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Introduction

The Connecticut Department of Mental Health and Addiction Services (DMHAS) conducts
an annual consumer survey in order to better understand people’s experiences with our
mental health and substance use service delivery system.

To gather this information DMHAS uses a modified version of the 23-item Mental Health
Statistics Improvement Program’s (MHSIP) Consumer-Oriented Mental Health Report
Card.

The MHSIP consumer survey measures consumer satisfaction with services in the
following domains:

The General Satisfaction domain contains three items, and measures consumers’
satisfaction with services received.

The Access domain contains four items, and measures consumers’ perception of service
accessibility.

The Quality and Appropriateness domain contains seven items, and measures
consumers’ perception of the quality and appropriateness of services.

The Outcome domain contains seven items, and measures consumers’ perception of
treatment outcomes as a result of receiving services.

An item on consumers’ perception of participation in treatment. (Participation in
Treatment)

An item on consumer experience of being respected by staff. (Respect)

To understand consumers’ perception of their recovery, DMHAS has also added a
Recovery domain to the MHSIP survey. The Recovery domain is composed of five
questions that measure core elements of recovery including consumers’ perception of
their health and wellness, community involvement, and self-direction.

Consumer satisfaction survey responses provide DMHAS with valuable information
regarding our successes and areas for growth in implementing a high-quality recovery
oriented mental health and substance use service system.



Basic Statistics and Demographics

18,371 responses were collected from 97 providers in FY23.

Please note: This number is higher than the total for survey results in subsequent pages
because it includes incomplete and refused surveys. There were 17,960 completed
surveys that are summarized in this report.

Gender

Other*
Unknown 0.2%
3%

1

Female
38%

Male
59%

* Non-binary gender identification is currently collected as Other.

Overall, there were more male respondents than female respondents to the FY23 survey.

This pattern was seen in Mental Health programs (53% male), Substance Use programs
(66% male), and in surveys without a program (50% male). Results are representative of
the DMHAS population (58% male in FY23).



Race

Unknown
Other** 7%
15%

Black/
African
American
20%

White/
Caucasian
58%

Survey results by race were generally representative of the general DMHAS population in
FY23, with slight over-sampling of Black respondents (20% in survey vs. 17% DMHAS
population) and slight under-sampling of White respondents (2%).

** The "Other’ race category includes the following DMHAS race categories: Other,
American Indian/Native Alaskan, Asian, Native Hawaiian/Other Pacific Islander, and More
Than One Race. We find that many (but not all) people who indicate "Other" as their race
identify as Hispanic or Latino origin.



Ethnicity

Unknown 15% Puerto Rican 12%

Other Hispanic/
Latino 10%T

Non-Hispanic
63%

Survey results by ethnicity were largely representative of the general DMHAS population
in FY23. The survey under sampled non-Hispanics by 4%.

T Mexicans and Cubans were grouped with Other Hispanic/Latino for this report.



Age
18-24
25-34
35-54
55-64
65+

Unknown

0% 10% 20% 30% 40% 50%

Survey results by age were representative of the general DMHAS population in FY23, with
the largest group of respondents aged 35-54. Consumers aged 18-24 are somewhat
underrepresented here - they comprise about 10% of the DMHAS population, but only
about 6% of the survey sample.

The mean age of a DMHAS consumer was 44.6 years old in FY23.



Characteristics of Survey Respondents
Program Type

Unknown
12%

Mental Health
46%

Substance Use
45%

Respondents to the FY23 survey were about equally distributed between Mental Health
and Substance Use programs. About 7% of surveys did not have program type
information- the same percentage as the previous year. The proportion of Mental
Health surveys increased 1% from FY22, and the number of Substance Use surveys
decreased by 3%.



Level of Care (n=18,062)1

3N Other
LLZN = ACT

793 & Intensive Outpatient/Partial Hospital

663 % Employment
3 ploy

914 Clubhouse/Social Rehabilitation

1057 é@e Community Support Program

1640 D Not Specified

1975 (059&\@] Case Management

2410 @ Residential

3767 Medication for Addiction Treatment
4068 Outpatient @

Almost half (43%) of surveys received were from Medication for Addiction Treatment and
Outpatient programs. The remaining 57% were distributed between Residential and
other ambulatory levels of care.§

1 The n for this chart is higher due to respondents applying answers to multiple
programs within the same provider agency or facility.

§ Levels of care that are eligible for the consumer satisfaction survey are reviewed and
updated annually and may be found on the DMHAS Consumer Satisfaction Survey
website.



https://portal.ct.gov/DMHAS/Divisions/EQMI/EQMI---Consumer-Satisfaction-Survey
https://portal.ct.gov/DMHAS/Divisions/EQMI/EQMI---Consumer-Satisfaction-Survey

Length of Time Receiving Services

Unknown
7%

<lyear

34%

>5 years
29%

1-2 years
>2 but <5 years 13%

17%

Just over a third of respondents self-reported that they had been receiving services for less
than one year; nearly half of respondents report receiving services for 2 or more years.



Comparison of Survey Demographics vs. DMHAS Population

We compared the consumer survey demographic information to the DMHAS
demographic data for FY23.

Gender

Race

Ethnicity

Age

Survey . DMHAS

Female
Male

Missing/Unknown

Missing/Unknown

0% 10% 20% 30% 40% 50% 60%
Other
Black
White

0% 10% 20% 30% 40% 50% 60%

Not Hispanic
Hispanic

Missing/Unknown

0% 10% 20% 30% 40% 50% 60% 70%

24 and under
25-34
35-54
55 and older

Missing/Unknown

0% 10% 20% 30% 40% 50%



Statewide Satisfaction Trends by Domain (2019-2023)
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Satisfaction rates in each of the survey domains have remained consistent for the past 5
years.

Domain 2019 2020 2021 2022 2023
General Satisfaction 90.0% 9.7% 9.7% 90.9% 9N.1%
Access 87.5% 88.8% 88.8% 87.7% 89.0%
Participation in Treatment 92.2% 93.1% 92.5% 92.4% 92.5%
Quality and Appropriateness 91.9% 93.4% 92.9% 92.9% 92.8%
Respect 90.7% 92.5% 92.1% 91.9% 91.5%
Outcome 82.0% 84.5% 84.4% 83.4% 83.6%
Recovery 79.7% 81.1% 80.4% 80.1% 81.0%
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Statewide Results
FY23 Survey Domain Results (Rounded to whole %)

General Satisfaction 91%

Access 89%

Participation in Treatment 93%

Quality and Appropriateness 93%
Respect 92%
Outcome 84%

Recovery 81%

0% 20% 40% 60% 80% 100%

For exact (unrounded) percentages, please refer to our Data Supplement, available online.

Connecticut vs. US Adult Consumer Satisfaction Measures

. DMHAS . us

General Satisfaction

Access

Quality and Appropriateness
Outcome

Participation in Treatment

0% 20% 40% 60% 80% 100%

Connecticut consumers report higher levels of satisfaction in all domains, including 7%
higher satisfaction with Participation in Treatment, 6% higher satisfaction with Outcomes
and 2% higher General Satisfaction.

US domain scores from Connecticut 2022 URS Output Tables

10


https://www.samhsa.gov/data/sites/default/files/reports/rpt42791/Connecticut.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/CS-FY23-Data-Supplement.pdf

Key Differences Between Groups

We use statistical tests to determine if differences between groups are not simply due to
random chance.*

Differences by Program Type

In FY23, we found that a significantly higher percentage of people receiving mental
health services were satisfied with Access, Quality and Appropriateness, Respect, and
General Satisfaction.

Conversely, more people receiving substance use services were satisfied with
Participation in Treatment, Outcome and Recovery

Differences by Program Type

EESU = MH All

100
92.8
91.0 Betn
. 7 =
%0 = N
82.9
30
70
60
=2 G | Participation i lity &
.enerEj Access Aricpation/in 2T ft‘sf Respect Outcome Recovery
Satisfaction Tx Appropriateness
suU 89.7 86.6 91.4 92.3 83.4 86.4 84.1
MH 92.3 91.0 86.1 934 82.4 80.7 78.1
All 91.0 83.8 88.7 92.8 82.9 83.6 81.1

*Significance testing is performed using chi-square; we test at the p<.05 level.
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Differences by Gender

Examining domain results by gender, we find that significantly more women indicated
satisfaction with Participation in Treatment, Quality and Appropriateness, Respect, and
General Satisfaction. More Men reported satisfaction with Outcome. Differences by
gender for other domains were not statistically significant.

Differences by Gender

B Female Male emAll
100
91.2 92.9
89.0
90
83.3 83.7
81.1
80 e
70
60
50 m— :
General Participation in Quality &
: : Access : Respect Outcome Recovery
Satisfaction Tx Appropriateness
Female 92.1 89.3 90.1 93.8 83.4 81.7 - 79.3
:Male 90.6 88.8 89.3 92.4 : 83.2 85.0 | 82.2
All 91.2 89.0 89.6 929 ' 83.3 83.7 81.1
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Differences by Race

When we analyzed domain results by race, we found few significant differences between
racial groups in any domain. More White respondents reported satisfaction with
Participation in Treatment than other groups. More Black and respondents from other
racial groups reported satisfaction with Recovery than White respondents.

Differences by Race

mm White mmBlack mmiOther e==All

100

91.2 92.9
90
20
70
60
>0 Ge I | Participation i Quality &

nera articipation in uali

Satisfaction e Tx Appropriateness it et Dl BEC T

White 91.5 89.3 91.0 93.2 84.0 834 80.0
Black 90.7 88.9 879 92.3 824 835 83.0
Other 90.6 87.9 88.5 92.3 83.9 84.8 82.4
All O 89.0 89.9 929 83.6 83.6 81.0

14



Differences by Ethnicity

Examining domain results by ethnicity, we found only one significant difference in
satisfaction: more Hispanic respondents reported satisfaction with Recovery compared
to non-Hispanic respondents.

Ethnicity
I Hispanic I Non Hispanic All
100
93.5
91.6 90.5
90
a0
70
60
>0 G | Participation i lity &
.enen? Access SLElE L 2. !w Respect Outcome Recovery
Satisfaction Tx Appropriateness
Hispanic 92.2 89.8 90.3 93.8 85.4 85.2 83.6
Non Hispanic 91.4 89.4 90.5 93.4 84.3 839 81.0
All 91.6 29.5 90.5 93.5 24.6 843 g8l6

5



Differences by Age Group

Upon review of domain results by age, we found significant differences between age
groups; most notable were that fewer of the 24 & Under group reported satisfaction with
Quality and Appropriateness, Outcome, and Participation in Treatment domains

compared to older age groups. Additionally, significantly more respondents who were 55

years and older indicated satisfaction with Access than did younger respondents. In

terms of General Satisfaction, each older age group had more satisfied respondents than

each younger age group.

Differences by Age Group

24 &Under mm25-34 mm35-54 b5 & Older ===Al|
100
92.8
90.8
90
a0
70
60
50 o E— ;
General P Participationin Quality & — - S—
Satisfaction Tx Appropriateness P = e
24 & Under 85.5 84.9 85.7 89.8 82.7 76.9 771.2
25-34 89.4 87.9 89.4 925 85.2 85.3 825
35-54 91.2 83.8 90.3 93.0 84.4 83.3 815
55 & Older 92.7 90.1 89.9 93.4 82.0 83.7 80.5
All 90.8 88.7 89.7 92.8 83.8 83.4 812
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Differences by Level of Care

Substance Use

We found that certain Substance Use levels of care tended to have fewer satisfied
consumers than others: in particular, IOP and Residential. Conversely, Medication
Treatment of Opioid Use Disorders and Case Management services tended to have a
higher percentage of satisfied people than other levels of care. Many respondents
receiving Employment services indicated high levels of satisfaction, except in the
domains of Outcome and Recovery.

Differences by SU Level of Care

mmm Cutpatient = Residential = Case Mgmt Employment mmMed OUD mmmm |OP All SU
92.2
100 89.5 86.4 92.8 90.2
86.3

S0

80

70

60

30 G I Participation i Quality &

.Ene".’ Access ERUEAELLEIN L !W Respect Outcome Recovery
Satisfaction Tx Appropriateness

QOutpatient 86.6 85.4 91.2 91.3 87.7 83.5 83.2
Residential 84.6 79.8 88.8 85.7 83.6 81.6 811
Case Mgmt 98.2 97.3 97.0 99.1 98.1 93.1 89.9
Employment 98.4 96.9 96.8 100.0 84.1 62.5 62.5
Med OUD 92.7 29.7 951 95.1 93.4 89.9 86.0
0P 84.2 78.0 89.7 88.4 88.6 80.8 79.5
All SU 89.5 86.4 92.8 92.2 90.2 86.3 84.0
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Differences by Level of Care
Mental Health

We found that the Employment Services and Clubhouse Levels of Care tended to have
more satisfied consumers than other Levels of Care.

Differences by MH Level of Care

Emm Cutpatient mE Residential = Case Mgmt Employment s Clubhouse CSP/RP[ACT e All MH

1 92.3 91.0 92.1 93.1 92.6

90

80.5 77.8

80

70

60

0 G | Participation i Quality &

.Eneré.‘ Access AUCPAUCNLn ! !w Respect Outcome Recovery
Satisfaction Tx Appropriateness

Outpatient | 914 88.8 ' 924 ' 92.7 92.4 75.9 72.1
Residential | 87.3 89.7 ' 90.5 ' 89.4 91.7 825 81.2
Case Mgmt 93.2 90.8 93,0 951 92.6 83.2 80.4
Employment 94.3 92.4 90.1 91.4 91.3 84.2 84.1
Clubhouse 97.2 97.6 94.7 97.6 95.7 88.9 84.8
CSP/RP/ACT 92.8 92.1 91.7 93.3 93.3 78.8 76.0
All MH 92.3 91.0 92.1 93.1 92.6 80.5 77.8




Differences by Treatment Length*
Substance Use

Significant differences were found in all domains. In general, longer times (one year or
longer) spent in SU treatment led to more respondents reporting satisfaction with
services. Note that approximately half of respondents from SU programs were in
treatment for less than one year; only about 19% of SU respondents reported treatment of

5 or more years.

Differences by Treatment Length - SU Programs

El<1Year mml1-2Years mm2-5Years mwm>5Years —AllSU
100
90
80
70
60
>0 General . Participation iﬁ CQuality &
Satisfaction SRR Tx Appropriateness fespes LI RIS
< 1Year 87.0 84.1 29.8 90.1 80.3 83.4 83.2
1-2 Years 925 B8.4 933 95.6 86.7 88.8 83.0
2-5 Years 93.0 90.5 95.1 95.7 89.1 89.6 86.5
> 5Years 92.6 B9.7 95.5 94.6 89.4 91.3 87.1
All sU 89.7 B86.7 92.2 92.5 84.3 86.6 84.5

Treatment Length in Respondents from SU Programs

Em<lYear mI1-2Years MW 2-5 Years >5Years W Unknown

: Length of time in treatment is a self-reported item collected through the survey.
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Differences by Treatment Length

Mental Health

There were fewer significant differences in satisfaction between treatment length groups
for respondents receiving mental health services. More people who reported receiving 1
or more years of mental health treatment were satisfied with services pertaining to
Participation in Treatment and Respect than people who had had less than one year of
services. With regard to General Satisfaction and Quality and Appropriateness, there
were more satisfied respondents in the group who had 2 - 5 years of services than in the
group who had less than one year. Note that 38% of respondents from MH programs
reported 5 or more years of treatment.

Differences by Treatment Length - MH Programs

Il <]Year m1-2Years mm2-5 Years >5Years —AllMH
100
90
80
70
60
=0 G | Participation i Quality &
.Ener'.a Access sl iy f'f‘v' Respect Outcome Recovery
Satisfaction T Appropriateness
< 1Year 91.0 o1l 84.1 93.1 80.3 78.6 76.7
1-2 Years 921 88.8 89.0 92.0 84.5 81.0 77.0
2-5Years 93.5 92.4 89.7 94.9 85.7 81.6 80.5
>5Years 92.9 91.5 885 93.6 85.6 82.0 78.2
All MH 892.5 91.2 87.9 93.5 84.3 81.0 78.2

Treatment Length in Respondents from MH Programs

m<1Year

m1-2 Years

W 2-5 Years

> 5Years

W Unknown
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Differences by Service Region

Substance Use

When satisfaction results are stratified by program type and service regions, we see that
a consistently lower percentage of respondents from Region 3 reported satisfaction
compared to every other Region. Note that only 10% of respondents were from Region 3.

Differences by Service Region - SU Programs

.- SW 2 - S Central Em3-East mm4-NCentral mEm5-West ——AIISU
100
90
80
70
60
= G | Participation i Quality &
.ener.'? Access UMY A !W‘ Respect Outcome Recovery
Satisfaction TX Appropriateness
1-5wW 91.3 85.4 91.8 92.8 81.5 85.9 84.8
2 - 5 Central 92.7 89.2 94.1 94.3 87.8 89.4 85.0
3 - East 81.2 76.5 84.2 82.2 727 775 1.5
4 - N Central 90.3 89.2 90.9 93.9 84.9 86.8 84.4
5 - West 87.7 85.9 90.9 92.6 81.4 85.4 85.6
All SU 89.7 86.6 91.4 92.3 83.4 86.4 84.1

SU Respondents by Region

m]l-SW 2-SCentral wm3-East wm4-NCentral mb-West

8%

36%

10%



Differences by Service Region

Mental Health

In mental health programs, there were no consistent patterns of satisfaction scores.
Regarding Participation in Treatment, people from Region 2 were less likely to report
satisfaction than people from all other Regions. There were no differences in the number
of satisfied consumers in General Satisfaction or Quality and Appropriateness. Over half
of the responses came from Regions 2 and 4.

Differences by Service Region - MH Programs

- SW 2-SCentral mEm3-East mm4-NCentral mmmb5-West ——AlMH
100
90
30
70
60
>0 General Participation in Quality &
Satisfaction TR Tx Appropriateness IS LI RS
1-5W 92.6 92.7 87.9 92.6 81.3 86.1 B82.6
2 - S Central 93.0 925 80.6 94.2 B80.8 80.6 781
3 - East 92.4 91.2 89.9 93.7 80.7 78.7 76.9
4 - N Central 90.8 87.7 87.2 92.2 829 77.3 74.8
5 - West 93.1 91.9 88.9 94.0 85.2 82.4 79.4
All MH 92.3 91.0 86.1 93.4 82.4 80.7 781

MH Respondents by Region

ml-SW 2-SCentral m3-East m4-NCentral mb-West

13%

25%




Questions with Highest and Lowest Satisfaction Ratings

In addition to scoring surveys by domain, we evaluate questions individually to learn more
about what is most and least satisfactory for DMHAS consumers. Data reported below were
assessed on the statewide level and represent the percentage of people who reported being
satisfied. Results for all questions may be viewed in the Data Supplement.

Highest Satisfaction

Staff here believes that | can grow, change, and recover. 93.3%

Staff respected my wishes about who is, and who is not, to be given

. . . 93.0%
information about my treatment and/or services.

| like the services that | received here. 92.9%
| felt comfortable asking questions about my services, treatment, or 92 5%
medication. B
My wishes are respected about the amount of family involvement | want in my 91.5%
treatment. o

o Lowest Satisfaction

| am getting along better with my family. 80.6%
| do better in social situations. 79.7%
| do better in school and/or work. 78.4%
My symptoms are not bothering me as much. 78.2%
In general, | am involved in my community. 69.7%

)


https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf
https://portal.ct.gov/-/media/DMHAS/ConsumerSurvey/Reports/CS-FY23-Data-Supplement.pdf

