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Introduction

The Systems & Psychosocial Advances Research Center (SPARC) at the University of Massachusetts Medical School (UMMS) carried out a survey of consumer and family member satisfaction for the Massachusetts Department of Mental Health (DMH).  Interviews were conducted with consumers of mental health services, inpatients at six state hospital units, and family members of children/adolescents receiving mental health services to evaluate their satisfaction with services operated or contracted by the DMH. The research design adequately provided for a representative sampling, thus resulting in a snapshot at a point in time of the levels of satisfaction and outcomes among persons and families who receive selected DMH services.  This report presents the survey results for the consumers of inpatient services at the six inpatient facilities operated by the Massachusetts DMH during June of 2014. 

Methodology

Survey Instrument

The UMMS Systems & Psychosocial Advances Research Center (SPARC) utilized the adult inpatient member survey used in the past three DMH Consumer and Family Member Satisfaction Survey projects, which was originally adapted from SAMHSA’s Mental Health Statistical Improvement Program (MHSIP) Inpatient Consumer Survey.  This year marked the second time that optical mark recognition software (OMR) was utilized.  Interviewers were asked to fill in question bubbles for each consumer’s response.

Sampling Design and Sampling Procedures

[bookmark: OLE_LINK15][bookmark: OLE_LINK16]		SPARC drew a random sample of 313 adult consumers (up to 60 per facility) receiving inpatient services at the following facilities: Worcester Recovery Center & Hospital, Tewksbury State Hospital, Lemuel Shattuck Hospital, and the entire populations of Solomon Carter Fuller Mental Health Center (59), Taunton State Hospital (43) and of the DMH-contracted unit at Vibra Hospital of Western MA (31). Patients who were committed under a forensic evaluation status were not included in the sample.  Sample selection began with DMH generating a de-identified list of all the consumers at these hospitals.  Upon SPARC personnel completing DMH Privacy Training, DMH provided SPARC with identified information[footnoteRef:1] for the individuals who had been selected to participate in the survey approximately 2-3 days prior to the scheduled date for interviews at each inpatient facility.  All of the respondents on the list were approached to complete a survey or were determined to be unable (i.e., due to symptoms of their illness) or otherwise unavailable (i.e., had been discharged, was out on a work assignment or day pass).  Individuals surveyed were asked to respond to the survey in consideration of the inpatient services they were currently receiving. [1:  For each individual, DMH provided the following information: DMH ID number, location, first & last name, gender, age, race, and preferred language.] 


Bilingual Interviews

A small number of the adult inpatients selected in the sample spoke a language other than English.  These languages included American Sign Language, Chinese, Khmer/Cambodian, Portuguese, Spanish, and Vietnamese.  Hospital staff worked with SPARC interviewers, whenever possible, to arrange for interpreters to sit with non-English speaking consumers to complete the survey.  

Data Collection Procedures

	SPARC worked with a contact person at each inpatient facility to arrange a date for SPARC interviewers to conduct face-to-face interviews.  DMH provided a random sample of consumers for each facility a few days prior to the survey date.  For four of the facilities, SPARC interviewers attempted to complete a minimum of 45 surveys per facility; and as many surveys as possible at Taunton State Hospital and Vibra Hospital of Western MA.  Participants received $5 cash as a thank you for completing a survey.   All completed surveys were scanned using OMR software.  Any misread surveys were flagged by the OMR software and any inconsistencies were resolved by examining the paper surveys.


Results

Response Rates

	This year’s face-to-face interviewing at the six DMH-operated facilities resulted in a 67.5% adjusted survey response rate.  One hundred and eighty-five (185) surveys were completed out of a possible 313, with 89 consumers refusing to participate in this year’s survey, 2 incomplete surveys and 37 being unable/unavailable to participate in this year’s survey.  Survey response rate data for inpatients are presented in Table 1.


Table 1. 2014 Survey Response Rates

	Total people in sample*
	313

	Total Complete
	185

	Total Refused
	89

	Total Unable/Unavailable to Participate
	37

	Total Incomplete
	2

	
	

	Overall Raw** Survey Response Rate
	59%

	Adjusted*** Survey Response Rate
	67.5%

	*Total possible sample for inpatient was figured by 3 hospitals (WRCH, TKSH, LSH) x 60 patients + 43 (TSH) + 59 (SFC) + 31 (Vibra)

	** Raw Response Rate is total complete / total sample

	*** Adjusted Response Rate is total completes/total in sample – (total unavailable + total incomplete)









Comparison of Consumer Inpatient Subscale Responses by Year
(Each bar represents inpatients reporting positively, expressed as a percentage, for each survey year.  Confidence intervals for each year are indicated in red.)
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Explanation on Calculation of Subscale Scores

Table 2 below presents the subscale summary scores.  To develop the summary scores, we summed the values of the items comprising a particular subscale, and divided this by the number of valid responses (i.e., patient did not skip the question or answer “does not apply to me”).  If more than 1/3 of the items comprising the subscale have no response or a response of “not applicable,” then the summary score is not calculated and is considered missing.  The scores are all calculated in a manner consistent with guidance provided by the federal government’s Mental Health Statistical Improvement Program (MHSIP).  We followed these federal guidelines for determining whether or not a response was positive or negative.  For individual items, with lower scores indicating more satisfaction, a score of 1 or 2 indicated a positive response.  For the subscale summary scores, we used the average score of all of the questions with a valid response.  Average score totals of less than 2.5 (but not including 2.5) were considered positive.  Any total average of 2.5 to 3.5 was considered a neutral response, while higher total average scores were considered a negative response.  It should be noted that by using the average score of all the items comprising a subscale, it is possible for persons to answer positively to some of the items comprising a subscale (1 or 2) but negatively to other items within the same scale (3 or higher), and since only 2 out of the 5 possible responses on each item are considered positive, there is a greater chance for total averages not to be positive.  The top number in each cell indicates the percent of consumers positively endorsing the survey item, the middle numbers represent the mean score and (standard deviation), respectively, for each survey item, and the bottom number indicates the total number of consumers who responded to the survey item.


Table 2. Comparison by Subscale of Item Responses for Inpatients

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	Functioning subscale
	64.3
(168)
	63.2
(19)
	64.7
(29)
	79.3
(29)
	68.2
(22)
	48.2
(27)
	62.2
(37)

	38. I do things that are more meaningful to me.
	74.3
2.2 (1.0)
(167)
	84.2
2.3 (0.7)
(19)
	73.5
2.2 (1.1)
(34)
	86.2
2.1 (0.9)
(29)
	68.2
2.1 (1.0)
(22)
	61.5
2.6 (1.2)
(26)
	73.0
2.1 (0.8)
(37)

	39. I am better able to take care of my needs.
	82.0
2.1 (0.9)
(167)
	94.7
2.1 (0.2)
(19)
	85.3
2.0 (1.0)
(34)
	89.7
2.0 (0.8)
(29)
	71.4
2.0 (1.1)
(21)
	70.4
2.4 (1.0)
(27)
	81.1
2.1 (1.0)
(37)

	40. I am better able to handle things when they go wrong.
	80.6
2.1 (0.8)
(170)
	84.2
2.2 (0.5)
(19)
	82.4
2.1 (0.9)
(34)
	82.8
2.1 (0.8)
(29)
	75.0
2.0 (0.8)
(24)
	77.8
2.1 (1.0)
(27)
	81.1
2.1 (0.9)
(37)

	41. I am better able to do things that I want to do.
	65.5
2.5 (1.1)
(168)
	68.4
2.5 (0.9)
(19)
	54.8
2.6 (1.3)
(31)
	72.4
2.4 (1.0)
(29)
	66.7
2.3 (1.1)
(24)
	60.7
2.5 (1.1)
(28)
	70.3
2.4 (1.1)
(37)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	Social Connectedness subscale
	67.1
(170)
	75.0
(20)
	63.6
(33)
	64.5
(31)
	65.2
(23)
	55.6
(27)
	77.8
(28)

	42. I know people who listen and understand me when I need to talk.
	80.0
2.1 (1.0)
(172)
	90.0
2.3 (0.8)
(20)
	70.6
2.4 (1.1)
(34)
	80.7
2.0 (0.8)
(31)
	79.2
2.1 (1.2)
(24)
	70.4
2.2 (1.0)
(27)
	88.9
1.8 (0.7)
(36)

	43. In a crisis, I would have the support I need from family and friends.
	71.5
2.3 (1.1)
(165)
	68.4
2.5 (0.8)
(19)
	65.6
2.6 (1.3)
(32)
	83.3
2.0 (0.9)
(30)
	69.6
2.3 (1.3)
(23)
	52.0
2.8 (1.4)
(25)
	83.3
1.9 (0.9)
(36)

	44. When I need help right away, I know people I can call on.
	74.4
2.2 (1.1)
(168)
	85.0
2.2 (0.7)
(20)
	69.7
2.4 (1.2)
(33)
	74.2
2.3 (1.1)
(31)
	68.2
2.2 (1.2)
(22)
	65.4
2.5 (1.3)
(26)
	83.3
1.9 (0.9)
(36)

	45. I am happy with the friendships I have.
	78.1
2.1 (1.0) 
(169)
	75.0
2.4 (0.8)
(20)
	75.8
2.1 (1.0)
(33)
	74.2
2.2 (0.8)
(31)
	90.9
1.7 (0.6)
(22)
	65.4
2.5 (1.2)
(26)
	86.5
2.0 (1.1)
(37)

	46. I have people with whom I can do enjoyable things.
	80.0
2.1 (0.9)
(169)
	73.7
2.4 (0.8)
(19)
	75.0
2.2 (1.0)
(32)
	80.7
2.0 (0.7)
(31)
	91.3
1.7 (0.6)
(23)
	71.4
2.3 (1.0)
(28)
	86.1
1.9 (0.9)
(36)

	47. I feel I belong to my community.
	72.9
2.3 (1.1)
(170)
	83.3
2.3 (0.8)
(18)
	72.7
2.4 (1.1)
(33)
	74.2
2.3 (1.2)
(31)
	68.0
2.4 (1.3)
(25)
	65.4
2.5 (1.3)
(26)
	75.7
2.1 (0.9)
(37)

	Quality and Appropriateness subscale*
	54.4
(182)
	45.0
(20)
	46.0
(37)
	57.6
(33)
	61.5
(26)
	50.0
(28)
	63.2
(38)

	Participation in Treatment Planning subscale**
	59.2
(164)
	60.0
(20)
	54.8
(31)
	58.6
(29)
	61.9
(21)
	46.2
(26)
	70.3
(37)

	Dignity subscale***
	68.7
(185)
	85.0
(20)
	65.8
(38)
	66.7
(33)
	73.1
(19)
	55.2
(29)
	71.8
(39)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	2. Staff here believe that I could grow, change and recover.
	80.0
2.1 (1.0)
(183)
	95.0
2.1 (0.4)
(20)
	73.0
2.1 (1.0)
(37)
	75.8
2.2 (1.1)
(33)
	80.8
2.0 (1.2)
(26)
	82.1
2.1 (0.9)
(28)
	79.5
2.0 (1.0)
(39)

	4. I am encouraged to use self help/support groups.
	80.0
2.1 (0.9)
(180)
	95.0
2.1 (0.4)
(20)
	83.8
2.1 (0.8)
(37)
	84.9
2.0 (0.9)
(33)
	72.0
2.0 (1.1)
(25)
	63.0
2.4 (1.1)
(27)
	81.6
1.9 (0.9)
(38)

	5. I was given information about how to manage my medication side effects.
	54.1
2.8 (1.2)
(172)
	55.0
2.9 (1.1)
(20)
	45.5
3.1 (1.3)
(33)
	64.5
2.5 (1.2)
(31)
	53.9
2.7 (1.4)
(26)
	50.0
2.7 (1.3)
(26)
	55.6
2.6 (1.2)
(36)

	6. My other medical concerns were treated.
	66.7
2.5 (1.2)
(174)
	80.0
2.4 (1.0)
(20)
	70.6
2.5 (1.2)
(34)
	54.8
2.7 (1.1)
(31)
	73.1
2.1 (1.2)
(26)
	57.7
2.8 (1.3)
(26)
	67.6
2.3 (1.2)
(37)

	Rights subscale
	44.8
(181)
	35.0
(20)
	41.7
(36)
	51.5
(33)
	53.9
(26)
	32.1
(28)
	50.0
(38)

	8. I feel free to complain without fear of retaliation.
	62.4
2.5 (1.2)
(181)
	68.4
2.6 (1.0)
(19)
	59.5
2.7 (1.2)
(37)
	60.6
2.5 (1.2)
(33)
	69.2
2.4 (1.2)
(26)
	57.1
2.6 (1.3)
(28)
	63.2
2.4 (1.3)
(38)

	9. I feel safe to refuse medication or treatment during my hospital stay.
	46.2
3.0 (1.3)
(173)
	42.1
3.2 (1.2)
(19)
	54.3
3.0 (1.4)
(35)
	53.3
2.9 (1.4)
(30)
	28.0
3.2 (1.1)
(25)
	28.6
3.2 (1.2)
(28)
	61.1
2.6 (1.4)
(36)

	10. My complaints and grievances are addressed.
	68.0
2.4 (1.1)
(178)
	83.3
2.3 (1.0)
(18)
	69.4
2.4 (1.1)
(36)
	65.6
2.5 (1.1)
(32)
	76.9
2.2 (0.9)
(26)
	57.1
2.5 (1.2)
(28)
	63.2 
2.3 (1.1)
(38)

	32. Staff [do not] use pressure, threats or force in my treatment.
	66.9
2.5 (1.2)
(181)
	75.0
2.5 (0.8)
(20)
	55.6
2.6 (1.4)
(36)
	69.7
2.4 (1.2)
(33)
	76.9
2.1 (1.1)
(26)
	65.5
2.5 (1.2)
(29)
	64.9
2.6 (1.4)
(37)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	Environment subscale
	55.7
(185)
	65.0
(20)
	47.4
(38)
	72.7
(33)
	53.8
(26)
	34.5
(29)
	61.5
(39)

	14. The surroundings and atmosphere at the hospital help me get better.
	59.0
2.6 (1.2)
(183)
	85.0
2.2 (0.6)
(20)
	42.1
2.9 (1.3)
(38)
	75.8
2.3 (0.9)
(33)
	62.5
2.2 (1.2)
(24)
	37.9
3.1 (1.3)
(29)
	61.5
2.5 (1.3)
(39)

	15. I feel I have enough privacy in the hospital.
	59.5
2.7 (1.3)
(185)
	70.0
2.6 (1.1)
(20)
	47.4
2.9 (1.3)
(38)
	63.6
2.6 (1.1)
(33)
	57.7
2.7 (1.4)
(26)
	41.4
3.2 (1.5)
(29)
	76.9
2.3 (1.2)
(39)

	16. I feel safe in the hospital.
	76.6
2.3 (1.0)
(184)
	85.0
2.2 (0.5)
(20)
	76.3
2.3 (1.0)
(38)
	81.8
2.2 (0.9)
(33)
	84.6
2.1 (1.0)
(26)
	62.1
2.5 (1.1)
(29)
	73.7
2.3 (1.1)
(38)

	17. The hospital environment is clean and comfortable.
	75.7
2.2 (1.0)
(185)
	80.0
2.3 (0.7)
(20)
	65.8
2.4 (1.1)
(38)
	87.9
2.0 (0.7)
(33)
	80.8
2.1 (0.9)
(26)
	58.6
2.6 (1.3)
(29)
	82.1
2.1 (1.0)
(39)

	18. Staff are sensitive to my cultural background.
	64.2
2.5 (1.1)
(173)
	64.7
2.5 (0.8)
(17)
	50.0
2.9 (1.3)
(36)
	57.6
2.6 (1.1)
(33)
	75.0
2.2 (0.8)
(20)
	62.1
2.6 (1.4)
(29)
	79.0
2.1 (0.9)
(38)

	19. My family and/or friends are able to visit me.
	83.0
2.1 (1.0)  
(171)
	85.0
2.3 (0.9)
(20)
	86.8
2.1 (1.0)
(38)
	84.4
2.0 (0.9)
(32)
	94.7
1.6 (0.6)
(19)
	66.7
2.3 (1.3)
(27)
	82.9
2.0 (0.9)
(35)

	General Satisfaction subscale
	60.5
(185)
	55.0
(20)
	55.3
(72.7)
	72.7
(33)
	73.1
(26)
	41.4
(29)
	64.1
(39)

	21. My contact with my doctor is helpful.
	72.0
2.3 (1.0)
(182) 
	65.0
2.4 (0.6)
(20)
	70.3
2.2 (0.9)
(37)
	84.9
2.1 (0.9)
(33)
	73.1
2.1 (1.2)
(26)
	57.1
2.6 (1.3)
(28)
	76.3
2.2 (1.1)
(38)

	22. My contact with nurses and therapists is helpful.
	81.5
2.1 (0.9)
(184)
	100.0
2.0 (0.2)
(20)
	73.0
2.4 (0.9)
(37)
	84.9
2.1 (0.8)
(33)
	88.5
1.7 (0.8)
(26)
	69.0
2.4 (1.3)
(29)
	82.1
2.0 (1.0)
(39)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	23. If I had a choice of hospitals, I would still choose this one.
	58.7
2.6 (1.2)
(184)
	45.0
3.0 (1.0)
(20)
	59.5
2.6 (1.3)
(37)
	72.7
2.4 (1.3)
(33)
	61.5
2.4 (1.2)
(26)
	44.8
3.0 (1.3)
(29)
	61.5
2.6 (1.3)
(39)

	26. Staff listen carefully to what I have to say.
	69.2
2.4 (1.1)
(185)
	90.0
2.2 (0.5)
(20)
	63.2
2.5 (1.1)
(38)
	66.7
2.4 (1.0)
(33)
	73.1
2.2 (1.2)
(26)
	55.2
2.6 (1.0)
(29)
	74.4
2.2 (1.2)
(39)

	28. Staff respect me as a whole person.
	70.7
2.3 (1.0) 
(184)
	90.0
2.2 (0.7)
(20)
	65.8
2.4 (0.9)
(38)
	66.7
2.3 (0.9)
(33)
	73.1
2.2 (1.3)
(26)
	51.7
2.7 (1.3)
(29)
	81.6
2.1 (1.0)
(38)

	29. Staff speak with me in a way that I understand.
	81.7
2.1 (0.9)
(175)
	95.0
2.1 (0.5)
(20)
	81.8
2.2 (0.9)
(33)
	78.8
2.1 (0.7)
(33)
	92.0
1.9 (0.9)
(25)
	67.9
2.2 (0.9)
(28)
	80.6
2.0 (1.0)
(36)

	30. I understand the written materials I was given.
	80.9
2.2 (1.0)
(162)
	95.0
2.1 (0.4)
(20)
	74.2
2.3 (1.0)
(31)
	83.9
2.2 (0.9)
(31)
	87.0
2.0 (0.9)
(23)
	80.0
2.0 (0.9)
(25)
	71.9
2.3 (1.3)
(32)

	1. I was treated with dignity and respect.
	71.4
2.3 (1.1)
(185)
	90.0
2.1 (0.6)
(20)
	60.5
2.5 (1.2)
(38)
	78.8
2.0 (0.9)
(33)
	73.1
2.1 (1.1)
(26)
	55.2
2.6 (1.2)
(29)
	76.9
2.2 (1.3)
(39)

	3. I feel comfortable asking questions about my treatment and medications.
	78.0
2.1 (1.0)
(182)
	95.0
2.1 (0.2)
(20)
	75.7
2.1 (1.0)
(37)
	71.9
2.1 (1.1)
(32)
	76.9
2.0 (0.9)
(26)
	71.4
2.4 (1.1)
(28)
	82.1
1.9 (1.1)
(39)

	24. I have a say in what happens to me when I am in crisis.
	57.8
2.7 (1.1)
(166)
	61.1
2.7 (0.9)
(18)
	65.6
2.6 (0.9)
(32)
	58.1
2.6 (1.2)
(31)
	39.1
3.0 (1.1)
(23)
	51.9
2.8 (1.2)
(27)
	65.7
2.5 (1.2)
(35)

	25. Staff see me as an equal partner in my treatment program.
	68.7
2.4 (1.1) 
(182)
	75.0
2.3 (0.7)
(20)
	62.2
2.6 (1.1)
(37)
	69.7
2.3 (1.0)
(33)
	61.5
2.5 (1.1)
(26)
	64.3
2.6 (1.1)
(28)
	79.0
2.1 (1.1)
(38)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	Person-Centered Planning subscale
	60.0
(164)
	55.0
(20)
	55.2
(20)
	(60.7)
(28)
	66.7
(21)
	40.7
(27)
	74.4
(39)

	11. I am participating in planning my discharge.
	82.1
2.1 (1.0)
(162)
	100.0
2.0 (0.0)
(18)
	80.7
2.2 (1.1)
(31)
	71.4
2.3 (1.2)
(28)
	86.4
1.9 (0.9)
(22)
	66.7
2.5 (1.2)
(27)
	91.7
1.7 (0.7)
(36)

	12. Both I and my doctor or therapist from the community are actively involved in my hospital treatment plan.
	70.0
2.4 (1.1)
(139)
	61.1
2.7 (1.1)
(18)
	75.0
2.3 (1.2)
(24)
	82.6
2.2 (1.0)
(23)
	72.2
2.5 (1.3)
(18)
	61.9
2.7 (1.1)
(21)
	65.7
2.4 (1.1)
(35)

	13. I have the opportunity to talk with my doctor or therapist from the community prior to discharge.
	68.2
2.4 (1.1)
(132)
	64.7
2.6 (1.0)
(17)
	61.9
2.7 (1.2)
(21)
	86.4
2.0 (0.9)
(22)
	75.0
2.3 (1.1)
(16)
	60.0
2.6 (1.2)
(20)
	63.9
2.4 (1.2)
(36)

	20. I have a choice in treatment options.
	64.1
2.5 (1.1)
(181)
	70.0
2.5 (0.8)
(20)
	55.6
2.7 (1.0)
(36)
	60.6
2.6 (1.3)
(33)
	72.0
2.2 (0.9)
(25)
	58.6
2.6 (1.2)
(29)
	71.1
2.3 (1.1)
(38)

	31. I am better able to deal with crisis.
	80.0
2.1 (0.9)
(165)
	89.5
2.2 (0.5)
(19)
	75.0
2.2 (0.8)
(28)
	84.4
2.0 (0.6)
(32)
	72.7
2.2 (1.0)
(22)
	81.5
2.1 (1.0)
(27)
	78.4
2.0 (1.0)
(37)

	Treatment Outcomes subscale
	65.7
(166)
	63.2
(19)
	64.5
(31)
	75.9
(29)
	60.0
(25)
	53.9
(26)
	72.2
(36)

	32. My symptoms are not bothering me as much.
	73.3
2.3 (1.1)
(165)
	72.2
2.4 (0.7)
(18)
	76.7
2.1 (1.0)
(30)
	71.0
2.3 (1.0)
(31)
	76.0
2.1 (1.1)
(25)
	65.4
2.5 (1.2)
(26)
	77.1
2.3 (1.2)
(35)

	33. The medications I am taking help me control the symptoms that used to bother me.
	65.2
2.5 (1.2)
(164)
	83.3
2.3 (0.7)
(18)
	63.3
2.6 (1.4)
(30)
	69.0
2.3 (1.1)
(29)
	65.4
2.4 (1.3)
(26)
	46.4
3.0 (1.3)
(28)
	69.7
2.2 (1.2)
(33)

	34. I do better in social situations.
	71.5
2.3 (1.0) 
(165)
	73.7
2.3 (0.5)
(19)
	75.8
2.2 (0.9)
(33)
	79.3
2.2 (1.0)
(29)
	68.2
2.2 (1.1)
(22)
	66.7
 2.5 (1.1)
(27)
	65.7
2.3 (1.0)
(35)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	35. I deal more effectively with daily problems.
	69.8
2.3 (1.0)
(169)
	73.7
2.3 (0.6)
(19)
	81.3
2.2 (0.9)
(32)
	66.7
2.4 (1.2)
(30)
	66.7
2.4 (0.8)
(24)
	63.0
2.6 (1.0)
(27)
	67.6
2.3 (1.0)
(37)

	36. I am getting along better with my family.
	68.7
2.4 (1.1)
(150)
	66.7
2.6 (0.9)
(18)
	66.7
2.4 (1.2)
(30)
	75.0
2.1 (0.8)
(28)
	75.0
2.3 (1.3)
(16)
	58.3
2.6 (1.2)
(24)
	70.6
2.3 (1.0)
(34)

	37. I am better able to control my life.
	73.1
2.3 (1.0) 
(171)
	79.0
2.4 (0.9)
(19)
	73.5
2.3 (0.9)
(34)
	83.3
2.0 (1.0)
(30)
	64.0
2.4 (1.2)
(25)
	65.4
2.4 (1.1)
(26)
	73.0
2.3 (1.1)
(37)

	48. My beliefs are respected in my treatment plan.
	73.5
2.3 (1.0)  
(170)
	84.2
2.3 (0.7)
(19)
	75.8
2.4 (1.1)
(33)
	71.0
2.4 (1.0)
(31)
	79.2
2.0 (1.0)
(24)
	55.6
2.6 (1.2)
(27)
	77.8
2.2 (0.9)
(36)

	Items not in subscales
	 
	 
	 
	 
	 
	 
	 

	7. I feel this hospital stay was necessary.
	54.6
2.8 (1.4)
(183)
	36.8
3.2 (1.0)
(19)
	47.4
3.2 (1.4)
(38)
	68.8
2.6 (1.3)
(32)
	65.4
2.4 (1.4)
(26)
	37.9
3.0 (1.4)
(29)
	64.1
2.5 (1.5)
(39)

	49. I have stopped smoking or am working toward stopping.
	67.5
2.4 (1.3)
(120)
	93.8
1.9 (0.5)
(16)
	66.7
2.2 (1.3)
(27)
	52.4
3.0 (1.4)
(21)
	40.0
2.9 (1.5)
(15)
	75.0
2.1 (1.0)
(16)
	76.0
2.1 (1.2)
(25)

	50. I am eating a more healthy diet.
	62.2
2.5 (1.2)
(172)
	65.0
2.5 (0.8)
(20)
	67.7
2.4 (1.3)
(34)
	80.0
2.1 (1.0)
(30)
	50.0
2.8 (1.2)
(24)
	42.9
3.0 (1.3)
(28)
	63.9
2.4 (1.1)
(36)

	51. I do more frequent physical activity.
	55.8
2.6 (1.1)
(172)
	60.0
2.6 (0.8)
(20)
	61.8
2.5 (1.1)
(34)
	80.0
2.2 (1.2)
(30)
	29.2
3.0 (1.0)
(24)
	32.1
3.2 (1.2)
(28)
	63.9
2.3 (1.1)
(36)

	Survey item
	All Hospitals
	Vibra
	Shattuck
	Solomon Carter Fuller
	Taunton
	Tewksbury
	Worcester Recovery Center

	52. My medications are helpful to me.
	64.9
2.4 (1.1)
(168)
	70.0
2.4 (0.7)
(20)
	59.4
2.4 (1.1)
(32)
	64.3
2.4 (1.3)
(28)
	64.0
2.5 (1.4)
(25)
	53.6
2.7 (1.2)
(28)
	77.1
2.1 (1.1)
(35)

	53. I am [not] prescribed too many medications.
	53.1
2.9 (1.2)
(164)
	50.0
2.9 (1.1)
(20)
	45.2
3.1 (1.3)
(31)
	57.7
2.8 (1.2)
(26)
	56.0
2.7 (1.4)
(25)
	51.9
3.1 (1.3)
(27)
	57.1
2.7 (1.1)
(35)

	54. I feel hopeful about my future.
	83.0
2.0 (1.0) 
(171)
	90.0
2.1 (0.3)
(20)
	81.8
2.0 (1.0)
(33)
	80.7
1.9 (0.9)
(31)
	88.0
1.8 (1.0)
(25)
	76.9
2.3 (1.3)
(26)
	83.3
2.1 (1.2)
(36)

	55. My future [does not] seems dark to me.
	74.0
2.3 (1.1)
(169)
	75.0
2.3 (0.8)
(20)
	81.8
2.1 (1.0)
(33)
	64.5
2.5 (1.2)
(31)
	80.0
2.0 (1.2)
(25)
	75.0
2.3 (1.2)
(24)
	69.4
2.5 (1.1)
(36)

	*    The quality and appropriateness subscale is made up of items 2, 5 and 8.

	**  The participation in treatment planning subscale is made up of items 24 and 25.
	
	
	

	*** The dignity subscale is made up of items 1, 2, 3 and 4.
	
	
	
	
	
















	Table 3. Regression on General Satisfaction with Services for Inpatients





	[bookmark: IDX][bookmark: IDX1][bookmark: IDX2][bookmark: IDX3]Adjusted R-Square
N
	0.5952
185



	Parameter Estimates

	Label
	DF
	Parameter
Estimate
	Standard
Error
	t Value
	Pr > |t|
	Standardized
Estimate

	Intercept
	1
	-0.41042
	0.40659
	-1.01
	0.3148
	0

	Caucasian
	1
	-0.03785
	0.10523
	-0.36
	0.7197
	-0.02134

	Male
	1
	-0.01206
	0.11732
	-0.10
	0.9183
	-0.00600

	Age
	1
	0.00074
	0.00349
	0.21
	0.8319
	0.01295

	Are you of Spanish/Hispanic/Latino Origin?
	1
	0.06682
	0.15217
	0.44
	0.6614
	0.02523

	Quality & Appropriateness subscale 
	1
	-0.13327
	0.10287
	-1.30
	0.1977
	-0.13065

	Treatment Outcomes subscale*
	1
	0.27630
	0.13574
	2.04
	0.0440
	0.20916

	Person-Centered Planning subscale
	1
	0.21153
	0.12063
	1.75
	0.0821
	0.16737

	Social Connectedness subscale
	1
	-0.15183
	0.09119
	-1.66
	0.0985
	-0.12763

	Functioning subscale
	1
	0.08229
	0.11900
	0.69
	0.4906
	0.06156

	Dignity subscale*
	1
	0.63619
	0.14716
	4.32
	<.0001
	0.49528

	Rights subscale
	1
	-0.05031
	0.08881
	-0.57
	0.5722
	-0.04109

	Environment subscale*
	1
	0.21158
	0.09233
	2.29
	0.0237
	0.21074


*p<.05

Table 3 presents the variables that are significant (p < .05) predictors of General Satisfaction with DMH services. The Treatment Outcomes, Dignity, and Environment subscales were positively related to General Satisfaction, meaning that as the score on any of these subscales improves, General Satisfaction with services also improves.
Concepts Emerging from Qualitative Data

	Consumers were given the opportunity to provide feedback on the inpatient services they received.  Respondents were asked 1) “What has been the most helpful thing about the services you have received while in the hospital?” and 2) “What would improve the services that you have received in the hospital?”  For the first question, several major concepts emerged in the areas of non-specified treatment provider, specified treatment provider, treatment, socializing and mental health, medication, facility, and other.

	
“What has been the most helpful thing about the services you have received while in the hospital?”

Non-Specified Treatment Provider

	A total of thirty-eight consumers responded that non-specified treatment providers and/or staff gave the most helpful services while in the hospital.  Sixteen of these consumers found staff to be helpful, supportive, patient, trustworthy, compassionate, respectful, understanding, and to have a positive impact on their care. Four consumers stated that they found conversations with staff to be helpful.  Eleven consumers reported that information about disability supports, housing, assistance with the courts, and working on discharge plans were of great benefit.  One consumer liked that she was able to make her own decisions.  Another wrote that they were taught how to handle criticism and how to handle problems on the outside, which would be of great benefit upon discharge.  Overall, consumers responded that the excellent work of their treatment providers and/or staff made a difference in their inpatient experience.

Specified Treatment Provider

	Thirty-six consumers were appreciative of specific treatment providers and/or staff.  Four mentioned their social worker and their nurses as being helpful.  Fifteen consumers remarked that their doctor, psychiatrist, or therapist has been available, helpful, and trusting.  The majority of consumers, seventeen, mentioned that talking with specific staff was beneficial and that staff were kind and compassionate.  Two consumers mentioned that speaking with or dealing with peers was also helpful.  Finally, three wrote about their treatment team being useful. 

Treatment

	There was overlap in the reporting that treatment was the most helpful because a single consumer often cited several types of treatment.   The majority (fifty-two) of responses cited different forms of treatment as being helpful.  Within this overall group, twelve consumers indicated that groups were useful.  Twelve indicated that different forms of therapy were helpful, including: developing coping skills; cognitive re-structuring; and learning about symptoms.  Employment, music, and religious faith were each noted by a couple of consumers as being helpful.  Eleven consumers reported that an improved diet and a variety of healthy foods had been beneficial.  Eleven respondents also stated that privileges, such as outside passes, going to the library, and daily passes had been helpful.   Three respondents reported that specific programs, Tree, STEP and RLC were also worthwhile. 


Socializing

	Sixteen participants reported that socializing with peers, making friends, and talking with family and other people had been helpful.  

Medication

	Twenty consumers stated that their medication had been beneficial.  One of the respondents noted that their medication had fewer side effects.   Another reported that they were able to talk about medications freely.

Facility

	Twenty-nine consumers reported satisfaction with the hospital environment.  It was noted by eight consumers that the facilities were clean.  The safety and structure of the facilities was commented on by a few participants.  Sixteen consumers cited the fact that the facilities had a good atmosphere, was peaceful, and provided solitude and housing, which was helpful in improving their mental well-being.

Other

 	Eleven respondents did not respond to this question leaving comments such as “nothing,” “Don't know how to answer” or “I don’t know.”   



“What would improve the services that you have received in the hospital?”

	For this second question, the major concepts that emerged from the responses centered on overall satisfaction, non-specified treatment providers, specified treatment providers, treatment, medication, nutrition, privileges, facility, discharge planning, and other. 

Overall Satisfaction

	Twenty-three inpatient survey respondents reported that they have been satisfied with the services they have received.  

Non-Specified Treatment Providers

	A total of twenty-seven consumers reported that improvements in staff, in general, would benefit hospital services.  Four specifically mentioned that communication between shifts could be improved.  Eleven reported that staff needed to be better trained, more helpful, more understanding, less judgmental, and more respectful.  One wanted to see a more diverse staff.  Three respondents stated that having more hospital staff available would have improved their hospital stay.  Three stated that staff needed to be more professional.  One consumer stated that there should be an agreement between staff and patient on the goals post-discharge. 

Specified Treatment Providers

	Sixteen consumers named specific staff members who could use improvement.  Nine reported that they want more contact with their doctor, improved communication between doctor and staff, and that they wanted their doctor to listen more.  One wanted more respect from their doctor and another wanted to see more professionalism demonstrated.  One respondent wanted more groups and another wanted the occupational therapists to treat them with more respect.  Four respondents wanted more time and more interaction with their therapist and treatment team.  One wanted more social workers, another requested more minority counselors, and a third asked that there be transgender information and training made available to staff and doctors.

Treatment 

	Seven consumers reported that there could me more activities, exercise, and work opportunities.  Six noted that more groups should be available.  One mentioned that there should be fewer groups.  Two mentioned that there should be more structure and guidelines to groups.  One stated that groups are geared toward lower functioning people and indicated their dislike for this.  Seven consumers noted that more treatment team meetings, an increase in one-on-one therapy, sexual abuse treatment, and more inpatient and family input on treatment plans would be beneficial.  One wanted more companionship, and another more visits from family.  

Medication

	Twelve respondents reported they wanted more of a say in the medications they were prescribed, or that they wanted to take less medication. 

 Nutrition

	Fourteen consumers noted that the food could be improved.  Three respondents would like more food.   Once consumer would like more coffee, and another would like a Burger King in the hospital.

Privileges

	Twenty-three consumers wanted more privileges.  They wanted the freedom to go for a walk, to go outside more often, more access to computers, more access to TV, more money, and to have more community passes.  One respondent noted that they want to be able to smoke. 

Facility

	Twenty-three respondents would like to see improvements in the facility. They noted that the facility could be in better shape and more clean, especially the bathrooms.  Three consumers stated that they wanted more privacy.  Five noted that safety should be increased.  One noted the environment was too strict, and another asked for more Church masses. 

Discharge Planning

	Thirteen respondents suggested improvements in discharge planning.  They wanted an earlier discharge date, or for the process to be more efficient.  One consumer wanted to stay as an inpatient longer. 

Health

	One of the themes in response to this question was that consumers wanted better health care services while in the hospital.  One responded that there should be services particular to women and reproductive health.

Other

	A few respondents did not give an answer to this question stating “no,” “no comment,” “nothing,” “no suggestions,” or “don’t know.”  There were some responses that “nothing helped” or “everything” needed to be improved.  One commented that there should be more than only one human rights officer, and that there should be independent officials overseeing the hospitals to ensure patient safety and well-being.
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Figure 1.1 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about functioning, by survey year
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Figure 1.2 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively social connectedness, by survey year

Percent Positive

100

7

40

10

2006 2008 2000 2010 2011 2012 2013 2014

Year




image4.png
Figure 1.3 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about quality and appropriateness of services,
by survey year
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Figure 1.4 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about general satisfaction with services, by survey year
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Figure 1.5 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about participation in treatment planning, by survey year
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Figure 1.6 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about treatment outcomes, by survey year
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Figure 1.7 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about person centered planning, by survey year
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Figure 1.8 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about dignity, by survey year
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Figure 1.9 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about rights, by survey year
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Figure 1.10 Consumer and Family Member Satisfaction Survey 2014
Percent of inpatients reporting positively about treatment environment, by survey year
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