EDWIN FAIR COMMUNITY MENTAL HEALTH CENTER


CONSUMER EVALUATION OF PROGRAMS AND SERVICES

POLICY:
Consumer evaluation of programs and services will be obtained in a variety of ways and used by the administration and the Board of Directors to evaluate program quality and effectiveness and influence strategic planning and annual performance improvement planning.

PROCEDURE:
The Center will use a questionnaire or focus group format to obtain consumer input regarding services and programs.  Additionally, family members will be surveyed to obtain input regarding services and programs. The input received will be reviewed and summarized by the Executive Director in a summary report, and/or processed by the QI Committee/Management Team for appropriate disposition.  The QI/RU report will be made available at each site for all staff to review.  Additionally, the report will be presented to the management team and the Board of Directors during the preparation of the Strategic Plan and Annual Performance Improvement Plan for each year.  Input from consumers will be addressed in the planning process.  The management team will use the report as the basis for changes in procedures and recommendations to the Board for policy changes.

At each site, the Center will provide suggestion/complaint cards that may be used by consumers, family members, and staff to voice directly to the administration compliments, suggestions, complaints or concerns.  These will be forwarded to the QI Committee/Management Team to insure that appropriate action is taken and that the input provided is used in the annual planning process as appropriate.

Consumers will be advised of changes made as a result of consumer input via notices to the consumer advisory committees, bulletin board postings, and newsletter announcements.
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