


Each year, NorthCare providers survey consumers as one of several ways to assess quality of 
care, compliance with standards, and consumer satisfaction. 
A total of 5,632 surveys were distributed with 2,060 returned; a 37% rate of return for 2005.  In 
general, scores from the surveys indicate consumers believe they are being treated well and are 
receiving services that comply with standards for service planning, consumer rights, respect for 
cultural/ethnic backgrounds, and overall satisfaction. 

DIAL HELP recently sent four Crisis Line Workers to Louisiana for some much needed relief on the 
New Orleans Crisis Line, VIALINK. It was an eye-opening experience for all who went to witness 
the destruction and hear the stories people had to share. Many callers were simply looking for re-
sources, which were hard to give because charities would come and go with the funds. By the time 
we got there, the Red Cross was beginning to pull out and no longer had distribution sites. The 
smaller, local charities were the ones who were helping the most at that time. But with their request 
for resources, people would also share their frustrations and sadness over being uprooted from 
their lives. Four months had passed and people were still living in hotel rooms or cars and their 
lives are very much in turmoil. I think I can speak for all of us who volunteered  when I say that it 
was truly a life changing experience. 

Satisfaction Survey Results 

Overall satisfaction with substance 
abuse services (including CDR) 

provided by NorthCare Network - 
FY05

1.70%

98.30%

Agree

Disagree

Dial HELP Helps Hurricane Katrina Victims             by Jessica DellaValla 
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Overall satisfaction with MH/DD 
services provided by NorthCare 

Network - FY05

3.89%

96.11%

Agree

Disagree
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    Chris Pina worked for over 16 years as a 
dishwasher at the San Francisco Airport.  When 
the restaurant was bought by a different 
company, Chris lost his job.  In California, he 
could not find the support and help he needed to 
find work. 

    Chris had been to the UP to visit his Aunt Lucy 
and cousin Jacob  six years ago.  When he 
couldn't find a new job in California, Chris 
decided to come visit Marquette last August. He 
wanted to see if he would enjoy living here.   
During that visit, Chris met with the Pathways 
staff that help people find jobs. He liked the 
friendly community and decided to move  here in 
September 2005.  

    On his own, Chris dropped off an application 
for work at Bonanza.  Then with the help of the 
Pathways staff,  an interview  was arranged and 
he was given a trial run at a job. Turns out 
Bonanza has the same big dishwashing machine 
Chris had used in San Francisco.  It was a 
perfect match.  He has now worked for almost 
two months at Bonanza and has a permanent 
schedule there. Mitch says “Chris’ performance is 
outstanding and he has been a pleasant sur-
prise.”   
    Chris has had many new experiences:  
learning how to downhill ski in Special Olympics, 

learning  how to ice skate, and  attending four 
Wildcat hockey games.  He  can frequently be 
seen at the YMCA in the Aquatics class, sauna 
or gym.  In the beginning of February,  he 
moved to the community home, New Horizons.  
Not bad for 4 months in a new life.  As Chris has 
said" I 'm back on my feet again".  

how  Community   
Mental Health and 
Substance Abuse    
Providers make sure 
they are compliant?   
Answer: They have 
policies, a program and 
a plan written to make 
sure that they follow all 
laws and regulations.  
They also have a    
Corporate Compliance 
Officer who makes 
sure the plan is        

Question: What is Cor-
porate Compliance?   
Answer: It is the prom-
ise that the staff of your 
mental health/substance 
abuse facility will provide 
services and use the 
money given to provide 
services in the right way.  
It is the practice of fol-
lowing the law to make 
sure that money is not 
misused. 
Question: Do you know 

followed and investi-
gates any compliance 
complaints that are 
filed.   
Question: Do you 
know what to do if you 
think something is 
happening that is 
against the law?   
Answer: You can call, 
write, e-mail or stop in 
to the agency and ask 
to talk to the Corpo-
rate Compliance     

“I’m Back On My Feet”— a Success Story 

What is Corporate Compliance? 
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Officer.  If you don’t 
want him/her to know 
who you are, write a 
note anonymously.  
Your questions/
concerns will be 
looked into by the 
Corporate Compli-
ance Officer.   
For more information, 
contact   Diane    
Bennett, NorthCare 
Network’s Compli-

Mitch Lazeren, Owner, & Chris Pina    
at Bonanza Restaurant in Marquette 

Check out the NorthCare Annual Report at:  www.northcare-up.org  
If you would like us to send you a copy, please call:  1-888-333-8030  

You may also pick up a copy at your local Community Mental Health Agency 

Page 3 


