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The 2004 North Carolina

Consumer Satisfaction Survey
Executive Summary

This report provides a summary of data collected for the 2004 Consumer Satisfaction Survey
conducted by the North Carolina Division of Mental Health, Developmental Disabilities and
Substance Abuse Services. This survey was developed by the Mental Health Statistics Improvement
Program (MHSIP) through support from Substance Abuse and Mental Health Services
Administration (SAMHSA). It is currently being used by most states and it is used by SAMHSA to
evaluate use of Mental Health Block Grant funding to states. The goal of the survey was to provide
information on consumer satisfaction to stakeholders in organizations at the state, county, and local
levels, as well as to consumers and their families. It is hoped that this information will be used to
improve the quality and effectiveness of mental health and substance abuse treatment.

Sample and Survey Domains

The goal of the survey was to obtain a 5% sample of adults (18 years of age or older), and of
children and adolescents (12-17 years old), who were receiving mental health and/or substance
abuse services through the public system in October 2004. Questionnaires were returned from 4,495
adults , and from 3,257 children and adolescents. The survey had different versions for adults,
adolescents, and children. However, in all cases respondents were asked to indicate their
satisfaction on 5-point scales. These scales ranged from "strongly agree" and "agree" to "disagree"
and "strongly disagree" with a category for "neutral" in the middle. Responses to individual scale
items were coded either as "satisfied" (strongly agreed or agreed ), or "not satisfied" (other
responses on the scale besides "non applicable"). Responses to items with similar content were
combined to create satisfaction domains based on research conducted by MHSIP. The domain
scores presented below are reported to SAMHSA annually.

Statewide Results

Percent Satisfied
Consumer Satisfaction Survey Domains Adults Children/Adolescents
(age 18 or older) (under age 18)

Access to Services 90% 79%
Participation in Treatment 77% 81%
Appropriateness of Services 91% 84%
Self-Assessed Outcomes 74% 68%

Overall Satisfaction’ 91% -

Cultural Sensitivity' — 92%

1. The items for these scales were not given to both adults and children/adolescents

The results of the survey indicated that satisfaction scores for adults were highest for access to
services, appropriateness of services and overall satisfaction. Satisfaction scores for children and
adolescents were highest for cultural sensitivity of staff and the appropriateness of services. The
survey also indicated that satisfaction scores for adults were lowest for participation in treatment and
self-assessed outcomes. Satisfaction scores for children and adolescents were lowest for access to
services, participation in treatment, and self-assessed outcomes. Satisfaction scores varied by Local
Management Entity (LME), and sometimes more than by demographic and treatment variables. This
may reflect LME's varying stages of transition from service providers to service managers.




Introduction

This report provides a summary of data collected for the 2004 Consumer Satisfaction Survey
conducted by the North Carolina Division of Mental Health, Developmental Disabilities and Substance
Abuse Services . This survey was developed by the Mental Health Statistics Improvement Program
(MHSIP) through support from the Substance Abuse and Mental Health Services Administration
(SAMHSA). 1t is currently being used in more than a dozen states and it is used by SAMHSA to
evaluate use of Mental Health Block Grant funding to states. The goal of the survey was to provide
information on consumer satisfaction to stakeholders in organizations at the state, county, and local
levels, as well as to consumers and their families. It is hoped that this information will be used to
improve the quality and effectiveness of mental health and substance abuse treatment.

Administering the Survey

All mental health and substance abuse service consumers who received a service from their
providers during one week In October 2004 were given an opportunity to complete a survey
confidentially. The survey has different versions for adults, and for children and adolescents. The
version for adults has twenty-eight items, whereas the ones for children and adolescents have twenty
one items. The survey for adolescents (12-17 years of age) was self-administered, whereas the one
for children was intended to be completed by the child's family or caretaker. Each version of the
survey is available in English and Spanish. Copies of the English versions of the survey appear in the
Appendix of this report.

Scoring the Survey

For each item in the survey, respondents had six choices: "strongly agree", "agree", "neutral",
"disagree", "strongly disagree" and "not applicable". All of the items on the survey were positively
worded. Responses to individual items were coded either as "satisfied" (strongly agree or agree), "not
satisfied" (neutral, disagree, strongly disagree). The 28 items on the adult version of the survey were
grouped into five domains: Overall Satisfaction, Access to Services, Participation in Treatment,
Appropriateness of Services, and Self Assessment of Outcomes. The 21 items in the version of the
survey for children and adolescents were also grouped into five domains: Access to Services,
Participation in Treatment, Cultural Sensitivity of Staff, Appropriateness of Services, and Self
Assessment of Outcomes. These domains are based on research conducted by the Mental Health

Statistics Improvement Program.

Analyzing the Data

The data in this report is based on unduplicated counts of 4,495 adults, and 3,257 children and
adolescents, who met three criteria: 1) completed survey forms that could be matched with
information from the Division's Client Data Warehouse; 2) were diagnosed with a mental health
and/or substance abuse disability; and (3) answered the minimum number of questions needed to
meet Federal guidelines for inclusion in the consumer satisfaction domains. The sample does not
include consumers who only had a diagnosis for a developmental disability; those individuals are
surveyed through the Core Indicators Project.

Reporting the Data

Following are three sections on data collected for the survey. The first section presents detailed
information on satisfaction for adults, whereas the second section presents similar information for
children and adolescents. The Appendix includes information on the respondents who completed the
survey and copies of questionnaires used for data collection.




2004 Consumer Satisfaction Survey
Statewide Results for Adults

The graph and table below present data on five survey domains for adults. The data
indicate that adults are highly satisfied with access to services, appropriateness of
services, and overall satisfaction with services. The data also suggest that improvements
are needed in participation in treatment and self-assessed outcomes.

Percent Satisfied by Domain

Overall Access to Participation in | Appropriateness | Self-Assessed
Satisfaction Services Treatment of Services Outcomes
91% 90% 77% 91% 74%
Percent of Adults Satisfied by Domain
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2004 Consumer Satisfaction Survey
LME Results for Adults

This table indicates that adults were more satisfied with their access to services and appropriateness of services
than with their participation in treatment and self-assessed outcomes. Satisfaction scores ranged from 56% to 100%

Percent Satisfied by Domain

Local Management Overall Access to | Participation in| Appropriateness | Self-Assessed
Entity Satisfaction Services Treatment of Services Outcomes
Alamance-Caswell 92% 91% 73% 94% 76%
Albemarle 96% 91% 80% 94% 77%
Catawba 88% 89% 69% 94% 70%
Centerpoint 87% 87% 73% 88% 72%
Crossroads 89% 89% 74% 93% 59%
Cumberland 94% 92% 74% 93% 73%
Durham 90% 88% 73% 90% 71%
Eastpointe 89% 86% 73% 82% 70%
[Edgecombe-Nash 95% 95% 82% 100% 70%
Five County 91% 93% 73% 87% 67%
Foothills 91% 88% 73% 90% 83%
Guilford 83% 88% 63% 82% 61%
Johnston 78% 75% 64% 81% 56%
Lee-Harnett 95% 94% 85% 94% 75%
Mecklenburg 87% 82% 76% 93% 79%
Neuse 92% 95% 85% 98% 78%
New River 92% 94% 74% 89% 74%
Onslow 84% 87% 84% 93% 72%
OPC 92% 90% 79% 89% 76%
Pathways 88% 84% 78% 91% 77%
Piedmont 92% 91% 75% 92% 71%
Pitt 93% 92% 83% 100% 80%
Roanoke-Chowan 94% 88% 76% 93% 72%
Sandhills 92% 94% 80% 93% 78%
Smoky Mountain 92% 92% 79% 93% 73%
Southeastern Center 94% 92% 78% 96% 77%
Southeastern Regional 93% 90% 80% 92% 77%
Tideland 91% 92% 77% 91% 67%
Wake 89% 91% 80% 90% 78%
Western Highlands 91% 90% 80% 93% 65%
Wilson-Greene 93% 89% 75% 91% 81%
Statewide 91% 90% 77% 91% 74%




Overall Satisfaction for Adults
Summary by Items in Domain

This table indicates that overall satisfaction with services was high on all of the items in this domain. Satisfaction scores
ranged from 73% to 97%.

Percent Satisfied

| like the services | If | had other choices, | | | would recommend
Local Management that | received | would still choose to get| this agency to a C_)veral_l
Entity here services from this friend or family Satlsfac.tlon
agency member Domain
Alamance-Caswell 93% 93% 92% 92%
Albemarle 96% 96% 96% 96%
Catawba 89% 89% 88% 88%
Centerpoint 87% 87% 88% 87%
Crossroads 88% 89% 90% 89%
Cumberland 94% 94% 94% 94%
Durham 90% 90% 90% 90%
Eastpointe 89% 89% 89% 89%
[Edgecombe-Nash 95% 95% 95% 95%
Five County 91% 91% 91% 91%
Foothills 92% 92% 91% 91%
Guilford 83% 84% 83% 83%
Johnston 78% 77% 77% 78%
Lee-Harnett 95% 94% 95% 95%
Mecklenburg 88% 88% 88% 87%
Neuse 92% 92% 93% 92%
New River 92% 92% 93% 92%
Onslow 85% 85% 84% 84%
OPC 92% 92% 92% 92%
Pathways 88% 88% 88% 88%
Piedmont 92% 92% 92% 92%
Pitt 93% 93% 93% 93%
Roanoke-Chowan 94% 94% 94% 94%
Sandhills 92% 92% 93% 92%
Smoky Mountain 93% 93% 94% 92%
Southeastern Center 94% 94% 94% 94%
Southeastern Regional 93% 93% 94% 93%
Tideland 91% 91% 91% 91%
Wake 89% 89% 90% 89%
Western Highlands 91% 91% 92% 91%
Wilson-Greene 93% 93% 93% 93%
Statewide 91% 91% 91% 91%




Overall Satisfaction for Adults
Summary by Age Groups

This table indicates that there is little difference between younger and older adults in terms of their
overall satisfaction. Satisfaction scores ranged from 67% to 100%.

Percent Satisfied

Local Management Entity 18-34 Years Old 35 Years of Age and Older
Alamance-Caswell 95% 91%
Albemarle 94% 96%
Catawba 87% 88%
Centerpoint 85% 88%
Crossroads 89% 88%
Cumberland 98% 92%
Durham 85% 91%
Eastpointe 100% 88%
|[Edgecombe-Nash 100% 93%
Five County 90% 91%
Foothills 92% 91%
Guilford 83% 82%
Johnston 85% 74%
Lee-Harnett 93% 96%
Mecklenburg 86% 88%
Neuse 87% 96%
New River 90% 93%
Onslow 67% 87%
OPC 93% 92%
Pathways 88% 88%
Piedmont NA 92%
Pitt 86% 95%
Roanoke-Chowan 95% 94%
Sandhills 93% 92%
Smoky Mountain 93% 92%
Southeastern Center 94% 95%
Southeastern Regional 82% 94%
Tideland 93% 90%
Wake 93% 87%
Western Highlands 95% 90%
Wilson-Greene 90% 95%
Statewide 90% 91%

NA indicates there were less than ten responses so the data is not shown for the LME.



Overall Satisfaction for Adults
Summary by Gender

This table indicates that there was little difference between women and men in terms
of their overall satisfaction. Satisfaction scores ranged from 75% to 98%.

Percent Satisfied

Local Management Entity Women Men
Alamance-Caswell 92% 91%
Albemarle 97% 95%
Catawba 77% 97%
Centerpoint 84% 90%
Crossroads 88% 88%
Cumberland 94% 98%
Durham 87% 93%
Eastpointe 87% 92%
|[Edgecombe-Nash 95% 92%
Five County 88% 94%
Foothills 94% 90%
Guilford 81% 87%
Johnston 78% 82%
Lee-Harnett 93% 96%
Mecklenburg 90% 87%
Neuse 96% 85%
New River 89% 95%
Onslow 76% 90%
OPC 91% 92%
Pathways 84% 93%
Piedmont 92% 93%
Pitt 95% 89%
Roanoke-Chowan 93% 95%
Sandhills 92% 92%
Smoky Mountain 92% 92%
Southeastern Center 93% 98%
Southeastern Regional 93% 94%
Tideland 91% 88%
Wake 91% 86%
Western Highlands 89% 94%
Wilson-Greene 93% 91%
Statewide 90% 91%




Overall Satisfaction for Adults
Summary for Racial Groups

This table indicates that there is little difference between African Americans and European
Americans in terms of their overall satisfaction. There were too few surveys completed by the
other racial/ethnic groups to make reliable generalizations. Satisfaction scores ranged from
75% to 100%.

Percent Satisfied

Local Management Entity African American European American
Alamance-Caswell 93% 91%
Albemarle 100% 95%
Catawba 96% 79%
Centerpoint 89% 87%
Crossroads 82% 92%
Cumberland 96% 95%
Durham 91% 88%
Eastpointe 93% 86%
[Edgecombe-Nash 100% 93%
Five County 95% 87%
Foothills 96% 91%
Guilford 77% 89%
Johnston 83% 79%
Lee-Harnett 95% 94%
Mecklenburg 90% 88%
Neuse 90% 95%
New River 88% 94%
Onslow 93% 75%
OPC 91% 91%
Pathways 87% 89%
Piedmont 91% 93%
Pitt 93% 93%
Roanoke-Chowan 91% 97%
Sandhills 95% 90%
Smoky Mountain 93% 91%
Southeastern Center 92% 97%
Southeastern Regional 89% 96%
Tideland 85% 92%
Wake 83% 92%
Western Highlands 92% 90%
Wilson-Greene 92% 93%
Statewide 91% 91%




Overall Satisfaction for Adults

Summary by Disability Groups

This table indicates that there is little difference in overall satisfaction by disability groups.
Satisfaction scores ranged from 75% to 100%.

Percent Satisfied

Local Management Entity Mental Health Substance Abuse SIDEEIEE (IR i)
Mental Health

Alamance-Caswell 89% 95% 93%
Albemarle 95% NA 95%
Catawba 82% NA 93%
Centerpoint 88% 85% 87%
Crossroads 91% NA 100%
Cumberland 98% 100% 91%
Durham 96% NA 85%
Eastpointe 92% NA 83%
[Edgecombe-Nash 96% NA NA
Five County 87% 93% 96%
Foothills 91% 96% 89%
Guilford 90% NA 82%
Johnston 75% NA 93%
Lee-Harnett 96% 75% 91%
Mecklenburg 87% NA 85%
Neuse 94% 100% 80%
New River 90% NA 94%
Onslow 78% 100% 94%
OPC 92% 100% 91%
Pathways 86% 96% 85%
Piedmont 92% NA 91%
Pitt 97% NA 88%
Roanoke-Chowan 92% 83% 100%
Sandhills 92% 93% 92%
Smoky Mountain 93% NA 90%
Southeastern Center 95% 100% 96%
Southeastern Regional 93% NA 92%
Tideland 89% 86% 89%
Wake 89% 87% 88%
Western Highlands 93% 7% 90%
Wilson-Greene 91% 93% 93%
Statewide 91% 91% 90%

NA indicates there were less than ten responses so the data is not shown for the LME.




Overall Satisfaction for Adults
Summary by Length of Time Since Admission

This table indicates that there is little difference in overall satisfaction by length of time since admission.
Satisfaction scores ranged from 67% to 100%.

Percent Satisfied

Local Management Entity Less Than 1 year One to Five Years More Than 5 years
Alamance-Caswell 94% 91% 89%
Albemarle 100% 96% 93%
Catawba 92% 78% 86%
Centerpoint 87% 88% 87%
Crossroads 86% 96% 73%
Cumberland 94% 95% 98%
Durham 78% 95% 95%
Eastpointe 89% 90% 88%
|[Edgecombe-Nash 100% 100% 89%
Five County 87% 88% 94%
Foothills 93% 94% 84%
Guilford 75% 97% 83%
Johnston 67% 81% 86%
Lee-Harnett 96% 97% 90%
Mecklenburg 88% 89% 87%
Neuse 91% 93% 93%
New River 93% 88% NA
Onslow 83% 80% 83%
OPC 90% 95% 90%
Pathways 88% 87% 93%
Piedmont 95% 88% 91%
Pitt 88% 93% 97%
Roanoke-Chowan 88% 97% 96%
Sandhills 92% 90% 93%
Smoky Mountain 90% 93% 96%
Southeastern Center 90% 100% 94%
Southeastern Regional 93% 91% 95%
Tideland 94% 89% 88%
Wake 87% 91% 88%
Western Highlands 88% 93% 94%
Wilson-Greene 95% 92% 91%
Statewide 90% 91% 91%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Access to Services for Adults
Summary by Items in Domain

This table indicates that adults were slightly less satisfied with their access to psychiatrists than other services. Satisfaction

scores ranged from 68% to 95%.

Percent Satisfied

The location of |Services were| | was able Staff Staff were | | was able
the services was| available at to see a returned | willingto | to get all TN
Local Management convenient times that | psychiatrist| my calls | see me as the Services
Entity (parking, public |were good for| when| | within 24 | oftenas| | services! | o .

transportation, me wanted to hours felt it was | thought |

distance. etc.) |__needed
Alamance-Caswell 90% 91% 91% 91% 91% 91% 91%
Albemarle 91% 91% 90% 92% 92% 91% 91%
Catawba 89% 89% 90% 87% 89% 89% 89%
Centerpoint 87% 87% 89% 86% 87% 86% 87%
Crossroads 89% 89% 97% 91% 89% 89% 89%
Cumberland 92% 92% 91% 92% 93% 92% 92%
Durham 88% 88% 86% 89% 88% 88% 88%
Eastpointe 86% 86% 86% 86% 86% 86% 86%
|[Edgecombe-Nash 95% 95% 95% 94% 95% 95% 95%
Five County 93% 93% 93% 92% 93% 93% 93%
Foothills 87% 88% 88% 88% 88% 88% 88%
Guilford 88% 88% 90% 88% 88% 89% 88%
Johnston 75% 75% 68% 77% 75% 77% 75%
Lee-Harnett 94% 93% 93% 93% 94% 94% 94%
Mecklenburg 82% 82% 83% 82% 82% 82% 82%
Neuse 94% 94% 95% 96% 95% 95% 95%
New River 94% 94% 91% 95% 94% 94% 94%
Onslow 87% 88% 87% 87% 87% 87% 87%
OPC 90% 90% 90% 91% 90% 90% 90%
Pathways 84% 84% 84% 84% 84% 84% 84%
Piedmont 91% 91% 90% 91% 91% 92% 91%
Pitt 92% 92% 93% 93% 92% 93% 92%
Roanoke-Chowan 88% 88% 88% 89% 88% 88% 88%
Sandhills 94% 94% 94% 94% 94% 94% 94%
Smoky Mountain 92% 92% 93% 92% 92% 92% 92%
Southeastern Center 93% 93% 92% 93% 92% 93% 92%
Southeastern Regional 91% 91% 90% 91% 91% 90% 90%
Tideland 92% 92% 94% 93% 92% 92% 92%
Wake 91% 91% 92% 91% 91% 91% 91%
Western Highlands 89% 90% 90% 89% 90% 90% 90%
Wilson-Greene 89% 90% 89% 88% 90% 89% 89%
Statewide 90% 90% 90% 90% 90% 90% 90%
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Access to Services for Adults
Summary by Age Groups

This table indicates that there was little difference in adult satisfaction with access to services by
age group. Satisfaction scores ranged from 67% to 100%.

Percent Satisfied

Local Management Entity 18-34 Years Old 35 Years of Age and Older
Alamance-Caswell 89% 89%
Albemarle 69% 90%
Catawba 83% 83%
Centerpoint 85% 81%
Crossroads 89% 85%
Cumberland 94% 89%
Durham 85% 85%
Eastpointe 75% 84%
|[Edgecombe-Nash 92% 96%
Foothills 90% 90%
Guilford 87% 87%
Johnston 87% 83%
Lee-Harnett 80% 70%
Mecklenburg 93% 93%
Neuse 80% 80%
New River 97% 91%
Onslow 92% 91%
OPC 67% 88%
Pathways 86% 89%
Piedmont 76% 83%
Pitt 100% 88%
Roanoke-Chowan 83% 92%
Sandhills 96% 87%
Smoky Mountain 100% 90%
Southeastern Center 87% 87%
Southeastern Regional 82% 89%
Tideland 93% 89%
Five County 90% 93%
Wake 93% 89%
Western Highlands 86% 87%
Wilson-Greene 88% 89%
Statewide 87% 87%
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Access to Services for Adults
Summary by Gender
This table indicates that there was little difference between women and men in

terms of satisfaction with access to services. Satisfaction scores ranged from 74%
to 96%.

Percent Satisfied

Local Management Entity Women Men
Alamance-Caswell 88% 91%
Albemarle 88% 84%
Catawba 83% 83%
Centerpoint 83% 82%
Crossroads 85% 88%
Cumberland 93% 86%
Durham 83% 85%
Eastpointe 78% 92%
|[Edgecombe-Nash 95% 92%
Five County 87% 94%
Foothills 84% 89%
Guilford 82% 96%
Johnston 74% 79%
Lee-Harnett 92% 93%
Mecklenburg 81% 79%
Neuse 95% 91%
New River 88% 95%
Onslow 80% 88%
OPC 91% 87%
Pathways 77% 85%
Piedmont 85% 93%
Pitt 94% 94%
Roanoke-Chowan 89% 83%
Sandhills 92% 89%
Smoky Mountain 93% 85%
Southeastern Center 91% 90%
Southeastern Regional 90% 88%
Tideland 93% 92%
Wake 92% 87%
Western Highlands 86% 90%
Wilson-Greene 89% 86%
Statewide 87% 88%
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Access to Services for Adults
Summary by Racial Groups

This table indicates that there was little difference between African and European
Americans in terms of their satisfaction with access to services. There were too few
surveys completed by the other racial/ethnic groups to make reliable generalizations.
Satisfaction scores ranged from71% to 96%.

Percent Satisfied

Local Management Entity African American European American
Alamance-Caswell 90% 87%
Albemarle 93% 86%
Catawba 86% 83%
Centerpoint 87% 79%
Crossroads 82% 96%
Cumberland 88% 91%
Durham 86% 89%
Eastpointe 87% 81%
|[Edgecombe-Nash 89% 92%
Five County 92% 88%
Foothills 86% 88%
Guilford 85% 85%
Johnston 75% 71%
Lee-Harnett 96% 92%
Mecklenburg 79% 82%
Neuse 92% 93%
New River 83% 94%
Onslow 92% 80%
OPC 91% 88%
Pathways 79% 83%
Piedmont 89% 88%
Pitt 89% 93%
Roanoke-Chowan 93% 86%
Sandhills 93% 90%
Smoky Mountain 90% 90%
Southeastern Center 90% 92%
Southeastern Regional 83% 93%
Tideland 88% 95%
Wake 81% 93%
Western Highlands 86% 88%
Wilson-Greene 89% 88%
Statewide 87% 88%
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Access to Services for Adults
Summary by Disability Groups

This table indicates that there is little difference in satisfaction with access to services by disability
statewide. Satisfaction scores ranged from 69% to 100%.

Percent Satisfied

. Substance Abuse
Local Management Entity Mental Health Substance Abuse and Mental Health
Alamance-Caswell 85% 89% 93%
Albemarle 88% NA 86%
Catawba 77% NA 93%
Centerpoint 87% 80% 77%
Crossroads 87% NA 100%
Cumberland 93% 90% 81%
Durham 84% NA 77%
Eastpointe 83% NA 80%
|[Edgecombe-Nash 96% NA 100%
Five County 91% 80% 92%
Foothills 87% 83% 82%
Guilford 92% 92% 82%
Johnston 75% NA 80%
Lee-Harnett 94% NA 84%
Mecklenburg 81% 70% 83%
Neuse 94% NA 86%
New River 90% NA 88%
Onslow 82% NA 81%
OPC 89% 100% 88%
Pathways 83% 92% 72%
Piedmont 86% 92% 94%
Pitt 95% NA 100%
Roanoke-Chowan 88% NA 89%
Sandhills 90% 96% 92%
Smoky Mountain 86% 82% 86%
Southeastern Center 90% NA 89%
Southeastern Regional 90% 89% 87%
Tideland 93% NA 89%
Wake 89% 100% 88%
Western Highlands 88% 69% 84%
Wilson-Greene 86% 93% 90%
Statewide 88% 88% 86%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Access to Services for Adults
Summary by Length of Time Since Admission

This table indicates that there was not much difference in adult satisfaction with access to services by length of
time since admission statewide. Satisfaction scores ranged from 69% to 100%.

Percent Satisfied

Local Management Entity Less than One Year One to Five Years More Than Five Years
Alamance-Caswell 91% 88% 86%
Albemarle 89% 84% 88%
Catawba 92% 76% 86%
Centerpoint 85% 85% 84%
Crossroads 89% 88% 82%
Cumberland 94% 86% 90%
Durham 94% 84% 85%
Eastpointe 86% 81% 83%
|[Edgecombe-Nash 100% 100% 89%
Five County 89% 86% 94%
Foothills 85% 86% 100%
Guilford 85% 94% 90%
Johnston 83% 88% 69%
Lee-Harnett 93% 92% 93%
Mecklenburg 83% 84% 70%
Neuse 97% 88% 100%
New River 98% 84% 100%
Onslow 93% 85% 81%
OPC 92% 95% 84%
Pathways 85% 75% 89%
Piedmont 89% 88% 88%
Pitt 88% 93% 100%
Roanoke-Chowan 88% 84% 88%
Sandhills 93% 91% 94%
Smoky Mountain 94% 91% 80%
Southeastern Center 88% 96% 88%
Southeastern Regional 90% 89% 92%
Tideland 100% 91% 90%
Wake 92% 84% 91%
Western Highlands 93% 86% 86%
Wilson-Greene 89% 86% 87%
Statewide 90% 87% 88%
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Participation in Treatment for Adults
Summary by Items in Domain

This table indicates that adults were more satisfied with feeling comfortable about asking
questions about treatment than about participation in making decisions about treatment goals.
Satisfaction scores ranged from 58% to 86%.

Percent Satisfied

I, not staff, decided | felt comfortable
. my treatment goals | asking questions Participation in
Local Management Entity about my tl.featlment Treatment Domain
and medication
Alamance-Caswell 72% 73% 73%
Albemarle 77% 80% 80%
Catawba 72% 69% 69%
Centerpoint 74% 73% 73%
Crossroads 74% 74% 74%
Cumberland 71% 74% 74%
Durham 70% 73% 73%
Eastpointe 73% 73% 73%
|Edgecombe-Nash 82% 82% 82%
Five County 70% 73% 73%
Foothills 73% 73% 73%
Guilford 58% 63% 63%
Johnston 68% 64% 64%
Lee-Harnett 82% 85% 85%
Mecklenburg 79% 76% 76%
Neuse 85% 85% 85%
New River 73% 74% 74%
Onslow 86% 84% 84%
OPC 73% 79% 79%
Pathways 80% 78% 78%
Piedmont 82% 75% 75%
Pitt 80% 83% 83%
Roanoke-Chowan 77% 76% 76%
Sandhills 79% 80% 80%
Smoky Mountain 75% 79% 79%
Southeastern Center 73% 78% 78%
Southeastern Regional 78% 80% 80%
Tideland 73% 77% 77%
Wake 7% 80% 80%
Western Highlands 75% 80% 80%
Wilson-Greene 7% 75% 75%
Statewide 76% 77% 77%
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Participation in Treatment for Adults
Summary by Age Groups

This table indicates that there is little difference in adult satisfaction with participation in treatment
by age groups. Satisfaction scores ranged from 59% to 93%.

Percent Satisfied

Local Management Entity 18-34 Years Old 35 Years of Age and Older
Alamance-Caswell 71% 74%
Albemarle 75% 80%
Catawba 81% 63%
Centerpoint 76% 72%
Crossroads 86% 70%
Cumberland 75% 73%
Durham 91% 68%
Eastpointe 73% 73%
|[Edgecombe-Nash 78% 83%
Five County 72% 73%
Foothills 79% 71%
Guilford 68% 59%
Johnston 65% 63%
Lee-Harnett 69% 93%
Mecklenburg 76% 76%
Neuse 86% 84%
New River 68% 79%
Onslow 79% 86%
OPC 79% 79%
Pathways 73% 80%
Piedmont NA 75%
Pitt 83% 83%
Roanoke-Chowan 69% 78%
Sandhills 76% 81%
Smoky Mountain 89% 75%
Southeastern Center 81% 77%
Southeastern Regional 82% 80%
Tideland 84% 76%
Wake 81% 80%
Western Highlands 87% 78%
Wilson-Greene 70% 80%
Statewide 77% 77%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Participation in Treatment for Adults
Summary by Gender

This table indicates that there is little difference in satisfaction with participation in treatment
by women and men. Satisfaction scores ranged from 55% to 91%.

Percent Satisfied

Local Management Entity Women Men
Alamance-Caswell 70% 73%
Albemarle 81% 78%
Catawba 82% 56%
Centerpoint 73% 73%
Crossroads 69% 80%
Cumberland 76% 72%
Durham 72% 75%
Eastpointe 72% 74%
|[Edgecombe-Nash 78% 91%
Five County 69% 76%
Foothills 72% 73%
Guilford 64% 66%
Johnston 55% 73%
Lee-Harnett 84% 83%
Mecklenburg 73% 77%
Neuse 83% 85%
New River 72% 78%
Onslow 85% 81%
OPC 81% 78%
Pathways 76% 78%
Piedmont 77% 80%
Pitt 80% 88%
Roanoke-Chowan 74% 84%
Sandhills 80% 79%
Smoky Mountain 78% 7%
Southeastern Center 78% 81%
Southeastern Regional 81% 80%
Tideland 76% 78%
Wake 84% 76%
Western Highlands 79% 80%
Wilson-Greene 74% 76%
Statewide 76% 77%
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Participation in Treatment for Adults
Summary by Racial Groups

This table indicates that there is little difference between adult African Americans and European
Americans in terms of their satisfaction with participation in treatment. There were too few surveys
completed by the other racial/ethnic groups to make reliable generalizations. Satisfaction scores
ranged from 56% to 91%.

Percent Satisfied

Local Management Entity African American European American
Alamance-Caswell 75% 70%
Albemarle 80% 79%
Catawba 85% 73%
Centerpoint 75% 69%
Crossroads 80% 70%
Cumberland 79% 72%
Durham 91% 73%
Eastpointe 89% 76%
|[Edgecombe-Nash 56% 78%
Five County 88% 69%
Foothills 59% 70%
Guilford 80% 67%
Johnston 80% 62%
Lee-Harnett 90% 83%
Mecklenburg 75% 76%
Neuse 81% 82%
New River 75% 79%
Onslow 85% 83%
OPC 78% 79%
Pathways 71% 76%
Piedmont 90% 84%
Pitt 88% 84%
Roanoke-Chowan 91% 83%
Sandhills 80% 77%
Smoky Mountain 66% 78%
Southeastern Center 76% 84%
Southeastern Regional 80% 78%
Tideland 79% 81%
Wake 82% 83%
Western Highlands 73% 80%
Wilson-Greene 83% 73%
Statewide 79% 77%
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Participation in Treatment for Adults
Summary by Disability Groups

This table indicates that there was not much difference between disability groups in terms of being
satisfied with their participation in treatment. Satisfaction scores ranged from 57% to 95%.

Percent Satisfied

Local Management Entity Mental Health Substance Abuse SUIDHENED (IR0 el
Mental Health

Alamance-Caswell 74% 61% 69%
Albemarle 81% NA 74%
Catawba 74% NA 86%
Centerpoint 78% 77% 65%
Crossroads 79% NA NA

Cumberland 82% 82% 54%
Durham 83% NA 50%
Eastpointe 78% NA 81%
|Edgecombe-Nash 85% NA NA

Five County 72% 79% 69%
Foothills 75% 63% 69%
Guilford 68% 57% 66%
Johnston 60% NA 86%
Lee-Harnett 91% NA 72%
Mecklenburg 7% 81% 71%
Neuse 88% 92% 83%
New River 81% 95% 69%
Onslow 83% NA 87%
OPC 76% NA 88%
Pathways 85% 88% 60%
Piedmont 70% 67% 76%
Pitt 86% NA 93%
Roanoke-Chowan 76% NA 79%
Sandhills 74% 81% 88%
Smoky Mountain 73% 63% 84%
Southeastern Center 7% 87% 75%
Southeastern Regional 82% 88% 85%
Tideland 73% NA 79%
Wake 83% 83% 77%
Western Highlands 75% 80% 79%
Wilson-Greene 74% 75% 76%
Statewide 78% 77% 75%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Participation in Treatment for Adults
Summary by Length of Time Since Admission

This table indicates that there was little difference in adult satisfaction with participation in treatment by length of time
since admission. Satisfaction scores ranged from 57% to 92%.

Percent Satisfied

Local Management Entity Less than One Year One to Five Years More Than Five Years
Alamance-Caswell 70% 75% 68%
Albemarle 80% 68% 89%
Catawba NA 71% NA
Centerpoint 68% 81% 72%
Crossroads 74% 74% 70%
Cumberland 76% 71% 74%
Durham 59% 84% 76%
Eastpointe 64% 78% 75%
|Edgecombe-Nash NA NA 82%
Five County 78% 64% 71%
Foothills 71% 70% 84%
Guilford 63% 73% 57%
Johnston 60% 62% 70%
Lee-Harnett 85% 91% 77%
Mecklenburg 7% 74% 71%
Neuse 90% 80% 79%
New River 73% 71% NA
Onslow 80% 84% 85%
OPC 86% 85% 72%
Pathways 80% 71% 79%
Piedmont 86% 67% 74%
Pitt 73% 92% 87%
Roanoke-Chowan 70% 68% 89%
Sandhills 80% 75% 83%
Smoky Mountain 76% 78% 83%
Southeastern Center 79% 82% 76%
Southeastern Regional 7% 75% 87%
Tideland 78% 70% 79%
Wake 80% 82% 79%
Western Highlands 86% 2% 77%
Wilson-Greene 80% 74% 72%
Statewide 76% 76% 78%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Appropriateness of Services for Adults
Summary by Items 1-5 in Domain

This table indicates that adults were more satisfied with the appropriateness of some services than others, and that satisfaction
varied by items in the domain and by Local Management Entity The table on the following page displays information on satisfaction
with other items fin this domain. Satisfaction scores ranged from 79% to 100%.

Percent Satisfied

Staff here Staff helped me Staff | was encouraged to | Staff told
believe obtain the encouraged use consumer-run me what .
that | can information | me to take programs (support | side effects PRI PSS

Local Management Entity grow, needed so that | responsibility groups, drop-in  [to watch out| nes§ i

. . Services
change |could take charge of| for how | live |centers, crisis phone for .

. . . . Domain

and managing my illness my life lines, etc.)
recover

Alamance-Caswell 94% 94% 94% 94% 94% 94%
Albemarle 94% 94% 94% 94% 93% 94%
Catawba 94% 93% 93% 93% 93% 94%
Centerpoint 88% 89% 89% 89% 88% 88%
Crossroads 92% 93% 92% 92% 95% 93%
Cumberland 93% 93% 93% 95% 93% 93%
Durham 90% 89% 91% 90% 91% 90%
Eastpointe 82% 82% 81% 82% 83% 82%
|[Edgecombe-Nash 100% 100% 100% 100% 100% 100%
Five County 87% 87% 87% 87% 88% 87%
Foothills 90% 90% 90% 90% 90% 90%
Guilford 81% 82% 81% 81% 81% 82%
Johnston 82% 80% 80% 79% 80% 81%
Lee-Harnett 94% 94% 94% 94% 94% 94%
Mecklenburg 93% 93% 93% 92% 93% 93%
Neuse 98% 98% 98% 98% 97% 98%
New River 89% 91% 93% 90% 91% 89%
Onslow 93% 94% 93% 93% 93% 93%
OPC 89% 89% 89% 89% 88% 89%
Pathways 91% 91% 91% 91% 90% 91%
Piedmont 92% 92% 92% 92% 92% 92%
Pitt 100% 100% 100% 100% 100% 100%
Roanoke-Chowan 93% 93% 94% 93% 93% 93%
Sandhills 93% 93% 93% 93% 93% 93%
Smoky Mountain 93% 93% 94% 93% 93% 93%
Southeastern Center 96% 96% 96% 96% 96% 96%
Southeastern Regional 93% 92% 93% 92% 93% 92%
Tideland 91% 90% 90% 91% 90% 91%
Wake 91% 91% 90% 90% 90% 90%
Western Highlands 93% 94% 93% 93% 93% 93%
Wilson-Greene 92% 91% 90% 90% 91% 91%
Statewide 92% 92% 92% 91% 91% 91%
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Appropriateness of Services for Adults
Summary by Items 6-9 in Domain

This table indicates that most adults were satisfied with the appropriateness of all of the services listed below, with the exception
of feeling free to complain about the services. Satisfaction scores ranged from 67% to 100%.

Percent Satisfied

Staff were sensitive to| Staff respected my | felt free to | | was given
my cultural wishes about who is, | complain | information || Appropriateness
Local Management Entity background (race, and who is not, to be about my of Service
religion, language, [given information about| rights Domain
etc.) my treatment
Alamance-Caswell 94% 94% 81% 94% 94%
Albemarle 94% 94% 81% 94% 94%
Catawba 95% 94% 82% 93% 94%
Centerpoint 89% 89% 87% 88% 88%
Crossroads 93% 92% 90% 92% 93%
Cumberland 93% 93% 91% 93% 93%
Durham 90% 89% 88% 91% 90%
Eastpointe 84% 83% 82% 82% 82%
|[Edgecombe-Nash 100% 100% 88% 100% 100%
Five County 87% 87% 88% 88% 87%
Foothills 90% 91% 87% 90% 90%
Guilford 81% 82% 72% 83% 82%
Johnston 80% 81% 71% 83% 81%
Lee-Harnett 94% 94% 86% 94% 94%
Mecklenburg 93% 93% 80% 92% 93%
Neuse 98% 98% 88% 98% 98%
New River 89% 89% 87% 90% 89%
Onslow 93% 94% 89% 93% 93%
OoPC 89% 89% 84% 90% 89%
Pathways 92% 91% 79% 91% 91%
Piedmont 92% 92% 67% 92% 92%
Pitt 100% 100% 78% 100% 100%
Roanoke-Chowan 94% 93% 89% 93% 93%
Sandhills 93% 93% 82% 94% 93%
Smoky Mountain 93% 93% 84% 94% 93%
Southeastern Center 96% 96% 91% 96% 96%
Southeastern Regional 92% 92% 81% 92% 92%
Tideland 91% 91% 77% 91% 91%
Wake 90% 90% 71% 90% 90%
Western Highlands 94% 93% 87% 93% 93%
Wilson-Greene 90% 90% 88% 92% 91%
Statewide 92% 92% 84% 92% 91%
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Appropriateness of Services for Adults
Summary by Age Groups

This table indicates that there was little difference in adult satisfaction with the appropriateness of
services and age group. Satisfaction scores ranged from 79% to 100%.

Percent Satisfied

Local Management Entity 18-34 Years Old 35 Years of Age and Older
Alamance-Caswell 93% 94%
Albemarle 94% 94%
Catawba 95% 93%
Centerpoint 87% 89%
Crossroads 100% 90%
Cumberland 90% 94%
Durham 92% 89%
Eastpointe 80% 83%
|[Edgecombe-Nash 100% 100%
Five County 85% 88%
Foothills 88% 91%
Guilford 86% 79%
Johnston 84% 79%
Lee-Harnett 93% 96%
Mecklenburg 96% 92%
Neuse 97% 98%
New River 87% 91%
Onslow 80% 96%
OPC 86% 89%
Pathways 89% 91%
Piedmont NA NA

Pitt 100% 92%
Roanoke-Chowan 89% 100%
Sandhills 93% 94%
Smoky Mountain 98% 93%
Southeastern Center 97% 91%
Southeastern Regional 91% 96%
Tideland 92% 92%
Wake 90% 91%
Western Highlands 95% 90%
Wilson-Greene 90% 93%
Statewide 91% 92%

NA indicates there were less than ten responses so the data is not shown for the LME.
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Appropriateness of Services for Adults
Summary by Gender

This table indicates that women were somewhat more likely to be satisfied with the
appropriateness of services than men. Satisfaction scores ranged from 79% to 100%.

Percent Satisfied

Local Management Entity Women Men
Alamance-Caswell 94% 96%
Albemarle 97% 88%
Catawba 97% 93%
Centerpoint 90% 87%
Crossroads 92% 96%
Cumberland 93% 92%
Durham 83% 96%
Eastpointe 79% 87%
|[Edgecombe-Nash 100% 100%
Five County 86% 88%
Foothills 92% 87%
Guilford 82% 86%
Johnston 86% 85%
Lee-Harnett 92% 98%
Mecklenburg 95% 91%
Neuse 100% 94%
New River 89% 90%
Onslow 88% 98%
OPC 90% 87%
Pathways 92% 90%
Piedmont 93% 93%
Pitt 93% 93%
Roanoke-Chowan 100% 100%
Sandhills 89% 100%
Smoky Mountain 93% 92%
Southeastern Center 94% 92%
Southeastern Regional 95% 98%
Tideland 93% 89%
Wake 89% 92%
Western Highlands 92% 88%
Wilson-Greene 92% 93%
Statewide 92% 88%
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Appropriateness of Services for Adults
Summary by Racial Groups

This table indicates that European Americans were slightly more likely to be satisfied with the
appropriateness of services than were African Americans. There were too few surveys
completed by the other racial/ethnic groups to make reliable generalizations. Satisfaction
scores ranged from 78% to 100%.

Percent Satisfied

Local Management Entity African American European American
Alamance-Caswell 96% 94%
Albemarle 91% 95%
Catawba 92% 97%
Centerpoint 94% 86%
Crossroads 95% 94%
Cumberland 90% 94%
Durham 91% 88%
Eastpointe 79% 84%
|[Edgecombe-Nash 100% 100%
Five County 87% 86%
Foothills 89% 90%
Guilford 81% 84%
Johnston 78% 91%
Lee-Harnett 93% 95%
Mecklenburg 92% 94%
Neuse 96% 98%
New River 79% 94%
Onslow 98% 88%
OPC 88%