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1.1 What is YES-CMO?  

YES –CMO is a questionnaire which is designed to gather information from people 

with lived experience about their experience of the support they receive from 

community managed organisations (CMO’s).  The measure has been co-designed 

with mental health  service users across Australia.  

YES-CMO provides an opportunity for CMO’s to work in partnership with service 

users. The anonymous feedback can be used as part of existing quality 

improvement processes to help create services that people want to see.  

The YES-CMO questionnaire has been tailored to meet the specific needs of the 

CMO sector. NSW Health, Being and the Mental Health Coordinating Council  

(MHCC) have partnered together to pilot the measure with interested CMOs to 

determine if the measure should be implemented more broadly in NSW. 

 

1.2 Development of YES-CMO 

The Your Experience of Service questionnaire was developed nationally to 

measure service users experiences of care. It was released for use in public mental 

health services in 2015. Since then a version was released in 2017 for use in the 

CMO sector, YES-CMO. The YES-CMO is broadly consistent with the public service 

version. There have been minor changes to the wording and some questions to 

better suit the CMO sector. Further information about the development of the 

questionnaires can be found at https://www.aihw.gov.au/reports/mental-health-

services/mental-health-services-in-australia/national-mental-health-committees/

mental-health-information-strategy-standing-committee/your-experience-of-

service-survey-instrument  
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1.3 Why measure the service user experience?   

The service users’ experience should be at the heart of everything that CMOs do.  

The feedback received about the service user experience is important because:  

 Service users should feel they are being listened to and their feedback 

matters   

 CMO’s need to understand the impact they have on service users 

 It helps to drive better care outcome and service improvement   
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1.4 YES-CMO pilot    

The YES-CMO project commenced in 2018 to pilot a consistent approach to 

experience measurement in NSW CMO’s . The introduction of the measure 

allows CMO’s to compare service users’ experience and  create opportuni-

ties for service improvement.  

The YES-CMO Working Group was established in 2018 and has representatives 

from various CMO’s, the Mental Health Coordinating Council  (MHCC) and 

the Ministry of Health. This group have been tasked with providing support in 

the planning and implementation of the YES-CMO measure and providing 

ongoing support for the duration of the project. 

The CMO’s eligible to participate in the pilot include those that:   

 Are funded by the NSW Ministry of Health (either directly or via Local 

Health Districts) 

 Provide specialist mental health support or care  

 Are funded and reported within the NSW Mental Health Budget.   

This project has been made possible through the joint partnership of the NSW 

Ministry of Health, Being and the  MHCC.   
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2.1  How many questions are there?  

The YES-CMO questionnaire has a total of 38 questions, comprised of: 

  

 23 experience questions  

 5 outcome questions  

 2 free text questions  

 7 demographic questions  

 1 Additional Question (Q29) - Net Promoter Score—specific to NSW 
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2.2 Rating scales  

YES-CMO uses three rating scales: 

1. Frequency Scale  

 Never,  Rarely, Sometimes, Usually, Always , Not Applicable  (Questions 1-18)  

2. Performance Scale  

 Poor, Fair, Good, Very Good, Excellent  (Questions 19-28)  

3. Likelihood Scale  

 Likert Scale of 0-10—Net Promoter Score (Question 29)  
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2.3 YES-CMO Domains  

YES-CMO covers 6 broad domains. These are the same domains as the public 

sector YES Questionnaire and Mental Health Carer Experience Survey (CES). 
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3.2 When to offer a YES-CMO  

The YES-CMO should be offered when a service user leaves the service. If a 

CMO has service users that have long periods of contact, then a YES-CMO 

should be offered routinely to those people (e.g. every quarter). 

It is ok for a service user to say no to completing the questionnaire. 

If a service user asks for assistance to complete it is ok for staff to help. 

3.1 Which service users should be offered a YES-CMO ?  

The YES-CMO should be offered to all service users aged over 18. CMO’s may 

chose to offer to service users under 18 if they feel it is appropriate. Currently 

the questionnaire is only available in English , however a translator can be used 

for people where English is not their first language. 

During the process of offering YES-CMO, staff should ensure that they:  

 Provide the service user the YES-CMO brochure which provides more infor-

mation about the questionnaire and how their information is used.  

 Inform service users that the questionnaire is voluntary and they do not 

have to answer all the questions.  

 Be open and willing to answer any questions that service users may have 

about the questionnaire and emphasise the value the organisation places 

on receiving responses.  

 Assure service users that their confidentiality will be maintained and re-

sponses cannot be used to identify them. 

 Offer support to service users to complete YES-CMO.  
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3.3  What happens once the service user completes the 

questionnaire?  

Once the questionnaire has been completed on paper, it is placed in a        

pre-paid envelope.   

The sealed envelope can be:  

 Put into the mail  

 Given to staff  

 Place the questionnaire in the collection box for that service 

All questionnaires are then sent to a PO Box that is emptied by a scanning 

company regularly.  The questionnaires are scanned and all the responses are 

covered into a data file which is sent to the Ministry of Health.   
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3.4 Data Storage and Reporting  

Every month the Ministry of Health will receive a file from the scanning 

company with the results of each questionnaire received in the previous month. 

This file is uploaded and stored in a secure server. 

The file sent to the Ministry of Health does not include any information to identify 

individual service users. The results of the questionnaires will be identified back 

to teams using a unique code. This code is stamped on the front of each 

questionnaire. The Ministry of Health does not know what team is assigned to 

each code. 

Once a quarter the Ministry of Health will generate reports that will be sent 

back to CMOs via the Mental Health Coordinating Council to use for service 

improvement . 

See section 5 for more details about the reporting. 
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3.5  What do I do with the results?  

Once CMOs receive their reports they are encouraged to work with service 

users to identify areas for improvement. 

See section 6 for more detail about the action and change process. 
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3.6 Managing risk  

At times, service users may use the questionnaire as a way to raise 

significant issues that have legal or safety implications.  YES-CMO is 

designed to provide anonymous feedback to services and should not be 

used for complaints.  

If a service user wishes to make a specific complaint or raise a specific 

allegation, they should consider discussing these with a support worker or 

service manager in the first instance.  Other options include lodging the 

complaint with the NSW Ombudsman or the Health Care Complaints 

Commission (HCCC). 

Each CMO is required to review the free text data for any potential legal 

and safety concerns and actions must be taken to investigate or address 

such issues as they arise. If you need further advice on how to respond to 

feedback provided in YES-CMO, please speak to your Service Manager or 

Team Leader.    

CMO’s should also review all raw free text prior to further distribution and 

remove any names or personal identifying information. This includes the 

names of staff or other people who are using the service.  
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3.6 Do’s and Don’ts  

Do’s Don’ts 

When identifying your service  

 Stamp or write your team code in 

the box on the top left hand corner 

of the form  

 Only use the service code which 

has been provided for your team 

 Place your service code outside of 

the box provided  

 Write your service name on the form  

 Leave the service box blank  

 Use the same code for multiple 

teams  

When making YES-CMO available   

 Display YES-CMO posters and 

brochures  

 Make YES-CMO available in waiting 

rooms or at service locations  

 Identify specific protocols for your 

service around who and when to 

offer YES-CMO  

 Identify a key staff member or  YES-

CMO Champion’s who can provide 

staff support with YES-CMO 

 Refuse a service user who has 

requested YES-CMO  

 Force a service user to complete a 

YES –CMO 

 Photocopy the YES-CMO form as the 

scanners are unable to read copies  

 

PART 3: IMPLEMTATION OF YES_CMO 
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3.6 Do’s and Don’ts continued 

Do’s Don’ts 

When service users complete YES-CMO  

 Offer assistance to help them 

complete the questionnaire 

 Encourage them to use the pre-

paid envelope.  

 Create a YES-CMO collection box 

for your service  

 Send completed questionnaires 

directly to NSW Ministry of Health 

 Send any other documentation with 

the questionnaires  

 Include any personal information with 

YES-CMO 

When you receive your YES-CMO results  

 Display results for service users to 

see  

 Discuss results with individual 

teams  and service users. 

 Use results to identify areas for 

service improvement  

 Display qualitative comments/ service 

user comments or feedback that 

identifies individual staff members or 

service users.   

When implementing Action and Change   

 Have a process for reviewing YES-

CMO feedback and change 

 Include service users in service 

improvement activities  

 Use YES-CMO data when 

determining service priorities  

 Promote service improvement 

activities  

 

 Miss opportunities to improve your 

service  

PART 3: IMPLEMTATION OF YES-CMO 
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PART 4: FREQUENTLY ASKED QUESTIONS  

 4.1 What happens once the questionnaire is complete?  

Once the questionnaire has been completed on paper, it is placed in a pre-paid 

envelope.   

The sealed envelope can be:  

 Put into the mail  

 Given to staff  

 Place the questionnaire in the collection box for that service 

All questionnaires are then sent to a PO Box that is emptied by a scanning 

company regularly.  The questionnaires are scanned and all the responses are 

covered into a data file which is sent to InforMH.   

4.2 What if I have lost their envelope?  

If service users cannot find their pre-paid envelope they can write the 

following address on a standard envelope and mail their questionnaire 

YES/CES  

Reply paid 3975  

SYDNEY NSW 2001 

As this is a reply paid address, there is no need for service users to pay for 

postage.  
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PART 4: FREQUENTLY ASKED QUESTIONS  

4.3 When to offer YES-CMO 

CMOs should offer YES-CMO consistently to service users across their 

organisation. Services are advised to offer the questionnaire to service 

users when they leave the program, or, if service users have long episodes 

of care then at regular intervals such as every 3 months.  This will allow for  

comparison between teams and ensures that all service users will be 

provided with an opportunity to complete YES-CMO.  

 

4.4 Who can offer YES-CMO?  

All staff should be able to offer YES-CMO to service users.  If you have any 

concerns or questions about how to offer the measure or what to say to 

service users,  please refer to section 4.9 for further information.  

 

 

4.5 Why do we use codes to identify teams  

A code is used to identify teams so that there are no mistakes identify teams 

with similar names.  Codes ensure that teams can be differentiated without 

identifying service users.  
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PART 4: FREQUENTLY ASKED QUESTIONS  

4.8 What do I do if I can’t find the service code stamp?  

If you can’t find the stamp simply write the unique code for the team in the 

‘service’ box in the top left hand corner of the front page of the 

questionnaire.  

 

4.7 Is formal consent required?  

As the YES-CMO questionnaire is being used for the purposes of service 

improvement rather than research, formal consent is not required. If a 

service user completes the questionnaire, it is implied that their 

consent is being provided.  

4.6 How should service users be invited to complete the 

questionnaire? 

 During the process of offering YES-CMO, staff should ensure that they:  

 Provide the service user the YES-CMO brochure which provides more 

information about the questionnaire and how their information is 

used.  

 Inform service users that the questionnaire is voluntary and they do 

not have to answer all the questions if they feel uncomfortable.  

 Be open and willing to answer any questions that service users may 

have about the questionnaire and emphasise the value the 

organisation places on receiving responses.  

 Assure service users that their confidentiality will be maintained and 

responses cannot be used to identify them. 

 Offer support to service users to complete YES-CMO.  
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PART 4: FREQUENTLY ASKED QUESTIONS  

4.9 What do I say when offering YES-CMO?  

When first introducing the questionnaire to service users,  it is useful to have 

a standard spiel that can be used when offering the questionnaire.  

An example of how to approach provided below:  

 

“I would like to invite you to complete a questionnaire which asks 

about your views on the services and care provided by our 

organisation. We would really appreciate your feedback.  

The Your Experience of Service Community Managed Organisations 

questionnaire has been developed with input from mental health 

service users. It is about your experiences of care in this service. By 

completing the questionnaire, you can let us know what has been 

good or not so good about your experience. Your experience is 

important to us and the results from the questionnaire will be used to 

help us improve the services we provide. 

The questionnaire is voluntary and all responses are confidential. Staff 

only the see overall results based on all the results of the questionnaire 

for this team. We can then use this information to make improvements 

to the way we work.  

 This brochure explains a little more about the questionnaire. You can 

keep this.  

 Take some time to read it now or take it with you to read later if you 

like. It includes more information about why we’re doing the 

questionnaire. You are able to contact us if you have further questions 

that you would like to ask us later on”   
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PART 4: FREQUENTLY ASKED QUESTIONS  

4.10 Can I provide assistance to complete the 

questionnaire?  

It is strongly recommended that staff are available to assist service users 

to complete YES CMO. There are some limitations to assistance that staff 

should provide.  

As a general guide:  

 Staff can read out the questions as  listed on the form  

 Assist in explaining any phrasing or terminology that the service user 

requests  

 Staff should not rephrase the questions or put the question into their 

own words  

 Staff should not try to directly influence service user responses  

 Wherever possible, it is recommended that a staff member who has 

not been directly involved in the care of the service user should be 

made available to assist  

4.11 Should some service users be excluded?  

Organisations are strongly encouraged to make the questionnaire 

available to all service users.  

Caution should always be exercised to not cause distress to the service 

user.   There may be situations where offering the questionnaire is identified 

as counterproductive, such as when:   

 A service user is too distressed or unwell at the time the questionnaire 

would usually be offered  

 A service user is too cognitively impaired to complete the 

questionnaire and asking them to complete the questionnaire would 

cause distress.  

Staff members may be required to exercise their personal or clinical 

judgement when deciding whether offering the questionnaire at a 

particular time is appropriate.  
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PART  4: FREQUENTLY ASKED QUESTIONS  

4.12 How to encourage high numbers of returns  

There are a number of ways that your  organisation or service can 

maximise the number of questionnaires returned for your service:  

 Assign a YES-CMO champion who can coordinate or monitor the 

progress of the questionnaire internally.  

 Inclusion of peer workers (where available) and other members of 

staff in the process of administration will promote ownership.  

 Establish an organisation wide process to promote the questionnaire 

through staff briefings. 

 Using the promotional resources, poster and brochure, to raise 

awareness of the questionnaire and its aims.  

 Display actions that have occurred as a result of feedback received.  

4.13 Which questionnaire do people in the FCMHP 

complete?  

The Family and Carer Mental Health Program  (FCMHP) provides support 

services for carers. As carers engaged in the program are the primary 

service users, they should be offered the YES-CMO questionnaire.  

Family members or other people who support carers in the FCMHP  of  are 

able to complete the carer measure once it is available.  

4.14  Who can I contact for more information?  

If you have further questions about YES-CMO, please contact your YES-

CMO Champion or you can contact InforMH at the Ministry of Health via 

phone on (02)8877 5120 or email informh@health.nsw.gov.au  
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PART 5: ANALYSIS AND REPORTING  

5.1 YES-CMO reports 

All reports will be at the individual team level and sent to CMOs quarterly from 

the Mental Health Coordinating Council. The reports include:  

  Team report 

·       The average score out of 5 for each questions 

·       The average score for all CMOs out of 5 for each question  

·       The proportion of responses scores 1 – 5 

·       The NPS score 

·       The average NPS score for all CMOs 

·       The distribution of detractors, passives and promoters 

·       The teams rating compared to the last quarter 

    Raw data 

·       Excel file 

·       Results for each question 

    Free text questions 

·       Word document 

5.2 Invalid questionnaires and exclusions 

There are some circumstances where it is not possible to report YES-CMO 

data for a team. These include;   

 

 If the service code on the front page of the questionnaire is missing  

 If there is an invalid service code used  

 If the service name has been used instead of the team code  
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PART 6: ACTION AND CHANGE  

6.1 What to do once you receive your reports 

Action and Change is the process of using YES-CMO feedback to support 

staff and services users work together to improve services.  

CMO’s can use YES-CMO reports to identify areas of strength and areas in 

need of improvement. 

Action and Change Templates will also be available for each service. 

These can be displayed at service locations and will demonstrate to service 

users what improvements have been made as a result of their feedback.  

6.2 Action and Change Framework  
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5.6 Practical tips for making change  

Below is a list of useful tips that can assist your service use YES-CMO feed-

back to make improvements to your service.  

 Don’t wait for the number of 

questionnaires  to dictate that you 

can start an action & change 

project. Use what you have. 

 Identify lowest scoring questions & 

domains. Use your qualitative data 

to get practical ideas. 

 

 Discuss, plan & review any changes 

with service users & peer workers. 

 Have opportunities for the team to 

openly discuss ideas & changes 

 Make YES-CMO available routinely 

to service users every 3 months or 

when they are discharged from the 

service. 

 Have conversations with service 

users about what could be better 

 Set up regular meetings with 

service users, carers & staff to 

discuss YES -CMO feedback & 

brainstorm ideas or include in 

existing groups 

 Keep all staff informed/collaborate 

& involve people as much as 

possible 

 Make YES-CMO a standing item at 

team meetings and discuss data  

along with other information when  

planning change 

 Make small changes while you 

plan big ones 

PART 6: ACTION AND CHANGE  
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PART 7: RESOURCES  

7.1 What resources are there?  

Starter packs will be provided to each CMO who is participating in the pilot of 

the questionnaire. These resources have been specifically designed to promote 

the YES-CMO questionnaire and to provide service users with information about 

the measure. Each CMO is responsible for  purchasing the material on an 

ongoing basis. The available resources which are included in each starter pack 

include:  

Questionnaire +  

reply paid envelopes  

Brochure  

Poster  



 23 

Service Handbook and Implementation Guide  

PART 7: RESOURCES  

7.2 Digital Resources  

Additional digital resources, including two promotional videos for staff and 

service users are available on the MHCC website at http://www.mhcc.org.au  

YES-CMO service user promotional  video  

 

YES-CMO staff  promotional video 



 24 

Service Handbook and Implementation Guide  

PART 8: YES-CMO QUESTIONNAIRE 
8.1 YES-CMO Questionnaire  

THE YES-CMO QUESTIONNAIRE IS NOT AVAILABLE FOR SELF PRINT AND THE SAMPLE IN THIS GUIDE IS INCLUDED 

FOR REFERENCE ONLY.  PLEASE SPEAK TO YOUR YES-CMO CHAMPION OR TEAM LEADER IF YOU REQUIRE FURTHER 

COPIES OF THE QUESTIONNAIRE.  
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PART 8: YES-CMO QUESTIONNAIRE 

8.1 YES-CMO Questionnaire  
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PART 8: YES-CMO QUESTIONNAIRE 

8.1 YES-CMO Questionnaire  
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PART 8: YES-CMO QUESTIONNAIRE 

8.1 YES-CMO Questionnaire  
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PART 8: YES-CMO QUESTIONNAIRE 

8.1 YES-CMO Questionnaire  


