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l. INTRODUCTION

The Mental Hygiene Administration (MHA) contracts with ValueOptfoNgrylandto provide

various administrative services, including evaluation activities, foPthdic Mental Health

System PMHS). One of the evaluation activities is thiennialadministration of provider

survey. The surveyis designedo collect information regardingr ovi der s@ndexper i en
satisfaction withMHA, the Core Service Agencies (CShand the Administrative Services
OrganizationValueOptionS. The survg protocol was reviewed by the Department of Health

and Ment al Hygi enebs (DHMH) l nstitutional Rev

ValueOption§ subcontracted with Fact Findetsc.to conduct th€011 providesurvey. Fact
Finders, Inc. coducted all programming, processing, analyaigl reporting irhouse. This
report represents findings of the 2Qatvidersurvey.

Il. METHODOLOGY

Database

ValueOption§ Maryland forwarded thproviderdatabaséo Fact Finders This database
included dl of theprogramsand facilitiesandall of theindividual providerfpractitionersvho

had seerd5 or mord®PMHS consumers ircalendar yea201Q

Questionnaire

The questionnaire text was written by MH#ee Appendix A) In addition to programming the
guestionnaire for computer assisted telephone interviewing (CRat), Finders formatted the

guestionnairéor mail and faxadministration Theresultingfinal questionnairevasapproved by
MHA andreviewed bythe IRB.

Data Collection

To encouragearticipation, providers wereffered several options for participation, including
1 Completing the questionnaire in the mailed packet
1 Completing aelephoneanterview.
A @ the time of thée a ¢ t  Finitial tekephené contagt
A by making an appointmenor
A by calling Fact Finders' toffree telephone numbieor
1 Completing a faxed questionnaire.

Mail : Prenotification pcketswere mailed on March 17, 2014 1619 providers (1119
individual providergpractitionersvho had seet5 or more consumers in 2010 anldo@ithe 500
programsandfacilities). Packets includea cover lettemtrodudng the surveya copy of the
survey questionnaire, and a postpgéd return envelope.

Fax: In both the prenotification mailing and subsequent telephone contacts, atlqueowiere
given the option of receiving and returning a questionnaire by fax.
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Toll-free telephone number All providers were given the option of calling Fact Finders- toll
free telephone numbé800-895-FACT) at any time between 9 a.m. and 9 p.m. ESact F
Finders supports this number with an immediate warm transfer to an interviewer.

Telephone All interviews were conducted 4house by Fact Finders' skilled staff interviewers
using a CATI system. Two weeks following the prenotification mailing, aialicall to

provider offices was made to reference taerveyand schedule an appointment for an interview
between @.m.and 9p.m.local time on weekdays; an interviewer then called at the appointed
date and time. Commonly, repeated phone calls veer@ned before the provider's schedule
permitted completion of the interview, and as many as 8 repeat phone calls were made before a
final disposition was assigned. All of the telephone interviews were conducted between March
30 and May 12, 2011.

Respong

The total number of providers who participated in this surv@@8&the modes of participation
were as follows

1 Telephone interview by appointmémitboundcall: 64

1 Inbound calls td-act Finders' tolfree telephone numbeB6

1 Mailed back completeduestionnaire:127

1 Faxed back completed questionnai6é:

Programs/Facilities Individual Providers/Practitioners
Initial Sample/| Completed Initial Sample/, Completed
Mailed by Phone, | Percentage Mailed by Phone, | Percentage
Questionnaires Fax, or Mail | Completed | Questionnaires Fax or Mail  Completed
500 149 29.8% 1119 144 12.9%

Il. SURVEY RESULTS: PROGRAMS/FACILITIES

Satisfaction with the Mental Hygiene Administration (MHA)

Overall Satisfaction. Themajority of programs/facilitie$63%) arevery satisfid or satisfied
with MHA.

Very Very Satisfiec
Dissatisfiec 9%

1%
N

Dissatisfiec

8% Satisfiec

54%

Neutral
28%

Survey Question: What is your overall satisfaction with the Mental Hygiene
Administration, or MHA? Are you very satisfied, satisfied, neutral,
dissatisfied, or very dissatisfied?
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Satisfaction with Services For5 of the 9savice items over halfof the programs/facilitiesre
verysatisfiedor satisfied Sizeable percentages of providers (ranging from 20% to 42%)
reported beingeutral which may reflect limited or no experience with the seritem®.

SUMMARY OF MHA SATISFACTION RATINGS
BY PROGRAMS/FACILITIES
Very Dis- Very Dis-

Satisfied | Satisfied | Neutral | satisfied | satisfied Total
Survey Item %o Yo % Yo % ()
Clarity of Policies, Procedures, and
Oty o PoleLes, Lrocedures, an 7% | 60.0% | 243% | 64% | 21% 140
Clarity of Regulations 5.7% 55.7% 25.0% 11.4% 2.1% 140
Medical N ity Criteri d
ey Sriteriaan 104% | 63.0% | 200% | 67% | 00% 135
Timeli f C ication about
e PMHS —eation abot 904% | 486% | 297% | 94% | 2.9% 138
F t and Content of Treatment
Plans (T oment o Treatmen 76% | S34% | 313% | 76% | 0.0% 131
Reimbursement Rates 2.9% 35.3% 26.5% 27.9% 7.4% 136
Provider Invol ti
Policy Making 45% | 3l6% | 421% | 188% | 3.0% 133
Provider Training 4.4% 44.9% 29.4% 18.4% 2.9% 136
Technical Assistance 8.9% 37.0% 42.2% 10.4% 1.5% 135
Survey question: The first questions focus on your current level of satisfaction with the
Mental Hygiene Administration, or MHA. Are you very satisfied, satisfied, neutral,
dissatisfied, or very dissatisfied with (survey item)?

Concerns Thirty-eight percent38%) of programs/facilitieseport that they expressed concerns
to MHA in the last year57% of these providers arery satisfiecr satisfiedwith how their
concerns were addressed.

Suggestions Programs/failities offered a range of suggestions for service modifications that
could improve levels of satisfaction with the MHA; many providers focused on communication

and reimbursement rated summaryo f provi dersé suggestions can
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Satisfaction with the Core Service Agenies(CSAS)

Overall Satisfaction: Threequartersof programs/facilitieq74%) arevery satisfiedr satisfied
with theCSAs.

Di Vetr'yf' Very Satisfiec
issatisfiec 16%
4%
Dissatisfiec
9%
Neutral Satisofiec
13% 55%

Survey Question: What is your overall satisfaction withGbee Service
Agency, or CSA? Are you very satisfied, satisfied, neutral, dissatisfied, or
very dissatisfied?

Satisfaction with Services For 8 of the Serviceitems, over half of therograms/facilitiesre
very satisfiedr satisfied Sizeable peentages of providers (ranging from 17% to 39%)
reported beingeutral which may reflect limited or no experience with the service.
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