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Executive Summary

The 2009 Statewide Patient Satisfaction Survey

The Division of Behavioral Health and Recovery (DBHR), formerly known as the Division of Alcohol and
Substance Abuse (DASA), has regularly commissioned a survey to assess patient satisfaction with chemical
dependency (CD) treatment services in Washington State. In 2009, the Statewide Patient Satisfaction
Survey took place during the week of March 23. A total of 490 CD treatment providers participated in the
survey, representing 95 percent of the certified agencies offering any of the following treatment services:
intensive inpatient, recovery house, long-term residential, outpatient or intensive outpatient (OP/IOP), or
opiate substitution treatment. Ninety-eight percent of the public and 90 percent of the private treatment
agencies in the state participated in the survey. DBHR received a total of 22,224 completed surveys,
representing 72 percent of the adult and youth patients receiving CD treatment in participating
community-based and correctional treatment programs during the week of the survey.

Key Findings

The survey shows that overall satisfaction was high. In community treatment programs, 96 percent of
adult and 91 percent of youth patients reported they were very or mostly satisfied with the service they
received. Most adult patients felt positive about their program with 90 percent saying they would return
to the same program if they were to seek help again. Ninety-five percent of youth patients felt very or
somewhat safe in their program. In correctional treatment programs, 89 percent of Department of
Corrections and 91 percent of Juvenile Rehabilitation Administration patients reported they were very or
mostly satisfied with the service they received.

While patient perception of the quality of services was generally positive, the survey reveals a number of
challenges in the following areas:

Respect

e African American patients in community residential treatment reported a lower rate of being
treated with respect than other ethnic/racial groups. This was not the case for African
Americans in other modalities. ® page 30

e  Youth in community residential treatment reported lower rates of being treated with
respect than those in outpatient settings. © page 54

Unmet Need for Co-Occurring Disorder Services

e Overall, a fourth of adult patients in community treatment programs reported a need for
mental health services; however, of those who needed mental health services only half
found their program to be very helpful in assisting them to identify and find mental health
services. “ page 17

e Over 40 percent of adults in community recovery house and long-term residential, and a
third in intensive inpatient and opiate substitution programs reported a need for mental
health services. ® page 17
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Recovery Support Services

e Among adults in community treatment who needed employment services, less than a third
rated their program as very helpful in assisting them to identify and find employment
services. ¥ page 19

e More monolingual Hispanic patients reported a need for a variety of support services
(especially legal, medical, and employment) than English-speaking Hispanics and non-
Hispanics. ® page 36

Youth

e Regardless of modality, fewer youth patients in community treatment found group sessions
to be very helpful when compared to individual counseling. page 45

e Youth patients in community residential programs were less satisfied overall than youth in
outpatient programs. ¥ page 54

Department of Corrections
Wide differences suggest a need for greater consistency in the quality of services:

e Less than 75 percent in long-term residential treatment* reported they were very or mostly
satisfied with the service they received compared to 94 percent in outpatient. page 63

e  Eighty-six percent in long-term residential* reported that staff treated them with respect all
or some of the time compared to 97 percent in outpatient. ® page 64

* Operated in DOC institutions.
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Purpose of the Survey

The Division of Behavioral Health and Recovery (DBHR), formerly known as the Division of Alcohol and
Substance Abuse (DASA), has regularly commissioned a survey to assess patient satisfaction with chemical
dependency (CD) treatment services. The survey aims to collect information that can help providers and
policy-makers improve the quality of CD treatment services in Washington State. This report presents the
results of the statewide survey that took place during the week of March 23, 2009. In addition to this
statewide report, DBHR prepares reports summarizing provider-level results for participating agencies.
DBHR also prepares county-level reports aggregating the results for counties represented in the survey.

Administration of the Survey

In early 2009, DBHR sent letters to certified CD treatment providers in Washington State inviting them to
participate in the survey. Treatment providers who agreed to participate were requested to ask all of their
patients who were receiving treatment during the week of March 23 to complete the survey. The survey
consists of six core questions asking patients to rate overall satisfaction with the service they received,
satisfaction with the comfort and appearance of the facility, respect from staff, the helpfulness of the
group and individual sessions, and the likelihood of participating in the same program if they were to seek
help again. The survey has an adult and youth version and is available in English, Spanish, Vietnamese, and
Cambodian (see Appendix B, page 169).

A total of 490 agencies participated in the survey representing 95 percent of the certified treatment
centers that were identified as actively operating in Washington State during the week of the survey, and
were offering any of the following treatment services: intensive inpatient, recovery house, long-term
residential, outpatient or intensive outpatient (OP/IOP), or opiate substitution. At least 91 percent of the
agencies in each region participated in the survey as the table below shows. The survey captured

98 percent of the public and 90 percent of the private treatment agencies in the state.*

Regional Distribution of DBHR-Certified Treatment Agencies
Participating in the 2009 Statewide Patient Satisfaction Survey

Participating Providers Non-Participating Providers

Regionst Total
Number Percent (%) Number Percent (%)
Region 1 (Spokane) 65 92.9 5) 7.1 70
Region 2 (Yakima) 57 96.6 2 3.4 59
Region 3 (Snohomish) 63 91.3 6 8.7 69
Region 4 (King) 126 94.0 8 6.0 134
Region 5 (Pierce) 75 96.2 3 3.8 78
Region 6 (Clark) 104 97.2 3 2.8 107
TOTAL 490 94.8 27 5.2 517

* For details, see Technical Notes, page 105.
1 See map in Appendix C, page 191.
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Survey Response Rate

DBHR received a total of 22,224 completed surveys, representing 72 percent of an estimated 30,938 adult
and youth patients receiving treatment in participating community-based and correctional treatment
programs during the week of the survey. The table below shows that the survey response rate was
highest in long-term residential programs followed by recovery house, intensive inpatient, OP/IOP, and
opiate substitution.

2009 Statewide Patient Satisfaction Survey
Survey Response Rate by Treatment Modality

Number of Patients Number of Patients Survey

Treatment Modality Completing the Survey Receiving Treatment Response
March 23-27, 2009 Rate (%)

Intensive Inpatient 1,002 1,114 90
Recovery House 127 139 91
Long-term Residential 982 1,025 96
Outpatient/Intensive Outpatient (OP/IOP) 17,095 23,269 73
Total Excluding Opiate Substitution 19,206 25,547 75
Opiate Substitution 3,018 5,391 56
Total Including Opiate Substitution 22,224 30,938 72

*Figures were based on data provided by participating treatment agencies.

The survey response rate for opiate substitution programs, which historically has been the lowest among
treatment modalities represented in the survey, has tended to reduce the overall survey response rate. If
opiate substitution programs were excluded, the survey response rate overall would have been 75
percent.

DBHR received completed surveys from community-based treatment agencies and from correctional
treatment programs administered by the Department of Corrections (DOC) and the Juvenile
Rehabilitation Administration (JRA). Of the 22,224 completed surveys, 18,985 or 85.4 percent came from
adults participating in community-based treatment programs; 1,541 or 6.9 percent from youth patients
enrolled in community-based treatment programs; 1,642 or 7.4 percent from DOC treatment programs;
and 56 or 0.3 percent from JRA treatment programs.

Interpretation of Survey Results

Results in this report are presented in percentages. In comparing treatment modalities or groups, the
following guide is used: a difference of five percent or less is small and is considered not significant; a
difference between six percent and ten percent is sizeable, and is moderately significant; over ten percent
is large and considerably, clinically significant.

Patient Responses to Open-ended Questions

The survey asked patients what they like and what they do not like about their treatment program.
Patient responses were selected for each population group and treatment modality, and are quoted in
this report. Reponses touched upon the following themes: perceived effects of treatment on recovery and
self-transformation, attitude of counselors and other staff, program activities, food and nutrition, physical
and social environment, funding, and cost of treatment.
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Organization of the Report

The results presented in this report are aggregated on a state level for each treatment modality and are
divided into two main parts: community treatment programs and correctional treatment programs. The
results for community treatment programs are separated into adult and youth sections. The part devoted
to correctional treatment programs is split between the DOC and the JRA. The report also includes a
section on how providers used the results from the 2007 survey. The Technical Notes section (pages 105-
106) presents further information related to the administration of the survey. The charts presented in the
report are based on tables appearing in Appendix A (pages 107-168). The survey instruments and
administration guidelines can be found in Appendix B (pages 169-187).
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Adult Patient Satisfaction in Community Treatment Programs by Modality

In an overall, general sense, how satisfied are you with

the service you have received?

® Very satisfied ™ Mostly satisfied Dissatisfied Very dissatisfied

63.4

60%

50% 48.0—47.7

10%

0%

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=17452)
(n=884) (n=85) (n=413) (n=13912) (n=2158)

Source: Table 1, AppendixA.

Overall, 96 percent of adult
patients treated in
community-based programs
reported they were very or
mostly satisfied with the
service they received.* The
highest rates of being very
satisfied occurred in
outpatient and in intensive
inpatient.

Percent Reporting Very or Mostly Satisfied

Yt 95.7

R oy 97.6
Restaontal 91.8

OP/IOP 97.1
Substagtion 91.6

Overall 96.0

In general, how satisfied are you with the comfort and

appearance of this facility?

® Very satisfied ™ Mostly satisfied Dissatisfied Very dissatisfied

60%

438 46.1

20%

Ninety-five percent said they
were very or mostly satisfied
with the comfort and
appearance of their facility.*
Less than a third of long-term
residential patients reported
being very satisfied with the
comfort and appearance of
their facility.

Percent Reporting Very or Mostly Satisfied

Inten§ive 89.9

0%
Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 1, AppendixA.

Recovery
House 100.0

Long-term
Residential 87.3

OP/IOP 96.7

Opiate 89.5

Substitution

Overall 95.0

* Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in
participating opiate substitution programs completed the survey during the week of March 23, 2009.
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Adult Patient Satisfaction in Community Treatment Programs by Modality

Would you say our staff treated you with respect?

u All of the time ™ Some of the time

87.7

Little of the time

Never Ninety-seven percent

overall said that staff

80%

treated them with respect
all or some of the time.*

% 647

60%

About 90 percent in

outpatient programs

39.0.39.0

472-4638

reported that staff treated

them with respect all of the

time.

Percent Reporting All or Some of the Time

Intensive
Inpatient

94.7

Intensive

Inpatient
(n=790)

Recovery
House
(n=41)

Long-term Outpatient/
Residential Intensive OP

(n=632) (n=14504)
Source: Table 1, AppendixA.

Overall
(n=18985)

Opiate
Substitution
(n=3018)

Recovery
House

78.0

Long-term
Residential

94.0

OP/IOP 98.5

Opiate
Substitution

93.5

97.4

Overall

How do you rate the helpfulness of the group sessions?

= Very helpful

= Somewhat helpful Not helpful

Made things worse Overall, 91 percent found

the group sessions to be
very or somewhat helpful.

65.6

Over 65 percent in intensive

inpatient and outpatient

programs rated group
sessions as very helpful.*

Percent Reporting Very or Somewhat Helpful

695

. 65.9 !

K 56.8

o 384

% 26.8 26.8 -

: 49
32
18 o35 24 02 22 45

0% t t + +

Intensive

Intensive Recovery Long-term Outpatient/
Inpatient House Residential Intensive OP
(n=790) (n=41) (n=632) (n=14504)

Source: Table 1, AppendixA.

Inpatient 96.3
Recovery
House 92.7
Opiate Overall Lopg-te_rm 05.3
Substitution (n=18985) Residential
(n=3018)
OP/IOP 94.8
Opiate
Substitution 71.2
Overall 91.1

* Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in
participating opiate substitution programs completed the survey during the week of March 23, 2009.
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How do you rate the helpfulness of the individual

counseling?
g:

® Very helpful ® Somewhat helpful Not helpful Made things worse
80%
70% 67.0

645
615
60% 57.0
53.7 54.7
50%
415
40%
294 31.8

30%

232 222 241
20%
10% o 71

4.9 4.
33 00 00 05 24 03 1.3 %3 04

0% t t t t } {

Intensive Recovery Long-term Outpatient/ Opiate Overall

Inpatient House Residential Intensive OP Substitution (n=18985)

(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 1, AppendixA.

Nearly 89 percent rated
individual counseling as very or
somewhat helpful.* Individual
counseling was rated very helpful
by over 60 percent in intensive
inpatient and outpatient
programs.

Percent Reporting Very or Somewhat Helpful

atont 84.7
R e 95.1
Restduntia 86.4
OP/IOP 89.2
Substi(t)lftiizt: 86.5
Overall 88.5

If you were to seek help again, would you come back to

the same program?

= Yes, definitely = Yes, probably No, probably

not No, definitely not

63.1

63.9

Overall, 90 percent reported that
they would definitely or probably
come back to the same program.*
Recovery house and long-term
residential appeared to have the
lowest proportion of patients
who would definitely or probably
return to the same program if
they were to seek help again.

Percent Reporting Yes, Definitely or Yes, Probably

Intensive

81.3

Intensive Recovery Long-term Outpatient/
Inpatient House Residential Intensive OP
(n=790) (n=41) (n=632) (n=14504)

Source: Table 1, AppendixA.

Opiate Overall
Substitution (n=18985)
(n=3018)

Recovery
House

68.3

Long-term
Residential 723
OP/IOP

Opiate
Substitution

Overall

* Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in
participating opiate substitution programs completed the survey during the week of March 23, 2009.
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Adult Patient Satisfaction in Community Treatment Programs by Modality

Did you need legal services?

=Yes = No

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 2, AppendixA.

Overall, 28 percent of adult
patients treated in
community-based programs
reported they needed legal
services. A somewhat higher
proportion in recovery house,
long-term residential and
outpatient programs said they
needed legal services.

If yes, how helpful were we in assisting you to identify

and find legal services?

® Very helpful = Somewhat helpful Not very helpful Not helpful at all

60%

50% 48.9

40%

30% 27.9

20%

14.9 15.1

10% - 92-7g-

0% + i
Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=5296)

(n=179) (n=14) (n=200) (n=4413) (n=490)
Source: Table 2, AppendixA.

14

Intensive
Inpatient

Overall, 77 percent of patients
who reported a need for legal
services rated their program
as very or somewhat helpful
in assisting them to identify
and find legal services. Half of
those in outpatient needing
legal services rated their
program as very helpful in
identifying and finding legal
services.

Percent Reporting Very or Somewhat Helpful

74.3

Recovery 50.0

House

Long-term
Residential 65.0

OP/IOP 79.3

Opiate
Substitution 61.2

Overall 76.8
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Adult Patient Satisfaction in Community Treatment Programs by Modality

Did you need medical services?

EYes ®No

Overall, 28 percent
reported a need for
medical services. More
than 75 percent of long-
term residential and
recovery house patients
said they needed medical
services.

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 2, AppendixA.

If yes, how helpful were we in assisting you to identify
and find medical services?

B Very helpful B Somewhat helpful Not very helpful Not helpful at all Among those who
60 reported a need for

medical services,

79 percent overall rated
their program as very or
somewhat helpful in
assisting them to identify
and find medical services.
Half of those in intensive
inpatient and outpatient
needing medical care
rated their program as
very helpful in identifying

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=5243) 1 i i
(n=442) (n=33) (n=485) (n=3180) (n=1103) and finding medical

Source: Table 2, AppendixA. SerViceS.

Percent Reporting Very or Somewhat Helpful

Inpatient 79.4
R House 727
Resrdontia 82.9
OP/IOP 80.5
Substgtl:tiia;z 74.3
Overall 79.3
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Did you need family services?

EYes ®No

Fifteen percent of adult
patients overall reported
needing family services.
Over 30 percent of
patients in residential
programs said they
needed family services.

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 2, AppendixA.

If yes, how helpful were we in assisting you to identify
and find family services?

uVery helpful ® Somewhat helpful = Not very helpful * Not helpful at all Among those who
60% reported a need for family
542 .
services, 74.1 percent
overall rated their
program as very or

471
399
somewhat helpful in
: o~ 282 2560 assisting them to identify
and find family services. In
intensive inpatient and
108 = 10 long-term residential,
836 77 = -77-

50% 47.9

30%

20%

10%

more than half of those
who needed family

0%

Intensive Recovery Long-term Outpatient/ Opiate Overall services found their
Inpatient House Residential Intensive OP Substitution (n=2898)
(n=238) (n=14) (n=228) (n=1871) (n=547) program to be very

Source: Table 2, AppendixA. he|pfu| in |dent|fy|ng and

finding family services.

Percent Reporting Very or Somewhat Helpful

Intensive
Inpatient

81.1

Recovery
House 64.3

Long-term
Residential

OP/IOP 74.0

Opiate
Substitution 68.0

Overall 74.1
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Did you need mental health services?

HYes ®No

Overall, a fourth of adult
patients reported a need
for mental health services.
Over 40 percent of
recovery house and long-
term residential and close
to a third of intensive
inpatient and opiate
substitution patients said
I they needed mental
health services.

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 2, AppendixA.

If yes, how helpful were we in assisting you to identify
and find mental health services?

® Very helpful ® Somewhat helpful Not very helpful Not helpful at all Among those who

70% " reported a need for
mental health services,
about half rated their

60%

5 493 .
oo program as very helpful in
w0 o assisting them to identify
203 and find mental health
30% = .
237 25.5 services.
20%
125 414 10.2
10% 87 I S76” .
58 Percent Reporting Very or Somewhat Helpful
0% ' ' ! Intensive 60.8
Intensive Recovery Long-term Outpatient/ Opiate Overall Inpatient .
Inpatient House Residential Intensive OP Substitution (n=4772) R
(n=250) (n=17) (n=282) (n=3260) (n=963) ey 88.2
Source: Table 2, AppendixA. Long-term
Residential 72.7
OP/IOP 78.7
Opiate
Substitution 65.5
Overall 74.8
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Did you need educational or vocational services?

¥Yes ®=No Overall, less than a fifth of
patients reported they
needed educational or
vocational services. More
patients in recovery house
and long-term residential
programs needed
educational or vocational
services than in other
modalities.

20%

10%

0%

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Source: Table 2, AppendixA.

If yes, how helpful were we in assisting you to identify
and find educational or vocational services?

EVery helpful ¥ Somewhat helpful Not very helpful Not helpful at all Overall, 65 percent of
s0% patients needing
educational or vocational
services rated their
program as very or
somewhat helpful in
assisting them to identify
and find educational or
vocational services. In
outpatient, two out five
who needed educational
or vocational services

40%

30%

20%

0%

Intensive Recovery Long-term Outpatient/ Opiate Overall rated their program as

Inpatient House Residential Intensive OP Substitution (n=2937) .. ep .

(n=144) (n=17) (n=242) (n=2019) (n=515) very helpful in identifying
Source: Table 2, AppendixA. and finding these services.

Percent Reporting Very or Somewhat Helpful

Intensive
Inpatient 52.1

Recovery
House 64.7

Long-term
Residential 63.2

OP/IOP 68.2
Opiate
Substitution 55.5

Overall 64.8
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Adult Patient Satisfaction in Community Treatment Programs by Modality

Did you need employment services?

HYes ENo

Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP Substitution (n=18985)
(n=790) (n=41) (n=632) (n=14504) (n=3018)

Overall, less than 20
percent of adult patients
in community-based
treatment programs
reported a need for
employment services. Two
out of five long-term
residential and nearly
three out of five recovery
house patients said they
needed employment
services.

Source: Table 2, AppendixA.

If yes, how helpful were we in assisting you to identify

and find employment services?

Overall, 55 percent of
patients needing
employment services
rated their program as
very or somewhat helpful
in assisting them to
identify and find
employment services.
Less than a third overall
rated their program as
very helpful in assisting
them to identify and find
employment services.

B Very helpful ®Somewhat helpful Not very helpful Not helpful at all
40%
34.7
321
306
30% 29.0
26.4
256
239
227 231
217217 220
o 202 202 18321’0
% 18.4 .37 -
17.6 180,70
137
10% i H H 1 B
0% t : - + |
Intensive Recovery Long-term Outpatient/ Opiate Overall
Inpatient House Residential Intensive OP  Substitution (n=3143)
(n=193) (n=23) (n=255) (n=2153) (n=519)

Source: Table 2, AppendixA.
Intensive
Inpatient

Recovery
House

Long-term
Residential

OP/IOP

Opiate
Substitution

Overall
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36.8
56.5
54.5
58.5
45.1
54.6
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Adult Patient Satisfaction in Community Treatment Programs by Modality

What do you like about this program?

Intensive Inpatient: Selected Responses

“Everything. | am allowed and encouraged to have my own truth and allowed
to take the necessary time whatever that is to get through emotional pain and
confusion. The staff overall is kind, warm and caring, easily approachable and
trustworthy. They are here to help and guide us in professional and
compassionate ways.”

“I have been to a private-paid facility and already | can tell that this treatment
program will be more beneficial to keeping me sober. The counselors are in
recovery which makes me able to relate to them and help understand the tools
I need to stay in recovery.”

“I compare this program to my last inpatient program at (name of facility).
There are many differences, and they are all good ones. | like the smaller class
size, staying busy throughout the week with group meetings and homework.
Looking forward to my girlfriend bringing me barbecue ribs and steak on the
weekend.”

“That | am learning better ways to be a clean and sober man, dad, friend.
Dealing with my past as a child growing up. My anger management.”

“Behavioral modification, one-on-ones.”
“Smart recovery, excellent counselors, good nursing staff.”
“The skills and tools it teaches you about your disease.”

“The staff here is very helpful and informative. | have learned a lot.”

Recovery House: Selected Responses

“I am stronger and don’t take half as much crap as | used to before | got here. |
have more acceptance for negative things that come my way.”

“I have learned so much. Reframing, the 12 Steps, my old behaviors and how to
change them.”

“I like the fact that the counselors have been through this so they do know
what they are talking about.”
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“That it’s a blackout with no contact to the world which keeps the mind on
treatment. The intense groups cover every aspect | need for my recovery.”

“Program changed my thinking, outlook, and plans. Now | have dreams and
goals.”

“Home-like setting, being able to focus on recovery and see it, and use it daily.
The counselor is always available. The chores and clean up bring the house
together.”

Long-term Residential: Selected Responses

“This program gives moms and moms-to-be an opportunity to better their
parenting skills and/or gain custody of their children back.”

“They are here to help you, and they will do anything to be at your level and
help you do one step at a time. It is the best place | ever went to get help. I'm
grateful for each person that makes (name of facility) what it is.”

“My medical needs are being met promptly — very impressed.”

“The staff, the classes (lots of interaction with the whole class). We are able to
participate in discussions, and | feel free to speak my mind about community
issues or topics in classes.”

“The hard work they put you through to keep your mind off of the old ways and
habits you have. To learn to work with others even when not comfortable

because we are not used to it.”

“It is based on the individual, and it is for families and reuniting mothers and
children.”

“I like the attitudes, willingness, and helpfulness in general and for the most
part | like the relaxed learning atmosphere.”

“The choice theory concept. Also the tools you can acquire to learn how to
work on other issues besides just your addiction.”

“The group time, meals.”
“Therapeutic value is amazing.”

“I like the help you can get here, and it has good structure. | like how people
help you here.”
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Outpatient/Intensive Outpatient: Selected Responses

“That it makes me accountable for something. | have other people that have
similar issues, helps me through the beginning of my recovery.”

“The fact that the counselor made me set goals and assisted me in achieving
them.”

“First off, it's keeping me in compliance with the court, and the group sessions
are much more involved than previous programs I've been in. Far more
helpful.”

“The educational videos; | like how the counselors have been so supportive
about everything and involved. | especially like the advice | get in my one-on-
one sessions. This treatment center is very comfortable and makes me feel at
home when I’'m here.”

“That | can go to one place for my treatment and my medication.”

“How helpful everyone is and how supportive. | learned how to get new
housing and what medication | need to get off pills and be sober and not be
sick.”

“Counselors treat people with respect.”

“That it has continuing care.”

“That it is available to recovering addicts of all ethnic backgrounds and ages.”
“I like this program ‘cause it’s a lot different than regular outpatient groups
that I've been in; DBT, Relapse Awareness and Seeking Safety; so | think this
will help me out a lot.”

“My counselor. She rocks. (Name) is the best counselor I've ever had. | like the
low key atmosphere. | feel comfortable most of the time. | appreciate the
sliding fee scale.”

“Being able to process my triggers and thoughts.”

“What is never really thought seriously — how dangerous drinking and driving
could be.”

“Personal and practical advice and help; flexible meeting times.”
“That I’'m in a male group so it’s easier to open up.”

“The counselor is intelligent, lets me figure out things for myself when possible;
is fair and reasonable.”
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Opiate Substitution: Selected Responses

“How helpful everyone is to me. The in-charge nurse is super helpful. The
director is one of the best managers I've seen, always on the floor working and
helping everyone. My counselor is very helpful and knowledgeable. All the
counselors that I've seen work very well together.”

“When | come here, there isn’t a long line (most of the time) before receiving
my dose. The staff is usually very nice. The staff is also very helpful in keeping
someone stay on the program if they are having addiction issues instead of just

giving up on the client.”

“Having my life back! The one-on-one counseling meetings and the group
meetings, and support.”

“The front desk staff is very helpful and considerate.”

“I love my counseling sessions, and the special help | get due to my medical
situation, diabetic, and hope link cab rides for medical purposes. This is a very
good treatment program.”

“Location is convenient.”

“I’'m feeling better about myself and not feeling sick from withdrawal.”

“I like the fact that they try and help you in every way that they can. They really
do want to help you here if you are willing to work hard on your recovery.”

“It gives me incentives to stay clean and begin to gradually have a normal life
then help others to do the same.”

“I like the flexibility of dosing hours, and | can see that most of the staff are

genuinely helpful if you are lost or confused or upset. | really appreciate that
public funds were made available to me.”
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Is there anything you would change about this program?

Intensive Inpatient: Selected Responses

“I think some physical program daily is necessary for a healthy recovery. It
would be nice if upon arrival the administrative staff had more information to
give to family members, i.e. phone call times, visiting times, etc. Nothing was
given to them.”

“l would not have so many meetings—after one, and then another after
another. It is not productive. Some of the nurses are very mean-spirited. They
are just mean.”

“I would try and provide better food and a more comfortable living situation.
The atmosphere is very familiar to a hospital which can be limiting to fully
wanting recovery. You feel like a sick patient in such living conditions.”

“I would hope there could be more services offered to HIV/AIDS patients and
that there could be more individual counseling and therapy and not such a
wide range of open group settings which de-focus from the individual and their
more personal problem afflictions.”

“Less preferential treatment especially male staff to female resident. More
professional, respectful staff. Competent medical care. | was almost killed in
this facility.”

“ALANON classes optional for patients. Staff should prepare for the classes they
instruct so we patients get the best out of them. Support staff to have better
knowledge of addiction. | was told that oxycontin was a benzo when in fact it is
an opioid.”

“More open sharing, more free time. | believe with free time we get to know
each other better. Get staff to know we’re not in jail, and we deserve respect,
and we are trying to better our lives, no rolling of the eyes, and they shouldn’t
be able to text and talk on the phone/cell phone with their friends.”

“There needs to be more communication training between staff. Very
inconsistent. Everyone seems to carry their own ‘rule book’. Makes anger build
up between staff and clients.”

Recovery House: Selected Responses

“More info on resources for after treatment: education, community college,
vocational or retraining, funding.”
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“I would change the fact that staff does not listen when we suggest things that
need to be changed or things that used to work 20 years ago that don’t work
today 20 years later.”

“Have some certified counselors with experience that respect persons’
individualities and respect a person’s religion and not get judged by the color of
their skin.”

“Allow access to at least some of our TANF dollars for our personal expenses.”

“Maybe more one-on-one time and also more staff on hand when needed.”

Long-term Residential: Selected Responses

“Yes, | would like to see this program offer more and better services (health
services, mental health evaluations and treatment, better family, legal, and
vocational information/help guidance, and a bit more recreation time out, and
better nutrition that is more up to date with what is healthy and what isn’t.”

“I would offer medical and mental help sooner. | have a deep depression and
haven’t been sleeping, but | wasn’t allowed a doctor’s appointment until three
weeks out so | almost left over that because | felt | needed help sooner.”

“I would like to see it cleaned up a bit — have residents paint and maybe make a
garden for residents to tend to. Food, more veggies and fruit. Healthier
choices.”

“Most of time in treatment is spent waiting. Time could be used in more
productive way. Getting up at 6:30 a.m. after being woken up every hour by
room checks is hard.”

“The gossiping and more structure with staff and patients.”

“More freedom for residents, more special events like going to mall or zoo as a
group. Staff to make themselves more available to patients’ questions and
needs. Patients should be able to fully engage in church activity for treatment
pass. Patients should be able to use food stamps for special occasions for
children such as Easter and birthdays for cakes, etc.”

Outpatient/Intensive Outpatient: Selected Responses

“Yes, speakers, testimonials from people that changed life style, long-term
success, and stories.”
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“More time to have groups, like different time slots | can pick from — mornings,
afternoons, evenings.”

“] think the counselors are overloaded with work. There should be a limit on
how many people are in each group session.”

“I would have more counselors with mental health expertise.”
“The counselors coming and going.”

“To know and learn a little bit better how to use my DBT skills and how to use
the DBT diary card ‘cause I've never taken DBT before so this is all new for me,
that’s all.”

“Groups to be in room with tables. Often we have reading material and/or
need to write, and it’s hard without a table.”

“Some of the staff treating us with disrespect, having more attitude than us,
and treating us like kids.”

“More personal attention.”
“The cost of the drug tests. It is too expensive.”

“If I could, | would make it an all female group.”

Opiate Substitution: Selected Responses

“Shorter waits in the dosing lines. Counselors that respect HIPAA regulations
and rules in general. Clients should be treated with some respect.”

“Counselors need to actually know about resources. My counselor never
remembers anything we talk about. | spend most of my sessions repeating
what | talked about beforehand. An example of not knowing resources is, like,
help with housing, and I’'m just handed a piece of paper with a bunch of
numbers written on it. | need guidance. | need help. | need my counselor to
remember.”

“More help getting mental health services provided, maybe more AA or NA
meetings.”

“1 think if there was one think | would like changed, it might be that if a person
is asked to take a random UA and they bring the pink slip back to the
dispensary nurse, there should be no questions asked if the UA will be clean or
dirty because the results will show up soon after the lab tests the UA | do
understand for the safety of the client the dispensary nurse may need to know
though. Plus quicker time on take homes.”
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Group Differences in Adult Patient Satisfaction in Community Treatment Programs

Gender and Patient Satisfaction

Satisfaction with Service Received

Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received

= Male © Female

1000 972___974

100% —— 96.0 — 953 917 922 914 W
80% B
60% B
40% B
20% B

0% t f !

Intensive Recovery Long-term Outpatient/ Opiate Substitution
Inpatient House* Residential Intensive OP (n=1374) (n=1409)
(n=500) (n=277) (n=29) (n=12) (n=360) (n=259)  (n=9671) (n=4408)

Source: Table 4, AppendixA.

Respect from Staff

Percent of Patients Reporting that Staff Treated Them with
Respect All or Some of the Time

= Male * Female
98.7 98.7

100% ——952——9g42— 942 934 — 9407 932
79.3

80% 75.0 —
60% —
40% —
20% —
0% + + + + 1

Intensive Recovery Long-term Outpatient/ Opiate Substitution

Inpatient House* Residential Intensive OP (n=1374) (n=1409)

(n=500) (n=277) (n=29) (n=12) (n=360) (n=259)  (n=9671) (n=4408)

Source: Table 4, AppendixA.

In outpatient programs, a
nearly equal proportion of
males and females
reported being very or
mostly satisfied with the
service they received. In
intensive inpatient, long-
term residential, and
opiate substitution, the
numbers showed very
small, insignificant
differences.*

In outpatient programs,
an equal proportion of
men and women reported
that staff treated them
with respect all or some of
the time. In intensive
inpatient, long-term
residential, and opiate
substitution, only small,
insignificant differences
can be observed between
males and females in the
proportion saying that
staff treated them with
respect all or some of the
time.*

* The results for recovery house should be interpreted with caution because of the comparatively smaller number of patients

completing the survey.
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Group Differences in Adult Patient Satisfaction in Community Treatment Programs

Ethnicity/Race and Patient Satisfaction

Satisfaction with Service Received

Percent of Patients Reporting They Were Very or Mostly Satisfied with
Service Received

| | | |
White Black/African American Asian/P1* Native American Hispanic Multiracial/Other

100
100% 97.1 973 g5g- 983974977 o,

94.2 94.2

91.7 92.4

Residential OP/IOP Opiate Substitution
(n=953) (n=121) (n=17)* (n=136)  (n=9627) (n=826) (n=416) (n=873) (n=2160) (n=144) (n=34)* (n=188)
(n=103) (n=93) (n=1496) (n=836) (n=85) (n=186)

Source: Table 5, Appendix A.

Respect from Staff

Percentof Patients Reporting that Staff Treated Them with Respect
All or Some of the Time

| | | |
White Black/African American Asian/PI* Native American Hispanic Multiracial/Other

oo - 100 971 989 983 983 979 981 978 10

94.1 94.1 92.5

80%

60%

Residential OP/IOP Opiate Substitution
(n=953) (n=121) (n=17)* (n=136)  (n=9627) (n=826) (n=416) (n=873) (n=2160)(n=144) (n=34)* (n=188)
(n=103) (n=93) (n=1496) (n=836) (n=85) (n=186)

Source: Table 5, Appendix A.

In outpatient programs,
ethnic/racial groups
showed only small,
insignificant differences in
the proportion of patients
reporting they were very
or mostly satisfied with
the service they received.
In opiate substitution
programs, the proportion
was lowest among those
identifying themselves as
multiracial or other.*

In residential programs, a
significantly lower
proportion of African
American patients
reported that staff treated
them with respect all or
some of the time than
other groups.*

* The results for Asian/Pl in residential and opiate substitution should be interpreted with caution because of the small number of

cases represented in these programs.
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Length of Stay in Treatment and Patient Satisfaction

Satisfaction with Service Received

Long-term Residential
Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received

100% 93.

80%

0%

0%

20%

0% F

30 Days 31-60 Over 60
orlLess Days Days
(n=309) (n=149) (n=91)

Source: Table 6, Appendix A.

Outpatient/Intensive OP
Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received

96.7 97.4 97.7
30 Days 31-60 Over 60
orLess Days Days
(n=2797) (n=1489) (n=7617)

Source: Table 6, Appendix A.

In long-term residential programs, a higher proportion of shorter-
term patients reported they were very or mostly satisfied with the
service they received compared to longer-term patients although the
difference was not significant. In outpatient, the rate was higher in
longer-term patients but the difference was also not significant.*

Respect from Staff

Long-term Residential
Percent of Patients Reporting That Staff Treated Them
with RespectAll or Some of the Time

100% 95.4 94.4

30 Days 31-60 Over 60
orlLess Days Days
(n=151) (n=124) (n=66)

Source: Table 6, Appendix A.

100%

Outpatient/Intensive OP
Percent of Patients Reporting That Staff Treated Them
with Respect All or Some of the Time

60%

0%

20%

98.3 98.8 98.7
30 Days 31-60 Over 60
orLess Days Days
(n=2797) (n=1489) (n=7617)

Source: Table 6, Appendix A.

In long-term residential programs, a somewhat higher proportion of
shorter-term patients reported that staff treated them with respect
all or some of the time compared to longer-term patients although
the difference was not significant, less than five percent. In
outpatient programs, the proportion was nearly equal across groups
of varying lengths of stay in treatment. *

* For length of stay in treatment and patient satisfaction in other treatment modalities, see Table 6 in Appendix A, page 119.
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Group Differences in Adult Patient Satisfaction in Community Treatment Programs

Source of Funding and Patient Satisfaction

Satisfaction with Service Received

Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received

= Private  Public
100% - 978 _ 96—
80%
60%
40%
20%
0% +
Residential Outpatient/ Opiate Substitution
(n=202) (n=1007) Intensive OP (n=961) (n=1184)

(n=6990) (n=4799)
Source: Table 7, AppendixA.

In residential treatment, a
lower proportion of
publicly funded patients
reported they were very
or mostly satisfied with
the service they received
compared to private pays
although the difference
was not significant. The
rates were very similar in
outpatient, and nearly
equal in opiate
substitution.*

Respect from Staff
Percent of Patients Reporting that Staff Treated Them with
Respect All or Some of the Time
= Private * Public
100% 955— g3, %82 g5 932~
80% —
60% —
40% —
20%
0% + t + i
Residential Outpatient/ Opiate Substitution
(n=202) (n=1007) Intensive OP (n=961) (n=1184)

The proportion of publicly
funded patients reporting
that staff treated them
with respect all or some of
the time was somewhat
lower compared to private
pays in residential and
opiate substitution
programs, but the
differences were small

and not significant. The
rates were similar in
outpatient programs.*

(n=6990) (n=4799)
Source: Table 7, AppendixA.

* Results for opiate substitution programs should be interpreted with caution since fewer than 70 percent of patients in
participating opiate substitution programs completed the survey during the week of March 23, 2009.
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Comparing Responses Between English and Spanish Adult Patient Satisfaction Survey

Satisfaction with Service Received

B Very satisfied

100%

B Mostly satisfied

Dissatisfied Very dissatisfied

89.4

Monolingual Hispanics and
English speaking Hispanics and
non-Hispanics showed no
significant differences in the
rates reporting very or mostly
satisfied with the service they
received, although more
monolingual Hispanics
appeared to be very satisfied
compared to the other groups
by a significant margin.*

Hispanics Hispanics Non-Hispanics
Completing Completing Completing
the Spanish the English the English " .
Translation Version Version Percent Reporting Very or Mostly Satisfied
(n=715) (n=781) (n=12970) Hispanics
Using Spanish 97.5
Source: Table 8, AppendixA. Translation
Hispanics
Using English 98.0
Survey
Non-Hispanics
Using English 971
Survey
Overall 97.1
H All of the time ™ Some of the time Little of the time Never

100%

There were no significant

924

88.7

87.3

differences between
monolingual Hispanics and

English speaking Hispanics and

non-Hispanics in the rate of
being treated with respect all
or some of the time.*

Hispanics Hispanics
Completing Completing
the Spanish the English
Translation Version

(n=715) (n=781)

Source: Table 8, AppendixA.

0.8

Non-Hispanics
Completing
the English

Version
(n=12970)

Percent Reporting All or Some of the Time

0.2 Hispanics
. Using Spanish
Translation

97.3

Hispanics
Using English
Survey

98.7

Non-Hispanics
Using English
Survey

98.6

Overall 98.5

* The patients included in this analysis were those enrolled in adult community outpatient programs only.
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Need for Services

_— ) N i - More monolingual
® Hispanics Completing ® Hispanics Completing * Non-Hispanics . )
the Spanish the English Completing Hlspanlcs reported a need
Translation Version the English . .
(n=715) (n=781) Version for services than English
(n=12970) speaking Hispanics and
e non-Hispanics. The most
s0% needed were legal,
- 83 medical, and employment
335 . services.*
0% 289
205 21.0
20%
13.3 139
10%
0% t t 1 + 1
Legal Medical Family Mental Educational/  Employment
Services Services Services Health Vocational Services

Services Services

Source: Table 9, AppendixA.

Helpfulness of Treatment Program in Identifying and
Finding Needed Services

= Hispanics Completing = Hispanics Completing Non-Hispanics Among those WhO
the Spanish the English Completing
Translation Version the English reported a need for
Version

services, fewer
85.9 8317822 795 810 monolingual Hispanics

o —— = o’ 694603 found their program to be
oo °0° _s72 -, 587589 very helpful in assisting

e 435 them to identify and find
ot = those services than

5% English speaking Hispanics
" , ; } , , and non-Hispanics.*

90%

Legal Medical Family Mental Educational/  Employment
Services Services Services Health Vocational Services
(n=384) (n=274) (n=191) Services Services (n=225)
(n=262) (n=160) (n=117) (n=164) (n=208) (n=104)
(n=3744) (n=2722) (n=1547) (n=132) (n=98) (n=1804)
(n=2949) (n=1698)

Source: Table 9, AppendixA.

* The patients included in this analysis were those enrolled in adult community outpatient programs only.
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Five -Year Trend in Adult Patient Satisfaction in Community Treatment Programs

Satisfaction with Service Received

Intensive Inpatient

Recovery House
100% 100% 97.6
94.6 95.1 94.8 95.1 95.7 93.6 94.4
89.3 90.6
0% —— — SR Jro— — E—
0% —— —_ _ [ra—
0% o
2004 2005 2006 2007 2009 2004 2005 2006 2007 2009
(n=596) (n=690) (n=782) (n=884) (n=790) (n=110) (n=108) (n=56) (n=85) (n=41)
Source: Table 11a, Appendix A. Source: Table 11b, Appendix A.
Long-term Residential Outpatient/Intensive OP
100% 100% 96.0 97.1 97.1 97.1 97.1
203 20.9 921 91.8
87.9
0% — ] 0% — ]
0% — _ —_ 0% — —]
o ao%
2004 2005 2006 2007 2009 2004 2005 2006 2007 2009
(n=444) (n=427) (n=443) (n=413) (n=632) (n=12276) (n=12869) (n=13563) (n=13912) (n=14504)

Source: Table 11¢, Appendix A. Source: Table 11d, Appendix A.

Opiate Substitution
The proportion of patients
o reporting they were very or
mostly satisfied with the service
o —] I they received has remained at
the same level for outpatient
programs. The number showed
some degree of fluctuation in
other modalities, with the
percentage in long-term

1) (no15e8) (na170) (no2158) (no3018) residential rising from 88 percent

in 2007 to 92 percent in 2009.*

100%

917 934 93.1 92.3

60% —— R —

* The results for recovery house should be interpreted with caution due to the comparatively smaller number of recovery house
patients completing the survey in 2006 and 2009.
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Five -Year Trend in Adult Patient Satisfaction in Community Treatment Programs

Respect from Staff

Intensive Inpatient

100% 97.1 058 959 96.7 007
oo — ] ]
oo — —_— —_—
o b
2004 2005 2006 2007 2009
(n=596) (n=690) (n=782) (n=884) (n=790)

Source: Table 11a, Appendix A.

Long-term Residential

100%

92,6 96.0 93.9 92.7 94.0
0% —— _ N
60% —— e — —
40%
2004 2005 2006 2007 2009
(n=444) (n=427) (n=443) (n=413) (n=632)

Source: Table 11c, Appendix A.

Opiate Substitution

100%

94.0 95.6 95.1 94.9 935
ao% — E— E—
oo —— SR E_—
ao%
2004 2005 2006 2007 2009
(n=1713) (n=1868) (n=2170) (n=2158) (n=3018)

Source: Table 11e, Appendix A.

RecoveryHouse
T00% 973
963 946
0% — — E—
0% —— SR SR
0% 1
2004 2005 2006 2007 2009
(n=110) (n=108) (n=56) (n=86) (n=41)
Source: Table 11b, Appendix A.
Outpatient/Intensive OP
100% 975 98.6. 98.5
ao% — — |
0% —— SR S
ao% +
2004 2005 2006 2007 2009
(n=12276) (n=12869) (n=13563) (n=13912) (n=14504)

Source: Table 11d, Appendix A.

Similarly, the proportion of
patients reporting that staff
treated them with respect all or
some of the time remained at
similar levels for outpatient
programs but showed minor
fluctuations for other modalities.*

* The results for recovery house should be interpreted with caution due to the comparatively smaller number of recovery house

patients completing the survey in 2006 and 2009.
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Youth Patient Satisfaction in Community Treatment Programs by Modality

How satisfied are you with the service you have

received?

Overall, 91.2 percent of
youth patients treated in

B Very satisfied ® Mostly satisfied Dissatisfied Very dissatisfied
70 community-based
617 06 programs reported that

oo they were very or mostly

o 184 50.1 satisfied with the service
440 a1 they received.* Less than

‘o s half of youth patients

. reported being very

228 satisfied regardless of
20 modality.
145
10% Percent Reporting Very or Mostly Satisfied
45 57
10 30 30 27 25
0% si 84.5
Intensive Recovery Outpatient/ Overall Inpatient )
Inpatient House Intensive OP (n=1541)
(n=193) (n=33) (n=1315) Recovery
Source: Table 12, AppendixA. House 93.9
OP/IOP 92.1
Overall 91.2

How satisfied are you with the comfort and appearance

of the facility?

Ninety-three percent

B Very satisfied ® Mostly satisfied Dissatisfied Very dissatisfied
a0, reported that they were
very or mostly satisfied
with the comfort and
appearance of their
484 478 facility.* Only a fifth in
454 449 . . . .
intensive inpatient
reported being very
satisfied with the comfort
and appearance of their
facility.
3.0 4.0 16 49 19 Percent Reporting Very or Mostly Satisfied
Intensive Recovery Outpatient/ Overall Intensive
Inpatient House Intensive OP (n=1541) Inpatient 86.5
(n=193) (n=33) (n=1315)
Source: Table 12, AppendixA. R
ecover,
Housg 87.9
OP/IOP 93.8
Overall 92.7

* The results for recovery house should be interpreted with caution due to comparatively smaller number of youth patients

completing the survey in participating recovery house programs.
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Would you say our staff treated you with respect?

Nearly 96 percent reported

u All of the time ¥ Some of the time " Little of the time  Never that staff treated them with
oo respect all or some of the
wo% o 250 time.* Four out of five in

outpatient reported that staff

636 treated them with respect all
60% .
528 of the time compared to a
oo third in intensive inpatient.
40% — 347 36.4
30%
206 Percent Reporting All or Some of the Time
20% 154
10.9 .
10% Inpatient 87.6
19 3.0
1.0 00 00 1.0 1.0
0%
Intensive Recovery Outpatient/ Overall Rei‘overy 100.0
Inpatient House Intensive OP (n=1541) ouse
(n=193) (n=33) (n=1315)
Source: Table 12, AppendixA. OP/IOP 96.6
Overall 95.5

How safe do you feel in this program?

B Very safe ® Somewhat safe Not very safe Not safe at all i . i
- Ninety-five percent said they
706 felt very or somewhat safe in
0% 667 : 68.8 . %
: their program.* More than
0% — 565 half in intensive inpatient and
o more than two-thirds in
outpatient reported feeling
o e very safe in their program.
30.3
30%
24.0 259
20% Percent Reporting Very or Somewhat Safe
10% » Intensive 94.3
10 00 3.0 23 43 25 43 Inpatient -

0%

Inte i R Outpatient/ O Il

Inpatient House Intonsive OP (no1541) Recovery 97.0

(n=193) (n=33) (n=1315)

Source: Table 12, AppendixA.
OP/IOP 94.7
Overall 94.7

* The results for recovery house should be interpreted with caution due to the comparatively smaller number of youth patients
completing the survey in participating recovery house programs.
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Youth Patient Satisfaction in Community Treatment Programs by Modality

How helpful are the group sessions?

B Very helpful ™ Somewhat helpful Not helpful Made things worse

Overall, 84 percent of

545 youth patients rated
= group sessions as very or
somewhat helpful.* Fewer
372 youth patients found
groups sessions to be very
helpful compared to
individual counseling (see
below).
93
Percent Reporting Very or Mostly Satisfied
15 14
Intensive Recovery Outpatient/ Overall Inpatient 85.0
Inpatient House Intensive OP (n=1541)
(n=193) (n=33) (n=1315)
Source: Table 12, AppendixA. Reﬁ:’v:srz 84.8
OP/IOP 83.5
Overall 83.7

How helpful is the individual counseling?

B Very helpful @ Somewhat helpful Not helpful Made things worse

545

456
36.3
6.4
1.1 1.1
Intensive Recovery Outpatient/ Overall
Inpatient House Intensive OP (n=1542)

(n=193) (n=33) (n=1315)
Source: Table 12, AppendixA.

Eighty-two percent of
youth patients rated
individual counseling as
very or somewhat
helpful.* Forty-six percent
rated it as very helpful.

Percent Reporting Very or Somewhat Helpful

Inpatient 87.6

Feouss 93.9
OP/lOP 80.8
Overall 82.0

* The results for recovery house should be interpreted with caution due to the comparatively smaller number youth patients

completing the survey in participating recovery house programs.
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If you were to seek help again, would you come back to
this program?

B Yes, definitely ¥ Yes, probably No, probably not No, definitely not

Overall, 82 percent of youth
- 185 patients reported that they

456 would definitely or probably
return to the same program
if they were to seek help
again.* A fifth in intensive
inpatient and two out of five
in outpatient reported they
would return to the same
program if they were to seek
help again.

124

10%

0%

Intensive Recovery Outpatient/ Overall
Inpatient House Intensive OP (n=1541)
(n=193) (n=33) (n=1315)

Source: Table 12, AppendixA. Percent Reporting Yes, Definitely or Yes, Probably

Intensive

Inpatient 68.4

Recovery 84.8
OP/IOP 83.4
Overall 81.6

* The results for recovery house should be interpreted with caution due to the comparatively smaller number of youth patients
completing the survey in participating recovery house programs.
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What do you like about this program?

Intensive Inpatient: Selected Responses

“I feel an incredible support system and the personal counseling had given me
support in a way no counselor has with her experience, empathy, and interest
in my journey.”

“I like the skills | learn here to help me with being on the outs; the food is
good.”

“I like the routine because | know what to expect. The food isn’t bad; I like it
tastewise.”

“That it’s not a lock down facility so you don’t feel in trouble.”
“The staff meeting, new people learning about native culture, the sobriety.”

“It’s pretty helpful, but it would be better to have no boys. Being able to go out
and just take time to self and others, having fun, and going to meetings.”

“I like how we get to handle our anger in a positive way, and there’s always
someone to talk to.”

“Our group sessions.”

Recovery House: Selected Responses

“It is not like some hardcore rehab. It's more like helpful into getting kids to
change for the best and showing them that you can have fun and live without
the use of drugs.”

“The freedom, but there’s still structure.”
“People to talk to. Fun activities, MRT, groups, learning experiences.”

“The one-on-ones with my counselor.”

Outpatient/Intensive Outpatient: Selected Responses

“The talking and expression, the feedback | get, and tips to stay clean. | also
love giving other people feedback and help them from what I've learned.”
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“There are people here who can help me with my treatment, and | get to talk
about my problems.”

“My counselor (name), and how despite the bull she makes everyone feel
comfortable.”

“It works for my schedule, and it’s nice to have someone to talk to about family
matters.”

“Individual counseling, better interaction to get across without the thoughts of
a group.”

“It’s a very comfortable environment.”
“I like that everybody is respectful, and we get snacks every time.”
“Letting my feelings out and listening to others.”

“I like how friendly people are. If you are ever in trouble or need help they are
always there to help. They will do anything possible to make you succeed.”

“This is a very helpful program. It teaches me to ask for help when needed. This
program gives me a place to feel cared about.”
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What do you not like about this program?

Intensive Inpatient: Selected Responses

“That every day we did the same things, we need variety, it gets really
repetitive.”

“I don’t like the sleeping arrangement because it is kinda crowded. The food
makes my skin really oily. The shower products are way too cheap, and | would
never use them on the outs. And caseload is way, way too crowded.”

“The sometimes patronizing tone of the staff to me.:”

“The phone times and no smoking.”

“Having boys in the same building with girls.”

“How staff deals with the issues addressed and how the kids treat one
another.”

“That we cannot just talk to the boys for 30 minutes with staff watching
because we have so much free time.”

Recovery House: Selected Responses

“Too many people relapsing or just leaving, not enough one-on-ones.”

“Physical education is too short.”

Outpatient/Intensive Outpatient: Selected Responses

“Not being able to be here on Mondays because | have no babysitter for my

”

son.

“Conflicts between peers in group.”

“The texting rule.”

“No candy, no free pop, not being able to smoke inside.”
“You have to take UAs.”

“The only thing | don’t like about this program is that it’s only one hour a
week.”

“Other females in group.”
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Group Differences in Youth Patient Satisfaction in Community Treatment Programs

Gender and Youth Patient Satisfaction

Satisfaction with Service Received In outpatient, more
female youth patients
Percent of Youth Patients Reporting They Were Very or Mostly reported being very or
Satisfied with the Service They Received mostly satisfied with the
= Male = Female service they received than
100% 944 males, while the reverse is
true for intensive
inpatient, although the
differences were small
and not significant. The
— small number of cases in
recovery house did not
allow a fair comparison of
this measure; it is

Intensive Inpatient Outpatient/ excluded from this chart.
(n=112) (n=77) Intensive OP

80%

(n=836) (n=444)
Source: Table 14, AppendixA.

Respect from Staff

A higher proportion of
Percent of Youth Patients Reporting that Staff Treated Them
with Respect All or Some of the Time female than male youth

patients reported that
staff treated them with
respect all or some of the
I time in intensive inpatient
and outpatient, although
the differences were small
and not significant. The
small number of cases in
— recovery house did not
allow a valid comparison
Intensive Inpatient Outpatient/ of this measure; it is not

(=112) (n=77) Intensive OP included in this chart.
(n=836) (n=444)

= Male © Female

100% 973

90.9

0%

Source: Table 14, AppendixA.
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Ethnicity/Race and Youth Patient Satisfaction

Satisfaction with Service Received

Within modalities, the
Percent of Youth Patients Reporting They Were Very or Mostly .
Satisfied with the Service They Received proportion of youth

patients reporting they
were very or mostly
926 satisfied with the service
they received was very
similar between White
and non-White youth
patients.* However,
across modalities, youth in
residential treatment
appeared to be less
satisfied overall than
Residential Outpatient/Intensive OP those in outpatient, and
e Source: Table 15, AppendixA. rosnin=es the dlfference was
moderately significant.

= White ~ Non-White

100%

80%

20%

Respect from Staff

Percent of Youth Patients Reporting that Staff Treated Them Within r.nOdalltles’ a Io.wer
with Respect All or Most of the Time proportion of non-White

than White youth patients
reported that staff treated
them with respect all or
| some of the time,
although the differences
were small and not
significant.* Across
modalities, youth in
residential treatment
reported lower rates of
being treated with respect
Residential Outpatient/Intensive OP than those in outpatient,
(n=114)(n=111) (n=694) (n=598)
Source: Table 15, AppendixA. and the difference was
moderately significant.

= White ~ Non-White

100%

95.5
86.5

80%

20%

* Youth patients identifying themselves as African American, Asian/Pacific Islander, Native American, Hispanic, multiracial, or other
were grouped together as non-Whites, while intensive inpatient and recovery house were grouped together as residential in order
to obtain a more even distribution of cases across ethnic/racial groups and treatment modalities.
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Length of Stay in Treatment and Youth Patient
Satisfaction

Satisfaction with Service Received

In outpatient, a lower

Percent of Youth Patients Reporting They Were Very or Mostly proportion of youth
Satisfied with the Service They Received in Outpatient . .
Treatment patients midway through

treatment reported being
very or mostly satisfied
with the service they
received than either
shorter- or longer-term
patients, although the
differences were small
and not significant.*

100%

30 Days 31-60 Over60
orLess Days Days
(n=299) (n=172) (n=556)

Source: Table 16, AppendixA.

Respect from Staff

Percent of Youth Patients Reporting That Staff Treated Them SImIlarlY’ a Iowe'r
with Respect All or Some of the Time in Outpatient Treatment proportion of mid-term

youth patients reported
that staff treated them
with respect all or some of
the time than either
shorter- or longer-term
patients, although the
differences were small
and not significant.*

100% 983 953 975

80%

60%

20%

0% r

30Days 31-60 Over60
orlLess Days Days
(n=229) (n=172) (n=558)

Source: Table 16, AppendixA.

* For length of stay in treatment and youth patient satisfaction in intensive inpatient and recovery house, see Table 16, Appendix A,
page 145.
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Source of Funding and Youth Patient Satisfaction

Satisfaction with Service Received

Regardless of modality, a
Percent of Youth Patients Reporting They Were Very or Mostly lower proportion of

Satisfied with the Service They Received publicly funded youth
patients reported they
were very or mostly
satisfied with the service
— they received than
privately paying youth
patients, although the
differences were small
and not significant.

= Private © Public

100%

932

0%

Residential Outpatient/
(n=56) (n=117) Intensive OP
(n=268) (n=561)

Source: Table 17, AppendixA.

Respect from Staff

Percent of Youth Patients Reporting that Staff Treated Them lr? o.utpat|ent prog.rams,
with Respect All or Some of the Time similar levels of privately

paying and publicly

077 funded youth patients
reported that staff treated
EE—— them with respect all or
some of the time. In
residential treatment, a
lower proportion of
publicly funded youth
— patients reported that
staff treated them with

= Private © Public

100%

88.9

0%

Residential Outpatient respect all or some of the
(n=56) (n=117) st o) time than privately paying
Source: Table 17, AppendixA. patients, although the

difference was small and
not significant.
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Five-Year Trend in Youth Patient Satisfaction in
Community Treatment Programs
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Five-Year Trend in Youth Patient Satisfaction in Community Treatment Programs

Satisfaction with Service Received

2004 2005 2006  m2007  m2009 In residential treatment,
o5t the proportion of youth
17 patients reporting they

004 %08 919 919 92.1
% =0 1 1 were very or mostly
o | : | | satisfied with the service
819 . they received fluctuated

oo —— - - - - over the course of five
years with the level rising

R | | | moderately from 82

o —] | | 1 1 percent in 2007 to 86
percent in 2009. In

6% —— 1 1 1 1 outpatient, the rates have

. stayed at nearly similar

Residential Outpatient/Intensive OP IeVeIS.
(n=208) (n=210) (n=270) (n=238) (n=226) (n=1256) (n=1272) (n=1254) (n=1141) (n=1315)

Source: Table 18a-b, AppendixA.

Respect from Staff

2004 2005 2006 =2007 ®=2009 In residential treatment,
%67 970 the percentage of youth

100%

96.7 96.8 96.6
a5% — 1 i patients reporting that
_ . staff treated them with
= : | | respect all or some of the
8% —— - . time rose from 81 percent
I : | | in 2007 to 89 percent in
2009. In outpatient

7% —— 1 1 programs, the rates have
| | | remained at nearly equal

) levels over the course of
6% —— 1 1 five years.
60%

Residential Outpatient/Intensive OP
(n=208) (n=210) (n=270) (n=238) (1=226) (n=1256) (n=1272) (n=1254) (n=1141) (n=1315)

Source: Table 18a-b, AppendixA.
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Part 2: Correctional Treatment Programs

Patient Satisfaction in Department of Corrections
(DOC) Treatment Programs by Modality
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Patient Satisfaction in DOC Treatment Programs by Modality

In an overall, general sense, how satisfied are you with
the service you have received?

B Very satisfied ™ Mostly satisfied Dissatisfied Very dissatisfied

62.3

DOC Recovery DOC Long-term DOC Outpatient/
House™ Residential*** Intensive OP
(n=42) (n=350) (n=1250)

Source: Table 19, AppendixA.

DOC
Overall
(n=1642)

Overall, 89 percent of DOC
patients reported that they
were very or mostly satisfied
with the service they received.
Lowest rates of being very
satisfied were reported in
recovery house and long-term
residential programs.*

Percent Reporting Very or Mostly Satisfied

ey 58
songiem 726
OP/IOP 94.0
Overall 88.9

In general, how satisfied are you with the comfort and

appearance of this facility?

= Very satisfied = Mostly satisfied Dissatisfied Very dissatisfied

619

59.4
60%
55.4 56.5
50%
40%
30% 286
26.3
234
19.0
20% —
16.7
14.8
1.5
10% —86
54 37 46
0.0
0%
DOC Recovery DOC Long-term DOC Outpatient/ DOC
House™ Residential™* Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 19, AppendixA.

DOC provides treatment in an
institutional setting. Overall,
80 percent of DOC patients
reported that they were very
or mostly satisfied with the
comfort and appearance of
their facility.* Lowest rates of
being very satisfied occurred
in recovery house and long-
term residential.

Percent Reporting Very or Mostly Satisfied

e oo
Loy s
OP/IOP 84.1
Overall 79.9

* Results for DOC recovery house treatment should be interpreted with caution due to the comparatively smaller number of

completed surveys returned.
** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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Would you say our staff treated you with respect?

80%

70%

60%

50%

20%

0%

= All of the time  ® Some of the time Little of the time

Never

Overall, 94 percent of DOC
patients reported that staff
treated them with respect
all or some of the time.*

Percent Reporting All or Some of the Time

Recovery
House

Long-term
Residential

765
67.4
548
500
357 363
270
202
120
74
43
00 1.1 21 o7

08
! OP/IOP

DOC Recovery
House™
(n=42)

DOC Long-term DOC Outpatient/
Residential** Intensive OP
(n=350) (n=1250)

Source: Table 19, AppendixA.

DOoC

Overall

(n

=1642)

Overall

90.5

86.3

96.7

How do you rate the helpfulness of the group sessions?

u Very helpful

B Somewhat helpful Not helpful

Made things worse

Overall, 93 percent of DOC
patients rated group
sessions as very or
somewhat helpful.* Less
than a third of long-term
residential and less than a
fourth of DOC recovery
house patients rated
group sessions as very
helpful.

DOC Recovery
House™
(n=42)

577 589
50.0 519
406
' 355
303
238
214
" 83
)s 18 52
00 - 06

09

DOC Long-term DOC Qutpatient/
Residential** Intensive OP
(n=350) (n=1250)

Source: Table 19, AppendixA.

Recovery
House

Long-term
Residential

OP/IOP

Overall

Percent Reporting Very or Somewhat Helpful

73.8

88.0

94.4

* Results for DOC recovery house treatment should be interpreted due to the comparatively smaller number of completed surveys
returned.
** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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How do you rate the helpfulness of the individual

counseling?

= Very helpful = Somewhat helpful Not helpful Made things worse
70%
60% 59.1
54.4
50%
40% — 38.1 394 397
31.0 205
30% 26.6
20%
12.0
10%
71 54
29 35
0.0 0.3 09
0%
DOC Recovery DOC Long-term DOC Outpatient/ DOC
House™ Residential*™** Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 19, AppendixA.

Overall, 84 percent of DOC
patients rated individual
counseling as very or
somewhat helpful.* Nearly two
out five in recovery house and
long-term residential rated
individual counseling as very
helpful.

Percent Reporting Very or Somewhat Helpful

reser &0
Resigentia 79.1
oP/loP 85.7
Overall 83.9

If you were to seek help again, would you come

back to this program?

u Yes, definitely u Yes, probably No, probably not

No, definitely not

42.9
0% 3717369 370
30.0
30%
24.0
_19.0 _19.0

20% 167
10% 6.9

0%

DOC Recovery DOC Long-term DOC Outpatient/ DbocC
House™ Residential*** Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 19, AppendixA.

The DOC provides treatment
in a highly restrictive setting.
Overall, 64 percent of DOC
patients said that they would
definitely or probably return
to the same program if they
were to seek help again.*

Percent Reporting Yes, Definitely or
Yes, Probably

Recovery
House 61.9

Long-term
Residential 30.9

OP/IOP 73.8

Overall 64.4

* Results for DOC recovery house treatment should be interpreted with caution due to the comparatively smaller number of

completed surveys returned.
** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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Did you need legal services?

HYes HNo

One out of five DOC
patients reported they
needed legal services.*
More DOC patients in
recovery house and long-
term residential said they
needed legal services than
in outpatient.

DOC Recovery DOC Long-term DOC OQutpatient/ DoC
House™ Residential™* Intensive OP Overall
(n=41) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

If yes, how helpful were we in assisting you identify and

find legal services?
Overall, half of DOC

patients needing legal

= Very helpful = Somewhat helpful Not very helpful Not helpful at all .

o services reported that
their program was very or
somewhat helpful in

40% 39.0

assisting them to identify
and find legal services.*
The chart excludes
recovery house because it
had only 16 cases.

Percent Reporting Very or Somewhat Helpful

Long-term
Residential 333
DOC Long-term DOC Outpatient/ DOC
Residential*** Intensive OP Overall
(n=105) (n=214) (n=335)
Source: Table 20, AppendixA. OP/IOP 58.9
Overall 49.0

* Offenders participating in DOC chemical dependency treatment are involved with the criminal justice system and may be
expressing a need for legal services beyond the ability of the contracted treatment provider to address. Treatment staff is required
to redirect offenders to their DOC counselors for assistance.

** Operated in DOC work release facilities.

*** Operated in DOC institutions.
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Patient Satisfaction in DOC Treatment Programs by Modality

Did you need medical services?

HYes ®No

DOC Recovery DOC Long-term DOC OQutpatient/ DoC
House™ Residential™* Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

While a third of DOC
patients overall reported a
need for medical services,
two thirds of those in
recovery house and long-
term residential needed
medical services.*

If yes, how helpful were we in assisting you to identify

and find medical services?

= Very helpful = Somewhat helpful Not very helpful Not helpful at all

338

DOC Long-term DOC Outpatient/ Doc
Residential*™* Intensive OP Overall
(n=234) (n=299) (n=560)

Source: Table 20, AppendixA.

Fifty-six percent of DOC
patients who needed
medical services rated
their program as very or
somewhat helpful in
assisting them to identify
and find medical
services.* The chart
excludes recovery house
because it had only 27
cases.

Percent Reporting Very or Somewhat Helpful

L -t
pongern 534
OP/IOP 56.9
Overall 56.1

* The DOC provides medical services to incarcerated offenders at the direction of DOC policy and medical staff. Offenders in the
community are not eligible for DOC-funded medical services and, hence, are directed to publicly or privately funded resources.

** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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Did you need family services?

HYes HNo

Two out of five DOC long-
term residential patients
reported a need for family
services compared to one
out of five DOC patients
overall.*

DOC Recovery DOC Long-term DOC Outpatient/ DocC
House™ Residential™* Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

If yes, how helpful were we in assisting you to identify

and find family services?

Close to 60 percent of

= Very helpful = Somewhat helpful Not very helpful Not helpful at all boc patients reporting a
o need for family services,
overall rated their
program as very or
somewhat helpful in
assisting them to identify
and find family services.
The chart excludes
recovery house because it
had only 12 cases.

Percent Reporting Very or Somewhat Helpful

DOC Long-term DOC Outpatient/ DOC L
Residential*** Intensive OP Overall R °'i'g"r‘j{i"; 65.6
(n=154) (n=164) (n=330) esidential

Source: Table 20, AppendixA.

OP/IOP 54.3

Overall 59.4

* Incarcerated offenders are separated from their families by nature of their circumstances. Those in the community have often lost
contact with family due to criminal activity.

** Operated in DOC work release facilities.

*** Operated in DOC institutions.
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Did you need mental health services?

HYes HNo

More than a third of DOC
long-term residential
patients reported a need
for mental health services
compared to nearly a
fourth of DOC patients
overall.

DOC Recovery DOC Long-term DOC OQutpatient/ DOC
House™ Residential** Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

If yes, how helpful were we in assisting you to identify
and find mental health services?

u Very helpful ~ ®Somewhat helpful Not very helpful Not helpful at all Sixty_two percent of DOC
“on patients who needed
mental health services
rated their program as
very or somewhat helpful
in assisting them to
identify and find mental
health services.* A third
rated their program as
very helpful. The chart
excludes recovery house
because it had only 21

DOC Long-term DOC Outpatient/ DoC cases.
Residential™* Intensive OP Overall
(n=126) (n=249) (n=396)
Source: Table 20, AppendixA. Percent Reporting Very or Somewhat Helpful
Long-term
Residential 60.3%
OP/IOP 60.6%
Overall 61.9%

* The DOC is limited to providing mental health services to incarcerated offenders only.
** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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Did you need educational or vocational services?

=Yes =No

While less than a third of
DOC patients overall said
they needed educational
or vocational services,
close to two —thirds in
long-term residential
reported a need for the
same services.

DOC Recovery DOC Long-term DOC Outpatient/ DocC
House™ Residential*™* Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

If yes, how helpful were we in assisting you to identify
and find educational or vocational services?

= Very helpful = Somewhat helpful Not very helpful Not helpful at all .
yhew P yhew P About two-thirds of DOC

patients needing
educational or vocational
services rated their
program as very or
somewhat helpful in

c— assisting them to identify
and find educational or
vocational services.*
About a third rated their
program as very helpful.
The chart excludes

20%

0%

DOC Long-term DOC Outpatient/ poc recovery house because it
Residential*** Intensive OP Overall
(n=216) (n=276) (n=508) had only 16 cases.

Source: Table 20, AppendixA.

Percent Reporting Very or Somewhat Helpful

Long-term

Residential 67.6
OP/lOP 60.1
Overall 63.2

* Offenders are referred to educational and vocational programs during their incarceration as per DOC policy.
** Operated in DOC work release facilities.
*** Operated in DOC institutions.
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Did you need employment services?

HYes HNo

80%

70%

While overall more than a
third of DOC patients
reported a need for
employment services,
two-thirds of recovery
house and long-term
residential patients
needed employment

30%

0% services.
0%
DOC Recovery DOC Long-term DOC OQutpatient/ DOC
House™ Residential** Intensive OP Overall
(n=42) (n=350) (n=1250) (n=1642)

Source: Table 20, AppendixA.

If yes, how helpful were we in assisting you to identify
and find employment services?

u \ery helpful = Somewhat helpful Not very helpful Not helpful at all Fifty-two percent of DOC

75 patients who needed
employment services
rated their program as
very or somewhat helpful
in assisting them to
identify and find
employment services.*
One out of four rated their
program as very helpful.
The chart excludes
recovery house because it

DOC Long-term DOC Outpatient poc had only 28 cases.
Residential*** Intensive OP Overall
(n=218) (n=338) (n=584)
Source: Table 20, AppendixA. Percent Reporting Very or Somewhat Helpful
Long-term
Residential 53.2
OP/IOP 51.2
Overall 51.9

* In long-term residential, jobs are available to participants during treatment. Those progressing to subsequent or later phases of
treatment are increasingly eligible for work programs.

** Operated in DOC work release facilities.

*** Operated in DOC institutions.
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What do you like about this program?

Recovery House: Selected Responses

“The area of changing our internal representation of who we are by taking a
deeper look at our inner selves and thinking before acting, being conscious of
thoughts, making decisions at the same time weighing the consequences.”

“The fact that the counselors were ‘human’ in that | could relate to them
because they stayed connected with us and treated us with respect.”

“I like the fact that they are willing to help in any area you need help in.”

“It helps you re-establish yourself in community.”

Long-term Residential: Selected Responses
“That I’'m coming to understand the levels of change and addiction.”

“It's helped me change my behaviors and love myself again. | see healthy
relationships for myself now. I've found the real me again without drugs.”

“I like that there is structure: rights and responsibilities are clear-cut and non-
negotiable. | like the process groups.”

“Group sessions and learning how others have dealt with their addictions.
Interaction with certain CDPs.”

“That | can work on my relapse prevention.”

“That | get to address my needs and learn about and how to change my
destructive behaviors.”

“I like the CDP and the helpful nature of most people. | feel like | might succeed
this time.”
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Outpatient/Intensive Outpatient: Selected Responses

“I really like our facilitator — she’s very understanding and makes it very easy to
open up to her.”

“(Name of counselor) is obviously genuinely interested in my recovery. He is
helpful with my problems and gives me honest feedback even if he’s telling me

something about me that I’'m not prepared to accept.”

“I' have an opportunity to give my feedback and get positive feedback toward
things that will help me grow in recovery.”

“It’s once a week, and you can make suggestions to your treatment plans.”

“It’s helped me identify my self-destructive behavior and learning about my
high-risk situations and how to control them.”

“I like to have a group talking so | can process my thoughts.”

“Was given lots of tools to learn and the instructor was very good, and he
actually does care about us. Most staff are just here to get a paycheck. (Name
of counselor) actually does care about all of us.”

“I’'m learning new ways to stay clean and sober and respect other people.”
“The intensity of the program.”

“Increases self-awareness.”

“The workbooks are insightful. Counselor was very good at presenting
information.”

“The relapse prevention counseling really helped me. (Name of counselor) is a
good teacher.”

“Cutting my time in half.”
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Is there anything you would change about this program?

Recovery House: Selected Responses

“Yes, | would lessen the structure a little to let people go at their own pace.”

“Bus tickets should be made available at least your first couple of weeks here.
Funds are very hard at first.”

“I would have the counselors do one-on-ones and have more depth in getting
to the problem that is within each individual. We need to anchor our state to
do habitually what's right, just and fair, by and through disciplining our
neurological system.”

“The staff needs to be more respectful. They tend to be condescending and
rude.”

“Some of the phase up requirements, because some people are poor like me
and do not have the money to do much in life.”

Long-term Residential: Selected Responses

“Yes, | would have vocational training, i.e. welding, construction, woodwork,
horticulture, electrical, wind, solar, bio-fuels, plant and tree identification,
farming. | believe these would help prepare inmates better for re-entry.”

“Yes, some type of work opportunity in order to save some money so we can
have some financial resources immediately available for the people that need
it. Or make sure the offenders that are approximately six months away from
their early release date are not hindered from going to work release — need the
resource to help maintain the work done here in the program.”

“That more classes are taught by CDPs.”
“Mostly it would be very nice to have current material in our classes. Most
material we learn from is at least 10 to 20 years old. Also, there are not enough

activities.”

“The dorms, the mattresses, medical treatment; vindictive behavior by other
inmates. | think the education classes could be better.”
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Outpatient/Intensive Outpatient: Selected Responses
“I would request more programming hours and more relapse prevention

teaching; also program to go out in the community to get involved in self-help
program.”

“Better curriculum.”

“New videos. Take out sex offender scenarios. Provide non-religious treatment
program. Provide new workbooks that concentrate upon the inmate instead of
his family: family information has no place in this class. Follow the DSM-IV and
ASAM PPM when doing assessments.”

“Focus on drug treatment not on unrelated issues.”

“Bring back all of the vocational training programs at all institutions.”

“That it would target people who really are chemically dependent, not just
filling up the class with people who don’t have it in judgment and sentence,
and who aren’t chemically dependent.”

“Yes, about if you miss one you're out, that’s a little extreme.”

“Just that | would like to see less negative people in here.”

“Class smaller and more organized.”
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Adult Patient Satisfaction in Community Compared to DOC Treatment Programs

Was there a difference in patient satisfaction between

community and DOC treatment programs?

Satisfaction with Service Received

Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received in Community versus DOC
Treatment Programs

In recovery house and
long-term residential, a
significantly higher
proportion of patients in
community-based
programs reported that
they were very or mostly
satisfied with the service
they received than
patients in DOC
programs.* The same
result can be observed in
outpatient although the
difference is small and not
significant.

= Community Programs ~ DOC

100% 97.6 8 971 —— 49

80% 738 726 —
60% E—
40% .
20% E—

0% t t |

Recovery House* Long-term Residential* Outpatient/Intensive OP
(n=41) (n=42) (n=632) (n=350) (n=14504) (n=1250)

Source: Tables 1 and 19, AppendixA.

Respect from Staff

Percent of Patients Reporting that Staff Treated Them with
Respect All or Some of the Time in Community versus DOC
Treatment Programs

= Community Programs = DOC

100% 98.5 96.7
80%

%05 94.0
86.3
" 780
% I I

Recovery House*
(n=41) (n=42)

Long-term Residential*
(n=632) (n=350)

Source: Tables 1 and 19, AppendixA.

Outpatient/Intensive OP
(n=14505) (n=1250)

In recovery house, a
significantly higher
proportion of patients in
DOC programs reported
that staff treated them
with respect all or some of
the time than patients in
community-based
programs.* The reverse is
true in long-term
residential. In outpatient,
only a small, insignificant
difference can be
observed between the
two groups.

* Note that for DOC, recovery house programs are operated in work release facilities, while long-term residential programs are

operated in institutions.
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Five-Year Trend in Adult Patient Satisfaction in DOC Treatment Programs

Satisfaction with Service Received

2004 2005 2006 =2007 =2009

100%

930 g15 938 929 940

87.3
83.0

0%

DOC Long-term DOC Outpatient/
Residential* Intensive OP
(n=212) (n=221) (1=301) (n=376) (=350) (n=1024) (n=981) (n=935) (=945) (=1250)

Source: Table 22a-b, AppendixA.

Respect from Staff

2004 2005 2006 =2007 = 2009

100%

96.7 96.6 — —964— —96.7
932 95.5 94.9

DOC Long-term DOC Outpatient/
Residential* Intensive OP
(n=212) (n=221) (n=301) (=376) (1=350) (n=1024) (n=981) (n=935) (=945) (=1250)

Source: Table 22a-b, AppendixA.

* Operated in DOC institutions.
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In long-term residential,
the proportion of DOC
patients reporting they
were very or mostly
satisfied with the service
they received increased
somewhat from 71
percent in 2007 to 73
percent in 2009.* In
outpatient, the numbers
have remained at similar
levels over the course of
five years.

Similarly in long-term
residential, the proportion
of patients reporting that
staff treated them with
respect all or some of the
time rose slightly from 85
percent in 2007 to 86
percent in 2009.* In
outpatient programs, the
proportion has remained
at nearly similar levels.
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Youth offenders are committed to JRA facilities involuntarily. The JRA provides chemical dependency
treatment to youth offenders within a highly supervised institutional setting. JRA youth responses from
intensive inpatient and recovery house were combined under one residential category in order to keep
confidential the identity of the only recovery house program participating in the survey.

How satisfied are you with the service you have
received?

Overall, 91 percent of JRA
patients reported that
they were very or mostly
satisfied with the service
733 they received.* Less than
a quarter said they were
very satisfied.

B Very satisfied ™ Mostly satisfied Dissatisfied Very dissatisfied

80%

65.4

Percent Reporting Very or Mostly Satisfied

JRA

23.1 Residential 93.3
20.0
20%
JRA
o 67 OP/IOP 88.5
0.0
0%
JRAResidential JRA Outpatient/Intenisve OP JRAOverall
(n=30) (n=26) (n=56) Overall 91.1

Source: Table 23, AppendixA.

How satisfied are you with the comfort and appearance

of this faC|I|ty7 Overall, a lower
proportion of JRA youth in

B Very satisfied ™ Mostly satisfied = Dissatisfied = Very dissatisfied outpatient reported being
a0t very or mostly satisfied
with the comfort and
appearance of their
facility than those in
residential treatment.*

308 Percent Reporting Very or Mostly Satisfied

JRA

Residential 93.3
JRA
OP/IOP 65.4
JRAResidential JRA Outpatient/Intenisve OP JRAOverall
(n=30) =26) (n=56)
Source: Table 23, AppendixA.
Overall 80.4

* These results should be interpreted with caution since there were only 26 patients from JRA outpatient versus 30 in combined
recovery house and intensive inpatient treatment completing the survey.
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Would you say our staff treated you with respect?

mAll of the time ™ Some of the time Little of the time Never

Overall, 89 percent of JRA
patients reported that staff
treated them with respect all
or some of the time.* A third
reported that staff treated
them with respect all of the
time.

Percent Reporting All or Some of the Time

JRA
Residential 89.3
JRAResidential JRA Outpatient/Intensive OP JRAOverall
(n=30) (n=26) (n=56)
. " JRA
Source: Table 23, AppendixA. OP/IOP 88.9
Overall 89.2

How safe do you feel in this program?

H\Very safe M Somewhat safe Not very safe Not safe at all

70%

Ninety-three percent of JRA
patients overall reported that
they felt very or somewhat safe
in their program.* Close to 60
percent said they felt very safe.

40%

Percent Reporting Very or Somewhat Safe

JRA
identi 93.3
10%
" o 92.3
JRAResidential JRA Outpatient/Intensive OP JRAOverall OP/IOP -
(n=30) (n=26) (n=56)
Source: Table 23, AppendixA.
Overall 92.9

* These results should be interpreted with caution since there were only 26 patients from JRA outpatient versus 30 in combined
recovery house and intensive inpatient treatment completing the survey.
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How helpful are the group sessions?

® Very helpful = Somewhat helpful Not helpful

Made things worse

50.0
50%
462 462
40%
33.3
30%
20%
13.3
10%
38
0.0 0.0
0%
JRAResidential JRA Outpatient/Intensive OP JRAOverall
(n=30) (n=26) (n=56)

Source: Table 23, AppendixA.

How helpful is the individual counseling?

HVery helpful ® Somewhat helpful Not helpful

60%

Made things worse

56.7

30%

20%

10%

0.0 0.0
0% +

JRAResidential JRA Outpatient/Intensive OP
(n=30) (n=26)

Source: Table 23, AppendixA.

JRAOverall
(n=56)

Overall, 88 percent of JRA
patients rated group
sessions as very or
somewhat helpful.* In
residential treatment,
fewer JRA youth found
group sessions to be very
helpful compared to
individual counseling
below.

Percent Reporting Very of Somewhat

Helpful
Res‘ilc'i‘e‘;tial 83.3
JRA OP/IOP 92.3
Overall 87.5

Seventy-five percent
overall rated individual
counseling as very or
somewhat helpful.* More
than half considered
individual counseling as
very helpful.

Percent Reporting Very or Somewhat

Helpful
Res‘ilmtial 83.3
oo 65.4
Overall 75.0

* These results should be interpreted with caution since there were only 26 patients from JRA outpatient versus 30 in combined
recovery house and intensive inpatient treatment completing the survey.
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If you were to seek help again, would you come back to
this program?

B Yes, definitely ¥ Yes, probably No, probably not No, definitely not
- Youth offenders are

367 committed involuntarily to
JRA facilities. They receive
treatment within an
institutional setting.
Overall, 52 percent of JRA
patients reported they
would definitely or
probably return to the
same program if they
were to seek help again.*

30%
26.9

233

0%

JRAResidential JRA Outpatient/Intensive OP JRAOverall Percent Reporting Yes, Definitely or

(n=30) (n=26) (n=56) Yes, Probably
Source: Table 23, AppendixA.

JRA
Residential 56.7
JRA
OP/IOP 46.2
Overall 51.8

* These results should be interpreted with caution since there were only 26 patients from JRA outpatient versus 30 in combined
recovery house and intensive inpatient treatment completing the survey.
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What do you like about this program?

Residential Program: Selected Responses

“I like that I’'m able to be active in the community, as well as working on my
treatment in community support meetings. | really like being able to go to
school and play sports, doing all that makes me feel like I'm capable of living a
better life.”

“The staff and the groups and the way the program is run.”

“I like how staff has been so helpful and how supportive they have been.”
“More freedom than institutions.”

“Working, education, and some activities.”

“The food and the staff.”

“It’s kind of helpful by giving me skills to use for the outs.”

Outpatient/Intensive Outpatient Program: Selected Responses
“That it helps me get through grief and loss.”

“It concentrates on drugs and alcohol, and | liked the way | was treated.”

“I like that it shows us movies of real people smoking drugs, and what will really
happen to me if | keep using these drugs.”

“I get to express what’s happened and what’s on my mind about things. | get to
sit down one-on-one with someone who will listen and give me advice.”

“I'like that it shows us movies of real people smoking drugs, and what will really
happen to me if | keep using these drugs.”

“I like that | can share personal experiences openly. | feel safe in the group, and
enjoy learning information that | never knew. The person that directs my tides
group is very nice.”

“If | complete this | won’t have to do it in the outs.”

“I like how | can trust the people in our group and how we actually talk about
serious things.”

“It helps my addiction.”
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What do you not like about this program?

Residential Program: Selected Responses

“How the rules micromanage my life when I’'m in a group home to learn how to
live in the community on my own. When | get back out, there won’t be people
breathing down my neck saying don’t do that. I'll have to learn on my own
which | should be doing now.”

“The staff for the most part is not motivated to help me get ready for the real
world.”

“There’s nothing to do really, and it’s in the middle of nowhere; not enough
activities to do here.”

“Some of the staff kind of talk down to us. There is lot of work.”
“Overall, the program is cool but the food sucks.”

“Drama; people in the cottage; some residents.”

Outpatient/Intensive Outpatient: Selected Responses

“I' have to get put down; | get told what to do, wear, eat; | don’t have the rights
I should; and there’s a mistake in the program that makes it not work all the
time.”

“(Name of counselor) talks a lot.”

“Being told what to do and when; also how to do things.”

“It is long.”

“Certain staff.”

“Everything; mostly the staff.”
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Youth Patient Satisfaction in Community Compared
to JRA Treatment Programs

93



Patients Speak Out 2009

94



Patients Speak Out 2009

Youth Patient Satisfaction in Community Compared to JRA Treatment Programs

Was there a difference in youth patient satisfaction
between community and JRA treatment programs?

Satisfaction with Service Received

Percent of Patients Reporting They Were Very or Mostly
Satisfied with Service Received in Community Youth versus
JRA Programs

= Community Youth = JRA

100%

93.3

88.5
85.8

Residential OP/IOP
(n=226) (n=30) (n=1315) (n=26)

Source:Table 25, AppendixA.

Respect from Staff

Percent of Patients Reporting that Staff Treated Them with
Respect All or Some of the Time in Community Youth versus
JRA Programs

® Community Youth = JRA

In residential treatment, a
lower proportion of
community youth patients
reported that they were
very or mostly satisfied
with the service they
received than JRA youth.
The reverse is true in
outpatient. The
differences between the
two groups were
moderately significant.*

100%
96.6

89.4 90.0

60% +

Residential OP/IOP
(n=226) (n=30) (n=1315) (n=26)

Source: Table 25, Appendix A.

In residential treatment,
the proportion of patients
reporting that staff
treated them with respect
was lower in community
than in JRA program, and
the difference was
moderately significant. In
outpatient, JRA youth
reported a considerably
significant lower rate than
community youth
patients.*

* Comparing the outpatient results between JRA and community-based programs should be done with caution since JRA provides
outpatient treatment in a highly restricted institutional setting and because fewer than 30 completed outpatient surveys were

received from JRA.
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Five-Year Trend in Patient Satisfaction in JRA
Treatment Programs
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Five-Year Trend in Patient Satisfaction in JRA Treatment Programs

Satisfaction with Service Received

100%

2004

2005

2006 =2007 = 2009

705

Residential

(n=61) (n=61) (n=65) (n=56) (n=30)
Source: Table 26a-b, AppendixA.

73.2

Outpatient/Intensive OP
(n=23) (n=41) (n=24) (n=27) (n=26)

Respect from Staff

100%

80%

40%

0% F

2004

2005

2006 = 2007 = 2009

In residential treatment,
the percentage of JRA
patients reporting that
they were very or mostly
satisfied with the service
they received rose from
84 percent in 2007 to 93
percent in 2009, while in
outpatient the level rose
from 82 percent to 89
percent during the same
time interval.*

85.2

— 769

67.2

Residential

(n=61) (n=61) (n=65) (1=56) (n=30)

Outpatient/Intensive OP
(n=23) (n=41) (n=24) (n=27) (n=26)

Source: Table 26a-b, AppendixA.

In outpatient treatment, a
significantly lower
proportion reported being
treated with respect all or
some of the time in 2009
than in 2007. In residential
treatment, the proportion
has remained near or at
90 percent in 2007 and
2009.*

* These results should be interpreted with caution because fewer than 60 completed surveys were received from JRA in 2009.
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Treatment Providers Value the Results of the
Patient Satisfaction Survey

Agencies that participate in the statewide patient satisfaction survey receive a confidential copy of their
results. To understand how agencies benefit from the survey, DBHR asked treatment providers that
participated in the 2007 survey to describe how they used their results. The following are some of their
responses.

“The DBHR patient satisfaction survey is used by the Dependency Health
Services (DHS) as a measurement tool for quality improvement and Joint Commission
accreditation. The data provided in the survey are beneficial in structuring programs to
meet client needs and identify staff training needs. The statewide data allow DHS to
compile historic information and measure progress. The value of this information is a
critical part of the yearly reporting process to Leadership and Board of Directors. The
data are extremely valuable to our agency and we plan to continue participating in any
upcoming surveys.”

Michael Cunningham
Director of CD Programs
Dependency Health Services

“Recovery Centers of King County (RCKC) utilizes the results to evaluate the
needs of our patients. They are also used to assess patient satisfaction with basic and
newly added program components and to review where we are in relation to other
similar programs in the state. The results were carefully evaluated by each of the
program coordinators and were used to provide positive and constructive feedback to
the staff. The 2007 results showed that 87.9% of our intensive inpatient, 97.5% of our
Kent, and 89% of our Seattle patients were either very satisfied or mostly satisfied with
our services. The report indicated that between 48% - 73% of our patients at all three
sites found the group sessions very helpful and 49% - 66% found the individual
counseling very helpful. RCKC recognizes that that there is always room for
improvement which motivates it to implement regular internal satisfaction surveys to
gather regular feedback and respond quickly to comments or suggestions if possible.
The internal satisfaction survey allows RCKC to monitor the temporary projects that are
conducted at the agency and determine whether we need to prolong the project or
discontinue it. Due to the results from the DBHR survey, the Kent site continues to
provide specialized treatment to specific groups, such as specific drug related groups:
methamphetamine and marijuana weekly groups.”

Jessica DiCenzo
Research Coordinator
Recovery Centers of King County
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Treatment Providers Value the Results of the Patient Satisfaction Survey

“Kitsap Mental Health Services (KMHS) Pathways Program took the following
actions as a result of the 2007 patient satisfaction survey:

e We implemented an additional layer of screening and informed consent about
our capability of addressing DUI and Deferred Prosecution Status to clarify this
for clients so there is no confusion or expectation that we will provide DUI
assessment and treatment.

e  We have individualized our family component to offer more flexibility in serving
families and or family members.

e We continue to work with clients to find educational or vocational options and
have partnered with our Community Integration and Vocational Program to
better assist clients with this goal. In addition, we have offered a Peer Group
Leader Role as part of a client’s ongoing recovery journey to assist them in
building confidence and skill in recovery as well as to generalize these skills in
the workplace or in a role as Life Coach at our agency.

e We have utilized the results in our annual Quality Program Review Presentation
to the Executive Leadership and Board of Directors.”

Cheryl Mogensen, MA, CDP
Coordinator, Co-occurring Disorders Program
Kitsap Mental Health Services

“We used the 2007 Patient Satisfaction Survey results to improve our client
care in several ways. We were able to see what parts of each program we provided
needed adjusting to better serve the clients. What we have seen as a result of those
changes is that all of our groups are full, and we have wait lists now due to clients
remaining in groups and completing treatment. We have been able to begin a couple of
new groups to suit the needs of our clients in Aftercare and Suboxone. We updated our
Suboxone program so there are now three phases to the two-year program with each
phase moving toward the client being off Suboxone completely and remaining in stable
recovery. We also added some staff training to our calendar that has been very fruitful
for our counselors and program. All in all, we have been able to become a tighter, more
professional program with more clients completing treatment and less recidivism. Thank
you for making this happen.”

Susan Cummings, CDP, ICADC, NBCC
Clinical Supervisor
Lummi Counseling Services

“I always use the results as a springboard for change. We discuss the outcomes
with staff and formulate plans to address areas of need.”

Corky Hundahl, CDP

Administrator
Phoenix Recovery Services, LLC
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Treatment Providers Value the Results of the Patient Satisfaction Survey

“The results of the survey were used to look at how we could be more
customer-oriented and how we could ensure clients to feel more satisfied with
the services they received as well as feeling that they were in a safe
environment. Our focus was on training staff to adopt a more therapeutic
approach with the clients instead of a punitive approach. We also look at our
approach in dealing with client safety and took a less tolerant approach with
these issues.”

Michael Ott
Inpatient Director
Daybreak Youth Services

“I always look forward to the results of the survey. When doing a
comparison with prior survey results, we can identify areas of improvement
and new or ongoing areas that may need to be addressed to improve services.
My goals are always about process and service improvement that benefits both
the consumers of our services and the agency so the survey is helpful in that
analysis. | also like to review the results with staff. In most instances it is very
positive feedback to the individuals who work very hard doing this work.”

Carole Hayes
Outpatient Treatment Director
Evergreen Manor

“The patient satisfaction survey results are very beneficial to our
agency. The results assist our organization to identify areas of improvement
and include the patient voice throughout the different levels of the
organization. The survey results are discussed with senior management, the
Board, and the direct service staff. New service strategies are developed and
implemented as appropriate. The survey results are used to train our youth,
adult substance abuse staff and front desk personnel on how to improve
services to our clients. The data are used when writing proposals, marketing
the program, and training managers on the strengths and areas of
improvement for Consejo.”

Mario E. Paredes
Executive Director
Consejo Counseling and Referral Service

“There was a decrease in patients who reported feeling respected by
staff all of the time to some of the time. We focused on training staff to utilize
de-escalation skills to deal with potentially volatile situations to improve that
area.”

Angela Grout
Treatment Administrator
Seadrunar
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“We did use the information from the 2007 Statewide Patient
Satisfaction Survey as part of our ongoing Ql process. | found many of the
patients commented on their appreciation of our culturally competent
treatment. This reaffirmed that we were making a positive difference in the
lives of many Native Americans. We continue to train new staff on cultural
practices.”

Debbie Norberg, BS, CDP
Clinical Supervisor
Cowlitz Tribal Treatment

“By reviewing the survey results, | was able to see what was working
for patients and what methods and techniques were less effective. For
example, patients seemed to respond better to treatment when group process
was interactive, versus didactic, and thereby improve the quality of care and
patient treatment outcome. When | shared the survey results with patients,
they were able to visualize that their voices were heard and their opinions
mattered. In the long-run, the satisfaction survey helped us with program
curriculum planning and development, and staff training.”

Lindsy McGowan-Anderson, MS, CDP, MAC
Owner
Cascadia Addiction Treatment Services

“One of the things | had determined from a previous survey was that
our patients did not understand the definition of the words ‘respect’ and
‘disrespect’. One patient explained to me that for some of our patients any kind
of holding them accountable in anyway was translated into ‘disrespect’. So we
did a training on respect, first for the staff and then for patients. We defined
what it is and what the behaviors might be that would indicate both respect
and disrespect. We gave examples and elicited examples. We made it clear to
the staff what behavior was disrespectful and that we expect them to be
respectful of patients at all times, regardless of how stressed or tired they are. |
believe this has helped us, at least, to obtain a more accurate indication of how
patients feel the staff is treating them.”

Jennie Lindberg
Residential Services Clinical Manager
Evergreen Manor
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Technical Notes

What instruments were used in the statewide survey?

The instruments used in the survey were the Adult Patient Satisfaction Survey and the Youth Patient
Satisfaction Survey. These surveys are available in English, Spanish, Vietnamese, and Cambodian
languages (see Appendix B, pages 169-186).

Who administered the survey, to whom, and when?

The survey was administered by participating DBHR-certified alcohol and drug treatment providers to
adult and youth patients who were receiving treatment during the week of March 23, 2009.

How were agencies selected to participate in the statewide survey?

Agencies volunteered to participate in the survey. Agencies must be DBHR-certified for any of the
following treatment services: intensive inpatient, recovery house, long-term residential,
outpatient/intensive outpatient, or opiate substitution. An initial list of 548 treatment agencies meeting
this requirement was generated on December 1, 2008, using data from the DBHR chemical dependency
management information system, Treatment and Assessment Report Generation Tool (TARGET). Using
this initial list, invitations were mailed on January 5, 2009, to directors requesting their agency to
participate in the statewide survey to be held during the week of March 23, 2009. The invitation
included: (a) a cover letter stating the purpose of the survey and the offer that they will receive a
confidential report of their agency’s results; (b) copies of the survey instruments; (c) a copy of the
“Guidelines for Administration” (see Appendix B, page 187); and (d) a confirmation form to be returned to
DBHR. Agencies interested in participating were asked to indicate on the confirmation form the type and
number of surveys they will need during the week of the survey. Follow-up calls were made to agencies
that have not returned their confirmation form right up to the week before the survey. It was through
these follow-up calls that information regarding the agency’s certification status (for example: closed,
suspended) and the service they provide was verified. As a result, 31 agencies were dropped from the
initial list either because they have been suspended, have closed, were not offering any of the treatment
services as required for participation in the survey, or were not actually providing any treatment services
but have chosen to retain their certification. The process of eliminating non-qualifying or inactive
treatment agencies produced a final number of 517 agencies that during the week of the survey were
actively operating and were offering the aforementioned treatment services.

How many agencies participated in the survey?

The table below shows that 490 agencies, or 95 percent, of the 517 certified treatment centers, identified
to have been actively operating in Washington State and offering any of the

Agency Participation by Funding Status

Participation Status TG AL el

P (n=309) (n=208) (n=500)
Participating 302 (97.7%) 188 (90.4%) 490 (94.8%)
Non-participating 7 (2.3%) 20 (9.6%) 27 (5.2%)

*Publicly-funded agencies provide a certified treatment service funded by any of
the following sources: city, county, federal, tribal, or state.
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following treatment services, such as, intensive inpatient, recovery house, long-term residential,
outpatient/intensive outpatient, or opiate substitution, volunteered to administer the survey. Among the
309 public treatment agencies 302, or 97.7 percent, participated in the survey. Out of the 208 agencies
identified as private 188, or 90.4 percent, volunteered to participate in the survey.

How did treatment agencies administer the survey?

Participating providers were asked to follow the “Guidelines for Administration,” a one-page document
prepared by DBHR. It provides suggestions and other helpful tips on how providers can administer the
survey in their agency (see Appendix B, page 187). DASA provided treatment agencies with copies of the
survey and pencils for the use of patients.

How were patients selected to participate in the survey?

Participating agencies asked all of their patients who were receiving treatment during the week of March
23, 2009, to complete the survey. According to a study conducted by DBHR in 1998, the sampling method
most commonly used by states that have a statewide, standardized system of assessing patient
satisfaction is to give the survey to all patients who are participating in treatment during a designated
week of the year.* This method results in a snapshot or cross-section of patients receiving chemical
dependency treatment in the state for a given week during the year.

Who was responsible for analyzing the survey data?

Participating treatment agencies returned completed surveys to DBHR. Completed surveys were scanned
at the University of Washington Office of Educational Assessment. At DBHR, Felix Rodriguez, Ph.D.,
oversaw the statewide administration of the survey, analyzed the survey data, and wrote the statewide
report. Provider-level and county-level reports were also produced. Participating agencies receive a
confidential copy of their provider-level report. County alcohol and drug coordinators receive copies of
the county-level reports.

* Rodriguez, F.I., Krupski, A., Wrede, A.F., Malmer, D.W., and Stark K.D. 1998. Assessing Client Satisfaction with Substance Abuse
Treatment: What are states doing? Olympia, Washington: Division of Alcohol and Substance Abuse.
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Table 1
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Treatment Modality, March 23-27, 2009

Treatment Modality

Intensive Recovery Long-term Opiate
Inpatient House Residential OP/IOP Substitution* Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
In an overall, general sense, how |Very satisfied| 379| 48.0% 14| 34.1%| 202 32.0%| 8795| 60.6%| 1229| 40.7%(10619| 55.9%
satisfied are you with the service Mostl
you have received? satisfi\e/d 377 47.7% 26| 63.4% 378 59.8%| 5294| 36.5%| 1534 50.8%| 7609| 40.1%
Subtotal 756| 95.7%| 40| 97.6%| 580| 91.8%|14080| 97.1%| 2763| 91.6%|18228| 96.0%
Dissatisfied 29| 37%| ol 0% 41| es%| 267 1.8%| 168 5.6%| 505 2.7%
Ziesrs‘;tisﬁe g 4l 5% 1] 2.4% 8| 13w 87 6% 68 23% 168 9%
Subtotal 33| 42%| 1| 24%| 49| 7.8%| 354| 24%| 236 7.8%| 673 3.5%
?elgpr:)?wt 4 1 1% o]  .0% 3 5% 61| 4% 19 6% 84| 4%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%|14504| 100.0%| 3018| 100.0%|18985| 100.0%
In general, how satisfied are you |Very satisfied| 346 43.8% 23| 56.1%| 194 30.7%| 8578| 59.1%| 1222| 40.5%|10363| 54.6%
with the comfort and appearance Mostly
of this facility? catfiod 364| 46.1%| 18| 43.9%| 358| S6.6%| 5446 37.5%| 1479| 49.0%| 7665| 40.4%
Subtotal 710| 89.9%| 41| 100.0%| 552| 87.3%|14024| 96.7%| 2701| 89.5%|18028| 95.0%
Dissatisfied 68| 86%| o 0% 69 109%| 342| 24%| 210 7.0%| 689 3.6%
Very of 11%| o .0% 6 9%| 81| &% 71| 24%| 167] 9%
dissatisfied
Subtotal 771 97%| ol 0% 75| 11.9%| 423| 2.9%| 281 9.3%| s8se| 4.5%
rDe'gp'::]t 4 3 4% o] 0% 5 8% 57| 4% 36|  12%| 101] 5%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%|14504| 100.0%| 3018| 100.0%|18985| 100.0%
Would you say our staff treated | All of the 511| 64.7%| 16| 39.0%| 298| 47.2%|12715| 87.7%| 1923| 63.7%|15463| 81.4%
you with respect? time
fi‘:n':e ofthe | 371 30.0%| 16| 39.0%| 206| 46.8%| 1574| 10.9%| s98| 20.8%| 3021 15.9%
Subtotal 748| 94.7%| 32| 78.0%| 594| 94.0%|14280| 98.5%| 2821| 93.5%|18484| 97.4%
't'l'rt:': of the 31| 39%| 9| 220%| 32| s.1%| 114| 8% 144| 48%| 330 1.7%
Never 2 3% o] 0% 0 0% 25| 2% 15 5% 42| 2%
Subtotal 33| 42%| 9| 220%| 32| s1%| 139] 1.0%| 159 53%| 372 2.0%
rDe'gp'::]t 4 9| 11%| o 0% 6 9%| 76| 5% 38| 1.3%| 129 7%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%|14504| 100.0%| 3018| 100.0%|18985| 100.0%
How do you rate the helpfulness |Very helpful 549 69.5% 11| 26.8%| 359 56.8%| 9511| 65.6%| 1185 39.3%(11615| 61.2%
of the group sessions?
f}:gfe:;’hat 212| 26.8%| 27| 65.9%| 243| 384%| 4236 29.2%| 965| 32.0%| 5683| 29.9%
Subtotal 761| 96.3%| 38| 92.7%| 602| 95.3%|13747| 94.8%| 2150| 71.2%|17298| 91.1%
Not helpful 14| 18%| 2| 49%| 20 32%| 326] 22%| 206 6.8%| 568 3.0%
Cvﬂc?iith'"gs 2 3% 1| 2.4% 1 2%| 35| 2% 33| 1i1m| 72| 4%
Subtotal 16| 20%| 3| 73%| 21| 33%| 361] 2.5%| 239 7.9%| 640| 3.4%
Did not 8| 1.0%| o 0% 5 8%| 247| 17%| s56| 18.4%| 816 4.3%
recelve
:gpr::]t 4 5 6% o 0% 4 6% 149) 1.0%| 73| 2.4%| 231] 1.2%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%|14504| 100.0%| 3018| 100.0%|18985| 100.0%
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How do you rate the helpfulness |Very helpful 486| 61.5% 17| 41.5% 360 57.0%| 9723| 67.0%| 1650 54.7%|12236| 64.5%

of the individual counseling?

Ezr;fel‘]';’hat 183| 23.2%| 22| 53.7%| 186| 29.4%| 3215| 22.2%| 961|  31.8%| 4567| 24.1%
Subtotal 669| 84.7%| 39| 95.1%| 546| 86.4%| 12938| 89.2%| 2611|  86.5%|16803| 88.5%
Not helpful 26| 3.3% 2| 4.9% 29| ae%| 351 24%| 214 7.1%| 622| 3.3%
xgizth'”gs ol 0% o| .0% 3| 5% 38 3% 40 13%| 81| 4%
Subtotal 26  3.3% 2| 4.9% 32| s5a1%| 389 27%| 254 8.4%| 703| 3.7%
rDe'gerl‘\j’: 85| 10.8% o| .0% 46| 73%| 959| e6%| 82 2.7%| 1172| 6.2%
Did not

respond 10| 1.3% o| 0% 8| 13%| 218 15%| 71 2.4%| 307| 1.6%
Total 790| 100.0%|  41]100.0%|  632| 100.0%| 14504|100.0%| 3018| 100.0%|18985|100.0%

If you were to seek help again, |Yes, 406 51.4%| 15| 36.6%| 193] 30.5%| 9147| 63.1%| 1929|  63.9%|11690| 61.6%

would you come back to this definitely

program? Yes
orobably 236| 29.9%| 13| 31.7%| 264| 41.8%| 4123| 284%| 718  23.8%| 5354| 28.2%
Subtotal 642| 81.3%| 28| 68.3%| 457| 72.3%|13270| 91.5%| 2647|  87.7%|17044| 89.8%
Egt’pmbab'y 100| 12.7% 9| 22.0%| 104| 165%| es51| 4.5%| 177 5.9%| 1041| 5.5%
No,
definitely 28| 3.5% 2| 4.9% 471 7.4%| 212| 15%| 72 2.4%| 361 1.9%
not
Subtotal 128| 16.2%| 11| 26.8%| 151| 23.9%| 863| 6.0%| 249 8.3%| 1402| 7.4%
E;gp’;%td 20| 25% 2| 4.9% 24| 38%| 371 2.6%| 122 4.0%| 539 2.8%
ota .0% .0% .0% .0% 0% .0%
Total 790| 100.0%|  41[100.0%|  632| 100.0%| 14504|100.0%| 3018| 100.0%|18985|100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey during the week of March 23, 2009.
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Table 2
Responses to Questions 7-12a of the DBHR Adult Patient Satisfaction Survey by Treatment Modality, March 19-23, 2009

Treatment Modality

Intensive Recovery Long-term Opiate
Inpatient House Residential OP/IOP Substitution Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %

Did you need legal services? |Yes 179| 22.7% 14| 34.1%| 200 31.6%| 4413| 30.4%| 490| 16.2%| 5296 27.9%

No 606 76.7% 27| 65.9% 430 68.0%| 9774| 67.4%| 2487 82.4%(13324| 70.2%

Did not respond 5 &% ol 0% 2 3%| 317 2.2%| 41|  1.4%| 365 1.9%

Total 790 100.0% 41| 100.0% 632| 100.0%|14504| 100.0%| 3018 100.0%|18985| 100.0%

If yes, how helpful were we in |Very helpful 82| 45.8% 3| 21.4% 70 35.0%| 2276| 51.6%| 159| 32.4%| 2590| 48.9%
assisting you to identify and Somewhat

find legal services? helpful 51 28.5% 4| 28.6% 60 30.0%| 1222| 27.7%| 141 28.8%| 1478| 27.9%

Subtotal 133 74.3% 7| 50.0% 130 65.0%| 3498| 79.3%| 300 61.2%| 4068| 76.8%

Not very helpful 22 12.3% 3] 21.4% 42 21.0%| 347 7.9% 73 14.9%| 487 9.2%

:‘:t helpful at 17| 9s%| 4| 286%| 19| 95%| 300 6.8%| 74| 15.1%| 414| 7.8%

Subtotal 39 21.8% 7| 50.0% 61 30.5%| 647 14.7%| 147 30.0%( 901| 17.0%

Did not respond 7 3.9% 0 .0% 9 4.5%| 268 6.1% 43 8.8%| 327 6.2%

Total 179| 100.0% 14| 100.0% 200 100.0%| 4413| 100.0%| 490 100.0%| 5296| 100.0%

Did you need medical Yes 442| 55.9% 33| 80.5%| 485 76.7%| 3180| 21.9%| 1103 36.5%| 5243| 27.6%

ices?

servicess No 344| 435%| 8| 19.5%| 146 23.1%|11007| 75.9%| 1869| 61.9%|13374| 70.4%

Did not respond 4 5% 0 0% 1 2% 317 2.2% 46 1.5%| 368 1.9%

Total 790| 100.0% 41| 100.0% 632| 100.0%|14504( 100.0%| 3018| 100.0%(18985| 100.0%

If yes, how helpful were we in |Very helpful 221| 50.0% 13| 39.4%| 226 46.6%| 1697 53.4%| 510 46.2%| 2667 50.9%
assisting you to identify and Somewhat

find medical services? helpful 130 29.4% 11| 33.3% 176 36.3%| 864| 27.2%| 309 28.0%( 1490| 28.4%

Subtotal 351 79.4% 24 72.7% 402 82.9%| 2561| 80.5%| 819 74.3%| 4157| 79.3%

Not very helpful 61 13.8% 6| 18.2% 54 11.1%| 254 8.0%| 120 10.9%| 495 9.4%

nt helpful at 19 43% 2| 61%| 19| 39%| 176| 55%| e8| 6.2%| 284 5.4%

Subtotal 80 18.1% 8| 24.2% 73 15.1%| 430| 13.5%| 188 17.0%| 779| 14.9%

Did not respond 11 2.5% 1 3.0% 10 2.1%| 189 5.9% 96 8.7%| 307 5.9%

Total 442 100.0% 33| 100.0% 485 100.0%| 3180| 100.0%| 1103| 100.0%| 5243 100.0%

Did you need family services? |Yes 238| 30.1% 14| 34.1% 228 36.1%| 1871| 12.9%| 547 18.1%| 2898| 15.3%

No 546| 69.1% 27| 65.9% 401 63.4%(12278| 84.7%| 2424 80.3%(15676| 82.6%

Did not respond 6 .8% 0 .0% 3 .5%| 355 2.4% 47 1.6%| 411 2.2%

Total 790 100.0% 41| 100.0% 632| 100.0%|14504| 100.0%| 3018 100.0%|18985| 100.0%

If yes, how helpful were we in |Very helpful 129| 54.2% 6| 42.9% 117 51.3%| 896| 47.9%| 218| 39.9%| 1366| 47.1%
assisting you to identify and Somewhat

find family services? helpful 64 26.9% 3| 21.4% 71 31.1%| 489| 26.1%| 154 28.2%| 781 26.9%

Subtotal 193 81.1% 9| 64.3% 188 82.5%| 1385| 74.0%| 372 68.0%| 2147| 74.1%

Not very helpful 25 10.5% 0 0% 19 8.3%| 202 10.83% 74 13.5%| 320| 11.0%

:‘:t helpful at 10| 42%| 5| 357%| 15|  6.6%| 144 7.7%| so| 9.1%| 224 7.7%

Subtotal 35 14.7% 5| 35.7% 34 14.9%| 346| 18.5%| 124 22.7%| 544| 18.8%

Did not respond 10 4.2% 0 .0% 6 2.6%| 140 7.5% 51 9.3%| 207 7.1%

Total 238| 100.0% 14| 100.0% 228| 100.0%| 1871| 100.0%| 547 100.0%| 2898| 100.0%
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Did you need mental health  |Yes 250 31.6%| 17| 41.5%| 282| 44.6%| 3260| 22.5%| 963| 31.9%| 4772| 25.1%
ices?

servicess No 535| 67.7%| 24| 58.5%| 347| 54.9%|10921| 75.3%| 1998 66.2%| 13825| 72.8%
Did not respond 5 6% 0 0% 3 5%| 323| 22%| 57| 1.9% 388| 2.0%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%| 14504|100.0%| 3018| 100.0%| 18985|100.0%

If yes, how helpful were we in |Very helpful 97| 38.8%| 11| 64.7% 101 35.8%| 1794| 55.0%| 349| 36.2% 2352| 49.3%

assisting you to identify and Somewhat

find mental health services? |0\ 55| 22.0%| 4| 235%| 104| 36.9%| 773| 23.7%| 282| 29.3%| 1218| 25.5%
Subtotal 152| 60.8%| 15| 88.2%| 205 72.7%| 2567| 78.7%| 631| 65.5%| 3570| 74.8%
Not very helpful 42| 16.8%| 1| 59%| 42| 14.9%| 282 87%| 120| 12.5% 487| 10.2%
:‘I’the'pf“'at 40| 16.0%| o .0%| 28 9.9%| 189 5.8%| 107| 11.1%| 364| 7.6%
Subtotal 82| 32.8%| 1| 59%| 70| 24.8%| 471| 14.4%| 227| 23.6% 851| 17.8%
Did not respond 16 6.4% 1 5.9% 7 2.5% 222 6.8%| 105 10.9% 351 7.4%
Total 250| 100.0%| 17| 100.0%| 282| 100.0%| 3260|100.0%| 963| 100.0%| 4772|100.0%

Did you need educational or |Yes 144| 18.2%| 17| 41.5% 242 38.3%| 2019| 13.9%| 515| 17.1% 2937| 15.5%

vocational services? No 641| 81.1%| 24| 58.5%| 388 61.4%|12154| 83.8%| 2450| 81.2%| 15657| 82.5%
Did not respond 5 6% 0 0% 2 3%| 331 23%| 53| 1.8% 391 2.1%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%| 14504|100.0%| 3018| 100.0%| 18985|100.0%

If yes, how helpful were we in |Very helpful 50| 34.7% 5] 29.4% 73 30.2% 840| 41.6%| 139| 27.0% 1107| 37.7%

assisting you to identify and Somewhat

find educational or vocational helpful 25 17.4% 6| 35.3% 80 33.1% 537| 26.6%| 147| 28.5% 795| 27.1%

services?
Subtotal 75| 52.1%| 11| 64.7%| 153| 63.2%| 1377| 68.2%| 286| 55.5%| 1902| 64.8%
Not very helpful 33| 22.9%| 2| 11.8%| 45| 18.6%| 273| 13.5%| 86| 16.7% 439| 14.9%
:fthe'pf“'at 26| 18.1%| 4| 235%| 36| 149%| 179] 8.9%| 67| 13.0%| 312| 10.6%
Subtotal 59| 41.0%| 6| 353%| 81| 33.5%| 452| 22.4%| 153 29.7% 751| 25.6%
Did not respond 10| 6.9%| O 0% 8 33%| 190| 9.4%| 76| 14.8% 284 9.7%
Total 144| 100.0%| 17| 100.0%| 242| 100.0%| 2019|100.0%| 515| 100.0%| 2937(100.0%

Did you need employment  |Yes 193| 24.4%| 23| 56.1%| 255 40.3%| 2153| 14.8%| 519| 17.2%| 3143| 16.6%

services? No 592| 74.9%| 18| 43.9%| 373| 59.0%| 12028| 82.9%| 2447| 81.1%| 15458| 81.4%
Did not respond 5 6% 0 .0% 4 6%| 323 2.2% 52 1.7% 384| 2.0%
Total 790| 100.0%| 41| 100.0%| 632| 100.0%| 14504|100.0%| 3018| 100.0%| 18985|100.0%

If yes, how helpful were we in |Very helpful 32| 16.6% 6| 26.1% 61 23.9% 692 32.1%| 120 23.1% 911| 29.0%

assisting you to identify and Somewhat

find employment services? helpful 39( 20.2% 7 30.4% 78 30.6%| 568| 26.4%| 114| 22.0% 806| 25.6%
Subtotal 71| 36.8%| 13| 56.5%| 139 54.5%| 1260| 58.5%| 234| 45.1%| 1717| 54.6%
Not very helpful 39| 202%| 5| 21.7%| 47| 18.4%| 379| 17.6%| 95| 18.3% 565| 18.0%
:fthe'pf”'at 67| 347%| 5| 21.7%| s8] 22.7%| 295| 13.7%| 109| 21.0%|  534| 17.0%
Subtotal 106| 54.9%| 10| 43.5%| 105 41.2%| 674| 31.3%| 204| 39.3%| 1099| 35.0%
Did not respond 16| 83%| 0 0% 11 43%| 219| 102%| 81| 15.6% 327| 10.4%
Total 193| 100.0%| 23| 100.0%| 255 100.0%| 2153|100.0%| 519| 100.0%| 3143(100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey during the week of March 23, 2009.
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Table 3
Characteristics of Patients Completing the DBHR Adult Patient Satisfaction Survey by Treatment Modality, March 23-27, 2009

Treatment Modality

Intensive Recovery Long-term Opiate
Inpatient House Residential OP/I0OP Substitution Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %

Age 20 and younger 57 7.2% 5[ 12.2% 47 74%| 734 5.1% 63 2.1%| 906 4.8%
21-25 128 16.2% 14 34.1% 104 16.5%| 2374| 16.4%| 352 11.7%| 2972| 15.7%

26-30 114 14.4% 5 12.2% 134 21.2%| 2401 16.6%| 490 16.2%| 3144| 16.6%

31-35 82 10.4% 7| 17.1% 68 10.8%| 1701 11.7%| 361 12.0%| 2219| 11.7%

36-40 85 10.8% 3 7.3% 91 14.4%| 1607| 11.1%| 298 9.9%| 2084| 11.0%

41-45 91 11.5% 3 7.3% 55 8.7%| 1648 11.4%| 322 10.7%| 2119 11.2%

46 - 50 93 11.8% 1 2.4% 72 11.4%| 1481| 10.2%| 306 10.1%| 1953| 10.3%

51-55 56 7.1% 1 2.4% 29 4.6%| 1061 7.3%| 339 11.2%| 1486 7.8%

Over 55 44 5.6% 1 2.4% 15 2.4%| 799 5.5%| 251 8.3%( 1110 5.8%

Unknown 40 5.1% 1 2.4% 17 2.7%| 698 4.8%| 236 7.8%| 992 5.2%

Total 790 100.0% 41| 100.0% 632| 100.0%|14504( 100.0%| 3018 100.0%|18985| 100.0%

Gender Male 500| 63.3% 291 70.7%| 360 57.0%| 9671 66.7%| 1374| 45.5%|11934| 62.9%
Female 277 35.1% 12| 29.3% 259 41.0%| 4408| 30.4%| 1409 46.7%| 6365 33.5%

Unknown 13 1.6% 0 .0% 13 2.1%| 425 2.9%| 235 7.8%| 686 3.6%

Total 790 100.0% 41| 100.0% 632| 100.0%|14504( 100.0%| 3018 100.0%|18985| 100.0%

E;hc?gcr/:jrf;a' AW;’:::‘Z ::mpea” 535| 67.7%| 28| 683%| 390| 61.7%| 9627| 66.4%| 2160| 71.6%|12740| 67.1%
Black/African American 57 7.2% 2 4.9% 62 9.8%| 826 5.7%| 144 4.8%| 1091 5.7%

Asian/Pacific Islander 8 1.0% 0 .0% 9 1.4%| 416 2.9% 34 1.1%| 467 2.5%
z:é\;?can/Eskimo/Aleut 67 8.5% 2 4.9% 67 10.6%| 873 6.0%| 188 6.2%| 1197 6.3%

Hispanic 63 8.0% 3 7.3% 37 5.9%| 1496| 10.3% 85 2.8%| 1684 8.9%

Multiracial 24 3.0% 3 7.3% 32 5.1%| 549 3.8%| 132 4.4%| 740 3.9%

Other 18 2.3% 1 2.4% 15 2.4%| 287 2.0% 54 1.8%| 375 2.0%

Unknown 18 2.3% 2 4.9% 20 3.2%| 430 3.0%| 221 7.3%| 691 3.6%

Total 790 100.0% 41| 100.0% 632| 100.0%|14504( 100.0%| 3018 100.0%|18985| 100.0%

Length of Stay in |15 days or less 418 52.9% 18| 43.9% 196 31.0%| 1791| 12.3%| 182 6.0%| 2605| 13.7%
Treatment 16 - 30 days 198 25.1% 2| a9%| 113| 17.9%| 1006| 6.9%| 70| 2.3%| 1389 7.3%
31-45 days 19 2.4% 2 4.9% 83 13.1%| 706 4.9% 58 1.9%| 868 4.6%

46 - 60 days 15 1.9% 5 12.2% 66 10.4%| 783 5.4% 55 1.8%| 924 4.9%

61 - 75 days 2 3% 6| 14.6% 36 5.7%| 645 4.4% 48 1.6%| 737 3.9%

76 - 90 days 2 3% 3 7.3% 22 3.5%| 668 4.6% 50 1.7%| 745 3.9%

Over 90 days 9 1.1% 2 4.9% 33 5.2%| 6304| 43.5%| 1434 47.5%| 7782 41.0%

Unknown 127 16.1% 3 7.3% 83 13.1%| 2601| 17.9%| 1121 37.1%| 3935| 20.7%

Total 790| 100.0% 41| 100.0% 632 100.0%|14504| 100.0%| 3018 100.0%(18985| 100.0%

Source of Funding |Private 178 22.5% 9| 22.0% 15 2.4%| 6990| 48.2%| 961 31.8%| 8153 42.9%
Public 442 55.9% 28| 68.3% 537 85.0%| 4799| 33.1%| 1184 39.2%| 6990| 36.8%

Unknown 170 21.5% 4 9.8% 80 12.7%| 2715| 18.7%| 873 28.9%| 3842 20.2%

Total 790| 100.0% 41| 100.0%| 632| 100.0%|14504| 100.0%| 3018| 100.0%|18985| 100.0%
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Table 4
Adult Patient Responses to Questions 1 and 3 by Treatment Modality and Gender
Intensive Inpatient

Gender
Male Female Unknown Total
Column Column Column Column
Count % Count % Count % Count %

Q1. In an overall, general sense, how satisfied are you with the  |Very satisfied 236 47.2%| 138 49.8% 5 38.5%| 379 48.0%
service you have received? Mostl

satisfiid 244 48.8%| 126 45.5% 7 53.8%( 377 47.7%

Subtotal 480| 96.0%| 264| 95.3% 12| 92.3%| 756| 95.7%

Dissatisfied 16 3.2% 12 4.3% 1 7.7% 29 3.7%

Zieszztisfie g 3 6% 1 A% o 0% a 5%

Subtotal 19 3.8% 13 4.7% 1 7.7% 33 4.2%

zgp’;?: 4 1 2% 0 0% o 0%l 1 1%

Total 500 100.0%| 277| 100.0% 13| 100.0%| 790| 100.0%
Q3. Would you say our staff treated you with respect? All of the time 327 65.4%| 177 63.9% 7 53.8%| 511 64.7%

fi‘:n”;e of the 149| 29.8%| 84| 303%| 4| 30.8%| 237| 30.0%

Subtotal 476 95.2%| 261 94.2% 11 84.6%| 748 94.7%

tL::lj of the 17| 34%| 13| a7 1| 77%| 31|  3.9%

Never 2 A% 0 .0% 0 .0% 2 3%

Subtotal 19 3.8% 13 4.7% 1 7.7% 33 4.2%

rD;gp':: 4 s| 10w 3] 11w 1] 7.7%| 9o 11%

Total 500| 100.0%| 277| 100.0% 13| 100.0%| 790| 100.0%

Recovery House
Gender
Male Female Unknown Total
Column Column Column Column

Count % Count % Count % Count %

Q1. In an overall, general sense, how satisfied are you with the  |Very satisfied 12 41.4% 2 16.7% 0 .0% 14 34.1%

service you have received? Mostly
satisfied 17 58.6% 9 75.0% 0 0% 26 63.4%
Subtotal 29| 100.0% 11 91.7% 0 0% 40 97.6%
Dissatisfied 0 0% 0 0% 0 0% 0 0%
Zii_?gtisﬁe g 0 0% 1] 83% o 0% 1] 24%
Subtotal 0 0% 1 8.3% 0 0% 1 2.4%
zgpr;?‘t ; 0 0% o 0% o 0%l o 0%
Total 29| 100.0% 12| 100.0% 0 0% 41| 100.0%

Q3. Would you say our staff treated you with respect? All of the time 12 41.4% 4 33.3% 0 .0% 16 39.0%
fi‘r’nmee of the 11| 37.9%| 5| 417% o 0%| 16| 39.0%
Subtotal 23 79.3% 9 75.0% 0 .0% 32 78.0%
tLI'rtT:': of the 6| 207%| 3| 25.0%| o 0% 9| 22.0%
Never 0 .0% 0 .0% 0 .0% 0 .0%
Subtotal 6 20.7% 3 25.0% 0 .0% 9 22.0%
Di
re'gp’:)? ; of 0% o ow| o 0% o .o%
Total 29| 100.0% 12 100.0% 0 .0% 41| 100.0%

Continued next page.
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Long-term Residential

Gender

Male Female Unknown Total

Column Column Column Column
Count % Count % Count % Count %

Q1. In an overall, general sense, how satisfied are you with the  |Very satisfied 123 34.2% 76 29.3% 3 23.1%| 202 32.0%
service you have received? Mostly
satisfied 209 58.1%| 160 61.8% 9 69.2%( 378 59.8%
Subtotal 332 92.2%| 236 91.1% 12 92.3%( 580 91.8%
Dissatisfied 22 6.1% 18 6.9% 1 7.7% 41 6.5%
Z;‘;tisﬁed 4 11% 4] 15%| o 0% 8 13%
Subtotal 26 7.2% 22 8.5% 1 7.7% 49 7.8%
zgp':: 4 2 6% 1 4% o 0% 3 5%
Total 360| 100.0%| 259| 100.0% 13| 100.0%| 632| 100.0%
Q3. Would you say our staff treated you with respect? All of the time 193 53.6% 99 38.2% 6 46.2%| 298 47.2%
fi‘r’nmee ofthe | 146 a406%| 143| s5.2%| 7| s53.8%| 206| 46.8%
Subtotal 339 94.2%| 242 93.4% 13| 100.0%| 594 94.0%
tLI'rt:: of the 18| s0%| 14| s4%| o 0% 32| 51%
Never 0 .0% 0 .0% 0 .0% 0 .0%
Subtotal 18 5.0% 14 5.4% 0 .0% 32 5.1%
zgp’;%t ; 3| e 3| 12w o 0% 6 9%
Total 360 100.0%| 259| 100.0% 13| 100.0%| 632| 100.0%
Outpatient/Intensive Outpatient
Gender
Male Female Unknown Total
Column Column Column Column
Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are you with the |Very satisfied | 5763 59.6%| 2784 63.2%| 248 58.4%| 8795 60.6%
service you have received? Mostl
satisfiZd 3636 37.6%| 1510 34.3%| 148 34.8%| 5294 36.5%
Subtotal 9399 97.2%| 4294 97.4%| 396 93.2%|14089 97.1%
Dissatisfied 185 1.9% 74 1.7% 8 1.9%| 267 1.8%
Z;‘;tisﬁe g 55 6% 23 5% 9|  21%| 87 6%
Subtotal 240 2.5% 97 2.2% 17 4.0%| 354 2.4%
z:p’;‘;t | 32 3% 17 4% 12| 28%| 61 4%
Total 9671| 100.0%| 4408| 100.0%| 425| 100.0%|14504| 100.0%
Q3. Would you say our staff treated you with respect? All of the time | 8522 88.1%| 3852 87.4%| 341 80.2%|12715 87.7%
Z‘r’n”;e ofthe | o19| 105%| 498| 113%| 57| 13.4%| 1574 10.9%
Subtotal 9541 98.7%| 4350 98.7%| 398 93.6%(14289 98.5%
t'rt:]': of the 77 8% 31 7% 6| 14%| 114 8%
Never 16 2% 6 1% 3 7% 25 2%
Subtotal 93 1.0% 37 8% 9 2.1%| 139 1.0%
rDeI(sjpr:)ont | 37 4% 21 5% 18|  42%| 76 5%
Total 9671| 100.0%| 4408 100.0%| 425| 100.0%(14504| 100.0%

Continued next page.
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Opiate Substitution*

Gender
Male Female Unknown Total
Column Column Column Column
Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are you with the |Very satisfied 583 42.4%| 566 40.2% 80 34.0%| 1229 40.7%
service you have received? Mostly
satisfied 678 49.3%| 732 52.0%| 124 52.8%( 1534 50.8%
Subtotal 1261 91.8%| 1298 92.1%| 204 86.8%( 2763 91.6%
Dissatisfied 80 5.8% 68 4.8% 20 8.5%| 168 5.6%
Ziesrs‘;tisﬁed 26|  19%| 33| 23% 9 38% 68 23%
Subtotal 106 7.7%| 101 7.2% 29 12.3%| 236 7.8%
Z‘Sp’:: 4 7 5% 10 7% 2 9%| 19 6%
Total 1374| 100.0%| 1409| 100.0%| 235 100.0%| 3018| 100.0%
Q3. Would you say our staff treated you with respect? All of the time 943 68.6%| 862 61.2%| 118 50.2%| 1923 63.7%
fi‘r’nmee of the 349| 25.4%| 451 320%| 98| 41.7%| 898 29.8%
Subtotal 1292 94.0%| 1313 93.2%| 216 91.9%| 2821 93.5%
tLI'rt:: of the ss|  40%| 77|  s55%| 12|  sa%| 144|  a8%
Never 7 5% 6 4% 2 .9% 15 5%
Subtotal 62 4.5% 83 5.9% 14 6.0%| 159 5.3%
zgp’;%t ; 20 15%| 13] 9% 5| 21%| 38| 13%
Total 1374 100.0%| 1409 100.0%| 235 100.0%| 3018| 100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey during the week of March 23, 2009.
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Table 5

Adult Responses to Questions 1 and 3 by Treatment Modality and Ethnic/Racial Background

Residential Treatment

Ethnic/Racial Background

White/European | Black/African | Asian/Pacific Native
American American Islander American Hispanic Multiracial Other Total
Column Column Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count % Count % Count %
Q1. In an overal, very 384| 403%| 56| 46.3%| 7| 412%| 49| 36.0%| 56| 54.4%| 17| 28.8%| 12| 35.3%| 581| 40.8%
general sense, how satisfied
satisfied are you with Mostl
the service you have satisfi\e/d 514 53.9% 58 47.9% 8| 47.1% 78| 57.4% 44| 42.7% 37| 62.7% 20| 58.8%| 759| 53.3%
received?
Subtotal 898 94.2% 114| 94.2% 15( 88.2%| 127| 93.4%| 100| 97.1% 54| 91.5% 32| 94.1%| 1340| 94.2%
Dissatisfied 46 4.8% 5 4.1% 1 5.9% 7 5.1% 3 2.9% 4 6.8% 0 .0% 66 4.6%
Zj/iir;;tisfie g 8 8% 1| 8%l 1| sew| 1| 7% o 0% 1| 17%| 1| 209% 13| 9%
Subtotal 54 5.7% 6 5.0% 2| 11.8% 8 5.9% 3 2.9% 5 8.5% 1 2.9% 79 5.6%
r'l'gp’;: 4 1 a%| 1| 8%l o .o%| 1| 7% o 0% o 0% 1| 29% a4 3%
Total 953 100.0% 121| 100.0% 17| 100.0%| 136| 100.0%| 103| 100.0% 59| 100.0% 34| 100.0%| 1423| 100.0%
ngfvl'::;'tdemtzax;’;" ﬁ'r';fthe s50| 57.7%| 59| 48.8%| 10| 58.8%| 75| 55.1%| 69| 67.0%| 26| 44.1%| 19| 55.9%| 808| 56.8%
respect? Some of the
time 347 36.4% 50| 41.3% 7| 41.2% 52 38.2% 31| 30.1% 29| 49.2% 13| 38.2%| 529 37.2%
Subtotal 897 94.1% 109 90.1% 17| 100.0%| 127 93.4%| 100| 97.1% 55 93.2% 32| 94.1%| 1337| 94.0%
tL.Irtrtf ofthe | 45| a7%| o 74| o 0% 8| so% 2| 19%| 3| sa1%| 2| so%| 69| as%
Never 1 1% 0 .0% .0% .0% 1 1.0% 0 .0% 0 .0% 2 1%
Subtotal 46 4.8% 9 7.4% 0 .0% 8 5.9% 3 2.9% 3 5.1% 2 5.9% 71 5.0%
rD;ng;.:t 4 10| 10% 3| 25% o 0% 1| 7% o 0% 1| 17% o 0% 15| 11%
Total 953 100.0% 121| 100.0% 17| 100.0%| 136| 100.0%| 103| 100.0% 59| 100.0% 34| 100.0%| 1423| 100.0%
Outpatient/Intensive Outpatient
Ethnic/Racial Background
White/European | Black/African | Asian/Pacific Native
American American Islander American Hispanic Multiracial Other Total
Column Column Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count % Count % Count %
Q1. In an overall, Very satisfied 5665 58.8% 502 60.8%| 273| 65.6%| 499 57.2%| 1131| 75.6%| 324| 59.0%| 148 51.6%| 8542| 60.7%
general sense, how
satisfied are you S“g;i;:zd 3704 38.5% 289 35.0%| 136| 32.7%| 351| 40.2%| 331| 22.1%| 211| 38.4%| 121| 42.2%| 5143| 36.5%
with the service you
i ? Subtotal 9369 97.3% 791 95.8%| 409 98.3%| 850| 97.4%| 1462| 97.7%| 535 97.4%| 269| 93.7%|13685| 97.2%
have received?
Dissatisfied 182 1.9% 23 2.8% 5 1.2% 12 1.4% 14 9% 10 1.8% 14 4.9%| 260 1.8%
Zi‘zgtisﬁe g 43 a%| 12| 1s%| 1| 2% 6| 7% 9 6% 4| 7% 3| 10%| 78] 6%
Subtotal 225 2.3% 35 4.2% 6 1.4% 18 2.1% 23 1.5% 14 2.6% 17 5.9%| 338 2.4%
E;Spr;zt P 33 3% o .o%| 1| 2% 5| 6% 11| 7% o 0% 1| 3% s1| 4%
Total 9627| 100.0%| 826| 100.0%| 416| 100.0%| 873| 100.0%| 1496| 100.0%| 549( 100.0%| 287| 100.0%(14074| 100.0%
Q3. Would you say |All of the time 8514 88.4% 688 83.3%| 375 90.1%| 743| 85.1%| 1354| 90.5%| 464| 84.5%| 234| 81.5%(12372| 87.9%
our staff treated you
with respect? Z‘r’n";e of the 1005| 10.4%| 124| 15.0%| 34| 82%| 112| 12.8%| 113| 7.6%| 79| 14.4%| 41| 14.3%| 1508| 10.7%
Subtotal 9519 98.9% 812 98.3%| 409| 98.3%| 855| 97.9%| 1467| 98.1%| 543| 98.9%| 275| 95.8%|13880| 98.6%
:'::': of the 64 7% 7| 8% 4| 1o0%| 11| 13%| 12| 8% 3| 5% 10| 35%| 111] 8%
Never 8 1% 2 2% 1 2% 2 2% 4 3% 3 5% 1 3% 21 1%
Subtotal 72 7% 9 1.1% 5 1.2% 13 1.5% 16 1.1% 6 1.1% 11 3.8%| 132 9%
rDe':p';it | 36 4% 5| %] 2| 5% 5| 6w 13 9% o 0% 1| 3% 62| 4%
Total 9627 100.0% 826| 100.0%| 416| 100.0%| 873| 100.0%| 1496| 100.0%| 549| 100.0%| 287| 100.0%|14074| 100.0%
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Opiate Substitution*

Ethnic/Racial Background

White/European | Black/African Asian/Pacific Native
American American Islander American Hispanic Multiracial Other Total
Column Column Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count % Count % Count %
QL Inan overall very 888| 41.1%| 62| 431%| 16| 47.1%| 78| 41.5%| 39| 45.9%| 58| 43.9%| 18| 33.3%| 1159 41.4%
general sense, how satisfied
satisfied are you with Mostl
the service you have Satisfi\éd 1092 50.6% 71| 49.3% 18| 52.9%| 102 54.3% 40| 47.1% 63| 47.7% 29| 53.7%| 1415| 50.6%
received?
Subtotal 1980 91.7% 133 92.4% 34| 100.0%| 180| 95.7% 79 92.9%| 121| 91.7% 47| 87.0%| 2574| 92.0%
Dissatisfied 125 5.8% 7 4.9% 0 .0% 4 21% 3 3.5% 4 3.0% 5| 9.3%| 148| 5.3%
Zig‘;tisﬁe g 43| 20%| 4| 28% o 0% 2| 11%| 2| 24%| 5| 38%| 2| 3.7%| s8| 21%
Subtotal 168 7.8% 11 7.6% 0 .0% 6| 3.2% 5 5.9% 9| 6.8% 7| 13.0%| 206| 7.4%
zgp’;‘;t 4 12 6% 0 0%l ol o%| 2| 11w 1| 12%| 2| 15% o .o%| 17| 6%
Total 2160| 100.0%| 144| 100.0% 34| 100.0%| 188| 100.0% 85| 100.0%| 132| 100.0% 54| 100.0%| 2797| 100.0%

Q2. Would you say our |All of the

staff treated you with  |time 1412 65.4% 89| 61.8% 24 70.6%| 117 62.2% 59 69.4% 82| 62.1% 25| 46.3%

1808| 64.6%

respect?

fi‘r’nmee ofthel 13| 2sam| 47| 326%| 10| 204%| 60| 31.9%| 21| 247%| 42| 318%| 23| a2.6%| s16| 20.2%
Subtotal 2025| 93.8%| 136 94.4%| 34| 100.0%| 177| 94.1%| 80| 94.1%| 124| 93.9%| 48| 88.9%| 2624| 93.8%
tLI'rtT:': ofthe | youl  as%| 7| ao%| o ow| 8| a3%| 3| 35%| 4| 30w 5| 93%| 131 a7%
Never 13 6% o 0% o 0% o 0% o 0% o 0% 1| 19% 14 5%
Subtotal 117 sa%| 7| 49%| o 0% 8| 43%| 3| 35%| 4| 30%| 6| 11.1%| 145| s5.2%
zgp’;?]td 18 8% 1| 7% ol 0% 3| 16%| 2| 24%| 4| 30% o 0% 28 1.0%
Total 2160| 100.0%| 144| 100.0%| 34| 100.0%| 188| 100.0%| 85| 100.0%| 132| 100.0%| 54| 100.0%| 2797 100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey during the week of March 23, 2009.
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Table 6
Adult Patient Responses to Questions 1 and 3 by Treatment Modality and Length of Stay in Treatment
Intensive Inpatient

Length of Stay in Treatment
7 days or less 8 - 14 days Over 14 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are |Very satisfied 106| 43.8% 67| 44.1%| 140 52.0% 66| 52.0%| 379 48.0%
you with the service you have received? Most!
satisfi\éd 124 51.2% 78 51.3%( 121 45.0% 54 42.5%| 377 47.7%
Subtotal 230 95.0%| 145| 95.4%| 261| 97.0%| 120| 94.5%| 756| 95.7%
Dissatisfied 12 5.0% 4 2.6% 6 2.2% 7 5.5% 29 3.7%
Zi’sztisﬁe § ol 0% 2| 13% 2 7% o] o%| a4 5%
Subtotal 12 5.0% 6 3.9% 8 3.0% 7 5.5% 33 4.2%
zgpr::‘t 4 0 0% 1 7% 0 0% o 0%l 1 1%
Total 242| 100.0%| 152| 100.0%| 269| 100.0%| 127| 100.0%| 790| 100.0%
Q3. Would you say our staff treated you with All of the time| 180| 74.4% 94| 61.8%| 157| 58.4% 80| 63.0%| 511| 64.7%
respect?
flc:;e of the so| 207%| 51| 33.6%| 99| 36.8%| 37| 29.1%| 237| 30.0%
Subtotal 230 95.0%| 145 95.4%| 256 95.2%|( 117 92.1%| 748 94.7%
tLi':': of the o 37%| 3| 20% 11| 41%| 8 63% 31| 3.9%
Never 2 8% 0 .0% 0 .0% 0 .0% 2 3%
Subtotal 11 4.5% 3 2.0% 11 4.1% 8 6.3% 33 4.2%
rDe'gpr;‘:]t 4 1 4% 4] 26% 2 7% 2| 1e%| 9 11%
Total 242| 100.0%| 152| 100.0%| 269| 100.0%| 127| 100.0%| 790| 100.0%
Recovery House
Length of Stay in Treatment
20daysorless | 21-40days Over 40 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are |Very satisfied 5 27.8% 3 75.0% 5 31.2% 1 33.3% 14| 34.1%
you with the service you have received? Mostly
satisfied 12 66.7% 1 25.0% 11 68.8% 2 66.7% 26 63.4%
Subtotal 17 94.4% 4| 100.0% 16| 100.0% 3| 100.0% 40 97.6%
Dissatisfied 0 .0% 0 .0% 0 0% 0 0% 0 0%
very 1| sew o 0% o 0% o 0% 1] 24%
dissatisfied
Subtotal 1 5.6% 0 .0% 0 0% 0 0% 1 2.4%
zgpr;‘:]t 4 0 0% o 0% o 0% o 0%l o 0%
Total 18| 100.0% 4| 100.0% 16| 100.0% 3| 100.0% 41| 100.0%
Q3. Would you say our staff treated you with All of the time 5| 27.8% 3| 75.0% 7| 43.8% 1} 33.3% 16 39.0%
respect?
fl‘r::';e of the 7| 389%| 1| 25.0%| 6| 37.5%| 2| 667%| 16| 39.0%
Subtotal 12 66.7% 4| 100.0% 13 81.2% 3| 100.0% 32 78.0%
tLi':;': of the 6| 333% O 0% 3| 188%| o0 0% 9| 22.0%
Never 0 .0% 0 .0% 0 .0% 0 .0% 0 .0%
Subtotal 6| 33.3% 0 .0% 3| 18.8% 0 .0% 9| 22.0%
ng’;‘: | of o% o 0% o 0% o 0% o 0%
Total 18| 100.0% 4| 100.0% 16| 100.0% 3| 100.0% 41| 100.0%

Continued next page.
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Long-term Residential

Length of Stay in Treatment

30 daysorless | 31-60days Over 60 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are |Very satisfied 106 34.3% 48| 32.2% 24|  26.4% 24| 28.9%| 202 32.0%
you with the service you have received? Mostly
satisfied 182 58.9% 87 58.4% 59 64.8% 50 60.2%( 378 59.8%
Subtotal 288 93.2%| 135 90.6% 83 91.2% 74 89.2%( 580 91.8%
Dissatisfied 18 5.8% 10 6.7% 7 7.7% 6 7.2% 41 6.5%
Z;‘;tisﬁed 3| 10%| 2| 13% 1| 11%| 2| 24%| 8] 13%
Subtotal 21 6.8% 12 8.1% 8 8.8% 8 9.6% 49 7.8%
?;gp’;‘:}t p 0 0% 2| 13% o 0% 1] 12%| 3 5%
Total 309| 100.0%| 149| 100.0% 91| 100.0% 83| 100.0%| 632| 100.0%
Q3. Would you say our staff treated you with All of the time | 148| 47.9% 79| 53.0% 40| 44.0% 31| 37.3%| 298| 47.2%
respect?
fl‘r’n”;e ofthe | 13| 463%| 62| ar6%| 44| asam| 47| se.6%| 296| 46.8%
Subtotal 291 94.2%| 141| 94.6% 84| 92.3% 78| 94.0%| 594| 94.0%
:;:': of the 14| asw| 7| a7%| 7| 77%| 4| as%| 32| s5.1%
Never 0 .0% 0 .0% 0 .0% 0 .0% 0 .0%
Subtotal 14 4.5% 7 4.7% 7 7.7% 4 4.8% 32 5.1%
zgp’;‘:}t ; 4 13| 1] 7%l o 0% 1] 12%] 6 9%
Total 309| 100.0%| 149| 100.0% 91| 100.0% 83| 100.0%| 632| 100.0%
Outpatient/Intensive Outpatient
Length of Stay in Treatment
30daysorless | 31-60days Over 60 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are |Very satisfied | 1582 56.6%| 910| 61.1%| 4759| 62.5%| 1544 59.4%| 8795| 60.6%
you with the service you have received? Mostl
satisfi\e/d 1124 40.2%| 540| 36.3%| 2683| 35.2%| 947| 36.4%| 5294| 36.5%
Subtotal 2706 96.7%| 1450 97.4%| 7442 97.7%| 2491 95.8%|14089 97.1%
Dissatisfied 58 2.1% 27 1.8%| 121 1.6% 61 2.3%| 267 1.8%
Zi‘zgﬁsﬁe g 19 7% s 3% 36 5% 27| 1.0%| 87 6%
Subtotal 77 2.8% 32 2.1%| 157 2.1% 88 3.4%| 354 2.4%
rD;ng;.:t 4 14 5% 7 5% 18 2% 22 8% 61 4%
Total 2797| 100.0%| 1489| 100.0%| 7617| 100.0%| 2601| 100.0%(14504| 100.0%
Q3. Would you say our staff treated you with All of the time| 2471| 88.3%| 1336 89.7%| 6688| 87.8%| 2220| 85.4%(12715| 87.7%
respect?
fi?n”;e ofthe | 579 100%| 135| 9.1%| s30| 109%| 330 12.7%| 1574| 10.9%
Subtotal 2750 98.3%| 1471 98.8%| 7518 98.7%| 2550 98.0%|14289 98.5%
tLI':;': of the 32| 11%| 7 5%| 57 7% 18 7%| 114 8%
Never 1 0% 3 2%| 14 2% 7 3% 25 2%
Subtotal 33 1.2% 10 7% 71 9% 25 1.0%| 139 1.0%
?;gpl‘:}t 4 14 5% 8 5%| 28 4% 26| 1.0%| 76 5%
Total 2797| 100.0%| 1489( 100.0%| 7617| 100.0%| 2601| 100.0%(14504| 100.0%
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Opiate Substitution*
Length of Stay in Treatment
90 days or less | 91-180 days | Over 180 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are |Very satisfied 218| 47.1% 83| 40.7%| 501| 40.7%| 427| 38.1%| 1229| 40.7%
you with the service you have received? Mostly
satisfied 206 44.5%| 104 51.0%| 626 50.9%| 598 53.3%( 1534 50.8%
Subtotal 424| 91.6%| 187| 91.7%| 1127 91.6%| 1025 91.4%( 2763 91.6%
Dissatisfied 25 5.4% 11 5.4% 67 5.4% 65 5.8%| 168 5.6%
:i/ies?;tisfied 10  22%| 5| 25%| 30| 24%| 23] 21%| e8| 23%
Subtotal 35 7.6% 16 7.8% 97 7.9% 88 7.9%| 236 7.8%
?;Sp’::]t p al 9% 1 5% 6 5% 8| 7% 19| 6%
Total 463| 100.0%| 204| 100.0%| 1230| 100.0%| 1121| 100.0%| 3018 100.0%
Q3. Would you say our staff treated you with All of the time| 322| 69.5%| 134 65.7%| 782| 63.6%| 685 61.1%| 1923| 63.7%
respect?
fl‘:n";e ofthe | 11g| a55%| 57| 27.0%| 371| 302%| 352| 31.4%| s08| 29.8%
Subtotal 440| 95.0%| 191| 93.6%| 1153| 93.7%| 1037| 92.5%| 2821| 93.5%
tLi':': of the 19|  41%| 9| 44%| 56| 46%| 60| 54%| 144 48%
Never 0 .0% 1 5% 7 6% 7 6% 15 5%
Subtotal 19 4.1% 10 4.9% 63 5.1% 67 6.0%| 159 5.3%
ngr:: P 4 9%| 3| 1s%| 14| 1a%| 17| 15%| 38| 13%
Total 463| 100.0%| 204| 100.0%| 1230| 100.0%| 1121| 100.0%| 3018| 100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey during the week of March 23, 2009.
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Table 7
Adult Patient Responses to Questions 1 and 3 by Treatment Modality and Funding
Residential Treatment

Source of Funding

Private Public Unknown Total
Column Column Column Column
Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are you with the  |Very satisfied 107 53.0%| 374 37.1%| 114 44.9%| 595 40.7%
service you have received? Mostl
satisfi\e/d 88 43.6%| 561 55.7%| 132 52.0%| 781 53.4%
Subtotal 195 96.5%| 935 92.9%| 246 96.9%| 1376 94.1%
Dissatisfied 5 2.5% 58 5.8% 7 2.8% 70 4.83%
Ziesrs‘;ﬁsﬁe g 1 5% 11| 11%| 1 4% 13 9%
Subtotal 6 3.0% 69 6.9% 8 3.1% 83 5.7%
rDe'gp’:;t . 1 %l 3| 3% o o% 4] 3%
Total 202| 100.0%| 1007 100.0%| 254| 100.0%| 1463| 100.0%
Q3. Would you say our staff treated you with respect? All of the time 146 72.3%| 524 52.0%| 155 61.0%| 825 56.4%
fi‘:n':e of the 47| 233%| 415| 41.2%| 87| 343%| 549 37.5%
Subtotal 193 95.5%| 939 93.2%| 242 95.3%| 1374 93.9%
tLI':': of the 6| 3.0% 59| s9%| 7| 28% 72| 49%
Never 0 .0% 2 2% 0 .0% 2 1%
Subtotal 6 3.0% 61 6.1% 7 2.8% 74 5.1%
rD;gp':: 4 3| 15%| 7 7% 5| 20%| 15| 1.0%
Total 202| 100.0%| 1007 100.0%| 254| 100.0%| 1463| 100.0%

Outpatient/Intensive Outpatient

Source of Funding

Private Public Unknown Total

Column Column Column Column
Count % Count % Count % Count %

Q1. In an overall, general sense, how satisfied are you with the |Very satisfied | 4347 62.2%| 2832 59.0%| 1616 59.5%| 8795 60.6%
service you have received? Mostly
atefin 2487| 35.6%| 1806 37.6%| 1001| 36.9%| 5294| 36.5%
Subtotal 6834| 97.8%| 4638| 96.6%| 2617| 96.4%|14089| 97.1%
Dissatisfied 10|  1.5%| 102| 2.1%| 60| 2.2%| 267] 1.8%
:j/ies?;tisﬁe s 27 4% 38 8% 22 8% 87 6%
Subtotal 132|  1.9%| 140| 2.9%| 82| 3.0%| 354] 2.4%
E;Spr;zt | 24 3% 21 4% 16 6% 61 4%
Total 6990| 100.0%| 4799 100.0%| 2715| 100.0%|14504| 100.0%
Q3. Would you say our staff treated you with respect? All of the time | 6302 90.2%| 4095 85.3%| 2318 85.4%|12715 87.7%
fl‘r’n”;e of the 616| 8.8%| 618 12.9%| 340| 12.5%| 1574| 10.9%
Subtotal 6918| 99.0%| 4713| 98.2%| 2658| 97.9%|14289| 98.5%
tLI'rtT:': of the a4 6%| 44 9%| 26| 1.0%| 114 8%
Never 10 1%| 12 3% 3 1%| 25 2%
Subtotal 54 8% 56| 12%| 29| 11%| 139] 1.0%
o
relgpr:;t | 18 3% 30 6% 28|  10%| 76 5%
ota .0% .0% 0% .0%
Total 6990| 100.0%| 4799 100.0%| 2715| 100.0%|14504| 100.0%
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Opiate Substitution*

Source of Funding

Private Public Unknown Total
Column Column Column Column
Count % Count % Count % Count %
Q1. In an overall, general sense, how satisfied are you with the |Very satisfied 421 43.8%| 471 39.8%| 337 38.6%| 1229 40.7%
service you have received? Mostly
satisfied 467 48.6%| 621 52.4%| 446 51.1%( 1534 50.8%
Subtotal 888 92.4%| 1092 92.2%| 783 89.7%|( 2763 91.6%
Dissatisfied 49 5.1% 57 4.8% 62 7.1%| 168 5.6%
Ziesrs‘;tisﬁed 22| 23%| 25| 21%| 21| 24%| e8] 23%
Subtotal 71 7.4% 82 6.9% 83 9.5%| 236 7.8%
Z‘Sp’:: 4 2 2%| 10 8% 7 8% 19 6%
Total 961| 100.0%| 1184( 100.0%| 873| 100.0%| 3018| 100.0%
Q3. Would you say our staff treated you with respect? All of the time 673 70.0%| 730 61.7%| 520 59.6%| 1923 63.7%
fi‘r’nmee of the 242| 252%| 374| 31.6%| 282 32.3%| 898 29.8%
Subtotal 915| 95.2%| 1104| 93.2%| 802| 91.9%| 2821| 93.5%
tLI'rtT:': of the 35| 36%| 65| 5.5%| 44| s.0%| 144|  48%
Never 4 4% 6 5% 5 6% 15 5%
Subtotal 39 4.1% 71 6.0% 49 5.6%| 159 5.3%
zgp’;%t ; 71 g% o] 8w 22|  25% 38 13%
Total 961| 100.0%| 1184| 100.0%| 873| 100.0%| 3018| 100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating
methadone programs completed the survey during the week of March 23, 2009.
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Table 8
Comparing Responses Between Hispanic Patients Completing the Spanish Translation and Hispanic
and Non-Hispanic Patients Completing the English Version

Adult Community OP/IOP
Hispanics-Spanish | Hispanics-English | Non-Hispanics-English
Survey Survey Survey Total
Column
Count | Column % | Count | Column % | Count | Column% |Count %
In an overall, general sense, how satisfied are you |Very satisfied 639 89.4% 492 63.0% 7635 58.9%| 8766| 60.6%
with the service you have received? Mostly
o 58 8.1% 273 35.0% 4954 38.2%| 5285 36.5%
satisfied
Subtotal 697 97.5% 765 98.0%| 12589 97.1%|14051 97.1%
Dissatisfied 6 8% 8 1.0% 253 2.0%| 267 1.8%
Very 0 0 0, 0,
dissatisfied 3 4% 6 8% 78 6% 87 6%
Subtotal 9 1.3% 14 1.8% 331 2.6%| 354 2.4%
Did not 9 1.3% 2 3% 50 4% 61 4%
respond
Total 715 100.0% 781 100.0%| 12970 100.0%|14466| 100.0%
In general, how satisfied are you with the comfort |Very satisfied 608 85.0% 472 60.4% 7471 57.6%| 8551| 59.1%
and appearance of this facility? Mostl
Sty 93 13.0% 283 36.2% 5059 39.0%| 5435 37.6%
satisfied
Subtotal 701 98.0% 755 96.7%| 12530 96.6%(13986| 96.7%
Dissatisfied 0 .0% 20 2.6% 322 2.5%| 342 2.4%
Very 0, 0, 0, 0,
dissatisfied 4 6% 5 6% 72 6% 81 6%
Subtotal 4 6% 25 3.2% 394 3.0%| 423 2.9%
Did not o o o o
respond 10 1.4% 1 1% 46 4% 57 4%
Total 715 100.0% 781 100.0%| 12970 100.0%|14466| 100.0%
Would you say our staff treated you with respect? |All of the time 661 92.4% 693 88.7%| 11325 87.3%|12679| 87.6%
fi‘:n':e of the 35 49%| 78]  10.0%| 1460 11.3%| 1573| 10.9%
Subtotal 696 97.3% 771 98.7%| 12785 98.6% (14252 98.5%
Little of the 6 8% 6 8% 101 8%| 113 8%
time
Never 3 4% 1 1% 21 2% 25 2%
Subtotal 9 1.3% 7 9% 122 9%| 138 1.0%
Did not o o o o
respond 10 1.4% 3 4% 63 5% 76 5%
Total 715 100.0% 781 100.0%| 12970 100.0%|14466| 100.0%
How do you rate the helpfulness of the group Very helpful 657 91.9% 590 75.5% 8236 63.5%| 9483| 65.6%
sessions?
i:;gf:hat 35 49%| 165 21.1%| 4027 31.0%| 4227| 29.2%
Subtotal 692 96.8% 755 96.7%| 12263 94.5%|13710 94.8%
Not helpful 1 1% 12 1.5% 312 2.4%| 325 2.2%
xsizth'”gs 0 0% 2 3% 33 3% 35 2%
Subtotal 1 1% 14 1.8% 345 2.7%| 360 2.5%
Did not receive 4 6% 7 9% 236 1.8%| 247 1.7%
?e'gp';? . 18 2.5% 5 6% 126 1.0%| 149)  1.0%
Total 715 100.0% 781 100.0%| 12970 100.0%|14466| 100.0%
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How do you rate the helpfulness of the individual |Very helpful 604 84.5% 585 74.9% 8506 65.6%| 9695| 67.0%

counseling?
f}:r;f:;’hat 57 8.0%|  138] 17.7% 3011 23.2%| 3206| 22.2%
Subtotal 661 92.4%|  723| 926%| 11517 88.8%| 12901| 89.2%
Not helpful 2 3% 13 1.7% 336 26%| 351 24%
xsg‘zth'”gs 1 1% 5 6% 31 2% 37| 3%
Subtotal 3 4% 18 2.3% 367 2.8%| 388 27%
rD;geT\z 26 3.6% 30 3.8% 903 7.0%| 959 6.6%
Z‘gp’:;t 4 25 3.5% 10 1.3% 183 1.4%| 218] 1.5%
Total 715|  100.0%| 781 100.0%| 12970|  100.0%| 14466| 100.0%

If you were to seek help again, would you come Yes, definitely 571 79.9% 535 68.5% 8014 61.8%| 9120| 63.0%

i ?

back to this program? Yes, probably 107 15.0%| 185 23.7% 3821 29.5%| 4113| 28.4%
Subtotal 678 94.8%| 720 92.2%| 11835 91.2%| 13233 91.5%
ﬁé’t probably 9 1.3% 28 3.6% 614 47%| 651 4.5%
?gt definitely 8 1.1% 14 1.8% 189 15%| 211] 1.5%
Subtotal 17 2.4% 42 5.4% 803 6.2%| 862| 6.0%
zgp’;%t 4 20 2.8% 19 2.4% 332 26%| 371  2.6%
Total 715|  100.0%| 781 100.0%| 12970|  100.0%| 14466| 100.0%
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Table 9

Comparing Responses Between Hispanic Patients Completing the Spanish Translation and Hispanic
and Non-Hispanic Patients Completing the English Version

Adult Community OP/IOP
Hispanics-Spanish Hispanics-English | Non-Hispanics-English
Survey Survey Survey Total
Column
Count | Column % | Count | Column % | Count | Column% |Count %

Did you need legal services? Yes 384 53.7% 262 33.5% 3744 28.9%| 4390| 30.3%
No 296 41.4% 490 62.7% 8973 69.2%| 9759 67.5%

Did not respond 35 4.9% 29 3.7% 253 2.0%| 317 2.2%

Total 715 100.0% 781 100.0%| 12970 100.0%(14466| 100.0%

If yes, how helpful were we in assisting you to |Very helpful 178 46.4% 152 58.0% 1929 51.5%| 2259 51.5%
identify and find legal services? Somewhat helpful 71 185%| 73 27.9%| 1073 28.7%| 1217| 27.7%
Subtotal 249 64.8% 225 85.9% 3002 80.2%| 3476 79.2%

Not very helpful 52 13.5% 12 4.6% 283 7.6%| 347 7.9%

Not helpful at all 11 2.9% 16 6.1% 273 7.3%| 300 6.8%

Subtotal 63 16.4% 28 10.7% 556 14.9%| 647 14.7%

Did not respond 72 18.8% 9 3.4% 186 5.0%| 267 6.1%

Total 384 100.0% 262 100.0% 3744 100.0%| 4390| 100.0%

Did you need medical services? Yes 274 38.3% 160 20.5% 2722 21.0%| 3156| 21.8%
No 411 57.5% 597 76.4% 9985 77.0%(10993| 76.0%

Did not respond 30 4.2% 24 3.1% 263 2.0%| 317 2.2%

Total 715 100.0% 781 100.0%| 12970 100.0%(14466| 100.0%

If yes, how helpful were we in assisting you to |Very helpful 90 32.8% 95 59.4% 1492 54.8%| 1677| 53.1%
identify and find medical services? Somewhat helpful 77 281%| 38 23.8%| 746 27.4%| 861 27.3%
Subtotal 167 60.9% 133 83.1% 2238 82.2%| 2538| 80.4%

Not very helpful 59 21.5% 7 4.4% 187 6.9%| 253 8.0%

Not helpful at all 9 3.3% 11 6.9% 156 5.7%| 176 5.6%

Subtotal 68 24.8% 18 11.2% 343 12.6%| 429 13.6%

Did not respond 39 14.2% 9 5.6% 141 5.2%| 189 6.0%

Total 274 100.0% 160 100.0% 2722 100.0%| 3156 100.0%

Did you need family services? Yes 191 26.7% 117 15.0% 1547 11.9%| 1855 12.8%
No 489 68.4% 640 81.9%| 11127 85.8%|12256 84.7%

Did not respond 35 4.9% 24 3.1% 296 2.3%| 355 2.5%

Total 715 100.0% 781 100.0%| 12970 100.0%(14466| 100.0%

If yes, how helpful were we in assisting you to |Very helpful 42 22.0% 67 57.3% 773 50.0%| 882 47.5%
identify and find family services? Somewhat helpful 4 215%| 25 214%| 421 27.2%| 487| 26.3%
Subtotal 83 43.5% 92 78.6% 1194 77.2%| 1369 73.8%

Not very helpful 67 35.1% 9 7.7% 126 8.1%| 202 10.9%

Not helpful at all 9 4.7% 11 9.4% 124 8.0%| 144 7.8%

Subtotal 76 39.8% 20 17.1% 250 16.2%| 346 18.7%

Did not respond 32 16.8% 5 4.3% 103 6.7%| 140 7.5%

Total 191 100.0% 117 100.0% 1547 100.0%| 1855| 100.0%
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Did you need mental health services? Yes 164 22.9% 132 16.9% 2949 22.7%| 3245 22.4%
No 521 72.9% 623 79.8%| 9754 75.2%| 10898| 75.3%
Did not respond 30 4.2% 26 3.3% 267 2.1% 323 2.2%
Total 715 100.0% 781 100.0%| 12970 100.0%| 14466| 100.0%
If yes, how helpful were we in assisting you to |Very helpful 32 19.5% 73 55.3% 1675 56.8%| 1780| 54.9%
identify and find mental health services? Somewhat helpful 27 16.5% 32 242%| 713 24.2%| 772| 23.8%
Subtotal 59 36.0% 105 79.5%| 2388 81.0%| 2552| 78.6%
Not very helpful 77 47.0% 6 4.5% 199 6.7% 282 8.7%
Not helpful at all 10 6.1% 12 9.1% 167 5.7% 189 5.8%
Subtotal 87 53.0% 18 13.6% 366 12.4% 471 14.5%
Did not respond 18 11.0% 9 6.8% 195 6.6% 222 6.8%
Total 164 100.0% 132 100.0%| 2949 100.0%| 3245| 100.0%
Did you need educational or vocational Yes 208 29.1% 98 12.5% 1698 13.1%| 2004| 13.9%
services? No 472 66.0%| 655 83.9%| 11004 84.8%| 12131 83.9%
Did not respond 35 4.9% 28 3.6% 268 2.1% 331 2.3%
Total 715 100.0% 781 100.0%| 12970 100.0%| 14466| 100.0%
If yes, how helpful were we in assisting you to |Very helpful 72 34.6% 39 39.8% 716 42.2% 827 41.3%
ide”Tiij“d find educational or vocational g, o\ hat helpful 47 22.6% 29 20.6%| 460 27.1%| 536 26.7%
serviees! Subtotal 119 57.2% 68 69.4% 1176 69.3%| 1363 68.0%
Not very helpful 60 28.8% 10 10.2% 202 11.9% 272 13.6%
Not helpful at all 6 2.9% 13 13.3% 160 9.4% 179 8.9%
Subtotal 66 31.7% 23 23.5% 362 21.3% 451 22.5%
Did not respond 23 11.1% 7 7.1% 160 9.4% 190 9.5%
Total 208 100.0% 98 100.0% 1698 100.0%| 2004| 100.0%
Did you need employment services? Yes 225 31.5% 104 13.3% 1804 13.9%| 2133 14.7%
No 458 64.1% 651 83.4%| 10901 84.0%| 12010| 83.0%
Did not respond 32 4.5% 26 3.3% 265 2.0% 323 2.2%
Total 715 100.0% 781 100.0%| 12970 100.0%| 14466 100.0%
If yes, how helpful were we in assisting you to |Very helpful 82 36.4% 32 30.8% 563 31.2% 677 31.7%
identify and find employment services? Somewhat helpful 36 16.0% 29 27.9%| 499 27.7%| 564| 26.4%
Subtotal 118 52.4% 61 58.7% 1062 58.9%| 1241 58.2%
Not very helpful 66 29.3% 14 13.5% 298 16.5% 378 17.7%
Not helpful at all 7 3.1% 19 18.3% 269 14.9% 295 13.8%
Subtotal 73 32.4% 33 31.7% 567 31.4%| 673| 31.6%
Did not respond 34 15.1% 10 9.6% 175 9.7% 219 10.3%
Total 225 100.0% 104 100.0% 1804 100.0%| 2133| 100.0%
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Table 10

Comparing Patient Characteristics Between Hispanic Patients Completing the Spanish Translation and Hispanic
and Non-Hispanic Patients Completing the English Version of the Adult Patient Satisfaction Survey

Adult Community Outpatient/Intensive Outpatient

Hispanics Completing Spanish

Hispanics Completing English

Non-Hispanics Completing

Survey Survey English Survey
Count Column % Count Column % Count Column %
Age 20 and younger 23 3.0% 55 8.1% 604 4.9%
21-25 152 20.0% 174 25.6% 2081 16.8%
26-30 170 22.4% 129 18.9% 1829 14.7%
31-35 122 16.1% 88 12.9% 1406 11.3%
36-40 101 13.3% 66 9.7% 1495 12.0%
41-45 62 8.2% 61 9.0% 1519 12.2%
46-50 33 43% 47 6.9% 1292 10.4%
51-55 21 2.8% 30 4.4% 820 6.6%
Over 55 21 2.8% 13 1.9% 818 6.6%
Unknown 55 7.2% 18 2.6% 559 4.5%
Total 760 100.0% 681 100.0% 12423 100.0%
Gender Male 726 95.5% 521 76.5% 8384 67.5%
Female 13 1.7% 150 22.0% 3668 29.5%
Unknown 21 2.8% 10 1.5% 371 3.0%
Total 760 100.0% 681 100.0% 12423 100.0%
Ethnic/Racial White/European American
Background 0 .0% 0 .0% 9405 75.7%
Black/African American 0 0% 0 0% 667 5.4%
Asian/Pacific Islander 0 0% 0 0% 358 2.9%
Native American/Eskimo/Aleut
0 0% 0 0% 854 6.9%
Hispanic 760 100.0% 681 100.0% 0 0%
Multiracial 0 0% 0 0% 255 2.1%
Other 0 0% 0 0% 273 2.2%
Unknown 0 0% 0 0% 611 4.9%
Total 760 100.0% 681 100.0% 12423 100.0%
Length of Stay in 15 days or less 37 4.9% 61 9.0% 1010 8.1%
Treatment
16 -30 days 56 7.4% 43 6.3% 947 7.6%
31-45days 53 7.0% 30 4.4% 643 5.2%
46 - 60 days 32 4.2% 45 6.6% 612 4.9%
61-75 days 50 6.6% 29 4.3% 605 4.9%
76-90 days 38 5.0% 22 3.2% 394 3.2%
Over 90 days 387 50.9% 250 36.7% 4848 39.0%
Unknown 107 14.1% 201 29.5% 3364 27.1%
Total 760 100.0% 681 100.0% 12423 100.0%
Source of Private 565 74.3% 338 49.6% 6142 49.4%
Funding
Public 131 17.2% 206 30.2% 3658 29.4%
Unknown 64 8.4% 137 20.1% 2623 21.1%
Total 760 100.0% 681 100.0% 12423 100.0%
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Table 11a
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Intensive Inpatient
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %

In an overall, general sense, how Very satisfied 307| 51.5%| 335| 48.6%| 379| 48.5%| 398| 45.0%| 379| 48.0%| 1798| 48.0%

satisfied are you with the service Mostly

you have received? catefind 257| 43.1%| 321| 46.5%| 362| 46.3%| 443| 50.1%| 377| 47.7%| 1760| 47.0%
Subtotal s64| 94.6%| 656 95.1%| 741| 94.8%| 841 95.1%| 756| 95.7%| 3558| 95.1%
Dissatisfied 21| 3.5%| 25| 3.6%| 24| 3.1%| 35| 40%| 29| 37%| 134| 3.6%
Z;‘;tisﬁe s 8| 13%| 6 9% 11| 14%| 6 7% 4| 5% 35 9%
Subtotal 29| 49%| 31| 4s5%| 35| 45%| 41| 46%| 33| 42%| 169 4.5%
rDeI(sjpr:)ont | 3 5% 3| 4%l el 8% 2| 2% 1] 1% 15| 4%
Total 596| 100.0%| 690| 100.0%| 782| 100.0%| 884| 100.0%| 790| 100.0%| 3742| 100.0%

In general, how satisfied are you Very satisfied | 296 49.7%| 319| 46.2%| 379| 48.5%| 376 42.5%| 346 43.8%| 1716| 45.9%

with the comfort and appearance of Mostl

this facility? Satisﬁ‘é g 247| 41.4%| 307| 44.5%| 333| 42.6%| 403| 45.6%| 364| 46.1%| 1654| 44.2%
Subtotal 543| 91.1%| 626 90.7%| 712| 91.0%| 779| 88.1%| 710| 89.9%| 3370 90.1%
Dissatisfied 41| 69%| 49] 7.1%| 54| 6.9%| 85| 96%| 68| 86% 207 7.9%
Zii?;tisfie g 8| 13%| 14| 20%| 12| 15%| 17| 19%| 9 1.1%| eo| 1.6%
Subtotal 49| 82%| 63| 9.1%| 66| 84%| 102| 115%| 77| 9.7%| 357| 9.5%
rD;gpr;Zt p al 7% 1| 1% 4| sw| 3| 3% 3| 4w 15| 4%
Total 596| 100.0%| 690| 100.0%| 782| 100.0%| 884| 100.0%| 790| 100.0%| 3742| 100.0%

xﬁ:'i;’;:;iy our staff treated you S'r'n‘:the 399| 66.9%| 452| 65.5%| 488| 62.4%| 564| 63.8%| 511| 64.7%| 2414| 64.5%
Z‘:n”;e ofthe | 1g0| 302%| 209 30.3%| 262| 33.5%| 201 329%| 237| 30.0%| 1179 31.5%
Subtotal 579| 97.1%| 61| 95.8%| 750| 95.9%| 855| 96.7%| 748| 94.7%| 3593| 96.0%
:I':T:Le of the 12| 2.0%| 24| 35%| 20| 26%| 19| 21%| 31| 39% 106 2.8%
Never 1 2% 3| 4w a4 sw| 2| 2% 2| 3% 12| 3%
Subtotal 13 22%| 27| 3.9%| 24| 3.1%| 21| 24%| 33| 42%| 118] 3.2%
rD;gpr;Zt p al 7% 2| 3% 8 10w 8] 9% 9 11%| 31| 8%
Total 596| 100.0%| 690| 100.0%| 782| 100.0%| 884| 100.0%| 790| 100.0%| 3742| 100.0%

How do you rate the helpfulness of |Very helpful 390 65.4%| 438 63.5%| 512| 65.5%| 561| 63.5%| 549| 69.5%| 2450 65.5%

the group sessions?
Ezr;fel:';'hat 181 30.4%| 225 32.6%| 240| 30.7%| 289| 32.7%| 212| 26.8%| 1147| 30.7%
Subtotal 571| 95.8%| 63| 96.1%| 752| 96.2%| 850 96.2%| 761| 96.3%| 3597| 96.1%
Not helpful 12| 20%| 11| 16%| 17| 22%| 17| 19%| 14| 18%| 71| 1.9%
xjizth'”gs 2 3% 1 1% 1 1% 2 2% 2 3% 8 2%
Subtotal 14| 23%| 12| 17%| 18| 23%| 19| 21%| 16| 20%| 79| 21%
rDe'gerl‘:: 8| 13% o 13%| o 124 7|  s%| 8 10%| 41| 11%
E;gpr;t p 3| 5% e 9% 3| 4% 8 9% s| 6% 25| 7%
Total 596| 100.0%| 690| 100.0%| 782| 100.0%| 884| 100.0%| 790| 100.0%| 3742| 100.0%
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How do you rate the helpfulness of |Very helpful 349 58.6% 389| 56.4%| 448 57.3%| 512| 57.9% 486| 61.5%| 2184| 58.4%

the ndiidual counselin? f}‘;lr’;f:lvhat 109| 18.3%| 167| 24.2%| 202| 25.8%| 212| 24.0%| 183| 23.2%| 873 23.3%
Subtotal 4s8| 76.8%| 556| 80.6%| 650 ©3.1%| 724| s1.9%| 669| 84.7%| 3057| 817%
Not helpful 19| 32%| 23| 33%| 23] 29%| 39| 44%| 26| 33%| 130] 35%
V'vv'jizthi”gs 1l 2% 1| 1% 2 3% 1] a% o .0% 5 1%
Subtotal 20| 3.4%| 24| 35%| 25| 32%| 40| 45%| 26| 33%| 135] 3.6%
Zg;\j’; 113| 19.0%| 95| 13.8%| 92| 11.8%| 109| 12.3%| 85| 10.8%| 494| 13.2%
?;Sp’;‘:}td s| 8% 15| 22%| 15| 1.9%| 11| 12%| 10| 1.3%| 56| 1.5%
Total 596| 100.0%| 690|100.0%| 782| 100.0%| 884| 100.0%| 790(100.0%| 3742| 100.0%

z\:z;:grz]‘;”c°meba‘:kt°this Zee?i'nitely 314| 52.7%| 348| 50.4%| 420 53.7%| 422| 47.7%| 406| 51.4%| 1910 51.0%
zfjbably 188| 31.5%| 201| 29.1%| 234| 29.9%| 302| 34.2%| 236| 29.9%| 1161| 31.0%
Subtotal 502| 84.2%| 549| 79.6%| 654| 83.6%| 724| s1.9%| 642| 81.3%| 3071| s82.1%
r'\:;’t probably | ool ga%| 04| 13.6%| 79| 10.1%| 107| 121%| 100 12.7%| 436 11.7%
’c\ilsflinitely 19]  32%| 23| 33%| 29| 37%| 28| 32%| 28| 35%| 127] 3.4%
not
Subtotal 75| 12.6%| 117| 17.0%| 108| 13.8%| 135| 15.3%| 128| 16.2%| 563 15.0%
zgp’;‘:d 19| 3.2%| 24| 35%| 20| 26%| 25| 28%| 20| 25%| 108] 2.9%
Total 596| 100.0%| 690|100.0%| 782| 100.0%| 884| 100.0%| 790(100.0%| 3742| 100.0%
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Table 11b
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Recovery House
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
In an overall, general sense, how Very satisfied 61| 55.5% 49| 45.4% 25| 44.6% 25( 29.4% 14| 34.1%| 174| 43.5%
satisfied are you with the service Mostly
you have received? catefind 42| 382%| 53| 49.1%| 25| 44.6%| 52| 61.2%| 26| 63.4%| 198 49.5%
Subtotal 103| 93.6%| 102| 94.4%| 50| 89.3%| 77| 90.6%| 40| 97.6%| 372| 93.0%
Dissatisfied 4| 36%| 4| 37%| 3| s4%| 8| 94%| o 0% 19| 48%
very 1| 9| 2| 19%| 2| 36%| o 0% 1| 24%| 6 15%
dissatisfied
Subtotal s| as5%| 6 56% 5| 89% 8 94%| 1| 24%| 25| 6.2%
rDeI(sjpr:)ont | 2| 18%| o 0% 1| 18% o 0% o 0% 3] 8%
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400| 100.0%
In general, how satisfied are you Very satisfied 46| 41.8% 40| 37.0% 20 35.7% 26 30.6% 23| 56.1%| 155| 38.8%
with the comfort and appearance of Mostl
this facility? Satisﬁ‘é g 58| 52.7%| 58| 53.7%| 25| 44.6%| 40| 47.1%| 18| 43.9%| 199| 49.8%
Subtotal 104| 945%| 98| 90.7%| 45| 80.4%| 66| 77.6%| 41| 100.0%| 354| 88.5%
Dissatisfied s| as%| 7| 65% 8| 143%| 16| 188%| o 0% 36| 9.0%
Very ol 0%l 3| 28%| 3| sa%| 3] 35% o 0% 9 22%
dissatisfied
Subtotal s|  as%| 10 9.3%| 11| 19.6%| 19| 22.4%| o .0%| 45| 11.2%
rD;gpr;Zt p 1| 9%l o 0% o 0% o 0% o 0% 1 2%
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400| 100.0%
xﬁ:'i;’;:;iy our staff treated you S'r'n‘:the 72| 655%| 64| 59.3%| 23| 41.1%| 34| 40.0%| 16| 39.0%| 209 52.2%
Z‘:n”;e of the 35| 31.8%| 40| 37.0%| 30| 53.6%| 47| 553%| 16| 39.0%| 168| 42.0%
Subtotal 107| 97.3%| 104| 96.3%| 53| 94.6%| 81| 953%| 32| 78.0%| 377| 94.2%
:I':T:Le of the 1| 9% 3| 28% 3| s54%| 3| 35%| 9| 220% 19| 4.8%
Never ol 0% 1] 9% o 0% o 0% o 0%l 1| 2%
Subtotal 1| ow| 4| 37% 3| s4%| 3| 35% 9| 220%| 20 s5.0%
rD;gpr;Zt p 2| 18%| o .o%| o 0% 1| 12%| o 0% 3| 8%
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400| 100.0%
How do you rate the helpfulness of |Very helpful 76| 69.1% 63| 58.3% 34| 60.7% 49| 57.6% 11| 26.8%| 233| 58.2%
the group sessions?
Ezrgz’;’hat 29| 26.4%| 41| 380%| 19| 33.9%| 34| 400%| 27| 65.9%| 150 37.5%
Subtotal 105| 955%| 104| 96.3%| 53| 94.6%| 83| 97.6%| 38| 92.7%| 383| 95.8%
Not helpful 2| 18%| 4| 37%| 3| s4%| 2| 24%| 2| 49%| 13| 3.2%
xgizth'”gs 1| 9%l o 0% ol 0% o 0% 1| 24% 2| 5%
Subtotal 3| 27%| 4| 37%| 3| s4%| 2| 24%| 3| 73%| 15| 3.8%
rDe'gerl‘:: of .0% o 0% o 0% o 0% o 0% o .0%
bid not 2| 18%| o .o% o 0% o 0% o 0% 2| 5%
respond
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400| 100.0%
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How do you rate the helpfulness of | Very helpful 82 74.5%( 71| 65.7% 33| 58.9%| 54| 63.5% 17| 41.5% 257| 64.2%

the individual counseling?
izlr;f:lvhat 20 182%| 29| 26.9%| 18| 32.1%| 25| 20.4%| 22| s53.7%| 114| 28.5%
Subtotal 102|  92.7%| 100 92.6%| 51| 91.1%| 79| 92.9%| 39| 95.1%| 371| 92.8%
Not helpful 3 27%| 5| 46% ol 0% 3| 35% 2| a9%| 13| 3.2%
xji_:th'“gs 0 0%l o 0% ol 0% o 0% ol 0% o| .0%
Subtotal 3 27%| 5| 46% ol 0% 3| 35% 2| a9%| 13| 3.2%
?;ger:\?et 2 18% 1 9% 4 7a%| 2| 2.4% o] .0% 9| 2.2%
?;Sp';?\td 3 27%| 2| 1.9% 1 18%| 1| 1.2% o| .0% 7| 1.8%
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400{100.0%

Would you come back to this Yes, definitely 65 59.1%| 55| 50.9% 27| 48.2%| 32| 37.6% 15 36.6% 194| 48.5%

?

program: Yes, probably | 26| 23.6%| 31| 28.7%| 16| 28.6%| 27| 31.8%| 13| 31.7%| 113| 28.2%
Subtotal 91| 827%| 86| 79.6%| 43| 76.8%| 59| €9.4%| 28| 6€8.3%| 307| 76.8%
:gt probably | ul 107%| 16| 14.8% 6| 107%| 22| 25.9% o| 22.0%| 67| 16.8%
:;’t’def'“'te'y 3| 27%| 6| sew| 4| 71| 3| 3s%| 2| aow| 18] as%
Subtotal 17| 155%| 22| 204%| 10| 17.9%| 25| 204%| 11| 26.8%| 85| 21.2%
?;Spl‘:d 2 18%| o 0% 3| sa%| 1] 12% 2| 49% 8| 2.0%
Total 110| 100.0%| 108| 100.0%| 56| 100.0%| 85| 100.0%| 41| 100.0%| 400{100.0%
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Table 11c
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Long-term Residential
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %

In an overall, general sense, how Very satisfied 133| 30.0%| 134| 31.4%| 143| 32.3%| 121| 29.3%| 202| 32.0%| 733| 31.1%

satisfied are you with the service Mostly

you have received? catefind 268| 60.4%| 254| 59.5%| 265| 59.8%| 242| 58.6%| 378 59.8%| 1407| 59.6%
Subtotal 401| 90.3%| 388 90.9%| 408| 92.1%| 363| 87.9%| 580| 91.8%| 2140 90.7%
Dissatisfied 33| 7.4%| 30| 7.0%| 22| 5.0%| 39| 9.4%| 41| 65%| 165 7.0%
very 7| 16%| 4| 9% 9| 20%| 9 22%| 8 13%| 37| 16%
dissatisfied
Subtotal 40| 9.0%| 34| 8.0%| 31| 7.0%| 48] 11.6%| 49| 7.8%| 202| 8.6%
rDeI(sjpr:)ont | 3 7% 5| 12%| 4| 9% 2| 5w 3| 5% 17| 7%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%| 2359 100.0%

In general, how satisfied are you Very satisfied | 163| 36.7%| 157 36.8%| 147| 33.2%| 125 30.3%| 194 30.7%| 786| 33.3%

with the comfort and appearance of Mostl

this facility? Satisﬁ‘é g 241| 543%| 219| 51.3%| 243| 54.9%| 216| 52.3%| 358 56.6%| 1277| 54.1%
Subtotal 404| 91.0%| 376 88.1%| 390| 88.0%| 341| 82.6%| 552| 87.3%| 2063 87.5%
Dissatisfied 29| 6.5%| 48] 11.2%| 38| 86%| 56| 13.6%| 69| 109%| 240 10.2%
Z;xtisﬁe g 8| 18%| 1| 2% 12| 27%| 13| 31%| 6 .9%| 40| 17%
Subtotal 37| 83%| 49| 11.5%| 50| 11.3%| 69| 16.7%| 75| 11.9%| 280 11.9%
rD;gpr;Zt p 3l 7% 2| % 3] 7% 3| 7%| 5| 8% 18] 7%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%| 2359 100.0%

xz:'izs:;iy our staff treated you S'r'n‘:the 217| 48.9%| 245 57.4%| 206| 46.5%| 200| 48.4%| 298| 47.2%| 1166| 49.4%
Z‘:n”;e ofthe | 94| 437%| 165| 38.6%| 210| 47.4%| 183 24.3%| 296| 46.8%| 1048 24.4%
Subtotal 411| 92.6%| 410 96.0%| 416| 93.9%| 383 92.7%| 594| 94.0%| 2214| 93.9%
:I':T:Le of the 24| 5.4%| 14| 33%| 19| 43%| 23| s6%| 32| 5.1%| 112| 4.7%
Never 2| s%| o  o%| 4 9% 3] 7% o 0% 9o 4%
Subtotal 26| 5.9%| 14| 33%| 23| s52%| 26| 3% 32| 5.1%| 121] 5.1%
rD;gpr;Zt p 7| 16%| 3| 7% 4] 9% 4 10%| 6 9% 24| 1.0%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%| 2359 100.0%

How do you rate the helpfulness of |Very helpful 228| 51.4%| 213| 49.9%| 228| 51.5%| 209| 50.6%| 359| 56.8%| 1237| 52.4%

the group sessions?
Ezr;feln’hat 188| 42.3%| 190| 44.5%| 190| 42.9%| 174| 42.1%| 243| 38.4%| 985| 41.8%
Subtotal 416 93.7%| 403| 94.4%| 418 94.4%| 383| 92.7%| 02| 95.3%| 2222 94.2%
Not helpful 18| 41%| 21| 49%| 17| 3.8%| 17| 41%| 20| 3.2%| 93| 3.9%
xgizth'”gs 3| 7% ol 0%l 2| sw| 4| 10w 1| 2% 10| 4%
Subtotal 21|  47%| 21| 49%| 19| 43%| 21| s51%| 21| 3.3%| 103| 4.4%
E;ge?:: 1 2% 1 2% 4 9%| 5| 12% s 8%| 16 7%
E;gpr;t p 6| 14%| 2| 5% 2| 5% 4| 1o0%| 4| 6% 18] 8%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%| 2359 100.0%
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How do you rate the helpfulness of |Very helpful 215| 48.4%| 201 47.1%| 224| 50.6%| 206 49.9% 360 57.0%|1206| 51.1%

the individual counseling?
zz:’;;:’lvhat 130| 29.3%| 120 28.1%| 124| 28.0%| 115| 27.8%| 186| 29.4%| 675| 28.6%
Subtotal 34s| 77.7%| 321| 75.2%| 348 78.6%| 321| 77.7%| s46| 86.4%|1881| 79.7%
Not helpful 20 45%| 17|  40%| 23] s52%| 18] 44%| 29| a6%| 107] 45%
V'\C'jizth'“gs il 2% o 0%l ol ow| 2| w3 5% s 3%
Subtotal 21| 47%| 17|  a0%| 23] s52%| 20 48%| 32| s5.1%| 113]  48%
Did not o o o o o o
i 64| 14.4%| 79| 185%| 68| 153%| 46| 11.1%| 46| 7.3%| 303| 12.8%
?;Sp’;‘:d 14| 32%| 10| 23%| 4| .9%| 26| 6.3% 8| 13%| 62| 26%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%|2359| 100.0%

z\:z;:grz]‘;”c°meba"kt°th's :;ee]iilnitely 154| 34.7%| 154| 36.1%| 151| 34.1%| 134| 32.4%| 193| 30.5%| 786| 33.3%
Efjbably 157| 35.4%| 158| 37.0%| 165| 37.2%| 159| 38.5%| 264| 41.8%| 903| 38.3%
Subtotal 311| 70.0%| 312| 73.1%| 316| 71.3%| 293| 70.9%| 457 72.3%|1689| 71.6%
r'\:;’t probably| 3| gam| 75| 17.6%| 85| 19.2%| 75| 18.2%| 104| 165%| 412| 17.5%
No,
definitely 46| 104%| 25 5.9%| 27| 6.1%| 34| 82%| 47| 7.4%| 179]  7.6%
not
Subtotal 119| 26.8%| 100| 23.4%| 112| 25.3%| 109 26.4%| 151 23.9%| s91| 25.1%
zgp’;‘:d 14| 32%| 15 35%| 15| 3.4%| 11| 27%| 24| 38%| 79| 3.3%
Total 444| 100.0%| 427| 100.0%| 443| 100.0%| 413| 100.0%| 632| 100.0%|2359| 100.0%
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Table 11d
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Outpatient/Intensive Outpatient
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column

Count % Count % Count % Count % Count % Count %

In an overall, general sense, how  |Very satisfied | 6923 56.4%| 7473| 58.1%| 7874| 58.1%| 8197| 58.9%| 8795| 60.6%(39262| 58.5%

satisfied are you with the service

you have received? ’s\:\’(c)iss:’lizd 4856| 39.6%| 5019| 39.0%| 5292 39.0%| 5317| 38.2%| 5294| 36.5%|25778| 38.4%
Subtotal 11779| 96.0%|12492| 97.1%|13166| 97.1%(13514| 97.1%|14089| 97.1%|65040| 96.9%

Dissatisfied 245 2.0%| 229 1.8%| 244 1.8%| 240 1.7%| 267 1.8%| 1225 1.8%

very go| .7%| 78| 6% 86| .6%| 75| .5%| 87| .6%| 406 6%
dissatisfied
Subtotal 325|  2.6%| 307 2.4%| 330 2.4%| 315 2.3%| 354 2.4%| 1631 2.4%
Did not 172|  14%| 70|  s%| 67| 5% 83| 6% 61| .4%| 4s3] 7%
respond
Total 12276| 100.0%|12869| 100.0%|13563| 100.0%|13912| 100.0%|14504| 100.0%|67124| 100.0%

In general, how satisfied are you Very satisfied | 6782| 55.2%| 7283| 56.6%| 7661| 56.5%| 7839| 56.3%| 8578| 59.1%(38143| 56.8%

with the comfort and appearance

of this facility? ’s\:ll‘(c)iz;li!d 4939 40.2%| 5103| 39.7%| 5375| 39.6%| 5564 40.0%| 5446| 37.5%(26427| 39.4%
Subtotal 11721| 95.5%|12386| 96.2%|13036| 96.1%(13403| 96.3%|14024| 96.7%|64570| 96.2%

Dissatisfied 315 2.6%| 360 2.8%| 389 2.9%| 361 2.6%| 342 2.4%| 1767 2.6%

Very 67| 5% 62| 5% 68| 5% e8] 5% 81|  .6%| 346| 5%
dissatisfied
Subtotal 382| 3.1%| 422| 33%| 457 34%| 420| 3.1%| 423] 29%| 2113] 3.1%
Did not 173|  14%| 61| 5% 70| s%| so| 6| 57| 4% as1| 7%
respond
Total 12276| 100.0%|12869| 100.0%|13563| 100.0%|13912| 100.0%|14504| 100.0%|67124| 100.0%

Would you say our staff treated |All ofthe |, 0cc) | g6 00cl11208| 87.8%|11850| 87.4%|12108| 87.0%|12715| 87.7%|58526| 87.2%

you with respect? time
Z‘:T:ze"fthe 1420\ 11.6%| 1385 10.8%| 1513| 11.2%| 1594 11.5%| 1574| 10.9%| 7486 11.2%
Subtotal 11974| 97.5%|12683| 98.6%|13363| 98.5%|13703| 98.5%|14289| 98.5%|66012| 98.3%
tLi'rt]:':"fthe 88| 7%| 83| 6% 87| 6% 83 6% 114 8% 455 7%
Never 19| 2% 25| 2%| 25| 2%| 21| 2%| 25| 2%| 115] 2%
Subtotal 107 .9%| 108]  .8%| 112| .8%| 104| .7%| 139] 1.0%| s70| 8%
?;Sp';?\td 195| 16%| 78| .6%| 88| .6%| 105| .8%| 76| .5%| s42| 8%
Total 12276| 100.0%|12869| 100.0%|13563| 100.0%|13912| 100.0%|14504| 100.0%|67124| 100.0%
How do you rate the helpfulness of |Very helpful 7705| 62.8%| 8230 64.0%| 8558| 63.1%| 8913 64.1%| 9511| 65.6%|42917| 63.9%
the group sessions? Somewhat
helpful 3846| 31.3%| 4030| 31.3%| 4335| 32.0%| 4335| 31.2%| 4236| 29.2%|20782| 31.0%
Subtotal 11551| 94.1%|12260| 95.3%|12893| 95.1%|13248| 95.2%|13747| 94.8%|63699| 94.9%
Not helpful 242 2.0%| 257| 2.0%| 277| 2.0%| 255| 1.8%| 326| 2.2%| 1357| 2.0%
xjieeth'“gs 2| 2% 3 2%| 23 2% 39| 3% 35 2%| 150| 2%
Subtotal 264 2.2%| 288 2.2%| 300 2.2%| 204| 2.1%| 361| 2.5%| 1507| 2.2%
Did not
e 265|  2.2%| 220 1.7%| 238| 1.8%| 233] 17%| 247| 1.7%| 1203| 1.8%
Did not
respond 196| 1.6%| 101|  .8%| 132| 1.0%| 137| 1.0%| 149| 1.0%| 715| 1.1%
Total 12276| 100.0%|12869| 100.0%|13563| 100.0%|13912| 100.0%|14504| 100.0%|67124| 100.0%
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How do you rate the helpfulness of | Very helpful 7654| 62.3%| 8073| 62.7%| 8496| 62.6%| 8749| 62.9%| 9723| 67.0%(42695| 63.6%
the individual counseling? Somewhat
relpful 2909| 23.7%| 3133| 24.3%| 3223| 23.8%| 3366| 24.2%| 3215| 22.2%|15846| 23.6%
Subtotal 10563| 86.0%| 11206| 87.1%| 11719 86.4%| 12115 87.1%| 12938 89.2%|58541| 87.2%
Nothelpful | 287 2.3%| 282| 2.2%| 294| 22%| 201] 2.1%| 351| 2.4%| 1505 2.2%
xjieeth'“gs 18| a%| 17| aw| 21| 2% 38| 3% 38| 3%| 130] 2%
Subtotal 305| 2.5%| 209 2.3%| 315| 23%| 327| 2.4%| 38 27%| 1635| 2.4%
?;(cjer::: 1118|  9.1%| 1175| 9.1%| 1314| 9.7%| 1255| 9.0%| 959| 6.6%| 5821| 8.7%
Did not
respond 290| 2.4%| 189 1.5%| 215| 1.6%| 215| 1.5%| 218 1.5%| 1127| 1.7%
Total 12276 100.0%| 12869|100.0% | 13563| 100.0%| 13912| 100.0%| 14504| 100.0%|67124|100.0%
r:z;:gr‘;‘;” come back to this Zzzmtely 7096| 57.8%| 7668| 59.6%| 8106| 59.8%| 8408| 60.4%| 9147| 63.1%|40425| 60.2%
:)‘:Z'bably 4020| 32.7%| 4074| 31.7%| 4291| 31.6%| 4294 30.9%| 4123| 28.4%|20802| 31.0%
Subtotal 11116| 90.6%| 11742| 91.2%|12397| 91.4%| 12702| 91.3%| 13270 91.5%|61227| 91.2%
r':‘gt probably| - cigl  4sw| 619| a8%| s98| 44%| 6as| a7%| es1| as%| 3065 4.6%
No,
definitely 188|  1.5%| 176 1.4%| 190 1.4%| 179 13%| 212| 15%| 945\ 1.4%
not
Subtotal 736| 6.0%| 795| 6.2%| 788| s5.8%| 828 6.0%| 863 6.0%| 4010| 6.0%
E’;Sp';?]td 424| 35%| 332| 26%| 378| 2.8%| 382 2.7%| 371| 2.6%| 1887 2.8%
Total 12276 100.0%| 12869|100.0% | 13563| 100.0%| 13912| 100.0%| 14504| 100.0%|67124|100.0%

136




Patients Speak Out 2009
Appendix A: Results for Community Treatment Programs

Table 11e
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Opiate Substitution*
year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column

Count % Count % Count % Count % Count % Count %

In an overall, general sense, how Very satisfied 680| 39.7%| 851| 45.6%| 931| 42.9%| 926| 42.9%| 1229| 40.7%| 4617| 42.3%

satisfied are you with the service

you have received? S'\ggzzz § 891| 52.0%| 894| 47.9%| 1089| 50.2%| 1065| 49.4%| 1534| 50.8%| 5473| 50.1%
Subtotal 1571 91.7%| 1745| 93.4%| 2020 93.1%| 1991| 92.3%| 2763| 91.6%|10090| 92.3%
Dissatisfied 83| 48%| 77| 41%| 90| 4.1%| 109| s.1%| 168 5.6%| 527| 4.8%
Very
S i 34| 2.0%| 34| 18%| 45| 21%| 41| 19%| e8] 23%| 222 2.0%
Subtotal 117| 6.8%| 111 59%| 135| 62%| 150 7.0%| 236| 7.8%| 749| 6.9%
E;Spr;itd 25| 15%| 12| .6%| 15| 7% 17|  .8%| 19| 6% 88| 8%
Total 1713| 100.0%| 1868| 100.0%| 2170| 100.0%| 2158 100.0%| 3018| 100.0%|10927| 100.0%

In general, how satisfied are you Very satisfied | 708 41.3%| 881| 47.2%| 949| 43.7%| 962 44.6%| 1222| 40.5%| 4722 43.2%

with the comfort and appearance of

this facility? ::?i:‘:id 866| 50.6%| 863| 46.2%| 1047| 48.2%| 1011| 46.8%| 1479 49.0%| 5266| 48.2%
Subtotal 1574 91.9%| 1744| 93.4%| 1996| 92.0%| 1973| 91.4%| 2701| 89.5%| 9988| 91.4%
Dissatisfied 84 4.9% 88 4.7%| 129 5.9%| 140 6.5%| 210 7.0%| 651 6.0%
Very
dissatisfied 30 1.8% 23 1.2% 33 1.5% 27 1.3% 71 2.4%| 184 1.7%
Subtotal 114 6.7%| 111 5.9%| 162 7.5%| 167 7.7%| 281 9.3%| 835 7.6%
rD;Spr;th 25 1.5% 13 7% 12 6% 18 8% 36 1.2%| 104 1.0%
Total 1713| 100.0%| 1868| 100.0%| 2170| 100.0%| 2158| 100.0%| 3018 100.0%(10927| 100.0%

Would you say our staff treated you | All of the 1104| 64.4%| 1279| 68.5%| 1444| 66.5%| 1411 65.4%| 1923| 63.7%| 7161 65.5%

with respect? time
fi‘:n”;eofthe 507| 29.6%| 506 27.1%| 619| 28.5%| 638 29.6%| 898| 29.8%| 3168| 29.0%
Subtotal 1611| 94.0%| 1785| 95.6%| 2063 95.1%| 2049| 94.9%| 2821| 93.5%|10329| 94.5%
;'g':ofthe sg|  3.4%| 47| 25%| 69| 3.2%| 68| 3.2%| 144| 4.8%| 386 3.5%
Never 6| 4% 9| 5% 13| 6% 13 6% 15| 5% s8] 5%
Subtotal 64| 37%| 56| 3.0%| 82| 3.8% 81| 3.8%| 159| 5.3%| 442| 4.0%
E;gpr;%td 38| 22%| 27| 14%| 25| 12%| 28] 13%| 38 13%| 156 1.4%
Total 1713] 100.0%| 1868| 100.0%| 2170| 100.0%| 2158| 100.0%| 3018| 100.0%|10927| 100.0%
How do you rate the helpfulness of |Very helpful 612| 35.7%| 652 34.9%| 764| 35.2%| 785| 36.4%| 1185 39.3%| 3998| 36.6%
the group sessions? h
Ezr;fel:’;’ at 645| 37.7%| 640 34.3%| 745| 34.3%| 758| 35.1%| 965| 32.0%| 3753| 34.3%
Subtotal 1257| 73.4%| 1292 69.2%| 1509| 69.5%| 1543| 71.5%| 2150 71.2%| 7751| 70.9%
Nothelpful | 137| 80%| 124| 6.6%| 160 7.4%| 159 7.4%| 206| 6.8%| 786 7.2%
xgizth'”gs 15| 9%| 19| 1.0%| 25| 12%| 24| 11%| 33| 11%| 116| 1.1%
Subtotal 152| 89%| 143 7.7%| 185| 85%| 183 8.5%| 239| 7.9%| 902| 83%
Did not
e 258| 15.1%| 389| 20.8%| 432| 19.9%| 390 18.1%| 556| 18.4%| 2025| 18.5%
Did not
respond 46|  2.7%| 44| 24%| 44| 20%| 42| 19%| 73| 2.4%| 249 2.3%
Total 1713] 100.0%| 1868| 100.0%| 2170| 100.0%| 2158 100.0%| 3018| 100.0%|10927| 100.0%
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How do you rate the helpfulness of | Very helpful 960 56.0%|1075| 57.5%| 1183| 54.5%| 1134| 52.5%| 1650| 54.7%| 6002| 54.9%
the individual counseling?
izlr;:l“hat 577| 33.7%| 577| 30.9%| 747| 34.4%| 733| 34.0%| 961| 31.8%| 3595| 32.9%
Subtotal 1537| 89.7%|1652| 88.4%| 1930| 88.9%| 1867| 86.5%| 2611 86.5%| 9597| 87.8%
Not helpful 93| s.4%| 100 s4%| 121 se%| 151| 7.0%| 214| 7.1%| 679 6.2%
xji:th'"gs 8|  s%| 17| 9| 27| 12%| 42| 19%| 40| 1.3%| 134 1.2%
Subtotal 101| s5.9%| 117| 63%| 148 6.8%| 193] 8.9%| 254| 8.4%| 813 7.4%
?;‘cjerl‘:: 31| 1.8%| 49| 2.6%| 40| 1.8%| 56| 26%| 82| 2.7%| 258 2.4%
Did not
respond 44| 2.6%| so| 27%| 52| 24%| 42| 19%| 71| 2.4%| 259| 2.4%
Total 1713| 100.0%| 1868| 100.0%| 2170[100.0%| 2158| 100.0%| 3018|100.0%| 10927|100.0%
Would you come back to this Yes, definitely | 1131| 66.0%|1233| 66.0%| 1443| 66.5%| 1383| 64.1%| 1929| 63.9%| 7119| 65.2%
program? Yes, probably | 414| 24.2%| 455| 24.4%| 510| 23.5%| 546| 25.3%| 718| 23.8%| 2643| 24.2%
Subtotal 1545 90.2%|1688| 90.4%| 1953| 90.0%| 1929| 89.4%| 2647 87.7%| 9762| 89.3%
:gt probably 72| 42%| 89| 48%| 102| 47%| 115| 53%| 177| 5.9%| 555 5.1%
:;’t’def'”'tely 24|  14%| 28| 15%| 32| 15%| 43| 20%| 72| 24%| 199 1.8%
Subtotal 96| 5.6%| 117| 63%| 134| 62%| 158] 7.3%| 249 83%| 754| 6.9%
?;Spr;‘:]td 72| a2%| 63| 34%| 83| 38%| 71| 33%| 122| 40%| 411 3.8%
Total 1713| 100.0%|1868| 100.0%| 2170[100.0%| 2158| 100.0%| 3018|100.0%| 10927|100.0%

*Results for opiate substitution should be interpreted with caution since fewer than 70 percent of patients receiving treatment in participating opiate
substitution programs completed the survey in each year.
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Table 12
Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey, March 23-27, 2009

Treatment Modality

Intensive
Inpatient Recovery House OP/IOP Total
Column Column Column
Count | Column % | Count % Count % Count %
How satisfied are you with the service you have received? Very satisfied 44‘ 22.8% 11 33.3%| 578 44.0%| 633 41.1%
Mostly satisfied 119‘ 61.7% 20 60.6%| 633 48.1%| 772 50.1%
Subtotal 163|  845%| 31| 93.9% 1211 92.1%| 1405 91.2%
Dissatisfied 28 ‘ 14.5% 1 3.0% 59 4.5% 88 5.7%
Very dissatisfied 2‘ 1.0% 1 3.0% 35 2.7% 38 2.5%
Subtotal 30‘ 15.5% 2 6.1% 94 7.1%| 126 8.2%
Did not respond 0‘ .0% 0 .0% 10 8% 10 .6%
Total 193 ‘ 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%
How satisfied are you with the comfort and appearance of  |Very satisfied 38‘ 19.7% 18 54.5%| 636 48.4%| 692 44.9%
this facility? Mostly satisfied | 120|  66.8%| 11| 333%| 597| 45.4% 737 47.8%
Subtotal 167‘ 86.5% 29 87.9%| 1233 93.8%| 1429 92.7%
Dissatisfied 19‘ 9.8% 3 9.1% 53 4.0% 75 4.9%
Very dissatisfied 7‘ 3.6% 1 3.0% 21 1.6% 29 1.9%
Subtotal 26‘ 13.5% 4 12.1% 74 5.6%| 104 6.7%
Did not respond 0‘ .0% 0 .0% 8 6% 8 5%
Total 193 ‘ 100.0% 33| 100.0%| 1315 100.0%| 1541| 100.0%
Would you say our staff treated you with respect? All of the time 67‘ 34.7% 21 63.6%| 1067 81.1%| 1155 75.0%
f&"f of the 102|  52.8%| 12| 36.4%| 203| 154%| 317| 20.6%
Subtotal 169‘ 87.6% 33| 100.0%| 1270 96.6%| 1472 95.5%
tLI':': of the 21| 109% 0 0% 25| 19%| 46|  3.0%
Never 2| 1.0% 0 0% 13 1.0%| 15 1.0%
Subtotal 23 ‘ 11.9% 0 .0% 38 2.9% 61 4.0%
Did not respond 1| 5% 0 0% 7 5% 8 5%
Total 193 ‘ 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%
How safe do you feel in this program? Very safe 109‘ 56.5% 22 66.7%| 929 70.6%| 1060 68.8%
Somewhat safe 73‘ 37.8% 10 30.3%| 316 24.0%| 399 25.9%
Subtotal 182 ‘ 94.3% 32 97.0%| 1245 94.7%| 1459 94.7%
Not very safe 8‘ 4.1% 0 .0% 30 2.3% 38 2.5%
Not safe at all 2| 1.0% 1| 3.0% 17 13%| 20 1.3%
Subtotal 10‘ 5.2% 1 3.0% 47 3.6% 58 3.8%
Did not respond 1‘ 5% 0 .0% 23 1.7% 24 1.6%
Total 193 ‘ 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%
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How helpful are the group sessions? ‘Very helpful 66\ 34.2% 10\ 30.3%| 498| 37.9% 574| 37.2%
f\gr;:lvhat 98| 50.8%| 18| 54.5%| 600| 45.6%| 716| 46.5%
\Subtotal 164\ 85.0% zs\ 84.8%1098| 83.5%| 1290| 83.7%
\Not helpful 26\ 13.5% 3\ 9.1%| 115 8.7% 144  9.3%
xsiith'”gs 1 5% 1 3.0% 20 15% 2| 1.4%
\Subtotal 27\ 14.0% 4\ 12.1%| 135 10.3% 166| 10.8%
\Did not receive 0\ 0% 1\ 3.0%| 67 5.1% 68| 4.4%
|Did not respond 2| 10% 0| 0% 15| 1.1% 17| 1.1%
|Total 193] 100.0%| 33| 100.0%|1315| 100.0%| 1541| 100.0%
How helpful is the individual counseling? \Very helpful 96\ 49.7% 13\ 39.4%| 594| 45.2% 703| 45.6%
ﬁzr;f:}’hat 73| 37.8%| 18| 54.5%| 469| 35.7%|  560| 36.3%
|subtotal 169  87.6% 31| 93.9%|1063| 80.8%| 1263 82.0%
\Not helpful 13\ 6.7% o\ 0% 86 6.5% 99| 6.4%
xsieeth'"gs 2 1.0% 1 30%| 14 11% 17| 1.1%
|subtotal 15| 7.8% 1] 3.0%| 100 7.6% 116 7.5%
\Did not receive 9\ 4.7% 1\ 3.0%| 135 10.3% 145  9.4%
\Did not respond 0\ 0% 0\ 0% 17 1.3% 17| 1.1%
\Total 193\ 100.0% 33\ 100.0%|1315| 100.0%| 1541| 100.0%
If you were to seek help again, would you come back to this ‘Yes, definitely 44‘ 22.8% 16‘ 48.5%| 562 42.7% 622| 40.4%
program? |Yes, probably 88| 45.6%| 12| 364%| 535| 40.7% 635 41.2%
|subtotal 132|  684%| 28| 84.8%|1097| 834%| 1257| 816%
:;’t’ probably 35| 18.1% 3| 9.1%| 130] 9.9%| 168 10.9%
:gt definitely 24| 12.4% 2| 61%| 69| 5.2% 95|  6.2%
\Subtotal 59\ 30.6% 5\ 15.2%| 199| 15.1% 263 17.1%
|Did not respond 2| 10% 0| 0% 19|  1.4% 21| 1.4%
|Total 193] 100.0%| 33| 100.0%|1315| 100.0%| 1541| 100.0%
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Table 13

Characteristics of Patients Completing the DBHR Youth Patient Satisfaction Survey, March 23-27, 2009

Treatment Modality

Intensive Inpatient| Recovery House OP/IOP Total

Count | Column % |Count|Column % |Count|Column %|Count|Column %

Age ‘13 and younger 4 2.1% 0 .0% 48 3.7% 52 3.4%
‘14 -15 44 22.8% 4 12.1%| 371 28.2%| 419 27.2%

|16-17 130|  67.4%| 23| 69.7%| 681 51.8%| 834 54.1%

‘18 -23 14 7.3% 6 18.2%| 161 12.2%| 181 11.7%

‘ Unknown 1 5% 0 .0% 54 4.1% 55 3.6%

‘Total 193 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%

Gender ‘ Male 112 58.0% 24 72.7%| 836 63.6%| 972 63.1%
‘ Female 77 39.9% 9 27.3%| 444 33.8%| 530 34.4%

‘ Unknown 4 2.1% 0 .0% 35 2.7% 39 2.5%

‘Total 193 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%

Ethnic/Racial Background ‘White 94 48.7% 20 60.6%| 694 52.8%| 808 52.4%
‘BIack/African American 12 6.2% 2 6.1% 97 7.4%| 111 7.2%

‘Asian/Pacific Islander 4 2.1% 1 3.0% 44 3.3% 49 3.2%

‘Native American/Eskimo/Aleut 28 14.5% 2 6.1% 82 6.2%| 112 7.3%

‘Hispanic 23 11.9% 4 12.1%| 193 14.7%| 220 14.3%

‘ Multiracial 26 13.5% 2 6.1%| 136 10.3%| 164 10.6%

|other 6 3.1%| 1 3.0%| 46 3.5%| 53 3.4%

|unknown 0 0% 1 3.0%| 23 17%| 24 1.6%

‘Total 193 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%

Length of Stay in Treatment ‘ 15 days or less 60 31.1% 7 21.2%| 196 14.9%| 263 17.1%
‘ 16 - 30 days 56 29.0% 6 18.2%| 103 7.8%| 165 10.7%

‘31 - 45 days 18 9.3% 3 9.1% 80 6.1%| 101 6.6%

‘46 - 60 days 16 8.3% 4 12.1% 92 7.0%| 112 7.3%

‘61 - 75 days 12 6.2% 5 15.2% 81 6.2% 98 6.4%

‘76 - 90 days 7 3.6% 1 3.0% 63 4.8% 71 4.6%

‘Over 90 days 4 2.1% 3 9.1%| 412 31.3%| 419 27.2%

‘Unknown 20 10.4% 4 12.1%| 288 21.9%| 312 20.2%

‘Total 193 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%

Source of Funding ‘Private 45 23.3% 11 33.3%| 268 20.4%| 324 21.0%
‘ Public 105 54.4% 12 36.4%| 561 42.7%| 678 44.0%

‘Other 22 11.4% 5 15.2%| 230 17.5%| 257 16.7%

‘ Unknown 21 10.9% 5 15.2%| 256 19.5%| 282 18.3%

‘Total 193 100.0% 33| 100.0%| 1315| 100.0%| 1541| 100.0%
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Table

14

Responses to Questions 1 and 3 of the DBHR Youth Patient Satisfaction Survey by Treatment Modality and Gender
Intensive Inpatient

Gender
Male Female Unknown Total

Count|Column %|Count |Column % |Count [Column % |Count|Column %

How satisfied are you with the service you have received?|Very satisfied 27 24.1% 17 22.1% 0 .0% 44 22.8%
Mostly satisfied 68 60.7% 47 61.0% 4| 100.0%| 119 61.7%

Subtotal 95 84.8% 64 83.1% 4| 100.0%| 163 84.5%

Dissatisfied 15 13.4% 13 16.9% 0 .0% 28 14.5%

Very dissatisfied 2 1.8% 0 .0% 0 0% 2 1.0%

Subtotal 17 15.2% 13 16.9% 0 .0% 30 15.5%

Did not respond 0 .0% 0 .0% 0 .0% 0 .0%

Total 112| 100.0% 77| 100.0% 4| 100.0%| 193 100.0%

Would you say our staff treated you with respect? All of the time 43 38.4% 24 31.2% 0 .0% 67 34.7%
Some of the time 53 47.3% 46 59.7% 3 75.0%| 102 52.8%

Subtotal 96 85.7% 70 90.9% 3 75.0%| 169 87.6%

Little of the time 14 12.5% 6 7.8% 1 25.0% 21 10.9%

Never 2 1.8% 0 .0% 0 .0% 2 1.0%

Subtotal 16 14.3% 6 7.8% 1 25.0% 23 11.9%

Did not respond 0 .0% 1 1.3% 0 0% 1 5%

Total 112| 100.0% 77| 100.0% 4| 100.0%| 193| 100.0%

Recovery House
Gender
Male Female Unknown Total

Count|Column %|Count Column %|Count [Column % |Count|Column %

How satisfied are you with the service you have received?|Very satisfied 9 37.5% 2 22.2% 0 .0% 11 33.3%
Mostly satisfied 15 62.5% 5 55.6% 0 .0% 20 60.6%

Subtotal 24| 100.0% 7 77.8% 0 .0% 31 93.9%

Dissatisfied 0 .0% 1 11.1% 0 .0% 1 3.0%

Very dissatisfied 0 .0% 1 11.1% 0 0% 1 3.0%

Subtotal 0 .0% 2 22.2% 0 .0% 2 6.1%

Did not respond 0 .0% 0 .0% 0 .0% 0 .0%

Total 24| 100.0% 9| 100.0% 0 .0% 33| 100.0%

Would you say our staff treated you with respect? All of the time 16 66.7% 5 55.6% 0 .0% 21 63.6%
Some of the time 8 33.3% 4 44.4% 0 .0% 12 36.4%

Subtotal 24| 100.0% 9| 100.0% 0 .0% 33| 100.0%

Little of the time 0 .0% 0 .0% 0 .0% 0 .0%

Never 0 .0% 0 .0% 0 .0% 0 .0%

Subtotal 0 .0% 0 .0% 0 .0% 0 .0%

Did not respond 0 .0% 0 .0% 0 0% 0 .0%

Total 24| 100.0% 9| 100.0% 0 .0% 33| 100.0%
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Outpatient/Intensive Outpatient

Gender
Male Female Unknown Total

Count|Column %|Count [Column %|Count [Column % |Count |Column %

How satisfied are you with the service you have received?|Very satisfied 335 40.1%| 227 51.1% 16 45.7%| 578 44.0%
Mostly satisfied 423 50.6%| 192 43.2% 18 51.4%| 633 48.1%

Subtotal 758 90.7%| 419 94.4% 34 97.1%| 1211 92.1%

Dissatisfied 43 5.1% 16 3.6% 0 .0% 59 4.5%

Very dissatisfied 28 3.3% 6 1.4% 1 2.9% 35 2.7%

Subtotal 71 8.5% 22 5.0% 1 2.9% 94 7.1%

Did not respond 7 8% 3 7% 0 0% 10 8%

Total 836| 100.0%| 444| 100.0% 35| 100.0%| 1315| 100.0%

Would you say our staff treated you with respect? All of the time 677 81.0%| 366 82.4% 24 68.6%| 1067 81.1%
Some of the time| 131 15.7% 66 14.9% 6 17.1%| 203 15.4%

Subtotal 808 96.7%| 432 97.3% 30 85.7%| 1270 96.6%

Little of the time 16 1.9% 7 1.6% 2 5.7% 25 1.9%

Never 9 1.1% 2 5% 2 5.7% 13 1.0%

Subtotal 25 3.0% 9 2.0% 4 11.4% 38 2.9%

Did not respond 3 4% 3 7% 1 2.9% 7 5%

Total 836 100.0%| 444| 100.0% 35| 100.0%| 1315 100.0%
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Table 15
Responses to Questions 1 and 3 of the DBHR Youth Patient Satisfaction Survey by Treatment Modality

and Ethnic/Racial Background

Residential Treatment

Ethnic/Racial Background
White Non-White Unknown Total

Count|Column %|Count|Column % |Count|Column % |Count {Column %

How satisfied are you with the service you have received?|Very satisfied 32 28.1% 23 20.7% 0 .0% 55 24.3%
Mostly satisfied 66 57.9% 72 64.9% 1| 100.0%| 139 61.5%

Subtotal 98 86.0% 95 85.6% 1| 100.0%| 194 85.8%

Dissatisfied 15 13.2% 14 12.6% 0 .0% 29 12.8%

Very dissatisfied 1 .9% 2 1.8% 0 .0% 3 1.3%

Subtotal 16 14.0% 16 14.4% 0 .0% 32 14.2%

Did not respond 0 .0% 0 .0% 0 0% 0 .0%

Total 114| 100.0%| 111 100.0% 1| 100.0%| 226| 100.0%

Would you say our staff treated you with respect? All of the time 44 38.6% 43 38.7% 1| 100.0% 88 38.9%
Some of the time 61 53.5% 53 47.7% 0 0%| 114 50.4%

Subtotal 105 92.1% 96 86.5% 1| 100.0%| 202 89.4%

Little of the time 9 7.9% 12 10.8% 0 .0% 21 9.3%

Never 0 .0% 2 1.8% 0 .0% 2 9%

Subtotal 9 7.9% 14 12.6% 0 .0% 23 10.2%

Did not respond 0 .0% 1 9% 0 .0% 1 4%

Total 114| 100.0%| 111| 100.0% 1| 100.0%| 226 100.0%

Outpatient/Intensive Outpatient
Ethnic/Racial Background
White Non-White Unknown Total

Count|Column %|Count |Column % |Count [Column % |Count|Column %

How satisfied are you with the service you have received?|Very satisfied 316 45.5%| 252 42.1% 10 43.5%| 578 44.0%
Mostly satisfied 319 46.0%| 302 50.5% 12 52.2%| 633 48.1%

Subtotal 635 91.5%| 554 92.6% 22 95.7%| 1211 92.1%

Dissatisfied 38 5.5% 21 3.5% 0 .0% 59 4.5%

Very dissatisfied 16 2.3% 19 3.2% 0 .0% 35 2.7%

Subtotal 54 7.8% 40 6.7% 0 .0% 94 7.1%

Did not respond 5 7% 4 7% 1 4.3% 10 8%

Total 694 100.0%| 598| 100.0% 23| 100.0%| 1315| 100.0%

Would you say our staff treated you with respect? All of the time 569 82.0%| 482 80.6% 16 69.6%| 1067 81.1%
Some of the time| 111 16.0% 89 14.9% 3 13.0%| 203 15.4%

Subtotal 680 98.0%| 571 95.5% 19 82.6%| 1270 96.6%

Little of the time 8 1.2% 16 2.7% 1 4.3% 25 1.9%

Never 6 .9% 7 1.2% 0 .0% 13 1.0%

Subtotal 14 2.0% 23 3.8% 1 4.3% 38 2.9%

Did not respond 0 .0% 4 7% 3 13.0% 7 5%

Total 694| 100.0%| 598| 100.0% 23| 100.0%| 1315 100.0%
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Table 16

Responses to Questions 1 and 3 of the DBHR Youth Patient Satisfaction by Treatment Modality
and Length of Stay in Treatment
Intensive Inpatient

Length of Stay in Treatment

7 days or less 8 - 14 days Over 14 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
How satisfied are you with the service you Very satisfied 10 31.2% 3 12.0% 27 23.3% 4 20.0% 44 22.8%
ived?
have received Mostly satisfied| 19| 59.4%| 20| 80.0%| 70| 60.3%| 10| 50.0%| 119 61.7%
Subtotal 29 90.6% 23 92.0% 97 83.6% 14 70.0%| 163 84.5%
Dissatisfied 2 6.2% 2 8.0% 18 15.5% 6 30.0% 28 14.5%
very 1l 31%| o 0% 1 9%| o 0% 2| 1.0%
dissatisfied
Subtotal 3 9.4% 2 8.0% 19 16.4% 6 30.0% 30 15.5%
rDégpr;‘:‘t | 0 0% 0 0% 0 0% o 0% o 0%
Total 32| 100.0% 25| 100.0%| 116/ 100.0% 20| 100.0%| 193| 100.0%
Would you say our staff treated you with All of the time 15 46.9% 11 44.0% 37 31.9% 4 20.0% 67 34.7%
respect?
f&";e of the 13| 40.6%| 12| 48.0%| 64| 552%| 13| 65.0%| 102| 52.8%
Subtotal 28 87.5% 23 92.0%| 101 87.1% 17 85.0%| 169 87.6%
tLi':'ee of the 3| 94w 2|  so0%| 14| 121%| 2| 100%| 21| 109%
Never 1 3.1% 0 0% 1 9% 0 .0% 2 1.0%
Subtotal 4 12.5% 2 8.0% 15 12.9% 2 10.0% 23 11.9%
?e'gpr;‘:]t 4 0 0%l o 0%l o 0% 1] s0%| 1 5%
Total 32| 100.0% 25 100.0%|( 116| 100.0% 20( 100.0%| 193| 100.0%
Recovery House
Length of Stay in Treatment
20 days or less 21 - 40 days Over 40 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
How satisfied are you with the service you Very satisfied 3 25.0% 0 .0% 8 53.3% 0 .0% 11 33.3%
ived?
have received Mostly satisfied 9| 75.0% 2| 100.0% 6| 40.0% 3| 75.0%| 20| 60.6%
Subtotal 12| 100.0% 2| 100.0% 14 93.3% 3 75.0% 31 93.9%
Dissatisfied 0 .0% 0 .0% 1 6.7% 0 .0% 1 3.0%
very 0 0% o0 0% o 0% 1| 250% 1] 3.0%
dissatisfied
Subtotal 0 .0% 0 .0% 1 6.7% 1 25.0% 2 6.1%
zgp':: P 0 0% o 0% o 0% o 0% o 0%
Total 12| 100.0% 2| 100.0% 15 100.0% 4| 100.0% 33| 100.0%
Would you say our staff treated you with All of the time 10 83.3% 0 .0% 9 60.0% 2 50.0% 21 63.6%
respect? Some of the
time 2 16.7% 2| 100.0% 6 40.0% 2 50.0% 12 36.4%
Subtotal 12| 100.0% 2| 100.0% 15( 100.0% 4| 100.0% 33| 100.0%
tLi':'ee of the 0 0% 0 0% 0 0% o 0% o 0%
Never 0 0% 0 0% 0 .0% 0 .0% 0 0%
Subtotal 0 .0% 0 .0% 0 0% 0 0% 0 0%
rDe'gpr;‘:]t 4 0 0%l o 0%l o 0%l o 0%l o 0%
Total 12| 100.0% 2| 100.0% 15( 100.0% 4| 100.0% 33| 100.0%
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Outpatient/Intensive Outpatient

Length of Stay in Treatment

30 days or less 31- 60 days Over 60 days Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
How satisfied are you with the service you Very satisfied 120 40.1% 64 37.2%| 273 49.1%| 121 42.0%| 578 44.0%
ived?
have received Mostly satisfied| 164| 54.8%| 92| 53.5%| 245| 44.1%| 132| 45.8%| 633 48.1%
Subtotal 284| 95.0%| 156| 90.7%| 518| 93.2%| 253| 87.8%| 1211| 92.1%
Dissatisfied 8 2.7%| 11 6.4%| 21 3.8%| 19 6.6%| 59 4.5%
Zi’s‘;tisﬁe § 6| 20%| 3|  17%| 13| 23%| 13| 4s%| 35| 2.7%
Subtotal 14 47%| 14 8.1%| 34 6.1%| 32| 11.1%| 94 7.1%
zgpr::‘t 4 1 3% 2| 12%| 4 7% 3| 1o0%| 10 8%
Total 299| 100.0%| 172| 100.0%| 556| 100.0%| 288| 100.0%| 1315| 100.0%
Would you say our staff treated you with All of the time 246 82.3%| 137 79.7%| 450 80.9%| 234 81.2%| 1067 81.1%
respect?
flc;:ze of the 48| 161%| 27| 157%| 92| 165%| 36| 12.5%| 203| 15.4%
Subtotal 294| 98.3%| 164| 95.3%| 542| 97.5%| 270| 93.8%| 1270| 96.6%
tLi':': of the 4l 13%| 5| 29% 8 14w 8 28%| 25| 1.9%
Never 1 3% 1 6% 4 7% 7 2.4%| 13 1.0%
Subtotal 5 1.7% 6 3.5%| 12 22%| 15 52%| 38 2.9%
?e'gpr;‘:]t 4 0 0% 2| 2% 2 4% 3| 10w 7 5%
Total 299| 100.0%| 172| 100.0%| 556| 100.0%| 288| 100.0%| 1315| 100.0%
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Table 17

Responses to Questions 1 and 3 of the DBHR Youth Patient Satisfaction Survey by Treatment Modality and Funding
Residential Treatment

Source of Funding

Private Public Other Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
How satisfied are you with the service you Very satisfied 14 25.0% 28 23.9% 6 22.2% 7 26.9% 55 24.3%
ived?
have received Mostly satisfied| 35| 62.5%| 73| 62.4%| 15| 55.6%| 16| 61.5%| 139 61.5%
Subtotal 49| 87.5%| 101 86.3%| 21| 77.8%| 23| 885%| 194 85.8%
Dissatisfied 5 8.9%| 15| 12.8% 6| 22.2% 3| 11.5%| 29| 12.8%
Very 0y 10, 10, 10, 0,
dissatisfied 2 3.6% 1 9% 0 0% 0 0% 3 1.3%
Subtotal 7| 125%| 16| 13.7% 6| 22.2% 3| 115%| 32| 14.2%
?e'gpr;‘:]t 4 0 0% o 0% o 0% o 0% o 0%
Total 56| 100.0%| 117| 100.0%| 27| 100.0%| 26| 100.0%| 226| 100.0%
Would you say our staff treated you with All of the time 26 46.4% 43 36.8% 13 48.1% 6 23.1% 88 38.9%
respect?
f.(:;e of the 26| 46.4%| 61| 521%| 10| 37.0%| 17| 65.4%| 114| 50.4%
Subtotal 52| 92.9%| 104| 88.9%| 23| 852%| 23| 88.5%| 202| 89.4%
tLi'rt;': of the 2| 36%| 12| 103%| 4| 148%| 3| 115%| 21| 93%
Never 1 1.8% 1 9% 0 0% 0 0% 2 9%
Subtotal 3 54%| 13| 11.1% 4| 14.8% 3| 115%| 23| 102%
?;gp’;‘:}t p 1| 18%| o 0% o 0% o 0% 1 4%
Total 56| 100.0%| 117| 100.0%| 27| 100.0%| 26| 100.0%| 226/ 100.0%
Outpatient/Intensive Outpatient
Source of Funding
Private Public Other Unknown Total
Column Column Column Column Column
Count % Count % Count % Count % Count %
How satisfied are you with the service you Very satisfied 129 48.1%| 243 43.3% 99 43.0%| 107 41.8%| 578 44.0%
ived?
have received? Mostly satisfied| 127| 47.4%| 280| 49.9%| 102| 44.3%| 124| 48.4%| 33| 48.1%
Subtotal 256| 95.5%| 523| 93.2%| 201| 87.4%| 231| 90.2%| 1211| 92.1%
Dissatisfied 7 2.6%| 23|  a41%| 19| 83%| 10 3.9%| 59|  45%
Very 5| 19% 9 16%| 9| 3.9% 12| 47%| 35| 27%
dissatisfied
Subtotal 12| 45%| 32 5.7%| 28| 122%| 22 8.6%| 94 7.1%
rDe'gpr;‘:]t 4 0 0% | 11w 1 4% 3| 12%| 10 8%
Total 268| 100.0%| 561| 100.0%| 230 100.0%| 256 100.0%| 1315| 100.0%
Would you say our staff treated you with All of the time 232 86.6%| 467 83.2%| 177 77.0%| 191 74.6%| 1067 81.1%
respect?
fl'r’:;e of the 32| 11.9%| 81| 14.4%| 43| 187%| 47| 184%| 203| 15.4%
Subtotal 264| 98.5%| 548 97.7%| 220 95.7%| 238| 93.0%| 1270| 96.6%
tLi':': of the 4 15%| 8|  14%| 4] 17%| 9| 35%| 25| 1.9%
Never 0 0% 2 4% 4 1.7% 7 2.7%| 13 1.0%
Subtotal 4 1.5%| 10 1.8% 8 35%| 16 6.2%| 38 2.9%
?;gp’;‘:}t p 0 0% 3 5% 2 9%| 2 8% 7 5%
Total 268| 100.0%| 561| 100.0%| 230 100.0%| 256| 100.0%| 1315| 100.0%
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Table 18a
Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey by Year of Survey in Residential Treatment
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column

Count % Count % Count % Count % Count % Count %

How satisfied are you with the Very satisfied 58| 27.9% 36| 17.1% 78| 28.9% 64| 26.9% 55| 24.3%| 291| 25.3%

service you have received?

S'\ggz:z § 130| 62.5%| 136 64.8%| 164| 60.7%| 131| 55.0%| 139| 61.5%| 700| 60.8%
Subtotal 188| 90.4%| 172| 81.9%| 242| 89.6%| 195 81.9%| 194| 85.8%| 991 86.0%
Dissatisfied 15| 7.2%| 25| 11.9%| 20| 7.4%| 35| 147%| 29| 12.8%| 124] 10.8%
Very 10/ 0y 0 0, 0, 0,
e 2| 10%| 13| e2%| 7| 26%| 7| 29% 3| 13%| 32| 2.8%
Subtotal 17| 82%| 38| 181%| 27| 100%| 42| 17.6%| 32| 14.2%| 156] 13.5%
rDeI(sjpr:)ont | 3| 14%| o 0% 1] 4%l 1 4% o 0% s 4%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152| 100.0%

How satisfied are you with the Very satisfied 52| 25.0% 46 21.9% 65| 24.1% 57| 23.9% 56| 24.8%| 276 24.0%

comfort and appearance of this

facility? S'\gf;:‘é § 124| 59.6%| 110| 52.4%| 158| 58.5%| 129| 54.2%| 140| 61.9%| 661 57.4%
Subtotal 176| 84.6%| 156| 74.3%| 223| 82.6%| 186 78.2%| 196| 86.7%| 937| 81.3%
Dissatisfied 30| 14.4%| 43| 205%| 36| 133%| 43| 181%| 22| 9.7%| 174| 15.1%
Very
o ol 0% 10| 48% 11| 41%| 8| 34%| 8| 35% 37| 32%
Subtotal 30| 14.4%| 53| 252%| 47| 17.4%| 51| 21.4%| 30| 133%| 211] 183%
rD;gpr:;t p 2| 10%| 1 5% 0 0% 1 4% o 0% 4 3%
Total 208 100.0%| 210 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152| 100.0%

Would you say our staff treated | All of the 90| 433%| 74| 352%| 107| 39.6%| 77| 32.4%| 88| 38.9%| 436| 37.8%

you with respect? time
Z‘:n”;e ofthe | 105| a0.0%| 114| s543%| 131| a85%| 116| 487%| 114| s04%| 577 s0.1%
Subtotal 192| 92.3%| 188 89.5%| 238| 88.1%| 193] 81.1%| 202| 89.4%| 1013| 87.9%
:I':T:Le of the 13| 6.2%| 16| 7.6%| 27| 100%| 39| 16.4%| 21| 9.3%| 116 10.1%
Never 1 %] 2| 10%| 4| 15%| 4] 17%| 2| 9% 13| 1.1%
Subtotal 14|  6.7%| 18| 86%| 31| 11.5%| 43| 18.1%| 23| 10.2%| 129 11.2%
rD;gpr:;t p 2| 10%| 4] 19% 1 4% 2 8% 1 4% 10 9%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152| 100.0%

How safe do you feel in this Very safe 126| 60.6%| 104 49.5%| 151| 55.9%| 132| 55.5%| 131| 58.0%| 644| 55.9%

program? h
::f”;ew at 74| 35.6%| 83| 39.5%| 105| 38.9%| 72| 303%| 83| 367%| 417| 36.2%
Subtotal 200 96.2%| 187| 89.0%| 256| 94.8%| 204| 85.7%| 214| 94.7%| 1061| 92.1%
Not very safe 5| 24%| 17| 81| 10| 37%| 11| 4ae%| 8 35%| 51| 44%
:‘l’t safe at 3| 14%| 6| 29% 3| 11%| s| 21%| 3| 13%| 20 17%
Subtotal 8| 3.8%| 23| 11.0%| 13| 48%| 16| 67%| 11| 49%| 71| 62%
E;Spr;?‘td ol o%| o 0%l 1| 4% 18| 7e%| 1| 4% 20 17%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152| 100.0%
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How helpful are the group Very helpful 83| 39.9% 73| 34.8%| 116| 43.0% 84| 35.3%| 76 33.6% 432| 37.5%
sessions?
izlr;:l“hat 99| 47.6%| 106 50.5%| 129| 47.8%| 116 48.7%| 116| 51.3%| 66| 49.1%
Subtotal 182| 87.5%| 179| 85.2%| 245| 90.7%| 200| 84.0%| 192| 85.0%| 998| 86.6%
Not helpful 20| 96%| 22| 105%| 21| 7.8%| 30| 12.6%| 29| 12.8%| 122| 10.6%
xsgs:th'"gs 2| 1.0% 4| 19%| 3| 11% 6| 25% 2 9%| 17| 1.5%
Subtotal 22| 106%| 26| 124%| 24| 89%| 36| 15.1%| 31| 13.7%| 139| 12.1%
?;Se?:et 2| 1.0% 4 19%| o .0% 1| 4%l 1 4% 8l 7%
?;Sp';?\td 2| 1.0% 1| %l 1 4% 1| 4%l 2 9% 7| 6%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152|100.0%
How helpful is the individual Very helpful 104| 50.0% 101| 48.1%| 138| 51.1% 122| 51.3%| 109 48.2% 574| 49.8%
counseling?
flzr;:l“hat 73| 35.1%| 85| 40.5%| 88| 32.6%| 78| 32.8%| 91| 40.3%| 415| 36.0%
Subtotal 177| 85.1%| 186| 88.6%| 226| 83.7%| 200| 84.0%| 200 88.5%| 989| 85.9%
Not helpful 9| 43% 8| 38%| 20 7.4%| 10| 42% 13 5.8% 60| 5.2%
xsi’zth'"gs 1 5% 4 19%| 1 4% 8| 34% 3 13%| 17| 1.5%
Subtotal 10| a8%| 12| s57%| 21| 7.8%| 18] 7.6%| 16| 7.1%| 77| 67%
?;cjer::: 18| 87%| 11| 52%| 23| 85%| 19| 80%| 10 44%| 81| 7.0%
rD;SpI;?'ltd 3| 14% 1| 5% o 0% 1| 4%l o 0% 5| 4%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152|100.0%
If you were to seek help again, | ves, 65| 31.2%| 55| 26.2%| 88| 32.6%| 81| 34.0%| 60| 26.5%| 349| 30.3%
would you come back to this definitely
program?
l(:cs;i)ably 96| 46.2%| 77| 36.7%| 108| 40.0%| 83| 34.9%| 100| 44.2%| 464| 40.3%
Subtotal 161 77.4%| 132| 62.9%| 196| 72.6%| 164| 68.9%| 160 70.8%| 813| 70.6%
:;’t probably| o, 106%| 46| 21.9%| 51| 18.9%| 48| 202%| 38| 16.8%| 205| 17.8%
No,
definitely 22| 106%| 30| 143%| 21| 7.8%| 23| 9.7%| 26| 11.5%| 122 10.6%
not
Subtotal 44| 212%| 76| 36.2%| 72| 26.7%| 71| 20.8%| 64| 283%| 327| 28.4%
?;Spr;‘:]td 3| 1.4% 2| 1o0%| 2 7% 3 13% 2 9% 12| 1.0%
Total 208| 100.0%| 210| 100.0%| 270| 100.0%| 238| 100.0%| 226| 100.0%| 1152|100.0%
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Table 18b
Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey by Year of Survey in Outpatient Treatment
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
How satisfied are you with the Very satisfied | 505 40.2%| 502| 39.5%| 517 41.2%| 515| 45.1%| 578 44.0%| 2617| 42.0%
service you have received? Mostly
et 647| 51.5%| 653| 51.3%| 636| 50.7%| 534| 46.8%| 633| 48.1%| 3103| 49.7%
Subtotal 1152| 91.7%| 1155 90.8%| 1153| 91.9%| 1049| 91.9%| 1211| 92.1%| 5720 91.7%
Dissatisfied 63| s5.0% 79| 62%| 65| s52%| 69 0% 59| 45%| 335] 5.4%
v
dii?;tisﬁe g 32| 25%| 33| 26%| 32| 26%| 20 1.8% 35 27%| 152| 2.4%
Subtotal os| 7.6%| 112 88%| 97| 7.7%| 89| 7.8%| 94| 7.1%| 487] 7.8%
E;Spr;itd ol  7%| 5| a%| 4] 3% 3 3% 10| 8% 31 5%
Total 1256| 100.0%| 1272| 100.0%| 1254| 100.0%| 1141| 100.0%| 1315| 100.0%| 6238| 100.0%
How satisfied are you with the Very satisfied | 573| 45.6%| 556| 43.7%| 582 46.4%| 547| A47.9%| 636| 48.4%| 2894| 46.4%
comfort and appearance of this Mostly
facility? atefind 600| 47.8%| 617| 485%| 586| 46.7%| 503| 44.1%| 597| 45.4%| 2903| 46.5%
Subtotal 1173| 93.4%| 1173| 92.2%| 1168| 93.1%| 1050| 92.0%| 1233| 93.8%| 5797| 92.9%
Dissatisfied ss|  aa%| e8| 53%| 53| a2%| es| s57%| s3] 40%| 204] 47%
v
diesrs‘;tisﬁed 21| 17%| 25| 20%| 29| 23%| 21| 18%| 21| 16%| 117] 1.9%
Subtotal 76| e1%| 93| 73%| 82| es5%| 86| 7.5%| 74| s6%| 411] 6.6%
o
r;gpr:;td 7| % 6| 5% 4] 3% s 4% 8| 6% 30 5%
Total 1256| 100.0%| 1272| 100.0%| 1254| 100.0%| 1141| 100.0%| 1315| 100.0%| 6238| 100.0%
Woul ff All of th
ould you say our staff treated |All of the 985| 78.4%| 1016| 79.9%| 1000| 79.7%| 953| 83.5%| 1067| 81.1%| 5021| 80.5%
you with respect? time
S f th
ti‘:n”;eo © | 230| 183%| 218| 17.1%| 213| 17.0%| 151 13.2%| 203| 15.4%| 1015 16.3%
Subtotal 1215 96.7%| 1234| 97.0%| 1213| 96.7%| 1104| 96.8%| 1270| 96.6%| 6036| 96.8%
Little of th
ﬁ'meeo € 19|  1.5%| 23| 1.8%| 18] 14%| 24| 2.1%| 25| 1.9%| 109] 1.7%
Never 12| 1.0%| 14| 11%| 18] 14%| 8 7%| 13| 1.0%| 65| 1.0%
Subtotal 31| 25%| 37| 29%| 36| 29%| 32| 28%| 38 29%| 174] 2.8%
o
r;gpr:;td 10 8% 1] 1% s 4% 5 4% 7| 5% 28] 4%
Total 1256| 100.0%| 1272| 100.0%| 1254| 100.0%| 1141| 100.0%| 1315| 100.0%| 6238| 100.0%
How safe do you feel in this Very safe 874 69.6%| 857| 67.4%| 857| 68.3%| 820| 71.9%| 929 70.6%| 4337| 69.5%
program? S h
o 3 | 314 25.0%| 333 262%| 338 27.0%| 278| 24.4%| 316 24.0%| 1579 253%
Subtotal 1188| 94.6%| 1190| 93.6%| 1195 95.3%| 1098| 96.2%| 1245| 94.7%| 5916| 94.8%
Notverysafe | 34| 2.7%| 32| 2.5%| 28] 2.2%| 18] 1.6%| 30| 2.3%| 142] 2.3%
glftsafeat 21| 17%| 20| 16%| 22| 18%| 19| 17%| 17| 13%| 99| 1.6%
Subtotal ss|  aa%| 52| aaw| so|  ao0%| 37| 32%| 47| 36%| 241| 3.9%
E;szztd 13 10%| 30| 24%| o 7% e 5% 23] 17% 81| 13%
Total 1256| 100.0%| 1272| 100.0%| 1254| 100.0%| 1141| 100.0%| 1315| 100.0%| 6238| 100.0%
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How helpful are the group Very helpful 479| 38.1%| 444| 34.9%| 468| 37.3%| 432| 37.9%| 498| 37.9%|2321| 37.2%
sessions? Somewhat helpful 572| 45.5%| 615| 48.3%| 590| 47.0%| 521| 45.7%| 600| 45.6%|2898| 46.5%
Subtotal 1051| 83.7%|1059| 83.3%|1058| 84.4%| 953| 83.5%|1098| 83.5%|5219| 83.7%
Not helpful 110| 8.8%| 118| 9.3%| 109| 8.7%| 101| 8.9%| 115| 8.7%| 553| 8.9%
Made things worse 17| 1.4%| 23| 1.8%| 10| .8%| 15| 1.3%| 20| 1.5%| 85| 1.4%
Subtotal 127| 10.1%| 141| 11.1%| 119| 9.5%| 116| 10.2%| 135| 10.3%| 638| 10.2%
Did not receive 61| 4.9%| 61| 4.8%| 64| 51%| 61| 53%| 67| 5.1%| 314 5.0%
Did not respond 17| 1.4%| 11| 9%| 13| 10%| 11| 1.0%| 15| 1.1%| 67| 1.1%
Total 1256(100.0%|1272|100.0% | 1254|100.0% | 1141|100.0% | 1315|100.0%| 6238 |100.0%
How helpful is the individual Very helpful 521| 41.5%| 527| 41.4%| 511| 40.7%| 528| 46.3%| 594| 45.2%|2681| 43.0%
counseling? Somewhat helpful 497| 39.6%| 463| 36.4%| 459| 36.6%| 387| 33.9%| 469| 35.7%|2275| 36.5%
Subtotal 1018| 81.1%| 990| 77.8%| 970| 77.4%| 915| 80.2%|1063| 80.8%|4956| 79.4%
Not helpful 88| 7.0%| 96| 7.5%| 83| 6.6%| 78| 6.8%| 86| 6.5%| 431| 6.9%
Made things worse 13| 1.0%| 20| 1.6%| 11 9%| 13| 1.1%| 14| 1.1%| 71| 1.1%
Subtotal 101| 8.0%| 116| 9.1%| 94| 7.5%| 91| 8.0%| 100| 7.6%| 502| 8.0%
Did not receive 113| 9.0%| 154| 12.1%| 177| 14.1%| 123| 10.8%| 135| 10.3%| 702| 11.3%
Did not respond 24| 1.9%| 12| 9%| 13| 1.0%| 12| 1.a%| 17| 13%| 78| 1.3%
Total 1256(100.0%|1272|100.0% | 1254|100.0% | 1141|100.0% | 1315|100.0%| 6238 100.0%
If you were to seek help again, Yes, definitely 514| 40.9%| 502| 39.5%| 522| 41.6%| 513| 45.0%| 562| 42.7%|2613| 41.9%
W°“'dy°7uc°meb“kt°this Yes, probably 504| 40.1%| 541| 42.5%| 521| 41.5%| 442| 38.7%| 535| 40.7%|2543| 40.8%
program Subtotal 1018| 81.1%|1043| 82.0%|1043| 83.2%| 955| 83.7%|1097| 83.4%|5156| 82.7%
No, probably not 144| 11.5%| 134 10.5%| 129| 10.3%| 129| 11.3%| 130| 9.9%| 666| 10.7%
No, definitely not 78| 62%| 79| 6.2%| 67| 53%| 50| 4.4%| 69| 5.2%| 343 s5.5%
Subtotal 222| 17.7%| 213| 16.7%| 196| 15.6%| 179| 15.7%| 199| 15.1%|1009| 16.2%
Did not respond 16| 1.3%| 16| 1.3%| 15| 1.2%| 7| .6%| 19| 1.4%| 73| 1.2%
Total 1256(100.0%|1272|100.0% | 1254|100.0% | 1141|100.0% | 1315|100.0%| 6238 |100.0%
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Table 19
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Treatment Modality, March 23-27, 2009

Treatment Modality

Long-term
Recovery House Residential OP/IOP Total
Column Column Column
Count % Count | Column % |Count % Count %
In an overall, general sense, how satisfied are you with the | Very satisfied 9 21.4% 36 10.3%| 576 46.1%| 621 37.8%
service you have received? Mostly satisfied | 22| 52.4%| 218 62.3%| 599 47.9%| 839 s51.1%
Subtotal 31 73.8% 254 72.6%| 1175 94.0%| 1460 88.9%
Dissatisfied 4 9.5% 73 20.9% 42 3.4%| 119 7.2%
Very dissatisfied 3 7.1% 22 6.3% 25 2.0% 50 3.0%
Subtotal 7 16.7% 95 27.1% 67 5.4%| 169 10.3%
Did not respond 4 9.5% 1 3% 8 6% 13 8%
Total 42| 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
In general, how satisfied are you with the comfort and Very satisfied 8 19.0% 19 5.4%| 358 28.6%| 385 23.4%
appearance of this facility? Mostly satisfied | 26| 61.9%| 208  59.4%| 693| 55.4%| 927| 56.5%
Subtotal 34 81.0% 227 64.9%| 1051 84.1%| 1312 79.9%
Dissatisfied 7 16.7% 92 26.3%| 144 11.5%| 243 14.8%
Very dissatisfied .0% 30 8.6% 46 3.7% 76 4.6%
Subtotal 7 16.7% 122 34.9%| 190 15.2%| 319 19.4%
Did not respond 1 2.4% 1 3% 9 7% 11 7%
Total 42| 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
Would you say our staff treated you with respect? All of the time 23 54.8% 127 36.3%| 956 76.5%| 1106 67.4%
fii]";e of the 15| 357%| 175|  50.0%| 253| 20.2%| 443| 27.0%
Subtotal 38| 90.5%| 302 86.3%| 1209| 96.7%| 1549| 94.3%
tLI'rtT:': of the 3| 7a%| 42| 120%| 26| 21%| 71| 43%
Never 0 .0% 4 1.1% 9 7% 13 8%
Subtotal 3 7.1% 46 13.1% 35 2.8% 84 5.1%
Did not respond 1 2.4% 2 6% 6 5% 9 5%
Total 42| 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
How do you rate the helpfulness of the group sessions? Very helpful 10 23.8% 106 30.3%| 736 58.9%| 852 51.9%
f}:gm’hat 21| 500%| 202|  57.7%| 444| 355%| 667| 40.6%
Subtotal 31 73.8% 308 88.0%| 1180 94.4%| 1519 92.5%
Not helpful 9 21.4% 29 8.3% 47 3.8% 85 5.2%
xsizthi”gs 0 0% 8 23%| 7 6% 15 9%
Subtotal 9 21.4% 37 10.6% 54 4.3%| 100 6.1%
Did not receive 1 2.4% 3 9% 10 8% 14 9%
Did not respond 1 2.4% 2 6% 6 5% 9 5%
Total 42| 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
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How do you rate the helpfulness of the individual Very helpful 16 38.1%| 138 39.4%| 739| 59.1%| 893| 54.4%
counseling? Somewhat helpful 13| 31.0%| 139] 39.7%| 332| 26.6%| 484| 29.5%
Subtotal 29 69.0%| 277 79.1%|1071| 85.7%(1377| 83.9%
Not helpful 3 7.1%| 42 12.0%| 44| 3.5%| 89| 5.4%
Made things worse 0 .0%| 10 2.9% 4 3% 14 9%
Subtotal 3 7.1%| 52 14.9%| 48| 3.8%| 103| 6.3%
Did not receive 8 19.0%| 19 5.4%| 110/ 8.8%| 137 8.3%
Did not respond 2 4.8% 2 6%| 21| 1.7%| 25| 1.5%
Total 42| 100.0%| 350 100.0%(1250|100.0%|1642|100.0%
If you were to seek help again, would you come back to this |Yes, definitely 8| 19.0%| 24 6.9%| 461| 36.9%| 493| 30.0%
program? Yes, probably 18| 42.9%| 84| 24.0%| 462| 37.0%| 564| 34.3%
Subtotal 26| 61.9%| 108 30.9%| 923| 73.8%(1057| 64.4%
No, probably not 7| 16.7%| 105 30.0%| 190| 15.2%| 302| 18.4%
No, definitely not 8| 19.0%| 130 37.1%| 116| 9.3%| 254| 15.5%
Subtotal 15| 35.7%| 235 67.1%| 306| 24.5%| 556| 33.9%
Did not respond 1 2.4% 7 2.0%| 21| 1.7%| 29| 1.8%
Total 42| 100.0%| 350 100.0%|1250{100.0%| 1642 (100.0%
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Table 20
Responses to Questions 7-12a of the DBHR Adult Patient Satisfaction Survey by Treatment Modality, March 23-27, 2009

Treatment Modality

Long-term
Recovery House Residential OP/IOP Total
Column Column Column
Count % Count | Column % [Count % Count %
Did you need legal services? Yes 16 38.1% 105 30.0%| 214 17.1%| 335 20.4%
No 26| 61.9%| 244 69.7%| 1026 82.1%| 1296 78.9%
zgp'::‘t . 0 0% 1 3% 10 8% 11 7%
Total 42| 100.0%| 350| 100.0%| 1250| 100.0%| 1642| 100.0%
If yes, how helpful were we in assisting you to identify and |Very helpful 1 6.2% 5 4.8% 63 29.4% 69 20.6%
find legal services?
ffe’:gf::’hat 2| 125%| 30 28.6%| 63| 29.4%| 95| 284%
Subtotal 3| 188%| 35 333%| 126 58.9%| 164| 49.0%
E;;‘f'slw 9| s56.2%| 29 27.6%| 33| 15.4%| 71| 21.2%
’:Ift helpful at 4 250% 4 39.0%| 47| 220%| 92| 27.5%
Subtotal 13| s812%| 70 66.7%| 80| 37.4%| 163 48.7%
zgp':: . 0 0% 0 o%| 8] 37%| 8] 24%
Total 16| 100.0%| 105| 100.0%| 214| 100.0%| 335 100.0%
Did you need medical services? Yes 27 64.3% 234 66.9%| 299 23.9%| 560 34.1%
No 15| 35.7%| 114 32.6%| 935| 74.8%| 1064| 64.8%
rDe'gpr;‘:]t 4 0 0% 2 6%| 16| 1.3%| 18] 1.1%
Total 42| 100.0%| 350| 100.0%| 1250| 100.0%| 1642| 100.0%
If yes, how helpful were we in assisting you to identify and  |Very helpful 6 22.2% 46 19.7% 87 29.1%| 139 24.8%
find medical services?
igr;fln’hat 13| 481%| 79 33.8%| 83| 27.8%| 175| 31.2%
Subtotal 19| 704%| 125 53.4%| 170| 56.9%| 314| 56.1%
:;;‘f’jlry 6| 222%| 50 21.4%| 58| 19.4%| 114] 20.4%
:ft helpful at 2| 7.4%| 54 23.1%| s6| 18.7%| 112| 20.0%
Subtotal 8| 20.6%| 104 44.4%| 114 38.1%| 226 40.4%
rDe'gpr;‘:]t 4 0 0% 5 21%| 15| 50%| 20|  3.6%
Total 27| 100.0%| 234| 100.0%| 299| 100.0%| 560| 100.0%
Did you need family services? Yes 12 28.6% 154 44.0%| 164 13.1%| 330 20.1%
No 30| 714%| 191 54.6%| 1070| 85.6%| 1291 78.6%
?;gp’;‘:}t p 0 0% 5 14%| 16| 13%| 21| 1.3%
Total 42| 100.0%| 350 100.0%| 1250| 100.0%| 1642| 100.0%
If yes, how helpful were we in assisting you to identify and |Very helpful 2 16.7% 53 34.4% 49 29.9%| 104 31.5%
find family services?
E:I";Z’rhat 4| 333%| 48 312%| 40| 24.4%| 92| 27.9%
Subtotal 6| s00%| 101 65.6%| 89| 54.3%| 196 59.4%
:;tp‘fljy 3| 2s.0%| 25 16.2%| 30| 18.3%| 58| 17.6%
:‘:t helpful at 3| 2s.0%| 25 16.2%| 37| 22.6%| 65| 19.7%
Subtotal 6| 50.0%| 50 325%| 67| 40.9%| 123] 37.3%
?;gpr;‘:]t ; 0 0% 3 19%| 8| 49%| 11| 3.3%
Total 12| 100.0%| 154| 100.0%| 164| 100.0%| 330| 100.0%
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Did you need mental health services? Yes 21 50.0% 126 36.0% 249 19.9% 396 24.1%
No 21 50.0%| 218 62.3%| 991| 79.3%| 1230| 74.9%
Did not respond 0 .0% 6 1.7% 10 8% 16 1.0%
Total 42 100.0% 350 100.0%| 1250| 100.0%| 1642( 100.0%
If yes, how helpful were we in assisting you to identify and | Very helpful 7 33.3% 42 33.3% 89| 35.7% 138| 34.8%
find mental health services?
Somewhat 11| 524%| 34 27.0%| 62| 249%| 107| 27.0%
helpful
Subtotal 18 85.7% 76 60.3% 151 60.6% 245 61.9%
Not very helpful 1 4.8% 26 20.6% 40 16.1% 67 16.9%
:‘l’t helpful at 2| 9s%| 23 18.3%| 42| 16.9%| 67| 16.9%
Subtotal 3 14.3% 49 38.9% 82| 32.9% 134 33.8%
Did not respond 0 .0% 1 8% 16 6.4% 17 4.3%
Total 21| 100.0%| 126 100.0%| 249| 100.0%| 396| 100.0%
Did you need educational or vocational services? Yes 16 38.1% 216 61.7% 276 22.1% 508 30.9%
No 26 61.9% 131 37.4% 962| 77.0%| 1119 68.1%
Did not respond 0 .0% 3 .9% 12 1.0% 15 .9%
Total 42 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
If yes, how helpful were we in assisting you to identify and  |Very helpful 4 25.0% 73 33.8% 89| 32.2%| 166 32.7%

find educational or vocational services?

Somewhat 5| 312%| 73 33.8%| 77| 27.9%| 155 30.5%
helpful

Subtotal 9| s6.2%| 146 67.6%| 166| 60.1%| 321 63.2%
Not very helpful 4 25.0% 20 9.3% 37| 13.4% 61| 12.0%

Not helpful at

all 3 18.8% 44 20.4% 52| 18.8% 99| 19.5%

Subtotal 7 43.8% 64 29.6% 89| 32.2% 160( 31.5%
Did not respond 0 .0% 6 2.8% 21 7.6% 27 5.3%
Total 16| 100.0% 216 100.0% 276( 100.0% 508( 100.0%
Did you need employment services? Yes 28 66.7% 218 62.3% 338 27.0% 584 35.6%
No 14 33.3%| 128 36.6%| 898 71.8%| 1040 63.3%
Did not respond 0 .0% 4 1.1% 14 1.1% 18 1.1%
Total 42| 100.0% 350 100.0%| 1250| 100.0%| 1642| 100.0%
If yes, how helpful were we in assisting you to identify and | Very helpful 7 25.0% 56 25.7% 87| 25.7% 150| 25.7%
) e
find employment senvices? f\‘;:;f:}’hat 7| 25.0%| 60|  275%| 86| 25.4%| 153| 26.2%
Subtotal 14 50.0% 116 53.2% 173 51.2% 303 51.9%
Not very helpful 6 21.4% 45 20.6% 59| 17.5% 110 18.8%

Not helpful at

all 8 28.6% 53 24.3% 75 22.2%| 136 23.3%

Subtotal 14 50.0% 98 45.0%| 134| 39.6%| 246| 42.1%
Did not respond 0 .0% 4 1.8% 31 9.2% 35 6.0%
Total 28| 100.0%| 218 100.0%| 338| 100.0%| 584| 100.0%
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Table 21
Characteristics of DOC Patients by Treatment Modality, March 23-27, 2009

Treatment Modality

Recovery House |Long-term Residential OP/IOP Total

Count|Column %| Count | Column % [Count|Column % |Count|Column %

Age 20 and younger 0 .0% 7 2.0% 37 3.0% 44 2.7%
21-25 3 7.1% 43 12.3%| 193 15.4%| 239 14.6%

26-30 7 16.7% 70 20.0%| 226 18.1%| 303 18.5%

31-35 3 7.1% 47 13.4%| 187 15.0%| 237 14.4%

36-40 12 28.6% 57 16.3%| 191 15.3%| 260 15.8%

41-45 4 9.5% 56 16.0%| 154 12.3%| 214 13.0%

46 - 50 4 9.5% 35 10.0%| 125 10.0%| 164 10.0%

51-55 4 9.5% 15 4.3% 55 4.4% 74 4.5%

Over 55 2 4.8% 11 3.1% 36 2.9% 49 3.0%

Unknown 3 7.1% 9 2.6%| 46 3.7% 58 3.5%

Total 42| 100.0% 350 100.0%| 1250 100.0%| 1642| 100.0%

Gender Male 24 57.1% 283 80.9%| 940 75.2%| 1247 75.9%
Female 17 40.5% 67 19.1%| 263 21.0%| 347 21.1%

Unknown 1 2.4% 0 0%| 47 3.8% 48 2.9%

Total 42| 100.0% 350 100.0%| 1250 100.0%| 1642 100.0%

Ethnic/Racial Background |White/European American 24 57.1% 237 67.7%| 782 62.6%( 1043 63.5%
Black/African American 6 14.3% 34 9.7%| 160 12.8%| 200 12.2%

Asian/Pacific Islander 0 .0% 9 2.6% 34 2.7% 43 2.6%

Native American/Eskimo/Aleut 3 7.1% 18 5.1% 55 4.4% 76 4.6%

Hispanic 4 9.5% 10 2.9% 76 6.1% 90 5.5%

Multiracial 5 11.9% 25 7.1% 53 4.2% 83 5.1%

Other 0 .0% 14 4.0% 36 2.9% 50 3.0%

Unknown 0 .0% 3 9% 54 4.3% 57 3.5%

Total 42| 100.0% 350 100.0%| 1250 100.0%| 1642 100.0%

Length of Stay in Treatment|15 days or less 12 28.6% 225 64.3%| 274 21.9%| 511 31.1%
16 - 30 days 2 4.8% 15 43%| 174 13.9%| 191 11.6%

31-45 days 8 19.0% 9 2.6%| 146 11.7%| 163 9.9%

46 - 60 days 11 26.2% 9 2.6%| 133 10.6%| 153 9.3%

61-75 days 2 4.8% 15 43%| 108 8.6%| 125 7.6%

76 - 90 days 1 2.4% 6 1.7% 73 5.8% 80 4.9%

Over 90 days 1 2.4% 39 11.1%| 164 13.1%| 204 12.4%

Unknown 5 11.9% 32 9.1%| 178 14.2%| 215 13.1%

Total 42| 100.0% 350 100.0%| 1250 100.0%| 1642| 100.0%

Source of Funding Private 2 4.8% 7 2.0% 37 3.0% 46 2.8%
Public 30 71.4% 291 83.1%| 951 76.1%| 1272 77.5%

Unknown 10 23.8% 52 14.9%| 262 21.0%| 324 19.7%

Total 42| 100.0% 350 100.0%| 1250 100.0%| 1642 100.0%
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Table 22a
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey in Long-term Residential
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %

In an overall, general sense, how Very satisfied 58| 27.4% 51| 23.1% 49| 16.3% 58( 15.4% 36| 10.3%| 252 17.3%

satisfied are you with the service Mostly

you have received? catefind 118| 55.7%| 142| 64.3%| 186 61.8%| 209| 55.6%| 218 62.3%| 873| 59.8%
Subtotal 176| 83.0%| 193| 87.3%| 235| 78.1%| 267| 71.0%| 254| 72.6%| 1125| 77.1%
Dissatisfied 30| 14.2%| 23| 104%| 53| 17.6%| 78| 207%| 73| 209%| 257| 17.6%
Z;‘;tisﬁe s 5| 24%| 5| 23%| 13| 43%| 29| 7.7%| 22| 63%| 74| s5.1%
Subtotal 35| 16.5%| 28| 12.7%| 66| 21.9%| 107| 285%| 95| 27.1%| 331 22.7%
rDeI(sjpr:)ont | 1| 5% o 0% o .0% 2| 5% 1] 3% 4 3%
Total 212| 100.0%| 221| 100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460| 100.0%

In general, how satisfied are you Very satisfied 34| 16.0% 30| 13.6% 46| 15.3% 49( 13.0% 19 5.4%| 178| 12.2%

with the comfort and appearance of Mostl

this facility? Satisﬁ‘é g 125| 59.0%| 145 65.6%| 176| 58.5%| 229| 60.9%| 208 59.4%| 883| 60.5%
Subtotal 159 75.0%| 175 79.2%| 222| 73.8%| 278| 73.9%| 227| e64.9%| 1061| 72.7%
Dissatisfied 46| 21.7%| 42| 19.0%| 65| 21.6%| 76| 202%| 92| 26.3%| 321 22.0%
Zii;‘;tisfie g 7| 33%| 3| 14%| 13| 43%| 22| s59%| 30| 86% 75| 5.1%
Subtotal 53| 25.0%| 45| 204%| 78| 25.9%| 98| 26.1%| 122| 34.9%| 396 27.1%
rD;gpr;Zt p o| 0% 1| 5%l 1| 3% o 0% 1 3% 3] 2%
Total 212| 100.0%| 221| 100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460 100.0%

xﬁ:'i;’;:;iy our staff treated you S'r'n‘:the 105| 49.5%| 108| 48.9%| 122| 40.5%| 135| 35.9%| 127| 36.3%| 597| 40.9%
Z‘:n”;e ofthe | 00| 47.2%| o8| 24.3%| 143| a7.5%| 183| 48.7%| 175 s0.0%| 69| 47.9%
Subtotal 205| 96.7%| 206 93.2%| 265| 88.0%| 318| 84.6%| 302| 86.3%| 1296| 88.8%
:I':T:Le of the 7| 33%| 15| 6.8%| 30| 100%| 51| 13.6%| 42| 12.0%| 145| 9.9%
Never ol 0% o 0% 4| 13% 5| 13% 4] 11% 13| 9%
Subtotal 7| 33%| 15| 6.8%| 34| 11.3%| 56| 14.9%| 46| 13.1%| 158 10.8%
rD;gpr;Zt p of 0% o 0% 2| 7% 2| 5% 2| 6% & 4%
Total 212| 100.0%| 221| 100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460 100.0%

How do you rate the helpfulness of |Very helpful 110 51.9%| 111| 50.2%| 107| 35.5%| 137| 36.4%| 106| 30.3%| 571| 39.1%

the group sessions?
f}‘;r;{:’;’hat 89| 42.0%| 102| 46.2%| 158 52.5%| 181| 48.1%| 202| 57.7%| 732| 50.1%
Subtotal 199| 93.9%| 213 96.4%| 265| 88.0%| 318| 84.6%| 308| 88.0%| 1303| 89.2%
Not helpful 13| 61%| 6| 2.7%| 26| s86%| 43| 11.4%| 29| 83%| 117 s8.0%
xgizth'”gs ol 0%l 2| ow| s| 17%| 7| 1o%| 8| 23w 22| 1.5%
Subtotal 13| 61%| 8| 3.6%| 31| 103%| 50| 13.3%| 37| 106%| 139 9.5%
rDe'gerl‘:: of 0% o 0% 2| 7% 4| 11%| 3| 9% 9 &%
E;gpr;t p o 0% o 0% 3| 10% 4] 11% 2| 6% 9 %
Total 212| 100.0%| 221| 100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460 100.0%

157

Continued next page.




Patients Speak Out 2009
Appendix A: Results for DOC Treatment Programs

How do you rate the helpfulness of | Very helpful 92| 43.4% 103| 46.6%| 119| 39.5%| 142 37.8% 138| 39.4% 594 40.7%

the individual counseling?
f\‘;r;:lvhat 90| 42.5% 79| 35.7%| 117| 38.9%| 156 41.5%| 139 39.7%| s581| 39.8%
Subtotal 182| 85.8%|  182| 82.4%| 236 78.4%| 298| 79.3%| 277| 79.1%| 1175| 80.5%
Not helpful 15| 7.1% 14| 63%| 43| 143%| 35| 93%| 42| 120%| 149] 10.2%
xji:th'"gs 1| 5% 1| 5% 2| 7% 7| 19%| 10| 29%| 21| 1.4%
Subtotal 16| 7.5% 15| 68%| 45| 15.0%| 42| 11.2%| 52| 14.9%| 170| 11.6%
?;ger:\?(: 12| 5.7% 23| 104%| 17| s56%| 27| 7.2%| 19| s5.4%| 98| 6.7%
?;Sp';?\td 2| 9% 1| 5% 3| 1o0%| 9 24% 2| 6w 17| 1.2%
Total 212(100.0%|  221[100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460|100.0%

Would you come back to this Yes, definitely 39| 18.4% 44| 19.9% 54| 17.9%| 42| 11.2% 24 6.9%| 203| 13.9%

?

programs: Yes, probably 59| 27.8% 66| 29.9%| 64| 21.3%| 82| 21.8%| 84| 24.0%| 355| 24.3%
Subtotal 98| 46.2%| 110 49.8%| 118| 39.2%| 124| 33.0%| 108 30.9%| s558| 38.2%
:gt probably 61| 28.8% s6| 25.3%| 87| 28.9%| 106| 28.2%| 105| 30.0%| 415| 28.4%
No, definitely
o 48| 22.6% s1| 23.1%| 87| 28.9%| 131| 34.8%| 130\ 37.1%| 447| 30.6%
Subtotal 109| 51.4%| 107| 48.4%| 174| 57.8%| 237| €3.0%| 235 67.1%| s862| 59.0%
?;Spr;ztd 5| 2.4% 4| 1.8%| 9| 3.0%| 15| 4.0% 7| 20%| 40| 2.7%
Total 212(100.0%|  221[100.0%| 301| 100.0%| 376| 100.0%| 350| 100.0%| 1460|100.0%
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Table 22b
Responses to Questions 1-6 of the DBHR Adult Patient Satisfaction Survey by Year of Survey
in Outpatient/Intensive Outpatient

Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
In an overall, general sense, how Very satisfied | 443| 43.3%| 383| 39.0%| 445| 47.6%| 408| 43.2%| 576| 46.1%| 2255 43.9%
satisfied are you with the service Mostl
you have received? satisfiZd 509| 49.7%| 515| 52.5%| 432| 46.2%| 470| 49.7%| 599| 47.9%| 2525 49.2%
Subtotal 952| 93.0%| 898| 91.5%| 877| 93.8%| 878 92.9%| 1175| 94.0%| 4780 93.1%
Dissatisfied 43| a2%| s8] 5.9%| 32| 3.4%| 49| s2%| 42| 3.4%| 224 44%
Ziirs‘;tisﬁe g 17| 17%| 18| 1.8%| 18] 19%| 13| 1.4%| 25| 20%| 91| 1.8%
Subtotal 60| 59%| 76| 7.7%| 50| 53%| 62| 6% 67| 5.4%| 315| 6.1%
rDe':p';it | 12| 12%| 7| 7%| 8 9%| 5| 5% 8 6% 40 8%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250| 100.0%| 5135 100.0%
In general, how satisfied are you Very satisfied | 310 30.3%| 276| 28.1%| 319| 34.1%| 274 29.0%| 358 28.6%| 1537| 29.9%
with the comfort and appearance of Mostly
this facility? st s61| 54.8%| 542| 55.2%| 483| 51.7%| 528| 55.9%| 693| 55.4%| 2807| 54.7%
4 satisfied
Subtotal 871| 85.1%| 818| 83.4%| 802| 85.8%| 802 84.9%| 1051| 84.1%| 4344| 84.6%
Dissatisfied | 108| 10.5%| 112| 11.4%| 95| 10.2%| 102| 10.8%| 144| 11.5%| s61| 10.9%
Z;‘;tisﬁe s 34| 33%| 46| 47%| 33| 3.5%| 34| 36%| 46| 37%| 193] 3.8%
Subtotal 142| 13.9%| 158| 16.1%| 128 13.7%| 136| 14.4%| 190| 15.2%| 754| 14.7%
E;Spr;itd 1| 11%| 5| 5% s| 5wl 7| 7% o 7% 37| 7%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250| 100.0%| 5135 100.0%
x?:'izs:ciiy°”r5taff"eat9d you G'r'n‘;fthe 775| 75.7%| 724 73.8%| 728| 77.9%| 716 75.8%| 956| 76.5%| 3899| 75.9%
Z‘r’n”;e"fthe 214| 209%| 213 21.7%| 173| 185%| 181| 19.2%| 253| 20.2%| 1034| 20.1%
Subtotal 989| 96.6%| 937| 95.5%| 901| 96.4%| 897| 94.9%| 1209| 96.7%| 4933| 96.1%
:I';:': of the 18| 1.8%| 30| 3.1%| 19| 20%| 38 4.0%| 26| 21%| 131 2.6%
Never al  aw|l 7| 7% 7| %] 2| 2% 9| 7% 29| 6%
Subtotal 22| 21%| 37| 38%| 26| 28%| 40| 42%| 35| 28%| 160 3.1%
zgp’;ztd 13 13%] 7| 7% 8 9% 8 8% 6 5% 42| 8%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250| 100.0%| 5135 100.0%
How do you rate the helpfulness of |Very helpful 594 58.0%| 540 55.0%| 557| 59.6%| 549| 58.1%| 736 58.9%| 2976 58.0%
the group sessions?
z‘;&ejhat 371| 36.2%| 378| 385%| 318| 34.0%| 353| 37.4%| 444| 35.5%| 1864| 36.3%
Subtotal 965| 94.2%| 918| 93.6%| 875| 93.6%| 902| 95.4%| 1180| 94.4%| 4840| 94.3%
Not helpful 33| 32%| 38] 39% 34| 36%| 29| 3.1%| 47| 3.8%| 181 3.5%
xgizth'”gs 8| 8%l 7| 7% 8] 9% a4 4wl 7| 6% 34| 7%
Subtotal 41| a0%| 45| ae%| 42| 45%| 33| 35%| 54| 43% 215| 42%
E;ge?:s 8| 8% 10| 10%| 9 10%| 6 6% 10 8% 43| 8%
rDeI(sjpr:)ont | 100 10%| 8| 8% 9| 10%| 4 4% e 5% 37| 7%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250| 100.0%| 5135 100.0%
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How do you rate the helpfulness of |Very helpful 568 55.5%| 512 52.2% 539 57.6%| 501| 53.0% 739| 59.1%| 2859| 55.7%

the ndiidual counselin? f}‘;lr’;f:lvhat 277| 27.1%| 290| 29.6%| 251| 26.8%| 272| 28.8%| 332| 26.6%| 1422 27.7%
Subtotal 84s| 82.5%| 802| 81.8%| 790| 84.5%| 773| s1.8%| 1071| 85.7%| 4281| 83.4%
Not helpful 30| 29%| 32| 33%| 29| 3.1%| 48] s5.1%| 44| 35% 183 3.6%
V'vv'jizthi”gs 4 4% 3| 3% s| 5% 4] 4% 4l 3% 20| 4%
Subtotal 34| 33%| 35| 36%| 34| 3.6%| 52| 55% 48] 38% 203 4.0%
zge?\j’: 132| 12.9%| 131| 13.4%| 91| 9.7%| 106| 11.2%| 110| 8.8%| 570| 11.1%
zgp’;‘:d 13| 13%| 13| 13%| 20| 21%| 14| 15%| 21| 1.7% 81| 1.6%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250[100.0%| 5135|100.0%

z\:z;:grz]‘;”c°meba‘:kt°this Zee?i'nitely 352| 34.4%| 322| 32.8%| 365 39.0%| 356| 37.7%| 461| 36.9%| 1856 36.1%
sz'bably 383| 37.4%| 406 41.4%| 352| 37.6%| 372| 39.4%| 462| 37.0%| 1975| 38.5%
Subtotal 735| 71.8%| 728 74.2%| 717| 76.7%| 728| 77.0%| 923| 73.8%| 3831| 74.6%
r'\:;’t probably | o1l 1479 141| 14.4%| 100| 11.7%| 116| 12.3%| 190| 15.2%  707| 13.8%
’c\ilsflinitely 107| 104%| 88| 9.0%| 86| 92%| 84| s89%| 116 93%| 481 9.4%
not
Subtotal 258| 25.2%| 229| 23.3%| 195| 20.9%| 200| 21.2%| 306| 24.5%| 1188] 23.1%
zgp’;‘:}td 31| 3.0%| 24| 24%| 23| 25%| 17| 18%| 21| 1.7%| 116] 2.3%
Total 1024| 100.0%| 981| 100.0%| 935| 100.0%| 945| 100.0%| 1250[100.0%| 5135]|100.0%
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Table 23

Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey by Treatment Modality, March 23-27, 2009

Treatment Modality

JRA Residential JRA OP/IOP Total

Count|Column %|Count|Column %|Count |Column %

How satisfied are you with the service you have received? Very satisfied 6 20.0% 6 23.1% 12 21.4%
Mostly satisfied 22 73.3% 17 65.4% 39 69.6%

Subtotal 28 93.3% 23 88.5% 51 91.1%

Dissatisfied 2 6.7% 2 7.7% 4 7.1%

Very dissatisfied 0 .0% 1 3.8% 1 1.8%

Subtotal 2 6.7% 3 11.5% 5 8.9%

Did not respond 0 0% 0 .0% 0 .0%

Total 30| 100.0% 26| 100.0% 56| 100.0%

How satisfied are you with the comfort and appearance of this facility?|Very satisfied 7 23.3% 9 34.6% 16 28.6%
Mostly satisfied 21 70.0% 8 30.8% 29 51.8%

Subtotal 28 93.3% 17 65.4% 45 80.4%

Dissatisfied 1 3.3% 8 30.8% 9 16.1%

Very dissatisfied 0 0% 1 3.8% 1 1.8%

Subtotal 1 3.3% 9 34.6% 10 17.9%

Did not respond 1 3.3% 0 .0% 1 1.8%

Total 30| 100.0% 26| 100.0% 56| 100.0%

Would you say our staff treated you with respect? All of the time 10 33.3% 8 30.8% 18 32.1%
Some of the time 17 56.7% 10 38.5% 27 48.2%

Subtotal 27 90.0% 18 69.2% 45 80.4%

Little of the time 1 3.3% 6 23.1% 7 12.5%

Never 2 6.7% 2 7.7% 4 7.1%

Subtotal 3 10.0% 8 30.8% 11 19.6%

Did not respond 0 0% 0 .0% 0 .0%

Total 30| 100.0% 26| 100.0% 56| 100.0%

How safe do you feel in this program? Very safe 18 60.0% 15 57.7% 33 58.9%
Somewhat safe 10 33.3% 9 34.6% 19 33.9%

Subtotal 28 93.3% 24 92.3% 52 92.9%

Not very safe 2 6.7% 2 7.7% 4 7.1%

Not safe at all 0 .0% 0 .0% 0 .0%

Subtotal 2 6.7% 2 7.7% 4 7.1%

Did not respond 0 .0% 0 .0% 0 .0%

Total 30| 100.0% 26| 100.0% 56| 100.0%
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How helpful are the group sessions? Very helpful 10 33.3% 12 46.2% 22| 39.3%
f}‘;lr’;f:lvhat 15|  50.0%| 12| 46.2%| 27| 48.2%
Subtotal 25 83.3% 24 92.3% 49( 87.5%
Not helpful 4 13.3% 1 3.8% 5| 8.9%
Made things 0 0% o 0% o 0%
worse
Subtotal 4 13.3% 1 3.8% 5| 8.9%
Did not receive 0 .0% 1 3.8% 1| 1.8%
Did not respond 1 3.3% 0 .0% 1| 1.8%
Total 30( 100.0% 26| 100.0% 56(100.0%
How helpful is the individual counseling? Very helpful 17 56.7% 12 46.2% 29| 51.8%
f}‘;lr’;f:lvhat 8|  26.7% 5| 19.2%| 13| 23.2%
Subtotal 25 83.3% 17 65.4% 42( 75.0%
Not helpful 2 6.7% 4 15.4% 6| 10.7%
M hi
ade things 0 0% 0 0% o .o%
worse
Subtotal 2 6.7% 4 15.4% 6| 10.7%
Did not receive 3 10.0% 15.4% 7| 12.5%
Did not respond 0 .0% 1 3.8% 1| 1.8%
Total 30( 100.0% 26| 100.0% 56(100.0%
If you were to seek help again, would you come back to this Yes, definitely 6 20.0% 5 19.2% 11| 19.6%
program? Yes, probably 11|  36.7% 7| 26.9%| 18| 32.1%
Subtotal 17 56.7% 12 46.2% 29| 51.8%
No, probably not 5 16.7% 8 30.8% 13| 23.2%
No, definitely not 7 23.3% 5 19.2% 12| 21.4%
Subtotal 12 40.0% 13 50.0% 25| 44.6%
Did not respond 1 3.3% 1 3.8% 2| 3.6%
Total 30| 100.0% 26| 100.0%| 56(100.0%
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Table 24
Characteristics of JRA Patients by Treatment Modality, March 23-27, 2009

Treatment Modality

JRA Residential JRA OP/10P Total

Count|Column %|Count |Column % |Count |Column %

Age 13 and younger 0 .0% 0 .0% 0 .0%
14-15 5 16.7% 6 23.1% 11 19.6%

16-17 16 53.3% 11 42.3% 27 48.2%

18-23 9 30.0% 9 34.6% 18 32.1%

Unknown 0 .0% 0 .0% 0 .0%

Total 30| 100.0% 26| 100.0% 56| 100.0%

Gender Male 26 86.7% 22 84.6%| 48 85.7%
Female 4 13.3% 3 11.5% 7 12.5%

Unknown 0 .0% 1 3.8% 1 1.8%

Total 30| 100.0% 26| 100.0% 56| 100.0%

Ethnic/Racial Background |[White 13 43.3% 9 34.6% 22 39.3%
Black/African American 3 10.0% 2 7.7% 5 8.9%

Asian/Pacific Islander 1 3.3% 2 7.7% 3 5.4%

Native American/Eskimo/Aleut 3 10.0% 3 11.5% 6 10.7%

Hispanic 4 13.3% 6 23.1% 10 17.9%

Multiracial 2 6.7% 0 .0% 2 3.6%

Other 4 13.3% 1 3.8% 5 8.9%

Unknown 0 .0% 3 11.5% 3 5.4%

Total 30( 100.0% 26 100.0% 56| 100.0%

Length of Stay in Treatment |15 days or less 8 26.7% 3 11.5% 11 19.6%
16 - 30 days 6 20.0% 2 7.7% 8 14.3%

31 - 45 days 6 20.0% 5 19.2% 11 19.6%

46 - 60 days 0 .0% 3 11.5% 3 5.4%

61 - 75 days 4 13.3% 2 7.7% 6 10.7%

76 - 90 days 1 3.3% 0 .0% 1 1.8%

Over 90 days 3 10.0% 3 11.5% 6 10.7%

Unknown 2 6.7% 8 30.8% 10 17.9%

Total 30| 100.0% 26| 100.0% 56| 100.0%

Source of Funding Private 0 .0% 2 7.7% 2 3.6%
Public 25 83.3% 19 73.1% 44 78.6%

Other 1 3.3% 3 11.5% 4 7.1%

Unknown 4 13.3% 2 7.7% 6 10.7%

Total 30| 100.0% 26| 100.0% 56| 100.0%
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Table 25

Comparing Responses to Questions 1 and 3 of the DBHR Youth Patient Satisfaction Survey
Between Community Youth and JRA Patients
Residential Treatment

Community Youth JRA Youth Total
Count[Column N % |Count|Column N %|Count|Column N %
How satisfied are you with the service you have received? |Very satisfied 55 24.3% 6 20.0% 61 23.8%
Mostly satisfied 139 61.5% 22 73.3%| 161 62.9%
Subtotal 194 85.8% 28 93.3%| 222 86.7%
Dissatisfied 29 12.8% 2 6.7% 31 12.1%
Very dissatisfied 3 1.3% 0 .0% 3 1.2%
Subtotal 32 14.2% 2 6.7% 34 13.3%
Did not respond 0 .0% 0 .0% 0 .0%
Total 226 100.0% 30 100.0%| 256 100.0%
Would you say our staff treated you with respect? All of the time 88 38.9% 10 33.3% 98 38.3%
Some of the time| 114 50.4% 17 56.7%| 131 51.2%
Subtotal 202 89.4% 27 90.0%| 229 89.5%
Little of the time 21 9.3% 1 3.3% 22 8.6%
Never 2 9% 2 6.7% 4 1.6%
Subtotal 23 10.2% 3 10.0% 26 10.2%
Did not respond 1 4% 0 .0% 1 4%
Total 226 100.0% 30 100.0%| 256 100.0%

Outpatient/Intensive Outpatient

Community Youth JRA Youth Total
Count[Column N % |Count|Column N %|Count|Column N %
How satisfied are you with the service you have received? |Very satisfied 578 44.0% 6 23.1%| 584 43.5%
Mostly satisfied 633 48.1% 17 65.4%| 650 48.5%
Subtotal 1211 92.1% 23 88.5%| 1234 92.0%
Dissatisfied 59 4.5% 2 7.7% 61 4.5%
Very dissatisfied 35 2.7% 1 3.8% 36 2.7%
Subtotal 94 7.1% 3 11.5% 97 7.2%
Did not respond 10 8% 0 .0% 10 7%
Total 1315 100.0% 26 100.0%| 1341 100.0%
Would you say our staff treated you with respect? All of the time 1067 81.1% 8 30.8%| 1075 80.2%
Some of the time| 203 15.4% 10 38.5%| 213 15.9%
Subtotal 1270 96.6% 18 69.2%| 1288 96.0%
Little of the time 25 1.9% 6 23.1% 31 2.3%
Never 13 1.0% 2 7.7% 15 1.1%
Subtotal 38 2.9% 8 30.8% 46 3.4%
Did not respond 7 5% 0 .0% 7 5%
Total 1315 100.0% 26 100.0%| 1341 100.0%
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Table 26a
Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey by Year of Survey in Residential Treatment
Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
How satisfied are you with the Very satisfied 10| 16.4% 8| 13.1% 6 9.2% 9| 16.1% 6| 20.0% 39| 14.3%
service you have received? Mostly
catefind 33| s541%| 38| 62.3%| 33| s50.8%| 38| 67.9%| 22| 733%| 164| 60.1%
Subtotal 43| 705%| 46| 75.4%| 39| 60.0%| 47| 83.9%| 28| 93.3%| 203 74.4%
Dissatisfied 12| 197%| 6| 9.8%| 17| 26.2%| 7| 125%| 2| 67%| 44| 161%
very 6| 9.8% 9 148%| 9 13.8%| 1| 18%| o 0% 25| 9.2%
dissatisfied
Subtotal 18| 29.5%| 15| 24.6%| 26| 40.0%| 8| 143%| 2| 67% 69| 253%
rDeI(sjpr:)ont | ol 0% o 0% o 0% 1| 18%| o 0%l 1 4%
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
How satisfied are you with the Very satisfied 8| 13.1% 8| 13.1% 5 7.7% 13| 23.2% 7| 23.3% 41| 15.0%
comfort and appearance of this Mostl
facility? satisﬁ‘é g 31| s0.8%| 38| 62.3%| 33| s50.8%| 33| 589%| 21| 70.0%| 156| 57.1%
Subtotal 39| 63.9%| 46| 75.4%| 38| s85%| 46| 82.1%| 28| 933%| 197| 72.2%
Dissatisfied 19| 311%| 7| 115%| 11| 16.9%| 8| 143%| 1| 33%| 46| 16.8%
Very 3| 49%| 8| 13.a%| 15| 23.a1%| 2| 36%| o 0% 28 103%
dissatisfied
Subtotal 22| 36.1%| 15| 24.6%| 26| 40.0%| 10| 17.9%| 1| 33%| 74| 27.1%
bid not o .0%| o 0% 1| 15% o 0% 1| 33% 2 7%
respond
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
Would you say our staff treated |All of the 7| 11.5%| 18| 205%| 16| 24.6%| 23| 411%| 10| 333%| 74| 27.1%
you with respect? time
Z‘:n”;e of the 34| s57%| 34| 557%| 34| 523%| 27| 482%| 17| 56.7%| 146| 53.5%
Subtotal 41| 67.2%| 52| 85.2%| 50| 76.9%| 50| 89.3%| 27| 90.0%| 220 80.6%
:I':T:Le of the 15| 24.6%| 4| 6.6%| 13| 200%| 3| 54%| 1| 3.3%| 36| 13.2%
Never 3| a9%| s| 82w 1| 15w 2| 36%| 2| 67% 13| 48%
Subtotal 18| 295%| 9| 14.8%| 14| 215%| 5| 89%| 3| 100%| 49| 17.9%
rD;gpr:;t p 2| 33% o o%| 1| 15%| 1| 18%| o 0% 4 15%
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
How safe do you feel in this Very safe 14| 23.0% 20| 32.8% 21| 32.3% 26| 46.4% 18| 60.0% 99| 36.3%
program?
::f”;e‘”hat 32| s525%| 27| 443%| 33| s0.8%| 25| 44.6%| 10| 333%| 127| 46.5%
Subtotal 46| 75.4%| 47| 77.0%| 54| 83.1%| 51| 91.1%| 28| 93.3%| 226 82.8%
Notverysafe | 11| 18.0%| 7| 11.5%| 8| 123%| 5| 89%| 2| 67% 33| 121%
oot safe at 2| 33% 7| 115%| 3| 4e% o 0% o 0% 12| 44%
Subtotal 13| 213%| 14| 23.0%| 11| 169%| 5| 89%| 2| 67%| 45| 165%
Did not 2| 33% o 0% o o%| o o% o o 2| %
respond
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
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How helpful are the group Very helpful 10| 16.4% 13( 21.3%| 10| 15.4% 19| 33.9% 10( 33.3%| 62| 22.7%
sessions?
f\‘;r;:lvhat 30| 49.2%| 31| 50.8%| 35| 53.8%| 30| 53.6%| 15| 50.0%| 141 51.6%
Subtotal 40| 65.6%| 44| 72.1%| 45| 69.2%| 49| 87.5%| 25| 83.3%| 203 74.4%
Not helpful 12| 197%| 15| 24.6%| 15| 23.1% 7| 12.5% 4| 133%| s3] 19.4%
xjieeth'“gs 5| 82% 1| 1e%| 2| 31% o| .0% o] 0% 8| 29%
Subtotal 17| 27.9%| 16| 262%| 17| 26.2% 7| 12.5% 4| 133%| 61| 22.3%
?;‘cje:‘:g 1| 16% 1| 16%| 3| 46% o| .0% o] 0% 5| 18%
?;Sp';?\t P 3| 49% o| 0% o .0% ol .0% 1| 33%| 4] 15%
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
How helpful is the individual Very helpful 21 34.4% 23| 37.7%| 23| 35.4% 23| 41.1% 17| 56.7%| 107 39.2%
counseling?
h
f]‘;r;:l“ at 24| 393%| 25| 41.0%| 25| 385%| 22| 393%| 8| 26.7%| 104| 38.1%
Subtotal 45| 73.8%| 48| 78.7%| 48| 73.8%| 45| 804%| 25| 83.3%| 211 77.3%
Not helpful 7| 11.5% 6| 9.8% 8 123% 9| 16.1% 2| 67%| 32| 11.7%
xsizth'“gs 3| 4.9% 1| 1e%| 3| 46% ol 0% ol 0% 7| 26%
Subtotal 10| 16.4% 7| 115%| 11| 16.9% 9| 16.1% 2| 67%| 39| 143%
?;‘cje:‘:s 5| 8.2% 6| 98% 6 9.2% 2| 36% 3| 100%| 22| 81%
?;Sp';?]t P 1| 1.6% o| .0% o .0% ol .0% o| 0% 1 4%
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
If you were to seek help again, Yes, definitely 8| 13.1% 6 9.8% 5 7.7% 8| 14.3% 6| 20.0%| 33| 12.1%
would you come back to this Yes, probably 9| 14.8%| 23| 37.7%| 22| 33.8%| 22| 393%| 11| 36.7%| 87| 31.9%
?
program?
Subtotal 17| 27.9%| 29| 47.5%| 27| a15%| 30| 53.6%| 17| 56.7%| 120| 44.0%
r’:‘;’t probably | ool 410w 15| 246%| 16| 24.6%| 12| 21.4% s| 167%| 73| 26.7%
No, definitely
o 19| 31.1%| 17| 27.9%| 21| 323%| 14| 25.0% 7| 23.3%| 78| 28.6%
Subtotal 44| 721%| 32| s525%| 37| s6.9%| 26| 46.4%| 12| 40.0%| 151 55.3%
?;Spr:: 4 ol 0% ol 0% 1| 15% ol 0% 1| 33% 2 7%
Total 61| 100.0%| 61| 100.0%| 65| 100.0%| 56| 100.0%| 30| 100.0%| 273| 100.0%
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Table 26b

Responses to Questions 1-7 of the DBHR Youth Patient Satisfaction Survey by Year of Survey
in Outpatient/Intensive Outpatient

Year
2004 2005 2006 2007 2009 Total
Column Column Column Column Column Column
Count % Count % Count % Count % Count % Count %
How satisfied are you with the Very satisfied 8| 34.8% 14| 34.1% 8| 33.3% 10| 37.0% 6| 23.1% 46| 32.6%
service you have received? Mostl
Satisﬁz g 7| 304%| 16| 39.0%| 8| 333%| 12| 44.4%| 17| es.4%| 60| 42.6%
Subtotal 15| 65.2%| 30| 73.2%| 16| 66.7%| 22| 81.5%| 23| 88.5%| 106 75.2%
Dissatisfied 3| 13.0%| 4 98w 4| 167%| 4| 1a8%| 2| 77%| 17| 121%
Z;‘;tisﬁe g s| 217%| 6| 146%| 4| 167%| 1| 37%| 1| 38%| 17| 12.1%
Subtotal 8| 34.8%| 10| 24.4%| 8| 333%| 5| 185%| 3| 115%| 34| 24.1%
rDe':p';it | ol 0% 1| 24%| o 0% ol 0% o 0% 1 7%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141| 100.0%
How satisfied are you with the Very satisfied 6 26.1% 11| 26.8% 3] 12.5% 3] 11.1% 9| 34.6% 32| 22.7%
comfort and appearance of this Mostly
facility? catefind 10| 43.5%| 13| 31.7%| 13| 54.2%| 19| 70.4%| 8| 30.8%| 63| 44.7%
Subtotal 16| 69.6%| 24| 585%| 16| 66.7%| 22| 81.5%| 17| 65.4%| 95| 67.4%
Dissatisfied 4| 17.4%| 10| 24.4%| 3| 125%| 3| 11.1%| 8| 30.8%| 28| 19.9%
Z;‘;tisﬁe g 3| 13.0%| 7| 17.1%| 5| 208%| 2| 7.4%| 1| 38%| 18] 12.8%
Subtotal 7| 304%| 17| a1s5%| 8| 333%| 5| 185%| 9| 34.6%| 46| 32.6%
rDeI(sjpr:)ont | 0 0% o 0% o 0%l o 0%l o 0%l o 0%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141| 100.0%
Would you say our staff treated | All of the 8| 34.8%| 14| 341%| 7| 292%| 12| 44.4%| 8| 30.8%| 49| 34.8%
you with respect? time
Z‘r’n”;e of the 8| 34.8%| 16| 39.0%| 10| 41.7%| 12| 44.4%| 10| 385%| 56| 39.7%
Subtotal 16| 69.6%| 30| 73.2%| 17| 70.8%| 24| 88.9%| 18| 69.2%| 105 74.5%
:I';:': of the s| 217%| 9| 220% 5| 208% 3| 11.1%| 6| 231%| 28] 19.9%
Never 2| 87w 2| a9w| 2| 83w o 0% 2| 77% 8 5%
Subtotal 7| 304%| 11| 268% 7| 202%| 3| 11.1%| 8| 308%| 36| 25.5%
rDe'Sp';T | 0 0% o 0% o 0%l o 0%l o 0%l o 0%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141| 100.0%
How safe do you feel in this Very safe 13| 56.5% 19| 46.3% 10| 41.7% 17| 63.0% 15( 57.7% 74| 52.5%
program?
z‘;’frge""hat 7| 30.4%| 16| 39.0%| 11| 45.8%| 10| 37.0%| 9| 346%| 53| 37.6%
Subtotal 20| 87.0%| 35| 8s.4%| 21| 87.5%| 27| 100.0%| 24| 923%| 127| 90.1%
Not very safe 2| 87w 2| a9w| 2| 83w o 0% 2| 77%| 8 s7%
:Tt safe at 1| 43%| 3| 73% 1| 42%| o 0% o 0% 5| 3.5%
Subtotal 3| 13.0%| 5| 122%| 3| 125% o 0% 2| 77%| 13] 9.2%
rD;gpr:;t p 0 0% 1| 24%| o 0% o 0% 0 0% 1 7%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141| 100.0%
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How helpful are the group Very helpful 7| 30.4% 13| 31.7%| 11| 45.8% 9| 33.3%| 12 46.2% 52| 36.9%
sessions?
izlr;f:lvhat o| 39.1%| 16| 39.0%| 8| 333%| 14| s1.9%| 12| 462%| 59| 41.8%
Subtotal 16| 69.6%| 29| 70.7%| 19| 79.2%| 23| 85.2%| 24| 92.3%| 111| 78.7%
Not helpful 4| 17.4% 8| 195%| 5| 208% 3| 111%| 1| 38%| 21| 14.9%
xji:th'"gs 1| 43% 1| 24%| o 0% of 0%l o 0% 2| 1.4%
Subtotal 5| 21.7% 9| 220%| 5| 208% 3| 111%| 1|  38%| 23| 163%
zg;\z 2| 87w 2| asw| o 0% 1| 37%| 1|  zsu| 6| a3%
?;Sp';?\td ol .0% 1| 24%| o 0% of 0%l o 0% 1 7%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141|100.0%
How helpful is the individual Very helpful 11| 47.8%| 15| 366%| 8| 333%| 14| s1.9%| 12| 46.2%| 60| 42.6%
counseling?
f]‘;r’:fe:rhat 5| 21.7%| 16| 39.0%| 10| 417%| 9| 333%| 5| 19.2%| 45| 31.9%
Subtotal 16| 69.6%| 31| 75.6%| 18| 75.0%| 23| 85.2%| 17| 65.4%| 105| 74.5%
Not helpful 3| 13.0% 4l 9s%| 3| 12.5% 2| 7.4%| 4| 154%| 16| 11.3%
xsi’zth'“gs of 0% 1| 24%| o 0%l o 0% o 0%l 1 %
Subtotal 3| 13.0% s| 122% 3| 12.5% 2| 7.4%| 4| 154%| 17| 12.1%
?;Se?:et 4| 17.4% 5| 122%| 3| 12.5% 2| 7.4%| 4| 154%| 18| 12.8%
?;Sp';?]td ol .0% of 0% o 0% o| 0% 1 3.8% 1 7%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141|100.0%
azzl‘;‘;’z;ecfnf:i;?:'&iﬁs'” :;ee?ilnitely 4| 17.4% s| 122%| 3| 12.5% 6| 222%| 5| 19.2%| 23| 16.3%
program? Yes
brobably 8| 348%| 16| 39.0%| 11| 45.8%| 11| 407%| 7| 26.9%| 53| 37.6%
Subtotal 12| s522%| 21| s12%| 14| s583%| 17| 63.0%| 12| 46.2%| 76| 53.9%
:;’t probably 7| 30.4% 8| 195%| 3| 12.5% s| 185%| 8| 30.8%| 31| 22.0%
No,
definitely 4| 17.4%| 12| 293%| 7| 29.2% s| 185%| 5| 19.2%| 33| 23.4%
not
Subtotal 11| 47.8%| 20| 48.8%| 10| 41.7%| 10| 37.0%| 13| s0.0%| 64| 45.4%
?;Spl‘:d of 0% o 0%l o 0%l o 0% 1| 386l 1| 7%
Total 23| 100.0%| 41| 100.0%| 24| 100.0%| 27| 100.0%| 26| 100.0%| 141|100.0%
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It
It

Il
It

(ADULT/ENGLISH)

PATIENT SATISFACTION SURVEY

Please help us improve our program by answering some questions about the services you have received. We are
interested in your honest opinion, whether it is positive or negative. Please answer all of the questions. We shall
keep your responses in the strictest confidence. Thank you very much. We really appreciate your help.
Please fill in the appropriate oval under each question.

CORRECT MARK @  INCORRECT MARKS ® @ @

1. In an overall, general sense, how satisfied are 4. How do you rate the helpfulness of the group
you with the service you have received? sessions?
O Very satisfied ) Very helpful ) Did not receive

O Mostly satisfied Somewhat helpful
= Dissatisfied © Not helpful
O Very dissatisfied ) Made things worse
2. In general, how satisfied are you with the 5. How do you rate the helpfulness of the
comfort and appearance of this facility? individual counseling?
O Very satisfied  Very helpful < Did not receive
 Mostly satisfied = Somewhat helpful
T Dissatisfied > Not helpful
O Very dissatisfied ) Made things worse
3. Would you say our staff treated you with 6. If you were to seek help again, would you
respect? come back to this program?
0 All of the time O Yes, definitely

» 3ome of the time

C
O Little
C

> Never 2 Mo, definitely not

Yes, probably

of the time Mo, probably not

Please answer all of the questions below. We are interested in knowing how we have been able to assist you in
identifying and finding other services that you needed.

7. Did you need legal services? (Example: legal defense, legal advice, DUI assistance)

O YES

Z NO

8. Did you need medical services? (Example: medical check-up, medical testing)

Z YES

Z NO

9. Did you need family services? (Example: parenting class, family recovery services)

C YES

Z NO

10. Did you
Z YES

= NO

11. Did you
—YES

' NO

12. Did you need employment services? (Example: resumé writing, job placement)

=|F YES, how helpful were we in assisting you to identify and find legal services?
 Very helpful O Somewhat helpful ~ © Not very helpful  C Not helpful at all

=|F YES, how helpful were we in assisting you to identify and find medical services?
o Very helpful ) Somewhat helpful < Not very helpful = Not helpful at all

=|F YES, how helpful were we in assisting you to identify and find family services?
> Very helpful ) Somewhat helpful < Not very helpful  © Not helpful at all

need mental health services? (Example: co-occurring disorder treatment, medication management)
=|F YES, how helpful were we in assisting you to identify and find mental health services?
© Very helpful ) Somewhat helpful ~ © Not very helpful < Not helpful at all

need educational or vocational services? (Example: basic skills, community college)
=|F YES, how helpful were we in assisting you to identify and find educational or vocational services?
= Very helpful ) Somewhat helpful O Not very helpful = Not helpful at all

) YES+#=IF YES, how helpful were we in assisting you to identify and find employment services?
© Very helpful O Somewhat helpful < Not very helpful  © Not helpful at all
— NO
[ ] | [ ] | -1- Please continue on reverse side.—»
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Please help us to know you better by filling in the section below.
13. How old are you? :|: 17. The date | started in this program was:
Month | Day | Year
@D > Jan
DD Wenth | Day | Year © Feb
@@ O Mar [@ @@ @)
@ O Aoril | DD D)
D@ O May @ @@ @
(&) () O June [@ @@ @
®@® Cay | @@®
@ © Aug @ E®
O Sept| ©
@0 Coct | @@
 Nov
14.1am: O Dec T ®
O Male
O Female 18. Today's date is: Month | Day | Year
O Jan
15.The best description of my ethnic or racial o O Feb
background is (please mark only one): T P P O Mar [@ @@ @
O White/European American O Asril | DD @
O Black/African American O May @ @@ @
< Asian/Pacific Islander O June |@ @@ @)
O Native American/Eskimo/Aleut Oy | @@@
O Hispanic O Aug & &
O Multiracial O Sopt| E)@ @)
O Other O Oct &2
C Nov
16. | am participating in (please mark only one}: O Dec @
O Residential Program
O Qutpatient Program 19. My treatment is being paid by:
O Methadone Treatment O Private funds {myself, insurance, friend or
relative, etc.)
O Public funds {Medicaid, ADATSA, TANF, etc.)

Your comments are important to us. Please let us know what you think about our program by answering the
questions below.

What do you like about this program?

Is there anything you would change about this program? If yes, what would that be?

Thank you for your comments and for taking the time to help us.

Survey prepared by the Washington Stale Division of Aleohol and Abuse {DASA). Questions or comments aboul this survey should be directed to Felix Rodriguez, Ph.G., by
calling 360-725-3761, by E-mail at rodrifi @dshs.wa.gov, or by writing him at this address: DASA, R.O. Box 45330, Olympia, WA 58504-5330.
12/05 DRC ScanDocs™ 6687-54321 - [ ] | [ | | |
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(ADULTISPANI_SI'-I) . . . .

Evaluacién del nivel de satisfaccion del paciente

Ayudenos a mejarar nuestro programa respondiendo algunas preguntas schre los servicios que recibid. Estamos
interesados en su honesta opinion, sea posiliva o negativa. Por favor, responda todas las preguntas. Sus
respuestas seran estrictamente confidenciales. Valoramos su ayuda. Muchas gracias.

Rellene el espacio ovalado, como se muestra a continuacion, que corresponda a cada pregunta,

MARCA CORRECTA @ MARCAS INCORRECTAS X @ @ < < sebuitcstipanz |
1. En un sentido general, ;como se siente con 4. ; Como clasificaria la ayuda recibida de los
respecto a los servicios recibidos? grupos de terapia?
O Muy satisfecho © Me ayudaron mucho  © No recibi
O Casi satisfecho © Me auydaron un poco
O Insatisfecho © No me ayudaron
C Muy insatisfecho © Empeoraron mi situacion

2. En general, ; como se siente sobre la 5. ; Como clasificaria la ayuda recibida en las

comodidad y aspecto del establecimiento? sesiones de terapia individual?
Z Muy satisfecho = Me ayudaron mucho  © No recibi
C Casi satisfecho © Me ayudaron un poco
O Insatisfecho © No me ayudaron
O Muy insatisfecho O Empeararon mi situacion
3. ; Opina usted que fue tratado con respeto por B. 5i necesitara ayuda otra vez, ;volveria a
los empleados? este programa?
 Todo &l tiempo O Si, por supuesta
& Amenudo O &i, probablemente
O Pocas veces © No, prebablemente no
2 Nunca © No, definitivamenta no

Responda las siguientes preguntas en su totalidad. Estamos interesados en saber de qué manera le hemos
podido ayudar a identificar y encontrar otros servicios que pudiera necesitar.

7. i Necesité servicios legales? (Ej.: defensa legal, asesoria legal, ayuda DUL)
() §i —& Si seleccions Si, ¢le ayudamos a identificar y encontrar servicios legales?
& Mucho O Un poco O No > Nada
O No |
8. : Necesitd atencion médica? (Ej.: un examen general o analisis.)
O 8i —== Si selecciond S, ¢le ayudamos a identificar y encontrar atencion médica?
& Mucho O Un poco C No O Nada
O No |
9. ; Necesito servicios para fa familia? (Ej.: clases para padres, recuperacion familiar.)
C 8i —#= Si seleccions si, ¢le ayudamos a identificar y encontrar servicios especiales para la famifia?
& Mucho O Un poco  No © Nada
O No

10. ¢ Necesito servicios para la salud mental? (Ej.: desdrdenes colaterales, tratamiento con medicamentos.)
() §i —& Si seleccionsd Si, ¢le ayudamos a identificar y encontrar servicios para la salud mental?
& Mucho  Un poco O No > Nada
ONo |

11. ¢ Necesitd servicios para ia educacion o vocacionales? (Ej.: habilidades bésicas, colegio comunitario.)

& Mucho O Un poco > No O Nada
—No |
12. ; Necesild servicios de empleo? (Ej.: busqueda de trabajo, para escribir su historia de empleo.)
) 8i —& Si selecciond Si, ole ayudamos a identificar y encontrar servicios de empleo?
& Mucho & Un poco < No O Nada
C No |

O Si — Si selecciond S, 4le ayudamos a identificar y encontrar servicios para la educacion y vocacionales?

[ | | [ | | | -1- Continua en el reverso.—»
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Aytdenos a conocerlo mejor complentando la siguiente seccidn.

13. ;Cuéanto afios
tiene?

14. Sexo:
O Masculino
O Femenino

15. La mejor descripcién de mi origen racial o

étnico es (marque sélo una):
O Blanco/Euroametricano

O Negro/Afroamericano

O Asiatico/lslas del Pacifico

O Indigena americano/Esquimal/Aleutianc

< Hispano/Lating
O Multi-racial
O Otro

16. Estoy participando en (marque sdlo uno):

O Programa residencial
O Programa de paciente externo
O Tratamiento médico con metadona

17. Le fecha en que empecé en este programa es:
Mes | Dia | Afio

O Ene ‘

O Feb

O Mar |[@ @@ @

O Abr | DD D

O May |@ @)@ @)

O Jun |[@E|@ G

Cuiin, V2 & @
il YD ?)i

By el O dul @l@@
o OAge | @G
© Dic O Sep ®® ®
O Oct DD @
O Nov
O Dic @@ ®
18. La fecha de hoy es: Mes | Dia | Afio
O Ene ‘
3 Feb
o | i [ane| O Mar |@ @@ ©
| O Abr | @D ®
O May |2 @@ @
C My (2 D) Ouan [@@@®
O Jul @D D)
Oage | Ble®
O Sep ®|@® &)
O Oct DD @
O Nov
O Dic DD @

19. Mi tratamiento se paga con:
O Fondos privados (mios, seguro, amigo o
pariente, elc.)
O Fondes publicos (Medicaid, ADATSA, TANF, etc.)

Sus comentarios son muy importantes. Por favor, permitanos saber lo que piensa con respecto a huestro

programa, respondiendo a las siguientes preguntas.

¢ Qué le gusta de este programa?

¢Hay algo que usted cambiaria en este programa? Si asi es, ¢qué cambiaria?

Muchas gracias por sus comentarios y por tomar el tiempo necesario para ayudarnos.

Este io Tue por i State Division of Aleohol and Substance Abuse (DASA). Sitiens preg; [ DS acerca ua este ionario dirijalas a Felix
F (| Ph.D., al teléfono 725-3761, por correo electrénico a rodrifi@ dshs.wa.gov. o eicrihiéndol’é a esta direccién: DASA. P.O. Box 45320, Clympia, WA 98504-5330.
12/05 DRG ScanDocs™ 6685-54321 -2- [ ] [ 1 | HE
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(ADULTNVietnamose)

Thiam Do Muc D6 Hai Long cia Bénh Nhin

Xin quy vi gitip dd chung toi cdi thién chu‘rmg trinh bling céch ted 13 nhitng ciu hdi vé cdc dich vu qu) vidd nhin dwge. Ching
tHi rit quan tim dé€n cdc ¥ ki€n trung thuc clia cdc ban, dit d6 14 khen hay ché. Xin quy vi tra 16i toan b cac ciuhoi. C hing
tii s& giif kin mit cich tuyét dii cdc cdu trd I§7i cia quy vi. Chiing t6i thinh thit cdim on sy giip dd clda quy vi!

Hiy dién vio & thich hgp cho tirng | hoi. . )
DAUDANH DUNG @ DAUDANHSAI ®@ @
1. Néi chung, sy hai long cia quy vi vé dich vu quy vi 4. Quy vi dénh gid sy hitu ich ctia nhitng nhém hop,

nhin ¢ mide djp nio? hii thio ¢ mic dé nao?

Rél hiilong O Rillgi  Khong nhin duge

Hai long phin nhiéu Khi lgi

Khong hai long = Khong lgi
) Khong hiii long chiit nio © Lam cho moi chuyén t& hon

2. Noi chung, sy hii long etia quy vi & mide d nho khi
vé sif thoai mai v hinh théi cd sd nay tao ra cho quy

5. Quy vi danh gia sy’ hitu ich cia nhitng cudc
tham viin ¢d nhin & mic dj nio?

) Rat hai liing _J Rit lgi = Khing nhin dudc
Hai long phin nhiéu Khi o1
Khong hii long 2 Khéng Igi
Khong hii long chit ndo 2 Lam cho moi chuyén té hdn
3. Theo suy nghi cia quy vi, nhin vién etia chuang trinh 6. N&u quy vi mudn tim sy gitip di nita, quy vi cé
ed ddi i vdi qui vi vii syl tin trong khimg? trd lai chuong trinh niy khing?

2 Ludn ludn O €6, chic chic

b1 khi C6, ¢6 thé
{t khi Khing, cé thé 1a khong
) Khiing bao gidd © Khéng, chic chin i khing

Hay tra lii ta Ching toi rit mong mudn d€ biét xem ching toi di cé thé trg givp quy vi
nhi thé nio trong viin dé nhiin dinh va tim giGp nhiing dich vu khde ma quy vi ¢in.

7. True @iy, quf v c6 cindichvy phip 1§ khing? (thi du: bién ha phip If, o6 v phip I, trd gitp vé vin 4é ki xe trong lie bidnh hidng-DUL)

Zco NEU €O, thi chi ng t6i ed 1gi ich cho quy vi nhu thé nio trong viée nhin bi&t va tim nhing dich vu phip 1y d6?
O Ritlgi O Kha lgi O Khéng c6 lgi O Khéng ¢6 Idi chiit nao
() KHONG

8. Trudic diy, qui vicd cindich vo y t& khing? (thi du: khidm siic khie, thif nghiém y 1&)

O co NEU €O, thi chiing ti ¢ Igi ich cho qui vi nhi thé nao trong viée nhdn biét va tim nhitng dich vy y & d6?
O Rit lgi ) Khi lgi 0 Khiing cd lgi T Khong ¢6 1di chit nio
(Z) KHONG

9. Trude day, quy vicd ciin nhiing dich vu vé gia dinh khong? (thi du: cich nudiday con tré. dich vu phue hii quan hi gia dinh)
()ed = NEUCO, thi ching tiicé lgi ich cho quy vi nh thé’ nao treng viéc nhin biét va tim nhitng dich vy vé gia dinh dé?
O Rilt lgi O Khd lgi 2 Khing co lgi Z Khing co 1di chit nio

() KHONG
10. Trude day, quy vicé cin nhitng dich vu vé sitc khie tim thin khdng? (thidu: dich vu danh cho nhitng ngudi khitng nhiing cé

bénh tim thin ma cbn cé chiing nghién ngdp rugu, bia hode thuie phién, quin Iy viée ding thuie)

()ed  F= NEU CO, thi ching t6i ¢é lgi ich cho qui vi nh the nio treng viéc nhin bi€t vi fim nhifng dich vu vé sifc khoe tim thin dé?
O Rt lgi ) Khd lgi 2 Khing cé lgi O Khiing ¢6 1¢i chiit nio

() KHONG

11. TriGe ddy, quy vi ed cin nhifng dich vu gigo due va huin nghé khing? (thi dy: ki nidng cg bin, truiing cao ding cong ding)

()ed £ NEU CO, thi ching téicd lgiich cho qui vi nh thé nio trong viée nhin bi€t vi tim nhifng dich vu gifio due vii huin nghg da?
0 Rat ldi O Kha lgi 2 Khong cé lgi ' Khong ¢6 1gi chit nio
I RRONG

12. TruGe day, qui vi 6 cin nhitng dich vu Gim Ki€m viée lam khing? (thi du: vi't tidu si viée lam, tim vige lam)

et &= NEL CO, thi ching tidi c6 lgi ich cho quy vi nht thé nio trong viée nhiin bi&t va tim nhifng dich vu fim kiém vige lam da?
O Rét lgi O Khi lgi O Khimg cé lgi T Khong ¢6 1gi chit nio

(CRBONG

- - . Xin tiép tuc 0 mat sau
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Dé gitip chiing t61 hién thém vé& quf vi, xin dién vao nhilng phin dudi day

13. Qu¥ vi dugiec bao 17. Ngay téi biit ddu tham gia chuong trinh nay la:
nhié¢u tudi? Thing [NgayNam
@ ® @]
[O16)] o2
@O 3 @ @D @
@@ o4 DR [EDRED
@ [@)] @ @D @)
®® o6 @ 3@ G
@& ® T @)@ @)
o8 6
o9 ®|E &)
& @) &= e &
on
14. Tdi la: 12
O Nam
O N Thing [NgayNiam
2 G . 5 o1
15. Sy md ta gan nhat khi néi vé ching tc hodic sic o2

tde ciia tdi 13 (hiy chon mét chi tiét thai):

¢ Da wrang, ngudi M§ gdc chin Au

O Da den, ngudi My gée chin Phi

O Ngudi chdu Afcde viing ddo Thdi-binh-Dudng

O3 |@e@ o)
O4 QDD
05 |@e@@
06 @@

O Thé dan M5 /din Eskimo/dan Aleul (e @@ @)

O Ngrii ghic Tay-hban-Nha 8 ®|@® B

O N du chiingfda sdc 6¢ o9 @

& Ngudi thude chiing tic/sac toc khdc khdc o 10 @@ D

) o | e

16. T6i dang tham du trong {(xin chon mét chi tiét thii): 2 o el

O Tri lidw ndi tri e . i PR
9 Tl Bengoniiud 19, S tr ligu enia téi duge trang tr:';u hing:

O Tri lidu véi thude Methadone O Qu¥ o (cd nhiin, hilng bdo hiém, ban bé hoac
o ngui thin. van vin)

O Qu¥ cong (Medicaid, ADATSA, TANT, viin vin)

Nhitng nhiin xét ¢da quy vi rit quan trong ddi vdi ching toi. Hiy cho ching t6i bidt quy vi nght gi v& chuang trinh
ciia chiing toi qua sy tra 1&i nhitng can hdi dudi day:

Quy vi thich didu gi & chugng trinh nay?

Cé didu gi md quy vi mudn thay déi trong chudng trinh niy khiing? N&u cd, diéu do 3 didu gi?

Chiing tdi thanh that ciAm on nhitng nhan xét cia quy vi va thoi gid quy vi bo ra d€ gitp ching toi.

TIASAG R oA ke e T nae o ahdn SEr g wd ende thin i § ViR iy, gin
Ciymipia. WA IHI01-3550

Cad i md § 6 0z
han ke vt Tign S elis Rodrie

£ i BT Cai Nplicr Raictha ¥h Thuee Phic v cn Tiang Wa
qu 4f i thost 56025361 Bng th dicn i i ohé s

1 ashington Stare Divisian of Aanhel and Sulstance A, gr
s wa g, hnge % 10 thee dis ehi soaddy: AN, PO Be

1205 DR ScanDocs™ 6691-54321 -2- . .
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(YOUTH/ENGLISH)

YOUTH PATIENT
SATISFACTION SURVEY

Please help us improve our program by answering some questions about the services you have received We are
interested in your honest opinion, whether it is positive or negative. Please answer all of the questions. We shall keep
your responses in the strictest confidence. Thank you very much. We really appreciate your help

For questions 1 through 7, please fill in the appropriate CORRECT MARK @
oval that best describes what you feel. INCORRECT MARKS X 7 @
1. How satisfied are you with the service you 6. How helpful is the individual counseling?

have received?

) Wery helpful
O Very satisfied Somewhat helpful
O Mostly satisfied Nat helpful
 Dissatisfied Made things worse
O Very dissatisfied  Did not receive
2. How satisfied are you with the comfort 7. If you were to seek help again, would you
and appearance of this facility? come back to this program?

» Very satisfied O Yes, definitely

C
 Mostly satisfied Yes, probably
O Dissatisfied No, probably not
 Very dissatisfied 2 Mo, definitely not
3. Would you say our staff treated you with 8. How old are you? -
respect?
) All of the time @]

» Some of the time
» Little of the time
 Never

C
C
C
C

[ 1r) |

T
5
3

4. How safe do you feel in this program? E

T
) Very safe 2
) Somewhat safe 2@
» Not very safe

» Not safe at all

C
C
C
C

9. What racial or ethnic category best

describes you? (please mark only one)

5. How helpful are the group sessions?
O White

» Made things worse Hispanic
) Multiracial

O Other

 Very helpful Black/African American

— Somewhat helpful Asian/Pacific Islander

Mot helpful Native American/Eskimo/Aleut
O

C

> Did not receive

Please continue on the reverse side.

EE B ]| -1-
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10. Are you: 13. What is today's date?
O Male Month | Day | Year
) Female O Jan
O Feb
O Mar |@ @) @)
11. What program are you participating in? O April | D DD
O May | @ @@ @)
O Youth residential treatment O June |@ @@ @)
O Youth outpatient treatmant O July S@ @)
O Aug [&lelo
O Sepl @
12. When did you start in this program? QO Qct @@
O Nov ®
Month | Day | Year O Dec @ @)
< Jan Month | Day | Year

O Feb
O Mar |@ @® @
O April | DD D
O May [@ @@ &
O June | @& &)

14. How is your treatment being paid?

O Private funds (family, private insurance)
O Public funds (state-DASA, Title 19}

T duly | @@ @) O Other
cag| slee
O Sept {®|E) (&)
2 Oct @@ @)
O Nov
© Dec o lolo)

Your comments are important to us. Please let us know what you think about our program by answering the
questions below.

What do you like about this program?

What do you not like about this program?

Great job! Thank you for your comments and for taking the time to help us.

Survey prepared by the Washinglon Stale Division of Aleohol and Subslance Abuse [DASA). Questions or comments about this survey should be dirested lo Felix Rodriguez, Ph.D., by
calling 360-725-3761, by E-mail at rodrifi @eshe.wa.gav, or by writing him at this addrcss: DASA, F.O. Box 46330, Clympia, WA B8604-5330.

12/05 DRC ScanDocs™ 6686-54321 wide HE H HBE
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(YOUTH/SPANISH)

Evaluacion del nivel de satisfaccion
de los pacientes jovenes

Ayldanos a mejorar nuestro programa respondiendo algunas preguntas sobre los servicios gue recibiste. Estamos
interesados en tu honesta opinion, sea positiva o negativa. Por favor, responde todas las preguntas. Tus respuestas
seran estrictamente confidenciales. Valoramos su ayuda. Muchas gracias.

Para las preguntas 1 a 7, por favor rellena el MARCA CORRECTA @ =
espacio ovalado, como se muestra a MARCAS INCORRECTAS X /) @
continuacion, que mejor describe como te sientes.

1. ¢ Estas satisfecho con los servicios 6. ; Te ayudan las sesiones de terapia
que recibiste? individual?

© Me ayudan mucho

Me ayudan un poco

— No me ayudan

— Me hacen peor

» Muy satisfecho
) Casi satisfecho

C
(=
O Insatisfecho
(-

» Muy insatisfecho = Mo participo en terapia individual
2. i Como te sientes sobre la comodidad y aspecto 7. Si necesitaras ayuda otra vez, ;volverias a
del establecimiento? este programa?

— Muy satifecho

—» Casi satisfecho
= Insatisfecho

— Muy insatisfecho

 3i, por supuesto

Si, probablemente
Mo, probablemente no
> No, definitivamente no

3. i Dirias que nuestros empleados te trataron 8. ; Cuantos afios
con respeto? tienes?

» Todo el tiempo
» A menudo
» Pocas veces

(-
C
(-
© Nunca

4. ; Te sientes seguro en este programa?

) Muy seguro

» Algo seguro

Mo muy seguro

» Totalmente inseguro

ol®

O
C
O
C

9. ; Qué grupo racial o étnico te describe mejor?

(marca solo uno):
5. i Te ayudan las sesiones de terapia en grupo?
Blanco/Euroamericano
Negro/Afroamericano

Asiatico/lslas del Pacifico

Indigena americano/Esguimal/Aleutiano
Hispano/Latino

Multi-racial

< Otro

— Me ayudan mucho

— Me ayudan un poco

Mo me ayudan

— Me hacen peor

T Mo participo en terapia en grupo

Por favor, continda del otro lado.

N N ] | u -1-
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10. Sexo: 13. La fecha de hoy es:
O Masculino Mes | Dia | Afio
© Femenino O Ene |

O Feb
O Mar |[® @@ @
11. ¢En qué programa estas participando? O Abr | DD
O May [@ @@ @)
O Programa residencial para jovenes O Jun |® 3@ &)
2 Programa de paciente externo para jovenes O Jul @@ @
© Ago ®E® G
O Sep
12. ¢ Cudndo empezaste en este programa? O Qet @@ D)
O Noy
Mes | Dia | Afio O Dic &|@ @)
< Ene Mes | Dia [Afa
O Feb |

O Mar @ OB @)
O Abr | DD D)
O May (@ @@ @)
Chun (23S E

14. Mi tratamiento se paga con:

© Fondos privados (familia, segurc privado)
O Fondaes publicos (Estado-DASA, Title 19)

O dul Q@@ O Ctros
Oage | E®E
O Sep ®fE) &)
O Oct @D )
O Nov @B ®
O Dig @ [elo)

Tus comentarios son muy importantes. Por favor, permitenos saber lo que piensas con respecto a nuestro
programa, respondiendo a las siguientes preguntas.

& Qué te gusta de este programa?

¢ Qué es lo que no te gusta de este programa?

iExcelente! Muchas gracias por tus comentarios y por
tomar el tiempo necesario para ayudarnos.

Este onaio fue prep: por Washi Stato Division of Aluohal and Sunstanco Abuse [DASA). S ienes pregunias o cameniarios acerca ds esle cuslionar diigelas a Felix
i Ph.D., I al teléfono 1, por Gorreo a [odrifi@dshe.wa.gev. @ DASA. P.O. Box 45330, Olympiz, WA 98504-5330.
12/05 DRC ScanDocs™ 6688-54321 -2- [ ] [ 1 | H HEE
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(YOUTH/VIETNAMESE)

THAM DO MUC PO HAI LONG CUA BENH NHAN
THANH NIEN

Xin quy vi gitip d& ching t&i cdi thién chudng trinh bing cich trd 18i nhitg ciu hdi vé cic dich vu quy vi dd nhidn duge. Chiing
t6i rit quan tam dén cdc ¥ ki€n trung thuc cla cdc ban, dii d6 1a khen hay ché. Xin quy vi tra 16i toan b cdc ciu hoi. Ching
toi s& gid kin mét cdch tuyét ddi cde cdu tra 1di cda quy vi. Ching t6i thinh thit cdm on sy gidp dd cia quy vi!

Dai vdi cde cdu hoi tlt 1 dén 7, hay dién vao 6 thich hgp vdi
suy nghi ¢ta quy vi nhit.

DAUDANH DUNG @

DAUDANHSAI &EZ@

1. Quy vi hiii long vdi dich vu dd nhin ¢ mide do
nao?

) RAt hai long

Hii long phin nhidu
Khéng hai long
 Khéng hii long chit nio

6. St tham viin ¢4 nhin ¢ Lgi ich nhu thé naoe?

) Rt g

Khd lgi

Khing l¢i

Khi€n cho moi viée t& hdn
Khing nhin dudgc

2. Quy vi hai long vé co st nay ¢ mie di nao
khi dé& cip dén s thodi méi vi hinh thii co

st nay tao ra cho quy vi?

O Rét hailong

Hii long phin nhiéu
Khéng hai long

J Khing hai long chit niao

7. N&u quy vi cin sy gitp dd nia, quy vi cé
trd lai chuong trinh niy khing?

O €6, chic chin

Cé, c6 thé co

Khéng, c6 1€ 1a khing

O Khéng, chic chin la king

s

Cic nhén vién cia ching tdi co doi ddi quy vi
vdi sy ton trong khing?

J Ludn ludn
bt khi

[t khi

0 Khong bao gid

4. Quy vico cim thi'y an toan khi tham dy trong
chuong trinh nay khong?

Rit an toin

Khd an toan

Khong an toan lim

8. Quy vi duge bao nhiéu tudi?

0 Khong an toin chit nao

n

Cide nhém hop mit, hii thio eo lgi ich nhy
the nio?

RAT Igi

Khi lgi

Khéng loi

Lam cho moi sy t€ hon

Khéng nhin dude

9. Quy vi thudc ching tic hoiic sic toc
niao? (xin dinh diu mjt chi tict thai)

) M¥ Tring

M§ den/ My gdc chiu Phi

Nzudi chiu Ajviing ddo Thdi binh Dudng
Thé din M§/Eskimo/Aleut

Naufiri gic Tiy-ban-Nha

Nguisi da ching/da sic téc

Nauisi thuée chiing toe/sic e khic

| ] | -1-

Xin ti€p tuc & mit sau.
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10. Quy vi la:
3 Nam
O Nit

11. Quy vi dang tham gia trong chuvng trinh nao?

& Tri liéundi i cho thanh nién
O Trf lidu ngoai uti cho thanh nién

12. Quy vi biit ddn tham du trong chudng trinh tif khi
nao?

Thang |Ngay| Nim
1
2
@ 3 @ @D D
C 4 O D@D
(E5 @@
(] D D@D P

C7 D@ &
O 8 EI® &)
(@] ®|E &)
O 10 DD @

o BB @)
C 12 ®|E E)

Thing

O |
oy 2

CF3
4
(515
)by
@l
()
o9
O 10
@R
12

< Quy tir (eia dinh, bio hi€m cd nhin)
O Quy coing (Lifu bang DASA, chutng tinh 53 19)

O Qu¥ khdc

14. 8¢ tri ligu ciia qui vi duge trang trdi nhi the nio?

Nhiing nhan xé1 cta quy vi ril quan trong d8i vdi chiing 166, Ty cho ching 16i bigt quf vi nghi gi v& chudng Lrinh

clia chiing tdi qua sif tri 15i nhitng cAu héi dudi day:

Quy vi thich di¢u gi & chuvng trinh nay?

Quy vi khong thich diéu gi ¢ chuong trinh niy?

Thét t6t dep! Chiing téi xin cim on quy vi vé nhitng nhéin xét va thii gian quy vi danh ra d€ gitip

chilng t6i.

Luigpe Chudn i 0BG Cni NI Kugu 1 e Ihign UEu by Wasbington { ¥ s bi
a i 41 Tin 51 Telin Rondigues o 88 B thichd 360.726-376 1, b gt i Lit &

Cufe tbim
U 0 § 1

12/05 DRC ScanbDocs™ 8590-54321

-2.

Slute Disisiog of aleolulund Subslaee Abuse, pyi 150 DASS). NFlued bdle fe b o nigu 36t givé cuje
R s iy, B Vs hess e 0 i B DAS 2, P,0, T 45330, Olyon i, W YHSERN0,
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Washington State Division of Alcohol and Substance Abuse (DASA)
2009 Statewide Patient Satisfaction Survey
GUIDELINES FOR ADMINISTRATION

"Hi Yﬂepallmtu Soc \al
7 & Health Services

DASA Dmro Aleohol
& Substance Abuse

These Guidelines
provide the basic
information regarding
the administration of the
Statewide Patient
Satisfaction Survey.
However, if treatment
agencies would like
Jurther information or
assistance, they should
contact:

Felix Rodriguez, Ph.D

Washmgton State Division of Aleohol
and Substance Abuse (DASA)

P.O. Box 45330

Olympia, WA 98504-5330

Phone: 360-725-3761, or toll-free at
1-877-301-4557
FAX: 360-586-0344

E-mail: rodrifi@dshs wa gov
DASA website

wwwl.dshs wa gov/dasa/

What is the purpose of the Statewide Patient Satisfaction Survey?

The Statewide Patient Satisfaction Survey aims to assess patients’ perception of the quality of
chemical dependency (CD) treatment services they receive. This information is very essential
in ensuring that patients receive the highest quality of CD treatment services in Washington
State.

When will treatment agencies administer the survey?
Treatment agencies will give the survey to their patients who are participating in treatment
during the week of March 23-27, 2009.

What is the goal of the survey?
To obtain completed surveys from 100% of patients receiving treatment during the week of
the survey. This will include patients who have started treatment any day during that week.

How will treatment agencies administer the survey? What are some
helpful tips for a successful survey?

s It is important for agencies to use procedures that encourage patients to complete the
survey, ensure confidentiality of their responses. and allow them to respond as honestly
as possible.

*  Agencies who have successfully administered patient satisfaction surveys in the past
suggest that it is helpful to designate a survey coordinator who will be responsible for:
(a) distributing and collecting the surveys, and (b) returning them to DASA.

* Tt is important to know the best time and manner to distribute and collect the surveys
during the week of March 23-27 2009. We have found from previous surveys that the
best time to give the survey to patients is during the group sessions.

¢ It is important: (a) to encourage patients to answer all of the questions in the survey, and
(b) to ensure that they complete the survey only once during the week. We have found
that it is helpful to keep a list of patients who have and who have not completed the
survey. Experience tells us that 85% to 90% of patients who are participating in
treatment will complete the survey.

s It is important to allow patients to seek help from a staff member or another patient if
they need assistance in completing the survey (e.g. clarification with questions, definition
of some terms, and difficulty in reading).

* For opiate substitution programs. we have found that it is particularly helpful to train
front staff: (a) to encourage patients to complete the survey as they check in, and (b) to
remind them to return completed surveys after dosing. It 1s also helpful for front staff to
remind patients that: (a) the survey is confidential, and (b) the survey is a good
opportunity for patients to give feedback about their own treatment. It is helpful to put
up posters about the swrvey, display the surveys in a very visible manner, provide patients
with clipboards. and provide locked boxes for putting in completed surveys.

What will treatment providers do after collecting all the completed
surveys?
Fill out the Completion Summary Form. This form will provide the information needed to
calculate the statewide and agency response rates. Return the Completion Summary Form and
all the original completed surveys on or before April 3, 2009, to:

Felix Rodriguez, Ph.D

Division of Alcohol and Substance Abuse (DASA)

P.O. Box 45330

Olympia, WA 98504-5330

120108
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Department of Social and Health Services - County by Regions
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