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I. Policy
A. Measurement of consumer satisfaction with services received is an essential component of the quality assurance process.  Consumer expressions of satisfaction with services are important for accountability, contract administration, feedback and improvement.

B. The CMS Contract indicates that the CMS Quality Assurance process should include a methodology to survey consumers, customers and partners and report their satisfaction with the CMS.  

1.       Surveys should also be solicited from court employees, jurists, FIA, detention staff, subcontract providers, etc.  Findings should be incorporated into the CMS’s Annual Program Report and program improvement plan.

C. Separate consumer satisfaction instruments are available for survey administration to juveniles and families (Exhibits 1000.8-A through 1000.8-D).

D. CMS and JAC consumer satisfaction instruments may be administered to accepted, probation, and at-risk juveniles, following either dis-enrollment (CMS), or the completion of Services (JAC).

II. Definitions
None

III. Procedures
A. The CMS should administer Satisfaction Surveys to juveniles and their families following wardship termination and/or dis-enrollment.

1. The satisfaction survey instruments in Exhibits 1000.8-A and 1000.8-B are specific to the CMS role in the delivery of services. 

2. Questions on the survey should be read aloud to each respondent in person.

3. Responses should be maintained by the CMS. 

B.
JAC Satisfaction Surveys to juvenile and families should be administered following the delivery of Assessment Services.

1.
The satisfaction survey instruments, Exhibits 1000.8-C and 1000.8-D, may be administered to juvenile and families who received services from the JAC.

2.
Questions on the survey should be read aloud to each respondent in person.

3.
Responses should be maintained by the JAC. 

IV. Exhibits
Exhibit 1000.8-A
CMS Survey – Juvenile Version

Exhibit 1000.8-B
CMS Survey – Parent Version

Exhibit 1000.8-C 
JAC Survey – Juvenile Version

Exhibit 1000.8-D
JAC Survey – Parent Version
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None 

