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Executive Summary

he Arkansas Department of Human Services (DHS) strives to continuously support

and improve the quality and effectiveness of medical care received by Arkansas

Medicaid beneficiaries. Assessing patients’ satisfaction with their health care is

a valuable part of the efforts to improve outcomes and patient experiences as
they engage with providers and the health care system. AFMC conducted a mail survey
on behalf of DHS to evaluate adult and child/adolescent beneficiaries’ satisfaction with
the services they received from the state’s community mental health centers and clinics
(CMHCs). Since 2022, AFMC has utilized the adult and child/adolescent versions of the
Wisconsin Mental Health Statistics Improvement Project (MHSIP) consumer satisfaction
survey, along with additional items needed for Uniform Reporting System (URS) data
submission and information of local interest. AFMC selected a random sample of 2,384
adults and 2,193 children/adolescents and drew the stratified sample of beneficiaries
receiving services between July 1, 2023, and Dec. 31, 2023 (SFY 2024) from each CMHC. The
stratified sample reflects the proportion of patients associated with that center compared
with the statewide total of CMHC patients. There were 1,609 adult surveys not returned.
After removing adult beneficiaries deemed ineligible (8 surveys) and adjusting for invalid
addresses (338 surveys) and refusals (8 surveys), 421 surveys were eligible for the adult
analysis, which resulted in an analyzable rate of 21%. There were 1,612 child/adolescent
surveys not returned. After adjusting for invalid addresses (303 surveys) and refusals (6),
272 surveys were eligible for the child/adolescent analysis, which resulted in an analyzable
rate of 14%.

Survey responses from related MHSIP questions were combined to form domains
of various aspects of beneficiary satisfaction. Both the adult and child/adolescent
surveys measured the domains of satisfaction with access, outcomes, participation
in treatment planning, overall satisfaction with services, social connectedness, and
improved functioning. The adult survey also measured satisfaction with the quality and
appropriateness of services, and the child/ adolescent survey also measured satisfaction
with staff cultural sensitivity. In addition to these satisfaction domains, the adult survey
asked questions about criminal justice involvement, while the child/adolescent version
asked about juvenile justice involvement and school issues.

AFMC calculated the percentage of favorable domain scores by determining the
percentage of respondents indicating an above-average favorable rating on the questions
for each domain. AFMC compared the percentage of favorable domain scores for 2024
with the domain scores obtained from the 2023 surveys. For adults, the overall satisfaction,
perceptions of outcomes, satisfaction with participation in treatment planning, and
satisfaction with quality and appropriateness indicated positive domain differences of 5%
or less from 2023 to 2024, none of which were statistically significant. The satisfaction with
access, social connectedness, and improved functioning domain positive percentages have
remained constant since 2023. Among respondents for the child survey, all domains had
higher positive percentages in 2024 when compared with 2023. None of the percentage
increases were significant.
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In 2024, the highest domain measure for adults occurred in the overall satisfaction
domain (84%), followed by the satisfaction with access (83%) and satisfaction with quality and
appropriateness domains (81%). The lowest domain measure for adults occurred in the social
connectedness domain (63%). For child respondents during the same measurement period, the
highest measure occurred in the cultural sensitivity of staff domain (95%), followed by social
connectedness (86%), satisfaction with access (85%), and satisfaction with participation in treatment
planning (85%), while the lowest measure (63%) occurred in the perceptions of outcomes domain.

Analysis from each survey version provides comparisons of favorable domain scores for different
groups of respondents. These comparisons are based on gender, length of time to first appointment,
age, race, first appointment meeting needs, and whether the respondent is currently getting services
from the same center.

Notable findings in 2024 comparisons for adult beneficiaries include the following:

B In 2024, the percentage of female respondents (84%) who reported positively for their
satisfaction with quality and appropriateness was significantly higher than that of male
respondents (75%). The percentage of male respondents (70%) who reported positively about
their social connectedness was significantly higher than that of female respondents (59%).

B Beneficiaries who indicated they waited two weeks or fewer for their first appointment had
significantly higher measures in all domains except for two—the satisfaction with access
domain and the satisfaction with quality and appropriateness domain—when compared to
those who waited more than two weeks for their first appointment.

B A majority (89%) of respondents reported that their first appointment was soon enough to meet
their needs.

B Ata95% confidence level, all domain measures in 2024 were significantly more favorable for
individuals who indicated that the length of time until their first appointment met their needs
compared with individuals who indicated it did not meet their needs. All domain measures
in 2023, excluding the satisfaction with participation in treatment planning and social
connectedness domains, were significantly more favorable for individuals who indicated that
the length of time until their first appointment met their needs compared with individuals who
indicated it did not meet their needs.

B Respondents ages 45 and older reported more favorable measures in overall satisfaction,
satisfaction with access, and satisfaction with quality and appropriateness domains, but none
were significant.

B White respondents reported higher measures than the minority respondents in six domains:
overall satisfaction, satisfaction with access, perceptions of outcomes, satisfaction with
participation in treatment planning, satisfaction with quality and appropriateness, and
improved functioning. None of the differences were significantly different.

B Of the individuals who began treatment in the past 12 months, three respondents (5%) reported

they had been arrested since starting treatment, and eight (15%) reported they had been
arrested in the year before that.

B Of those who had been in treatment for at least 12 months, 14 (5%) indicated they had been
arrested in the last 12 months, and nine (3%) indicated an arrest in the 12 months before that.
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B Respondents still receiving services from this clinic measure had more favorable percentages
in all domains than respondents no longer receiving services. These differences were
statistically significant for all domains.

Notable findings in 2024 comparisons for child/adolescent beneficiaries include the following:

B In 2024, there were significant differences between males and females in two domains:
perceptions of outcomes and social connectedness. The only significant difference in 2023
occurred in the satisfaction with access domain.

B In 2024, the satisfaction with cultural sensitivity of staff domain scored the highest percentage
of favorable responses for males and females at 95% and 94%, respectively.

B Beneficiaries who had two weeks or fewer from the time of their initial contact with the clinic
until their first appointment had higher measures in all domains compared to beneficiaries
who had more than two weeks. Two domains had significant differences: perceptions of

outcomes and improved functioning.

B A majority (88%) of parents/caregivers reported their child’s/adolescent’s first appointment
was soon enough to meet their needs.

B The overall satisfaction, satisfaction with access, and social connectedness domains have
higher percentages of favorable responses in the 1-9 age group compared to the 10-18 age
group.

B For the following domains, the domain percentages for white respondents were higher
than the domain percentages for minority respondents: perceptions of outcomes, social
connectedness, and improved functioning. No domain percentages showed significant
differences.

B The social connectedness domain shows the highest percentage of favorable responses
(96%) for parents/caregivers who reported that their child/adolescent was not currently on
medication. The domains with significantly higher favorable responses from the parents/
caregivers who reported that their child/adolescent was not currently on medication were
perceptions of outcomes, social connectedness, and improved functioning.

B Of the parents/caregivers who responded that their child was on medication for emotional/
behavioral problems and who answered the follow-up question, 84% indicated the doctor or
nurse told them and/or their child about what side effects to watch for.

B Sixty-five percent of parents/caregivers indicated that they believe that their child’s/
adolescent’s grades improved as a result of mental health services.

B Eighty percent of parents/caregivers of children/adolescents responded that their child/
adolescent is still getting services from their center or clinic.
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Survey Overview
and Methodology

BACKGROUND

ince 2005, AFMC has conducted annual surveys to evaluate adult and child/

adolescent beneficiaries’ satisfaction with the services they received from Arkansas’

CMHCs. The survey is conducted for DHS's Division of Aging, Adult, and Behavioral

Health Services (DAABHS) and Division of Medical Services (Medicaid). The CMHCs
are also active partners in this project. The major areas of interest are satisfaction with
access, outcomes, participation in treatment planning, social connectedness, improved
functioning, and overall satisfaction with services. The adult version of the survey also
measures satisfaction with the quality and appropriateness of services, and the child/
adolescent version also measures satisfaction with the cultural sensitivity of staff. The
results show where CMHCs are meeting or exceeding patients’ expectations as well as
areas of potential improvement. AFMC will send these results to a benchmarking database,
where Arkansas’ results will be presented with the results from other states to provide a
national picture of consumer satisfaction with public mental health services.

SURVEY INSTRUMENT

DAABHS officials shortened the adult and child/adolescent versions of the MHSIP
consumer satisfaction survey tool in 2022 as a potential mechanism to increase response
rates. DAABHS referenced the Wisconsin MHSIP survey as an example. The MHSIP policy
group developed standards for collecting mental health data, including consumer
satisfaction survey data, over a 20-year period. As presented, the Wisconsin surveys did
not include all questions for URS data submission. AFMC and DAABHS added and edited
questions required for URS data submission to fit a shorter layout. This modified version of
the Wisconsin MHSIP survey was used for the current survey. Adult recipients of services
complete the adult survey, while parents/guardians of the child/adolescent recipient
of services complete the child/adolescent survey. The adult version totals 53 questions,
and the child/adolescent version totals 56 questions. Both surveys focus primarily on
experiences with a specific CMHC.
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SAMPLE SIZE, DISPOSITION, AND RESPONSE RATES

AFMC provided a sample of 2,384 adults and 2,193 children/adolescents using each
CMHC as strata to attempt procurement of at least 381 adult and 378 child/adolescent
surveys for analysis and to allow for a 95% confidence level with a five-point confidence
interval. AFMC took a sample from each center proportional to the number of patients
at that center compared with the statewide patient population of CMHCs. The resulting
analyzable sample size was 2,038 for adults and 1,890 for parents/guardians of child/
adolescent beneficiaries after adjusting for eligibility and incorrect addresses. AFMC
tracks returned and nonreturned surveys according to the National Committee for Quality
Assurance (NCQA) guidelines. AFMC deemed eight adult beneficiaries and no child
beneficiaries ineligible to participate according to NCQA guidelines. After eliminating
ineligible surveys and those with an invalid address, there were 1,609 adult surveys and
1,612 child/adolescent surveys that were not returned. A total of 421 analyzable adult
surveys and 272 analyzable child/adolescent surveys were returned, resulting in analyzable
response rates of 21% and 14%, respectively. Oversampling of both adult and child
beneficiaries is recommended for next year to help ensure a confidence level of 95% is
reached. Table 1 shows the sample size and response rates for the 2024 and 2023 surveys.

TABLE 1. Survey disposition and response rate

CHILD
MENTAL HEALTH SURVEYS 2024
Total mailing sent 2,384 1,866 2,193 2,099
*Ineligible: According to population 0 3 0 2
criteria
*Ineligible: Language barrier 0 0 0 0
*Ineligible: Mentally or physically inca- 0 1 0 0
pacitated
*Ineligible: Deceased 8 2 0 1
tInvalid address 338 285 303 317
Analyzable sample size 2,038 1,575 1,890 1,779
Refusal 8 4 6 3
Nonresponse 1,609 1,287 1,612 1,512
Analyzable surveys returned 421 284 272 264
Analyzable response rate 21% 18% 14% 15%
*Excluded from response rate denominator
tExcluded from response rate denominator
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SAMPLING FRAMES

Using the CMHC as strata, AFMC took a random sample of CMHC patients with a listed
mailing address who had at least one clinical service in the six-month period of July 1,
2023, through Dec. 31, 2023. Respondents ages 18 or older are considered adults, and
respondents ages 17 or younger are considered children/adolescents. A child beneficiary
may have been 17 when selected and 18 when filling out this survey.

SURVEY PROCEDURE

AFMC conducts surveys using an enhanced Healthcare Effectiveness Data and
Information Set (HEDIS®)' protocol. HEDIS is a set of standardized performance measures
designed to ensure that purchasers and consumers have the information they need to
reliably compare the performance of managed health care plans. HEDIS is sponsored,
supported, and maintained by NCQA. Following the enhanced HEDIS protocol, an
advance letter, written on DAABHS letterhead and signed by the Policy and Research
Analysis Manager from DAABHS, was mailed to each selected adult and child/adolescent
beneficiary. For the selected children, the parent/caregiver was the recipient of all relevant
survey mailings. The letter explained the purpose of the survey, informed the beneficiary
of its confidential and voluntary nature, and gave information on requesting a Spanish
or Marshallese language version of the survey. Approximately two weeks later, a packet
containing a questionnaire was sent with a postage-paid return envelope accompanied
by a cover letter to the beneficiary. The cover letter, on DAABHS letterhead, reiterated
the information in the advance letter and gave specific instructions on completing and
returning the survey. A reminder postcard was mailed approximately 10 days later to those
beneficiaries who did not respond. Approximately one month after the initial survey was
sent, a second survey and cover letter were mailed to any beneficiary with a valid address
who had not returned a survey. Approximately two weeks after the second survey, a second
reminder postcard was mailed to beneficiaries with a valid address who had not returned a
survey. Due to a low number of returned surveys from the child sample, data collection cut-
off was extended by two days for the child survey.

All mail was sent in bulk with return receipt and address correction requested; letters
and surveys returned as undeliverable with an address correction were re-mailed. Because
beneficiary telephone numbers were not available, telephone follow-up of nonrespondents
was not performed.

1: HEDIS® is a registered
trademark of the National
Committee for Quality
Assurance (NCQA).
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TABLE 2. Survey mailings

ADULT AND CHILD/ADOLESCENT MAILINGS | ADULT 2024 | CHILD 2024
Advance letter July 5,2024 July 8,2024
First survey July 24, 2024 July 26, 2024
First reminder notice Aug. 2, 2024 Aug. 5, 2024
Second survey Aug. 23, 2024 Aug. 26, 2024
Second reminder notice Sept. 3,2024 Sept. 6, 2024
Data cutoff Sept. 20, 2024 Sept. 25,2024

SURVEY TRACKING

AFMC assigned a unique number to each survey for tracking purposes only. This
allowed a second survey to be mailed to nonrespondents but not those who had already
completed and returned the survey. Beneficiary confidentiality was never compromised.

DISQUALIFIED SURVEYS

AFMC excluded adult and child surveys received after their respective cutoff dates
from the survey analysis. Surveys without any valid responses were not analyzed. AFMC
made these exclusions based on the standard HEDIS/ Consumer Asessment of Healthcare
Providers and Systems (CAHPS®)? protocol and recommendations.

SPANISH AND MARSHALLESE LANGUAGE SURVEYS

AFMC translated the surveys into Spanish and Marshallese, and both were available
upon request. Of the 421 analyzable adult surveys and the 272 child surveys returned,
two child surveys were completed in Spanish. No requests were made for adult or child
Marshallese surveys.

SAMPLE DISPOSITION

Table 3 (Adult survey) and Table 4 (Child survey) show the following data on the
disposition of the sample from each CMHC:
B Number of sample records from the CMHC

B Number of invalid addresses and ineligible records from the CMHC
M Percentage of invalid addresses and ineligible records for the CMHC
|

Number of usable sample records with valid addresses from the CMHC (analyzable

sample size)
B Number of analyzable surveys as defined by the criteria outlined above from the
CMHC 2: CAHPS® is a registered
trademark of the Agency
M Response rate for the CMHC for Healthcare Research and
Quality (AHRQ).
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TABLE 3. Adult survey clinic dispositions

NUMBER OF
SAMPLED NUMBER PERCENT | ANALYZABLE | ANALYZABLE | RESPONSE

2024 ADULT SURVEY CLINIC NAMES RECORDS INELIGIBLE | INELIGIBLE | SAMPLESIZE | SURVEYS RATE
ARISA Health 402 63 16% 339 54 16%
Centers for Youth and Families 163 21 13% 142 45 32%
Counseling Associates, Inc. 219 40 18% 179 26 15%
Delta Counseling Associates, Inc. 161 26 16% 135 27 20%
Ouachita Behavioral Health and 926 8 8% 88 19 22%
Wellness
Ozark Guidance Center 238 26 11% 212 41 19%
Professional Counseling Associates 51 9 18% 42 11 26%
South Arkansas Regional Health 171 36 21% 135 42 31%
Center
Southeast Arkansas Behavioral 219 18 8% 201 49 24%
Healthcare System, Inc.
Southwest Arkansas Counseling 254 43 17% 211 48 23%
and Mental Health Center
The Counseling Clinic 161 21 13% 140 20 14%
Western Arkansas Counseling and 249 35 14% 214 39 18%
Guidance Center
Total 2,384 346 15% 2,038 421 21%
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TABLE 4. Child/adolescent survey clinic dispositions

NUMBER OF
2024 CHILD/ADOLESCENT SURVEY SAMPLED NUMBER PERCENT | ANALYZABLE | ANALYZABLE | RESPONSE
CLINIC NAMES RECORDS INELIGIBLE | INELIGIBLE | SAMPLESIZE | SURVEYS RATE
ARISA Health 314 41 13% 273 42 15%
Centers for Youth and Families 130 21 16% 109 18 17%
Counseling Associates, Inc. 211 30 14% 181 30 17%
Delta Counseling Associates, Inc. 77 6 8% 71 17 24%
Ouachita Behavioral Health and 162 18 11% 144 20 14%
Wellness
Ozark Guidance Center 471 63 13% 408 50 12%
Professional Counseling Associates 24 2 8% 22 5 23%
South Arkansas Regional Health 100 9 9% 91 14 15%
Center
Southeast Arkansas Behavioral 104 16 15% 88 14 16%
Healthcare System, Inc.
Southwest Arkansas Counseling 94 13 14% 81 10 12%
and Mental Health Center
The Counseling Clinic 164 15 9% 149 16 11%
Western Arkansas Counseling and 342 69 20% 273 36 13%
Guidance Center
TOTAL 2,193 303 14% 1,890 272 14%
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SURVEY RESPONSE AND POPULATION CHARACTERISTICS

Tables 5-8 provide details about demographics and other characteristics of the adult and
child/adolescent survey responses. Demographic characteristics include age, gender, ethnicity,
and race. Other characteristics include currently in treatment at the CMHC and length of time in
treatment at the CMHC.

TABLE 5. Adult survey demographics

2024 ADULT MENTAL HEALTH SURVEY - SURVEY RESPONSE POPULATION STATISTICALLY
DEMOGRAPHICS RESPONSES | PERCENTAGE* | PERCENTAGE* | SIGNIFICANT (P<0.05)
Q50: What is your age now?

18to 24 24 6.0% 15.1% Significantly Lower
25to 34 35 8.7% 22.4% Significantly Lower
35to 44 79 19.7% 22.6% Not Significant
45to 54 88 21.9% 18.3% Not Significant
55to 64 115 28.6% 14.6% Significantly Higher
65to 74 47 11.7% 5.7% Significantly Higher
75 or older 14 3.5% 1.3% Significantly Lower
Q51: What is your gender? **

Male 133 33.5% 44.6% Significantly Lower
Female 264 66.5% 55.4% Significantly Higher
Q52: Are you of Hispanic or Latino origin or descent?

Yes, Hispanic or Latino 20 5.2% 5.0% Not Significant
No, not Hispanic or Latino 364 94.8% 95.0% Not Significant
Q53: What is your race?

White 258 64.0% 74.8% Significantly Higher
Black or African American 124 30.8% 23.3% Significantly Lower
Asian 1 0.2% 0.5% Not Significant
Native Hawaiian or other Pacific Islander 1 0.2% 0.2% Not Significant
American Indian or Alaska Native 3 0.7% 0.7% Not Significant
More than one race reported 16 4.0% 0.5% Significantly Higher

*Totals may not equal 100 percent due to rounding. Unknown responses were removed from analysis.
**Starting in 2022, gender category included ‘transgender male’ and ‘transgender female.’ Male responses include male and transgender female
respondents and female responses include female and transgender male respondents.

As seen above in Table 5, 65.7% of survey respondents were 45 or older, while a majority
(66.5%) were female. Most respondents were white (64.0%) and not of Hispanic or Latino
descent (94.8%). Adults in the 18-24, 25-34, and 75 and older age groups were significantly
underrepresented compared to the population, while adults in the 55-64 and 65-74 age groups
were significantly overrepresented. Female respondents were overrepresented compared to
the population, while male respondents were underrepresented compared to the population.
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Both differences were significant. Beneficiaries reporting more than one race or reporting
as white were significantly overrepresented compared to the population. Beneficiaries
reporting as black or African American were significantly underrepresented compared to
the population.

TABLE 6. Child/adolescent survey demographics
2024 CHILD/ADOLESCENT MENTAL HEALTH SURVEY RESPONSE POPULATION STATISTICALLY SIGNIFICANT

SURVEY — DEMOGRAPHICS RESPONSES | PERCENTAGE* PERCENTAGE* (P<0.05)

Q53: What is your child’s age now?

« Age groups

1t09 56 22.3% 31.4% Significantly Lower
10to 17 195 77.7% 68.6% Significantly Higher
- Age groups

1to6 10 4.0% 10.9% Significantly Lower
7t012 107 42.6% 44.1% Not Significant
13to 17 134 53.4% 45.0% Significantly Higher
Q54: What is your child’s gender? **

Male 140 53.2% 53.3% Not Significant
Female 123 46.8% 46.7% Not Significant
Q55: Is your child of Hispanic or Latino origin or descent?

Yes, Hispanic or Latino 46 17.6% 14.7% Not Significant
No, not Hispanic or Latino 215 82.4% 85.3% Not Significant
Q56: What is your child’s race?

White 170 65.6% 74.3% Significantly Lower
Black or African American 60 23.2% 21.4% Not Significant
Asian 2 0.8% 1.8% Not Significant
Native Hawaiian or other Pacific Islander 2 0.8% 0.4% Not Significant
American Indian or Alaska Native 3 1.2% 0.6% Not Significant
More than one race reported 22 8.5% 1.4% Significantly Higher

*Totals may not equal 100 percent due to rounding. Unknown responses were removed from analysis.
**Starting in 2022, gender category included ‘transgender male’ and ‘transgender female.’ Male responses include male and transgender female respon-
dents and female responses include female and transgender male respondents.

Table 6 indicates more parents or caregivers of children ages 10-17 (77.7%) completed surveys than those of ages
1-9 (22.3%). Slightly more respondents had male children (53.2%) than female children (46.8%), and the majority stated
their child’s race was white (65.6%) and not of Hispanic or Latino descent (82.4%). The 1-6 age group was significantly
underrepresented, and the age group 13-17 was significantly overrepresented compared to the population. Those who
reported as more than one race were significantly overrepresented, while those who reported their child’s race as white
were significantly underrepresented when compared to the population.
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TABLE 7. Other characteristics from adult survey
2024 ADULT MENTAL HEALTH SURVEY — OTHER CHARACTERISTICS

Q37: Are you currently getting services from this provider?

| SURVEY RESPONSES | RESPONSE PERCENTAGE

Yes 351 87.3%
No 51 12.7%
Q47: How long ago did you first contact the clinic for services?

Less than 6 months 37 9.4%
At least 6 months but less than a year 28 7.1%
At least 1 year but less than 2 years 47 11.9%
At least 2 years but less than 5 years 71 18.0%
At least 5 years or more 211 53.6%

Table 7 shows that in 2024, 87.3% of the adults surveyed indicated they are currently getting services from this provider.
In 2024, 53.6% of adult respondents reported that they contacted the clinic for services at least five years ago, while 16.5%

contacted the clinic for services less than one year ago.

TABLE 8. Other characteristics from child/adolecent survey

Q34: Is your child still getting services from this center?

2024 CHILD/ADOLESCENT MENTAL HEALTH SURVEY — OTHER CHARACTERISTICS | SURVEY RESPONSES | RESPONSE PERCENTAGE

Yes 202 79.8%
No 51 20.2%
Q50: How long ago did you first contact the clinic for services?

Less than 6 months 19 7.5%
At least 6 months but less than a year 32 12.5%
At least 1 year but less than 2 years 60 23.5%
At least 2 years but less than 5 years 78 30.6%
At least 5 years or more 66 25.9%

From Table 8 shows that more than two-thirds of the respondents (79.8%) reported that their child is still getting
services from this center. Slightly more than three-fourths of the respondents (80%) contacted the clinic for services at

least one year ago.
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General Findings: Adult and
Child/Adolescent Surveys

ADULT AND CHILD/ADOLESCENT DOMAINS

ollowing the standard procedures for the MHSIP surveys, AFMC combined responses

from certain related questions to form domains of various aspects of beneficiary

satisfaction. The domains reflect respondents’ satisfaction in various areas related

to their care at a specific CMHC. Though they included somewhat different
questions, both the adult and child/adolescent surveys measured satisfaction with access,
outcomes, participation in treatment planning, overall satisfaction with services, social
connectedness, and improved functioning. The adult version also measured satisfaction
with the quality and appropriateness of services, and the child/adolescent version also
measured satisfaction with staff cultural sensitivity.

Per the federal guidelines used to score the survey domains, AFMC only included
respondents who answered at least two-thirds of the questions comprising that domain
in the domain calculation. To score a particular domain, AFMC added the responses for the
series of questions comprising that domain together to produce a total, which we then
divided by the number of questions answered, producing the mean score, also referred to
as the average domain score.

The adult and child/adolescent versions of the survey have different numerical rating
scales. For the adult version, lower numerical values indicate higher levels of satisfaction,
and mean domain scores of less than 2.5 are the criteria for a positive domain rating. For
the child/adolescent version, higher numerical values indicate higher levels of satisfaction,
and mean domain scores of more than 3.5 are the criteria for a positive domain rating.
Thus, for adults, the numerator for each domain was the number of respondents with a
positive rating score—a mean score of less than 2.5. The child/adolescent numerator for
each domain was the number of respondents with a positive rating score—a mean score of
greater than 3.5. The denominator was the number of respondents included in a particular
domain measure.

Table 9 provides the overall calculations for each domain for both the adult and child/
adolescent surveys. The entries in the table show the percentage of beneficiaries with
a favorable rating for each domain. The table also includes 2023 results for comparison.
The “statistically significant” column indicates whether the 2024 score was significantly
different from the 2023 score. Significance is tested at the 95% confidence level.
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TABLE 9. Adult and child/adolescent domains

STATISTICALLY STATISTICALLY

ADULT ADULT SIGNIFICANT CHILD CHILD SIGNIFICANT
DOMAINS 2024 2023 (P<0.05) 2024 2023 (P <0.05)
Overall satisfaction 84% 82% No 77% 76% No
Satisfaction with access 83% 83% No 85% 82% No
Perceptions of outcomes 69% 64% No 63% 62% No
Satisfaction with participation in treat- 74% 69% No 85% 82% No
ment planning
Satisfaction with quality and appropri- 81% 80% No N/A N/A N/A
ateness
Satisfaction with cultural sensitivity of N/A N/A N/A 95% 90% No
staff
Social connectedness 63% 63% No 86% 81% No
Improved functioning 67% 67% No 66% 64% No

KEY FINDINGS (TABLE 9)

B For adults, overall satisfaction, perceptions of outcomes, satisfaction with participation
in treatment planning, and satisfaction with quality and appropriateness domains
had slightly higher positive measures in 2024 than in 2023. None of the positive gains
between years was statistically significant.

B For children/adolescents, in 2024 all domains were higher when compared with 2023,

though not significant. Like 2024, satisfaction with cultural sensitivity of staff remained
the highest domain (95%) in 2023.
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Findings: Adult Survey

ADULT DOMAIN QUESTIONS ANALYSIS

able 10 shows the questions in the adult survey AFMC used to calculate the domain scores as well as the
percentage of respondents rating each item with either a“1 = Strongly Agree” or“2 = Agree.”

In the domain calculations, AFMC only included respondents who answered at least two-thirds of the
questions comprising that domain and excluded respondents with more than one-third of the questions missing.
To score a particular domain, AFMC added the responses for the series of questions comprising that domain
together to produce a total, which we then divided by the number of questions answered, producing the mean
score. The numerator for each domain was the percentage of respondents with a mean score of less than 2.5. The
denominator was the number of respondents included in a particular domain measure.

TABLE 10. Adult domain questions

2024 ADULT DOMAINS AND QUESTIONS

Overall satisfaction (domain score=84%, N=409)

AGREE” AND“AGREE” | PERCENT

‘ COMBINED “STRONGLY
n

| liked the services that | received here (Q1) 406 358 88%
If I had other choices, | would still get services from this agency (Q2) 403 320 79%
| would recommend this agency to a friend or family member (Q3) 406 345 85%

Satisfaction with access (domain score=83%, N=406)

The location of services was convenient (Q4) 396 351 89%
Staff was willing to see me as often as | felt was necessary (Q5) 404 351 87%
Staff returned my calls within 24 hours (Q6) 367 300 82%
Services were available at times that were good for me (Q7) 400 354 89%
| was able to get all the services | thought | needed (Q8) 399 325 81%
| was able to see a psychiatrist when | wanted to (Q9) 378 291 77%
Perceptions of outcomes (domain score=69%, N=384)

| deal more effectively with daily problems (Q21) 382 292 76%
| am better able to control my life (Q22) 380 286 75%
| am better able to deal with crisis (Q23) 379 269 71%
| am getting along better with my family (Q24) 375 279 74%
| do better in social situations (Q25) 380 242 64%
| do better in school and/or work (Q26) 262 157 60%
My symptoms are not bothering me as much (Q28) 377 251 67%
My housing situation has improved (Q27) 304 193 63%
Satisfaction with participation in treatment planning (domain score=74%, N=368)

| felt comfortable asking questions about my treatment and medication (Q11) | 368 318 86%
I, not staff, decided my treatment goals (Q17) 368 275 75%
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TABLE 10. Adult domain questions (CONTINUED)

2024 ADULT DOMAINS AND QUESTIONS

Satisfaction with quality and appropriateness (domain score=81%, N=395)

AGREE”AND“AGREE” | PERCENT

‘ COMBINED “STRONGLY
n

Staff here believe that | can grow, change and recover (Q10) 382 292 76%
| felt free to complain (Q12) 377 297 79%
Staff told me what side effects to watch out for (Q15) 379 292 77%
Staff respected my wishes about who is and who is not to be given informa- | 383 347 91%
tion about my treatment (Q16)

Staff were sensitive to my cultural/ethnic background (Q18) 350 296 85%
Staff helped me obtain the information | needed so that | could take charge | 384 299 78%
of managing my illness (Q19)

| was given information about my rights (Q13) 384 328 85%
Staff encouraged me to take responsibility for how I live my life (Q14) 379 318 84%
| was encouraged to use consumer-run programs (Q20) 357 234 66%

Social connectedness (domain score=63%, N=392)

I am happy with the friendships | have (Q33) 382 264 69%
| have people with whom | can do enjoyable things (Q34) 389 257 66%
| feel | belong in my community (Q35) 383 232 61%
In a crisis, | would have the support | need from family or friends (Q36) 364 254 70%
Improved functioning (domain score=67%, N=397)

| do things that are more meaningful to me (Q29) 396 279 70%
| am better able to take care of my needs (Q30) 392 285 73%
| am better able to handle things when they go wrong (Q31) 395 263 67%
| am better able to do things that | want to do (Q32) 392 259 66%
My symptoms are not bothering me as much (Q28) 389 261 67%
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KEY FINDINGS — ADULT SURVEY (TABLE 10)

B In the overall satisfaction domain, most respondents (84%) were satisfied with the treatment
received. Eighty-eight percent of respondents said that they liked the services they received
at the clinic, and 85% said they would recommend the agency to a friend or family member. If
given other choices, 79% would still get services from their current clinic.

B In the satisfaction with access domain, 83% of respondents reported positively. Eighty-nine
percent of the respondents said that the location of services was convenient, and 89% said the
services were available at times that were good for them. Eighty-seven percent indicated that
staff members were willing to see them as often as necessary, and 82% said that staff returned
their calls within 24 hours. Eighty-one percent said that they were able to get all the services
they thought they needed.

B In the perceptions of outcomes domain, the highest proportion of respondents reported
positively (76%) for the statement that they were better able to deal more effectively with daily
problems. Seventy-five percent said they were better able to control their life, and 74% said they
were getting along better with their family. Seventy-one percent were better able to deal with
crisis. Sixty-seven percent reported their symptoms were not bothering them as much, and 64%
said they were doing better in social situations. The lowest proportion of respondents reported
positively (63% and 60%) for the statements that their housing situation had improved, and they
were doing better in school and/or work, respectively.

B Results pertaining to satisfaction with participation in the treatment planning domain received
a positive score of 74%. Eighty-six percent of respondents reported feeling comfortable asking
questions about their treatment and medication, while 75% of respondents said that they, not
staff, decided their treatment goals.

B The satisfaction with quality and appropriateness of care domain received a positive score of
81%. The most positive measure was the staff respected their wishes about who is or is not to
be given information about their treatment domain (91%). Eighty-five percent said the staff
was sensitive to their cultural/ethnic background, and they were given information about their
rights. Eighty-four percent said that staff encouraged them to take responsibility for how they
live their lives. More than two-thirds of respondents reported they felt free to complain (79%);
were helped by staff to obtain the information needed so they could take charge of managing
their illness (78%); were told by staff what side effects to watch out for (77%); and staff believed
they could grow, change, and recover (76%). The lowest proportion of respondents reporting
positively was for encouragement to use consumer-run programs (66%).

B The lowest percentage of respondents (63%) responded positively to the social connectedness
domain, with the highest percentage of respondents reporting positively that when in a crisis,
they would have the support they needed from family or friends (70%). Sixty-nine percent
reported positively that they were happy with the friendships they have. Sixty-six percent have
people with whom they can do enjoyable things, while 61% percent feel they belong in their
community.

B In the improved functioning domain, 73% reported being better able to take care of their
needs. Seventy percent indicated doing things that are meaningful to them. 67% responded
that they were better able to handle things when they went wrong, and their symptoms were
not bothering them as much. Sixty-six percent reported being better able to do the things they
“want” to do.
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DETAILED ANALYSIS OF ADULT SURVEY RESPONSES

The following sections contain a more detailed analysis of adult survey responses and
related key findings. Several sections compare the percentage of favorable adult domain
scores for different groups of respondents. The percentage of favorable domain scores is
the percentage of respondents in the group whose overall average rating was less than 2.5.
The higher the percentage of favorable domain scores, the higher the level of beneficiary
satisfaction. For comparison purposes, most tables also present the 2023 results. In all
comparisons below, statistical significance is tested at the 95% confidence level.

Domain Scores by Gender (Question 51)

Table 11 compares the percentage of favorable domain scores for males to those of
females.

TABLE 11. Percentage of favorable domain scores by gender

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
FEMALE MALEVS. MALE FEMALE MALEVS.

ADULT DOMAIN RATES 2024* FEMALE 2024 2023* 2023* FEMALE 2023
Overall satisfaction 84% 85% No 88% 80% No
Satisfaction with access 84% 83% No 88% 80% No
Perceptions of outcomes 67% 70% No 68% 63% No
Satisfaction with participation in 68% 77% No 69% 71% No
treatment planning
Satisfaction with quality and 75% 84% Yes 83% 80% No
appropriateness
Social connectedness 70% 59% Yes 69% 60% No
Improved functioning 62% 69% No 66% 69% No
*Starting in 2022, gender category included ‘transgender male’ and ‘transgender female.’ For analysis purposes, male percentages include male and
transgender female respondents and female percentages include female and transgender male respondents.

KEY FINDINGS (TABLE 11)

B In 2024, the percentage of female respondents (84%) who reported positively for their
satisfaction with quality and appropriateness was significantly higher than that of
male respondents (75%).

B In 2024, the percentage of male respondents (70%) who reported positively about

their social connectedness was significantly higher than that of female respondents
(59%).
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Domain Scores by Length of Time until First Appointment (Question 48)
Respondents were asked about the length of time from their initial contact with the
clinic until their first appointment. Tables 12A and 12B (2024 and 2023, respectively)
compare the percentage of favorable domain scores for those respondents who had a
first appointment within two weeks of initial contact with the clinic to the scores of those
whose first appointment was longer than two weeks after initial contact with the clinic.

TABLE 12A. Percentage of favorable domain scores by length of time until first

appointment, 2024
STATISTICALLY
<2 >2 DON'T SIGNIFICANT
WEEKS WEEKS REMEMBER | LESSVS. MORE
ADULT DOMAIN RATES 2024 2024 2024 2024
Overall satisfaction 92% 76% 79% Yes
Satisfaction with access 89% 80% 79% No
Perceptions of outcomes 81% 52% 61% Yes
Satisfaction with participation in 84% 64% 67% Yes
treatment planning
Satisfaction with quality and 90% 80% 72% No
appropriateness
Social connectedness 73% 51% 55% Yes
Improved functioning 78% 56% 57% Yes
TABLE 12B. Percentage of favorable domain scores by length of time until first
appointment, 2023
STATISTICALLY
<2 >2 DON'T SIGNIFICANT
WEEKS WEEKS REMEMBER | LESSVS. MORE
ADULT DOMAIN RATES 2023 2023 2023 2023
Overall satisfaction 85% 71% 83% Yes
Satisfaction with access 86% 64% 85% Yes
Perceptions of outcomes 71% 43% 67% Yes
Satisfaction with participation in 69% 73% 71% No
treatment planning
Satisfaction with quality and 82% 75% 80% No
appropriateness
Social connectedness 67% 45% 65% Yes
Improved functioning 73% 54% 66% Yes
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KEY FINDINGS (TABLES 12A AND 12B)

B In 2024 (Table 12A), those who indicated they waited two weeks or fewer for their first
appointment had significantly higher measures in all domains except for two—the
satisfaction with access domain and the satisfaction with quality and appropriateness
domain—when compared to those who waited more than two weeks for their first
appointment.

B In 2023 (Table 12B), those who indicated they waited two weeks or less for their
first appointment had significantly higher measures in all domains except for the
satisfaction with participation in treatment planning and the satisfaction with quality and
appropriateness domains than those who waited more than two weeks.

Domain Scores by First Appointment Meeting Needs (Question 49)

In a slightly different approach to the issue of first appointment experience, beneficiaries
were asked if the first appointment was soon enough to meet their needs. Table 13 compares
the percentage of favorable domain scores for those respondents who indicated the time until
their first appointment met their needs to the scores of those who responded that the time until
their first appointment did not meet their needs.

TABLE 13. Percentage of favorable domain scores by first appointment meeting needs

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
YESVS. NO YESVS. NO

ADULT DOMAIN RATES 2024 2023
Overall satisfaction 89% 48% Yes 84% 67% Yes
Satisfaction with access 89% 41% Yes 87% 50% Yes
Perceptions of outcomes 74% 33% Yes 68% 40% Yes
Satisfaction with participation in 80% 39% Yes 70% 67% No
treatment planning

Satisfaction with quality and 86% 50% Yes 82% 67% Yes
appropriateness

Social connectedness 67% 37% Yes 65% 48% No
Improved functioning 71% 38% Yes 72% 38% Yes

KEY FINDINGS (TABLE 13)

B As seen in the response frequency to Question 49 shown in Appendix A, for 2024, 89% of
respondents reported that their first appointment was soon enough to meet their needs.

B Ata 95% confidence level, all domain measures in 2024 were significantly more favorable for
individuals who indicated that the length of time until their first appointment met their needs
compared to individuals who indicated it did not meet their needs. All domain measures
in 2023, excluding the satisfaction with participation in treatment planning and social
connectedness domains, were significantly more favorable for individuals who indicated that
the length of time until their first appointment met their needs compared to individuals who
indicated it did not meet their needs.
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Domain Scores by Age Categories (Question 50)
Table 14 compares the percentage of favorable domain scores for respondents ages
18-44 to respondents ages 45 and older.

TABLE 14. Percentage of favorable domain scores by age category

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
18-44VS. 45+ 18-44VS. 45+
ADULT DOMAIN RATES 2024 2023
Overall satisfaction 81% 85% No 79% 84% No
Satisfaction with access 81% 84% No 81% 84% No
Perceptions of outcomes 71% 68% No 56% 70% Yes
Satisfaction with participation in 77% 73% No 64% 73% No
treatment planning
Satisfaction with quality and 80% 82% No 77% 82% No
appropriateness
Social connectedness 67% 60% No 58% 66% No
Improved functioning 69% 65% No 59% 72% Yes

KEY FINDINGS (TABLE 14)

B In 2024, respondents ages 45 and older reported more favorable measures in overall
satisfaction, satisfaction with access, and satisfaction with quality and appropriateness
domains, but none were significant.

B In 2023, respondents ages 45 and older reported more favorable measures in all
domains. The perceptions of outcomes and improved functioning domains were
significantly more favorable for this age group.
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Domain Scores by Race Categories (Question 53)

Table 15 compares the percentage of favorable domain scores for white respondents
with those of minority respondents.

TABLE 15. Percentage of favorable domain scores by race categories

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
WHITE MINORITY* WHITE VS. WHITE MINORITY* WHITE VS.

ADULT DOMAIN RATES 2024 2024 MINORITY 2024 2023 2023 MINORITY 2023
Overall satisfaction 85% 83% No 81% 86% No
Satisfaction with access 84% 81% No 82% 84% No
Perceptions of outcomes 70% 65% No 63% 70% No
Satisfaction with participation in 74% 73% No 71% 68% No
treatment planning
Satisfaction with quality and 82% 78% No 79% 82% No
appropriateness
Social connectedness 61% 64% No 61% 70% No
Improved functioning 69% 61% No 67% 67% No
*Minority category includes multiracial

KEY FINDINGS (TABLE 15)

B In 2024, the white respondents reported higher measures than the minority
respondents in six domains: overall satisfaction, satisfaction with access, perceptions
of outcomes, satisfaction with participation in treatment planning, satisfaction with
quality and appropriateness, and improved functioning. None of the differences were
significantly different.

B In 2023, minorities reported higher measures in the overall satisfaction, satisfaction
with access, perceptions of outcomes, satisfaction with quality and appropriateness,
and social connectedness domains. None of the differences were statistically
significant when compared to white respondents’ scores.
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Criminal Justice Involvement (Questions 39 through 46)

The survey asked respondents if they had been arrested during various time periods
in the past, if they had spent any time in jail or prison during the past 12 months, and, if so,
for how long.

KEY FINDINGS

M Of the individuals who began treatment in the past 12 months, three respondents
(5%) reported having been arrested since starting treatment, and eight (15%) reported
being arrested in the year before that.

B In aslightly different approach to the issue of the association between being in
treatment and criminal justice involvement, for those in treatment for less than one
year, eight (16%) of the 51 individuals responding indicated reduced encounters with
the police since receiving mental health services, while three (6%) reported their
contact level remained the same, and one (2%) reported their contact increased. For
39 respondents (76%), this question was not relevant. When these 39 were excluded
from the analysis, 67% indicated a reduction, 25% indicated the level remained the
same, and 8% reported an increase in contact with the police.

B Of those who had been in treatment for at least 12 months, 14 (5%) indicated they
had been arrested in the last 12 months, and nine (3%) indicated an arrest in the 12
months before that.

B The group that had been in treatment for at least 12 months responded to a question
about their encounters with police during the past 12 months. Twenty-three (9%)
indicated that contact had been reduced, eight (3%) indicated it had remained the
same, four (2%) indicated it had increased, and 232 (87%) indicated the question
was not applicable to them. (Percentages are rounded and may not total 100%.)
When these 232 to whom the question is not applicable were excluded from the
analysis, 66% indicated a reduction in criminal justice contact, 23% indicated the level
remained the same, and approximately 11% indicated an increase.

B Overall, 20 (5%) respondents indicated that they had spent time in jail in the past
12 months. Of the 20 indicating length of imprisonment, three (19%) indicated the
time in jail was 1-14 days. Five respondents (31%) reported time spent in jail was
less than 24 hours. The 20 individuals also represent slightly less than 5% of the
421 respondents returning analyzable surveys. Using the six-month CMHC adult
enrollment figure (40,567), the projected number of adults in that group who had
spent time in jail during the previous year was 1,927.
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Currently Getting Services from this Provider (Question 37)

Eighty-seven percent of respondents indicated they are still getting services from this
provider. Table 16 compares the percentage of favorable domain scores for those currently
getting services from this provider with the scores of those who are no longer getting
services and indicates whether these differences are statistically significant.

TABLE 16. Percentage of favorable domain scores by current provider

CURRENTLY NOT CURRENTLY | STATISTICALLY
RECEIVING RECEIVING SIGNIFICANT

SERVICES FROM SERVICES FROM RECEIVING
THIS PROVIDER THIS PROVIDER SERVICES

ADULT DOMAIN RATES 2024 2024 VS. NOT 2024
Overall satisfaction 88% 57% Yes
Satisfaction with access 86% 63% Yes
Perceptions of outcomes 72% 41% Yes
Satisfaction with participation in treatment planning 77% 51% Yes
Satisfaction with quality and appropriateness 84% 57% Yes
Social connectedness 66% 40% Yes
Improved functioning 69% 49% Yes

KEY FINDINGS (TABLE 16)

B In 2024, the still receiving services from this clinic measure had more favorable
percentages in all domains than the no longer receiving those services measure. These
differences were statistically significant for all domains.

B In 2024, the highest domain measure for respondents currently receiving care from
this provider was the overall satisfaction domain (88%), followed by the satisfaction
with access (86%) domain.
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Findings: Child/Adolescent Survey

CHILD/ADOLESCENT DOMAIN QUESTIONS ANALYSIS

able 17 shows the questions used in the child survey to calculate the domain scores and the
percentage of respondents rating each item with either a“4=Agree” or “5=Strongly Agree.”

AFMC only included respondents who answered at least two-thirds of the questions comprising
that domain and excluded respondents with more than one-third of the questions missing from
the calculations. To score a particular domain, AFMC added the responses for the series of questions
comprising that domain together to produce a sum total, which we then divided by the number of
questions answered, producing the mean score. The numerator for each domain was the percentage of
respondents with a mean score of greater than 3.5. The denominator was the number of respondents
included in a particular domain measure.

TABLE 17. Child/adolescent domain questions

AGREE” AND “AGREE” | PERCENT

‘ COMBINED“STRONGLY
n

2023 CHILD/ADOLESCENT DOMAINS AND QUESTIONS

Overall satisfaction (domain score=77%, N=259)

Overall, | am satisfied with the services my child received (Q1) 258 216 84%
The people helping my child stuck with us no matter what (Q4) 255 192 75%
| felt my child had someone to talk to when he/she was troubled (Q5) 258 205 79%
The services my child and/or family received were right for us (Q7) 256 206 80%
My family got the help we wanted for my child (Q10) 257 195 76%
My family got as much help as we needed for my child (Q11) 256 174 68%
Satisfaction with access (domain score=85%, N=255)

The location of services was convenient for us (Q8) 255 234 92%
Services were available at times that were convenient for us (Q9) 255 226 89%

Perceptions of outcomes (domain score=63%, N=260)

My child is better at handling daily life (Q16) 258 175 68%
My child gets along better with family members (Q17) 252 176 70%
My child gets along better with friends and other people (Q18) 253 180 71%
My child is doing better in school and/or work (Q19) 253 175 69%
My child is better able to cope when things go wrong (Q20) 257 153 60%
| am satisfied with our family life right now (Q21) 256 189 74%
Satisfaction with participation in treatment planning (domain score=85%, N=256)

| helped to choose my child's services (Q2) 247 200 81%
| helped to choose my child's treatment goals (Q3) 249 223 90%
| participated in my child's treatment (Q6) 253 221 87%
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TABLE 17. Child/adolescent domain questions (CONTINUED)

024 D/ADC DOMA AND Q 0

Satisfaction with cultural sensitivity (domain score=95%, N=228)

Staff treated me with respect (Q12) 226 215 95%
Staff respected my family's religious/spiritual beliefs (Q13) 223 210 94%
Staff spoke with me in a way that | understood (Q14) 228 219 96%
Staff was sensitive to my cultural/ethnic background (Q15) 207 191 92%
Social connectedness (domain score=86%, N=257)

| know people who will listen and understand me when | need to talk (Q23) 254 223 88%
| have people that | am comfortable talking with about my child’s problems | 256 227 89%
(Q24)

In a crisis, | would have the support | need from family or friends (Q25) 257 218 85%
I have people with whom | can do enjoyable things (Q26) 255 223 87%
Improved functioning (domain score=66%, N=254)

My child is better able to do things he or she wants to do (Q22) 252 181 72%
My child is better at handling daily life (Q16) 252 171 68%
My child gets along better with family members (Q17) 251 175 70%
My child gets along better with friends and other people (Q18) 251 178 71%
My child is better able to cope when things go wrong (Q20) 253 150 59%

ARKANSAS' COMMUNITY MENTAL HEALTH CENTERS BENEFICIARY SATISFACTION SURVEY, ADULT AND CHILD - 2024 BENEFICIARY SATISFACTION SURVEY RESULTS | PAGE 28




KEY FINDINGS — CHILD/ADOLESCENT SURVEY (TABLE 17)

B In the overall satisfaction domain, 84% of parents/caregivers of children/adolescents
receiving mental health services were satisfied with the services their child received.
Eighty percent felt that the services their child and/or family received were right for them.
Seventy-nine percent felt their child had someone to talk to when he/she was troubled.
Additionally, a large majority of respondents in the overall satisfaction domain reported
positively that their family got the help they wanted for their child (76%), felt the people
helping their child stuck with them no matter what (75%), and felt their family got as much
help as they needed for their child (68%).

B In general, parents/caregivers of children/adolescents receiving mental health services
reported positively across the satisfaction with access domain, with both domain
questions reporting a positive response over 85%. Ninety-two percent of parents/
caregivers reported the location of services was convenient. Eighty-nine percent reported
services were available at times that were convenient for them.

B In the perceptions of outcomes domain, 74% of the parents/caregivers of children/
adolescents indicated that they are satisfied with their family life right now. Seventy-one
percent reported their child gets along better with friends and other people, and 70%
reported their child gets along better with family members. Sixty-nine percent said that
their child is doing better in school and/or work. Sixty-eight percent said their child is
better at handling daily life, and 60% percent reported their child is better able to cope
when things go wrong.

B Parents/caregivers of children/adolescents receiving mental health services generally
reported positively across the participation in treatment planning domain. Ninety percent
of respondents reported they helped to choose their child's/adolescent’s treatment goals.
Slightly less (87%) reported they participated in their child's/adolescent’s treatment, and
81% reported they helped to choose their child’s services

B Compared with other domains, higher proportions (95%) of parents/caregivers responded
positively toward survey items regarding the satisfaction with cultural sensitivity of staff
domain. Ninety-six percent of respondents reported that staff spoke in a way they could
understand. Ninety-five percent of parents/caregivers said that staff treated them with
respect. Ninety-four percent reported that staff respected their family’s religious/spiritual
beliefs, and 92% reported that staff were sensitive to their culture/ethnic background.

B In the social connectedness domain, 89% of parents/caregivers said they have people with
whom they are comfortable talking about their child’s problems. Eighty-eight percent
reported they know people who will listen and understand when they need to talk.
Eighty-seven percent reported they have people with whom they can do enjoyable things.
Eighty-five percent indicated that in a crisis, they would have the support needed from
family or friends.

B In the improved functioning domain, 72% of respondents reported their child/adolescent
is better able to do things he or she wants to do. Seventy-one percent reported their child/
adolescent gets along better with friends and other people. Seventy percent reported
their child/adolescent gets along better with family members. Sixty-eight percent said
that their child/adolescent is better at handling daily life. Fifty-nine percent of parents/
caregivers reported their child is better able to cope when things go wrong.
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DETAILED ANALYSIS OF CHILD/ADOLESCENT SURVEY RESPONSES

The following sections contain a more detailed analysis of parent/caregiver survey
responses and related key findings. Several sections compare the percentage of favorable
child/adolescent domain scores for different groups of respondents. The percentage of
favorable domain scores shows the percentage of respondents in the group whose overall
average rating was more than 3.5. The higher the percentage of favorable domain scores,
the higher the level of beneficiary satisfaction. For comparison purposes, these sections
also present 2023 results. Significance is tested at the 95% confidence level.

Domain Scores by Gender (Question 54)

Table18 compares the favorable domain scores for parents/caregivers whose child/
adolescent is male to parents/caregivers whose child/adolescent is female.

TABLE 18. Percentage of favorable domain scores by gender

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
FEMALE MALEVS. MALE FEMALE MALEVS.

CHILD/ADOLESCENT DOMAIN RATES 2024* FEMALE 2024 2023* 2023* FEMALE 2023
Overall satisfaction 74% 81% No 74% 79% No
Satisfaction with access 85% 86% No 77% 88% Yes
Perceptions of outcomes 55% 72% Yes 58% 66% No
Satisfaction with participation in 86% 84% No 85% 79% No
treatment planning
Satisfaction with cultural sensitivity of 95% 94% No 89% 91% No
staff
Social connectedness 81% 91% Yes 83% 82% No
Improved functioning 61% 72% No 59% 69% No
*Starting in 2022, gender category included ‘transgender male’ and ‘transgender female.’ For analysis purposes, male percentages include male and
transgender female respondents and female percentages include female and transgender male respondents.

KEY FINDINGS (TABLE 18)

B Two significant differences were found between males’and females’ responses to
two domains in 2024: perceptions of outcomes and social connectedness. The only
significant difference found for 2023 was the satisfaction with access domain.

B In 2024, the satisfaction with cultural sensitivity of staff domain scored the highest
percentage of favorable responses for males and females at 95% and 94%, respectively.
This same domain scored highest in 2023 between genders, 89% for males and 91% for
females.

B The perceptions of outcomes domain was the least favorable domain among genders
for 2024—55% for males and 72% for females. This was also seen in 2023 with scores of
58% for males, and 66% for females.
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Domain Scores by Length of Time until First Appointment (Question 51)

Table 19A and Table 19B (2024 and 2023, respectively) below compare the
percentage of favorable domain scores for parents/caregivers whose child/adolescent had
their first appointment within two weeks of initial contact with the clinic to that whose
child/ adolescent’s first appointment was longer than two weeks after initial contact with
the clinic.

TABLE 19A. Percentage of favorable domain scores by length of time until first

appointment, 2024
STATISTICALLY
<2 >2 DON'T SIGNIFICANT
WEEKS WEEKS REMEMBER | LESSVS. MORE
CHILD/ADOLESCENT DOMAIN RATES 2024 2024 2024 2024
Overall satisfaction 81% 68% 79% No
Satisfaction with access 90% 80% 86% No
Perceptions of outcomes 74% 53% 62% Yes
Satisfaction with participation in 89% 84% 83% No
treatment planning
Satisfaction with cultural 95% 94% 95% No
sensitivity of staff
Social connectedness 88% 85% 85% No
Improved functioning 80% 48% 65% Yes
TABLE 19B. Percentage of favorable domain scores by length of time until first
appointment, 2023
STATISTICALLY
<2 >2 DON'T SIGNIFICANT
WEEKS WEEKS REMEMBER | LESSVS. MORE
CHILD/ADOLESCENT DOMAIN RATES 2023 2023 2023 2023
Overall satisfaction 82% 74% 76% No
Satisfaction with access 86% 80% 79% No
Perceptions of outcomes 66% 61% 59% No
Satisfaction with participation in 86% 81% 81% No
treatment planning
Satisfaction with cultural 91% 87% 89% No
sensitivity of staff
Social connectedness 82% 82% 82% No
Improved functioning 69% 64% 60% No
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KEY FINDINGS (TABLES 19A AND 19B)

B In 2024 (Table 19A), the comparison of beneficiaries who had two weeks or fewer
to beneficiaries who had more than two weeks from the time of their initial contact
with the clinic until their first appointment had higher measures in all domains.
Two domains had significant differences: perceptions of outcomes and improved
functioning.

B In 2023 (Table 19B), the comparison of beneficiaries who had two weeks or fewer to
beneficiaries who had more than two weeks from the time of their initial contact with
the clinic until their first appointment had higher measures in all domains except the
social connectedness domain, which was the same 82%. None of these differences
were statistically significant.

B Asseen in the response frequencies for Question 51 shown in Appendix B, 40% of
parents/caregivers indicated they could not remember the length of time between
their initial contact with the CMHC and their child’s/adolescent’s appointment. Of
those who reported remembering, 39% reported having the first appointment within
one week of initial contact, and 15% reported a first appointment more than 30 days
after the initial contact.

Domain Scores by First Appointment Meeting Needs (Question 52)

Table 20 compares the percentage of favorable domain scores for parents/caregivers
who indicated the time until their child’s/adolescent’s first appointment met their needs
to the scores of those of parents/caregivers who indicated the time until their child’s/
adolescent’s first appointment did not meet their needs.

TABLE 20. Percentage of favorable domain scores by first appointment meeting needs

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
YESVS. NO YESVS.NO

CHILD/ADOLESCENT DOMAIN RATES 2024 2023
Overall satisfaction 81% 55% Yes*** 83% 42% Yes
Satisfaction with access 89% 66% Yes*** 88% 46% Yes
Perceptions of outcomes 67% 41% Yes*** 66% 36% Yes
Satisfaction with participation in 86% 79% No*** 85% 63% Yes
treatment planning

Satisfaction with cultural 97% 88% Yes*** 94% 67% Yes
sensitivity of staff

Social connectedness 87% 85% No*** 85% 61% Yes
Improved functioning 70% 39% Yes*** 69% 39% Yes

***Total number of responses in categories are less than 30 and caution should be exercised when drawing conclusions on these
results
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KEY FINDINGS (TABLE 20)

B In 2024, significantly higher proportions of parents/caregivers who indicated
the length of time until their child’s/adolescent’s first appointment met their
needs gave favorable ratings to the overall satisfaction, satisfaction with access,
perceptions of outcomes, satisfaction with cultural sensitivity of staff, and improved
functioning domains. The satisfaction with participation in treatment planning and
social connectedness domains had insignificantly higher proportions of favorable
ratings from parents/caregivers who indicated the length of time until their child’s/
adolescent’s first appointment met their needs.

B Across all domains in 2023, significantly higher proportions of parents/caregivers who
indicated the length of time until their child's/adolescent’s first appointment met their needs
gave favorable ratings to each domain compared to parents/caregivers who indicated that
the length of time until first appointment did not meet their child’s/ adolescent’s needs.

B Asshown in the response frequencies for Question 52 shown in Appendix B, 88%

of parents/caregivers reported their child’s/adolescent’s first appointment was soon
enough to meet their needs.

Domain Scores by Age Categories (Question 53)

Table 21 compares the percentage of favorable domain scores for parents/caregivers
whose child/adolescent is between ages 1-9 to parents/caregivers whose child/adolescent
is between ages 10-18.

TABLE 21. Percentage of favorable domain scores by age category

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
10-18 1-9VS. 10-18 1-9 10-18 1-9VS. 10-18
CHILD/ADOLESCENT DOMAIN RATES 2024 2024 2023 2023
Overall satisfaction 87% 74% No 77% 76% No
Satisfaction with access 88% 84% No 84% 80% No
Perceptions of outcomes 67% 62% No 52% 64% No
Satisfaction with participation in 92% 83% No 81% 82% No
treatment planning
Satisfaction with cultural 96% 94% No 86% 91% No
sensitivity of staff
Social connectedness 88% 85% No 83% 82% No
Improved functioning 72% 64% No 56% 67% No

KEY FINDINGS (TABLE 21)

B In 2024, all domains had a higher percentage of favorable responses in the 1-9 age
group when compared to the 10-18 age group. None of the differences between age
groups were statistically significant.
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B In 2023, the overall satisfaction, satisfaction with access, and social connectedness
domains had higher percentages of favorable responses in the 1-9 age group
compared to the 10-18 age group. The perceptions of outcomes, satisfaction with
participation in treatment planning, satisfaction with cultural sensitivity of staff, and
improved functioning domains had lower percentages of favorable responses in the
1-9 age group compared to the 10-18 age group. No significant differences occurred
between age groups in 2023.

Domain Scores by Race Categories (Question 56)

Table 22 compares the percentage of favorable domain scores for parents/caregivers
whose child/adolescent is white compared to parents/caregivers whose child/adolescent is
of a minority race.

TABLE 22. Percentage of favorable domain scores by race categories

STATISTICALLY STATISTICALLY
SIGNIFICANT SIGNIFICANT
WHITE MINORITY* WHITE VS. WHITE MINORITY* WHITE VS.

CHILD/ADOLESCENT DOMAIN RATES 2024 2024 MINORITY 2024 2023 2023 MINORITY 2023
Overall satisfaction 76% 79% No 76% 76% No
Satisfaction with access 85% 87% No 83% 79% No
Perceptions of outcomes 66% 56% No 62% 57% No
Satisfaction with participation in 84% 87% No 84% 76% No
treatment planning
Satisfaction with cultural 94% 97% No 91% 86% No
sensitivity of staff
Social connectedness 87% 86% No 84% 75% No
Improved functioning 69% 59% No 66% 54% No
*Minority category includes multiracial

KEY FINDINGS (TABLE 22)

B In 2024, white respondents had higher positive percentages than minority
respondents for the following domains: perceptions of outcomes, social
connectedness, and improved functioning. No domain differences were statistically
significant.

B In 2023, the positive domain percentages for white respondents were all higher than
the domain percentages for minority respondents except for the overall satisfaction
domain, though not significantly. The percentage of favorable responses for the
overall satisfaction domain was the same (76%) for both the white and minority
respondents.
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Domain Scores by Current Medication Status (Question 32)

Table 23 shows the percentage of favorable domain scores for parents/caregivers of
children/adolescents currently taking medication for emotional/behavioral problems to
those whose child/adolescent is not currently taking medication for these problems.

TABLE 23. Percentage of favorable domain scores by current medication status

NOT NOT
CURRENTLY | CURRENTLY | STATISTICALLY | CURRENTLY | CURRENTLY | STATISTICALLY
ON ON SIGNIFICANT ON ON SIGNIFICANT

MEDICATION | MEDICATION | MEDICATION | MEDICATION | MEDICATION | MEDICATION
CHILD/ADOLESCENT DOMAIN RATES 2024 2024 VS. NOT 2024 2023 2023 VS. NOT 2023
Overall satisfaction 77% 76% No 75% 79% No
Satisfaction with access 85% 86% No 79% 86% No
Perceptions of outcomes 57% 74% Yes 58% 67% No
Satisfaction with participation 87% 80% No 82% 82% No
in treatment planning
Satisfaction with cultural 96% 92% No 89% 92% No
sensitivity of staff
Social connectedness 80% 96% Yes 79% 85% No
Improved functioning 61% 74% Yes 60% 69% No

KEY FINDINGS (TABLE 23)

B In 2024, the social connectedness domain showed the highest percentage of favorable
responses (96%) for parents/caregivers who reported that their child/adolescent
was not currently on medication. The domains with significantly higher favorable
responses from the parents/caregivers who reported that their child/adolescent was
not currently on medication were perceptions of outcomes, social connectedness, and

improved functioning.

B In 2023, the percentage of favorable responses for all the domains, except for the
satisfaction with participation in treatment planning domain, was higher for parents/
caregivers who reported their child/adolescent is not currently on medication than
for parents/ caregivers whose child/adolescent is currently on medication. The
satisfaction with participation in treatment planning domain was the same (82%) for
both comparison groups. None were significant.

B Asseen in the response frequencies for Question 33 shown in Appendix B, 84% of
those who responded that their child was on medication for emotional/behavioral
problems and who answered the follow-up question indicated the doctor or nurse
told them and/or their child about what side effects to watch for.
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Juvenile Justice Involvement (Questions 36, 37, 38, 42, 43 and 44)

Parents/caregivers of children/adolescents were asked if their child/adolescent had
been arrested during various time periods in the past.

KEY FINDINGS

B Of the children/adolescents who began treatment in the past 12 months, two (2%)
parents/caregivers responded that their child/adolescent had been arrested since
starting treatment, and two (2%) responded that their child/adolescent was arrested
in the year before that.

M The Juvenile Justice Involvement section questioned respondents who reported
arrests made prior to and after receiving mental health services to determine the
association between being in treatment and juvenile justice involvement. For those
in treatment for less than a year, of the 79 parents/caregivers responding, eight (10%)
indicated decreased encounters with the police since their child began receiving
mental health services, three (4%) reported their children’s contact level remained the
same, and two (3%) indicated that it had increased. For 66 respondents (84%), this
question was not relevant. Excluding from the analysis the 66 to whom the question is
not relevant, 62% (8 of 13) indicated a reduction in criminal justice contact, 23% (3 of
13) indicated the level remained the same, and 15% (2 of 13) indicated an increase in
criminal justice contact.

B Parents/caregivers of children/adolescents who had been in treatment for more than
a year reported that two (2%) had been arrested in the most recent 12 months, and 3
(2%) had been arrested in the 12 months prior.

B The survey asked the parents/caregivers of children/adolescents who had been
in treatment for more than one year about their child’s/adolescent’s encounters
with police during the past 12 months. Seven (6%) indicated that contact had
been reduced, four (3%) indicated it had remained the same, one (1%) indicated it
had increased, and 115 (91%) indicated the question was not applicable to them.
Excluding from the analysis these 115 to whom the question is not applicable, 58%
(7 of 12) indicated a reduction in criminal justice contact, 33% (4 of 12) indicated
the level remained the same, and 8% (1 of 12) indicated that the level increased.
(Percentages are rounded and may not total 100%.)
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School Issues Reported (Questions 39, 40, 41, 45, 46, 47, 48 and 49)

This section asked parents/caregivers of children/adolescents whether their child/
adolescent had been expelled or suspended from school in the past, how often their child/
adolescent was absent from school, whether the child’s/adolescent’s grades had improved
as a result of their mental health services, and whether their child/adolescent had received
mental health services at school.

KEY FINDINGS

B Of all parents/caregivers of children/adolescents who began treatment in the past 12
months, 10 (13%) reported their child/adolescent had been expelled or suspended
since starting treatment, and 17 (21%) reported their child/adolescent had been
expelled or suspended in the year prior to that.

B In aslightly different approach to the issue of the association between being in
treatment and school attendance, for those in treatment for less than a year, of the
61 parents/caregivers responding, 16 (26%) indicated that the number of days their
child/adolescent was in school had increased since their child began to receive mental
health services, 22 (36%) reported their child’s school attendance level remained
the same, and four (7%) indicated it had decreased. For 19 (31%) respondents, this
question was not relevant. Excluding from the analysis these 19 to whom the question
is not relevant, 38% (16 of 42) indicated that the number of days their child/adolescent
was in school had increased since their child began to receive mental health services,
52% (22 of 42) reported their child’s school attendance level remained the same and
10% (4 of 42) indicated it had decreased.

B Of all children/adolescents who had been in treatment for more than a year, 17
(13%) parents/caregivers reported that their child/adolescent had been expelled or
suspended in the recent 12 months, and 19 (15%) reported their child/adolescent had
been expelled or suspended in the 12 months prior to that.

B In aslightly different approach to the issue of the association between being in
treatment and school attendance, for those in treatment for more than a year, of the
114 parents/caregivers responding, 23 (20%) indicated that the number of days their
child/adolescent was in school had increased since their child began to receive mental
health services, 42 (37%) reported their child’s school attendance level remained the
same, and 10 (9%) indicated it had decreased. For 39 (34%) respondents, this question
was not relevant. When these 39 are excluded from the analysis, 31% (23 of 75)
indicated that the number of days their child/adolescent was in school had increased
since their child began to receive mental health services, 56% (42 of 75) reported their
child’s school attendance level remained the same, and 13% (10 of 75) indicated it had
decreased.

B Question 48 states, “Do you believe that your child’s grades have improved as a result
of mental health services?” Of the 235 to whom Question 48 was applicable, 65% of
parents/caregivers indicated that they believe that their child’s/adolescent’s grades
improved as a result of mental health services.
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B Of the 241 parents/caregivers for whom Question 49 was applicable, 66% indicated
that their child/adolescent received mental health services at school. Those
responding “Not applicable/not in school” were excluded from this calculation.

Domain Scores by Grade Improvement (Question 48)

Table 24 shows the percentage of favorable domain scores for parents/caregivers of
children/adolescents whose grades improved as a result of mental health services to those
whose child/adolescents whose grades did not improve.

TABLE 24. Percentage of favorable domain scores by grade improvement

STATISTICALLY
GRADES GRADES DIDN'T | SIGNIFICANT GRADES
IMPROVED IMPROVE IMPROVED VS. NOT
CHILD/ADOLESCENT DOMAIN RATES 2024 2024 IMPROVED 2024
Overall satisfaction 89% 57% Yes
Satisfaction with access 89% 76% Yes
Perceptions of outcomes 77% 35% Yes
Satisfaction with participation in treatment planning 91% 77% Yes
Satisfaction with cultural sensitivity of staff 98% 90% Yes
Social connectedness 89% 77% Yes
Improved functioning 78% 37% Yes
KEY FINDINGS (TABLE 24)

B Those who responded that their child’s grades had improved had domain percentages
that were more favorable than those who indicated their child’s grades had not
improved as a result of mental health services. All differences in percentages were
significant in each domain.
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Currently Getting Services from this Center (Question 34)

Table 25 compares the percentage of favorable domain scores for parents/caregivers
of children/adolescents currently getting services from this center to those who are no
longer getting services and indicates whether these differences are statistically significant.

Eighty percent of parents/caregivers of children/adolescents responded that their
child/adolescent is still getting services from this center.

TABLE 25. Percentage of favorable domain scores by current center
CURRENTLY NOT CURRENTLY STATISTICALLY

GETTING GETTING SIGNIFICANT GETTING
SERVICES FROM SERVICES FROM SERVICES VS. NOT
CHILD/ADOLESCENT DOMAIN RATES THIS CENTER 2024 | THIS CENTER 2024 2024
Overall satisfaction 80% 65% Yes
Satisfaction with access 87% 79% No
Perceptions of outcomes 66% 54% No
Satisfaction with participation in treatment planning 89% 70% Yes
Satisfaction with cultural sensitivity of staff 97% 90% No
Social connectedness 86% 85% No
Improved functioning 69% 52% Yes

KEY FINDINGS (TABLE 25)

B Those parents/caregivers of children/adolescents still receiving services from this
clinic had more favorable domain percentages in all domains. The differences were
statistically significant for the overall satisfaction, satisfaction with participation in
treatment planning, and improved functioning domains. The largest difference (19%)
occurred in the satisfaction with participation in treatment planning domain.
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Appendix A:
Adult Survey Responses

Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree
Agree
Undecided
Disagree

Strongly Disagree

Not applicable
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Strongly Agree
Agree
Undecided
Disagree

Strongly Disagree

Not applicable

Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree

Agree

Undecided
Disagree

Strongly Disagree
Not applicable

200

Strongly Agree 47.96 200 47.96
Agree 159 38.13 359 86.09
Undecided 22 5.28 381 91.37
Disagree 12 2.88 393 94.24
Strongly Disagree 13 3.12 406 97.36
Not applicable 11 2.64 417 100.00
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Strongly Agree 198 48.41 198 48.41
Agree 130 31.78 328 80.20
Undecided 32 7.82 360 88.02
Disagree 25 6.11 385 94.13
Strongly Disagree 18 4.40 403 98.53
Not applicable 6 1.47 409 100.00

Strongly Agree 160 38.83 160 38.83
Agree 133 32.28 293 71.12
Undecided 34 8.25 327 79.37
Disagree 31 7.52 358 86.89
Strongly Disagree 23 5.58 381 92.48
Not applicable 31 7.52 412 100.00

Strongly Agree 169 41.12 169 41.12
Agree 129 31.39 298 72.51
Undecided 63 15.33 361 87.83
Disagree 16 3.89 377 91.73
Strongly Disagree 13 3.16 390 94.89
Not applicable 21 5.11 411 100.00

Strongly Agree 203 49.03 203 49.03
Agree 145 35.02 348 84.06
Undecided 21 5.07 369 89.13
Disagree 23 5.56 392 94.69
Strongly Disagree 11 2.66 403 97.34
Not applicable 11 2.66 414 100.00
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Strongly Agree 156 38.05 156 38.05
Agree 150 36.59 306 74.63
Undecided 43 10.49 349 85.12
Disagree 24 5.85 373 90.98
Strongly Disagree 16 3.90 389 94.88
Not applicable 21 512 410 100.00

Strongly Agree 179 43.87 179 43.87
Agree 156 38.24 335 82.11
Undecided 31 7.60 366 89.71
Disagree 14 3.43 380 93.14
Strongly Disagree 12 2.94 392 96.08
Not applicable 16 3.92 408 100.00

Strongly Agree 173 41.89 173 41.89
Agree 152 36.80 325 78.69
Undecided 39 9.44 364 88.14
Disagree 12 2.91 376 91.04
Strongly Disagree 13 3.15 389 94.19
Not applicable 24 5.81 413 100.00

Strongly Agree 155 37.53 155 37.53
Agree 140 33.90 295 71.43
Undecided 35 8.47 330 79.90
Disagree 34 8.23 364 88.14
Strongly Disagree 19 4.60 383 92.74
Not applicable 30 7.26 413 100.00
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Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree

Agree
Undecided
Disagree

Strongly Disagree

Not applicable

Strongly Agree 141 34.64 141 34.64
Agree 160 39.31 301 73.96
Undecided 27 6.63 328 80.59
Disagree 14 3.44 342 84.03
Strongly Disagree 15 3.69 357 87.71
Not applicable 50 12.29 407 100.00
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Strongly Agree 175 42.48 175 42.48
Agree 130 31.55 305 74.03
Undecided 49 11.89 354 85.92
Disagree 22 5.34 376 91.26
Strongly Disagree 16 3.88 392 95.15
Not applicable 20 4.85 412 100.00

Strongly Agree 117 28.54 117 28.54
Agree 118 28.78 235 57.32
Undecided 65 15.85 300 73.17
Disagree 42 10.24 342 83.41
Strongly Disagree 17 4.15 359 87.56
Not applicable 51 12.44 410 100.00

Strongly Agree

Agree 156 38.14 304 74.33
Undecided 53 12.96 357 87.29
Disagree 19 4.65 376 91.93
Strongly Disagree 21 5.13 397 97.07
Not applicable 12 293 409 100.00
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142

Strongly Agree 34.89 142 34.89
Agree 153 37.59 295 72.48
Undecided 54 13.27 349 85.75
Disagree 24 5.90 373 91.65
Strongly Disagree 19 4.67 392 96.31
Not applicable 15 3.69 407 100.00

Strongly Agree 130 31.78 130 31.78
Agree 148 36.19 278 67.97
Undecided 67 16.38 345 84.35
Disagree 27 6.60 372 90.95
Strongly Disagree 20 4.89 392 95.84
Not applicable 17 4.16 409 100.00

Strongly Agree 130 31.71 130 31.71
Agree 156 38.05 286 69.76
Undecided 52 12.68 338 82.44
Disagree 28 6.83 366 89.27
Strongly Disagree 19 4.63 385 93.90
Not applicable 25 6.10 410 100.00
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<e

Strongly Agree 24.26 99 24.26
Agree 146 35.78 245 60.05
Undecided 81 19.85 326 79.90
Disagree 37 9.07 363 88.97
Strongly Disagree 24 5.88 387 94.85
Not applicable 21 5.15 408 100.00

Strongly Agree 68 17.00 68 17.00
Agree 92 23.00 160 40.00
Undecided 57 14.25 217 54.25
Disagree 29 7.25 246 61.50
Strongly Disagree 19 4.75 265 66.25
Not applicable 135 33.75 400 100.00

Strongly Agree 81 20.10 81 20.10
Agree 114 28.29 195 48.39
Undecided 60 14.89 255 63.28
Disagree 30 7.44 285 70.72
Strongly Disagree 22 5.46 307 76.18
Not applicable 96 23.82 403 100.00
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Strongly Agree 106 26.04 106 26.04
Agree 158 38.82 264 64.86
Undecided 60 14.74 324 79.61
Disagree 41 10.07 365 89.68
Strongly Disagree 28 6.88 393 96.56
Not applicable 14 3.44 407 100.00

Strongly Agree 119 28.95 119 28.95
Agree 161 39.17 280 68.13
Undecided 62 15.09 342 83.21
Disagree 38 9.25 380 92.46
Strongly Disagree 19 4.62 399 97.08
Not applicable 12 2.92 411 100.00

Strongly Agree 116 28.02 116 28.02
Agree 172 41.55 288 69.57
Undecided 56 13.53 344 83.09
Disagree 29 7.00 373 90.10
Strongly Disagree 23 5.56 396 95.65
Not applicable 18 4.35 414 100.00
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Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree
Agree

Undecided
Disagree
Strongly Disagree
Not applicable

Strongly Agree

Agree

Undecided
Disagree

Strongly Disagree

Not applicable
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Strongly Agree 110 26.63 110 26.63
Agree 151 36.56 261 63.20
Undecided 68 16.46 329 79.66
Disagree 40 9.69 369 89.35
Strongly Disagree 25 6.05 394 95.40
Not applicable 19 4.60 413 100.00

<L)

Strongly Agree 24.09 99
Agree 135 32.85 234 56.93
Undecided 80 19.46 314 76.40
Disagree 39 9.49 353 85.89
Strongly Disagree 32 7.79 385 93.67
Not applicable 26 6.33 411 100.00

Strongly Agree

Agree

Undecided
Disagree

Strongly Disagree
Not applicable

51 12.69 402 100.00

351  87.31 351 87.31
No_
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Less than a year (less than 12 months) 56 15.47 56
1 year or more (at least 12 months) 306 84.53 362 100.00

<
(1}
(7]
w
o
>
(&) ]
w
(&)}
>
(&)}

8 14.55 8 14.55
47 85.45 55 100.00

8

15.69 8

(1]
(7}

Been reduced (for example, | have not been arrested, hassled
by police, taken by police to a shelter or crisis program)

Stayed the same 3 5.88 11 21.57
Increased 1 1.96 12 23.53

Not applicable (I had no police encounters this year or last 39 76.47 51 100.00
year)

14 5.04 14
264 94.96 278 100.00

E-<-
(1]
(7]

o

IS

3.26 9 3.26
267 96.74 276 100.00

<
(1]
(7}
©
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Been reduced (for example, | have not been arrested, hassled
by police, taken by police to a shelter or crisis program)

Stayed the same
Increased

Not applicable (I had no police encounters this year or last
year)

23

8
4

232

8.61

23
3.00 31 11.61
1.50 35 13.11
86.89 267 100.00

375 94.94

20 506
No_

Less than 24 hours 5 31.25
1 to 14 days 3 18.75
15 to 30 days 1 6.25
3 18.75
4 to 8 months 2 12.50
2 12.50

395

100.00

5
8
9
12
14
16

31.25
50.00
56.25
75.00
87.50
100.00

Less than 6 months
At least 6 months but less than a year 28
At least 1 year but less than 2 years 47
At least 2 years but less than 5 years 71
At least 5 years or more 211

37

9.39
7.11
11.93
18.02
53.55

37 9.39
65 16.50
112 28.43
183 46.45
394 100.00

ARKANSAS' COMMUNITY MENTAL HEALTH CENTERS BENEFICIARY SATISFACTION SURVEY, ADULT AND CHILD - 2024 BENEFICIARY SATISFACTION SURVEY RESULTS | PAGE 52




1 to 7 days

8 to 14 days

15 to 30 days
More than 30 days

Don't remember

345 88.46 345 88.46
45 11.54 390 100.00

CEHEE
(1]
‘ m

251034 | 35 871 59 14.68
By 79 1965 138 34.33
45t054 | 88  21.89 226 56.22
55t064 | 115 28.61 341 84.83
47 11.69 388 96.52
14 3.48 402 100.00

132

32.84

263 65.42 395 98.26
Trans male 1 0.25 396 98.51
Trans female 1 0.25 397 98.76
Do not wish to disclose ) 1.24 402 100.00
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Yes, Hispanic or Latino 20 5.21 20 5.21
No, not Hispanic or Latino 364 94.79 384 100.00

N
(o))
(o]

Black or African American 124 30.77 382 94.79
1 0.25 383 95.04

Native Hawaiian or other Pacific Islander 1 0.25 384 95.29
American Indian or Alaska Native 3 0.74 387 96.03
16 3.97 403 100.00
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Appendix B:
Child/Adolescent Survey Responses

Q1) Overall, | am satisfied with the services my child received.
Strongly disagree 10 3.83 10 3.83
Disagree 14 5.36 24 9.20
Undecided 19 7.28 43 16.48
Agree 104 39.85 147 56.32
Strongly agree 113 43.30 260 99.62
Not applicable 1 0.38 261 100.00

Strongly disagree 8 3.13 8 3.13
Disagree 19 7.42 27 10.55
Undecided 20 7.81 47 18.36
Agree 117 45.70 164 64.06
Strongly agree 83 32.42 247 96.48
Not applicable 9 3.52 256 100.00

Strongly disagree 5 1.95 5 1.95
Disagree 3 1.17 8 3.13
Undecided 18 7.03 26 10.16
Agree 114 44.53 140 54.69
Strongly agree 109 42.58 249 97.27
Not applicable 7 2.73 256 100.00
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11

Strongly disagree 4.21 11 4.21
Disagree 18 6.90 29 11.11
Undecided 35 13.41 64 24.52
Agree 72 27.59 136 52.11
Strongly agree 120 45.98 256 98.08
Not applicable 5 1.92 261 100.00

11

Strongly disagree 4.21 11
Disagree 16 6.13 27 10.34
Undecided 27 10.34 54 20.69
Agree 87 33.33 141 54.02
Strongly agree 119 45.59 260 99.62
Not applicable 1 0.38 261 100.00

Strongly disagree 5 1.94 5
Disagree 13 5.04 18 6.98
Undecided 14 5.43 32 12.40
Agree 91 35.27 123 47.67
Strongly agree 131 50.78 254 98.45
Not applicable 4 1.55 258 100.00

Strongly disagree 8 3.10 8 3.10
Disagree 10 3.88 18 6.98
Undecided 32 12.40 50 19.38
Agree 103 39.92 153 59.30
Strongly agree 103 39.92 256 99.22
Not applicable 2 0.78 258 100.00
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Strongly disagree
Disagree
Undecided

Agree

Strongly agree
Not applicable

Strongly disagree
Disagree
Undecided

Agree

Strongly agree
Not applicable

Strongly disagree
Disagree
Undecided

Agree

Strongly agree

Not applicable

4
8
9
113
125
1

5

9
15
107
120
1

7

1.54
3.08
3.46
43.46
48.08
0.38

1.95
3.50
5.84
41.63
46.69
0.39

2.70
6.18
15.06
37.07
38.22
0.77

4
12
21

134

259

260

5
14
29

136
256
257

7

1.54
4.62
8.08
51.54
99.62
100.00

1.95
5.45
11.28
52.92
99.61
100.00

2.70
8.88
23.94
61.00
99.23
100.00
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10

Strongly disagree 3.88 10 3.88
Disagree 26 10.08 36 13.95
Undecided 46 17.83 82 31.78
Agree 90 34.88 172 66.67
Strongly agree 84 32.56 256 99.22
Not applicable 2 0.78 258 100.00

Strongly disagree 4 1.54 4
Disagree 2 0.77 6 2.32
Undecided 6 2.32 12 4.63
Agree 98 37.84 110 42.47
Strongly agree 148 57.14 258 99.61

Not applicable 1 0.39 259 100.00

Strongly disagree 3 1.16 3
Disagree 0 0.00 3 1.16
Undecided 10 3.86 13 5.02
Agree 89 34.36 102 39.38
Strongly agree 123 47.49 225 86.87
Not applicable 34 13.13 259 100.00

Strongly disagree 4 1.53 4
Disagree 2 0.77 6 2.30
Undecided 5 1.92 11 4.21
Agree 104 39.85 115 44.06
Strongly agree 144 55.17 259 99.23
Not applicable 2 0.77 261 100.00
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Strongly disagree
Disagree
Undecided

Agree

Strongly agree
Not applicable

Strongly disagree

Disagree
Undecided
Agree
Strongly agree

Not applicable

Strongly disagree 9 3.44 9 3.44
Disagree 19 7.25 28 10.69
Undecided 48 18.32 76 29.01
Agree 104 39.69 180 68.70
Strongly agree 72 27.48 252 96.18

Not applicable 10 3.82 262 100.00
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Strongly disagree
Disagree
Undecided

Agree

Strongly agree
Not applicable

Strongly disagree
Disagree
Undecided

Agree

Strongly agree
Not applicable

Strongly disagree
Disagree
Undecided

Agree

Strongly agree

Not applicable
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Strongly disagree 8 3.05 8
Disagree 25 9.54 33 12.60
Undecided 35 13.36 68 25.95
Agree 118 45.04 186 70.99
Strongly agree 72 27.48 258 98.47
Not applicable 4 1.53 262 100.00

Strongly disagree 4 1.53 4
Disagree 23 8.81 27 10.34
Undecided 45 17.24 72 27.59
Agree 122 46.74 194 74.33
Strongly agree 64 24.52 258 98.85
Not applicable 3 1.15 261 100.00

Strongly disagree 6 2.31 6
Disagree 1 0.38 7 2.69
Undecided 24 9.23 31 11.92
Agree 131 50.38 162 62.31
Strongly agree 93 35.77 255 98.08
Not applicable 5 1.92 260 100.00

Strongly disagree 5 1.92 5 1.92
Disagree 3 1.15 8 3.08
Undecided 21 8.08 29 11.15
Agree 124 47.69 153 58.85
Strongly agree 103 39.62 256 98.46

Not applicable 4 1.54 260 100.00
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Strongly disagree 7 2.68 7 2.68
Disagree 10 3.83 17 6.51
Undecided 23 8.81 40 15.33
Agree 112 42.91 152 58.24
Strongly agree 106 40.61 258 98.85
Not applicable 3 1.15 261 100.00

Strongly disagree 6 2.31 6 2.31
Disagree 4 1.54 10 3.85
Undecided 22 8.46 32 12.31
Agree 124 47.69 156 60.00
Strongly agree 100 38.46 256 98.46
Not applicable 4 1.54 260 100.00

Q27. What has been the most helpful thing about the services you and your child
received over the last 6 months? (Please print.) Responses are included on individual
clinic frequencies.

Q28. What would improve those services? (Please print.) Responses are included
on individual clinic frequencies.

243

243 97.59 97.59
No | 6 241 249 100.00
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SUPPORTIVE ALTERNATE HOST HOME 1 50.00 2 100.00

207

79.62 207

Yes, in a clinic or office

Yes, but only in a hospital emergency room 7 2.69 214 82.31
39 15.00 253 97.31
Do not remember 7 2.69 260 100.00
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162 62.31 162 62.31
98 37.69 260 100.00

(1]
(7]

117 84.17 117 84.17
22 15.83 139 100.00

(1]
(7]

202 79.84 202 79.84
51 20.16 253 100.00

(1]
(7]

Less than one month

6 months to 1 year
More than 1 year

N

2.4
81 97.59 83 100.00

2 2.41

(1]
(7]
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Been reduced
Stayed the same
Increased

Not applicable

10 12.50 10 12.50
70 87.50 80 100.00

(1]
(7]

17 20.99 17 20.99
64 79.01 81 100.00

(1]
(7]

About the same
Less
Does not apply
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w
attendance before starting services
0 000 10 7692

GED HAD TROUBLE TO SCHOOL
AND GOT GED

2 1.59 1.59
124 98.41 126 100.00

N

(1]
(7]

3 2.34 3 2.34
125 97.66 128 100.00

(1]
(7]

7 551 7 5.51
4 315 11 8.66
1 079 12 9.45
115 90.55 127 100.00
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17 12.98 17 12.98
114 87.02 131 100.00

(1]
(7]

19 14.50 19 14.50
112 85.50 131 100.00

(1]
(7]

23 20.18
About the same 42 36.84 65 57.02
Less 10 8.77 75 65.79
Does not apply 39 34.21 114 100.00

Child did not have a problem with . 86.11
attendance before starting
services

Child is too young to be in school 86.11
Child was expelled from school 86.11
Child is home schooled 94.44
Child dropped out of school 97.22
Other: (Please print.) 100.00

1

CHILD GRADUATED
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153 59.77 153
82 32.03 235 91.80
Not applicable/ not in school 21 8.20 256 100.00

<

159 61.87 159
82 31.91 241 93.77
Not applicable/ not in school 16 6.23 257 100.00

Less than 6 months 19 7.45 19 7.45
At least 6 months but less than a year 32 12.55 51 20.00
At least 1 year but less than 2 years 60 23.53 111 43.53
At least 2 years but less than 5 years 78 30.59 189 74.12
At least 5 years or more 66 25.88 255 100.00

(0)]
©

1 to 7 days

(&)
©

8 to 14 days 36 14.12 95 37.25
15 to 30 days 34 13.33 129 50.59
More than 30 days 23 9.02 152 59.61
Do not remember 103 40.39 255 100.00

224 88.19 224 88.19
30 11.81 254 100.00

(1]
(7]
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0  0.00 0 0.00
0 000 0 0.00
0 0.0 0 0.00
0 000 0 0.00
1 038 1 0.38
2 076 3 1.14
7 285 10 3.79
10 3.79 20 7.58
16 6.06 36 13.64
20 7.8 56 21.21
20 758 76 28.79
16 6.06 92 34.85
25 947 117 44.32
19 7.20 136 51.52
20 10.98 165 62.50
25 947 190 71.97
34 1288 224 84.85
27 1023 251 95.08
13 492 264 100.00

140

123 45.90 263 98.13
Trans male 0 0.00 263 98.13
Trans female 0 0.00 263 98.13
Do not wish to disclose 5 1.87 268 100.00

Yes, Hispanic or Latino 46 17.62 46

No, Not Hispanic or Latino 215 82.38 261 100.00
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V ARKANSAS DEPARTMENT OF
.

HUMAN SERVICES

Mf’"c Division of Aging, Adult
& Behavioral Health

AFMCDEVELOPED THIS MATERIAL UNDER CONTRACT WITH THE ARKANSAS DEPARTMENT OF HUMAN SERVICES, DIVISION OF MEDICAL SERVICES. WE ARE NOT PROVIDING LEGAL OR PROFESSIONAL MEDICAL ADVICE.
WE MAKE NO WARRANTY, EXPRESSED OR IMPLIED, ON ANY SUBJECT INCLUDING COMPLETENESS AND FITNESS OF THE INFORMATION FOR ANY PURPOSE. THE INFORMATION PRESENTED INTHIS MATERIAL IS CONSISTENT WITH DHS POLICY AS OF SEPTEMBER 2017.
IF ANY ARKANSAS DHS POLICY CHANGES MADE AFTER SEPTEMBER 2017 ARE INCONSISTENT WITH THIS MATERIAL, THE POLICY CONTROLS. ARKANSAS DHS IS IN COMPLIANCE WITH TITLES VI AND VII OF THE CIVIL RIGHTS ACT. REVISED DECEMBER 2024.
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