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Annual Performance Improvement Analysis: 

 Day Treatment, Intensive In-Home, and Business Functions 

1. Overview of KPI Performance 

Gaston Adolescent Center (GAC) has established comprehensive Key Performance 
Indicators (KPIs) to evaluate the effectiveness and efficiency of its Day Treatment, 
Intensive In-Home (IIH), and Business Functions. This analysis reviews the performance 
across these areas for 2024, focusing on trends, causes, areas of improvement, and action 
plans. 

2. Key Performance Indicators (KPI) Overview 

Day Treatment Program: 

• Behavioral Incidents and Restraints: The program achieved a 0% restraint 
usage, significantly reducing behavioral incidents. 

• Service Attendance: Attendance exceeded 85%, meeting target benchmarks. 
• Caregiver Satisfaction: Satisfaction rates remained above 85%, demonstrating 

consistent positive feedback. 
• Efficiency in Service Delivery: Authorization approvals remained above 90%, 

indicating effective service coordination. 

Intensive In-Home (IIH) Services: 

• Symptom Reduction and Functioning: More than 65% of clients showed 
symptom reduction and improved daily functioning. 

• Service Accessibility: The program increased staffing and improved accessibility, 
which contributed to better service delivery. 

• Caregiver Satisfaction: Caregiver satisfaction remained high, surpassing the 
85% target. 

• Efficiency: MCO authorization approvals were maintained at over 90%, 
indicating efficiency in service provision. 
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Business Functions: 

• Staff Vacancies: The business function successfully kept staff vacancies to less 
than two positions per quarter. 

• Compliance in Self-Audits: GAC achieved 90% compliance in quarterly self-
audits. 

• Billing Denials: Billing denials remained at 0%, reflecting robust billing 
processes. 

• Stakeholder Satisfaction: Employee and stakeholder satisfaction surveys 
indicated high satisfaction levels. 

3. Objectives and Goals 

Day Treatment Program 

• Objective 1: Enhance client engagement and reduce behavioral issues in the Day 
Treatment Program.  

o Goal: Increase client attendance and reduce behavioral incidents, with a 
target of a 10% improvement in client engagement and a 5% reduction in 
behavioral incidents. 

• Objective 2: Improve caregiver involvement in treatment planning to further 
enhance client outcomes.  

o Goal: Increase caregiver participation in treatment planning by 15% 
through more frequent caregiver education sessions and feedback 
mechanisms. 

Intensive In-Home (IIH) Program 

• Objective 1: Expand service capacity and improve client outcomes in the IIH 
program.  

o Goal: Increase staffing to meet the demand, eliminating any waiting lists 
for services and increasing the capacity by at least 10%. 

• Objective 2: Enhance family engagement and satisfaction in the treatment 
planning process.  

o Goal: Increase family education sessions by 20%, resulting in a 5% 
improvement in caregiver satisfaction with treatment planning. 

Business Functions 

• Objective 1: Improve staff retention and recruitment to ensure consistent staffing. 
o Goal: Maintain staff vacancies at less than two positions per quarter and 

reduce turnover by 10% through enhanced recruitment and retention 
strategies. 

• Objective 2: Strengthen internal auditing and continuous process improvement 
efforts. 

o Goal: Achieve 95% or higher compliance in quarterly self-audits and 
ensure periodic reviews to identify areas for improvement. 
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• Objective 3: Improve stakeholder satisfaction and engagement in organizational 
operations. 

o Goal: Maintain a stakeholder satisfaction rate of at least 90%, with 
increased engagement through regular feedback surveys and meetings. 

 

 

 

4. Benchmarking 

Day Treatment Program 

• Internal Benchmarking:  
o Client attendance, caregiver satisfaction, and restraint usage have 

improved compared to the previous year. 
• External Benchmarking:  

o GAC’s performance in behavioral incident reduction and caregiver 
satisfaction exceeds industry standards. (NC-Topps Data)(survey data 
from the agency performance) 

Intensive In-Home (IIH) Program 

• Internal Benchmarking:  
o GAC’s authorization approval rates and caregiver satisfaction are on par 

with the agency’s past performance. 
• External Benchmarking:  

o Symptom reduction and functioning improvements have surpassed the 
target. (NC-Topps Data) 

Business Functions 

Internal Benchmarking 

• Staff Vacancies: GAC has maintained a strong performance by keeping staff 
vacancies below two positions per quarter, which aligns with internal targets set 
for the year. This is an improvement over previous years, where vacancies 
sometimes exceeded this threshold. 

• Self-Audits: The center achieved 90% compliance with quarterly self-audits. This 
marks a solid performance in internal monitoring and regulatory adherence. The 
target for compliance was set at 85%, so the center is exceeding internal 
expectations. 

• Billing Denials: Billing denials remained at 0%, reflecting the robustness of the 
center’s billing processes. This is a notable achievement compared to past years 
when occasional billing denials occurred. The 0% rate suggests an efficient and 
accurate billing system. 
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• Stakeholder Satisfaction: Surveys and feedback from employees and 
stakeholders show consistently high satisfaction levels. The internal target for 
satisfaction is 85%, and the organization exceeded this benchmark with results 
indicating satisfaction rates of over 90%. 

External Benchmarking 

• Staff Vacancies: Compared to industry standards, GAC's vacancy rate of fewer 
than two positions per quarter is in line with best practices for similar-sized 
organizations in the mental health services sector. Many organizations in this field 
face recruitment challenges, and GAC's performance in this area is commendable. 

• Self-Audits: Industry standards for compliance in self-audits generally fall 
between 80% and 90%, and GAC's 90% compliance places it at the higher end of 
the industry range. This indicates that the center is adhering to rigorous internal 
review practices. 

• Billing Denials: The 0% billing denial rate is outstanding and places GAC above 
the industry average, where billing denial rates can range from 2% to 5% in many 
mental health facilities. This suggests that GAC has particularly strong and 
accurate billing practices. 

• Stakeholder Satisfaction: GAC’s stakeholder satisfaction rate of over 90% is 
significantly higher than the industry average, where satisfaction rates typically 
range from 75% to 85%. This high satisfaction is a strong indicator of effective 
leadership, staff engagement, and communication within the organization. 

 

5. Identification of Trends and Causes 

Day Treatment Program 

Positive Trends: 

• High Caregiver Satisfaction: Caregiver satisfaction has consistently remained 
above 85%, indicating strong engagement with the program. 

• Strong Service Attendance: Attendance rates exceeding 85% consistently show 
that the program is meeting client needs and expectations. 

• Zero Behavioral Incidents: Achieving a 0% restraint usage demonstrates a 
significant reduction in behavioral incidents and improved client outcomes. 

Negative Trends: 

• Limited Client Engagement: While attendance is strong, there is an opportunity 
to further engage clients in the treatment process to improve long-term outcomes 
and reduce behavioral issues. 

• Potential for Increased Behavioral Issues: Without new strategies to enhance 
client engagement, there is a risk that behavioral incidents could rise again in the 
future. 
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Root Causes: 

• Training and Structure: The success in reducing behavioral incidents is largely 
attributed to the structured environment and consistent staff training. However, 
there is still a need for more dynamic engagement strategies to sustain and 
enhance client behavior. 

• Limited Client Involvement: While caregiver satisfaction is high, client 
participation and engagement in treatment planning could be further emphasized 
to strengthen program outcomes. 

Intensive In-Home (IIH) Program 

Positive Trends: 

• Symptom Reduction and Improved Functioning: Over 65% of clients showed 
significant symptom reduction and improved daily functioning, exceeding the 
program’s goals. 

• High Caregiver Satisfaction: Caregiver satisfaction consistently remains above 
85%, showing that families feel supported and involved in the treatment process. 

• Service Efficiency: MCO authorization approval rates remained above 90%, 
demonstrating the efficiency and effectiveness of service delivery. 

Negative Trends: 

• Increasing Service Demand: With the growth of the IIH program, there is 
increasing pressure on staffing to meet the demand for services, leading to 
potential challenges in maintaining service delivery timelines. 

• Limited Family Education: There is room for improvement in engaging families 
more deeply in the treatment planning process, especially in enhancing their 
understanding and involvement. 

Root Causes: 

• Program Expansion: The growth of the IIH program has led to a higher client 
volume, necessitating increased staffing and resources. Despite this expansion, 
staffing challenges remain a key focus. 

• Insufficient Family Education: While caregiver satisfaction is high, a gap has 
been identified in the need for more comprehensive family education sessions to 
improve involvement in treatment planning. 

Business Functions 

Positive Trends: 

• Staff Vacancy Control: GAC has successfully maintained staff vacancies at less 
than two positions per quarter, showing effective recruitment and retention 
strategies. 
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• Strong Billing Processes: With 0% billing denials, GAC has robust billing 
practices in place, which is an impressive achievement compared to industry 
standards. 

• High Stakeholder Satisfaction: Both employee and stakeholder satisfaction have 
remained high, reflecting strong engagement and effective leadership. 

Negative Trends: 

• Recruitment Challenges: Although staff vacancies have been controlled, the 
competition for skilled mental health professionals remains a challenge, 
potentially impacting program expansion and service delivery. 

• Potential Gaps in Auditing: Despite good compliance with self-audits, there 
could be deeper inefficiencies or emerging issues that have not yet been identified 
through standard audits. 

Root Causes: 

• Competition for Skilled Staff: The mental health services sector faces ongoing 
challenges in recruiting and retaining skilled staff due to competition in the 
industry. The increasing demand for services also places pressure on recruitment 
efforts. 

• Limited Internal Audit Focus: While internal audits have shown strong 
compliance, there is a need for periodic reviews that go beyond basic compliance 
to explore emerging risks and inefficiencies in deeper operational processes. 

 

6. Areas for Improvement and Performance Improvement Action Plans 

Day Treatment Program 

Areas of Need: 

• Client Engagement: Although attendance is strong, more methods need to be 
explored to further engage clients in treatment, which could help reduce 
behavioral issues and improve overall outcomes. 

• Caregiver Education and Participation: While caregiver satisfaction is high, 
increasing caregiver participation in treatment planning could lead to more 
tailored and effective treatment plans. 

• Behavioral Management Strategies: While restraint usage is at 0%, new 
strategies are needed to maintain and improve client behavior management, 
ensuring long-term positive outcomes. 

Performance Improvement Action Plans: 

• Enhance Client Engagement: Introduce structured activities and incentives to 
engage clients in their treatment process further. This could include individualized 
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therapy sessions, interactive workshops, or group activities to improve social 
skills. 

• Increase Caregiver Involvement: Develop and implement more frequent 
caregiver education sessions, focusing on treatment plans and ways caregivers can 
support their child’s progress. Encourage caregivers to actively participate in 
treatment meetings and goal-setting. 

• Expand Behavioral Management Techniques: Introduce new tools and 
techniques for behavior management, such as positive reinforcement systems or 
advanced behavior tracking methods, to continue reducing incidents of 
challenging behavior. 

 

 

Intensive In-Home (IIH) Program 

Areas of Need: 

• Service Accessibility: The increasing demand for IIH services calls for further 
staffing to ensure there are no waiting lists for services and that clients continue 
receiving timely and quality care. 

• Family Education and Involvement: While caregiver satisfaction is high, there 
is a need to expand family education sessions and increase family involvement in 
treatment planning to enhance the overall effectiveness of the program. 

• Program Expansion: As the IIH program grows, it will need to address the 
staffing and resource challenges that come with an expanding client base to 
maintain service quality. 

Performance Improvement Action Plans: 

• Increase Staffing Levels: Hire additional staff to meet growing demand and 
ensure that no clients are placed on a waiting list. This could include adding more 
therapists, social workers, and case managers to the team. 

• Expand Family Education: Increase the number of family education sessions 
offered to caregivers. These sessions should focus on helping families understand 
treatment plans, expectations, and ways to contribute to their loved one’s 
recovery. 

• Optimize Program Processes: Streamline internal processes to ensure that 
treatment delivery remains efficient even as the program expands. This may 
involve adopting more digital tools for case management, communication, and 
reporting to improve workflow and reduce administrative burdens. 

 

Business Functions 

Areas of Need: 
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• Recruitment and Retention of Skilled Staff: The competition for skilled 
professionals in mental health services remains a challenge, and recruitment 
efforts need to be strengthened to maintain staffing levels and prevent vacancies 
from affecting service delivery. 

• Internal Auditing and Continuous Process Improvement: While GAC has 
good compliance with self-audits, there is a need for periodic deeper audits to 
identify emerging risks and inefficiencies that could be hindering operational 
performance. 

• Stakeholder Engagement: Although stakeholder satisfaction is high, there may 
still be areas where further engagement with employees, clients, and other 
stakeholders could improve service delivery and overall operational effectiveness. 

Performance Improvement Action Plans: 

• Enhance Recruitment Strategies: Review and improve recruitment practices by 
offering competitive compensation packages, professional development 
opportunities, and recruitment incentives. Partnering with universities and job 
placement agencies could help attract qualified candidates. 

• Implement Deeper Internal Audits: Conduct more detailed internal audits 
focused on emerging risks, process inefficiencies, or new regulatory requirements. 
This should include audits of operational, billing, and service delivery processes 
to uncover areas for improvement. 

• Strengthen Stakeholder Engagement: Hold regular stakeholder engagement 
events, such as feedback surveys, town hall meetings, or focus groups. Regular 
communication with stakeholders will help GAC better understand their needs 
and adjust its services accordingly. 

7. Conclusion 

Day Treatment Program 

The Day Treatment Program has demonstrated strong performance in key areas, 
particularly in reducing behavioral incidents, achieving 0% restraint usage, and 
maintaining high caregiver satisfaction and service attendance rates. The data collected 
and the analysis conducted highlighted areas for improvement in client engagement and 
caregiver involvement in treatment planning. 

Results: The actions taken, such as the introduction of structured activities and an 
emphasis on caregiver education, are expected to enhance client engagement and further 
improve treatment outcomes. Early indications show that increasing caregiver 
involvement is positively influencing treatment plans, and the efforts to engage clients 
more actively are showing signs of success. 

Conclusion: The intended results—improved client engagement, reduced behavioral 
incidents, and more personalized treatment plans—are being achieved. Continued focus 
on these areas will further strengthen the program's effectiveness. 
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Intensive In-Home (IIH) Program 

The Intensive In-Home (IIH) Program has made significant strides in symptom 
reduction and caregiver satisfaction. The data collected indicated a high percentage of 
clients showing symptom reduction and improvement in functioning. However, the 
increasing demand for services highlighted the need for further staffing and family 
education improvements. 

Results: The actions taken, such as expanding family education sessions and increasing 
staffing levels, are expected to address service demand and enhance family involvement 
in treatment planning. While the program’s expansion has been successful, the 
implementation of staffing increases is ongoing, and family education has shown positive 
impacts. 

Conclusion: The program is on track to meet its objectives. The expansion of services 
and family engagement initiatives are yielding positive results, although continuous 
monitoring of staffing levels and demand will be essential for maintaining program 
quality. 

 

Business Functions 

The Business Functions have excelled in staff retention, billing accuracy, and self-audit 
compliance. Data analysis confirmed that strong internal systems, including low staff 
vacancy rates and 0% billing denials, are contributing to the overall effectiveness of the 
organization. However, ongoing recruitment challenges and the need for deeper internal 
audits were identified as areas for further improvement. 

Results: Recruitment efforts are showing progress, but more emphasis on competitive 
compensation and professional development opportunities is needed. The actions taken to 
enhance internal auditing processes and further engage stakeholders are expected to 
improve operational performance in the long term. 

Conclusion: The business functions meet key performance targets. With further focus on 
recruitment and retention, along with more robust internal auditing, GAC will continue to 
ensure efficient and high-quality operations. 

 

 

 

 

Final Statement 
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The information and findings presented in this performance improvement analysis will be 
shared with clients, employees, and other stakeholders through various communication 
channels. This includes posting the report on the GAC website, distributing it in the main 
office for review, and holding meetings to gather feedback and provide further 
transparency. Stakeholder involvement will be essential as GAC continues its 
commitment to improving services and fostering an environment of continuous 
improvement. 

 

 

Schandra Moss, MS, CEO 
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