 CCISC CHANGE AGENTS
CQI CASE EXERCISE #1
“Rate of Return”
Scenario:   You are a cool quality improvement team (which includes change agents) in a community behavioral health agency.  You have begun the change process for improving the co-occurring capability of your agency.  Based on COMPASS-EZ discussions, welcoming has been identified as an important starting place.

As you get started delving into a conversation about welcoming, one of the issues that gets raised right at the beginning is that individuals and families with co-occurring conditions are less likely to come back for follow up appointments than those with less complex needs.  Therefore, you decide you want to start a CQI process by looking at how to increase your “rate of return” for customers with co-occurring issues and conditions.  Your over all agency “rate of return” to a follow up visit is 75%.  The “rate of return” for the identified population with co-occurring issues and conditions is 40%. 
Here is your task:

1.  Define your” customer.” Get specific and identify a targeted subset of the broad population of co-occurring customers you will focus your improvement efforts around.

2.  Describe your customers’ experience as it currently exists in the agency.

3.  Identify positive and negative contributors to the current experience and the current “rate of return”.

4. Prioritize (based on importance as a contributor) the list of positive and negative contributors

5.  Pick ONE of your top five to address.

6.  Discuss and Map a Plan-Do-Check-Act (PDCA) Cycle for improving the contributor you chose in step 5 above. 

PLAN – Write down what your first trial intervention will look like

DO – Describe how and when you will implement it.

CHECK – Pick a short time frame to check on how it’s working, and how you will get the information you need

ACT -   Based on that “check”,  assuming things didn’t improve perfectly, you would (if this were really happening) make adjustments to the plan.  Describe some thoughts about how you would do this.

7. Prepare to discuss with the larger group.

