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IN THE LOOP

The official newsletter of the Family Satisfaction Team (FST) at HopeWorx Inc.

We are the Family Satisfaction Team (FST). We hope you
enjoy ourissue of In the Loop. In this issue you will find Black

2 & :q? ' !fy ti History Month resources, results from our 2023 inpatient
( GISTACTION satisfaction survey, Valentine's Day activities, as well as
- leam . .
HopeWorx Inc. other events, opportunities, and resources. Email us any
) suggestions to familysatisfactionteam(@hopeworxinc.org
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Virtual and in-person
events, activities, and
resources!

BHM Activities
in Philly

. NAMI Sharing
Hope virtural
community
conversation
series

The Charles L. Blockson Exhibition
in the Centre Theater

Children's Books BLAM! BLACK LIVES ALWAYS

to Celebrclte MATTERED!
Black Culture

Click HERE ON EXHIBIT AT THE BLOCKSON EXHIBITION
NOUVEMBER 2023 THROUGH APRIL 2024



https://www.montcopa.org/3683/Black-History-Month
https://www.montcopa.org/3683/Black-History-Month
https://www.montcopa.org/3683/Black-History-Month
https://www.montcopa.org/3683/Black-History-Month
https://www.montcopa.org/3683/Black-History-Month
https://www.montcopa.org/3683/Black-History-Month
https://www.visitphilly.com/articles/philadelphia/black-history-month-in-philadelphia/#black-history-month-at-the-african-american-museum-in-philadelphia
https://www.visitphilly.com/articles/philadelphia/black-history-month-in-philadelphia/#black-history-month-at-the-african-american-museum-in-philadelphia
https://www.visitphilly.com/articles/philadelphia/black-history-month-in-philadelphia/
https://www.pbs.org/parents/thrive/childrens-books-to-celebrate-black-culture
https://thecentretheater.com/gallery/#Main-Exhibit
https://thecentretheater.com/gallery/#Main-Exhibit
https://namikeystonepa.salsalabs.org/joinussharinghopecommunityconversations?wvpId=b5f8587d-71cc-4eeb-aeef-c55b8df96ad0
https://namikeystonepa.salsalabs.org/joinussharinghopecommunityconversations?wvpId=b5f8587d-71cc-4eeb-aeef-c55b8df96ad0
https://namikeystonepa.salsalabs.org/joinussharinghopecommunityconversations?wvpId=b5f8587d-71cc-4eeb-aeef-c55b8df96ad0
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https://namikeystonepa.salsalabs.org/joinussharinghopecommunityconversations?wvpId=b5f8587d-71cc-4eeb-aeef-c55b8df96ad0

Sunday, February 11, 2024
12:30pm-2:00pm"

Can broccoli make you giggle? How much
dance is too much dance? And does your
house have feelings? In this one-time-
only master class workshop, Autism
Drama students will work with two of the

performers and creators of the zany comedy |~ .
for all ages Broccoli, Roosevelt, & Mr. House "
to learn some theatre games, move their
bodies, and - above all - have fun!

" For'More Information '
EMAIL: Sheridan@TheatreHorizon.org

WWW.THEATREHORIZON.ORG



Other Upcoming Community Events

Lunar New Year Celebration

Year of the Dragon

1 O 9 Pearl S. Buck International

12-3 PM Prizes! Games! Music! - Tours - Traditional Dresses + Costumes - Chinese
Yoyo Demo - Dumpling Tasting - Puppet Show - Traditional Dance

o e tor mars
T Neurodiversity and Autism %«é
X

Resource Event

16 9 Neumann University Bruder Ggm
Offering a variety of PD and trainings on Neurodiversity and autism for
10_3 PM families, law enforcement, first responders and community partners.

Get connected with and support from different organizations that work
with and for neurodiverse individuals and their families.

click here for more

25th Annual
IRl Autism Acceptance Day

2" Q@ The Philadelphia Zoo

Autism Resource Fair - Autism Merchandise - Sensory Stations - Advocacy
Meet Up - Weighted Blanket Demos - Craft Areas - Princesses - Heroes -
10-4 PM Characters - Quiet Areas - Raffles - Jugglers - Steve Pullara and His Cool
Beans Band - Giveaways and Much More!!!

click here to register

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org



https://pearlsbuck.org/lunar/
https://delcodsig.org/event/save-the-date-neurodiveristy-and-autism-resource-event/
https://www.eventbrite.com/e/autism-acceptance-day-at-the-philadelphia-zoo-tickets-805078460347?aff=oddtdtcreator
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Help with "

utility pills

\\ | /‘:/ ' ¢
If you have a low income, you may qualify for ; / )
help paying your phone and internet bills and =

help paying for heating, cooling, and
weatherizing your home.

)
)

usa.gov/help- GLIGK HERE
with-utility-bills 5 TOR MORE 7
INFORMATION

GREATER POTTSTOWN AREA

FUEL OIL ASSISTANCE

\‘,

-

»

APPLY HERE ¢

pottstowncluster.org/

oilassistance

Pottstown Cluster%
F RELIGIOUS COMMU
.....................................



https://www.usa.gov/help-with-utility-bills
https://www.usa.gov/help-with-utility-bills
https://www.usa.gov/help-with-utility-bills
https://www.pottstowncluster.org/oilassistance/
https://www.pottstowncluster.org/oilassistance/

A NEW ONLINE TOOL

TO BETTER CONNECT PENNSYLVANIANS

WITH FOOD, HOUSING, CHILDCARE AND
MORE

SEARCH AND CONNECT
TO SUPPORT.

 Financial assistance
e Food pantries
« Medical care

AND OTHER FREE
OR REDUCED-COST F'A NAVIGATE
HELP STARTS HERE.

PA-NAVIGATE.ORG


https://pa-navigate.org/

FamilyWorx

Family Peer Support & Advocacy Program

Family members sharing information, support, and advocacy
services with Montgomery County Families whose children or youth
are facing behavioral health concerns. All services at FamilyWorx are
provided free of charge.

WHAT WE DO

* Support families when navigating
the child serving systems-
including education, juvenile
justice, behavioral health, and
more

» Assist parents and caregivers in
understanding their child's rights
and responsibilities

* Help families prepare for and
attend school and community
meetings

* Provide information, referrals,
training, and support to families
and community partners

For more information please contact:

Lisa Radcliffe
Program Supervisor
Iradcliffe@hopeworxinc.org
610-618-2059

Clare Higgins
Program Director

: _ chiggins@hopeworxinc.org
Visit our page on the HopeWorx website 484-672-1446

www.hopeworxinc.org

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org


https://www.hopeworxinc.org/what-we-do/familyworx/

WHAT HAPPENS TO FST
SURVEYS?

AFTER THE SURVEY @fQ

\)
If you or a family member have completed a survey with ()

FST, you might be wondering what happens to survey data &L

once it is collected. Below is a brief overview of the
ANALYZING

process FST follows to share survey feedback with
providers, the county, and community stakeholders.

STORING DATA

e Your survey responses are stored
securely until data collection closes.

e FST checks to make sure no
identifying information (names,
descriptions, locations) are included
in comments. We do this to make
sure that no one can identify a
family by their responses.

MAKING RECOMMENDATIONS

A summary infographic is prepared

An report of findings across all providers
for that particular service is shared with
the county

FST prepares individual provider reports
highlighting strengths and areas for
improvement

FST also prepares PowerPoint
presentations for providers  with
recommendations based on YOUR
feedback as well as state and national
guidelines for behavioral health services.

e FST looks for themes across
families’ comments

e Calculates percentages & averages
in quantitative data.

e FST compares data across
providers, across parents and
youth, and across previous years’
survey data (if available).

CLOSING THE LOOP

e FST devotes a part of provider
presentations to the final step in the
county’s QI process called Closing the
Loop.

e Providers have two weeks to fill out a
form identifying what they did well,
AND a goal plan to incorporate family
feedback from the survey. Providers
identify how long it will take for them
to achieve this goal & the county and
FST stay updated on progress.

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org



Family oatistaction Team ——

o RESIDENTIAL TREATMENT FAGILITY  yozee
(RTF) SATISFACTION SURVEY

Our team is independently contracted by Montgomery County to
gather feedback regarding families’ experience with behavioral
health services. With this feedback, the county can provide services
in the community that are driven by the needs of families. Our goal
is to advocate for families and to amplify the family voice.

Participation in this study is voluntary. Your name will not be
attached to your responses. Anything you share may be shared with
the county, providers, and community stakeholders.

Who Can Complete the Survey?

Montgomery County youth age 14-18 & their

/oy parents/ caregivers
+ Magellan Behavioral Health as either primary or
secondary insurance
/ + Discharged from a Residential Treatment
Facility (RTF) between January 2022- Sept 2025

Questions? Please do not hesitate to contact:

PCJI‘T'IC.lmeS Caitlin Kelley, FST Program Supervisor
. ckelley@hopeworxinc.org
recelve (610)-618-6540 ®
$10 Amazon .
e s Family
RNGWRy~— <& Satisfaction
“= 8 - Team

HopeWorx Inc.

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org



* Family Satisfaction Team your N
INTENSIVE BEHAVIORAL HEALTH  ™*7rees
SERVICES (IBHS ) SATISFACTION SURVEY

Our team is independently contracted by Montgomery County to
gather feedback regarding families’ experience with behavioral
health services. With this feedback, the county can provide services
in the community that are driven by the needs of families. Our goal
is to advocate for families and to amplify the family voice.

Participation in this study is voluntary. Your name will not be
attached to your responses. Anything you share may be shared with
the county, providers, and community stakeholders.

Who Can Complete the Survey?

Montgomery County youth age 14-18 & their

/7oy parents/ caregivers
+ Magellan Behavioral Health as either primary or
secondary insurance

/ + Discharged from a county-designated IBHS
service provider between August 2022-August
2023
o 1_ Questions? Please do not hesitate to contact:
POﬁlClpOn 5 Caitlin Kelley, FST Program Supervisor
. ckelley@hopeworxinc.org
receive (610)-618-6540 ®
$10 Amazon — — :
doard  EorWos i Family
e_glﬁ car g_?\\m.cgjgx ~ 9@ satisfaction
e = - Team

HopeWorx Inc.

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org
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Sa*ura’ay Feb. 10 Call 610-287-9349 «_—~%
[0 am-2 pm fo pre- regisfer./ \

T
(Siop ChA"
S .

S
pennypacl(ermills@montgomerycountypa.gov

Valentine’s Day Fudge

Indulge in the sweetest Valentine's Day treat with this easy 4-ingredient
fudge! A heartfelt dessert that's perfect for sharing with your loved ones.

o

24 oz white chocolate chips

14 oz can sweetened condensed milk
1 tsp vanilla extract

1/2 cup valentine’s day sprinkles

1.Prepare a 9x9 square pan by lining it with parchment paper, making
sure to cover the sides.

2.In a large bowl, microwave white chocolate and sweetened condensed
milk for one minute. Stir well until smooth. If needed, microwave foran e
additional 30 seconds. "

3.Add vanilla extract and 1/4 cup of sprinkles to the mixture. Quickly
transfer it to the lined pan, spreading it evenly. ‘

4.Sprinkle the remaining sprinkles on top and press them down into the
fudge.

5.Refrigerate the fudge until it becomes cool and firm.

6.0nce firm, cut the fudge into squares and store in an airtight container.
Enjoy!

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org
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The Family Satisfoction Tﬂm (FST) conducts suhsfm:hon sureays with yourh a
?enence with nrwmo health services provided in
sod treatrment service for chuld.mnf-r:u

rents/caregivers) o
npatient italization |s a 21!
emaotional or behovioral crisis thot cunnel bq

&
hn\qulullzmlon Is stabilization and a retum fo The least restrictive freatment environment.

SURVEY RESPONDENTS

2023 YOUTH INPATIENT

HOSPITALIZATION SURVEY

H w (r;md 1h¢:r

QM mnm

ir the cgmmunlr',r airm of npurn

Mnnrgomm; County youth with PA Hmmmmu nl eithar their primary or

secondary insuronce who wera dischar gnd SEVEN  County-
m designated rs batwran April 1, 2023 md Slmnmbcr 30, 2023 ware
invited to participate in this survey. Parents and cu'aghms of children up to
age 18 who met above criterla ware also oligible to icipata.
e ml-:ms;cmsswms @vnum (AGE 14+)
(2)CHILOREN (AGE 13 & UNDER)
-H'mmij. Detaited somple demographic dato ore available upon request
7 HM@ INGS
HE%EES t?gm lfrul'rm'\'m'.l-I:r.h'l P"rinuph: (Insrad elow). WJ;’:’T&"‘&W‘; ?:Iiwﬂa
family satisfaction. but also to what degree families felt the service delivery
model reflected trauma-infermed care principles.
wery SN, sonop, h Shce - Chog, ;;}‘:m
0O © © §3 0 0O
CULTURAL
EMPOWERMENT,
HIS‘MHI;;IU.ESBEHUER VOICE, + C E
Youth
S
Youth felt theywere treated with dignity + respect Q ” orAgree”
76% Their treatment plan induded their strengths.
Parents fielt staff treated child with dignity + respect.
S 68% TRANTRUST (2N
Parentsfek staff were sensilive to all aspects of entiy. L
24 YOUTH said Agree” or “Agree”
PEER SUPPORT @ 9 there was 3 e ore mermbar o
Whether youth
mldﬂ':llt
SDHE“ helpful to
?A}s s.ppumdhya

“The best part is the pum You really connect
with them and they've through the saome
thing. It* srmlvvm opvnnndcum ting spoce.”

~Youth on “What wes heipful during inpotient”™

sadsla!frahedtoﬂ'ahmrgdearw
“[THE UNITITREATS YOU LIKE A PERSOM, NOT JUST A
PATIENT. THEY SPEAK TO YOU ON THE SAME LEVEL AND
THAT MAKES ME MORE COMFORTABLE TO BE OPEN.
-Youth cormment

COMPLAINT/GRIEVANCE PROCESS

Ermmnm n:nmen pmﬂsmd

OVERALL SATISFACTION
Parents and youth were asked overall how satisfied they
werewith the services received at the faclity.

Parents Youth
63% cistiedoverat  65% satished overal

ﬂfuwfdﬁ;‘l armed a ot of e coping shills ond | use
i the
m Wmllﬂrulmm i
~Youth an “VWhat was hejpfud duuring inpatient™
Tt cllownd e o conmgkrtely foous on ryself and put rmyselffiest. |
ety coping shills, and | con use these positie shills instead
negative coping cutside of here. | needed o support systemand |had
that thane which halped me"

-Youth on “Whot wos belpful during inpatient”

scffthey ok comfortable
115% vours Eﬂ:m Agee” a'u:;;;

COLLAEORATION +
MUTUALITY

. 1S 63%
Parents incicated that staff sought famidy/s inputin
planning the goaks for their child's treatment.

SAFETY + CLEANLINESS @

I 55%
Parents said they had “No™ concems about
the safety of the emironment..
o 84%
Parents said they had "Na” concemms about
the deaniiness of the emircnment..

PRIOR USE OF SERVICES

Parents indicated their child was
recening menital health treatrment
prior to hospitalization

CRISIS PLANNING BEFORE
HOSPITALIZATION

Parents said "Yes" their child had a
aisis plan prior to hospitalization

76%

72%

“OUR DAUGHTER FELT SAFE THERE AND TOLD US
SHE FELT CARED FOR."

~Pavent Comment

EVALUATING SATISFACTION

hen analyzin findings, FST acknowledges that while
satlsf1ct|0n has ecreased in all dimensions of inpatient care
compargd 1o pPrior years, it is un::]oa.r whather famihi&s areé mMmore
dissatisfied, or neutral. An overview of family satisfaction across
dimensions is below..

ACROSS LEVELS OF SATISFACTION.
Overall, how satisfied were you Owverall, hew satisfied were you
‘ with preparation for discharge? with your family's inclusion in
your childs treatment?
54% very Sutisfedssacistied 5% Very SatisfiedsSatisfied
SatisfiedDissatisfied
TR RARDA 18% Nelther Satisfied/Dissatisfied
f# TE. FST Interviewers offer families the option of responding “H/A"
amilies feel a question is not applicable. In addition, families are

reminded that they can skip any question they like. Thorefure it is
unllhnly that families are recording neutral ‘responses in ligu of
N/A" or skipping a question.

WHAT
WENT
WELL...

PARE AlD:

« Staff treated their family with dignity and
respect.
= Staff used clear language [no jargon).

= Some parents highlighted inpatient being a safe
place for their child to stabilize.

YOUTH SAID:

= There was at least one member of staff they were
comfortable talking to.

+ Peers in the facility helped some youth feel less

alone.
Theywere helpful in working with my child and Provided asafe space formetoget
them another: better and helpme feel not so alone.
helping develop. safiety plan, help! :

AREAS FOR MPROVEMENT ..

TRANSPARENCY

= Lack of consistent cornmunication between staff and families
were identified by parents as a barrier.

+ Despite increases from prior years, most pareqts and youth
were NOT informed of how ta file a complaint/ grievance.

COMMUNICATION (ﬁ%\ zhealandiny o &m

-Parent Voice
~*7 WHAT FAMILIES WANT:

» |ncreased interaction with clinical
staff.

+ Parentswanted more
information regarding
medication and options.

+ Communication with the child's
school,

| feed B2 e [the

gone over Trectnnent options
edicotions and effiects before
Ui possiok: oving 0 T-yeor-

Onefirne edCotions Wosone rl;:
wors escolated, ond they colled us in the middie of
and asked ¥ it was ok o give her medcotion fo
heer deswn They put me on the-spot ond it needed on
Ididn'tfeed prepored toanswer.

frnnot a doctor, | don't know cbout medicotions ond their
effects | need folock mmmttwmu

ﬂﬂr&nﬂhﬂn wmidmwm
Wh options o i'uy o

-H:IUI‘I‘MHI:I

FAMILY INCLUSION

Families wanted their voice included
in treatment and discharge planning.

Parents overall did not feel staff cared
about the entire family.

Some youth wanted to make
suggestions for treatment activities
(e.q., art therapy).

Parents wanted their concerns about
medication to be taken into account.

Spmaists
WMmm
mmammmmwm
Ak LR “Youth Voice
Athink more
)
muchofasayinanyhigand wereletin




PARENT/YOUTH COMPARISON
FST observed several differences in reported experiences between parents/caregjvers and youth.

STRENGTHS-BASED PERCEIVED
SUPPORT

TREATMENT PLANS
e 85%  FST measured famibes perception of whether
Ym%ﬁ%ﬁ@m'orww %mmnpbuemraﬁmmuf
HONEVER... YOUTT
GO 58% oo
S ITTER T
transition out of

e, T
RESPECT &
DIGNITY
PARENTS

B8% T
YES encugh supportin
place 10 ransition out

ofinpatient.

o 76%

Parents felt their childwas treated with dignity + respect.

T 72%
Youth fell thesy were treated with dignity + respect.

Co I 70%

Parents felt THEY were treated with dignity + respect.

COPING SKILLS

T 7 1%

Youth said "SironglyAgree”or Hgree” they felt they
developed approprise coping 4.
o 1 56%
Parents said "Strongly Agree”or “Agree’ inpatient
et COMMMUNITY SUPPORTS
TRUSTING STAFF S e
the transition cut ofinpatient :

o 75% Eﬂ.:ﬁ.'lls o
Lo e
T 53% AL i M
Parents said "StronglyAgree” o Agre” they = Activities inthe
could trust staff * Supportgroupfor

COMPARISON WITHIN FAMILIES 1 =15

responding from the had similar responses to survey
m%mummmﬂmhﬁm

mwmmwm
== SUPPORT DURING DISCHARGE
. “Strongly Agree” or

* 67% Youth “Srongly Agree” or “Agree" they felt they had encugh support
“Agree” they felt inpatient helped them nptacemudi‘pmt
develop appropriate coping skils. * 47% Parents reported or

. gmpa.&?s ) W‘Fﬁ wmg@uﬂémhﬂﬂ@d
.@E |m[ Ehﬁd S.HIH'E in transition
child develop appropriate coping skils. inpatient.

OMMMUNITY SUPPORTS DURING G
RANSITION OUT OF INPATIEN a=fl =

» BOTH parents and youth highlighted MentalBehavioral 0= —

Health Resources. S —

When comparing
= Limited subgroup(n=15)
*  Sunveyswere condicted at different times.

descharge.
o Al parent surveys concucied after discharge.
» Reflected across 4 of 7 faclites.

RECOMMENDATIO

 farmilies itfs important (o note:

o Mot youth sunveys conductied within the faclity dose o

RECOMMENDATIONS

@ FROM FAMILIES

Recommendations below are derived from what fomilies shared. Recommendations are advanced
under guidance of SAMHSA'S Trouma Informed Care Principles and the PA CASSP Principles.

Share Feedback with St
REVIEW AND COMPARE FINDINGS.

» Review findings and compare with internal satisfaction data to
highlight any trends.

HIGHLIGHT SUCCESSES.
» Families highlighted elements of positive interaction with staff.
Incorporating positive staff feedback in supervision and staff

training may help staff continue to build on the strengths

they've exemnplified.

CONSIDERATIONS FOR IMPROVEMENT.
* Review comments regarding safety of youth and cleanliness of

the facility.
* Opportunities to revisit cultural competencies and staff

professionalism may be beneficial.
o Targeted training for LGBTQIA+ sensitivity for staff.
= Review best practices so staff are consistently providing
trauma-informed care.

RECOMMENDATION

Communication & Inclusion of Family Voice

CLARIFY COMMUNICATION EXPECTATIONS WITH FAMILIES.
» Review the frequency of contact parents can expect from

clinical staff.
Several parents highlighted wanting more access to clinical

staff.
Parents also highlighted how satisfied they were with

access to floor staff.
+ Review nuances of parent participation for youth aged 14+,

INCLUDE FAMILY VOICE.
¢ Increase commitment to family inclusion throughout

treatment and the discharge process.
= Several parents reported lack of inclusion as well as refusal of

inclusion in their child's treatment.

RECOMMENDATION
Align Parent Youth Perception
CLOSE GAP BETWEEN PARENT AND YOUTH EXPERIENCE.
= Efforts to support parent involvernent and/or updates on
treatment may be one avenue to align family and youth
satisfaction.
= Parents and vouth differed on:

» Treatment plan inclusion of youth's strengths.
» Perceptions of youth's development of coping skills,
= Presence of supports for the transition out of inpatient.
» Feeling treated with dignity and respect.
» Preparedness for discharge.

RECOHHENDA"iI
Discharge Planning

EXPLORE FAMILY AND YOUTH SENTIMENT AROUND LACK OF INCLUSION IN

DISCHARGE PLAMNING.
* Youth and parents reported wanting to be included more in

discharge planning.

CONMECT INTERESTED FAMILIES WITH COMMUNITY SUPPORTS.

» Acknowledge waitlists for services.
* Looping family peer to parents interested in peer support

during discharge planning may help parents feel more
supported during the transition out of inpatient.




UPCOMING PROJ

Residential Treatment
(RTF)

Youth age 14+ & their parents/caregivers may be
surveyed after discharge.

Data collection closes September 30 2025

Upcoming:

IBHS

Youth age 14+ and parents/caregivers
of children up to age 18 are eligible.

Data collection closes March 2024

More Details:

All data shared with FST by families is de-identified to
protect families. All surveys are conducted via
telephone, online, and in-person (where permitted). All
of our survey respondents receive a $10 Amazon e-
gift card via email or mail. Eligibility criteria varies. If
you are interested in responding to a survey or if you
have suggestions for survey questions, please contact
familysatisfactionteam@hopeworxinc.org

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org



Parent/Caregiver Virtual Support Group

Sponsored by FamilyWorx Family Peer Support & Advocacy Program

Parents and caregivers, you are not alone! Please join us for a virtual family
support group for parents/caregivers of children (pre-school to young adult)
with behavioral health concerns. There you can connect with other parents
who share similar experiences, learn about resources, receive non-
judgmental support, and share stories of hope and strength.

All support groups are co-facilitated by Family Peer Support Partners

2nd and 4th Thursday of
every month

(excluding holidays)

7:00-8:00 pm

Join us via Zoom from the
comfort of your home

* A one-time pre-registration is Registration is required:
required for sessions. A Zoom link will
be provided in the confirmation email

For more information,
please contact:

https://us02web.zoom.us/meeting/register/
tZckcOqorzkpHdMKz60 _rOXpV]jyi9SAEKNCG

Lori Warren
Senior Family Peer Support Partner
lwarren@hopeworxinc.org
484-672-1610

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org
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Calling parents/caregivers to serve

on a Complaint or Grievance Panel
Help improve the behavioral health system!

Who can serve on a panel?
« Members or guardians who have experience with receiving behavioral health care or have

children who receive care.
- Are willing to prepare for a panel and to maintain confidentiality. This may require several hours

of preparation.
. Are willing and able to listen to statements and comments about the case, prior to the panel

meeting.
. Are willing to process and ask questions about the information presented.
. Are willing to engage in discussion and make a group decision about the information presented.

What is it like to serve on a panel?
As a member of a Complaint or Grievance Panel you will be:
- An informed and active participant in the complaint and grievance reviews process for
HealthChoices members.
- A part of a team that includes Magellan members, providers, Magellan staff and county staff.
- Provided with information about the complaint or grievance, information regarding guidelines and
regulations, and presentations from review participants.
. Able to support the team in understanding the member's/representative's perspective.
. Able to participate in a discussion with the other panel members regarding the information shared.
. Asked to help decide the outcome of the complaint or grievance.

What will panel members receive?

- Training on the processes and information on how to serve on the panel.
- A travel stipend to cover the cost of getting to and from the reviews.

How do | get involved?

For more information, please contact
John Botiger at 1-877-769-9784

For permission to cite or copy please contact familysatisfactionteam@hopeworxinc.org



Program Contacts

HOPEWORX TEAMS

Family Satisfaction Team (EST)

-family & youth survey team

FamilyWorx Click on the links

-family peer support & advocacy team to learn more
AdvocacyWorx

-adult peer support & advocacy team

Community Satisfaction Team (CST)

-adult survey team

CommunityWorx

-micro community open 3 days a week

Independent Monitoring for Quality (IM4Q)

-developmental disabilities survey team

COMMUNITY RESOURCES

Montgomery County Children's Behavioral Health Guide

Student Assistance Program (SAP)

Mobile Crisis provided by Access Services
1-855-634-HOPE(4673)

Teen Talk Line provided by Access Services
call 866-825-5856, text 215-703-8411 or email
teentalkline@accessservices.org



https://www.montgomerycountypa.gov/2895/Student-Assistance-Program
https://www.montcopa.org/DocumentCenter/View/28748/Childrens-Behavioral-Health-Services-Guide-July-21-Electronic-Version?bidId=
https://www.accessservices.org/services/mobile-crisis-support/
https://www.accessservices.org/services/peer-teen-line/
https://www.hopeworxinc.org/what-we-do/family-satisfaction-team/
https://www.hopeworxinc.org/what-we-do/community-advocates/
https://www.hopeworxinc.org/what-we-do/familyworx/
https://www.hopeworxinc.org/what-we-do/community-satisfaction-team/
https://www.hopeworxinc.org/what-we-do/communityworx/

