	Tuberculosis Control Program Community Review


The Community Review of the Tuberculosis Control Program (TB Control) was conducted January 15, 16 and 17, 2002.  The review panel included Dr. Mona Ellis, Ms. Carolyn Post and Ms. Sue Shoenberg.

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

TB Control provides tuberculosis (TB) screening, prevention, treatment, case management, contact investigation, consultation and health education to Montgomery County residents.  The program also includes the Refugee Health Program that offers comprehensive health assessment to all newly arrived immigrants.  TB Control has an outreach component where community health nurses (CHNs) and community services aides (CSAs) assist high-risk individuals with TB screening, treatment and prevention at Second Genesis, the Methadone Treatment Center and the Detention Center.  Additionally, outreach workers give Directly Observed Therapy (DOT) to patients in their homes, jobs, schools or other designated sites.  TB Control’s Migrant Health Program includes screening for TB and ensures that migrant workers and their families have access to Montgomery County’s Department of Health and Human Services’ (DHHS) health care system.

The program is located at the Dennis Avenue Health Care Center in Silver Spring.  Each client is assigned a case manager who is a registered nurse (RN).  The case manager works closely with the medical director and other members of the interdisciplinary team to provide patient education and coordination of care for the patient.  One of the program’s major goals is to prevent the spread of TB in the community by maintaining surveillance, early identification and initiating prompt treatment under direct observation to individuals suspected of having active TB.  Another key goal is to decrease the pool of infection and the risk of active disease in the community by providing directly observed preventive therapy (DOPT) to clients at the highest risk of developing TB.

Review Process

Prior to the review, the panel met initially with the Public Health Services Senior Administrator for Communicable Disease and the Program’s Nurse Administrator to obtain an overview of TB Control.  They also met with an Accountability and Customer Services staff member to discuss the program’s outcome measures.  During the review, the panel members spoke with the Chief of Public Health Services, the Senior Administrator and the Nurse Administrator to better understand the program’s history, components and goals.  The panel received a tour of the clinic and the Dennis Avenue Health Center.

Other review activities by the panel included:

· Observations of clinic walk-ins and case management activities

· Sat in on weekly staff meeting/case conference

· Met with the Medical Director

· Interviewed CSAs who provide outreach and DOT

· Home Visits

· A visit to the Detention Center

· Observed the Refugee Health Program 

· Met with CHNs

· Observed consultations

· Spoke with the principal administrative aides

· Observed the program’s data entry system

· Observed the front desk and waiting area

· Talked to the Radiology Technicians

· Attended an in-service luncheon on advanced HIV for staff at the health center
The panel wrapped up the review by meeting with the Chief of Public Health Services, the Senior Administrator and the Nurse Administration to go over their preliminary findings.

To assist the panel with their findings the following documents were reviewed:

· Program Self-Assessment

· Outcomes information from Measuring Progress
· Description of Tuberculosis Control Program Services 

· Service Locator Information about the TB Control Program

· Fact sheet about Tuberculosis

· Overview of Tuberculosis Control/Refugee/Migrant Health Programs

· Program and Service Area Organizational Charts

· State Site Review Report from November 2000 and site questionnaire

· TB Control Policy and Procedures Manual

· Standardized Assessment Tool

· Target Funding Proposal

· Program Budget

· Program data from October and November 2001

· Outcome and performance measures information

· Current Annual Report

· TB State and County data and statistics

· Department of Health and Mental Hygiene reports

· Reports to state agencies

· New Americans Publication, Summer 2001
· Refugee Health Assessment Form

· List of Program Brochures and videos available and those in various languages

· Booklets about TB in English and Spanish

· Web site information regarding TB

· Laws relating to TB

· Description of BCG (Bacille Calmette-Guerin) Vaccine

· Press releases

· Application forms 

· TB Patient/Provider Agreement

· Client Acknowledgement/Receipt of Client’s Rights to Confidentiality

· Grievance Procedure

· Customer Satisfaction Survey and letters

· DHHS Report Cards in English and Vietnamese

· Program Evaluation

· Sample of staff evaluation form

· Business cards

· Position descriptions

· Articles about TB 

· Information about ongoing research

· In-service material 

SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Highly Commendable

· Impressive increase in percentage of DOT completion of treatment in past decade for both active and latent disease.

· Exemplary case management.

· Thorough contact training that has helped to prevent spread of TB into the general community.

· Evaluating and treating refugees for communicable disease.

· Screening and treatment at the detention center.

· Expedition of active cases.

· Good partnership with the County’s HIV Program.

· Commendable amount of interaction and quality of leadership with regional, County and private sector partners.

Ways in Which the Program is Meeting Expectations

· Extensive community education.

· Migrant health surveillance.

· Staff education at homeless facilities and substance abuse treatment facilities to conduct surveillance for TB.
Aspects of the Program that Need To Be Developed Further

Improve coordination for hospital admission intake cases with better communication between the hospital and the TB Control Program to ensure a seamless transition of care.

Suggestions for Improvement

· Continue good efforts to increase the percentage of patients receiving and completing DOT/DOPT.

· Continue to aim for a higher percentage of TB patients who receive HIV testing.
SECTION II:  PROVIDING CUSTOMER SERVICE
Summary

Aspects of the Program that are Highly Commendable

· Program has a culturally and linguistically diverse staff.

· Clients are treated with respect and professionalism.

· Staff is extremely flexible and does as much as they can to meet clients wherever and whenever it is convenient for them to receive treatment.

· Multiple efforts are made to get the client to return to work or school quickly.

Ways in which the Program is Meeting Expectations

· Program has regular business (9am-5pm) for routine services.

· The Dennis Avenue Health Center is well located and ADA accessible.

· Education of clients in person and in writing about TB and necessary treatment.

Aspects of the Program that Need To Be Developed Further

· Increase efforts to reach undocumented immigrants for TB screening.
· Increase utilization of customer service feedback forms.  Encourage completion and evaluate and interpret results to work toward change, if necessary.  Consider creating a more effective form.

Suggestions for Improvement

· Obtain more written patient material in Croatian, Russian, Korean, Chinese, Creole and Japanese.
· Use resources to find additional translators for patient encounters especially, Japanese and Korean.
· Produce audiotapes/video in additional languages e.g., Japanese and Korean for non-literate patients.

Additional Comments and Recommendations

Staff has an extraordinary camaraderie.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Highly Commendable

· The program has a committed, diverse, energetic and experienced staff.  They are a knowledgeable, well-qualified and stable team who works harmoniously together.

Additionally the program demonstrates highly commendable work in the following areas of infrastructure:

· Site-specific grand rounds, in-service training.

· Case conferences offer good training for all staff.

Ways in which the Program Is Meeting Expectations
· Administrative staff is cross-trained.

· Program has full and complete documentation of policies, results and other aspects of the program.

· Interaction with individual DHHS programs such as the Rental Assistance Program.

Aspects of the Program that Need to Be Developed Further

· Better budgeting for transportation.
· Increased staffing.
· Better coverage when sole physician is away.
Suggestions for Improvement

· Program needs access to an additional County car.
· Increased mileage reimbursement is needed for staff.
· Program should look into formalizing arrangements for physician coverage.  Currently, this is being done informally.
· Replace lost CHN position and increase position to full-time.  
· Add a part-time RN to do PPDs and an additional CSA for DOT.
Additional Comments and Recommendations

· Make non-clinical training and other relevant education more accessible so staff does not always have to travel to Rockville.
· Program needs updated computer programs to improve efficiency in generating reports.
· The clerical staff needs more physical space per person.  They are currently in tiny cubicles with not much space.
· The Refugee Program could use a larger physical space to meet.
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 Key Results, 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


                 Highly 

     
Expectations


  Expectations

        
Commendable


   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the TB Control Program:

Highly Commendable

· There is evidence of exceptional performance.
Meeting Expectations

· Expectations are being met by the contract, agency’s goals 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 viewed the category as positive performance.
Not Meeting Expectations

· There is evidence that performance is falling short of expectations.

SECTION I.  ACHIEVING OUTCOMES

	
	Score

	A.  Developing Key Results
	1
	2
	3
	4
	5
	N/A

	1. Supporting community wide outcomes 
	
	
	
	
	(
	

	2. Able to describe the key result
	
	
	
	
	(
	

	3. Able to describe how key result was determined
	
	
	
	
	(
	

	4. Using research to achieve results
	
	
	
	
	(
	

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

	Frequencies
	
	
	
	
	5
	

	Subtotal =  25 out of a possible 25 
	


	
	Score

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

	1. Identify program/outcome measures
	
	
	
	
	(
	

	2. Identifying measures of client well-being
	
	
	
	
	(
	

	3. Ensuring that program measures are moving in the right direction
	
	
	
	
	(
	

	4. Measuring information concerning outcomes for individuals
	
	
	
	
	(
	

	5. Using a standardized assessment tool to measure success
	
	
	
	
	(
	

	6. Gathering information concerning collective success of the program
	
	
	
	
	(
	

	7. Using information about progress toward key results to clarify strategy in reports
	
	
	
	
	(
	

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

	9. Identifying targets for all program measures
	
	
	
	
	(
	

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

	Frequencies
	
	
	
	
	10
	

	Subtotal =  50 out of a possible 50
	


	
	Score

	C. Creating and Nurturing

      Partnerships
	1
	2
	3
	4
	5
	N/A

	1. Establishing relationships (other parts of DHHS)
	
	
	
	
	(
	

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

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

	4. Identifying additional partnerships
	
	
	
	
	(
	

	Frequencies
	
	
	
	
	4
	

	Subtotal =  20 out of a possible 20 
	


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

	6. Maintaining information about the program via translation services
	
	
	
	(
	
	

	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
	
	
	
	3
	8
	

	Subtotal =  52 out of 55
	


	
	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. Documenting the need for services even if there is no waiting list
	
	
	
	
	(
	

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

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

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

	Frequencies
	
	
	
	
	10
	

	Subtotal = 50 out of a possible 50
	


	
	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. Using Information to assess impact of services
	
	
	
	
	(
	

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

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

	Frequencies
	
	
	
	1
	3
	1

	Subtotal = 19 out of a possible 20*
	

	*Possible score reduced from 25 to 20 because item #5 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 job descriptions that reflect the individual’s role in achieving program goals
	
	
	
	
	(
	

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

	8. Program has performance evaluations based on employee’s contribution toward meeting program goals 
	
	
	
	
	(
	

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

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

	Frequencies
	
	
	
	1
	9
	

	Subtotal =  49 out of a possible 50
	


	
	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
	1
	1

	Subtotal = 13 out of a possible 15*
	

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


	
	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
	4
	

	Subtotal =  24 out of a possible 25
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