
P U R P O S E  O F  I N I T I A T I V E

• T O  B E T T E R  U N D E R S T A N D  T H E  E X P E R I E N C E S  O F  
I N D I V I D U A L S  T H A T  T R Y  T O  O B T A I N  M E N T A L  
H E A L T H  O R  A D D I C T I O N  S E R V I C E S

• T O  P R O V I D E  S W I F T  F E E D B A C K  T O  P R O V I D E R S ,  
T H A T  C O U L D  H E L P  T H E M  T O  I M P R O V E  T H E I R  
S E R V I C E S

NJ DMHAS Secret Shopper 
Initiative



DMHAS Secret Shopper Team

Secret Shopper calls Agency in need of services

Let’s look at what caller’s are looking for

 Professionalism and Accuracy in describing agency services

 Staff answering call was helpful and courteous?

 Is the caller able to connect to services?

 Timely access to care

 Family and client-centered/trauma-informed care

 Wait List management system/Capacity management



Current Focus of Callers

 A “Priority population” Consumer in need of 
Addiction Services

 Consumer who is in need of Mental Health 
Treatment Services and/or Medication Assessment

 A Consumer that needs Co-occurring Services  


