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Revision Notes: Merged Leslie’s input into DRAFT A generated live 7/23/09

Merged Dr. Bertram’s suggestions from e-mail 7/24/09

Rebecca added an outline to help format the document 7/26/09.

Rebecca added a section on definitions 7/26/09.

7/27/09 Eileene added topics from CQIT training session and Rebecca incorporated them in the plan.
Rebecca and John added results of August CQIT meeting.

1. Purpose/Objectives:

a. This survey seeks data on caregivers’ satisfaction with their experience with Systems of

Hope.
2. Scope:
a. This survey focuses on aspects of their engagement with the program itself, and not
wraparound or any type of macro grant fidelity aspects.
3. Definitions:
a. Caregivers —Those persons who have direct responsibilities in all domains for a youthwho has - /[ Deleted: ]

had direct contact with SOH program.

b. Collector / Surveyor — person authorized to conduct a survey. Volunteers who are family
members associated with Systems of Hope. Never staff or agency employees.

c. Survey instrument —the form or set of questions that is to be asked verbatim by the surveyor to
the respondent.

d. Respondent —a member of the target population who is responding to the questions on the
survey.

e. Sample Size —the number and demographics of respondents required to make the data
meaningful.

f.  Scale —the five responses (1 through §) and the meaning associated with each one. | - /[ Deleted: 5 ]

g. Survey Cycle — How frequently data is collected, aggregated, reported and improvement or
corrective action is recommended. This survey is conducted quarterly. Baseline October 2009.
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h. Target Population — The persons being asked to respond to questions on the survey. Caregivers - [ Deleted: ]

who have been involved in SOH program for at least three months and those who have exited

the program within the previous sixmonths. Note: Not sure we want to include non-family - /[ Deleted: ]

members, we may want to have a separate instrument or study for them.



Plan for the Pilot (to test the survey instrument),

4. Steps in the Survey Process
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Q & Ain person. Surveyors will write notes on the instrument in the margins reporting any ambiguities
or unusual reactions to the questions. All surveyors will get together to debrief our experience and
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Deleted: On 8/11 Barbara and Eileene will meet
with Randy Joiner to plan family enrichment and
find out which ones would give us sound
demographics. She will propose we do two from
each Family Enrichment Katy, Key Middle School
and southeast. The remaining four caregivers will
be conducted by phone. Barbara and Eileene will
ask either Loretta or Rosalinda to interpret at the
Southeast family enrichment in September. Barbara
will communicate with the Katy care team to
arrange the in person interviews at the September
family enrichment. Barbara and Rebecca will
conduct the Katy caregivers. All four surveyors will

1. Arrange for these people to complete the instrument under conditions that match as closely as i \\l\\ do one phone interview each. Barbara and Julie will
possible the actual conditions under which the instruments will be administered when you collect \\\ ‘\‘\\“ engage two caregivers at the Key Middle School
the surveys. Consider the time of day, the location, and the method. If it is a phone interview, then | \w‘\ ::;'::?‘zmge’\‘tonzr?:;loittnsfgt:?iazag:s:::':1
conduct the pilot test over the phone. If it is a mail survey, then make sure the pilot test is ‘\\ \\\\\\ will be reached by phone.
completed via the mail. Whenever possible, record the time it takes for respondents to complete \\\\[ Moved (insertion) [2]
the instrument so that you can inform the data collectors of the approximate time needed for H‘\[ Deleted:
respondents to complete the instrument. \““{ Deleted:

2. Collect the completed instruments. Read through the responses. Did respondents interpret the W
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questions the way you intended? il

3. Analyze the data and present the results of the pilot test as you would when you actually administer \[ Deleted: September’s
the instrument. Will the results give you the information you need? [Moved (insertion) [1]

4. Share the results of your pilot test with other stakeholders who will be using the data. Does this
instrument provide the data they need to answer their guestions?

5. Modify the instrument based on the information we gathered. <~~~ - Formatted: Normal, Indent: Left: O pt, Space

6. Aggregate — all completed pilot survey instruments, with marginalia, will be given to John Prior. b Eﬁ:ﬁi Auto, After: Auto, Tab stops: 18 pt,
John will aggregate the results that will be presented to CQIT along with the instruments AN
themselves. \\\{ Deleted: your

7. Analyze — the CQIT will analyze results of the pilot and revise or refine the instrument or the { Deleted: you have
interview process. Finalize the instrument and Implementation Plan. CQIT will consider all the
findings from the pilot and refine the instrument and the implementation plan. CQIT will present
the survey and any preliminary results to the Governing Board in November.

8. Security and process for written documentation — to be determined.

9. ACTIONS for TESTING the Survey

Julie will call Randy Joiner to identify two bilingual care team members help us with the cultural «- - -

competency of the survey and to test the instrument at family enrichment and interpret when
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we test it.

Add demographic / qualifying questions to collector/surveyor’s script.

1.
2.

Have you every completed this survey before? If yes, when?

Do you currently have a care team?
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3. If not, what month and vear did your child transition from SOH?
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e John will engage Randy to get a way forward in asking caregivers to participate in our test. <~ -~ - Formatted: Outline numbered + Level: 1 +
e PEG members (will work with Tammy to ask care teams to alert caregivers we’re testing a

survey.
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CONFIDENTIALITY STATEMENT

l, understand, that while all responses are anonymous, | may
have access to personal opinions provided by respondents in the Caregiver Satisfaction Survey. As a
volunteer associated with the SOH program | recognize that | have an obligation to protect the
confidentiality of the information acquired in the conduct of this survey.

My signature below indicates my acceptance of the obligation and restriction on disclosure set forth
above.

For Phone surveys “I give my verbal consent” add check box that volunteer checks off. Yes/no to
pledge.

Surveyor (Family Volunteer)

Respondent (Caregiver)

Surveyor’s script

Verbal

Clarify procedures.

Obtain caregiver names and phone numbers.

Schedule times to call.

Call people at different times if you do not get them.

Note attempts to contact people on phone call log.

May | speak with ?

Hello, my name is .l am a member of the for Harris County Systems of Hope.

Do you have time to talk? (If yes, continue. If no, ask if there is a better time to call.)

We want to ask you a few questions about your experiences in Harris County Systems of Hope. This will

only take about 5 minutes and will help us to understand your family’s experiences in Systems of Hope

in order to improve things for your and other families. You can refuse to answer any questions. Your

name will not be connected with your answers, but will be grouped with responses from other

caregivers of children in SOH in order to look overall at how SOH is doing at helping families. Are you

willing to participate in this brief survey?

This survey has about 20 questions and asks about the help you got through Harris County Systems of
Hope.

Have you every completed this survey before? If yes, when?
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Are you currently receiving services from Systems of Hope?

If not, what month and year was your child discharged from SOH?

When answering these guestions, think about the help you got through Harris County Systems of Hope
and answer in the way it best describes your experiences.

For each question, answer if you Strongly Disagree with the sentence, if you Disagree, Somewhat

Disagree, Agree, or Strongly Agree.

Read first question.

Do you Strongly Disagree, Disagree, Somewhat Disagree, Agree, or Strongly Agree?

Read second question.

Do you Strongly Disagree, Disagree, Somewhat Disagree, Agree, or Strongly Agree? [need the sixth

response

Read 3™ question. They should know the categories but if they need help, re-read the question and the
answer categories.

For all questions, if they are confused, re-read the question. If they choose a response that is not one of
the options (for example somewhat agree), give them the answer categories from the service.

For the last 3 questions, read the questions and allow them to answer. Write down their answer as
completely as you can, reading it back to them and asking them if you got it right.

Thank you so much for sharing your experiences and for your time. We really appreciate your feedback

and will use it to make SOH more helpful for youth and families in our community. Have a great day!

[If they indicate a particular problem or need.] We have a flyer with some programs in the community
that may be able to help you with that. Can we send the information sheet out to you? (Get email
address if they have it, or if not, mail address.)




10.
11.
12.
13.
14.

4. Steps in the Survey Process (Full Implementation after pilot)
Plan — Decide on sample size and whether we need additional surveyors.
Survey (Collect) - Frequency of administration of survey. Process for doing phone surveys

Aggregate - Use of survey monkey to enter data and who will enter data in survey monkey,

Analyze -

Report -

Follow up and continuous improvement — CQIT will make recommendations to the SOH program based
on the results and other data,,

Survey is to be viewed by care team who are Spanish speaking to review for cultural- competency.

Pilot testing of survey is to be done at the more attended location of families for Family Enrichment and <.
one at a Family Enrichment for Spanish speaking only families,,

ACTIONS for full implementation

The survey needs to be looked at from cultural competency standpoint. It needs to be translated. We
need to identify a bilingual collector.

Translate the survey into Spanish,
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Arrange for these people to complete the
instrument under conditions that match as closely
as possible the actual conditions under which the
instruments will be administered when you collect
the surveys. Consider the time of day, the location,
and the method. If it is a phone interview, then
conduct the pilot test over the phone. If it is a mail
survey, then make sure the pilot test is completed
via the mail. Whenever possible, record the time it
takes for respondents to complete the instrument
so that you can inform the data collectors of the
approximate time needed for respondents to
complete the instrument.
Collect the completed instruments. Read through
the responses. Did respondents interpret the
questions the way you intended? 9
Analyze the data and present the results of the
pilot test as you would when you actually
administer the instrument. Will the results give
you the information you need? q
Share the results of your pilot test with other
stakeholders who will be using the data. Does this
instrument provide the data they need to answer
their questions? 9
Modify your instrument based on the information
you have gathered.q

Deleted: c. Aggregate —all completed pilot
survey instruments, with marginalia, will be given to
John Prior. John will aggregate the results that will
be presented to CQIT along with the instruments
themselves.q

d. Analyze —the CQIT will analyze results of the
pilot and revise or refine the instrument or the
interview process.  Finalize the instrument and
Implementation Plan. CQIT will consider all the
findings from the pilot and refine the instrument
and the implementation plan. CQIT will give the
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Rational for scale:q|
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the statistical consultant for( . 2]
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Julie will call Randy Joiner to identify two bilingual
care team members help us with the cultural
competency of the survey and to test the
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Implementation decisions
Finalizing survey for piloting purposes

Manner of conducting survey

1. Written
a. Send by mail
b. Distribute at meetings or by care coordinator

2. By Phone
3. In Person Verbally
a. At meetings

4. By Internet
a. Participants with email or internet access

Frequency of conducting survey-how often

Who to survey and where [

When reporting performance measurement results, be sure to describe any pilot testing you have done.
This gives readers greater confidence in the results you report. |

Written

Decide if it will be sent by mail, collected at meetings, or collected at one point in time through

distribution by care teams.

For mailing, program could print address labels and envelopes, question would be who they get

returned to.

Revisions to survey instrument form Dr. Bertram

It is important to evaluate what kinds of strengths were identified and
if they were applied in a meaningful/useful manner in specific plan of

care interventions/strategies.

Similarly it is important to identify what sorts of informal supports
were engaged on the team or in POC strategies (from community, a church,

a youth activity center, etc)

Based on my review of the cases I think the survey could ask if the

Deleted: Surveyor’s scriptql

1
Verbal9

Clarify procedures.q

Obtain caregiver names and phone numbers.q
Schedule times to call. 9

Call people at different times if you do not get them.4
Note attempts to contact people on phone call log.9|
1

May | speak with 2

Hello, my name is, .l am a member of
the for Harris County Systems of Hope.
Do you have time to talk? (If yes, continue. If no, ask
if there is a better time to call.) §

We want to ask you a few questions about your
experiences in Harris County Systems of Hope. This
will only take about 5 minutes and will help us to
understand your family’s experiences in Systems of
Hope in order to improve things for your and other
families. You can refuse to answer any questions.
Your name will not be connected with your answers,
but will be grouped with responses from other
caregivers of children in SOH in order to look overall
at how SOH is doing at helping families. Are you
willing to participate in this brief survey?9

1

1
This survey has about 20 questions and asks about

the help you got through Harris County Systems of
Hope.q
Have you every completed this survey before? If
yes, when?9q
Are you currently receiving services from Systems of
Hope? 1
If not, what month and year was your child
discharged from SOH?9
1
When answering these questions, think about the
help you got through Harris County Systems of Hope
and answer in the way it best describes your
experiences.q
For each question, answer if you Strongly Disagree
with the sentence, if you Disagree, Somewhat
Disagree, Agree, or Strongly Agree.q
Read first question.q
Do you Strongly Disagree, Disagree, Somewhat
Disagree, Agree, or Strongly Agree?q|
Read second question.
Do you Strongly Disagree, Disagree, Somewhat
Disagree, Agree, or Strongly Agree?q|
Read 3" question. They should know the categories
but if they need help, re-read the question and the
answer categories.
For all questions, if they are confused, re-read the
question. If they choose a response that is not one
of the options (for example somewhat agree), give
them the answer categories from the service.q
1
For the last 3 questions, read the questions and
allow them to answer. Write down their answer as
completely as you can, reading it back to them and
asking them if you got it right.q]
1
Thank you so much for sharing your experiences
and for your time. We really appreciate your
feedback and will use it to make SOH more hm




serious behavioral concerns were directly addressed in the POC...how to
word this is something we could discuss on the 12th or in e-mail
correspondence or a phone call before the 12th. Some of the questions
seem to be reaching for this information, but it would be important to
ask this question in several ways.

That said, ,less is more when surveying parents and team members. ,///{Ddemd:

Ultimately, especially in regards to sustainability, it would be
important to also survey other team participants (non-family
participants), and especially the referral source. Designing the survey
so that it could easily be adjusted to survey these important
participants in the SOH effort is easier to do now than as an
afterthought.
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c. Aggregate — all completed pilot survey instruments, with marginalia, will be given to John Prior.

John will aggregate the results that will be presented to CQIT along with the instruments themselves.

d. Analyze — the CQIT will analyze results of the pilot and revise or refine the instrument or the
interview process. Finalize the instrument and Implementation Plan. CQIT will consider all the
findings from the pilot and refine the instrument and the implementation plan. CQIT will give the
governing Board a draft copy of the instrument and the implementation plan at September meeting as
part of the CQIT status report. CQIT will then take input and make the final refinements in preparation
for presenting it to the Governing Board in November.

Security and process for written documentation
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Rational for scale:

This was suggested by Dr. Swank, the statistical consultant for the
evaluation, and was agreed to by the CQIT. The purpose of creating the
scale values in this way was due to the general reluctance of people to
express negative sentiments in customer satisfaction surveys, especially
when commenting about services that they continue to need to receive.
The other component to this is that people would often express a
somewhat lukewarm opinion to hide a stronger dissatisfaction with their
experience (for example saying they have no opinion or felt neutral/
uncertain rather than saying they disagreed or agreed.) Based on this
recommendation by Dr. Swank, it was felt by the CQIT that these mild
disagreements with the aspects of services were of concern in the
quality monitoring process, and that these categories (particularly
saying they "somewhat disagree" with the statement) would better capture
that than a scale that included a balance of agree and disagree
categories or gave a neutral option.
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ACTIONS for TESTING the Survey

Julie will call Randy Joiner to identify two bilingual care team members help us with the cultural
competency of the survey and to test the instrument at family enrichment and interpret when we test
it.

Add demographic / qualifying questions to collector/surveyor’s script.

Have you every completed this survey before? If yes, when?



If not, what month and year did your child transition from SOH?

John will engage Randy to get a way forward in asking caregivers to participate in our test.

PEG members (will work with Tammy to ask care teams to alert caregivers we’re testing a survey.
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Surveyor’s script

Verbal

Clarify procedures.

Obtain caregiver names and phone numbers.
Schedule times to call.

Call people at different times if you do not get them.

Note attempts to contact people on phone call log.

May | speak with ?

Hello, my name is .l am a member of the for Harris County Systems of Hope.
Do you have time to talk? (If yes, continue. If no, ask if there is a better time to call.)

We want to ask you a few questions about your experiences in Harris County Systems of Hope. This will
only take about 5 minutes and will help us to understand your family’s experiences in Systems of Hope
in order to improve things for your and other families. You can refuse to answer any questions. Your
name will not be connected with your answers, but will be grouped with responses from other
caregivers of children in SOH in order to look overall at how SOH is doing at helping families. Are you
willing to participate in this brief survey?

This survey has about 20 questions and asks about the help you got through Harris County Systems of

HAano



Have you every completed this survey before? If yes, when?
Are you currently receiving services from Systems of Hope?

If not, what month and year was your child discharged from SOH?

When answering these questions, think about the help you got through Harris County Systems of Hope
and answer in the way it best describes your experiences.

For each question, answer if you Strongly Disagree with the sentence, if you Disagree, Somewhat
Disagree, Agree, or Strongly Agree.

Read first question.

Do you Strongly Disagree, Disagree, Somewhat Disagree, Agree, or Strongly Agree?
Read second question.

Do you Strongly Disagree, Disagree, Somewhat Disagree, Agree, or Strongly Agree?

Read 3™ guestion. They should know the categories but if they need help, re-read the question and the
answer categories.

For all questions, if they are confused, re-read the question. If they choose a response that is not one of
the options (for example somewhat agree), give them the answer categories from the service.

For the last 3 questions, read the questions and allow them to answer. Write down their answer as
completely as you can, reading it back to them and asking them if you got it right.

Thank you so much for sharing your experiences and for your time. We really appreciate your feedback
and will use it to make SOH more helpful for youth and families in our community. Have a great day!

[If they indicate a particular problem or need.] We have a flyer with some programs in the community
that may be able to help you with that. Can we send the information sheet out to you? (Get email
address if they have it, or if not, mail address.)






