.2%
50.8%
0.0%
9.0%
100.0%

0.0%
0.0%
1.6%

A @R E
2.5%

0.0%

13.9%
19.7%
100.0%

19.7%
5.7%
22.1%
26.2%
22.1%
1.6%
0.0%
2.5%

100.0%

Data Sources: PODS YSSF May 2006 and November 2006. Generated by SASMain *La Familia Sana
Youth, Family Surveys as Attachment
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Indicator 1: Family Driven Services

Indicator #1: Family Driven Servic&samily/Caregiver Respondents)

_ 1. L KSfLISR OK22a$8 Y& OKAtRQa &aSNBAOSa®
Helped Choose My Child's 78% Family Agree in 20088% 2007:76% 2006:66%
Services o6, (O A .. R . . A a A
. 2. L KSTLISR OK22aS Yé OKAfRQa UNBlIOYSyu 32Ifao
Helped Choose My Child W o1 Family Agree in 20081% 2007:80% 2006:71%
Treatment Goals o,
. 3. L LINIAOALIGSR Ay Y& OKAftRQa GNBFIGYSyGo®
Participation in Child's % . .
Tﬁeatmem 8%902/;” Family Agree in 20084% 2007:90% 2006:87%
Enough Time for My 92% 4. | had_ enough t_ime to express my concerns and ask questions.
Concerns & Questions A% Family Agree in 20082% 2007:94% 2006:91%
My Decisions for Child's 71% 5, L FSti4 GKIFIG vYe RSOrAaazya NBilFGSR (2 vYé OKAfRQa
Service Plan Respected o6% 83% Family Agree in 20081% 2007:56% 2006:83%
Well Informed of 40% 6. | was well informed, verbally and in writing, of the benefits and side effects of any medication my child wag
Medication o 505 prescribed.
Alternative Treatment 0% Family Agree in 20080% 2007:44% 2006:59%
i 25%
Considered 44% 7. If1did not want to accept the medication(s) prescribed for my child, alternative treatment was discussed.
IEP Team Incorporated 5206 Family Agree in 20029% 2007:25% 2006:44%
My S ti 41% A L oA e s
y >uggestions 60% 8. L FS8td GKFG GKS L9t OLYRADGARIZ f AT SR 9RdOIGAZY t
Staff Listened & 92% Family Agree in 20082% 2007:41% 2006:60%
Understood 84%

9. L FSti4 GKFG adl¥F YSYOSNE G221 GKS ySO0Saal NB (A

m Family Agree in 200¢ = Family Agree in 200" = Family Agree in 200¢ Family Agree in 20082% 2007:84% 2006:92%

Indicator 2: Youth Guided Services Indicator #2: Youth Guided Servic€gouth Respondents)

Helped Choose My Service 10. | helped choose my services.

60% Family Agree in 20081% 2007:60% 2006:50%
50%
11. I helped choose my treatment options.
Helped Choose My Treatmen % . . ) ) .
Options — %0 Family Agree in 20084% 2007:78% 2006:65%
Participated in My O 12. | participated in my own treatment.
articipated in My Own 78% Family Agree in 20088% 2007:86% 2006:74%
Treatment - 86%
) ) 13. | had enough time to express my concerns and ask questions.
Enough Time for My Concerns & 89% Family Agree in 2008%% 2007:72% 2006:88%
Questions 2% a8
’ 14. 1felt that staff members took the necessary time to listen and to
Staff Listened & Understoor 88% understand my needs
e Family Agree in 20088% 2007:8%% 2006:84%
Well Informed of Medication 74% 15. | was well informed, verbally and in writing, of the benefits and side
o G3% effects of any medication prescribed.
Family Agree in 20084% 2007:63% 2006:56%

m Youth Agree in 200¢ m Youth Agree in 2007 Youth Agree in 200¢
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Indicator 3: Staff Commitment (Family/Caregivers) Indicator 3: Staff Commitment (Youth Consumers)

Stuck With Us .
o Stuck With Me 74%
84% 3%
Someone for Child to Talk t 89% Someone for Me to Talk T 750
92% 86%
87% 78%
Staff Treated Me With Respe 92% Staff Treated Me With 82%.
943‘?% Respect Pl
I Understood Staff
I Understood Staff 28% & 919
98% 86%
96% -
Staff Sensitive to My 76%
Staff Sensitive to 95% Culture/Ethnicity — 55%
ici 98%
Culture/Ethnicity 75% ° Religious/Spiritual Beliefs! 81%
90%
Religious/Spiritual Beliefs 95% Respected 73% ’
Respected R0 94% Staff Experienced & Skille 86%
Comfortable With Therapis 88% .
85% Staff Listened Carefull 88%
82% 89%
90%
Agreed With Information 80% Staff Kept Private Information 90%
Requiring My Signature ' 0% Confidential 88780%»

m Family Agree in 200¢ m Family Agree in 200° Family Agree in 200t B Youth Agree in 200¢ = Youth Agree in 2007 Youth Agree in 200¢

Indicator #3: Staff Commitment~amily/Caregiver Respondents) Indicator #3: Staff CommitmentYouth Respondents)

16. The people helping my child stuck with us no matter what. 24. The people helping me stuck with me no matter what.

Family Agree in 20083% 2007:87% 2006:84% Family Agree in 20084% 2007:83% 2006:77%
17. | felt my child had someone to talk to when he/she was troubled. 25. I felt | had someone to talk to when | was troubled.

Family Agree in 20089% 2007:92% 2006:87% Family Agree in 20085% 2007:86% 2006:78%
18. Staff treated me with respect. 26. Staff treated me with respect.

Family Agree in 20082% 2007:98% 2006:94% Family Agree in 20082% 2007:88% 2006:84%
19. Staff spoke with me in a way that | understood. 27. Staff spoke with me in a way that | understood.

Family Agree in 20088% 2007:98% 2006:96% Family Agree in 20084% 2007:91% 2006:86%
20. Staff were sensitive to my cultural/ethnic background. 28. Staff were sensitive to my cultural/ethnic background.

Family Agree in 20085% 2007:98% 2006:75% Family Agree in 20086% 2007:88% 2006:72%
21. { G FF NBALISOGSR Yé FrYAftadQa NBfAITA2dzAk & 122 NN dBIFE NBRILISODTUER Ye FlLYAfteQa NBfAITA20

Family Agree in 20085% 2007:94% 2006:73% Family Agree in 20081% 2007:90% 200673%
22. | was comfortable with the therapist who was treating my child. 30. Staff members were experience and skilled.

Family Agree in 20088% 2007:85% 2006:82% Family Agree in 20086% 2007:84% 2006:82%
23. lwas well informed and agreed with all the information that required my signature. 31. Staff members listened carefully to what | had to say.

Family Agree in 20080% 2007:80% 2006:90% Family Agree in 20088% 2007:89% 2006:90%

32. Staff members kept my private information confidential.

Family Agree in 20080% 2007:88% 2006:87%
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Indicator 4: Individualized Care (Family/Caregivers)

Services Received Right f
Us

93%
90%
85%

Got Help We Wantec 04%

90%
84%

Got Help We Needec 8%

78%
7%

m Family Agree in 200¢ = Family Agree in 200° Family Agree in 200t

Indicator #4: Individualized CafEamily/Caregiver Respondents)

33. The services my child and/or family received were right for us.
Family Agree in 20083% 2007:90% 2006:85%

34. My family got the help we wanted for my child.
Family Agree in 20084% 2007:90% 2006:84%

35. My family got as much help as we needed.
Family Agree in 20088% 2007:78% 2006:77%

Indicator 5: Community Based Services (Family/Caregivers)

Services Available at
Convenient Times 95%
90%

87%

Location of Services was

Convenient 89%
85%

83%

H Family Agree in 200¢ = Family Agree in 200° Family Agree in 200t

Indicator #5: Community Based Cafamily/Caregiver Respondents)

39. Services were available at times that were convenient for us.
Family Agree in 20085% 2007:90% 2006:87%

40. The location of services was convenient for us.
Family Agree in 20089% 2007:85% 2006:83%

Indicator 4: Individualized Care (Youth Consumers )

Services Received Right f

Me 90%

Got Help | Wanted
91%

Got Help | Needec

H Youth Agree in 200¢ = Youth Agree in 2007 Youth Agree in 200¢
Indicator #4: Individualized Carg/outh Respondents)

36. | received services that were right for me.
Family Agree in 20081% 2007:90% 2006:77%

37. I gotas much help as | wanted.
Family Agree in 20082% 2007:90% 2006:75%

38. I got the help | needed.
Family Agree in 20083% 2007:78% 2006:69%

Indicator 5: Community Based Services (Youth Consumers)

Services Available at Convenient Tim

for Me 81%

Location was Convenien
80%

Transportation was Provided if Neede

m Youth Agree in 200¢ = Youth Agree in 2007 Youth Agree in 200¢

Indicator #5: Community Based Caféouth Respondents)

41. Services were available at times that were convenient for me.
Family Agree in 20085% 2007:81% 2006:74%

42. The location of services was convenient.
Family Agree in 20089% 2007:80% 2006:73%

43. Transportation was arranged and provided for me if | needed it.
Family Agree in 20083% 2007:72% 2006:70%
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Indicator 6: Cultural Competence (Family/Caregivers)

Clinic Environment was
Comfortable

Therapist Understood Famil
Cultural Values

Bilingual Staff Available Whe|
Needed

Help Provided for Filling Out,
Forms

Child's Provider was Flexibl

65%
85%
82%

85%
85%
83%

71%
2%
52%

73%
69%
60%

90%
2%
76%

Indicator 6: Cultural Competence (Youth Consumers)

Clinic Environment was
Comfortable

My Cultural Beliefs Were
Respected

Staff Members a Match to
My Own Culture

Family Members Encouraged
to Participate

Family's Culture Understood
& Respected

Staff Members Respectful of
One Another's Culture

| Spoke my Native Languag
and Staff Understood

60%

72%

81%

76%

77%
81%

86%
76%
2%

89%
71%
75%

83%
85%
84%

72%
83%
71%

Language Not a Barrier i

Receiving Services 78% Multicultural Activities 64%

70% Provided & Reflected M¥/ o 70%

88%

m Family Agree in 200¢ = Family Agree in 200° Family Agree in 200t

B Youth Agree in 200¢ = Youth Agree in 2007 Youth Agree in 200¢

. . . Indi #6: ltural th R t
Indicator #6: Cultural Competendgamily/Caregiver Respondents) ndicator #6: Cultural Competendeou espondents)

50. The clinic environment was comfortable

44. The clinic environment was comfortable. Family Agree in 20082% 2007:82%

Family Agree in 20085% 2007:85% 2006:82%
45. L FTSEG GKHG Ye OKAtRO&Z (KSNILAAG dyy RSNEY2 l'ﬁayglll‘;“ﬁrg%e i'f%é’&ﬁgr%sﬁ\?ftggwg&/of 028 8BV & FLYALR®
Family Agree in 20085% 2007:85% 2006:83% = = —

2006:81%

52. Staff members who were a match to my own cultural background, were available
whenneeded.
Family Agree in 20087%

46. | felt that bilingual staff members were available to help with language translation,
when needed

. 0,
Family Agree in 20081% 2007:81%

2007:72% 2006:52% 2006:60%
53. My family members were encouraged to participate in services & activities with m¢

47. If I needed help filling out forms, help was provided. Family Agree in 20086% 2007:76% 2006:72%

Family Agree in 20080% 2007:72% 2006:76%
fed o L s . A s 54,88 FIl YA &@ . Q dzf (L dzNI A .0 |-v%1v3 P dzy R 6.1 &

48. heedZSf G GKFG Y& OKAfRQ& LINROARSNI sba ¥t sfﬁxgaii@/@e ) ng_oz(%q’-%z%‘gﬂ%s Nﬁ%\zg Byl 2 S 8 %

Family Agree in 20080% g SNBE NBALISOG T dz
2007:85% 200684%

2007:72% 2006:76% 5. {01 TF YSY0oSN&

Family Agree in 20083%

2T 2yS

49. | felt that language was not a barrier in receiving services for my child.
Family Agree in 20088% 2007:78% 2006:70% 56. | spoke my native language and staff members understood me.

Family Agree in 20082% 2007:83% 2006:71%

57. Multicultural activities and events were provided and reflected my own cultural
background
Family Agree in 20084%

2007:70% 2006:50%
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Perceived Service Delivery Outcomes (Family/Caregivers) Perceived Service Delivery Outcomes (Youth Consumers)
My Child is Better at Handling 72% | am Better at Handling Dail 72%
Daily Life 82% Life 81%
71% 70%
My Child Gets Along Bette 71% | Get Along Better With 71%
With Family Members 83% Family Members 84%
1% 2%
My Child Gets Along Bette 84% | Get Along Better With 74%
With Friends/Others 9% Friends/Others 84%
71% 2%
My Child is Doing Better in 78% | am Doing Better in 74%
School/Work 78% School/Work 78%
73% 67%
My Child Better Able to Cop 73% | am Better Able to Cop 73%
74% 80%
63% 69%
| am Satisfied With Our 71% | am Satisfied With Our 69%
Family Life Right Now 69% Family Life Right Now 70%
68% 62%
m Family Agree in 200¢ = Family Agree in 200 Family Agree in 200t m Youth Agree in 200¢ = Youth Agree in 2007 Youth Agree in 200¢
Indicator #7: Perceived Service Delivery Outconjeamily/Caregiver Respondents) Indicator #7: Perceived Service Delivery Outconfgsuth Respondents)
58. As a result of the services my child and/or family received, my child is better at 58. As aresult of the services | received, | am better at handling daily life.
handling daily life. Family Agree in 20082% 2007:81% 2006:70%
Family Agree in 20082% 2007:82% 2006:71% . . . . .
y A9 2£70 S =7 59. As aresult of the services | received, | get along better with family rassnBamily
59. As aresult of the services my child and/or family received, my child gets along Agree in 200871% 2007:84% 2006:72%
better with family members. . . L
Family Agree in 20081% 2007:83% 2006:71% 60. As aresult of the services | received, | get along better with friends & othetgpeop

Family Agree in 20084% 2007:84% 2006:72%
60. As a result of the services my child and/or family received, my child gets along
better with friends and other people.
Family Agree in 20084% 2007:7%% 2006:71%

61. As aresult of the services | received, | am doing better in school and/or work.
Family Agree in 20084% 2007:78% 2006:67%

61. As aresult of the services my child and/or family received, my child is doing better 62. As aresult of the services | received, | am better able to cope when things go wro

in school and/or work. Family Agree in 20083% 2007:80% 2006:69%
Family Agree in 20088% 2007:78% 2006:73% 63. As aresult of the services | received, | am satisfied with our family life right now.
Family Agree in 20089% 2007:70% 2006:62%

62. As aresult of the services my child and/or family received, my child is better able to
cope when things go wrong.
Family Agree in 20083% 2007:74% 2006:63%

63. As a result of the services my child and/or family received, | am satisfied with our
family life right now.
Family Agree in 20081% 2007:69% 2006:68%
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In FFY 2008, areas that reflect a need for further inquiry, based on 10% or greater Consumer and Family/Caregiver Disagreemen

For General Satisfaction79% of Youth Consumers expressed satisfaction with services and 12% of Youth Consumers expressed dissatisfaction wit
services received.

For Family Driven Service$: St LISR (G2 OK22aS Y& OKAfRQAa aSNBAOSasz ! ANBSY TY:T |y

Family Driven: Helped Choose

For Youth Guided Service Deliveri#elped choose my services, o, C€Meral Satisfaction (Youth KAt RQA { SN
Agree: 51%; and Disagree: 27%. Helped choose my treatment 60% 79% 0%
options, Agree: 74%; and Disagree: 11%. Well informed of 0% 80% 78%
benefits and side effects of medication, Agree 74%; and Disagree:  so% sz
10%. | had enough time to express my concerns and ask 50% 50%
guestions, Agree: 89%; and Disagree: 10%. 40% 40%
30% 30%
For Staff Commitment (Youth)The people helping me stuck with o 12% o
me no matter what, Agree: 74%; and Disagree: 10%. Had 0/ 0%
someone to talk to when needed, Agree: 75%; and Disagree: m Satisfied in 2008 m Dissatisfied in 200¢ W Agreein 2008  m Disagree in 200¢
13%. Staff were experienced and skilled, Agree: 86%; and
Disagree: 13%. Staff listened carefully to what | had to say,
Agree: 88%, and Disagree: 12%.
Youth Guided Service Deliver Staff Commitment (Youth)
1‘;3; 89% 100%
6 00% 66% 88%

oo 80% 74% 75%

70%

60% 70%

50% 60%

40% 50%

30% 40%

20% 30%

10% 20% 10% 13% 13% 12%

10%
0%

0%

Helped Choose  Helped Choose  Well Informed Time to Express
Services Treatment Medication Concerns Stuck With Me  Someone to Talk tc Staff Experienced &  Staff Listened

Skilled Carefully

m Agree in 2008 m Disagree in 200€ m Agree in 2008 m Disagree in 200¢
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In FFY 2008, areas that reflect a need for further inquiry, based on 10% or greater Consumer and Family/Caregiver Disggyeéngiy

For Individualized Car€Youth Respondents)Services Received were Right for Me, Agree: 71%; and Disagree: 11%. Got Help | Wanted, Agree: 72
and Disagree: 11%. Got Help | Needed, Agree: 63%; and Disagree: 14%.

For Cultural Competence (YouthThe clinic environment was comfortable, Agree: 72%; and Disagree: 13%. Staff understood me when | spoke my
native language, Agree: 72%; and Disagree: 16%. Staff who were a match to my own cultural background were availagddadh@gnee: 77%;
and Disagree: 12%. Multicultural activities and events provided reflected my cultural background, Agree: 64%; and D@8agree

For Community Based Care (Youtfyansportation was provided for me if

. 0 . H . 0
needed, Agree: 73%; and Disagree: 12%. individualized CaréYouth)

For Perceived Outcomes (Youth$atisfied with Family Life Right Now, Agree: 2 71% 72%

69%; and Disagree: 14%. o

60%

For Perceived Outcomes (Family/CaregiverBgtter Able to Cope, Agree: igzo

73%; and Disagree: 12%. Satisfied with Family Life Right Now, Agree: 71%; .,
and Disagree: 10%. 20%
10%
0%

Community Based Transportation Perceived Outcomes: Services Right for M~ Got Help | Wanted Got Help | Needec
Provided (Youth) Satisfied w/Family Life Now (Youth)
80% 73% m Agree m Disagree
0

80%
70%
60%
50%
40%
30% 90%
20% 14% 80% 7%
10%
0%

70%
60%
50%
40%
30%
20%
10%

0%

69%

Cultural CompetencéY outh)

70%

m Agree mDisagree B Agree m Disagree
60%
PerceivedOutcomes: (Family / Caregivers) 50%
73% 71% 40%

80%
30%
60%
20%
40% Lo
10% ’

20% o

0%

Clinic Environment Staff Understood  Staff a Cultural Multicutural
Comfortable Native Language Match Activities Provided

My Child Better Able to Cop' Satisfied w/ Family Life Nov

mAgree ®Disagree m Agree m Disagree
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Recommendations

Through collaborative efforts, useful satisfaction assessment tools were developed by youth consumers and family/carediess amel distributed

along with the California state satisfaction surveys to consumers and their family members or caregivers. In respamgeyttiedings helped inform
system of care stakeholders of key indicators that are strong and weak in supporting family and youth driven system aioisf@ma of consumer
LISNOSLIiA2ya NBIFNRAY3I 2dziO2YSa al OKAS@PSRE 2NJ 2dzi 02 Y S dof réstilts &gaifsty 3 & K
OSYOKYIFNJ] aé¢ | LIINRIFOK gl & dzaSRo® . SYOKYI N] LISNF2NXIyOSordin s effodsiiol 0 f
develop and implement and improve family driven, youth guided behavioral health system of care services in federalfigg@byaad comparatively
Ay &adzoaSljdsSyid FSRSNIf FAaOlIt &SkNBRKE

Across the three federal fiscal year2006 through2008 FFY 2007 reflected higher satisfaction rétedoth Youth Consumers and Family
Members/Caregivers. It may be useful to assess what was done differently in 2007, particularly for youth consumdes288@weuth consumer
satisfaction rates were somewhat lower and dissatisfaction rates were somewhat higher for many indicator questions, ctngaxéous years

studied. In addition, Consumer and Family/Caregiver dissatisfaction/disagreement categories that remain a cornberthfeeyears surveyed: For
CrYAft&@ 5NAGSY {SNBAOSasx FrYAftASa O2yidAydzS G2 Ay RA GdrYoSthQuiked Servicek S& |
Delivery, youth continue to indicate that they are not involved in choosing their own services. For Perceived Outcoliessafahuaregivers continue

to indicate that they are not satisfied with family life right now. For Perceived Outcomes, youth also continue to thdicthiey are not satisfied with
family life right now.

It is recommended that indicators identified in FFY 2008 as receiving 10% or greater disagreement as well as the ingitatoeseceived 10% or
greater disagreement rates for the past three years receive further inquiry and action planning through system of capddsiagedups such as
MCSOC Governance Council, MCSOC Family and Youth Advisory Groups and MCSOC Evaluation Workgroups towards idenfyiagtiagd impl
system of care service delivery improvements for consumers and their families and caretakers. Thank you to the youths;éemsulsnenembers and
caretakers for completing survey forms in 2008, and in previous years as well.
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What did you see that was welcoming when you brought your child for .NASFEe RSAONKROGS K2g e2dz2NJ OKAf RQa YSyi
services (Family and Caregivers)? and Caregivers):

We feel very satisfied with it. The child was without services

Staff was welcoming and great with my children. | have not been informed

| am content with the service at school. They pay attention to their manner of behavior and speak of actual

Concerned faces. The attention. | feel trust. ways to solve problems

Always glad to see us, cheerful staff. For part of the evaluation

Pleased they speak my language. That we needed help

They make me feel welcome by speaking in my own language. To study his files

They are nice and speak to me in my own language. ¢KSe GSftft YS Y& OKAfRQa AYyTF2NNIGAZ2Y
The attention given to my child and me making me feel acknowledged. With the therapy of my child

They are friendly, and they give me the opportunity to say what bothers us.  Problems of behavior and probation

Courteous, friendly, understanding, trusting. Acting out problems in school and home

b20iKAY3IZ L KIFI@GS y2i YSGI 6AGK Y& OKRIRODKAYKESMIKWERNEY Qa AYy(iSNI OlA2y gAGK
Familiar faces from earlier year and knew they understood my child. Probation

Problems of behavior in school and home

Monitoring behavior and interaction

We believe that we are going to private therapy

It is identified when my child commits an error

The combination of observation and conversation that they had with my child
My child has moved forward very little in his mental health as he learns late

Additional Comments (Family and Caregivers):
| have not seen the probation staff or talked about his program.
No more surveys!
Thanks for the program and for helping my child.
When we got in front of the judge, they said we will get family therapy one on
2yS 6AGK FlLYAf@ YSYOSNRZI o0 dz S RARy QG 3Si Ado
| need to speak with the therapist one on one so she can get a better
dzy RSNE G YRAY3I 2F Y& OKAfRQA LI aid > Hoavloggadid oK hayeltoawaifoaidid yoL2 dziMirekefvédliie services needed

| was happy with the service you gave her. (Family and Caregivers)?

| SQ& R2yS @SNE ¢Sttt FT2NJ GKS aK2NI GAOhSweeki (KS SRdzOI i Sedvifes staftadirighliaduiyr 2 y &
He worked very well with her, but that was it with MCSTART. A year Threesix months

| am very grateful for the service to my son and that he is followed by a doctor. About one month One week

Everything is great so far. Two to three weeks Not long

The survey questions 1 are difficult to answer. Little time A little over two weeks

ad a2y Kla 688y KSNB F2N 2yS8 Y2y (K IBigitavayKl S y2 ARSBABRKDGQEIBSAYA BYABGA
KAY Ay NB3IINRa G2 GKSNI LR O L Kl @Sy Wéryligledimg S G2 I y e 2 yASmonth more or less

| feel as a parent | should have been talked to within the first two weeks of my It was immediate Five months
son getting here. Six months Too long
The service here is good, but too much money for persons with low income. The services were started immediately
| am satisfied. My son is much better and making progress in his studies The moment we were recommended
and | have asked for help with my other son. My son was simultaneously placed in Special Ed

| have not been able to get the kids into this care easily. The schools do not and became a client of mental health at about age four or five
take depression seriously. The schools need to be better educated so this care
is readily accessible.
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What did you see that was welcoming when you came for services (Youth)? How long did you have to wait before you received the services needed (Youth)?

Jesse at the front desk

All treated me well (3 respondents)

The people talked to me in a nice way (2 respondents)
Therapy was provided for me (2 respondents)

9OSNBE2YS 62df R &l & GKAG FyR &YAES BoweesBalR2yRSYy (a0

Nice people (6 respondents)

Nice and respectful staff (3 respondents)

Family issues resolved

Introduction to new people

The staff were nice and honest

Staff members were understanding (2 respondents)
Open arms

| felt very welcome and comfortable

Food

They all seemed excited to see me

Friendly (4 respondents)

Friendly people who cared what | have been through
Cute and friendly receptionist

Staff members were outstanding

Received help, but not that much

| received a warm reception from both my social worker and therapist

Right away (8 respondents)
Not Long (7 respondents)
1 week (4 respondents)

2 weeks (2 respondents)

1 month (5 respondents)
2 months
8 months

Additional Comments (Youth):

Avanza is wonderful

This program is brilliant and | recommend it to anyone in need of services

| want to thank you guys for making a difference in my life

This program does well and provides great services for youth

L FY KFLILR $AGK GKAA 3ISyoeQa IGiSYLI]
even though it has been frustrating to deal with them.

Give Juan and Lorenzo a raise because they have been the best to me

Love the way they work, teach, and let us understand more about life

When helping the youth by buying supplies, they should get a little faster on the
money

The surveys are way too long

Your program rocks

A youth center is a good place to hang out and socialize

Your program has helped me a lot, thank you

The service is great




Fundingfor La FamiliaSanag The Healthy Familyis provided through CMHSSAMHSA The
Child, Adolescentand Family Branchof CMHSSAMHSAembracesand promotes the core
systems of care principles Childcentered, family-driven, strength-based, and culturally
competent with interagencycollaboration Systemsof care are developedon the premise
that the mental health needsof children, adolescentsand their families can be met within
their home,school,andcommunityenvironments

For more information, please contact DalBegull

Monterey County Children's Behavioral Health
La Familia Sana/The Healthy Family
951-B Blanco Circle
Salinas CA, 93901
(831) 7842150
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Questions related to this report may be directed to
Dorthy Lebron, Ph.D. atlebron@earthlink.net




Monterey County
Health Department,
Behavioral Health
Division.

Children’s
Behavioral Health is
also part of
Monterey County’s
System of Care: La
Familia Sana/The
Healthy Family.
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Monterey County Health Department
Behavioral Health Division, Children's Services
951-B Blanco Circle, Salinas CA, 93901
831.7842150
www.mcsystemofcare.org

Funding received from the Department of Health & Human Services
Substance Abuse & Mental Health Services Administration (SAMHSA)

Funding administered by the Monterey County Health Department, Behavioral Health Division



