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Overview

One way to ensure that services are responsive to consumer needs is to collect information from youth
and families about their satisfaction with services and their perspectives on the quality of services. In San
Diego County, data on consumer satisfaction was collected through the Youth Services Survey (YSS), which
is completed by all youth (ages 13+) and all available parents/caregivers regardless of the youth/client
age. The majority of questions on the YSS focus on satisfaction with the provision and results of services.

This report focuses on results of the YSS from the May 20-24, 2024 survey administration period. Two YSS
measures were independently evaluated: YSS compliance and YSS results. Due to the ongoing COVID-19
pandemic, YSS data from March 2020 to present may not be directly comparable to previous
administration periods.

YSS compliance is determined by using Client ID numbers to compare the number of clients receiving
services as reported in Cerner Community Behavioral Health system (CCBH) to the number of clients who
submitted surveys during the May 2024 YSS period. During the survey period, 107 (7.2%) of the 1,482
completed forms did not match to a client with a billed service. There are several reasons why this may
have occurred: 1) Client ID number error on the survey, 2) delays in billing data entered into CCBH; i.e.,
client got a billed service, but it had not yet been entered in CCBH at the time of data download, or 3)
client should not have been given a survey (client had an open treatment episode, but did not receive a
billed service during the YSS period).

YSS results are calculated directly from submitted surveys. The YSS gives a snapshot in time of youth
receiving behavioral health services, and whether client data changes with duration of services received.
Specifically, the YSS provides data regarding consumer perception of services received.

Individual items on the YSS are grouped into seven domains for analysis:
1. General Satisfaction

Perception of Access

Perception of Cultural Sensitivity

Perception of Participation in Treatment Planning

Perception of Outcomes of Services

Perception of Functioning

Perception of Social Connectedness

Nowuhs~wnN

Clients may receive multiple services from more than one program during the YSS period; therefore, a
single client may submit multiple forms. Results are evaluated by item and by domain, at the systemwide,
level of care, and program levels.
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Key Findings—May 2024

1. May 2024 was the fourth hybrid administration (electronic and paper form options) of the YSS in
San Diego County. The number of completed surveys with usable data decreased from 74% (1,812
of 2,457) in May 2023 to 68% (1,482 of 2,168) in May 2024.

2. As compared to May 2023, parent/caregiver satisfaction on the Perception of Outcomes of
Services domain increased nearly three percentage points, and increased nearly two percentage
points on the Perception of Functioning domain. Parent/caregiver satisfaction on the Perception
of Access domain decreased nearly two percentage points. Among youth, satisfaction on the
Perception of Access domain decreased nearly four percentage points, and decreased nearly two
percentage points on the Perception of Participation in Treatment Planning domain. Youth
satisfaction increased nearly two percentage points on the Perception of Outcomes of Services
domain.

3. The County process objective of 80% of clients submitting a YSS form was not met in May 2024:
1,499 (48%) of the 3,092 clients receiving a service during the administration period submitted a
YSS form.

4. The County outcome objective of 80% of clients responding “agree” or “strongly agree” for at
least 75% of the satisfaction survey items was met for both parents/caregivers and youth.

5. Both parents/caregivers and youth were most satisfied with the Perception of Cultural Sensitivity
domain and least satisfied with the Perception of Outcomes of Services domain.

6. Parents/caregivers reported higher satisfaction than youth on every domain.

7. The greatest disparity in satisfaction between youth and parents/caregivers was found on the
Perception of Participation in Treatment Planning domain.

8. Satisfaction and perception of outcomes varied among different levels of care in the Behavioral
Health Services for Children and Youth (BHS-CY) system. Some levels of care had very few
clients/families submit completed surveys, making relative satisfaction difficult to accurately
gauge. On average, youth receiving Therapeutic Behavioral Services (TBS) services were most
satisfied, and youth receiving Residential services were least satisfied.

9. Satisfaction and perception of outcomes also varied widely among different racial/ethnic groups.
Among clients whose race/ethnicity was known, Black/African American and Hispanic youth and
their parents/caregivers reported the highest satisfaction averaged across domains. Asian/Pacific
Islander youth and their parents/caregivers reported the lowest satisfaction averaged across
domains. Youth endorsing more than one race and their parents/caregivers reported the lowest
satisfaction on the Perception of Cultural Sensitivity Domain. Of note, only five surveys were
submitted for Native American youth, thus they were excluded from this analysis.

10. On average, satisfaction was highest among parents/caregivers of children ages 0 to 11 years.
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BHS-CY Process Objective

Providers are tasked with the administration of a YSS survey to every client (and/or parent/caregiver)
receiving a service during the survey period. The process objective set by the County is 80% of eligible
clients submitting a YSS form; this objective was not met in May 2024. The process objective is calculated
using the number of clients served during the survey period, as opposed to the number of forms received.
In the current survey period, 1,499 (48%) of 3,092 clients receiving an eligible service submitted a YSS
form, and 1,127 (36%) of 3,092 clients receiving an eligible service completed a YSS form.

BHS-CY Outcomes Objective

Approximately 2,200 survey forms were submitted for the May 2024 YSS (1,343 forms from
parents/caregivers and 825 forms from youth). Nearly 1,500 of the forms were completed and had usable
data (892 forms from parents/caregivers and 590 forms from youth). Overall, 68% of the forms that were
turned in were completed. Reasons for non-completion include refusals, access/technical issues,
language issues, impairment, parent/caregiver not available (e.g., for a child in out-of-home care), and
parent/caregiver or child not showing up for a scheduled appointment.

The first 15 items on the YSS address satisfaction, while the remaining items cover client demographics,
outcomes of services, and involvement with police and schools. The County has established an outcome
objective for the satisfaction items which applies to all contractors: Aggregated scores on the Youth
Services Survey (YSS) and the Youth Services Survey Family (YSS-F) shall show an average of 80% or more
of clients responding in the two most favorable categories (Agree and Strongly Agree) for at least 75% of
the individual survey items. Countywide data on the outcomes objective are presented in this report.

Parents/caregivers were more satisfied with services than Youth respondents. Since the outcomes
objective was initiated in November 2006, parent/caregiver scores have been above 80% for all of the
satisfaction items on the survey, and the objective has been met. For youth respondents, the scores are
lower; this has been true since the inception of these YSS measures. In May 2024, the County’s objective
was met for both caregivers and youth. Two individual items fell below the threshold of 80% of youth
responding favorably: “I helped to choose my services (73.8%), and “I got as much help as | needed
(78.5%).”

Percent of Items Meeting BHS-CY Outcomes Objective
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