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Purpose of This Report    

 This Annual Report presents findings from Consumer and Family Satisfaction Team (CFST) 
surveys conducted during the 2025–2026 fiscal year. The CFST is a peer-run program 
responsible for collecting feedback from individuals and families receiving behavioral health 
services in Cambria County. Survey results are used to assess satisfaction, access to services, 
engagement in treatment, and perceived quality of care across Adult Mental Health, Adult Drug 
& Alcohol, and Family/Child service systems. 

Survey findings are shared with system partners to support continuous quality improvement, 
promote transparency, and inform service planning and decision-making at the provider and 
system levels. This report fulfills CFST reporting requirements in accordance with Pennsylvania 
Department of Human Services HealthChoices Behavioral Health Program Standards, including 
Appendix L, and PEPS Standards 93 and 108. 

Report Notes 

• Data presented reflect surveys completed during the full fiscal year, July 1, 2025–June 
30, 2026. 

• Results are presented separately for Q1, Q2, Q3, and Q4 throughout this report. 
• Low-volume service lines are included for transparency, with appropriate interpretive 

considerations noted throughout the report. 
• Participation in CFST surveys is voluntary. Findings are reported in aggregate and do not 

identify individual respondents. 

Contact information: 

Cambria County C/FST 
514 Somerset Street, Johnstown PA 15901 
814-254-4342 CambriaCFST@outlook.com 
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OVERVIEW OF ACTIVITY: In response to the Pennsylvania Department of Human Services 
HealthChoices Behavioral Health Program Standards and Requirements, including Appendix L 
guidance for Consumer/Family Satisfaction Teams and member satisfaction surveys, the Cambria 
County Consumer/Family Satisfaction Team (C/FST), Cambria County HealthChoices (CCHC), the 
Cambria County Department of Behavioral Health, Intellectual Disabilities and Early Intervention, 
and Magellan Behavioral Health of Pennsylvania collaborate to gather consumer and family 
feedback as part of an ongoing quality-improvement process. C/FST evaluates satisfaction with 
service access, delivery, outcomes, appropriateness, and whether individuals and families are 
treated with dignity and respect. 

HISTORY: The Consumer and Family Satisfaction Team (CFST) is a peer-run program responsible 
for collecting satisfaction data from individuals and families receiving behavioral health services. 
Survey results are shared with system partners to support continuous quality improvement, 
identify trends, and promote informed decision-making at both the provider and system levels. 
Following Cambria County’s transition to a contract with Magellan Behavioral Health of 
Pennsylvania on July 1, 2017, the CFST program was redesigned to align with updated system 
requirements and quality improvement goals. Peer Empowerment Network and Cambria County 
Health (CCHC) collaborated in this redesign as part of the county’s continuous quality 
improvement planning process. A transition plan was developed to ensure required changes were 
implemented while maintaining the integrity of the CFST program and its focus on consumer and 
family voice. 

POPULATION/SAMPLE: During fiscal year 2025–2026, 152 individuals participated in the C/FST 
survey process and completed a total of 450 service-level surveys. 

Adult Services: 118 individuals completed 322 surveys across Adult Mental Health and Adult 
Drug & Alcohol services. Family/Child Services: 34 individuals completed 128 surveys. One 
individual may complete surveys for more than one level of care; therefore, service-level survey 
totals are greater than participant totals. 

QUANTIFIABLE MEASURE: Cambria County utilizes a standardized survey tool for CFST quarterly 
state reporting that meets Appendix L requirements and includes questions mandated by the 
Office of Mental Health and Substance Abuse Services (OMHSAS). Through this tool, CFST 
measures satisfaction, access, engagement, and perceived quality of care across multiple 
service types and levels of care. Survey questions assess consumer and family experiences 
related to respect, communication, access to services, involvement in treatment planning, and 
overall satisfaction, providing meaningful data to support system-wide quality improvement. 
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Survey findings indicate that individuals and families generally felt: 

• Respected and listened to  
• Involved in treatment planning 
• Supported in their recovery or caregiving roles. 
• Confident in the services received. 

No systemic performance concerns were identified across Adult Mental Health, Adult Drug & 
Alcohol, or Family/Child services. 
 
Adult Mental Health Trends 
Adult Mental Health services demonstrated consistently high satisfaction across all levels of 
care surveyed, including: 

•  Medication Management 
•  Outpatient Therapy 
•  Blended Case Management 
•  Walk-In Crisis 
•  Mobile Crisis 
•  Certified Peer Specialist 
•  Mental Health Inpatient 

Key strengths observed: 
• Provider communication and listening were rated exceptionally high. 
• Respectful and culturally sensitive care was consistently reported. 
• Access to services, including timeliness of appointments, met expectations. 
• Hope-instilling and recovery-oriented practices were evident across providers. 
• Peer-delivered services and Blended Case Management showed particularly strong 

engagement, with respondents reporting meaningful involvement in treatment 
decisions and strong knowledge of community resources. 

 
 
Adult Drug & Alcohol (D&A) Trends 
Adult D&A services reflected positive engagement and satisfaction, particularly within: 

• Certified Recovery Specialist (CRS) services 
• Outpatient and Medication-Assisted Treatment levels of care 

Key observations: 
• Respondents consistently reported respectful interactions and supportive provider 

relationships. 
• All reported Adult Drug & Alcohol satisfaction and experience measures met the 85% 

performance goal. 
• Lower volumes in certain D&A service types limited trend analysis but did not indicate 

quality concerns. 



CONSUMER/FAMILY SATISFACTION TEAM 
(C/FST) Annual Report 2025-2026 

(PEPS Standards 93 & 108) 
 

Page 40 of 43 
 

• Where survey counts were small, results were presented descriptively to maintain 
transparency and avoid overstating trends. 
 

 
Family/Child Services Trends 
Family/Child services demonstrated strong system performance across a broad range of levels 
of care, including: 

• Medication Management 
• Outpatient Therapy 
• Mobile Crisis and Walk-In Crisis 
• Family-Based Services 
• Blended Case Management 
• After-School Program, Behavioral Health Technician, Behavior Consultant, and Summer 

Therapeutic Activities Program 
Notable strengths: 

• Families consistently reported feeling respected, informed, and involved. 
• Care coordination and follow-up were rated positively, especially in crisis services. 
• Satisfaction with providers and perceived helpfulness of services exceeded benchmarks 

across nearly all Family/Child levels of care. 
Several Family/Child services had low survey volumes, particularly specialty or seasonal 
programs. These results were included to ensure full transparency, with appropriate notes 
regarding interpretive limitations. 
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Cross-System Themes 
Across Adult, Adult D&A, and Family/Child services, several system-wide themes emerged: 
 

Strengths 
• Strong provider-consumer/family relationships 
• High levels of respect, communication, and cultural sensitivity 
• Consistent satisfaction with services received. 
• Positive perceptions of recovery- and family-centered approaches 
• System Stability 
• Although several individual measures, practical barriers, and low-volume service lines 

warrant continued monitoring, the findings did not identify a widespread pattern of 
dissatisfaction across the surveyed levels of care. 

 
Data Integrity & Transparency 

• FY 2025–2026 results are presented separately for Q1, Q2, Q3, and Q4. 
• Annual totals were compiled from the available quarterly reports and supporting survey 

records. 
• Low-volume services and No Response items are retained with transparent explanatory 

notes. 
 
Opportunities & Considerations 
The following considerations may support future reporting and quality improvement: 

• Continue efforts to increase survey participation in low-volume or specialty services. 
• Continue monitoring Member Call Center awareness, complaint and grievance 

education, medication explanations, and access to practical support. 
• Continue reporting Q1, Q2, Q3, and Q4 separately and document voluntary No 

Response items. 
 
 
 
 
 
 
 
 
 
 
 
 








