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Our Mission

Increase customer service standards and practices across our state and locally
through efficient use of resources, both human and financial.

2010 Goals

Goal # 1: Share Information with all Customer Service Workgroup members.

Objective

Responsible persons

Supporting programs

A. Members of the Customer Service Workgroup
are encouraged to share information with
each other to promote good Customer
Service across the state.

a) Bring ideas and documents to the regular
workgroup meetings to share with all
participating CMHSPs.

b) MACMHB will be asked to include links to
CMHSP web sites to allow members to easily
access other CMHSP Customer Service
information

C) MACMHB will be asked to include space
on their web site to post significant pieces of
work under the Customer Service link

All Customer Service
Workgroup members

Georjean Knapp & Tim
Ninemire

Georjean Knapp & Tim
Ninemire

e Quarterly workgroup
meetings

e MACMHB web site

e MACMHB web site

B. Members are encouraged to send questions by
e-mail to the group when they are in need

of assistance

All Customer Service
Workgroup members

e E-mail distribution list

C. Members are encouraged to update the
workgroup on the results of HSAG or
MDCH audits

All Customer Service
Workgroup members

e Standing agenda item
at the quarterly
meetings

Goal # 2: Fine tune the definitions for the Grievance process in order to gather baseline data

from CMHSPs across the state.

Objective

Responsible persons

Supporting programs

A. Define standard information for all CMHSPs to

use to allow for gathering baseline data.

All Customer Service
Workgroup members

e Technical
Requirements for
Appeals & Grievances

e MDCH Contract
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B. Bring data to the June, 2010 quarterly meeting
to determine a baseline for data.

All Customer Service
Workgroup members

e Quarterly workgroup
meetings

C. Bring information related to system or other
changes your CMHSP has made due to
reviewing your Grievance data

All Customer Service
Workgroup members

e Quarterly workgroup
meetings

Consideration will be given to gathering baseline data for Inquiries for the 2011 Strategic Plan

Goal # 3: Develop a standardized training for BBA and MDCH Standards to be used for all
CMHSPs across the state to ensure all Customer Service staff are receiving the same
information upon entry to the CMHSP Customer Service Unit.

Objective

Responsible persons

Supporting programs

A. Develop a matrix using existent training
already being used by some CMHSPs to
determine issues consistently included in
current training modules

Sally Amos O'Neal

e Training already in
existence and being
used by some
CMHSPs

B. Develop a matrix to determine the required
training requirements

Sally Amos O’'Neal

e BBA and MDCH
Standards

C. Compare the two matrix to develop the
standardized training for Customer
Service staff

All Customer Service
Workgroup members

e MACMHB web site

A 2011 goal will be put in place to move Customer Service training out to CMHSP staff once
the standardized training for Customer Service staff has been developed

Goal # 4: Continue the use of an abbreviated version of the current Mystery Shopping
program to ensure customers and other community members receive the best Customer

Service possible across the state.

Objective

Responsible persons

Supporting programs

A. Review the existing Mystery Shopping
program and determine if changes are
needed for participating CMHSPs

Participating Customer
Service Workgroup
members

e Existing Mystery
Shopping program

B. Bring a proposed abbreviated version of the
existing Mystery Shopping program to the
workgroup

Teresa Lewis (sub-
committee members
include Julie Barron &
Sarah Ameter)

e Existing Mystery
Shopping program
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C. Develop a standard policy and procedure to
list specific standards, but allow for
individualized changes to meet the needs
of the CMHSP implementing the program

Participating Customer
Service Workgroup
members

Existing policy and
procedures from
individual CMHSPs
currently using a
Mystery Shopping
program
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