Strongly

Strongly

Satisfaction Survey Question Agree AgTee Disagree
1 | know where to voice concerns about services and 15 1
feel safe doing so.
5 Appointments and services are available at times that 14 1 1
work well for me.
3 Staff included me in making decisions and let me pick 15 1
my goals.
I chose who was involved in developing my plan with
4 11 4 1
me.
5 I had a chance to review and make changes to my 15 1
plan.
6 |l know what to do if | am in crisis. 14 1 1
7 |Services have helped me. 14 2
3 | am better able to do the things | want to do because 12 4
of services | have received.
9 |l have learned skills to handle difficult times. 12 3 1
10|Staff are welcoming and make me feel comfortable. 15 1
1 Staff have helped me reach my goals and/or work 15 1
towards reaching them.
12|l was told about services that are available. 13 3
Staff coordinate care with my doctors and agencies |
13 12 2 1 1
use.
Staff helped me find supports outside of my current
14 . 12 3 1
services when needed.
15|l am satisfied with the services | receive here. * 14 1 1
Column Total| 203 29 3 5

FY 2025 Satisfaction Surveys

16 Total Surveys Received - FY25

Disagree 1% Strongly

Disagree 2%

Agree 12%

Strongly
Agree 85%

97% of the Responses Agreed/Strongly Agreed

3% of the Responses Disagreed/Strongly Disagreed

*Qverall Satisfaction of GCMHA services

(Question #15) was 94% - 15 of 16 responded favorably

*Data updated 1/2/26

Total Satisfied

232

Total UnSatisfied

8

Total Answers
240




FY 2025 Satisfaction Survey Comments & Data
October 2024 — September 2025

There were 16 total survey responses received during FY25.

Of the 16 responses, 15 of those (94%) noted overall Satisfaction with GCMHA services.

% 10 respondents were Direct Consumers, 4 were Parents/Guardians of a minor & 1 was the
Guardian of an Adult.

% 5 respondents noted they learned about the survey from info in the Waiting Room, 2 said from
GCMHA /posters, 8 from Agency Staff & 1 from GCMHA’s Website/Social Media platform.

Comments Received:

e The are no alcohol or drug counseling. Members are sometimes not helpful. Trusted members keep
leaving or changing positions making treatment difficult.

e Lifesaving.

e This office is very accommodating and loving to work with! They all genuinely care about us and
they are very kind and supportive and knowledgeable in their care of me! I Love them all so very
much and I Thank them for everything they do for us.

e Thank you for years of help!

Analysis:

The Satisfaction Survey process is now primarily online. All responses are received directly by
NorthCare, who then reports the data back to us periodically. In past years, GCMHA mailed or handed a
paper copy of the survey out to all consumers around the time of their annual review (including a self-
addressed stamped return envelope with the survey) which was quite costly for the agency. In FY24,
(utilizing the prior process) 420 surveys were mailed/given out, and 73 surveys were received back
(17.4% return rate). We can no longer track return rate and have seen a drastic decline in responses with
the regional online format currently used by NorthCare as developed through the Regional Performance
Improvement Project for Satisfaction Surveys.

Posters containing the website for the online survey and a direct link QR Code to the survey are posted
throughout the agency and on our website. There are iPads with a direct link to the survey available at the
front desk if anyone wishes to use them, and paper copies of the survey are also available in the lobby
area. Small business type cards containing the QR Code link to the survey have been provided to all staff
to hand out and are available at the front desk as well to help promote the survey.

Staff continue to suggest consumers/families to participate in the survey and our nursing staff offer
individuals the opportunity to complete the survey at the time of their doctor appointments here, but we
have seen very little participation in doing so. We will continue to work to find additional ways to
promote the satisfaction survey in order to elicit more responses in the future.



