CMHAMM

Work Group Meeting Minutes

	WORK GROUP NAME:

Quality Improvement

LOCATION:

Gratiot Co. CMH

DATE:

3/16/06
	PRESENT: (please bold note-taker)

Liz Holcomb, CEI

Fran Jozefowicz, CEI

Paul Duff, CEI

Lynn Charping, Gratiot

Sally Culey, Ionia

Chip Johnson, MB

Guests:

Dr. Michael Brashears, CEI

Toby Bayless, CMHAMM

CSR reps from all CMHs
	cc:  Work Group Members:

Liz Holcomb, CEI

Paul Duff, CEI

Fran Jozefowicz, CEI

Pamela Stants, CEI

Lynn Charping, Gratiot 

Sally Culey, Ionia

Chip Johnston, Manistee-Benzie 

Susan Kilgore, Newaygo

Cindy Ingersoll, Newaygo
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	New, Follow-up, Ongoing
	Topics Discussed
	Discussion/Decisions
	Action/

Responsible 

Party
	Due Date
	Status

(complete, barrier to completion)

	Follow-Up

Follow-Up

Follow-Up

Ongoing

New

Follow-Up

Follow-Up

New

Ongoing


	1) QISMC

2) Performance Indicators

3) Review of Meeting Minutes

4) Satisfaction Survey Results

5) Customer Service Reps.

6) Grievance & Appeals 

7) EQR Prep

8)Other

9) Compliance Issues

10) Next Meetings


	1) PIP #2: Dr. Brashears spent some time discussing the integrated treatment for co-occurring disorders grant and project.  Discussed potential outcomes for the PIP project.  The 1st 2 years focus on program assessment and development for clinical enhancement of service delivery in order to implement the evidence based practice.  The 2nd 2 years will focus more on consumer outcomes.  Dr. Lubbers, the grant manager, will cc the QI workgroup on the grant quarterly reports.  Dr. Brashears will email Sally for copies of reports of our activities.

PIP #1: Unable to review baseline data at this meeting as it is not all in yet.  

2) Submission Instructions:  There were many errors in submission and a problem with the warehouse, but these are or have been corrected.  This was expected for a first run with this data.  Some data missing yet (Ionia and MSSAC).  Time frame for this quarter’s submission was a bit flexible, due to it being a first time run.  Next quarter’s data will be due 5/31/06.

Codebook changes: Discussed recent changes to the codebook.  The workgroup is uncertain as to the reason behind the new exclusion on performance indicator 3 (excluding children unable to take advantage of services for several months due to enrollment in school) and does not see how it will apply/that it will make a difference in how data is recorded.

Data Review: Reviewed data for FY06 1st quarter.  Overall, CMHAMM is meeting standards.  Outliers noted:

Indicator #3: Ionia

               #4: CEI and Gratiot

              #12: CEI and Gratiot

Reviewed minutes from 3/3/06.  

4) Results not in yet from Richard Coelho, as he is still accepting surveys to increase data.  Discussed need to move on data findings without waiting too long.  

5) The workgroup met with the CSR group.  Each CMH’s CSR was in attendance.  It was agreed that CSRs and QI workgroup should meet regular (approximately every other month to start).

Mystery Shopper: Discussed findings in general; seems that there are no significant concerns from the data.  CSRs report that in most all cases, calls are handled very well by all CMHs within the affiliation.  One CSR noted concern about sometimes getting voice mail when calling CEI.  CEI’s CSR is to follow-up.  New score sheet has been developed.  Plan is to continue with the current project level through 9/30/06, while working on plans for the next level/next step.

Customer Service Standards:  QI Workgroup and CSRs jointly reviewed the draft Customer Service Standards as developed by the state workgroup.  There were many recommendations for changes and questions.  

It was noted that the duties of the CSR have changed across the affiliation, and that perhaps there should be a review of CSR job descriptions

The G&A annual report did not go to the PIHP Board for review due to the meeting being cancelled.  Rescheduled date of the meeting is 4/10/06.  This should still be reviewed by the QI workgroup for identification of QI opportunities.

7) Fran has a copy of the corrective action plan and attachments that was sent to HSAG.  Let her know if anyone wants a copy.

Discussed plans for 4/4.  It is anticipated that HSAG will send their schedule of the day.  If conference calls with CMHs need to occur, like with ISCAT discussions like last visit, Fran or other rep will contact the CMH to organize.  At this point, reps from other CMHs need not be present.  Gratiot will be on “stand-by” due to an appeals issue.

Additional information/evidence requested by the PIHP needs to be submitted to Fran ASAP.  Evidence is for the period of 10/1/04-3/7/06.

Policy/Procedure: Fran handed out a flow-chart on p/p development.

Customer Handbook: has been reviewed by a 5th grade class, and will be reviewed by CSRs for comment.  Currently in for interpretation in Spanish.  Will be printed in bulk for all CMHs.

8) Reviewed the agenda grid and made revisions:

· CSRs will be a regular meeting every 2 months.  This will include discussion on any customer service issues.

· Added QI issues to every agenda.  This will be opportunity for anyone to share any local QI issues of interest.

· Added quarterly review of sentinel events/critical incidents for QI opportunities.

9) No specific compliance issues were identified for discussion.

Fran requested that a calendar be set up for when the Compliance Plan is to be reviewed and adopted.  

10) Next Meetings:

Friday, 4/7/06   10a-1p at Ionia

Friday, 4/21/06  10a-1p at Gratiot

Thursday, 5/4/06  1p-3p at Gratiot with CSRs

Friday, 5/19/06 10a-1p at Ionia
	Sally will report QI workgroup activities to Dr. Brashears.

Susan to send Newaygo’s baseline data to Liz.

Liz to email members the aggregate baseline data for review.

Final Ionia data reported to be submitted, but yet to be verified.

MSSAC data still due.

____________

Ionia, CEI, and Gratiot to submit follow-up reports to Paul Duff.

Reminders:  Liz to email Tom Renwick regarding informal conflict resolution; everyone to bring corrective action on the 11 identified record review items, and do quality check of reviews for blanks.

Liz to talk to Richard about a 3/31/06 data cut-off date.

CSRs and QI workgroup to meet again in May to discuss Mystery Shopper (level 1 issues; plans for level 2 & 3)

Liz will submit our affiliation’s joint response to the State, and cc workgroup members

Review CSR job description

Liz will email the data to workgroup members for review.

____________

____________

Everyone submit requested info (as emailed by Liz on 3/13/06)

____________

Sally will update the grid and submit to members.

To be discussed at next meeting. 


	As request-ed.

3/29/06

3/31/06

3/16/06

ASAP

_____

When avail-able

4/7/06

3/24/06

5/4/06

3/21/06

5/4/06

3/30/06

___

___

ASAP

___

3/31/06

4/7/06


	


