
Consumer Perception Survey Data
EBP Symposium

April 3-April 4, 2017
Rikke Addis, M.A. and Steve Weatherbee, Ph.D.



TOPICS
• Consumer Perception Survey – California 

Data Collection
• Data analysis pilot – demonstration
• Feedback and data use examples
• Discussion: 

How do or should we use satisfaction data? 
What role does satisfaction data play in outcomes tracking?
What are barriers/challenges with gathering satisfaction data?



Consumer Perception Data 
Collection in California

• Goal of the survey: To collect data for reporting on the federally determined 
National Outcomes Measures (NOMs)

• The Substance Abuse and Mental Health Services administration (SAMHSA) 
requires reporting on NOMs

• Receipt of federal Community Mental Health Services Block Grant (MHBG) 
funding is contingent upon the submission CPS data

• CIBHS oversees the data processing of the CPS data for the state of California

• Recently initiated a pilot to test the use of eBHS for CPS survey data

Reference: DHCS MHSUDS Information Notice 15‐045



The National Outcome Measures 
(NOM) Purpose (SAMHSA)

“The Substance Abuse and Mental Health Services 
Administration (SAMHSA) has identified 10 domains 
for National Outcome Measures (NOM). The 
domains embody meaningful, real-life outcomes for 
people who are striving to attain and sustain 
recovery, build resilience, and work, learn, live, and 
participate fully in their communities. The NOMs 
matrix represents the beginning of a state-level 
reporting system that, in turn, will create an accurate 
and current national picture of substance-abuse and 
mental-health services.”

http://www.centerforebp.case.edu/resources/tools/national‐outcomes‐measures‐nom
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CPS Data – Demonstration

Ability to filter 
data based on 
data fields 
from the 
survey

Two different types of analyses 1) Domain scores (Likert 
scale), 2) Percentage of clients who answered ‘agree’ or 
‘strongly agree’ 



CPS Survey Pilot
• Step 1: Build basic analytics in eBHS

 Likert Scale – average scores
 Satisfaction rates

• Step 2: Solicit county to assist in 
developing meaningful report templates

• Step 3: Open up system to interested 
counties for feedback and testing



Goal of CPS Pilot
• To use every piece of data collected
• Collect feedback from counties on system 

and analyses
• To continually improve the way data is 

reported based on given feedback
• To make data easily accessible to counties



CPS Pilot Feedback

Please rate the overall look of eBHS Excellent 13%
Fair 13%
Good 75%

• For the most part the software is easy to use.
• Very user friendly and reacted quickly when forms were submitted/updated during the live demo.
• had some problems with the print feature.
• The web service provided by CIBHS runs very quickly considering the amount of data that must be 

processed. The information that is presented is color coded, which makes deciphering the data simple.

How user friendly eBHS? Somewhat 38%
Very 63%

• Enjoyed the direct‐entry aspect for clients and clinicians.
• Learning how to navigate through the different menus of eBHS was straightforward. The webinars available 

allowed me to better understand the purpose of certain filters and tabs.
• it would be  nice if errors were explained or not allowed.   

Please rate the usefulness of the CPS data 
in eBHs

Not very useful 13%
Somewhat useful 25%
Very useful 63%

• The sub‐tabs take a little understanding to set up each piece of the data pull, it would be nice for it to 
default with all sessions of the survey then be able to filter down from there.



If applicable, please let us know what external 
reporting requirements the CPS analyses in 

eBHS can help meet

• Beneficiary satisfaction (EQRO, DHCS, Title 9, etc.).
• The CPS analyses in eBHS can help our department better 

understand external issues regarding clients. They may have 
barriers such as their living situations that may prevent them from 
reaching their goals. The results of the CPS provided by eBHS will 
help us analyze what those barriers may be in order to further help 
in their recovery.

• DHCS Audits, EQRO.
• We will use the  data/reports both internally and externally - results 

shared with staff, stakeholders,  community, auditors, etc.



If applicable, please let us know what internal reporting 
requirements the CPS analyses in eBHS can help meet

• Goal setting around low client scores.  Program planning around 
team success and needs.

• The CPS analyses in eBHS can help identify internal issues in our 
organization that can be improved in order to help clients receive the 
best level of care. The eBHS results could reveal that clients may be 
unhappy that staff members are not returning their calls within a 
certain time frame. This gives our organization the opportunity to 
discover why this is occurring and improve the process of returning 
calls.

• Contract Compliance, reporting of CPS data to clinics and 
contractors.

• We will be reviewing the data in our QIC meeting next week.



Data Use Example
Napa County

• Reviewed data and found lower scores in 
the ‘Perception of Social Connectedness’ 
domain

• Initiated a Performance Improvement 
Project (PIP) based on the results

• Conducted focus groups with stakeholders 
to better understand the data



electronic Behavioral Health 
Solutions (eBHS)

• eBHS is a flexible web-based platform that enables custom development to 
support unique organizational needs for data gathering, data management, 
and organizational work flow application development, individual and 
aggregate statistical reports with dynamic graphing and custom reporting

• Platform developed by Steve Weatherbee, Ph. D., founder of eCenter
Research, Inc. – specializing exclusively in Software as a Service for mental 
health and addictions treatment providers



Discussion – what do you think?

How do or should we use satisfaction data?

What role does satisfaction data play in outcomes 
tracking?

What are barriers/challenges with gathering    
satisfaction data?
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