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2004 Consumer
Satisfaction Project

Richard Coelho reviewed the results of the satisfaction
project. Some surveys have been received past the due
date, but have been included if possible. The summary
document gives a good explanation of the overall Affiliation
results. Richard will place the results on the web site and
send each affiliate an electronic version of the report.

Referral Sources:
The Affiliation scored low on question #2 – possibly
affected by confidentiality regulations. This is the only area
that the Affiliation did not reach the benchmark.

Contractors:
Most affiliates met the benchmark for each question. A
suggestion was made for one board to focus on
encouraging contractor involvement within their agency.

Open Cases:
The Affiliation was in good shape overall. Richard felt that
#10 & #11 were the most important questions – numbers
are good. One affiliate needs to focus on natural supports.

Residential:
T-scores below 40 indicates dissatisfaction, above 60 is
very satisfied. Overall, all groups of respondents are
satisfied with services. A lot of comments by
families/guardians were received.

Recommendations included:
• QI work group should develop a plan to address

opportunities for improvement identified in the
report.

• Continue the minimum standards that were set for
a couple of years in order to determine if a
standard is set too high or too low.

• To increase the response rate of close cases, at
discharge inform consumers that they may receive
a survey and request that it be completed.

• Follow-up to referral sources regarding question
#2.

• Review comments made by individual residential
homes to determine issues that need to be
addressed.

• Communication back to all groups of respondents
to close the communication loop.

• Each affiliate will report any follow-up action taken,
timeline for the action and responsible person.

Richard Coelho will place the
report on the Affiliation web site
and send each affiliate an
electronic version.

The QI work group will develop a
follow-up plan.

At the next QI meeting, each
affiliate will report any follow-up
action taken, timeline for the
action and responsible person.

Liz will approach the Affiliation
Consumer Advisory Council to
determine if there is any interest
in developing a quarterly
newsletter as a form of
communication to stakeholders.
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• The Affiliation Consumer Advisory Council will be
approached by Liz to determine if there is any
interest in developing a quarterly newsletter as a
form of communication to stakeholders.

2005 Consumer Satisfaction Project Schedule:
Closed Cases – June 1, 2005 – August 31, 2005
Residential – August 2005
Contractor and Referral Source – September 2005

A reminder was given to fill out the tracking forms for the
project and submit them to Richard.

QISMC Project Design A potential QISMC project regarding communication was
discussed. Focus should be placed on referral sources.

The Study Topic/Study Questions, Sections 2 & 3 of the
Project Design was worked on. DRAFT:
2a. Process for selection of Topic: Review of annual
consumer satisfaction project.
2b. Rationale for Selection of Topic: Results of the
Consumer Satisfaction Project showed an Affiliation-wide
deficiency in communication related to referral sources for
two consecutive years.
3. Study Questions:

a. Who are CMH’s referral sources as categorized on
the survey?

b. What response if any would be appropriate?
c. If appropriate, what would increase CMH’s response

to the referral sources?

A suggestion was made to gather information about who
was included as a recipient of a survey in the referral
source survey.

A suggestion was made to write a letter to referral sources
with an explanation of CMH’s constraints regarding
confidentiality, how to facilitate a release of information, an
option to be contacted and a name of a person in the
Customer Services Department to contact with feedback.
The letter should include aggregate data from the report or
possibly a brochure of the results. The letter should be
distributed to referral sources within 3-4 weeks.

Coordination of Care Project – the project will be extended
for the next contract period.

File Reviews (Jan.-March) are due to Liz.

Moria will write a letter and
request input from affiliates.

Affiliates will submit ¼ly (Jan.–
March) file reviews to Liz.
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EQR The next EQR Review is scheduled for September 2005.
QHP Meeting The next QHP Meeting is scheduled for 6/7/05 @ CEI, from

1:30 – 3:00.
Liz will distribute minutes from the
last meeting.

Record Review Form The excel files need to be updated, as well as the citation
reference section. Only general citations will be noted.
Question regarding changes to the form were discussed.

The CARF requirement of consumers receiving an
orientation packet was discussed. This information has
been tracked through the record review in section 4, #4.2,
timeliness of documentation. A specific prompt to address
this requirement will be added to the signature section on
the front page. The changes in the form will be
implemented next quarter.

The documentation of Medical necessity was discussed; a
prompt will be added to the assessment and the PCP
format. Moria distributed a sample of medical necessity
prompts.

Moria will update the excel files
and the record review form
citation and signature sections.

DRAFT RR Booklet The samples of the RR Booklet and the tri-fold brochure
need to have additional information included to be
compliant with new regulations and EQR requirements. Liz
will ask MDCH for an opinion of the materials.

Liz will ask MDCH for an opinion
of the DRAFT RR materials.

Grievance and Appeals There are still question on the definition of grievances and
appeals. There are also new non-Medicaid requirements.
Susan will forward the Newaygo policy to Liz. Liz will
review the policy from Newaygo and put together a DRAFT
Affiliation Policy for review.

Susan will forward the Newaygo
policy to Liz.

Liz will review the policy from
Newaygo and put together a
DRAFT Affiliation Policy.

BBA Review Section
Subpart C, 104-116

Deferred Review during next meeting.

Compliance/QI Plan
Follow-up

A request was made to forward local Compliance Meeting
Minutes to Fran.

A reminder was given to forward affiliate QI Meeting
Minutes to Liz.

A grid used by Newaygo to monitor the responsibilities of
the QI Plan was reviewed by Susan. She will e-mail a copy
to the group.

Discussion regarding the section of the QI Plan - internal
auditing activities related to questionnaires to access
knowledge and/or competence. These activities will vary by
affiliate.

Affiliates will forward local
Compliance Meeting Minutes to
Fran.

Affiliates will forward affiliate QI
Meeting Minutes to Liz.

Susan will e-mail a copy of the
monitoring grid to the group.

Compliance Issues None
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Topics for Next Agenda The BBA review; Mystery Shopper data collection form;
and communication with consumers, referral sources, and
providers were deferred until the May meeting.

Review during next meeting.

Next Meeting May 20. Location/Time TBA - The meeting will be held at
The CMH hosting the Part II Training.
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