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I. POLICY: 

It is the policy of the Division of Child and Family Services (DCFS) that all children, youth and families/caregivers who receive DCFS mental health services have an opportunity to give feedback and information concerning those services.  As service recipients voluntarily participate in regularly administered service surveys while in program and again at the time of discharge, their input can produce valuable feedback for program managers, consumers, and DCFS administrators regarding the quality of the mental health services DCFS provides.

II. PURPOSE:

This policy establishes the opportunity for continuous quality assurance feedback from the children, youth, families and caregivers who are recipients of mental health services under DCFS.  By identifying from the consumer perspective the strengths and needs of its mental health service delivery process, DCFS can strive to adhere more faithfully to a System of Care service delivery model while continually working to enhance children’s mental health service effectiveness.

III. DEFINITIONS:

DCFS Community Based Services Parent/Caregiver Survey:  This hardcopy survey is administered to parents and caregivers while participating in Outpatient, Early Childhood and/or Wraparound in Nevada Services provided for their children and youth.  

DCFS Community Based Services Youth Survey:  This hardcopy survey is administered to youth 11 years and older who are receiving Outpatient and Wraparound in Nevada Services. 

DCFS Residential and Psychiatric Inpatient Services Parent/Caregiver Discharge Survey:  This hardcopy survey is administered to parents and caregivers who participated in the treatment of their children or youth who have received services in a residential or psychiatric inpatient facility. 

DCFS Residential and Psychiatric Inpatient Services Youth Discharge Survey:  This hardcopy survey is administered to youth 12 years and older who have received residential or psychiatric inpatient services.

DCFS Residential and Psychiatric Inpatient Services Stakeholder Survey: This hardcopy survey is administered periodically to community medical, legal, correctional, educational, religious, psychotherapy, child welfare, and other professionals who have occasion to work in various capacities with DCFS residential and psychiatric inpatient facilities and their staff.

Desert Willow Treatment Center Children’s Consumer Service Evaluation:  This hardcopy survey is administered to children 6 through 10 years of age who are receiving psychiatric inpatient services in the acute unit of Desert Willow Treatment Center.  

IV. PROCEDURES:

A.   Administration of DCFS Community Based Services Parent/Caregiver and Youth Surveys:

1. Community based surveys will be conducted statewide once a calendar year during the month of April with active clients and may be administered individually to clients and their parents/caregivers at time of discharge from services.

2. A Survey Monitor will be appointed by the program manager of each community based service center for statewide survey implementation.  Each Survey Monitor will serve as their center’s contact with DCFS Planning and Evaluation Unit (PEU) staff for purposes of preparing their service center for the survey, conducting the survey, relaying information and securing support as needed, insuring the continued availability of needed survey materials and collecting and forwarding the surveys to PEU staff for processing. 

3. PEU staff will send to each Survey Monitor a survey protocol that addresses survey materials, provides instructions on how and when to conduct the surveys, and identifies procedures for forwarding completed surveys to the PEU.

4. Surveys for office-based service recipients will be disseminated to caregivers and youth by the receptionist in the lobby of each service center.

5. Family and youth survey participants ordinarily will place their completed surveys in a drop box/other container located in the lobby of their respective service center.  Survey participants will also be given the option of returning their surveys by mail via a stamped and self addressed envelope provided by the center.

6. Families and youth in home based services who choose to complete surveys will be given the option of returning them by mail in stamped and self addressed envelopes provided by their caseworker.

7. Community based surveys will be available in both English and Spanish.

B.   
Administration of DCFS Residential and Psychiatric Inpatient Services Parent/Caregiver and Youth Discharge Surveys:

1. Residential and Psychiatric Inpatient surveys will be conducted statewide by program staff with all clients and their parents/caregivers at the time of discharge from services.

2. The program manager of each service facility will appoint a Survey Monitor to help facilitate discharge survey implementation.  The Survey Monitor will serve as the facility’s contact with PEU staff for purposes of preparing facility staff for the discharge survey process, conducting the surveys, relaying information and securing support as needed, insuring the continued availability of needed survey materials and collecting and forwarding the surveys to PEU staff for processing.
3. PEU staff will send to each Survey Monitor a survey protocol that addresses survey materials, provides instructions on how and when to conduct the surveys, and identifies procedures for forwarding completed surveys to the PEU.

4. Family and youth survey participants ordinarily will place their completed discharge surveys in a drop box/other container provided by their treatment facility.  Survey participants will also be given the option of returning their surveys by mail via a stamped and self addressed envelope provided by facility staff. 

5.     
Residential and psychiatric inpatient surveys will be available in both English and Spanish.

C.   
Administration of DCFS Desert Willow Treatment Center (DWTC) Children’s Consumer Service Evaluation:  

1.      DWTC Children’s Acute Program staff will ensure the administration of the Children’s Consumer Services Evaluation upon discharge from the children’s acute unit.

2.     All discharge surveys will be administered to parent/caregivers and youth by each unit’s charge nurse.

3.     DWTC will update and/or revise their internal discharge survey on an as-needed basis per Joint Commission updated standards.

D.   
Administration of DCFS Residential and Psychiatric Inpatient Services Stakeholder Surveys:

1.    
Residential and Psychiatric Inpatient Stakeholder Surveys may be solicited from community professionals/other individuals having a relationship with the treatment facility by way of client referrals, participation in client treatment planning, agency interaction or cooperation at a program level, other relationship having an interest in how the facility performs its mission.  Stakeholder surveys can be solicited annually from a standard list of identified community consumers and/or on an as-occur basis when such consumers function as members of a client’s treatment team.

2.    
Stakeholder survey participants ordinarily will place their completed surveys in a drop box/other container provided by the treatment facility.  Survey participants will also be given the option of returning their surveys by mail via a stamped and self addressed envelope provided by the center.

V.   
Data Entry and Reporting Process

1.       
The PEU will design the databases necessary for capturing respective survey data.

2.    
Desert Willow Treatment Center discharge surveys will be maintained in a database at Desert Willow and the Quality Assurance Unit will be responsible in ensuring monthly reporting of findings in accordance with the Joint Commission requirements for the facility. Desert Willow Treatment Center Quality Assurance Specialist will forward satisfaction survey results to the Planning and Evaluation Unit.

3.   
All statewide implemented mental health services discharge surveys will be entered into their respective databases by PEU staff.

4.   
PEU staff will be responsible for reporting survey results to appropriate entities.
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