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l. INTRODUCTION

The Mental Hygiene Administration (MHA) contracts with ValueOptfokkaryland to provide

various administrative services, including evaluation activities, for the Public Mental Health

System (PMHS). One of the evaluation atts is the biennial administration of a provider
survey. The survey is designed to collect in
satisfaction with MHA, the Core Service Agencies (CSAs), and the Administrative Services
Organization, ValueOptits®. The survey protocol was reviewed by the Department of Health

and Ment al Hygi enebs (DHMH) l nstitutional Rev

ValueOption§ subcontracted with Fact Finders, Inc. to conduct the 2011 provider survey. Fact
Finders, Inc. conducted all programming, processing, analysis, and repoitiogse. This

report represents findings of the 2011 provider survey.

Il. METHODOLOGY

Database

ValueOption§ Maryland forwarded the provider database to Fact Finders. Thisadatab

included all of theorograms and facilities, and alf the individual providers/practitioners who

had seerd5 or more PMHS consumers in calendar year 2010.

Questionnaire

The questionnaire text was written by MHA (see Appendix A). In additionogr@mming the
guestionnaire for computer assisted telephone interviewing (CATI), Fact Finders formatted the
guestionnaire for mail and fax administration. The resulting final questionnaire was approved by
MHA and reviewed by the IRB.

Data Collection

To encourage patrticipation, providers were offered several options for participation, including:
1 Completing the questionnaire in the mailed packet;
1 Completing a telephone interview:
A at the time of the Fact Finderso initia
A by making an apgntment, or
A by calling Fact Finders' tefree telephone number; or
1 Completing a faxed questionnaire.

Mail: Prenotification packets were mailed on March 17, 2011 to 1619 providers (1119
individual providers/practitioners who had sdénor more consumens 2010 and all of the 500
programs and facilities)Packets included a cover letter introducing the survey, a copy of the
survey questionnaire, and a postpgéd return envelope.

Fax: In both the prenotification mailing and subsequent telephonaadsnall providers were
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 number (8@®5-FACT) at any time between 9 a.m. éhg.m. EST. Fact
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 prenotificatiwailing, an initial call to

provider offices was made to reference the survey and schedule an appointment for an interview
between 9 a.m. and 9 p.m. local time on weekdays; an interviewer then called at the appointed
date and time. Commonly, repeated ipdacalls were required 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 122011.

Response

The total number of providers who participated in this survey is 293; the modes of participation
were as follows:

1 Telephone interview by appointment/outbound call: 64

1 Inbound calls to Fact Finders' tdtee telephone number: 36

1 Mailed back completed questionnaire: 127

1 Faxed back completed questionnaire: 66

Programs/Facilities Individual Providers/Practitioners
Initial Sample/| Completed Initial Sample/, Completed
Mailed by Phone, | Percentage Mailed by Phone, | Percentage
Questionnaires Fax, or Mail| Completed | Questionmires | 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: The majority of programs/facilities (63%)earery satisfiedr satisfied
with MHA.

Very Very Satisfiec
Dissatisfiec 9%
1%

Dissatisfiec

Satisfiec
8%

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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Satsfaction with Services: For 5 of the 9 service items, over half of the programs/facibties
very satisfiedr satisfied Sizeable percentages of providers (ranging from 20% to 42%)
reported beingeutral which may reflect limited or no experiencétwthe service item.

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

Satisfied | Satisfied | Neutral | satisfied | satisfied Total
Survey Item % %o % % % ™)
Clarity of Policies, Procedures, and
Other Communication 7.1% 60.0% 24.3% 6.4% 2.1% 140
Clarity of Regulations 5.7% 55.7% 25.0% 11.4% 2.1% 140
Medical N ity Criteri d
sy Sriteriaan 104% | 63.0% | 200% 6.7% 0.0% 135
Timeli f C icati bout
e PMES | eation abou 904% | 486% | 297% 9.4% 2.9% 138
F t and Content of Treat t
Plans T oment ol Treatmen 76% | $34% | 313% | 76% | 00% 131
Reimbursement Rates 2.9% 35.3% 26.5% 27.9% 7.4% 136
Provider Involvement in
Policy Making 4.5% 31.6% 42.1% 18.8% 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 percent (38%) of programs/facilities report that they expressed concerns

to MHA in the last year; 57% of these providers\agy satisfiedr satisfiedwith how their

concerns were addressed.

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

and rei

mbur sement

rates.
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Satisfaction with the Core Service Agencies (CSAS)

Overall Satisfaction: Threequarters of programs/facilities (74%) aexry satisfiecr satisfied
with the CSAs.

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

Survey Question: What is your overall sactfon with the Core Service
Agency, or CSA? Are you very satisfied, satisfied, neutral, dissatisfied, or
very dissatisfied?

Satisfaction with Services: For 8 of the 9 service items, over half of the programs/facikties
very satisfiedr satisfied Sizeable percentages of providers (ranging from 17% to 39%)
reported beingeutral which may reflect limited or no experience with the service.

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

Satisfied | Satisfied | Neutral | satisfied | satisfied Total
Survey Item Yo Yo Yo Yo Yo ™)
Clarity of Policies, Procedures, and
Oty 1 Pollctes, procedures, an 13.0% | 569% | 190% | 95% | 15% 137
Timeli f Authorizati d
Hligibility Determinations 144% | 515% | 242% | 7.6% | 23% 132
Accessibility to Providers 20.4% 56.2% 16.8% 3.6% 2.9% 137
Timeli fC ication about
e PMES meationabOuE 400 | s07% | 243% | 88% | 22% 136
Leadershipin Solving Local Mental
Hoalth Probloms | B0t 1300, | 404% | 331% | 110% | 22% 136
Planning for Local Mental Health
Neoge B tor Hocal Mentat Hea 06% | 444% | 319% | 126% | 1.5% 135
Provider Invol ti
Policy Making 66% | 39.0% | 39.0% | 125% | 29% 136
Technical Assistance 9.7% 44.0% 33.6% 10.4% 2.2% 134
Interagency Coordination 9.5% 46.0% 29.2% 13.1% 2.2% 137
Survey question: This set of questions focuses on your current level of satisfaction with
the Core Service Agency, or CSA, with which you most frequently work. Are you very
satisfied, satisfied, neutral, dissatisfied, or very dissatisfied with (survey item)?
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Concerns: Forty-four percent (44%) of programs/facilities report that they expressed concerns
to the CSAIn the last year; 58% of these providers\agy satisfiedr satisfiedwith how their
concerns were addressed.

Suggestions: Programs/facilities offered a range of suggestions for service modifications that
could improve levels of satisfaction withet CSA; many providers focused on timeliness and
communi cati on. A summary of providersod6 sugge

Satisfaction with ValueOptions® Maryland

Overall Satisfaction: A majority of programs/facilities (72%) awery satisfiedr satisfiedwith
ValueOption§ Maryland.

Very Satisfiec

0,
Very 12%
Dissatisfiec
204 Satisfiec
Dissatisfiec e 60%
5%
Neutral

21%

Survey Question: What is your overall satisfaction with ValueOptions? Are
you very satisfied, satisfied, neutral, dissatisfied, or very dissatisfied?

Page5
Maryland® PMHS:2011Provider Survey Executive Summary



Satisfaction with Services: For 13 of the 18 service items, over half of the programs/facilities
arevery satisfietr satisfied Sizeable percentages of providers (ranging from 10% to 54%)
reported beingeutral which may reflect limited or no experience with the service.

SUMMARY OF VALUEOPTIONS® MARYLAND SATISFACTION RATINGS
BY PROGRAMS/FACILITIES
Very Dis- Very Dis-
Satisfied | Satisfied | Neutral | satisfied | satisfied Total

Survey Item Yo %o Yo %o % ™)
Availability of Care Managers 0 0 . 5 0
During Business Hours 156% | 63.8% | 14.9% 5.0% 0.7% 141
Knowledge of Care Managers
During Business Hours 100% | 60.0% | 17.1% | 11.4% 1.4% 140
Know f Care Ma Aft
[inowledge of Care Managers After 43% | 284% | 543% 9.5% 34% 116
Online Authorization 26.8% 52.2% 14.5% 5.1% 1.4% 138
Applicati f Medical N i
cppicaion of Medical Necessity 94% | 68.1% | 18.1% 3.6% 0.7% 138
Timely Authorization 24.6% 56.3% 10.6% 7.7% 0.7% 142
Medical Necessity Appeals Process 6.4% 34.4% 48.8% 7.2% 3.2% 125
Availability of Customer
Service Representaives 168% | 60.1% | 17.5% | 49% | 07% 143
Knowledge of Customer
Service Representatives 13.3% 45.5% 26.6% 12.6% 2.1% 143
Paper Claims Processing 7.1% 40.2% 42.9% 9.8% 0.0% 112
Eectronic Claims Processing 17.4% 56.1% 21.2% 4.5% 0.8% 132
Availability of Claims Customer
Service Representatives 183% | SLI% | 23.7% 53% 1.5% 131
Knowledge of Claims Customer
Service Representatives 123% | 454% | 323% 7.7% 2.3% 130
Claims Appeal Process 4.8% 31.5% 50.0% 11.3% 2.4% 124
Clarity of Provider Manual 5.2% 59.0% 27.6% 6.7% 1.5% 134
Online Communication 11.4% 56.8% 23.5% 6.1% 2.3% 132
Provider Training 4.5% 48.9% 33.8% 11.3% 1.5% 133
Provider Auditi dC Itati
Provess g aNCTOMUWIAON 1 9300 | 423% | 472% | 24% | 08% 123
Survey question: This set of questions focuses on your current level of satisfaction with
ValueOptions® Maryland. Are you very satisfied, satisfied, neutral, dissatisfied, or very
dissatisfied with (survey item)?

Concerns: Fifty-eight percent (58%) of programs/facilities report that they expressed concerns
to ValueOption8 Maryland in the last year; 43% of these providersvarg satisfiedr satisfied
with how their concerns were addressed.

Suggestions: Program#&acilities offered a range of suggestions for service modifications that
could improve levels of satisfaction with ValueOptiBhdaryland; many providers focused on
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communication, authorization of care, and
suggestions can be found in Appendix C.

Ability to Meet Clinical Needs

Overall Satisfaction: Eighty percent (80%) of programs/facilities aexy satisfiedr satisfied
with their ability to meet the clinical needs of the consumers they serve within tmsys

Very Satisfiec
18%

Very
Dissatisfiec
1%
Dissatisfiec
6%

Satisfiec

Neutral 62%

13%
Survey Question: What is your current level of satisfaction with your ability

to meet the clinical needs of the consumers you serve within this system? Are
you very satisfied, satisfied, neutral, dissatisfied, or desyatisfied?

V. SURVEY RESULTS: INDIVIDUAL PROVIDERS/PRACTITIONERS

Satisfaction with the Mental Hygiene Administration (MHA)

Overall Satisfaction: Sixty-two percent (62%) of the individual providers/practitionersvary
satisfiedor satisfiedwith MHA.

Very Satisfiec

Very 13%
Dissatisfiec
7%
Satisfiec
Dissatisfiec 49%
8%  Neutra
23%

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: For 5 d the 9 service items, over half of the individual

providers/practitioners arery satisfiedr satisfied Sizeable percentages of individual

providers/practitioners (ranging from 20% to 52%) reported besudgyral which may reflect

limited or no expegnce with the service.

SUMMARY OF MHA SATISFACTION RATINGS
BY INDIVIDUAL PRACTITIONERS

Very Dis- Very Dis-

Satisfied | Satisfied | Neutral satisfied | satisfied Total
Survey Item Yo %o % % % )
Clarity of Policies, Procedures, and
Ot:':rtyc‘:,m;l'l;‘ieciﬁoﬁ’ce res, an 187% | 417% | 23.0% 10.1% 6.5% 139
Clarity of Regulations 143% | 38.6% | 264% 14.3% 6.4% 140
Medical Necessity Criteria and
Referral élffjesllltnyes riteria an 158% | 381% | 26.6% 12.9% 6.5% 139
Timeli fC ication about
e PMHS eation abot 146% | 387% | 30.7% 10.2% 5.8% 137
Format and Content of Treatment
Plans G oment oL Treatmen 11.1% | 363% | 289% 17.0% 6.7% 135
Reimbursement Rates 9.4% 30.4% 19.6% 24.6% 15.9% 138
Provider Invol ti
Policy Making 37% | 164% | 522% | 172% | 104% 134
Provider Training 38% | 293% | 48.1% 12.8% 6.0% 133
Technical Assistance 18.1% 35.5% 28.3% 9.4% 8.7% 138

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: Onequarter (24%) oindividual providers/practitioners report that they expressed
concerns to MHA in the last year; 35% of thesgividual providers/practitioners areery
satisfiedor satisfiedwith how their concers were addressed.

Suggestions:Individual poviders/practitioners offered a range of suggestions for service

modifications that could improve levels of satisfaction with the MHA; madividual providers
summary

focused on communication and reimbursememst st
suggestions can be found in Appendix C.
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Satisfaction with the Core Service Agencies (CSAS)

Overall Satisfaction: Half of individual providers/practitioners (51%) avery satisfiecbr
satisfiedwith the CSA.

Very .
Dissatisfiec Very Sf;ltls iec
7% 13%
Dissatisfiec
% Satisfiec
38%
Neutral
35%

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

Satisfaction with Services: For 4 of the 9 service itesnover half of the individual
providers/practitioners aneery satisfiedr satisfied Sizeable percentages of individual
providers (ranging from 33% to 49%) reported beiegtral which may reflect limited or no
experience with the service.

SUMMARY OF CSA SATISFACTION RATINGS
BY INDIVIDUAL PRACTITIONERS
Very Dis- Very Dis-

Satisfied | Satisfied | Neutral | satisfied | satisfied Total
Survey Item Yo Yo Yo Yo Yo ™)
Clarity of Policies, P dures, and
Oty 1 Polictes, Procedures, an 120% | 408% | 336% | 64% | 72% 125
Timeli f Authorizati d
Hligibility Determinations 192% | 328% | 37.6% | 64% | 40% 125
Accessibility to Providers 18.5% 34.5% 34.5% 3.4% 9.2% 119
Timeli fC icati bout
the PMHSmEation Aot 1as% | 352% | 369% | 82% | 49% 122
Leadershipin Solving Local Mental
Hoalth Probloms o Cct ML 1sgye | 233% | 302% | 133% | 8.3% 120
Planning for Local Mental Health
Neogs B ror Hocal Ventat Hea 139% | 238% | 41.0% | 131% | 82% 122
Provider Invol ti
Policy Making 74% | 197% | 492% | 139% | 9.8% 122
Technical Assistance 9.9% 31.4% 44.6% 7.4% 6.6% 121
Interagency Coordination 10.7% 27.3% 47.1% 8.3% 6.6% 121
Survey question: This set of questions focuses on your current level of satisfaction with
the Core Service Agency, or CSA, with which you most frequently work. Are you very
satisfied, satisfied, neutral, dissatisfied, or very dissatisfied with (survey item)?
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Concerns: Twenty-one percent (21%) ahdividual providers/practitioners report that they
expressed concerns to the CSA in the last year; 38% ofititgielual providers arevery
satisfiedor satisfiedwith how their concerns were addressed.

Suggestions:Individual poviders/practitioners offered a range of suggestions for service
modifications that could improve levels of satisfaction with the CSA; nradiyidual providers
focused on timeliness and communi c a tionsocan.
be found in Appendix C.

Satisfaction with ValueOptions® Maryland

Overall Satisfaction: Seventy percent (70%) ofdividual providers/practitioners argery
satisfiedor satisfiedwith ValueOption§ Maryland.

Very o
Dissatisfiec Very Satisfiec
7% : 26%
Dissatisfiec
6%
Neutral

Satisfiec
44%

17%

Suwey Question: What is your overall satisfaction with ValueOptions? Are
you very satisfied, satisfied, neutral, dissatisfied, or very dissatisfied?
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Satisfaction with Services: For 13 of the 18 survey items, over half of the individual
providers/practibners arevery satisfiedr satisfied Sizeable percentages of individual
providers (ranging from 9% to 58%) reported bamegtral which may reflect limited or no
experience with the service.

Concerns: Thirty-nine percent (39%) ahdividual providers/practitioners report that they
expressed concerns to ValueOpt®Maryland in the last year; 41% of theadividual
providers arevery satisfiedr satisfiedwith how their concerns were addressed.
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