NorthSTAR Consumer Surveys


The Department of State Health Services (DSHS) provided the Texas Health and Human Services Commission (HHSC) with a stratified random sample of consumers selected through the agency’s mental health encounter database for the 2010 Consumer Surveys. Consumers 18 years or older (for the Adult Mental Health Survey [AMH Survey]) or 0 – 17 (for the Youth Services Survey for Families [YSSF]) who had received a recent mental health service beyond an intake assessment were eligible for inclusion. NorthSTAR results are included with statewide results biennially, and separated out for an independent analysis on the alternate years. Thus, this year’s sample included two strata: one for NorthSTAR and one for the Community Mental Health Centers (CMHC). HHSC mailed questionnaires to consumers (or parents of consumers for the YSSF), informing them that the survey was voluntary, confidential, and that providers would not see their individual responses. Consumers (or parents) were asked to return their completed forms directly to HHSC in a business reply envelope. 

These surveys, designed by the federal Mental Health Statistics Improvement Program (MHSIP), measure consumer perception of state mental health services as part of a broader federal effort to evaluate the performance of the mental health system. They are available in English and Spanish. 

Below are the survey results showing a retrospective comparison of the FY06, FY08, and FY10 results for NorthSTAR and for the Community Mental Health Centers that are associated with the statewide Local Mental Health Authorities. 
FY06-FY10 Results for NorthSTAR and CMHC
	ADULT
	NorthSTAR % Agreement
	 
	CMHC % Agreement

	 
	
	 
	

	 
	 
	 
	 
	 
	 
	 
	 

	DOMAIN
	FY10
	FY08
	FY06
	 
	FY10
	FY08
	FY06

	Satisfaction
	81.8%
	83%
	86%
	 
	89.6%
	85%
	85%

	Access
	69.8%
	67%
	77%
	 
	79.3%
	75%
	76%

	Quality
	71.6%
	73%
	77%
	 
	85.0%
	81%
	84%

	Outcome
	44.5%
	46%
	53%
	 
	58.5%
	56%
	53%

	Participation
	61.7%
	57%
	66%
	 
	71.8%
	63%
	73%

	Functioning
	45.2%
	52%
	48%
	 
	61.2%
	58%
	56%

	Social Connectedness
	52.6%
	53%
	59%
	 
	65.7%
	62%
	62%

	 
	 
	 
	 
	 
	 
	 
	 

	Number of Surveys Sent
	1,994
	2,000
	1,755
	 
	2,122
	1,750
	1,270

	Response Rate
	12%
	10%
	18%
	 
	18%
	21%
	24%

	Completed Surveys Returned
	218
	192
	312
	 
	370
	360
	308

	
	
	
	
	
	
	
	

	CHILD and FAMILY
	NorthSTAR % Agreement
	 
	CMHC % Agreement

	 
	
	 
	

	 
	 
	 
	 
	 
	 
	 
	 

	DOMAIN
	FY 10
	FY08
	FY06
	 
	FY10
	FY08
	FY06

	Access
	74.6%
	76%
	77%
	 
	77.3%
	76%
	80%

	Participation
	83.9%
	81%
	86%
	 
	86.5%
	85%
	87%

	Cultural Competency
	87.5%
	85%
	86%
	 
	90.3%
	86%
	90%

	Satisfaction
	69.9%
	75%
	78%
	 
	79.8%
	79%
	81%

	Outcome
	58.3%
	59%
	57%
	 
	50.8%
	51%
	60%

	Functioning
	58.6%
	58%
	81%
	 
	51.3%
	52%
	83%

	Social Connectedness
	74.9%
	79%
	77%
	 
	73.8%
	71%
	79%

	 
	 
	 
	 
	 
	 
	 
	 

	Number of Surveys Sent
	2,612
	1,889
	1,586
	 
	2,839
	2,350
	1,875

	Response Rate
	13%
	11%
	14%
	 
	15%
	14%
	16%

	Completed Surveys Returned
	309
	203
	227
	 
	416
	329
	333


 Note: HHSC did not report results to one decimal point in FY06 or FY08.
NorthSTAR confidence interval:  Adult 95% with a +/- 6.5 margin of error




 Child and Family 95% with a 5.3 margin of error

CMHC confidence interval:         Adult and Child/Family both 95% with a +/- 5.0 margin or error.
It should be noted that NorthSTAR  is unique to the rest of the state mental health system  because it is an open access system.  All persons who are eligible may access the system, and there are no waiting lists.  NorthSTAR also has a wide array of mental health providers, beyond traditional mental health community centers.  Per capita, NorthSTAR serves the highest number of persons in the Texas Community Mental Health System.

In addition to the HHSC Survey, a NorthSTAR Consumer Satisfaction Survey was administered in April 2010 by Value Options (VO). The surveys are an important quality improvement initiative driven by DSHS in order to capture feedback on consumer treatment experiences.  The survey instrument was designed by VO, in collaboration with DSHS and the North Texas Behavioral Health Authority  (NTBHA). 

Adult consumers and parents of children receiving services were asked to complete the survey, which was also available in Spanish.  

Surveys were distributed and collected at 28 NorthSTAR Specialty Provider Network (SPN) locations across the service delivery area by volunteer advocates from Mental Health America (MHA), along with the assistance of VO outreach staff for some of the remote counties.  Distribution dates were selected based on medication clinic days, when the greatest numbers of consumers are expected to be at the sites. Approximately 470 NorthSTAR enrollees and families responded to the Survey.  Respondents included 317 adults who responded for themselves (67%), 140 adults who responded for child enrollees (30%), and 14 non-responses (3%).  Results were compiled by NTBHA staff.  

Below are the results from the VO Consumer Satisfactions Surveys. 
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1. How do you feel about how this clinic has 

shown respect for your ethnic, cultural or 

religious background?

2. How satisfied are you that the staff at 

this clinic involved you in treatment goals 

and decisions about your care?

3. How satisfied are you with the progress 

you've made toward reaching your goals?

Level of Satisfaction with Staff and Services
Level of Satisfaction with Staff and Services
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4. How satisfied are you about how the staff 

at this clinic involve your family or support 

system when you want them involved?

5. During the past year, how do you feel about 

how quickly you have been able to be seen?

6. Overall, how satisfied are you with the 

mental health services of this clinic?


Frequency of Services
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1. Are you being seen by this clinic as often 

as you need to be seen?

2. How often are your phone calls returned 

from this clinic within 24 hours?

3. How often do staff at this clinic help you to 

build connections in your neighborhood and 

community?


Quality Of Life
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1. Compared to a year ago, in general are you feeling better, 

about the same, or worse?

2. How are you coping with your symptoms as a result of the 

treatment you received over the past year?


All stakeholders involved in the administration of this survey are in agreement that this is a valuable method to monitor and ensure that the highest quality services are being provided to NorthSTAR consumers.  The NorthSTAR Consumer Satisfaction Survey process will again be conducted in the Spring of 2011 and will become an ongoing feature of the continuous quality improvement effort.  

