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INTRODUCTION 
Consumer Perception of Care Surveys are administered annually to individuals and families who 
have received Medicaid or State-funded mental health and/or substance abuse services. Samples of 
adult consumers (ages 18+), youth (ages 12-17), and families/parents of children under age 12 
complete the confidential surveys. 

In 2019, Trillium had 565 adult respondents, 120 youth respondents and 128 family/parent 
respondents. 
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DEMOGRAPHICS 
Surveys were returned from or on behalf of 813 consumers, down from 1508 in 2018. Percentages 
reflect the proportion of respondents who provided a valid responses.  

AGE & GENDER 
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The largest number of surveys (22.9%) were returned by or on behalf of consumers aged 10 – 19. 
Respondents were almost evenly split by gender, similar to the last two years’ numbers. 

RACE 
Of the 801 consumers who indicated their race, nearly 90% were either White (61.8%) or 
Black/African American (27.0%). There were slightly less Black/African American consumers than in 
2018 and 2017.  
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SERVICE DESCRIPTIVE 
Service Providers 
67% of survey respondents with a valid provider NPI came from 10 providers. The remaining 48% 
were spread out amongst 27 different providers. There was a less diverse sample of providers 
included than in the 2018 surveys.   
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Diagnosis Group 
More than 70% of respondents reported a primary mental health diagnosis. 

 

SERVICES UTILIZED 
 Of the services utilized in the past three months, 57% were Basic Community Services, including 
outpatient counseling and medication management. 29% were Intensive Community Services like IIH 
and MST, and 5.3% were Residential Services like TFC. 9% were Inpatient or Crisis Services. 
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TIME WITH PROVIDER 
Just over half of respondents (59%) reported being with their current provider for less than a year. 
22% reported being with their current provider for more than 2 years, including 31 adult consumers 
who indicated they have been engaged with the same provider for 10 years or more.  

 
VOLUNTARY ENGAGEMENT 
Most respondents (80%) reported receiving services voluntarily, while 14% indicated they had been 
under pressure or requirement from family, friends, work, school, and/or the courts system. 

 
 Note: Only Youth and Adult surveys included this question 
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EMERGENCY ROOM UTILIZATION 
Respondents from all surveys indicated whether they used the ER for physical, mental health or 
substance abuse issues in the last 12 months. A majority of respondents (61%) indicated no use of 
the ER for any reasons. The chart below represents the average number of days the ER was used 
amongst respondents who did indicate ER use.  

 

          Range of Responses (Number of Days) 

Reason for Use POC 2019 POC 2018 POC 2017 

Physical Health 1-11 1-81 1 – 38 

Mental Health 1-12 1-24 1 – 52 

Substance Use 1-14 1-10 1 - 10 
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EMERGENCY & CRISIS PLANS 
Respondents were asked whether they have plans and resources in place in the event of an 
emergency such as a fire, tornado, etc., and whether they have a plan in place in the case of a 
behavioral health crisis. The charts reflect combined responses from the adult, youth, and parent 
survey instruments.  
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PHYSICAL HEALTH 
Adults answered 12 questions related to their health behaviors, medical history, exercise habits, and 
overall health. The Physical Health section is unique to the Adult survey. 

Overall Health 
Most respondents (68%) felt their overall health was Excellent to Good, while 32% felt their health 
was generally Fair to Poor. The proportion of respondents who rated their health as Excellent to 
Good is slightly lower than 2018 (70.5%) 

 

 Range Average 

Height 4'8" to 6'6" 5'7" 

Weight 95 to 470 lbs. 186 lbs. 
*One respondent reported their height as 8’8”, this was removed as an outlier 

Respondents were asked 2 questions related to their health over the last 30 days.  Respondents 
indicated an increase from 2018 to 2019 in the percentage of time that their physical health was not 
good due to an illness or injury.  Those reporting physical health being impacted by illness or injury 
every day increased by 1.1% and those reporting physical health being an issue rarely or none of the 
time decreased by 3.6%.  Slightly fewer respondents indicated that their mental health was impacted 
by stress, depression, or other emotional or behavior problems every day (0.7% decrease from 2018 
to 2019). However the number of respondents reporting that mental health was rarely or never a 
problem decreased by 5.4% from 2018 to 2019.  
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Respondents were asked whether a doctor had ever diagnosed them with one or more of seven 
health conditions. High Blood Pressure was the most common condition (23%) followed by High 
Cholesterol (14%) and Asthma (11%). 35% of respondents indicated no diagnosis from this set. 
Results were similar to 2018 numbers 
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Routine Care 
This section asked respondents to indicate how recently they had seen a doctor or dentist for routine 
care unrelated to a specific injury, illness, or condition. 

 



 

Page 16 of 58 

 

Perception of Care – 2018 
 

Health Behaviors 
Respondents were asked about their smoking behaviors. 537 of 813 adults answered this question. 
The total smoking rate for the sample is 68.3%. According to data from the Centers for Disease 
Control and Prevention1 17% of adults in North Carolina report smoking (95% CI [16%, 19%]). Chi-
square analysis showed that the smoking rate in this sample are significantly higher than the overall 
rate in North Carolina (p < 0.001). The smoking rate in 2019 (68%) was significantly higher than the 
smoking rate in 2018 (63%, p =0.03). 

  
PERCENT OF INDIVIDUALS WHO REPORT SMOKING 

(n) 

TRILLIUM 2019 68.34% (537) 

TRILLIUM 2018 62.64% (878)* 

STATE 2018 16.56% (4564)** 

*Significantly different from Trillium 2019 at the p<0.05 level 
**Significantly different from Trillium 2019 at the p<0.001 level 

  

                                            
1 Centers for Disease Control and Prevention, National Center for Chronic Disease Prevention and Health Promotion, Division of Population Health. 
BRFSS Prevalence & Trends Data [online]. 2015. [accessed Nov 19, 2019]. URL: https://www.cdc.gov/brfss/brfssprevalence/. 
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ADULTS 
PERCEPTION OF CARE 
Adult participants answered 36 questions related to their perceptions of care. The questions are 
grouped into 7 domains. Appendix D lists the specific questions that comprise each domain. Each 
question was answered using a 5-point Likert scale (Strongly Agree, Agree, Neutral, Disagree, 
Strongly Disagree) or “N/A.” “N/A” responses were removed from calculations. 2018 and 2017 
responses are included for comparison. Percentages reflect the number of responses for all 
questions in the domain, not the number of respondents.  

 

Access to Care 

 

Quality & Appropriateness 

 

This domain contains questions related to location of 
provider, convenience and timeliness of appointments, 
and availability of appropriate services.  

This domain contains questions related to whether staff 
appropriately communicated information about privacy 
rights, expectations for treatment, and available services, 
as well as whether consumers felt empowered and 
informed about their treatment.  

 

2019 2018 2017
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Outcomes 

 

Treatment Planning 

 
This domain assesses how the consumer perceives that 
services directly impacted their lives, including improved 
coping skills, social interactions and school/work 
performance.  

This domain assesses how comfortable a consumer 
feels asking questions about their treatment and how 
in control of their treatment they feel.  

 

General Satisfaction 

 

Social Connectedness 

 
This domain measures whether the consumer found their 
services and agency satisfactory and/or would recommend 
the agency to a friend or family member.  

This domain assesses whether a consumer feels 
comfortable and supported in their social relationships 
outside of their providers and staff.  
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Functioning 

 

This domain assesses whether the consumer feels 
their symptoms have improved and/or whether they 
are better equipped to take care of themselves in 
their daily lives. 

 

 

LME/MCO 
Adult participants were asked 6 single-response questions (Yes, No, Not Sure, or Not Applicable) 
and one multiple-response question related to the MCO and its Provider Network.  

Did you receive a Consumer Handbook in the 
mail within 14 days of starting services with your 

LME/MCO or its network providers? 
 

 

Do you know how to make a complaint with 
your LME/MCO? 

 
 

 

If you contacted your LME/MCO to request 
services, were you given a choice of providers? 

Was your first service with your provider in a 
time frame that met your needs? 
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Has your LME/MCO provided you with as much 
information as you need about the services and 

supports available to you? 
 

 

If you needed help applying for benefits (for 
example, Medicaid, food stamps, veterans 

benefits, disability benefits), did you receive 
the assistance you needed? 

 

Have any of the following problems interfered with your ability to receive the services you need from any of your 
LME/MCO's providers? (Multi-response) 
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YOUTH 
PERCEPTION OF CARE 
Youth participants answered 21 questions related to their perceptions of care. The questions are 
grouped into 5 domains. Appendix F lists the specific questions that comprise each domain. Each 
question was answered using a 5-point Likert scale (Strongly Agree, Agree, Neutral, Disagree, 
Strongly Disagree) or “N/A.” “N/A” responses were removed from calculations. 2016 and 2017 
responses are included for comparison. 

 2019 2018 2017
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Access to Care 

 

General Satisfaction 

 
This domain contains questions related to location of 
provider and availability of appointments at a convenient 
time.  

This domain contains questions related to satisfaction 
with services, including whether help was available in an 
appropriate time and quantity.  

 

Outcomes 

 

Treatment Planning 

 

This domain assesses how the consumer perceives that 
services directly impacted their lives, including improved 
coping skills, social interactions, and school/work 
performance.  

This domain assesses how involved and in control of their 
treatment the consumer feels.  
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Cultural Sensitivity 

 
This domain assesses whether the consumer feels staff are respectful of their cultural and/or religious beliefs. 
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LME/MCO 
Youth participants were asked 5 single-response questions (Yes, No, Not Sure, or Not Applicable) 
and one multiple-response question related to the MCO and its Provider Network.  

Did you receive a Consumer Handbook in the 
mail within 14 days of starting services with your 

LME/MCO or its network providers? 

 

Do you know how to make a complaint with 
your LME/MCO? 

 

 

If you contacted your LME/MCO to request 
services, were you given a choice of providers? 

 

Was your first service with your provider in a 
time frame that met your needs? 
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Has your LME/MCO provided you with as much information as you need about the services and 
supports available to you? 

 

Have any of the following problems interfered with your ability to receive the services you want from 
one of your LME/MCO's provider networks? (Multi-response) 
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PARENT 
PERCEPTION OF CARE 
Parents answered 26 questions related to their perceptions of care for their child. The questions are 
grouped into 7 domains. Appendix E lists the specific questions that comprise each domain. Each 
question was answered using a 5-point Likert scale (Strongly Agree, Agree, Neutral, Disagree, 
Strongly Disagree) or “N/A.” “N/A” responses were removed from calculations. 2018 and 2017 
responses are included for comparison. 

 

Access to Care 

 

This domain contains questions related to 
location of provider and availability of 
appointments at a convenient time. 

General Satisfaction 

 

This domain contains questions related to 
satisfaction with services, including whether 
help was available in an appropriate time and 
quantity. 

 

2019 2018 2017
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Outcomes 

 
This domain assesses how parents perceive that 
services directly impacted their child’s life, including 
improved coping skills, social interactions, and 
school/work performance. 

Treatment Planning 

 
This domain assesses how involved and in control of 
their child’s treatment the parent feels. 

Cultural Sensitivity 

 
This domain assesses whether parents feel staff are 
respectful of their family’s cultural and/or religious 
beliefs. 

Functioning 

 
This domain assesses whether parents feel their child’s 
symptoms have improved and/or whether they are 
better equipped to take care of themselves in their 
daily lives. 
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Social Connectedness 
 

 
This domain assesses whether parents feel comfortable and supported in their social relationships (outside of their child’s 
provider). 

LME/MCO 
Parent participants were asked 5 single-response questions (Yes, No, Not Sure, or Not Applicable) 
and one multiple-response question related to the MCO and its Provider Network.  

Did you receive a Consumer Handbook in the 
mail within 14 days of starting services with your 

LME/MCO or its network providers? 

 

 

Do you know how to make a complaint with 
your LME/MCO? 
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If you contacted your LME/MCO to request 
services, were you given a choice of providers? 

 

Was your child’s first service with a provider in a 
time frame that met your needs?  

 

 

Has your LME/MCO provided you with as much information as you need about the services and 
supports available to your child? 
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Have any of the following problems interfered with your ability to receive the services you want for 
your child from any of your LME/MCO's providers? (Multi-response) 
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STATISTICAL FINDINGS 
DEFINITIONS OF STATISTICAL TERMS 
Statistical Significance 
A statistically significant finding indicates that there is a 5% or less probability that the result would 
occur as it does due to random error/variance. For example, a significant correlation indicates that it 
is highly unlikely that two variables would co-vary to the extent they do by random chance. A 
statistically significant difference in an ANOVA means that it is highly unlikely this difference 
occurred due to random variance in the data. 

Correlations 
Correlation coefficients represent the strength of the relationship between variables. A higher 
coefficient means a stronger relationship. A positive correlation coefficient means that if one variable 
is higher then there is an increased probability the other variable will be higher. A negative 
correlation coefficient indicates that as one variable increases the other decreases. 

Regression 
A regression generates a linear equation to predict changes in an outcome variable using one or 
more input variables. Regression gives a more descriptive analysis of how multiple variables are 
related to the outcome than correlation.  

Analysis of Variance (ANOVA) 
ANOVAs assess differences in an outcome variable across different groups. A significant ANOVA 
means that the distribution of the outcome variable in one group is significantly different than the 
distribution another group.  
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OVERALL HEALTH 
Spearman’s correlations were calculated for the following demographic variables and respondents’ 
overall health rating: 

 

Correlation with 
Overall Health (r) n 

Age -0.21** 543 
Time with current provider 0.01 528 
ER visits - Physical health -0.33** 444 
ER visits - Mental health -0.04 386 
ER visits - Substance use -0.09 364 

How often physical health was a problem 0.41** 545 

How often mental health was a problem 0.29** 549 

How often substance use was a problem 0.10** 543 

Time since last routine doctor visit 0.15** 548 

Time since last routine dental visit 0.02 547 

How often respondent uses tobacco 0.04 537 

 * p < .05, ** p < .001 

In addition, a one-way ANOVA showed no significant differences in respondent health by gender, 
race, primary behavioral health diagnosis, or voluntary service engagement. 

A linear regression model using the significant variables as predictors accounted for 21.5% of the 
variance in overall health (p < 0.001). The coefficients for age, ER visits for physical health concerns, 
physical and mental health problems, substance use problems and time since last doctor visit were 
significant. The model predicted a 0.008 unit decrease in health for every one year increase in age, a 
0.15 unit decrease in health for every additional ER visit for physical health, a 0.12 unit increase in 
health for every unit decrease in the amount of time physical health is problem, a 0.09 unit increase in 
health for every unit decrease in the amount of time mental health is problem, and a 0.06 unit increase 
in health for every unit decrease in the amount of time since a routine doctor visit.  
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SATISFACTION BY LME-MCO QUESTIONS 
Adult Survey:  
One-way ANOVAs determined if there were significant differences in the overall satisfaction for each 
domain based on responses to the six LME-MCO questions. Higher scores represent higher 
satisfaction. Missing responses were replaced with the mean of the questions the respondent did 
answer in that domain and then answers were summed within domains. The graphs below show 
significant differences in domain satisfaction by the responses to the MCO questions (* =p <0.05). 
Graphs are only shown for domains with significant differences in satisfaction by response group.  

Satisfaction with Service Outcomes 

The maximum score on the outcomes domain is 40. A score of 40 indicates the respondent strongly 
agrees with all positive statements in the outcomes domain. A score of 8 indicates the respondent 
strongly disagrees with all positive statements in the outcomes domain.  
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Satisfaction with Access to Care 

A score of 30 indicates the respondent strongly agrees with all positive statements in the access 
domain. A score of 6 indicates the respondent strongly disagrees with all positive statements in the 
access domain. Questions with significant between groups differences are shown below. 

 

Satisfaction with Quality and Appropriateness of Care 

A score of 45 indicates the respondent strongly agrees with all positive statements in the quality and 
appropriateness domain. A score of 9 indicates the respondent strongly disagrees with all positive 
statements in the quality and appropriateness domain. Questions with significant between groups 
differences are shown below. 
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Satisfaction with Treatment Planning 

A score of 10 indicates the respondent strongly agrees with all positive statements in the planning 
domain. A score of 2 indicates the respondent strongly disagrees with all positive statements in the 
planning domain. Questions with significant between groups differences are shown below. 

 

General Satisfaction with Services 

A score of 15 indicates the respondent strongly agrees with all positive statements in the general 
satisfaction domain. A score of 3 indicates the respondent strongly disagrees with all positive 
statements in the general satisfaction domain. Questions with significant between groups differences 
are shown below. 
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Youth Survey 
The same procedures as the adult survey were used to prepare the youth data. The graphs below 
show significant differences in domain satisfaction by the responses to the MCO questions (* =p 
<0.05). Graphs are only shown for domains with significant differences in satisfaction by response 
group.  

Satisfaction with Access to Care 

A score of 10 indicates the respondent strongly agrees with all positive statements in the access 
domain. A score of 2 indicates the respondent strongly disagrees with all positive statements in the 
access domain. Questions with significant between groups differences are shown below.  

 

Parent Survey 
 The same procedures as the adult and youth surveys were used to prepare the parent data. The 
graphs below show significant differences in domain satisfaction by the responses to the MCO 
questions (* =p <0.05). Graphs are only shown for domains with significant differences in satisfaction 
by response group.  
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Satisfaction with Treatment Planning 

A score of 15 indicates the respondent strongly agrees with all positive statements in the planning 
domain. A score of 3 indicates the respondent strongly disagrees with all positive statements in the 
planning domain. Questions with significant between groups differences are shown below. 

 

Satisfaction with Cultural Sensitivity of Service Providers 

A score of 20 indicates the respondent strongly agrees with all positive statements in the cultural 
sensitivity domain. A score of 4 indicates the respondent strongly disagrees with all positive statements 
in the cultural sensitivity domain. Questions with significant between groups differences are shown 
below. 
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AREAS FOR IMPROVEMENT 
Considerations for Interpreting Data 
Before using these analyses to assess areas for action it is important to establish some important 
caveats. This survey used convenience sampling and was distributed by service providers. Therefore 
the sample may not be representative of Trillium’s population. In addition all responses are consumer 
self-report. 

In regards to the correlation analyses it is important to note that a significant correlation does not 
imply a causal relationship. The regression analysis provides a description of how variables are related 
to overall health but because this survey does not follow the sample overtime it is impossible to 
establish causality.  Because of these limitations statistical findings should be interpreted with caution. 

Smoking 
One of the most robust findings in this report is that Trillium’s consumer report a much higher smoking 
rate than North Carolina’s general population. In addition, there was a statistically significant increase 
in the number of consumers who reported smoking from 2018 to 2019. It may be worth researching 
smoking cessation interventions to decrease Trillium’s smoking rate or to prevent future increases. 

Overall Health  
The best predictor of overall health perception was number of ER visits for physical health. Trillium has 
shown a slight reduction in the average number of days respondents spend in the ER and a greater 
reduction in the maximum number of days a respondent reported. Physical wellbeing was the next 
strongest predictor of overall health. Though the data cannot establish a causal relationship the fact 
that the two strongest predictors were related to overall health ratings suggest that interventions 
targeting physical health may lead to changes in overall health perceptions. However, effect sizes are 
relatively small so interventions may not lead to large changes.  

LME/MCO Questions 
Adult survey respondents who reported getting services in a timely manner and having enough 
information about services showed significant differences in satisfaction across the most domains. 
Adult respondents who reported that they got services in a timely manner were more satisfied with 
the quality and appropriateness of services and with treatment planning than respondents who 
reported they did not. Adult respondents who reported that they had enough information from Trillium 
reported greater satisfaction with their service outcomes and their access to care.  

Respondents on the Adult, Youth and Parent survey who had received the Trillium handbook reported 
higher satisfaction in at least one domain. Adults reported greater general satisfaction, youth reported 
greater satisfaction with access to care and parents reported greater satisfaction with treatment 
planning. This was the only question that showed significant differences in all three populations. The 
percent of participants who received the handbook decreased from 2018 but was on par with 2017. 
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Interventions to increase distribution or awareness of Trillium’s handbook may increase satisfaction 
across multiple domains and populations.  

 

  



 

Page 40 of 58 

 

Perception of Care – 2018 
 

APPENDICES 
A. ADULT SURVEY RESPONSE FREQUENCY HISTOGRAMS 
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B. YOUTH SURVEY RESPONSE FREQUENCY HISTOGRAMS 
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C. PARENT SURVEY RESPONSE FREQUENCY HISTOGRAMS 
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D. SURVEY QUESTION DOMAINS – ADULT 
The 36 Adult Perception of Care survey questions were split into 7 domains. One question (Q27) 
appeared in two domains. 

 

 Access to 
Care 

Quality & 
Appropriateness 

Outcomes Treatment 
Planning 

General 
Satisfaction 

Social 
Connectedness 

Functioning 

Q1        

Q2        

Q3        

Q4        

Q5        

Q6        

Q7        

Q8        

Q9        

Q10        

Q11        

Q12        

Q13        

Q14        

Q15        

Q16        

Q17        

Q18        

Q19        

Q20        

Q21        

Q22        

Q23        

Q24        

Q25        

Q26        

Q27        
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Q28        

Q29        

Q30        

Q31        

Q32        

Q33        

Q34        

Q35        

Q36        
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E. SURVEY QUESTION DOMAINS - YOUTH 
The 21 Youth Perception of Care survey questions were split into 5 domains.  

 

 Access to Care General 
Satisfaction 

Outcomes Treatment 
Planning 

Cultural 
Sensitivity 

Q1      

Q2      

Q3      

Q4      

Q5      

Q6      

Q7      

Q8      

Q9      

Q10      

Q11      

Q12      

Q13      

Q14      

Q15      

Q16      

Q17      

Q18      

Q19      

Q20      

Q21      
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F. SURVEY QUESTION DOMAINS - PARENT 
The 26 Parent Perception of Care survey questions were split into 7 domains. 5 questions (Q16 – 20) 
appeared in two domains. 

 

 Access to 
Care 

General 
Satisfaction 

Outcomes Treatment 
Planning 

Cultural 
Sensitivity 

Functioning Social 
Connectedness 

Q1        

Q2        

Q3        

Q4        

Q5        

Q6        

Q7        

Q8        

Q9        

Q10        

Q11        

Q12        

Q13        

Q14        

Q15        

Q16        

Q17        

Q18        

Q19        
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Q20        

Q21        

Q22        

Q23        

Q24        

Q25        

Q26        
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