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PART 1: INTRODUCTION TO YES-CMO

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 (CMQO'’s). The measure has been co-designed
with mental health service users across Australia.

YES-CMO provides an opportunity for CMQO’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

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 infroduction of the measure
allows CMQO'’s to compare service users’ experience and create opportuni-
fies for service improvement.

The YES-CMO Working Group was established in 2018 and has representatives
from various CMQO'’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 CMQ'’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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PART 2: STRUCTURE OF YES-CMO

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

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).

Making a difference (Q24, 25,26,27,28)

*How the team has contributed to the outcomes for individuals. It includes socal and emotional wellbeig and
physical health

Providing information and support( Q9,20,21,22)

*How the CMO works for the individual. It includes resources such as written information, a care plan and access to
peer support

] Valuing individuality (Q6,17,18)

*How the CMO meets the individuals needs. It includes senstivity to culture, gender and faith and the importance of
personal values and beliefs.

Supporting active particpation (Q8,10,11,15,16)

*How the CMO provides opportunities for engagement, choice and involvement in the process of care delivery.

Showing respect (Q1,2,4,5,7,13,14)

*How the CMO provides the individual with a welcoming environment where they are recognised, vaued and
treated with dignity.

— Ensuring safety and fairness (Q3,6,12)

*How the CMO provides indivudals with a physically and emotionally safe environment.

Additional Questions (Q29, 23)

*The NSW version of YES-CMO as been tailored to meet the specific requirements of the sector and service users.
*(029 has been added and asks how likely service users would be to recommend the service
*Q23 sits outside of established domain structure and asks how about the convenience and location of services.

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

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

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.
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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:

J Put into the mail

J 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.

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 tfeams 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 | 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.

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 hames or personal identifying information. This includes the
names of staff or other people who are using the service.
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PART 3: IMPLEMTATION OF YES CMO

@E] 3.6 Do’s and Don'ts

Do’s

Don’ts

When identifyi

ng your service

M

|Zl 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

x] X [¥]

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
tfeams

When making YES-CMO available

Display YES-CMO posters and
brochures

Make YES-CMO available in waiting
rooms or at service locations

ldentify 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

11
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PART 3: IMPLEMTATION OF YES-CMO

@D 3.6 Do’s and Don’ts continued

Do’s Don’ts

When service users complete YES-CMO

|Z[ Offer assistance to help them Send completed questionnaires
complete the questionnaire directly to NSW Ministry of Health

|Z[ Encourage them to use the pre- Send any other documentation with
paid envelope. the questionnaires

Create a YES-CMO collection box Include any personal information with

for your service YES-CMO

When you receive your YES-CMO results

|Z[ Display results for service users to Display qualitative comments/ service

see user comments or feedback that
identifies individual staff members or
service users.

=

Discuss results with individual
teams and service users.

X

Use results to identify areas for
service improvement

When implementing Action and Change

Have a process for reviewing YES- Miss opportunities to improve your
CMO feedback and change service

Include service users in service
improvement activities

Use YES-CMO data when
determining service priorities

N KN K K

Promote service improvement
activities

12
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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:

o Put intfo the mail

o 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 intfo a data file which is sent to InforMH.

4.2 What if | 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.

13
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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 feams
with similar names. Codes ensure that teams can be differentiated without
identifying service users.

14
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- 4.6 How should service users be invited to complete the
-I 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.

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.

4.8 What do | do if | 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
guestionnaire.

15
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4.9 What do | say when offering YES-CMO?

When first infroducing 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 fo 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 fo
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 litfle more about the questionnaire. You can
keep this.

Take some fime 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”

16
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PART 4: FREQUENTLY ASKED QUESTIONS

4.10 Can | 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 noft 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.

17
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4.12 How to encourage high numbers of returns

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

18
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PART 5: ANALYSIS AND REPORTING

\ 5.1 YES-CMO reports

All reports will be at the individual tfeam 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

19
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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.

(((C

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

Data Collection
Hearing from people who use
the service about their
experiences of using mental

health services
Data Analysis

Putting consumers views
together to find common
experiences and feedback

K Reporting and
Feedback

Using the information
gathered to let services know
where they can improve

20
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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.

|Z[ Don't wait for the number of

questionnaires to dictate that you
can start an action & change
project. Use what you have.

Discuss, plan & review any changes |Z[

with service users & peer workers.

Make YES-CMO available routinely

to service users every 3 months or
when they are discharged from the
service.

Set up regular meetings with
service users, carers & staff to
discuss YES -CMO feedback &
brainstorm ideas or include in
existing groups

Make YES-CMO a standing item at
team meetings and discuss data
along with other information when
planning change

|Z[ Identify lowest scoring questions &

domains. Use your qualitative data
to get practical ideas.

Have opportunities for the feam to
openly discuss ideas & changes

Have conversations with service
users about what could be better

Keep all staff informed/collaborate

& involve people as much as
possible

Make small changes while you
plan big ones

21
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PART 7: RESOURCES

7.1 What resources are there?

Starter packs will be provided to each CMO who is parficipating 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:

araex.

YES-CMO Tr

Your Experience of Senvice-
Community Managed Drganisations

YES-CMO Yy
............ Your Experience of Service -

[ St e Community Managed

paamnre O OOOO Organisations

e e fom e ¢

ooood
ooooo
ooooo
ooooo
ooooo
ooooo
ooooo
oooooo
oooooo
oooooo

Questionnaire +

S Brochure
reply paid envelopes

YES-CMO W

Your Experience of Service -
Community Managed
Organisations

Poster
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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

Ask a staff member for a
copy of the YES-CMO
questionnaire today

YES-CMO service user promotional video

TheYES-CMO
questionnaire is now
available

YES-CMO staff promotional video

23
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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.

Service:

YES-CMO ¥}

Your Experience of Service -
Community Managed Organisations
‘Your feedback is important. This questicnnaire was Completion of the questionnaire is voluntary.

developed with mental haalth consumers. It is based All information collacted in this questionnaire is
on the Recovery Principles of the Australian Maticnal anarymaous. Mone of the information collected wil

Standards for Mental Health Servicas. It aims to be used to identify you. It would be helpful if you
help mental health services and people accessing could answer all questions, but please laave any
such services to work together to build batter questicn blank if you don't want to answer it.

services. If wou would lika to know more about the
questicnnaire, please ask for an information sheaet.

orexchavesion e e XTI L]

These questions ask how often
we did the following things...

Thinking about the care you have recelved from this
service within the last 3 months or less, what was
your experlence in the following areas:

:

5 3 E g £

§ 2 5 B 3%
1. You falt comfortable using this sarvice |:| |:| |:| |:| |:|
2. Staff showed respect for how you were fealing |:| |:| |:| |:| |:|
3. You falt safe using this service I:I I:I I:I I:I I:I
4. Your privacy was respected |:| |:| |:| |:| |:|
5. Staff were positive for your future |:| |:| |:| |:| |:|
. e e ok atioce ey LT
7. Staff made an effort to contact you when you wanted |:| |:| |:| |:| |:|
. :%i:;c;:iu::;;gthestaﬁinmlmd in your support or care |:| |:| |:| |:| |:| |:|
e OO0 OO0

You had opportunities for your family and friends to ba
1o irvohved in your suppart or care if you wanted |:| |:| |:| |:| |:| |:|

Mot Applicable
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YES-CMO

Your Experience of Service -
Community Managed Organisations

Service Handbook and Implementation Guide

PART 8: YES-CMO QUESTIONNAIRE

8.1 YES-CMO Questionnaire

These questions ask how often
we did the following things...

Thinking about the care you have recelved from this
service within the last 3 months or less, what was
your experlence In the following areas:

Your apiniors about the involvement of family or friends in
WOur support or care were raspected

The facilities and envirenment met your needs (such as
12, cleanliness, private space, toilets, access to facilities to make
a drink, mesting recms, et

You had cpporunities to help improve the servica if you
13, wanted (such as attending meetings to give your opiniors
ar wigws)

14.  You were listened to inall aspects of your support or care

Staff worked as a team in your support ar care (for example,
sharing information and attending meetings with you)

You had opportunities to discuss your support or cara needs
with staff

17, The support or care available met your needs

Staff talked with you about wour physical health in a way that
was useful

These questions ask how well
we did the following things...

Thinking about the care you have recelved from this
service within the last 3 months or less, what was
your experlence In the following areas:

Information available to you about this service {such as how
18, the service works, what to expect, how to maks a complaint,
upcoming charges that may affect you, etc.)

20. Explanation of your rights and responsibilities

Access to peer support (such as information about pear

i warkers, referral to peer programs, advocates, etc.)

Development of a plan with you that addresses all of your
22, support or care neads (such as accommaodation, advocacy,

employmant, haalth, etc.)

Convenience of the location of the service for you (such as

2% accessto parking or transport, distance from your home, atc.)

o _&

Mot Applicable

NN
HiNINANINEN

HENIEEN

HiNINANIN
NN
NI
NN
NN

Excellent
Mot Applicable

N

NN
NN

NN NN
NN
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YES-CMO

Your Experience of Service -
Community Managed Organisations

Service Handbook and Implementation Guide

PART 8: YES-CMO QUESTIONNAIRE

8.1 YES-CMO Questionnaire

As a result of your experience with the service In E
the last 3 months or less please rate the followlng:

24,

25

26,

28,

Excellent

a
The effact of the service on your hopefulness for the future |:| |:| |:| |:| |:|
E EfT!Et of the service on your ability to manage your day to |:| |:| I:' |:| I:'
The effect of the service on the management of your phiysical haalth |:| I:I |:| I:I |:|
The effect of the service on your overall well-being |:| |:| I:I |:| I:I
:I;;e]m:_l;]g:‘twh;uuld you rate your experience with this sarvice inthe |:| |:| |:| |:| |:|

How likely would you be to recommeand this servica to your family or friends if they required

a similar service?

Please provide any extra comments

0.

3.

zat O—O—0O0—0-0O0-00C-0C-0-00uay

My experience would have boen bettar if..

The best things about this service wera...
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YES-CMO

Your Experience of Service -
Community Managed Organisations

Service Handbook and Implementation Guide

PART 8: YES-CMO QUESTIONNAIRE

8.1 YES-CMO Questionnaire

As a result of your experience with the service In E
the last 3 months or less please rate the followlng:

24,

25

26,

28,

Excellent

a
The effact of the service on your hopefulness for the future |:| |:| |:| |:| |:|
E EfT!Et of the service on your ability to manage your day to |:| |:| I:' |:| I:'
The effect of the service on the management of your phiysical haalth |:| I:I |:| I:I |:|
The effect of the service on your overall well-being |:| |:| I:I |:| I:I
:I;;e]m:_l;]g:‘twh;uuld you rate your experience with this sarvice inthe |:| |:| |:| |:| |:|

How likely would you be to recommeand this servica to your family or friends if they required

a similar service?

Please provide any extra comments

0.

3.

zat O—O—0O0—0-0O0-00C-0C-0-00uay

My experience would have boen bettar if..

The best things about this service wera...
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YES-CMO

Your Experience of Service -
Community Managed Organisations

Service Handbook and Implementation Guide

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

The information in this section helps us to know if we are missing out on feedback from
some groups of people. It also tells us if some groups of people have a better or worse
experience than others. Knowing this helps us focus our efforts to improve services.

Mo information collected in this section will be used to identify you.

Which of the following best describas your gendear identity?

|:| Male I:I Farmale |:| Maon-binary/gender fluid

|:| Diffarent identity {pleasa specify)

Do you consider yourself to ba?
I:I Lazhian, gay or homosexual |:| Straight or heterosexual |:| Bisexual

I:I Quear |:| Different identity {please spacify)

What is the main language you speak at homa?

I:I English |:| Other (please specify)

Ara you of Aboriginal or Torres Strait Island origin?

I:I Mo |:| Yas - Aboriginal |:| Yas - Torres Strait Islander

I:I Yas- Aboriginal and Torres Strait Islander

What is your age?
25to 24 years

[]
5
2
5
B
i
[]
5
g
<
5
@

L]

55 to 64 years

How long have you bean receiving support or care from this servica?

I:I Lozs than 24 hours |:| 1day to 2 waeks |:| 3 to 4 weeks
I:I 1to 3 months |:| 4 to & months |:| More than 6 months

Did someone halp you complate this questionnaira?

) ) as - language or
|:| E |:| es - family or friend |:| cultural interpreter 2
Yes - consurmer worker Yas - another staff membar |:| 5
or peer worker from the servica Yas - someone alse H

Thank you for your time and comments, o
Please place the completed questionnaire in .l (
w the erwelope provided and return by mail: BE‘lng" EDEC..“

YES/CES
NSW  reply paid 3975 i iemt e
GOVERMMENT Sydney NSW 2001 Australin Gowsmmant Departmant of Haakh
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