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I.
Policy
A.
JAC and CMOs will develop a quality improvement plan that supports improved outcomes for juveniles and their families so that they can lead productive and law abiding lives.  The quality improvement model should include the following elements:

1.
Incorporation of the county’s performance results measures, as defined in the annual Strategic Business Plan (Managing for Results)

2.
Ongoing self-evaluation and an annual self-evaluation report

3.
Monitoring process to “Red Flag” cases that are not progressing to achieve goals outlined in the service plan

4.
Customer and stakeholder satisfaction measures

5.
Processes for improvements in:

a.
Accountability;
b.
Service delivery;
c.
Program integrity; and
d.
Innovation

B. JAC and CMOs will implement a compliance monitoring plan to ensure that CAFS policies are adhered to in all programming under their direction.  There shall be written utilization management policies and procedures that include protocols for covered services, policies and procedures that are required by CAFS.  As part of its utilization management function, JAC’s and CMO’s must have a process to identify both over and under utilization problems. 

1.
Required policies and procedures must be clearly specified in provider contracts or manuals and consistently applied in accordance with the established CAFS policies and standards.  

II.
Definitions
A.
Customer (external) is a person or organization who receives a product, service, or information, but is not part of the organization supplying it.

B.
Customer (internal) is a person or unit who receives output (product, service or information) from another person or unit within the same unit – or from another unit within the larger organization of which it is a part.

C. Quality values are the principles and beliefs that guide the CAFS towards the accomplishment of its vision, mission and quality goals, for Wayne County juveniles and their families.  Quality is defined as meeting and/or exceeding the expectations of customers.
D. Material Condition – A serious reportable condition that could impair the ability or capacity of a contractor to provide a covered service(s) in an effective and efficient manner.

E. Reportable Condition – A matter coming to the Department’s attention which, in the Department’s judgment, should be communicated to a contractor because it represents either an opportunity for improvement or a significant deficiency in the design or operation of a contractor’s internal control structure or in the contractor’s ability/capacity to provide a covered service(s) in an effective and efficient manner.

III. Procedures
A.
The JAC and CMOs will implement an ongoing quality assurance process that insures that the delivery of covered services provide a high quality of care and meet the needs of clients and their families.
1.
The JAC and CMO will develop and adhere to a Quality Assurance Management plan, demonstrating a system capable of supporting ongoing monitoring and improvement of juvenile justice services.  The QA plan should reference acknowledged standards that guided the development of the QA plan, i.e., CARF, COA, ACA etc. The CMO must demonstrate capacity to provide continuous monitoring, feedback, evaluation and improvement of the activities and processes defined in the Handbook.  The plan should cover the period defined by the County’s fiscal year and is due to CAFS by November 15th of each contract year. 

2.
The JAC and CMO must submit an annual Quality Assurance written report to CAFS.  The QA report must include an assessment of the JAC’s or CMO’s progress in the performance of the activities and events defined in the agency’s Annual Quality Improvement Plan and the Handbook. The report is due to CAFS in conjunction with the Annual Self-Assessment Report. 

3.
The JAC/CMO QA process should include a methodology to survey consumers, customers and partners and report their satisfaction with the CMO.  Surveys should be solicited from court employees, jurists, FIA, detention staff, subcontract providers, etc.  Findings should be incorporated into the Annual Self-Assessment Report. 

B.
Juvenile Agency Information System (JAIS) reports are developed by CAFS to capture key data elements. These reports will measure key performance results. 

1.
JAC and CMOs will utilize data on JAIS for continuous quality                    improvement and compliance monitoring. 
2.
The Contractor will participate in the County’s MFR initiative. MFR is a comprehensive and integrated management system that focuses on achieving results for the customer and makes it possible for governmental departments to demonstrate accountability.  Strategic planning, budgeting are aligned in a unified, cyclical process through MFR.  The CMO will be required to submit MFR performance data to the Department on a monthly basis. Progress achievement shall be addressed in the Contractor’s Annual Self-Evaluation Report (see Item 1000.1).

C.
Quality assurance staff from CAFS will conduct scheduled on-site reviews and audits at the JAC and CMOs. CAFS will publish an audit schedule and scope annually. Site visits related to audits will occur on a scheduled basis. During site visits all pertinent case records, logs, handbooks, clients, staff, etc., are to be made available to management staff from the CAFS.  The audit process will proceed as follows:

1. Issuance of an audit scheduling notice, which includes the purpose and      
focus of the review
2. Informal presentation of preliminary audit findings, to validate factual          
findings
3. Informal exit conference;

4. Presentation of a draft audit report for informal comment;
5. Issuance of final report and formal exit conference;
6. Submission of a Corrective Action Plan, if an audit results in findings of non-compliance;
7. Monitoring of Corrective Action Plan; and
8. Subsequent audit to assess implementation of Corrective Action Plan
D.
JAC and CMO contracts with providers must include a provision that allows CAFS access in order to complete quality assurance responsibilities, as defined in this policy. A JAC/CMO QA Plan shall encompass any participating providers.  In the event that the CAFS renders a determination that a participating provider is not meeting the best interests of a juvenile and/or adhering to CAFS policy and quality standards, the Director may disapprove the provider.
E.
Complaint investigations, which are distinct from the QA process, may be conducted at a JAC, CMO, or contract Provider on an unscheduled basis, as outlined in Item 1000.3.

F.
CAFS Contract Managers are available to the JAC and CMOs to provide technical assistance.

G.
The JA/CMO shall provide CAFS with a written Annual Self-Assessment Report. The   reporting period is defined as October through September. The report must adhere to the format defined by CAFS (see below for an example format).  The report is due 45 calendar days after the end of a reporting period.


1.
Self-Assessment Report Format

	Reporting

Factor
	Process Measures and Outcomes

	Case Planning and Record Management
	Performance on audits to evaluate quantitative compliance with case documentation requirements, as defined in the Handbook and quality of case planning based on assessment of a juvenile’s needs.  This includes compliance with federal financial reporting requirements.  This factor includes an assessment of the relationship between a youth’s assessed needs and the extent to which the services provided matched those needs.

	County Information System
	Performance to record the status of every juvenile on the automated information system, according to time frames and accuracy standards.

	Staff Training
	Achievement of the Contractor’s annual training program to introduce, strengthen and improve worker skills and competencies in such areas as: case management, family services, resource utilization, court services etc

	Policy Compliance
	Performance on policy and procedure audits to assess adherence to standards defined in the Handbook.

	Utilization Management
	Assessment of Contractor’s utilization of resources (levels of care) and adherence to utilization standards.  This will include an evaluation of the duration of enrollment and length of stay data for different levels of care.

	Financial Management
	Assessment of the Contractor’s performance on financial audits, submission of annual Audited Financial Statements and financial reporting as required.  Note that the CMOs financial report is due to WC-CFS on a quarterly basis.

	Quality Management Plan


	Assessment of the Contractor’s implementation and adherence to its annual quality assurance and improvement plan, as required by Appendix A (Section X).  There must also be an assessment of the agency’s implementation and adherence to any Corrective Action Plans undertaken during the covered reporting period and the number of performance exceptions for escapes, felony arrests and detention length-of-stay standards.  The report must include a summary of Notices of Concern (NOC), other complaints, investigation outcomes and program improvement plans to prevent reoccurrences. 

	Educational Action Plan
	Assessment of educational planning and accomplishments.

	Program Performance Objectives
	Assessment of the Contractor’s achievement of defined program performance objectives, as defined at the option of CAFS.

	Statistic Data Trends
	Data should be presented in the following format:  1. Reporting Period, 2. Year-to-Date 3. Cumulative for entire period that the contractor has been a CMO. Data must be sorted for At-Risk, Probation and Committed cases. Data must include age/gender of youth served, new case assignments by legal type, discharges, demographic profile, level of care utilization, etc

	Managing for

Results
	Enter “Program Performance Data” for reporting elements in the Department’s MFR plan. Assess achievement or lack thereof on performance measures.  An improvement plan shall be included for any performance that is off-target. 

	Outcomes
	Data must be presented that measures and describes the achievement of outcomes such as recidivism, escalations from initial level of care, substance use, academic gains and customer satisfaction.  CAFAS data outcomes shall also be reported. The CMO is expected to work in collaboration with the JAC to obtain this data.  

	Subcontractors Licensure Status


	The CMO shall report to CAFS the name of each subcontractor, license or certification requirements (if any), status of license/certification and number and types of youth served.  


2.
Assessment of Quantitative Outcomes


The “Statistical Data Trends” section of the above CMO Annual Self-Assessment Report must address the following outcomes and provide statistical data on:

a. Academic performance and achievement

b. Abstinence from drugs and alcohol

c. Employment

d. Customer satisfaction

e. Stakeholder satisfaction

f. Escalations in level of care following initial assignment to the CMO

g. Escapes (Resolved, Unresolved, Never Truant)

h. Length of stay in detention

i. New felony convictions during enrollment

j. New felony conviction following termination from the CMO

k. Ratio of in-home care to out-of-home placements

l. Other outcomes as defined by the CMO

IV. Exhibits
None

V. References
Licensing Rules for Child Placing Agencies

Licensing Rules for Child Caring Institutions

CWLA Standards for Organization & Administration for all Child Welfare Services
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