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Overview:  As part of Virginia’s Real Choice Systems Change Grant (July 20, 2001), the Center for Gerontology at Virginia Tech is responsible for Goal 4: “Address gaps in quality assurance and client satisfaction for community-based waiver service programs through the development of performance, outcomes, and satisfaction measures for continuous quality improvement and use.”  To meet this goal, the Center has conducted extensive research in client satisfaction with E&D Waiver services (reported elsewhere, e.g., Glass, Roberto, Teaster & Brossoie, 2003a).  In addition, the Center reviewed the existing Utilization Review (UR) process, as it is currently the primary means of quality assessment (QA) for the E&D Waiver program in Virginia.  Our evaluation, based on the following activities, indicates that mechanisms are now in place to address and monitor the quality of services delivered by provider agencies.  Continual development and refinement of the UR process will help ensure clients receive quality services and are satisfied with the assistance they receive.

Process:  First, at the beginning of the project, Center staff obtained copies of all forms used by UR to determine what data were being collected.  The UR section was undergoing a reorganization process at that time.  Second, researchers at the Center for Gerontology conducted a survey of provider agencies that demonstrated great variability in access to and use of computers.  These findings clearly limit the ability of the Commonwealth to require electronic submission of quality data at this time.  Third, as described in this report, a meeting was held to obtain an up-to-date understanding of the UR process.  Through this meeting and subsequent communications, the Center determined that several new steps have been implemented in the UR process since 2001.  These steps address several of the types of problems that are frequently seen not only in Virginia, but also across the nation (U.S. General Accounting Office, 2003).  The new actions improve DMAS’ communications with providers and clients and standardize annual level of care reviews.  New and existing steps of the UR process also address such issues as the match between authorized services and the services documented, timeliness of client assessments, and the ability to record and track complaints about services.  

Recommendations:  Based on our evaluation, the Center for Gerontology does not recommend that a full-fledged new QA program be developed and implemented at this time.  A pilot program as originally envisioned is not necessary.  Instead, the Center will work in partnership with DMAS to extend the emphasis on client satisfaction measurement, a weakness, and makes the following additional recommendations:

· Expand and refine the rudimentary complaint logging system.

· Promote greater use of the plan of care for reviews and reference.

· Facilitate communication with the Office of the State Long-Term Care Ombudsman.

· Enhance the value of the provider satisfaction survey.

The Center will assist with design of an information sheet that can be distributed to clients and their family caregivers containing essential information about waiver services, based on the needs identified through our client and caregiver interviews. In addition, staff at the Center for Gerontology will prepare a brief 1-2 page guide with definitions/examples about performance outcome measures to share with providers.  
