	Assisted Living Program Community Review


The Community Review of the Assisted Living Program was conducted March 14 through March 16, 2005.  The review panel included Jacqueline Davis, Micki Fuller and Donald Walton.

This report is divided into the following four parts:

1. Program Description

2. Review Process

3. Summary of Findings, which summarizes the reviewers’ findings about the program’s performance in each reviewed area.  This part also includes recommendations and suggestions for improvements.

4. Review Scale with Results and Comments that includes a description of the areas reviewed and the review scale and the review areas with the panel’s scoring results.

Program Description

Please see the program description at the end of this report, which is from the Assisted Living Program Self-Assessment and describes the State regulations for Assisted Living.
Review Process

A three day community review of the Assisted Living Program included meeting the staff and a program overview from the program manager and nurse administrator.  Panel members also discussed the surveys with community health nurses.  Three assisted living survey visits were observed by panel members.  The principal administrative aid described the application process and license issuing.  A variety of written program materials were reviewed.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Exceeding Expectations

· The program has a true and clear sense of mission and to that end, the staff is highly motivated to ensure their inspections contribute to the safety and overall well-being of the residents of the Assisted Living facilities. 

· A multitude of State and County agencies have different program responsibilities for the quality and safety of vulnerable persons who require assisted living.  The program is required to interface with these agencies on a regular basis and does an exceptional job of working with the different agencies and organizations (government and non-government).
Aspects of the Program that are Meeting Expectations

· The program has measures that provide statistical data quantifying the percentages of the facilities that comply with County licensure requirements as well as those who have cited violations during inspections and surveys.

· The staff utilizes computers and a database on outcome measures of workloads, numbers of inspections and emergency preparedness plans.
· The staff has worked with the development of proposed new State regulations using current research from other State agencies.

Aspects of the Program that Need To Be Developed Further

· Data should be gathered on more areas of outcome measures.  Currently, the emphasis is on data regarding medication errors, which is one of the greatest areas for error.
· More time and staff is needed to enable the development of more partnerships and to conduct more research.
· An additional specific database to collect program outcomes is needed.  The current database was not designed for the Licensure and Regulatory Office.  Data on the growth in group homes over the years and domiciliary homes, in general, would be helpful.
· Make more use of the licensure application packet to present the program’s purpose and goals.
Additional Comments and Recommendations

The limited staff is not able to conduct all of the annual, follow-up and complaint investigations for all assisted living facilities.  Lack of staff precluded the conduct of annual surveys for domiciliary homes from 1998-2003.  A transfer of personnel to the staff in April 2004 has been quite beneficial; however, there is still a need for additional staff for the increasing number of new facilities opening every year.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations

It was the consensus of the panel that the staff exceed expectations in all aspects of working directly with the consumers, be they providers or residents.  Staff members are all professional in demeanor.  The panel also found the staff to be kind even when delivering bad news.

Aspects of the Program that are Meeting Expectations

Languages used on brochures, posters, etc. should match the demographics of the consumers in the county.  These should be revised regularly to reflect this.

Aspects of the Program that Need To Be Developed Further

It would be desirable for the program to develop a specific written policy for handling complaints/disputes even though the program is dictated by law.
Suggestions for Improvement

After observing surveyors juggling numerous hand-written paper forms, the panel would 

suggest a laptop computer with forms programmed to be accessed by the surveyors.  The 

completed forms could then be saved to a disk to be printed out and reviewed/revised/rewritten

back in the office.  It seems like what would be saved in the cost of paper alone would pay for

laptop.  This would be a more efficient and a better use of the surveyor’s time.  Additional time

saved could be used to speak with residents.
Additional Comments and Recommendations

The staff is doing a very difficult job, professionally and extremely well with little resources.  They are stretched thin and need time and resources to cross train and attend continuing education courses. 
The panel was impressed by the desire of both the examiners and the examined to provide for those for whom care was being given the best of care.  The overt desire of the program personnel to encourage and help those giving care in their mission was evident. 
SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations

The review panel agreed that the program is making maximum effective use of all the personnel, facilities and technology available.  The high degree of morale, apparent motivation and competence of each individual and cooperation within the program deserves comments.  Additionally, the staff’s kindness to all, tact in working with care providers, thoroughness of the inspections and over-all professionalism were admirable.

Aspects of the Program that Need To Be Developed Further

Given the current level of staffing and the prevailing budget constraints, any expansion of the program appears to be limited at this time.

Suggestions for improvement

The program would benefit from the following:

1. Field use of laptop computers 

2. Upgrading in technological capability 
Additional Comments and Recommendations

If House Bill 1326 passes, the volume and complexity of this program’s task will be markedly increased, creating a need for increased personnel and upgrading of technological capability.  This bill alters the definition and licensing requirements for assisted living programs to establish three categories of assisted living and states that “an annual unannounced on-site inspection of adult care homes” must be made.  In Maryland there are 1575 licensed facilities, of which 767 (48.7%) have four or fewer beds, suggesting this law will increase the task of inspection significantly and require augmentation in the number of appropriate personnel.

REVIEW SCALE WITH RESULTS AND COMMENTS

Areas for Review and Rating Scale

The panel rated the program in the following areas:  

Section I—Achieving Outcomes, which includes Developing Outcomes, Charting Results and Creating and Nurturing Partnerships.

Section II—Providing Customer Service, which includes Identifying, Responding to and Anticipating and Evaluating the Needs of Customers.

Section III—Building an Effective Infrastructure, which includes Supporting Outcomes through Personnel, Budget and Technology and Training.

The panel used the Community Review tool to guide their findings, which consisted of the following five point Likert scale:  

Not Meeting


    Meeting


              Exceeding

     
Expectations


  Expectations

        
Expectations



   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Assisted Living Program Community Review:

Far Exceeding Expectations (5)
· There is evidence of highly exceptional performance.
Above Expectations (4)

· Program is doing above the department’s/agency’s expectation.
Meeting Expectations (3)

· Expectations are being met by the contract, agency’s mission or the panel’s own reasonable presumptions.
· There is evidence neither showing exceptional performance nor evidence showing failure to perform.
· If panel finds a mix of evidence showing both excellence and poor aspects of performance, they might place a program in this category.
· The panel views the category as positive performance.
Below Expectations (2)

· There is evidence of minimal effort.
· A program may be rated a two if they are attempting to meet the expectation in this area but do not have all the resources necessary.  In this case, it is not a negative rating and will highlight a program’s need.
Not Meeting Expectations (1)
· There is evidence that performance is falling short of expectations.
SECTION I.  ACHIEVING OUTCOMES

	
	Score

	A.  Developing Outcomes
	1
	2
	3
	4
	5
	N/A

	1.  Able to describe the program’s mission
	
	
	
	
	(
	

	2.  Clear about community-wide outcomes
	
	
	
	
	(
	

	3.  Able to describe the specific impact of 

     the program 
	
	
	
	
	(
	

	4.  Have outcome measures in place to 

     measure results
	
	
	
	(
	
	

	5.  Able to indicate how the program’s

    outcome measures address client’s 

  well-being
	
	
	
	(
	
	

	  6.  Able to indicate how the outcome measures are linked to the program’s mission
	
	
	
	(
	
	

	7.  Using research on “what works” to achieve the program’s mission and improve the outcome measures
	
	
	(
	
	
	

	8.  Applying research to develop and/or change strategies.
	
	
	
	(
	
	

	9.  Clearly articulating the key result in program descriptions and publications 
	
	
	
	
	
	(

	Frequencies
	
	
	1
	4
	3
	1

	Subtotal =  34 out of a possible 40*
	

	*Possible score reduced from 45 to 40 because item#9 was not reviewed.  
	


	
	Score

	B. Charting Results
	1
	2
	3
	4
	5
	N/A

	1. Using a standardized assessment tool to measure success
	
	
	(
	
	
	

	2. Using a computer to collect and track program outcome data.
	
	
	(
	
	
	

	3. Identifying/setting targets for outcome measures
	
	
	
	(
	
	

	4. Incorporating information about progress toward program key results in reports outside DHHS
	
	
	
	
	
	(

	5. Comparing the program/results trends with other communities, the state or the nation
	
	
	
	
	
	(

	Frequencies
	
	
	2
	1
	
	2

	Subtotal =  10 out of a possible 15*
	

	*Possible score reduced from 25 to 15 because items#4 and #5 were not applicable.  Please see comments below.
	

	Comments:

· The staff indicated that the facilities get a copy of the State and County regulations with regards to licensure procedures with the licensure application packet.  After the reviews, the facilities get a copy of the report, which tells them their shortcomings and strengths but does not compare their scores with other like facilities or a norm. 
 
· Because of a shortage of personnel, the staff complete required reports and do not have the manpower to prepare any other reports for outside of the Department of Health and Human Services (DHHS) or to conduct research.


	
	Score

	C. Creating and Nurturing

      Partnerships
	1
	2
	3
	4
	5
	N/A

	1. Able to clearly identify what County system of services the program is under?
	
	
	
	
	(
	

	2. Establishing relationships (other parts of DHHS)
	
	
	
	
	(
	

	3. Establishing relationships (other parts of county government)
	
	
	
	
	(
	

	4. Establishing relationships (other agencies outside of government)
	
	
	
	
	(
	

	5. Identifying additional partnerships
	
	
	
	(
	
	

	Frequencies
	
	
	
	1
	4
	

	Subtotal =  24 out of a possible 25
	


SECTION II.   PROVIDING CUSTOMER SERVICE

	
	Score

	A. Identifying the Needs of Customers
	1
	2
	3
	4
	5
	N/A

	1. Identifying primary and secondary customers
	
	
	
	
	(
	

	2. Aware of how customers come into the program
	
	
	
	
	(
	

	3. Using explanations of eligibility criteria that are clear 
	
	
	
	
	(
	

	4. Maintaining information in a variety of formats and languages
	
	
	(
	
	
	

	5. Using translation services, such as the AT&T language line, the Language Bank, etc.
	
	
	
	
	
	(

	6. Delivering services in a sensitive manner in terms of cultural diversity
	
	
	
	(
	
	

	7. Knowledgeable about how to provide materials for customers with specific needs
	
	
	
	(
	
	

	8. Identifying needs of customers on an individual basis
	
	
	
	
	(
	

	9. Employing a positive tone
	
	
	
	
	(
	

	10.  Ensuring that customers understand      

       access and intake process
	
	
	
	
	(
	

	11.  Encouraging staff to make a 

       concentrated effort to please

       customers
	
	
	
	
	(
	

	Frequencies
	
	
	1
	2
	7
	2

	Subtotal =  46 out of a possible 50*   
	

	*Possible score reduced from 55 to 50.   Please see below.
	

	Comments:

· A4 is not applicable at this time because new brochures are being developed.  
· Additionally, A4 and A7 are services for which there has been no demand to date, although those who administer the program are aware of the potential need for them.  Staff members are fully knowledgeable about the services available to them and should the need arise, are anxious to make use of them.


	
	Score

	B. Responding to the Needs of 

     Customers
	1
	2
	3
	4
	5
	N/A

	1. Offering services consistent with goals 
	
	
	
	
	(
	

	2. Offering services that are readily available
	
	
	
	
	(
	

	3. Easily accessible by phone, fax, e-mail
	
	
	
	
	(
	

	4. Accessible by TTY, use of the Maryland Relay Service and other assistive devices
	
	
	(
	
	
	

	5. Delivering services in comfortable facilities that are accessible to people with disabilities
	
	
	
	(
	
	

	6. Maintaining a waiting list 
	
	
	
	
	
	(

	7. Attempting to meet the needs of customers on the waiting list
	
	
	
	
	
	(

	8. Referring customers to appropriate services if the program cannot provide the requested service
	
	
	
	
	
	(

	9. Demonstrating that staff work well together to serve customers
	
	
	
	
	(
	

	Frequencies
	
	
	1
	1
	4
	3

	Subtotal =  27 out of a possible 30*
	

	*Possible score reduced from 45 to 30 because the program does not have a waiting list.
	

	Comments:

· A TTY is available but has not been tested.


	
	Score

	C. Anticipating and Evaluating the

     Needs of the Customer
	1
	2
	3
	4
	5
	N/A

	1. Able to demonstrate and document an awareness of customer satisfaction
	
	
	
	(
	
	

	2. Using Information to Improve customer service
	
	
	
	(
	
	

	3. Handling complaints/disputes through a clear written process
	
	
	(
	
	
	

	4. Offering a formal mechanism to make changes in the program based on lessons learned through the dispute process
	
	
	
	
	
	(

	Frequencies
	
	
	1
	2
	
	1

	Subtotal =  11 out of a possible 15*
	

	*Possible score reduced from 20 to 15 because item#4 was not observed.
	


SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

	
	Score

	A. Supporting Outcomes through

Personnel
	1
	2
	3
	4
	5
	N/A

	1. Program has staff and appropriate resources to support program goals
	
	(
	
	
	
	

	2. Program utilizes management techniques to ensure that staff are effectively working to meet goals
	
	
	
	
	(
	

	3. Program has staff that is well-matched to program needs
	
	
	
	(
	
	

	4. Program has staff and others that see their jobs in terms of supporting program goals
	
	
	
	
	(
	

	5. Program has job descriptions and evaluations for each staff person.
	
	
	
	(
	
	

	6. Program has performance evaluations that are conducted on a regular basis
	
	
	
	(
	
	

	7. Program has job descriptions and evaluations that reflect the individual’s role in achieving the program’s mission
	
	
	
	(
	
	

	8. Program utilizes volunteers, consultants or has training opportunities for students
	
	
	
	
	
	(

	9. Program ensures that volunteers and consultants have an understanding of their role in supporting program goals
	
	
	
	
	
	(

	Frequencies
	
	1
	
	4
	2
	2

	Subtotal =  28 out of a possible 35*
	

	*Possible score reduced from 45 to 35 because items#8 and #9 were not applicable.  Please see comments below.
	

	Comments:

· To date, there has been no demand for volunteer or ancillary personnel.  Given the nature of the task mandated, the propriety of the use of "volunteer" (non-professional) personnel is questioned.  Although having volunteers, consultants or students is not ruled-out in the future, it is not applicable at this time.  Additionally, the personnel were anything but averse to outside "help" and were anxious to learn how they could properly avail themselves of such aid. 


	
	Score

	B. Supporting Outcomes through 

      Budget
	1
	2
	3
	4
	5
	N/A

	1. Budget reflects and supports program goals
	
	(
	
	
	
	

	2. Budget addresses all of the significant needs of the program 
	
	(
	
	
	
	

	3. Budget incorporates a process so that program needs not reflected in the budget are addressed in other ways
	(
	
	
	
	
	

	4. Budget incorporates a process that includes a recommendation from customers/advocates of the  program 
	(
	
	
	
	
	

	Frequencies
	2
	2
	
	
	
	

	Subtotal =  6 out of a possible 20
	


	
	Score

	C. Supporting Outcomes through 

Technology and Training
	1
	2
	3
	4
	5
	N/A

	1. Program has appropriate and sufficient technology to support its work 
	
	(
	
	
	
	

	2. Program has technology available for work “in the field”
	
	
	(
	
	
	

	3. Program has staff that understand how technology can help them achieve goals
	
	
	
	(
	
	

	4. Program identifies training resources needed
	
	
	
	(
	
	

	5. Program makes use of County or other training resources
	
	
	
	(
	
	

	Frequencies
	
	1
	1
	3
	
	

	Subtotal =  17 out of a possible 25 
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