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[SEUSSEdiand cussed at Pathways since
03 Jdevelopment of iInstrument to
-~customer service of providers by

-‘.

— *I'\/Iuch discussion around a consumer’s role
~ as mystery shopper and discussion
broadened with added involvement of CFAC
& Its consumers



K 2005 Board of Directors gave unanimous support
of Mystery Shopper



VIYEtEry Shopper. - ——

SR Vi e S normed arutne 2006 Provider
JWeeﬁng

e’

( |Id Community Support Providers
_ re contacted using the latest version

61

= Outcomes mixed
- Phones disconnected/not answered
- Exact correct answer given within 30 seconds
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AC Liaisen Advised in February
ystery Shopper Template was
omlng We have been patiently
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WElsNRao e Presentation
Iipathmhddsa.org™

| B —

S INeed u moere user firiendly web page for
prJv ders, consumers, and community

S —h -ul ‘Current Information
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= Planning and Quality Participation




WElsNRage. Presentation
Meathmhddsa.org —
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Sliciliges and suggestions funneled through
SUSLEIMER Service and Communications

SISt ed 1-800 # be on every single page
[licreased emphasis on Concern/complaint
;u_mber and process
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—F _IVI S and Webmaster

® Observe and use Website Redesign Internally



WElsNRage. Presentation B —
Meathmhddsa.org —
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siiewn! ter CEACS Community Advisory Committee

> Moeit g

cls -600 # be on every single page
ed emphasis on Concern/Complaint

to assist
- Find a Provider
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SRENPIeVIGER ASseciation

giicipants; (Inclusion of CFAC)
_-~g|c Planning
tabllshment
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’-I fPost Strategic Planning

~ — Executive Council — CFAC (ex officio)

— Advocacy Sub-Committee Membership
(Top Ten List)



jop.TEn Things CFAC Wantsithes
 Providers 7o Know

i —

ieVandatoery reporting of level I'l'and 111

:. -

]nc]d_' IS te@ consumer and /or guardian
=57 Evidence from providers that consumers are
= meeting goals
Genuine person-centered plan process (get to
know consumer before the plan is made)

Report incidents to proper LME staff
4, Respond to consumer needs
LP Pathways



lBp,ien Things CFAC W g@h%
| Prowc!_&sﬁo Know

SEtter UnRctioning ol crisis plan/previder role
piergualified stafif and train them properly

Congel stency/certification of case management &
con munity support functions

“Make handbook of services available for each
_-jconsumer with definitions of services that are
- available included

-10. Belief of CFAC that untrained/ ungualified staff
are delivering services
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Teje Ten Things CEAC g,ﬁl‘s—_a,..
the LME te Know:

RECIUNpSychiauists and retain all whoerdeliver
ISYCHIatHC meaical Services tor Inmprove consumer
OUICOIMES

Plplication of all services available in consumer friendly
ZNobage

3 S Creaie communication that leads to public awareness of
SyWhat the LME is and what it does

i ——
_4 “LME tracking and accountability of follow-up for new
__ consumers entering system

5. Provide addition substance abuse services, and facilities
(treatment, halfway house) that educate consumers




jjop, Ten Things CFAC Wants: ..

the IjV{E-—to Know:

NElorfor consumers who) are illiterate and cannot read
pIgspPEak English to better understand services

T ra]n, o make advocates availlable for consumers

T racking effectiveness of case management, care
s grdlnatlon community support to enhance the
= _quallty Of Services consumers receive

9 ~Recruitment of better guality providers

10. Improve data collection and analysis of consumer

outcomes

i —

-

- w




 ——

A.atPatiwayst

table ' s DPeliberative

e Realistic
® Determined

e Thoughtful ° Respected
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