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STATE OF MARYLAND

Maryland Department of Health and Mental Hygiene

INSTITUTIONAL REVIEW BOARD

201 W. Preston Street « Baltimore Maryland 21201
Carol Johnston, APRN, PMI, BC, Chairperson

June 20, 2017

Jarrell W. Pipkin JD, LPC

Director, Quality Management

Beacon Health Option

1099 Winterson Rd., Suite 200

Linthicum, MD 21060 ‘ REF: Protocol # 98-13

Dear Mr. Pipkin:

1 have received the modification(s)/additional information for your protocol entitled,

“Consumer Perception of Care Survey with Maryland's Public Behavioral Health System™ as
requested by the Institutional Review Board (IRB) during the continuing review of your protocol.
Your protocol is approved. Your approval will expire on June 15, 2018. Please refer to the
above reference protocol number in any future modifications or correspondence pertaining to this

study,

You are reminded of the following requirements:

1. The IRB shall suspend or terminate approval of this research if the IRB finds it is
not being conducted in accordance with the IRBs requirements or that it is
associated with unexpected serious harm to subject.

2. The Principal Investigator shall notify the Chairperson of the IRB of contemplated
substantive changes in the study that may affect the interests or rights of human
subject and seek approval for the changes prior to implementing same.

3. Any project which extend beyond one year, the Principal Investigator is
responsible for presenting to the Chairperson of the IRB, a completed form
DHMH 2125, Annual Review Notice, forty-five days prior to the anniversary date
of the approval of this project.

410-767-8448 0 Fax 410-333-7194
Toll Free 1-877-4MD-DHMH O TYY for Disabled - Maryland Relay Service 1-800-735-2258
Web Site: www.dhmh.maryland.gov/oig/ith
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Jarrell W. Pipkin, ID, LPC
June 20, 2017
Page Two

4. The Principal Investigator shall promptly report new information of unanticipated
problems involving possible risks to human subjects or others to the Chairperson.

If you have any queétions, please cali the IRB Administrator, Gay Hutchen. She can be
reached at 410-767-8448,

Sincerely,

Institutional Review Board

ce: IRB Members
Gay Hutchen

410-767-8448 11 Fax 410-333-7194
Toll Free 1-877-4MD-DHMH O TYY for Disabled - Maryland Relay Service 1-800-735-2258
Web Site: www.dhmh.maryland.gov/oig/irb
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STATE OF MARYLAND

DHMH

Maryland Department of Health and Mental Hygiene

Lammy Hogan, Governor — Boyd K. Rutherford, Lt. Governor — Dennis B Schrader, Secretary
Barbara J. Bazron, Ph.D., Deputy Secretary / Executive Director

July 2017

Cear Client:

This letter is being sent fo infroduce the consumer survey that the Maryland Behavioral Health
Administration [BHA) is conducting. The purpose of this survey is to ask consumers for their opinions about
the behavioral health services they receive. BHA will use the information from the survey o improve
services that are provided.

If you feel this has been sent to you by mistake, please disregard and discard this letter.
Please note that:

+  Your paricipafion in this survey and your responses will be anonymous.

+  There is no risk 1o you in taking part in this survey.

«  Your current behavioral health services will nof change in any way as a result of this survey.

+  You may decide not to answer any guestion that you wish or to fake part in this survey. The
decision is yours.

*  You may stop the survey at any fime.

You may participate in this survey by telephone, mail, or online. Please see the back of this letter for
details on participation options, along with frequently asked questions about the survey, your rights as a
participant, and services thaiyou receive.

To participate by telephone, schedule a fime to participate, or have your name removed from this survey
please call Fact Finders at 1-800-895-3228 between 7:00 am and 8:00 pa.

To participate online, type the following into your browser fo access the online survey:
http://State MarylandMemberSurvey.questionpro.com

Thank you very much for helping us by sharing your opinions.

Sincerely,

Baroara J. Bazron, Ph.D.
Ceputy Secretary f Executive Director
Behavicral Health Administration

Toll Free 1-877-4MD-DHMH = TTY for Disabled - Maryland Relay Service 1-800-735-2258
Web Site: www.dhmb . maryland.gov
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FREQUENTLY ASKED QUESTIONS

Gwestion 1: What can | do if | want to take part in this survey?

In the next few weeks you can anficipate a telephone call from Fact Finders asking you to paricipate in
a telephone inferview. Alfemately, if you prefer, we invite you to parficipate in this survey by calling Fact
Finders, by mailing back this guestionnaire, or by completing the survey cnline.

Please parficipate in the method most convenient for youw:

PHOMNE Call Fact Finders at your convenience weekdays 7:00 am fo 8:00 pw at:
INTERVIEW: Tol-free) 1-B00-8%95-3228

Complete the enclosed guesfionnaire and mail it fo Fact Finders in the

MAIL: enclosed postage paid envelope.

Complefe the online survey at:

ONUINE: http:/ /State MarylandMemberSurvey.questionpro.com

Question 2: What if | do nof want fo parficipate in the survey?

Please call Fact Finders at 1-800-895-3228 to request that your name be removed from the survey list. You
can speak direcily to a representafive between the hours of 9:00 am and 8:00 PM Monday through Friday.
of you can leave a message.

Guestion 3: How long will it fake to parficipate in the survey?

The survey will fake between 10 and 15 minutes.

Question 4: When will the survey begin?

The survey will begin within the next few weeks.

Guestion 5: What if | have quesfions about the survey itself?

Call Jarrell Pipkin, Director of Quality, Beacon Health Opfions, at 1-410-471-4012.

Guestion & What if | have quesfions about my rights as a research parficipant?

Call Gay Huichen, Adminisirator of the Instifutional Review Board, 201 W. Preston Street, Balfimmore, MD
21201 af 1-410-767-5448.

Question 7 What if | have quesfions regarding the mental health or substance use services | receive?

Call Beacon Health Options af 1-800-888-1945.
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STATE OF MARYLAND

DHMH

Maryland Department of Health and Mental Hygiene

Lamy Hogan, Governor — Boyd K. Rutherford, Lt. Governor — Dennis B. Schrader, Secretary
Barbara J. Bazron, Ph D)., Deputy Secretary / Executive Director

July 2017

Cear Parent/fGuardian:

This lefter i being sent to introduce the survey that the Maryland Behavioral Health Administration (BHA) is
conducting. The purpose of this survey is to ask parents/guardians for their opinions about the behavioral
healtth [mental health and/or substance use) services their child receives. BHA will use the informafion
frem the survey to improve services that are provided.

If you feel this has been sent to you by mistake, please disregard and discard this letter.
Please note that:

+  Your parficipafion in this survey and your responses will be anonymous.

*  There is no risk to you in taking part in this survey.

+  Your child's current services will not change in any way as a result of this survey.

*  You may decide not to answer any question that youw wish or to take part in this survey. The
decision is yours.

+  You may stop the survey at any fime.

You may participate in this survey by felephone, mail, or online. FPlease see the back of this letter for
details on participation options, along with frequenily asked questions about the survey, your rights as a
participant. and services fhatyour child receives.

To parficipate by telephone, schedvule a fime to paricipate, or have your name removed from this survey
please call Fact Finders at 1-800-895-3228 between 7:00 am and 5:00 ram,

To parficipate online, type the following info your browser to access the online survey:
http: //State MarylandCaregiverSurvey. questionpro.com

Thank you very much for helping us by sharing your opinions.

Sincerely.

Barpara J. Bazon, Ph.D.
Deputy Secretary f Executive Director
Behavicral Health Administration

Toll Free 1-877-4MD-DHMH = TTY for Disabled - Maryland Relay Service 1-800-735-2258
Web Site: www.dhmh.maryland.gov
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FREQUENTLY ASKED QUESTIONS

Question 1: What can | do if | want to fake part in this survey?

In the next few wesks you can anficipate a telephone call from Fact Finders asking you fo paricipate in
a telephone interview. Alternately, if you prefer, we invite you to participate in this survey by calling Fact
Finders. by mailing back this quesfionnaire, or by completing the survey online.

Flease parficipate in the method most convenient for youw

PHOMNE Call Fact Finders at your convenience weekdays $:00 am fo 8:00 em at:

INTERVIEW: (Toll-free] 1-800-895-3228

MAIL: Complete the enclosed quesfionnaire and mail it fo Fact Finders in the
: enclosed postage paid.

ONLINE: Complete the online survey af:

http:/ /State Maryland CaregiverSurvey.questionpro.com

Gruesfion 2 What if | do not want fo parficipate in the survey?

Please call Fact Finders at 1-800-895-3228 to request that yvour name be removed from the survey list. You
can speak direcily to a representafive between the hours of 9:00 am and 8:00 PM Monday through Friday,
of you can leave a message.

Guestion 3: How long will it take to parficipate in the survey?

The survey will fake between 10 and 15 minutes.

Guestion 4: When will the survey begin?

The survey will begin within the next few weeks.

Gruestion 5: What if | have quesfions about the survey itself?

Call Jarrell Fipkin, Director of Quality, Beacon Health Opfions, at 1-410-491-4012.

Guestion &: What if | have questions about my rights as a research parficipani?

Call Gay Huichen, Adminisirator of the Instifutional Review Board, 201 W. Preston Street, Balfimore, MD
212001 at 1-410-7&7-5448.

Guestion 7. What if | have quesfions regarding the behavioral health services | receive?

Call Beacon Health Options at 1-800-888-1945.
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STATE OF MARYLAND

DHMH

Maryland Department of Health and Mental Hygiene
Larry Hogan, Governor — Bovd K. Rutherford, Lt. Governor — Dennis R Schrader, Secretary

Barbara J. Bazron, Ph.D)., Deputy Secretary / Executive Director

Crear Client,

As you may know, Beacon Health Options manages the behavioral health {mental health and/or substrance use) services of your
health plan. Your opinions about these services are important to make sure that services meet your needs. The survey should take 5
to 10 minutes to complete and your responses are anonymous. Please answer the gquestions below and mail back your survey in the
enclosed prepaid envelope.

Please answer all the questiens by marking the box with blue or black ink, like this: -

OUTPATIENT MENTAL HEALTH AND/OR SUBSTANCE USE SERVICES

In the past year..

YES ND DONT KNOW
1. Did you go to an cutpatient mental health and/or substance O O O
use treatment program or provider, such as a psychiatrist
or counselor?
YES NO DONT KNOW
2. Did you receive psychiatric rehabilitation services such as a O O O
day program or PRP services?
YES HD DONT KNOW
3. Did you participate in a mental health and/or substance use O O O

self-help group?

PHYSICAL HEALTH SERVICES

YES NO DON'T KNOW
4. Thinking about your physical health care, do you have a O O O
primary health care provider?
L. [fYes, to your knowledge, did your primary health care O O O
provider and your mental health and/or substance use
provider speak with each other about your treatment?
&. In the past year, did you see a medical professional for a O O O
check-up or because you were sick?
2017 Survey of Maryland Consumers Page 1
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STATEMENTS ABOUT OUTPATIENT MENTAL HEALTH AND/OR SUBSTANCE USE SERVICES YOU RECEVED

Please indicate your agreement or disagreement with each statement by checking either “strongly agree”, “agres”,
“meutral”, “dizagre=", or “strongly disagree”. If the statement is about something you have not experienced, check “does
not apply™.

STRONGLY STRONGLY DOES NOT
AGREE AGREE NEUTRAL  DESAGREE DESAGREF APPLY
7. 1like the services that | receive. O O O O O O
8. If1had other choices, | would still get services O O d O O O

from this provider.

a
|
O
a
a
a

8. I'would recommend this provider to a friend or
a family member.

10. The location of services was convenient. O O O O O O

11. 5taff were willing to see me as often as | felt |:| [ | |:| |:| |:|
W3S NEeCessary.

12. Staff returned my calls in 24 hours. O O O O O

13. Services were available at times that were good O O O O O
fior mee.

14. | was able to get all the services | thought | needed. [ O O O O O

15. | 'was able to see a psychiatrist when | wanted to. O O O O O O

16. Staff here believe that | can grow, change, and recover. O O O O O O

17. | felt comfortable asking gquestions about my O O O O O O
treatment and medication.

18. | felt free to complain. O O O O O

19. | was given information about my rights. | [ |:| |:| |:|

20. 5@ff encouraged me to take responsibility for how O O O O O O

I live my life.

a
|
O
[
a
a

21. Staff told me what side effects to watch out for.

O
O
O
O
O
O

22, 5taff respected my wishes about who is and is
not to be given information about my treatment.

23. 1, not staff, dedded my treatment goals. O O O O O O

O
O
O
a
a

23 5@aff helpad me obtain the information | needed so O
that | could take charge of managing my illness.

a
O
O
a
a
a

25. l'was encouraged to use CONSUMEr-run programs,
such as support groups, drop-in centers, crisis phone

line.
26. Staft were sensitive to my cultural or ethnic background. O O O O O O
7. Staff respected my family's religious or spiritual beliefs. [] O O O [ [
8. Staff treated me with respect. O O O O O O
29. 5taff spoke with me in a3 way that | understood. O O O O O O
Page 2
Page36

Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page37
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page38
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



%)2#/"% 2
& + oo+ -1 : 4 4 +  $
< 4 =4 1 >?
l .II 5& " " ///+
$ <. 4 . =4 | >?
I( #+
@4 - ; 4; i< <- 44 347 #0 1+
@! .4 # & 4( .-44 #a & 4 /
#&+ ( [* * | 4 4 4 +$ 4 :
/ 1 #4 & 4 < --4 4 < 4
4 4 3 4 + +
*F
1% . & 23
)4 #4 & 4 1#& 2 ;4 A 4 4 +
/ 4 - #8 +
14 (" " 25( " 6 23
4 + - A - 4/
4 4 + )4 < < 4 + 4 !
14 4 4 - 4 - +
1( O n # # " " /3
$ 4 A ; 414 4 4 # +$ 4
4 .4+
2 ; 0774000461,&
(" 6 # " /1
* A ;4 / 9
= B (# 'Fo( 2 ; 674,164 768

Page39
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Fl'%2 )

)4 : 4 4 +
6 $ 4 4 4 4 3 ;
| 4 4 ?
A
" # LS
8 $ 4 / 4 4 / . 4
4 / /| 64/ 64 ! / . ?
A
31>7? ># L $? F6 F§( $5
" #MLS$3!I>? ># L $? F6 F8( $5
$ 4 / 4 4
4 ;o ?
A
" # L $
$ 4 / 4 4 4 3 ;
64 . /| 4 .?
A
" #MLS$
& $ 4 / 64 . . -4
4 -4 4 / 4 4 ; / . ?
A
" # L $
t $ 4 ,4 ,9
A
3B F 05

" # B$3B F 05

4 3 4 - 4 -4 9
A
" # BS$
0 )4<.: 414 4 4 | 4 4 4 4
?
A

3B F 675
" # B$3B F 675

Page40
Maryland’s PBHS: 2017 Consumer Perception of Carev8y — Detailed Report



Flre2 )3 < B "% 5

1 ) < - ./ 4 | 4 4 4 4 3
, <-4 4 4 4 | ?
A
" # LS
67 $ 4 / 4 / 4 / 4 4
4 <6 4 - <2
A
" # LS
Page41

Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Fl'oe2 )3" < B "%
-$ . ;4 4 4
4 + . -4
- .4 [ $ 4
; 4. 4
)'# " N% ) 2%)'# O
66 ( /% -44
4 +
68 $4 4 4
6 $4 4 4
6 )4 4 . 4 <
-4 4 +
6& $ 4 4 <
-4 434 - ;
6, $ 4 |
+
6 )4 4 3
- 4 +
60 )4 -
+
61 - ; 4
- +
87 . 44 -
4 +
86 44 -
4 +
88 -4
8 !
T+
8 <-4 - 4 %
+
8& -
4 ;<
8, $

Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report




Flre2 )3

)4 B < 4- 4 4 ; 4
4 4 + -4 4 4
- / 4 . /. / / + $
4 ; 4 4 B / +
)'# "2 N% ) 2%)'# O
8. 4 4
+
80 4 . ;7 -4
;o +
81 4 . ., -4
4
7 4 ; 4
3 - <+
6 4 ; -4
4 . .- +
8 $ -4 4
-+
4 ; 4 .
4 4 - +
4 ; 4
4 ;4 +
& 4 4 4 4
+
, 4 4 < +
)4 B < 4 -4 4 4 +
-4 4 +
)'# "2 N% ) 2%)'# O
$< - -4 -
4 $ <+
0 $4 4 3 ;
<.-4; 4 |
Do+
1 $ /1$- 4 4 $
+
7 $4 -4-4 %
D; 4.+

Page43
Maryland’s PBHS: 2017 Consumer Perception of Carev8y — Detailed Report




Flrooza )3" < B "% 5

)4 < ./ [; 4 4
-4 4 - +
)'# "2 N% ) 2%)'# O
6 ( /% -4 4
4 4
8 $ 14 / # 2
A
3B '5
" # L$3B '5
8 &- -4 4 -4 # ?
" !
9 1
n $ |
# $ #
' 9 # !
* # L$
)4 4 +)4 < +
Page44

Maryland’s PBHS: 2017 Consumer Perception of Carev8y — Detailed Report




Page45
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page46
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page47
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page48
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page49
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



Page50
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



EF
%

%

3"
'$

%

?

Pageb51
Maryland’'s PBHS: 2017 Consumer Perception of Care/8y — Detailed Report



%




