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METHODOLOGY

NUMBER OF YOUR CLIENTS ANSWERING THIS SURVEY =157 OVERALL SATISFACTION SCORE (from 1 to10) = 7.95

The Client Satisfaction Survey was initiated to assist substance abuse treatment facilities to evaluate the effectiveness of their
services. The survey was offered to agencies receiving OSA funding, and to agencies providing opiate replacement therapy. A
customized survey was available for adolescent clients (18 or younger). Administering the survey is a requirement of OSA’s
Substance Abuse and Treatment Block Grant from the federal Substance Abuse and Mental Health Services Administration
(SAMHSA), and agency participation has a direct impact on OSA’s ability to sustain treatment funding.

To try to minimize the cost and inconvenience of distributing paper forms, both for OSA and for agencies with multiple facilities,
we offered the 2011 survey both in hard copy and on-line. Only 8% of those who responded used the on-line form.
Accessibility appeared to be the primary reason why most facilities only offered it in paper to clients. A total of 157 adolescent
clients submitted useable data; 13 from 2 agencies reported electronically, 133 from 6 agencies submitted paper forms, plus an
additional 11 paper forms with no identifying agency were received.

Agencies and individual facilities whose clients returned 20 or more useable surveys received a full report; an abbreviated report
was made available when 17-19 surveys were received. 74.5% of the total adolescent clients reporting were from one agency.

The results in this report can only be considered the opinions of the survey participants and cannot be generalized to
your client population as whole.

If you would like further information about this report contact Anne Rogers (e-mail: anne.rogers@maine.gov; phone: 207-287-
4706).
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DEMOGRAPHICS

What is your age? What is your gender?

B missing

M 16 or younger
17

18

& 19 or older

M Female

M Male

Which best describes our race?

M Amer. Indian/Alaska
Native

M Asian/Hawaiian/Pacific
Islander

i Black/African Amer.

M White
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What is your educational level?

0.6%

M < High School
Graduate

E High School
Grad/GED

kd Some College

M College Graduate

DEMOGRAPHICS

How long have you been in this treatment program?

M < 1 Month
B 1-3 Months
i 4-6 Months
M 7-12 Months

M>1Year

While the adolescent survey primarily is given to persons 18 years of age or younger, there are some adolescent substance abuse treatment

agencies that treat young adults who may have completed the survey.
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DEMOGRAPHICS

Are you being treated for a mental health problem?

M | receive MH service
services from this
agency

M| receive MH services
from another agency

M | don't currently receive
MH services, but have
in the past

¥ | do not have a MH

problem

M| don't know

Almost 42% of the youth in substance abuse treatment also reported receiving mental health services.
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SATISFACTION WITH PRESENT TREATMENT - SERVICES

I value the services that | receive here If | had other choices | would still come to this
50.0% 5% counselor for services
42.7%
50.0%
40.0% 40.8%
40.0%
30.0%
30.0%
0,
20.0% 20.0%
10.0% 10.0%
0.0% 0.0%
EStrongly Disagree M Disagree M Neutral HAgree M Stronly Agree ENA M Strongly Disagree M Disagree M Neutral M Agree MStrongly Agree MNA
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SATISFACTION WITH PRESENT TREATMENT - SERVICES

| would recommend this counselor/program to a The services | receive here are helpful
friend or family member
A 50.0% 47.4%
50.0% :
42.0% 20.0%
40.0%
30.0%
30.0%
o,
20.0% 20.0%
10.0% 10.0%
0.0% 0.0%
M Strongly Disagree MDisagree MNeutral MAgree M Strongly Agree M NA M Strongly Disagree M Disagree M Neutral HAgree M Strongly Agree M NA
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SATISFACTION WITH PRESENT TREATMENT — SERVICES

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

| was able to get services quickly

40.8% 40.8%

M Disagree MW MNeutral wAgree ©Strongly Agree

M NA

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

Staff respond to me within 24 hours

41.7%

M Disagree M Neutral wdAgree ©Strongly Agree BNA

| was able to get services even though | could not pay

50.0%

40.0%

32.9%

30.0%

20.0%

10.0%

0.0%

M Disagree

M Neutral

i Agree

M Strongly Agree M NA
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SATISFACTION WITH PRESENT TREATMENT - SERVICES

Services are available at times that are good for me

40.0%

30.0%

20.0%

10.0%

0.0%
Total

H Strongly Disagree M Disagree M Neutral HAgree M Strongly Agree M NA

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

The location of services is convenient

33.3%

Total

M Strongly Disagree M Disagree M Neutral MAgree M Strongly Agree M NA
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SATISFACTION WITH PRESENT TREATMENT - SERVICES

45.0%
40.0%
35.0%
30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

I am encouraged to use support programs

39.1%

M Disagree M Neutral W Agree MStrongly Agree W NA

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

Staff help me get the information | need so that | can
take charge of managing my substance use problem

42.7%

37.6%

M Disagree HNeutral WMAgree ©Strongly Agree HNA
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| feel comfortable asking questions about my treatment
and medications

b 45 2%

A0 6%
40.0%
30, 05%
20.0%
o.7%
10.08
- -

E Disagres  EMNeutral wAgres  B@Stronghy Agrese  ENA
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SATISFACTION WITH PRESENT TREATMENT - STAFF

Staff respect me and give me information about my Staff here believe | can grow, change, and recover
medication and treatment choices 60.0% e
50.0% .
44.8% 50.0%
40.0%
40.0%
0,
30.0% 30.0%
20.0% 20.0%
10.0% 10.0%
1.3%
0.0% 0.0%
B Disagree M Neutral ®Agree MStrongly Agree BNA M Disagree B Neutral W Agree M Strongly Agree
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SATISFACTION WITH PRESENT TREATMENT - STAFF

70.0%
60.0% 58.6%
. o
M | was given

50.0% information about
my rights as a client

40.0%

30.0%

20.0% M Staff respect those
rights

10.0% : 8.3%

1.3% 2.5%  32%
0.0% -
Disagree Neutral Agree Strongly NA
Agree

The percentage of those answering they agree/strongly agree they were given information about their rights as a client of the facility increased
slightly, in 2011; but the percent of those answering they agree/strongly agree, that staff respect those rights slightly decreased in 2011.
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SATISFACTION WITH PRESENT TREATMENT - STAFF

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

Staff act appropriately and professionally

43.9% 45.8%

B Disagree M Neutral mAgree M Strongly Agree

B NA

50.0%

40.0%

30.0%

20.0%

10.0%

0.0%

Staff respect my wishes about who can be given
information about my treatment
47.7%

M Disagree M Neutral mAgree MmStrongly Agree B NA
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SATISFACTION WITH PRESENT TREATMENT - STAFF

45.0% 42.0%

40.0%

M Staff are
sensitive to my
needs as a parent

35.0%

30.0%

25.0%

20.0%

15.0%
? M Staff are

sensitive to my
cultural/ethnic
background

10.0%

5.0%

0.0% -

Disagree Neutral Agree Strongly Agree

Note: Total excludes “Doesn’t Apply”.

Almost one third of clients responding said the questions above did not apply.

11 Adolescent Client Satisfaction Survey, Office of Substance Abuse, DHHS, 2011



SATISFACTION WITH PRESENT TREATMENT - STAFF

50.0% 14.9%
43 5977770 44.2%
40.0% — W | decide my treatment
350% - goals with the help of
30.0% - staff
25.0% —
20.0% —
15.0% 1230 | O Staff | work with are
10.0% 7 79, helpful and
. o [
co | 32% 3.0% i knowledgeable
0.00% L] . . .
Disagree Neutral Agree Strongly Agree

Note: Total excludes blanks.

No clients chose strongly disagree as an answer for either question. Almost 9 out of 10 clients felt the staff they worked with at the facility
was helpful and knowledgeable.
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SATISFACTION WITH PRESENT TREATMENT - STAFF

Staff encourage me to talk about and work on both my mental How would you rate your relationship with the
health and substance use or other problems at the same time program/counseling staff at your present facility
50.0%
44.2%
A45.0% ? 60.0% 53.5%
40.0% 50.0%
35.0%
30.0% 40.0%
25.0% 30.0%
20.0%
15.0% 20.0%
10.0% 10.0%
5.0%
0.0% 0.0% -
B Disagree M Neutral MAgree M Strongly Agree BNA B Strongly Disagree M Disagree M Neutral B Agree M Strongly Agree B NA
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RESULTS OF PRESENT TREATMENT

45.0%
40.0%
35.0%
30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

| deal better with my daily problems

40.4%

39.7%

W Strongly Disagree M Disagree M Neutral mAgree M Strongly Agree

45.0%
40.0%
35.0%
30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

| feel better about myself

Total

41.0%

B Strongly Disagree M Disagree ™ Neutral M Agree M Strongly Agree

Neither question above had any “not applicable” responses. The rates of those answering agree/strongly agree were similar to the 2010 rates.
Although many more answered strongly agree in 2011 than in 2010. | deal better with my daily problem, strongly agree: 33% in 2010 and

39.7% in 2011. | feel better about myself, strong agree: 37% in 2010, and 41% in 2011.
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RESULTS OF PRESENT TREATMENT

I am able to make better choicesin my life I am better able to deal with difficult situations
43.9%
45.0% - T0E% 45.0%
0,

40.0% 40.0% 38.5%
35.0% 35.0%
30.0% 30.0%
25.0% 25.0%
20.0% 20.0%
15.0% 15.0%
10.0% 10.0%

5.0% 5.0%

0.0% 0.0%

B Disagree M Neutral mAgree M Strongly Agree B NA W Strongly Disagree M Disagree ™ Neutral W Agree M Strongly Agree m NA

There were zero responses of “strongly disagree” to “I am able to make better choices in my life”.
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RESULTS OF PRESENT TREATMENT

| am getting along better with my family

45.0%

0,
40.0% 38.5%

35.0%
30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

M Strongly Disagree M Disagree M Neutral mAgree M Strongly Agree W NA

45.0%
40.0%
35.0%
30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

| am getting along better with other people

42.2%

m Strongly Disagree M Disagree M Neutral W Agree M Strongly Agree B NA

The question “I am getting along better with other people” included listing friends, teachers, employers, and police. The 2011 rates of agree

versus disagree are similar to the 2010 rates for these two questions.
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RESULTS OF PRESENT TREATMENT

| do betterin school/work related activities My housing situation has improved
40.0% 0
Z 45.0% 413%
35.0% 40.0%
30.0% 35.0%
25.0% 30.0%
20.0% 25.0%
15.0% 20.0%
o,
10.0% 15.0%
5 0% 10.0%
L0 3.8%
5.0% -
0.0%
0.0%
W Strongly Disagree M Disagree M Neutral M Agree M Strongly Agree m NA ) )
m Strongly Disagree M Disagree ™ Neutral mAgree ™ Strongly Agree

Note: Total excludes “Doesn’t Apply”.

The rate of those who said they are doing better in school/work is similar to the rate of the prior year. There was a large percentage (31%) who
said the housing question did not apply, so those were not included in the calculation and chart above.
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RESULTS OF PRESENT TREATMENT

| have a better understanding of my alcohol or drug
problem

50.0%

40.0%

30.0%

20.0%

10.0%

1.9% 1.9%

0.0% -

B Strongly Disagree M Disagree M Neutral B Agree B Strongly Agree mNA

In 2010 86% of clients answered agree or strongly agree, in 2011 79.6% agreed/strongly agreed to the statement “I have a better understanding

of my alcohol or drug problem”. Part of the decrease may be due to a larger number responding Not Applicable to the question. Of those
agencies with 10 or more responses those who agree/strongly agree went as high as 97.5% and as low as 33.3% to this question.
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OVERALL SATISFACTION RATING

Percentage of Clients

30.0%

25.0%

20.0%

15.0%

10.0%

5.0%

0.0%

On a scale of 1to 10, what is your overall rating of the treatment
services you are receiving from this program?

Poor 2 4 5 6 7 8 9

Excellent

W Total

1.3% 0.7% 2.6% 7.2% 7.9% 13.8% | 243% | 13.8%

283%
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