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>> GOOD MORNING.

I THINK WE ARE READY TO BEGIN.

SOMEBODY IS PULLING ON MY COAT TAIL TELLING ME TO BE QUIET.

IT IS MY OUN GYMNY CRICKET.

MY NAME IS DAVE ROBERTS.

I AM FROM DISABILITY'S DEPARTMENT OF UNIVERSITY OF MISSOURI AND AT A TIME FOR IOWA, MISSOURI, KANSAS AND NEBRASKA.

IT IS A PLEASURE TO BE HERE AND TO INTRODUCE THE PANEL FROM RSA.

THE TITLE OF THEIRS IS RSA PROCESS TO SYSTEM QA AND STATE VA AGENCIES.

WE HAVE THE PLEASURE OF 3 PEOPLE I KNOW IN VARYING DEGREES UP TO ALMOST 30 YEARS AGO FIRST PERSON TO BE PRESENTING IS JANETTE SHELL.

MY FIRST CONTACT WITH JANETTE WAS IN FIRST WEEK IN CHICAGO OFFICE AROUND 2001 AND HAD 14 EXPERIENCE WITH THE MICHIGAN GENERAL AGENCY.

SHE IS FIRMLY GROUNDED IN RSA AND A LOT OF EXPERIENCES.

SHE CURRENTLY WORKS IN THE TA UNIT.

STATE MONITORING AND PROGRAMMING IMPROVEMENT DIVISION.

SHE'LL BE FOLLOWED BY BRIAN MILLER IN MANAGEMENT AND PROGRAM ANALYST.

I HAD A CHAT WITH BRIAN SEVERAL YEARS AGO IN IOWA AND MISSOURI 107 REVIEWS AND FOUND OUT EVERYTHING HE LEARNED, HE LEARN AT THE UNIVERSITY OF IOWA WHICH I WAS REAL PROUD OF.

OUR REGION HAS SOME INFLUENCE.

AND FINALLY, TERRY MARTIN WHO IS KNOWN TO MANY OF YOU WHO HAS BEEN AROUND THE PREVERB YAL BLOCK.

HE HAS WORKED A LONG TIME WITH THE GEORGE WASHINGTON UNIVERSITY.

I WAS TEASING HIM, SOMETIMES WHEN I SEE THEIR BASKETBALL TEAM, IT SHOULD BE DA GEORGE WASHINGTON UNIVERSITY.

TERRY DOES HAVE EXPERIENCES.

ONE OF THE MOST INTERESTING TIMES FOR TERRY WAS WORKING ON THE TICKET TO WORK PROJECT FOR A NUMBER OF YEARS.

I OFTEN WONDERED WHAT HIS NEED TO SUFFER WAS.

[LAUGHTER] TRAVELING THE COUNTRY AND TALKING ABOUT THE WONDERFUL BENEFITS THAT ACCRUE TO YOU TO WORK WITH MAXIUS.

[LAUGHTER] WITH THAT BEING SAID, WE ARE ALL PEOPLE, PEOPLE AREN'T WE?

JANETTE?

>> GOOD MORNING EVERYONE.

BEFORE WE GET STARTED IN THE SUBJECT MATTER WE ARE PRESENTING, I WANT TO THANK THE ORGANIZING COMMITTEE FOR THE SUMMIT FOR INVITING BRIAN AND TERRY AND I TO SPEAK TO YOU TODAY.

WE WERE TALKING YESTERDAY AMONG OURSELVES ABOUT HOW INVIGORATING IT IS TO BE OUT HERE LEARNING FROM EVERYONE IN THEIR CREATIVITY AND INNOVATION AND WORKING WITH THE RESPONSIBILITIES THAT GO WITH QUALITY ASSURANCE.

WE ARE EQUALLY AS ENTHUSED WE CAN GO BACK TO D.C. AND NOT HAVE TO WRITE A REPORT.

[LAUGHTER]

AGAIN, THANK YOU VERY LETTING US BE HERE.

OKAY.

SO WE WANT TO SHARE WITH YOU TODAY SOME INFORMATION THAT WE GATHERED FROM RSA INITIATIVES AND AREAS OF QUALITY ASSURANCE.

FIRST I'LL TALK ABOUT 2 INITIATIVES:  FISCAL YEAR 2008 COMPILE ETS CONDUCTED AND SUMMARY OF TARGETED EVALUATIONS OF VR AGENCY QA PRACTICES.

THAT IS AN UNPUBLISHED STUDY.

BRIAN WILL TALK ABOUT INFORMATION GATHERED ABOUT QUALITY ASSURANCE ACTIVITIES FROM 107 MONITORING REVIEWS AND TERRY WILL END WITH COMPONENTS OF A QA SYSTEM.

IN FISCAL YEAR 2008, THE RSA TECHNICAL ASSISTANCE UNIT FUNDED A QA PILOT INITIATIVE TO LEARN MORE ABOUT QA SYSTEMS IN STATE VR AGENCIES AND APPROACHES TO IMPROVING THOSE SYSTEMS.

VOLUNTEERS WERE SOLICITED AND 5 AGENCIES SELECTED FOR PARTICIPATION.

THOSE AGENCIES WERE:  ALABAMA, NEBRASKA, NEW YORK GENERAL, NEW YORK BLIND, AND WYOMING.

THE VOLUNTEERS WERE ASKED TO SELECT THE PROVIDER OF TECHNICAL ASSISTANCE ON QA FROM AMONG 3 PROVIDERS:  THE AMERICAN SOCIETY FOR QUALITY AND THEY WORKED WITH THE ALABAMA AND NEBRASKA PROGRAMS.

THE RSEP CONSORTIUM WORKED WITH NEW YORK AGENCIES AND UTAH STATE UNIVERSITY AND NATIONAL CLEARINGHOUSE OF REHAB TRAINING MATERIALS WORKED WITH WYOMING.

THE TA PROVIDERS WERE CHARGED TO PROVIDE EXPERTISE IN QUALITY ASSURANCE, UTILIZE AN INDIVIDUALIZED APPROACH FOR THE AGENCY THEY WERE WORKING WITH ASSESS EXISTING QA PROCESSES, DEVELOP AN IMPLEMENT AND ALIGN SYSTEMS AND EVALUATE THE IMPACT OF THE INITIATIVE.

AGENCIES AND PROVIDERS REPORTED THAT THEIR UNDERSTANDING OF QA CHANGED AS A RESULT OF A PILOT BY RECOGNIZING THAT IT INVOLVES MORE THAN SERVICE RECORD REVIEWS.

AGENCIES DETERMINE THAT DATA WAS AVAILABLE TO THEM THAT THEY WERE EITHER NOT USING OR COULD USE AN ALTERNATE OR ADDITIONAL WAY.

EXCUSE ME.

MOST AGENCIES RECOGNIZE THROUGH THE PILOT THAT NOT USING, I'M SORRY, A SIGNIFICANT ASPECT OF VR SERVICE DELIVERY SYSTEM, SERVICES PROVIDED BY COMMUNITY REHABILITATION PROGRAMS WERE NOT BEING EVALUATED USING STANDARDS FOR QUALITY.

PILOT AGENCIES INDICATE THAD THEY NEEDED TO IMPROVE COMMUNICATION AND EDUCATION STRATEGIES ABOUT QUALITY EXPECTATIONS AND ROLES EACH STAFF AND PARTNER HAD IN QUALITY ASSURANCE.

IN ADDITION, AGENCIES RECOGNIZE THAT CONSUMER SATISFACTION SURVEYS NEEDED IMPROVEMENT TO PROVIDE USEFUL INFORMATION REGARDING QUALITY OF SERVICES RECEIVED.

TWO OF THE 5 PILOT AGENCIES RESPONDED TO OUR REQUEST TO FOLLOW UP ON THE IMPACT OF THE PILOT PROJECT.

THOSE AGENCIES INDICATED THEIR VIEW WAS BROADER TO THE PILOT.

ONE AGENCY SAYS THEY VIEW RETENTION OF VR COUNSELORS AS A QUALITY ASSURANCE COMPONENT.

EACH AGENCY INDICATED THEY HAD TO REACH A CONSENSUS OF THEIR DEFINITION OF QUALITY IN ORDER TO STRUCTURE THEIR QA SYSTEM TO EVALUATE THE QUALITY OF SERVICES.

BOTH AGENCIES IDENTIFIED THEY NEEDED TO IMPROVE COMMUNICATION BETWEEN STAFF, PARTNERS AND CONSUMERS ABOUT THE NATURE AND PURPOSE OF SERVICES TO BE PROVIDED AND EXPECTATIONS OF PROVISION OF QUALITY SERVICES.

YOU MAY RECOGNIZE THESE AS EXAMPLES OF MICHAEL QUINN PATTON'S PRINCIPLES AND FOCUSSED EVALUATION THAT HE PRESENTED DURING YESTERDAY AFTERNOON'S CONCURRENT SESSION.

IMPROVED TRACKING OF QUALITY INDICATORS WAS ANOTHER OUTCOME OF THE PILOTS TO DATE.

AGENCIES ARE LOOKING AT MULTIPLE SOURCES INTEGRATED TO RESULTS.

FOR EXAMPLE, USING PUBLIC HEARING COMMENTS SRC DISCUSSIONS AND CONSUMER SATISFACTION RESULTS TO ASSESS CONSUMER SATISFACTION.

LASTLY, BOTH AGENCIES INDICATED IT WAS TOO EARLY TO ASSESS THE FULL IMPACT OF THE PILOT IN TERMS OF IMPROVED PERFORMANCE SUCH AS INCREASE IN EMPLOYMENT OUTCOMES.

MANY OF THE CHANGE IT IS AGENCY MADE WOULD BE REFLECTED IN AGENCY PERFORMANCE IN THE NEXT 2-3 YEARS.

WHILE WE WERE NOT IN CONTACT WITH THE NEW YORKING AGENCIES TO FOLLOW UP THIS SUMMER, THEY CONCENTRATED IN VENDOR PERFORMANCE AND WE HOPE THAT MAY HAVE CONTRIBUTED TO THE PILOT DIRECTOR PRESENTED DURING THE 3 P.M. CONCURRENT SESSION.

I'D LIKE TO TURN NOW TO INFORMATION FROM AN UNPUBLISHED STUDY CONNECTED BY RTI INTERNATIONAL CALLED TARGETED EVALUATIONS OF STATE VR AGENCY PRACTICES AND QUALITY ASSURANCE.

AUTHORED BY BARBARA ELIOT, MICHAEL TASHJIAN, BECKY HAYWARD AND LITA JANS.

IT IS IN THE CLEARANCE PROCESS.

THE STUDY FOCUSSED ON ANSWERING 4 STUDY QUESTIONS USING STATE VR AGENCY RESPONSES TO A SURVEY REGARDING THEIR QA PROCESSES AND ACTIVITIES.

THE FIRST QUESTION WAS:  TO WHAT EXTEND DO AGENCIES PERFORM QA AND OTHER FUNCTIONS TO ENSURE THAT SERVICES ARE DELIVERED IN ACCORDANCE WITH STATUTES AND REGULATIONS IN KEEPING WITH AGENCIES, POLICIES AND PRACTICES?

RTA AND INFO USE RECEIVED RESPONSES FROM 76 VR STATE AGENCIES.

THE SURVEY RESPONSE INDICATE 76 AGENCIES USE THE FEDERAL STANDARDS AND INDICATORS IN PERFORMANCE REVIEWS.

75 USED STAFF TRAINING TO ADDRESS QA TOPICS.

74 USED CASE FILE REVIEWS AS QA ACTIVITY AS WELL AS 74 DOING SATISFACTION SURVEYS AND CASE MANAGEMENT SYSTEMS.

70 AGENCIES USED STRATEGIC GOALS IN QUALITY ASSURANCE AND 56 USED AGENCY PERFORMANCE MEASURES AS A QUALITY ASSURANCE METHOD.

56 AGENCIES ALSO HAD SRC INVOLVEMENT IN QUALITY ASSURANCE ACTIVITIES AND NOTED MODERATE OR GREAT INVOLVEMENT IN THE ACTIVITIES.

47 AGENCIES HAD DESIGNATED QA STAFF.

45 USED VENDOR COST GUIDELINES, 43 CONDUCTED SPECIAL STUDIES, 29 HAD QA POLICIES OR A MANUAL.

26 USED PERFORMANCE-BASED CONTRACTS.

23 USED FORMAL EVALUATIONS, 18 USED BENDER REPORTS AND RATINGS.

AND 16 USED PERFORMANCE-BASED BUDGETING.

THE STUDY PROVIDES FURTHER BREAK DOWN AND ANALYSIS OF STATE VR AGENCIES AND QA PRACTICES TOO DETAILED FOR US TO PRESENT TO YOU TODAY.

HOWEVER THOSE RELATE FOR SAMPLING CASE FILES FOR REVIEW, CASE MANAGEMENT SYSTEMS, METHODS FOR OBTAINING ON SUMER INPUT.

AGENCY REQUIREMENTS FOR VENDORS, METHODS FOR MONITORING VENDOR PERFORMANCES.

TOPICS OF SPECIAL STUDIES AND USES OF PERFORMANCE DATA.

THE USES OF PERFORMANCE DATA CAN SERVE AS AN EXAMPLE OF THE SPECIFIC ANALYSIS OF PRACTICES, RESPONSES WERE RECEIVED FROM 75 AGENCIES AND EACH AGENCY COULD CHOOSE MORE THAN 1 RESPONSE TO THE QUESTION OF HOW THEY USED PERFORMANCE DATA.

THESE RESPONSES INDICATED THAT 74 OF THE 75 AGENCIES RESPONDING USED DATA TO DETERMINE PERFORMANCE ON SPECIFIC MEASURES.

69 USED DATA TO DETERMINE PROGRESS TOWARD THEIR STRATEGIC GOALS, 60 USED THEM TO IDENTIFY THE SERVICES PROVIDED OR EVALUATE THEM.

60 USED THEM FOR DISCOVERING FISCAL ISSUES.

51 USED THEM FOR CASE FLOW FORECASTING AND ANALYSIS.

45 USED THEM FOR IDENTIFYING PROMISING PRACTICES AND 42 IDENTIFIED CONSUMER CHARACTERISTICS USING PERFORMANCE DATA.

THE SECOND STUDY QUESTION WAS WHAT EFFECTS OR OUTCOMES ATTRIBUTABLE TO QA AND OR SIMILAR PROGRAM FUNCTIONS?

73 AGENT CIS RESPONDED TO A QUESTION REGARDING THE METHODS THEY USED TO IDENTIFY AREAS OF IMPROVEMENT.

OF THE 73, 70 USED CASE FILE REVIEWS FOR THIS PURPOSE.

67 USED STRATEGIC GOALS AND PERFORMANCE MEASURES.

59 USED CONSUMER SATISFACTION SURVEYS TO IDENTIFY AREAS FOR IMPROVEMENT.

53 USED EVALUATIONS OR SPECIAL STUDIES TO DO SO AND 51 USED ALL 4 METHODS.

AS YOU CAN SEE MORE THAN 50 PERCENT, IT IS ACTUALLY 69.8 PERCENT OF THE AGENCIES USED ALL 4 METHODS TO IDENTIFY AREAS FOR IMPROVEMENT.

AGENCIES REPORTED THAT THEY USE THESE METHODS TO IDENTIFY IMPROVEMENTS IN ORGANIZED CULTURE, COMMUNICATIONS WITH STAFF AND STAKE HOLDERS, BUSINESS PROCESSES, CASE WORK AND CASE SERVICES AND AVAILABILITY AND USE OF DATA.

STUDY REPORT OFFERS A BREAK DOWN BY METHOD THROUGH AGENCIES PROVIDED FOR AREAS OF IMPROVEMENT IDENTIFIED.

IT IS POSSIBLE TO DETERMINE BY THIS EVALUATION WHAT PRACTICES ARE EFFECTIVE.

IT IS IMPORTANT TO NOTE THAT THIS STUDY WAS NOT AN EMPIRICAL STUDY, BUT TO IDENTIFY EFFECTIVE QA PRACTICES.

OKAY.

THE FOLLOWING PRACTICES WERE IDENTIFIED AS EFFECTIVE BY THOSE STATE VR AGENT CIS, MULTIPLE QUALITY ASSURANCE ACTIVITIES FOCUSSED ON THE SAME GOAL.

IN OTHER WORDS, WE ARE DETERMINING OUR PROGRESS USING MULTIPLE ASPECTS AND MULTIPLE ACTIVITIES SUCH AS DOES INFORMATION FROM SERVICE RECORD REVIEWS, CONSUMER SATISFACTION SURVEYS, INPUTS FROM THE SRC AND INPUT FROM SYSTEMS TELL US ABOUT THE FACTORS RESULTING IN UNSUCCESSFUL CLOSURES.

CASE FILE REVIEW THAT EMPHASIZES TRAINING AND SKILL BUILDING AS OPPOSED TO USING THAT INFORMATION IN A PUNITIVE MANNER.

CASE MANAGEMENT SERVICES THAT PROVIDE STAFF AT ALL LEVELS WITH ACCESS TO REAL-TIME DATA.

THAT MIGHT BE IN TERMS OF MONITORING SERVICE TRENDS, TIME AND STATUS, OR FINANCIAL INFORMATION.

TIMELY FEEDBACK FROM CONSUMERS.

ARE WE GETTING CONSUMER FEEDBACK AT MULTIPLE POINTS IN THE REHAB PROCESS INSTEAD OF JUST THAT CASE CLOSURE?

BETTER METHODS OF COMMUNICATING WITH AND INPUT FROM STAFF.

ARE WE INVOLVING STAFF IN SETTING GOALS OR RECORD REVIEW TEAMS?

THAT WAS ONE METHOD THAT WAS DESCRIBED IN YESTERDAY'S SESSION ON CHANGING THE CULTURE OF QA.

ANOTHER EFFECTIVE PRACTICE NOT INCLUDED ON THIS SLIDE IS THAT UM, THAT OF PROVIDING VENDOR ACCREDITATION THROUGH SITE VISITS.

FOURTH STUDY QUESTION:  HOW WELL ARE QA FUNCTIONS PERFORMED?

THE STUDY REPORT IDENTIFIED SEVERAL AREAS FOR IMPROVEMENT FROM THE RESPONSES TO THE STUDY QUESTIONS.

DEVELOPMENT OF COMPREHENSIVE QUALITY ASSURANCE SYSTEMS WAS ONE OF THOSE AREAS.

ACTIVITIES NEEDED TO BE INTEGRATED INTO A COMPREHENSIVE APPROACH TO EVALUATE ALL ASPECTS OF DELIVERING VR SERVICES.

CASE MANAGEMENT SYSTEMS.

SOME ARE ANTIQUATED AND NEED REPLACEMENT, OTHERS NEED IMPROVEMENTS TO PROVIDE ALL STAFF ACCESS TO REAL-TIME DATA AND IN SOME CASES INCORPORATED FISCAL DATA.

AVAILABILITY AND USE OF DATA.

USING THE DATA THAT EXISTS OR MAKING SURE YOU CAN IDENTIFY NEW WAYS OF COLLECTING DATA FROM YOUR CASE MANAGEMENT SYSTEMS AND OTHER SOURCES TO ASSESS PERFORMANCE AND RELATION TO THE AGENCY'S GOALS.

TIMELINESS AND COMPREHENSIVENESS OF CONSUMER SATISFACTION DATA.

ARE WE ASKING ALL CONSUMERS FOR FEEDBACK?

ASKING WHAT DIDN'T WORK?

USING FOCUS GROUPS IN ADDITION TO SURVEYS?

METHODS THAT MIGHT ANSWER THE QUESTION THAT MICHAEL QUINN PATTON ASKED YESTERDAY FROM THE SALES EXPERIENCE LESSONS HE MENTIONED.

ARE WE CONNECTING OUR PRODUCT TO THE NEEDS OF OUR CONSUMERS?

QUALITY OF CASE WORK AND SERVICES.

ARE WE DOING CASE REVIEWS FOCUSSED MORE ON QUALITY THAN ON COMPLIANCE?

AND STAFF INVOLVEMENT AND QUALITY ASSURANCE ACTIVITIES.

ARE WE MAKING QUALITY ASSURANCE, EVERY STAFF PERSONS, EVERY STAKE HOLDER'S RESPONSIBILITY?

AS YOU CAN SEE THE INFORMATION GAINED FROM THE PILOTS AND TARGETED EVALUATIONS IS CONSISTENT WITH MUCH OF THE PRESENTATION MATERIAL WE ARE HEARING AT THIS SUMMIT.

I WOULD LIKE TO TURN THIS OVER TO BRIAN MILLER TO PRESENT INFORMATION RSA LEARNED ABOUT, STATE VR PRACTICES FROM OUR 107 MONITORING REVIEWS.

BRIAN?

>> GOOD MORNING.

I HAVE SOME GOOD NEWS.

JUST GOT WORK THAT THE FOOD AND DRUG ADMINISTRATION, THEY HAVE NOW DETERMINED THE TEMPERATURE IN THE MEETING ROOMS IS SAFE FOR STORAGE OF MEAT AND DAIRY PRODUCTS.

[LAUGHTER]

IF YOU PICKED UP SOME SALMON WHEN YOU WERE IN THE NORTHWEST, LEAVE THAT DELICIOUS MERCURY-FREE ON THE TABLE AND PICK IT UP NICE AND FROZEN AT THE END OF THE CONFERENCE.

[LAUGHTER].

OR IS IT JUST ME?

AM I THE ONLY ONE COLD?

I AM GOING TO BE TALKING ABOUT THE ROLE OF QUALITY ASSURANCE AND RSA'S MONITORING EFFORTS UNDERWAY FOR THE LAST 4 YEARS.

THIS GETS AT THE QUESTION DR. PATTON WAS PUTTING OUT WITH RESPECT TO WHERE THE FIELD OF PROGRAM EVALUATION HAS E INVOLVED WHICH IS TO THE POINT OF ASKING THE QUESTION, WHO WILL EVALUATE THE EVALUATORS?

ALSO BEGS THE QUESTION, WHO WILL EVALUATE THE EVALUATE THE EVALUATORS?

I AM GOING TO TALK ABOUT WHAT RSA HAS DONE AND WHAT WE HAVE SEEN AND WHERE WE ARE GOING FROM HERE.

KIND OF PUTTING TOGETHER THIS PRESENTATION, I THOUGHT ABOUT WHAT WOULD BE SOME OF THE QUESTIONS YOU ALL MIGHT HAVE FOR US WITH RESPECT TO QA AND MONITORING AND I'LL USE THOSE TO FRAME MY DISCUSSION HERE?

UM, QUESTIONS ON THE FIRST SLIDE WHAT IS RSA LOOKING FOR WHEN REVIEWING QA?

WHAT TOOLS DOES RSA UTILIZE WHEN REVIEWING QA.

WHAT HAS RSA SEEN IN THE WAY OF QA IN THE COURSE OF THE LAST 4 YEARS, HOW IS QA ADDRESSED IN THE RSA MONITOR REPORT?

WHAT KINDS OF QA RECOMMENDATIONS AND FINDINGS DO OUR REVIEWS GENERATE?

IT IS NOT ON THE SLIDE, WE MAY ALSO ADD WHERE DO WE GO FROM HERE?

WHAT IS NEXT?

NOW, I AM GOING TO INITIATE THE SECRET GESTURE TO TERRY FOR CHANGING THE SLIDES WHICH IS TRICKY FOR ME.

I AM A FINGER-TAPPER TYPE PEOPLE.

I AM WORRIED WE'LL RUN THROUGH 27 SLIDES WITHOUT MY ACKNOWLEDGING IT.

[LAUGHTER].

JUST STAY CLOSE WITH ME, TERRY.

WE'LL BE ALL RIGHT.

[LAUGHTER]

YOU KNOW, THAT IS HOW YOU CAN IDENTIFY A FED, REALLY.

IT IS NOT THE BADGE.

IT IS NOT THE ERROR OF VAGUE INDIFFERENCE.

IT IS THE POWER POINTS.

[LAUGHTER]

FEDERAL EMPLOYEES LIVE AND DIE BY POWER POINTS.

IT IS AT OUR FUNERAL SERVICES, NOW SLIDE NO. 6 WILL SHOW BOB AND HOW HE, YEAH, OKAY.

[LAUGHTER]

I AM ALREADY GETTING TO MY TIME IS UP.

DOING GREAT, THANK YOU VERY MUCH.

[LAUGHTER]

MONITORING HISTORY.

ONCE UPON A TIME, THERE WERE THESE THINGS CALLED REGIONAL OFFICES FROM WHICH USUALLY ABOUT ONCE A YEAR, A PROGRAM GUY AND FISCAL GUY WOULD EMERGE.

JANETTE AND I WERE ONCE AMONG THOSE TIMES AND VENTURE OUT TO THE STATE CAPITOL AND CONDUCT A MONITORING REVIEW.

THEY WERE FAIRLY STABLE EVENTS.

YOU KNEW WHAT TO EXPECT.

WE WOULD HAVE A DAY OR SO OF INTRODUCTIONS, A REVIEW INSTRUMENT.

YOU KNEW WHAT THE QUESTIONS WERE, SOMETIMES YOU WOULD HAVE SPECIAL FOCUS AREAS, MAYBE TRANSITION.

PERHAPS SERVICES TO INDIVIDUALS THAT ARE BLIND, WHOLE MAKER OUTFITS, THAT KIND OF THINGS.

SOME OF THOSE REVIEW INSTRUMENTS ARE USED BY MANY OF OUR AGENCIES TODAY.

VERY SOLID INSTRUMENTS AND ORIGINATED FROM SAN DIEGO STATE.

THEY DRAFTED THE FIRST COMPREHENSIVE CASE-RECORD REVIEW INSTRUMENT.

THE FISCAL FOLKS WOULD UTILIZE THE SAFARI.

IT WAS A FINANCIAL INSTRUMENT THEY UTILIZED.

SECRET GESTURE.

[LAUGHTER]

OH, YEAH.

THIS IS WHY I AM NOT LIKE IN THE SPY INDUSTRY.

I GIVE AWAY ALL THE SECRET GESTURES.

YOU PROBABLY NOTICED, I AM GUESSING THERE ARE 2-3 OF YOU HAVE EXPERIENCED A MONITORING REVIEW IN THE LAST 4 YEARS.

WE ORGANIZED IN 2005.

NOW WE ARE LOCATED OUT OF THE CENTRAL OFFICE IN WASHINGTON, D.C. WE VERY DRAMATICALLY REVAMPED OUR MONITORING PROTOCOLS AND EFFORTS.

SO INSTEAD OF THE 2 GUYS EMERGING FROM THE REGIONAL OFFICE, WE ARRIVE BY THE DOZENS IN HELICOPTERS THAT LAND ON THE ROOF OF AGENCIES, LEAP THROUGH THE WINDOWS, KICK OVER YOUR TRASH CANS AND START LOOKING FOR TROUBLE.

FROM MY PERSPECTIVE IS A HECK OF A LOT OF FUN.

NO LONGER GETTING IN THE HUNDAI AND DRIVING.

ANY WAY.

WE TRIED TO MOVE FROM WHAT WE TYPICALLY A COMPLIANCE-BASED SYSTEM APPROACH.

WHICH IS THE PERFORMANCE OF THE VR AGENCIES.

WE FELT YOU HAD TO UNDERSTAND THE COMPREHENSIVE SYSTEMS THAT IMPACTED THE VR DELIVERY AND ULTIMATELY WOULD HAVE SIGNIFICANT IMPACT ON THE OUTCOMES, THE EMPLOYMENT OUTCOMES AND QUALITY OF THOSE EMPLOYMENT OUTCOMES.

WE AT RSA UNDERTOOK AN EFFORT TO MOVE TOWARDS A WHOLISTIC APPROACH, PERFORMANCE-DRIVEN APPROACH.

INVARIABLY THAT LED TO THE NEED TO ADDRESS THE QUALITY ASSURANCE EFFORTS.

IN MY WAYS IT IS THE SORT OF METASTATIC CHECKING TO MAKE ADJUSTMENTS IN POLICY AND PROCEDURES, MAKE STAFFING AND PERSONNEL DECISIONS.

ALL OF THIS IS FROM INFORMATION YOU GATHERED FROM GA SYSTEMS.

WE WANTED TO TRY TO GET AT THAT ISSUE THROUGH QA.

PART OF THE CHALLENGE IN RSA IS WE ARE LARGELY PROGRAM PEOPLE AS WELL LIKE MANY OF YOU IN THE AUDIENCE.

THIS IS SOMETHING DR. PATTON SPOKE TO YESTERDAY.

IN MANY CASES THE PROGRAM EVALUATOR IS NOT SEEN AS SOMEBODY WITH A SPECIFIC SET OF SKILLS, BUT A PROGRAM PERSON WHO WAS THE LAST ONE IN THE OFFICE ON FRIDAY WHEN THEY HAD TO DECIDE WHO GOT THAT JOB.

[LAUGHTER].

WE ARE GETTING BETTER AT THIS, I THINK.

MORE AND MORE AGENCIES ARE DEVELOPING QA PROTOCOLS AND THAT SORT OF THING.

WE'LL GET INTO THAT IN TERMS OF WHERE WE ARE AT AND WHERE WE HAVE BEEN.

AS RSA REVIEWERS, ALL 3 OF US ARE VETERANS OF QUITE A FEW ON SITE REVIEWS.

WE ARE LEARNING ABOUT HOW TO EVALUATE THE EVALUATION SYSTEMS.

MOST OF US COME FROM PROGRAM BACKGROUNDS, TERRY EXCLUDED.

WE HAVE A FEW INDIVIDUALS SUCH AS TERRY THAT HAVE EXTENSIVE BACKGROUND IN QA.

THEY HAVE BEEN INSTRUMENTAL IN HELPING US GET UP TO SPEED.

SOME OF THE THINGS WE WANT TO LOOK AT, LET'S SEE SECRET GESTURE.

WHAT DOES QA MEAN TO THE AGENCY?

I THINK WE ARE ON THE SAME SLIDE, ACTUALLY.

LINKING QA, SO WE HAD TO FIGURE OUT, SORRY ABOUT THAT.

HOW TO LINK QA TO PERFORMANCE TO THE AGENCY, NOT AN EASY TASK.

TRYING TO FIGURE OUT WHAT DOES QA MEAN TO THE AGENCY?

IT MEANS SOMETHING DIFFERENT TO MANY PEOPLE AND ALSO IS NOT SOMETHING PARTICULARLY WELL DEFINED BY THE AGENCY ITSELF.

WHAT PROCESSES ARE IN PLACE TO CONDUCT QA EFFORTS.

SECRET GESTURE.

THEN WHO IS INVOLVED WITH QA?

IS IT AN INDIVIDUAL WHO HAS A SPECIFIC ASSIGNMENT FOR QA TASKS?

ARE THERE TEAMS, AD HOC?

STANDING?

SUPERVISORS WHO HAVE SIGNIFICANT PROGRAM ASSIGNMENTS AS WELL?

WHO IS CONDUCTING THE QA, WHERE DOES THE RESPONSIBILITY LIE FOR DOING THAT?

WHAT ACTIONS RESULT FROM QA PROCESSESES.

TO WHAT DEGREE ARE QA RESULTS SHARED WITH STAFF MEMBERS AND HOW WELL ARE PROGRAM AND FISCAL YEAR EFFORTS INTEGRATED?

PARTICULARLY IN THE LAST COUPLE OF YEARS, WE HAVE FOCUSSED ON THAT ELEMENT OF THE PROGRAM IN FISCAL SORT OF DUALITY.

AS WE ALL KNOW THOSE 2 SIDES OF THE HOUSE DON'T ALWAYS COMMUNICATE WITH THE SAME LANGUAGE.

PARTICULARLY IN A TIME WITH BUDGET SHORTFALLS AND ORDERS OF SELECTION AND DIFFICULTY FINDING RESOURCES AND MANAGING FISCAL RESOURCES.

ALL OF US HAVE BECOME ACUTELY AWARE OF OUR FISCAL SOUNDNESS AND OUR ABILITY TO EFFECTIVELY DELIVER PROGRAM SERVICES.

SECRET GESTURE.

OKAY.

WHAT TOOLS DOES RSA USE TO REVIEW QA.

OUT IN THE FIELD, HOW ARE WE FIGURING OUT WHAT IS GOING ON IN THE AGENCY?

WHAT DO WE DO?

A NUMBER OF DIFFERENT THINGS WE UTILIZE TO MAKE OUR ASSESSMENTS AND CONDUCT OUR REVIEW.

WE HAVE ORGANIZATIONAL CHARTS THAT SHOW US WHERE THE QA FOLKS ARE LOCATED.

USUALLY IT IS AN OFFICE ABOUT 17 MILES AWAY FROM THE CENTER.

FACE TO FACE INTERVIEWS.

FOR MANY OF US THIS IS THE FAVORITE PART OF THE ON SITE REVIEW, THE FACE TO FACE INTERVIEW.

WE SIT DOWN NOT JUST WITH THE INDIVIDUAL THAT IS HAVE THE QUALITY ASSURANCE ASSIGNMENTS, BUT ALL STAFF.

WE WEAVE IT INTO ALL OUR CONVERSATIONS, WHETHER IT IS FISCAL PROGRAM, STAKE HOLDERS.

MANY OF THE TEAMS, WE ARE DIVIDED RSA INTO 5 CROSS FUNCTIONAL TEAMS.

EACH TEAM VENTURES OUT AND AS I MENTIONED, LAND ON YOUR BUILDINGS AND REASON A MUCK.

WE HAVE DEVELOPED OUR DISCUSSION GUIDES WE UTILIZE TO HELP GATHER INFORMATION ABOUT QA.

AND SO YOU MAY HAVE SEEN US UTILIZE SOME OF THOSE DISCUSSION GUIDES.

INTERNAL QA PROGRAM REPORT THAT IS YOU ALL GENERATE AT THE AGENCY LEVEL, WE OFTEN WILL ASK FOR COPIES OF THOSE, WHAT KINDS OF REPORTS ARE YOU GENERATING?

BOTH PROGRAM AND FISCAL?

WE LOOK AT THE REPORT THAT IS YOU ALL SENT TO US TO RSA, 9/11, 913'S, 123'S, 789'S, WAIT A MINUTE, IS THAT A REPORT?

SYSTEMS PROGRAM, CAP, STATE REPRESENTATION COUNCIL REPRESENTATIVES.

HEARINGS IN APPEAL'S REPORT, 722.

VARIOUS PROGRAM DAY CAN TA.

 DATA.

WHAT DOES THAT ALL ADD UP TO?

WE HAVE COMPLETED A 4-YEAR CYCLE OF REVIEWS, THAT IS IN THE 4 YEARS, THE 5 TEAMS HAVE GONE OUT AND REVIEWED 80 AGENCIES.

WE FINISHED THAT UP THIS FISCAL YEAR 2010.

WE HAVE NOW HAVEN'T COME FULL CIRCLE.

WE ARE TAKING A FEW MOMENTS TO STEP BACK AND WHAT HAVE WE SEEN IN ONE OF AREAS WE ARE LOOKING AT, WHAT HAS THE EFFORT GENERATED IN THE WAY OF QA.

I WANT TO GIVE CREDIT TO THE RTI FOLKS INVOLVED IN PULLING TOGETHER SOME OF THE RESULTS OF RSA'S MONITORING IN A SYSTEMATIC AND EFFECTIVE WAY TO PULL TOGETHER CONCLUSIONS.

SOME OF YOU MAY HAVE BEEN IN THAT PULLOUT SESSION YESTERDAY MORNING.

AN INTERESTING PRESENTATION.

INTERESTINGLY ENOUGH, SOME OF THE THINGS I'LL POINT OUT HERE QUICKLY MATCH VERY WELL WITH THE INFORMATION THAT THEY PULLED FROM OUR MONITORING REPORTS AND INTO A NICE SYSTEMATIC TABLE TO SHOW WHERE WE ARE GONE.

WITHOUT READING THEIR REPORT, FIRST AND TALKING TO THEM FIRST, I PULLED TOGETHER THINGS WITH CONVERSATION WS OUR STAFF AND LOOKING OVER OUR REPORTS AND THE 2 MATCHED NICELY, FOR WHAT IT IS WORTH I THOUGHT IT PROVIDED, PERHAPS A STRENGTH OR VERACITY TO OUR CONCLUSIONS.

WE HAVE TALKED ABOUT THESE THINGS FOR THE LAST COUPLE OF DAYS, SOME OF THE CHALLENGES WE FACE IN THE AGENCIES.

THESE ARE SOME OF THE THINGS RSA TEAMS FOUND WHEN DOING QA REVIEWS.

WE HAD 36, OF THE 58 REPORTS THAT ARE NOW PUBLISHED, OUT OF 80 REVIEWS, 36 OF THOSE REPORTS CONTAINED OBSERVATIONS SPEAKING TO QUALITY ASSURANCE.

THAT IS A SIGNIFICANT NUMBER.

I THINK IT ALSO REFLECTS THE FACT THAT AS THE 4 YEARS KIND OF WENT ON, WE GOT BETTER AT LOOKING AT QA, HAVING BETTER IDEAS WHAT THE IMPORTANCE OF WHAT QA WAS AND RESPECT TO THE PERFORMANCE AND EVALUATING THE PERFORMANCE OF THE AGENCY.

WE BEGAN TO LOOK AT IT MORE CLOSELY.

THE MORE CLOSELY YOU LOOK, THE MORE LIKELY YOU'LL GENERATE AN OBSERVATION ABOUT THE ISSUE.

IF YOU LOOK AT THE 07, AND 08, YOU DON'T SEE AS MUCH ABOUT QA AS YOU DO IN 09 AND 10.

THEN 36 AND 58 IN ANY CASE HAD A QUALITY ASSURANCE RECOMMENDATION.

SOME OF THE THING THAT IS COME IS QA IS RARELY SEEN AS A SYSTEM, BUT A COLLECTION OF PROCESSES.

THAT IS SOMETHING WE HAVE TALKED ABOUT A LOT HERE.

QA SHOULD BE A SYSTEM, SHOULD BE A WHOLISTIC PROCESS, NOT JUST A CONSTELLATION OF THINGS SPINNING AROUND.

QA ACTIVITY IS NOT DEFINED AS QA.

IN OTHER WORDS, WE START THE CONVERSATION ABOUT WHAT KINDS OF QA ACTIVITIES ARE YOU DOING AND GET GLASSY STAIRS AND SILENCE.

FOLKS WOULD START TALKING, THE ACTIVITIES WERE VERY MUCH IN A QA FAMILY OF ACTIVITIES BUT HADN'T BEEN IDENTIFIED BY AGENCY STAFF.

COMPLIANCE, NOT PERFORMANCE-BASED, QA SEEN AS A TASK OF 1 PERSON, RATHER THAN THE WHOLE STAFF.

SECRET GESTURE.

LACK OF INTEGRATION BETWEEN PROGRAM AND FISCAL QA EFFORTS.

CONSUMER INPUT, LIMITED TO I SHOULD SAY CONSUMER SATISFACTION REPORTS.

IT SAYS CUSTOMER.

THAT IS OKAY.

OFTEN MANY OF WHICH THE CONSUMER SATISFACTION REPORTS ARE LIMITED IN SCOPE BOTH IN TERMS OF THE RANGING SCOPE OF QUESTIONS AND THE DEPTH OF THE RESPONSES, IN OTHER WORDS LOW RESPONSE RATES FOR CONSUMER SATISFACTION REPORTS.

QA WAS CASE RECORD SENT RICK.

PRIMARY QA EFFORT IDENTIFIED AND CASE RECORD REVIEWS.

VR STAFF REVIEWED QA AS PUNITIVE SINCE IN MANY CASES PERFORMANCE ON QA IN PARTICULARLY WITH RESPECT TO VR COUNSELORS IS LINKED TO PERFORMANCE EVALUATIONS.

AGAIN, TALKING ABOUT SOME OF THE DANAGERS INHERENT TO THAT THAT DR. PATTON TALKED ABOUT IN HIS AFTERNOON SESSION YESTERDAY WITH RESPECT TO WITH SOMEONE VERY HIGH STAKES, IT TENDS TO LEAD TO GAMING OF THE SYSTEM.

WE ALL KNOW WHAT THAT MEANS AND SEEN HOW IT PLAYS OUT IN VR PROGRAMS.

SECRET GESTURE.

HERE ARE 2 THAT SEEM INHERENTLY CONTRADICTIVE.

I'LL SEE IF I CAN EXPLAIN IT OUT.

VR STAFF AND MANAGERS ARE WEARY OF DATA-DRIVEN QA PROCESSES.

WE CAN GENERATE FROM OUR 9/11 DATA SEEM OVERWHELMING.

HOW DO YOU PULL SOMETHING OUT MEANING FULL IN THE WAY OF TRENDS AND PERFORMANCE ANALYSIS.

MOST VR FOLKS AREN'T TRAINED.

WE HAVE MORE OF A SOCIAL WORKER APPROACH.

QUALITATIVE FACE TO FACE COUNSELING NOTION OF FIGURING WHAT IS WRONG AND HOW TO FIX IT.

THROUGH DATA-DRIVEN PROCESSES ARE SCARY TO MANY OF US.

HOWEVER, TO THE DEGREE TO WHICH DATA IS UTILIZED AS A SECOND ELEMENT, THE DATA IS OFTEN OF A VERY NARROW NATURE.

IT IS 26 SUCCESSFUL EMPLOYMENT OUTCOMES AND NOT MUCH ELSE.

AS WE ALL KNOW THERE IS A VAST CONSTELLATION OF POTENTIAL INDICATORS WITH RESPECT TO QA.

RSA STANDARDS AND INDICATORS DOMINANTING, PERFORMANCE DISCUSSIONS OF AGENCIES.

IF THERE ARE DATA-DRIVEN ELEMENTS THAT TEND TO BE FOCUSSED ON RSA STANDARDS AND INDICATORS.

THAT MAKES SENSE SINCE THOSE ARE OFFICIALLY NATIONALLY RECOGNIZED STANDARDS WE HAVE AND AGENCIES ARE HELD ACCOUNTABLE FOR.

AT THE SAME TIME IN OUR MONITORING EFFORTS, WE HAVE TRIED TO EXPAND AGENCIES, WE AGREE ARE SOME WHAT LIMITED AND NOT ALWAYS NECESSARILY THE BEST VEHICLES FOR GETTING AT SOME OF THE ISSUES WE WANT TO LOOK AT.

WE HAVE BEEN WORKING WITH THESE STANDARDS FOR SEVERAL YEARS, I THINK WE ALL KNOW THE GOOD, THE BAD, AND THE UGLY OF THOSE.

DATA COLLECTION IS OFTEN AND EFFECTS THE QA SYSTEM.

DATA SYSTEMS, PARDON ME.

MANY OF THE AGENCIES WE VISITED, SEEMS LIKE ALMOST ALL OF THEM WERE IN THE PROCESS OF PURCHASING, IMPLEMENTING AND UPGRADING THEIR CASE MANAGEMENT SYSTEMS AND DATA COLLECTION SYSTEMS.

QA EFFORTS ON CRP'S ARE VERY LIMITED.

HOW IS THIS ALL DISTILLED DOWN TO THE MONITORING REPORTS?

EVERYBODY'S FAVORITE THING, THE MONITOR REPORT.

I WAS JOKING A LITTLE BIT WITH THE PANEL YESTERDAY, SOMEBODY ASKED THE QUESTION WHETHER THE STUDY IS CONDUCTING ON QUALITY ASSURANCE AND MONITORING EFFORTS WOULD INCORPORATE THE NEXT ROUND DUE OUT SOME TIME BETWEEN NOW AND 2027.

[LAUGHTER]

THEY SAID NO, PROBABLY NOT, THAT THEY FELT THEY HAD A SUFFICIENT NUMBER OF REPORTS.

I SAID I AM RELIEVED, THIS NEXT ROUND IS GOING TO UPSET EVERYTHING.

NO, JUST, YEAH.

[LAUGHTER]

THAT GAVE THEM THE WILLIES FOR A SECOND AND A HALF.

INTERESTINGLY ENOUGH, NOTHING HAS BEEN PUBLISHED FROM THIS YEAR'S MONITORING EFFORT.

I THINK THE PRELIMINARY STUFF WE HAVE ALL SEEN ACTUALLY LOOKS VERY SIMILAR TO WHAT WE HAVE SEEN IN THE LAST COUPLE OF YEARS, PARTICULARLY WITH RESPECT TO QA IN THE MONITORING REPORTS.

SEVERAL PLACES YOU CAN GO TO LOOK WHERE QA WILL SHOW UP.

AGAIN THIS IS SOMETHING HAS BEEN AN ONGOING EVOLVING PROCESS AS WE FOUND MORE EFFECTIVE WAYS TO INCORPORATE INTO OUR REPORTS.

SOME OF THE REPORTS CAME OUT IN '07 PRETTY DIFFERENT THAN THOSE THAT CAME OUT IN 2010.

THAT IS A PRODUCT OF OUR OWN GROWTH AND OWN EXPERTISE THAT DEVELOPED OVER THE YEARS.

EXECUTIVE SUMMARY OF THE REPORTS, EVERY ONE OF OUR MONITORING REPORTS HAS AN EXECUTIVE SUMMARY WHICH INCLUDES A SECTION CALLED STRENGTHS AND CHALLENGES.

OFTEN QA PROCESSES TURN UP THERE AS A STRENGTH OR CHALLENGE.

PROMISING PRACTICES.

ANOTHER SECTION OF REPORTS WE HAVE ADDED IN THE LAST COUPLE OF YEARS PARTICULARLY AND THAT IS AN AREA WHERE WE TRY TO CAPTURE THINGS GOING PARTICULARLY WELL.

VARIOUS PROCESSES ACROSS THE VR SYSTEM THAT WE HAVE IDENTIFIED AS SORT OF EMERGING EFFORTS TO LOOK LIKE THEY'LL YIELD POSITIVE DEVELOPMENTS IN THE WAY OF PERFORMANCES AND WAY AGENCY'S ABILITY TO DELIVER VR SERVICES.

AGAIN THAT IS AN AREA OF THE REPORT THAT IS STILL SOMETHING WE ARE GETTING BETTER AT WRITING.

IT IS STILL A WORK IN PROGRESS.

TECHNICAL ASSISTANCE RECEIVED AND REQUESTED.

EVERY FINDING HAS A PLACE WHERE TECHNICAL ASSISTANCE IS REJECTED.

THERE IS ANOTHER SECTION CALLED TECHNICAL ASSISTANCE RECEIVED WHILE ON SITE.

THAT IS AT THE BOTTOM OF EVERY PROGRAM CHAPTER.

THERE ARE OFTEN REFERENCES TO THE KINDS OF QA DISCUSSIONS WE HAD ON SITE.

INVARIABLY ALL THE REVIEWS GENERATE REALLY INTERESTING DISCUSSIONS.

SOME OF OUR TEAMS HAVE INDIVIDUALS THAT ARE ADEPT AT DOING PRESENTATIONS ON QA, LINKING STRATEGIC PLANS TO THE PRIORITIES, LINKING THE COMPREHENSIVE STATE NEEDS TO THOSE GOALS.

SOMETIMES WE'LL HAVE A PRESENTATION AND LOOKING AT THE GOALS AND PRIORITIES YOU HAVE ALL INCORPORATED INTO YOUR STATE PLANS AND HOW THEY LINK UP OR DON'T LINK UP TO THE STRATEGIC PLANNED EFFORTS.

THEN OF COURSE THE VR PROGRAM CHAPTERS HAVE A QA DESCRIPTION.

WE TRY TO MAP IT ALL OUT.

THAT IS A VALUE-FREE ZONE.

WE TRY TO DESCRIBE WHAT IS HAPPENING AND DO OUR BEST TO CAPTURE THE BEST IN WAY OF QA.

IN 36/58 REPORTS, IN ANY CASE THERE MAYBE AN OBSERVATION ABOUT THE QA SYSTEM WITH SUBSEQUENT RECOMMENDATIONS THAT MAY ACCOMPANY THOSE.

FINDINGS ARE NOT LIKELY.

I DON'T KNOW IF WE HAVE HAD ANY ACT FINDINGS FOR QA.

SOMETIMES IN THE FISCAL CHAPTERS THERE ARE VARIOUS RECORD-KEEPING ISSUES THAT WILL APPEAR THAT CERTAINLY HAVE IMPLICATION FOR THE QA SYSTEM.

PARTICULARLY IN THE PROGRAM SIDE, VR, IL OR OLDER INDIVIDUALS BLIND CHAPTERS, THEY'LL FIND QA AS A RECOMMENDATION RATHER THAN A FINDING.

THAT REFLECTS THAT SHIFT AWAY MORE TOWARDS PERFORMANCE AND TOWARD EFFECTIVE PRACTICES.

AGAIN INDIVIDUAL IL AND OIV CHAPTERS WILL ALSO CONTAIN RECOMMENDATIONS OFTEN ON QUALITY ASSURANCE.

AND IN THE FISCAL CHAPTER AS WELL.

SECRET GESTURE.

WE HAVE A LITTLE EXAMPLE OF WHAT RECOMMENDATION MIGHT LOOK LIKE.

IT SAYS RSA RECOMMENDS THAT LOUIS, REVIEW AND REFINE QA INSTRUMENTS FOR CONDUCTING REVIEWS, INCORPORATE NEW QA INSTRUMENTS INTO AGENCY GOALS AND PRIORITIES.

THESE ARE THINGS WE WRITE IN OUR MONITOR REPORTS.

ALL OF THESE WILL LOOK FAMILIAR TO YOU WITH RESPECT TO WHAT WE HAVE BEEN TALKING TO IN THE LAST COUPLE OF DAYS.

EFFECTIVELY COLLECT AND AGGREGATE THE PROCESS AND UTILIZE THEM TO INFORM AND DESIGN EVALUATION TRAINING SERVICE AND DELIVERY PLANNING.

ENHANCE QA SYSTEMS AND ETC., ETC. LITTLE MORE OF THE LANGUAGE WE USE FOR RECOMMENDATIONS, DEVELOP A QA MANUAL.

I KNOW THAT IS SOMETHING I MENTIONED EARLIER, I THINK JANETTE DID IN THE PILOT REPORT.

IN MANY CASES, ALMOST ALL CASES THERE IS NOT A SINGLE SORT OF QA MANUAL WHERE ALL OF YOUR VARIOUS QA EFFORTS ARE COMPILED INTO ONE PLACE BUT SCATTERED AMONG THEJANUARYI WILL SAY SOMETHING THAT GOT MY ATTENTION YESTERDAY WAS IN A PACKAGE OF A REPORT, SOMEBODY WHO HAS WRITTEN MANY OF THESE REPORTS, THAT RESIGNATED WITH ME.

I DON'T KNOW ABOUT YOU ALL.

IF I DIDN'T HAVE TO WRITE ONE OF THOSE REPORTS, I COULD STILL EFFECTIVELY COMMUNICATE TO YOU ALL WHAT WE FOUND AND WHAT WE RECOMMEND AND THAT SORT OF THING, THAT WOULD BE VERY NICE.

[LAUGHTER]

HE MADE A GOOD POINT ABOUT THE REPORT IS NOT THE OUTCOME, IT IS THE OUTPUT.

OUTPUT OF THE REVIEW PROCESS.

THE OUTCOME REALLY IS WHAT HAPPENS AFTER TO TRY TO ACT ON SOME OF THE THINGS WE HAVE OBSERVED.

IN ANY CASE WE ARE IN THE PROCESS OF DREAMING UP WHAT HAPPENS NEXT IN THE NEXT CYCLE OF REVIEWS.

LA NAY, OUR COMMISSIONER HAS MADE IT CLEAR SHE WANTS TO TAKE INTO CONSIDERATION A LOT OF THE INPUT SHE HAS RECEIVED FROM YOU ALL.

WE ARE GOING TO BE TAKE A FEW MONTHS TO MAP OUT WHAT HAPPENS NEXT.

AT THIS POINT, WE KNOW THAT CERTAINLY QA WILL CONTINUE TO BE AN ELEMENT OF OUR REVIEWS.

HOW THAT MANIFESTS EXACTLY IS YET TO BE DETERMINED.

IN ANY CASE, SO THOSE ARE SOME OF THE THINGS THAT WE HAVE SEEN ALONG THIS MONITORING JOURNEY.

I THINK A LOT OF IT LOOKS FAMILIAR TO YOU.

I AM GOING TO AT THIS POINT TURN IT OVER TO TERRY WHO WILL TIE IT UP IN A NICE MAGICAL BUNDLE AND MAKE IT ALL SET.

THANK YOU VERY MUCH.

[APPLAUSE]

>> GOOD MORNING.

JANETTE WAS THOROUGH, BRIAN WAS ENTERTAINING, AND NOW YOU HAVE ME.

I AM NOT USED TO DO SOMETHING AT THE SAME TIME.

I AM NERVOUS.

I HAVE DONE EXTENSIVE EDUCATION AND ISO 2003 NUMBER OF STANDARDS.

DAVID MENTIONED TO MY BACKGROUND, MAXIUS MADE ME A CERTIFIED AUDITOR.

I TOOK A COUPLE OF THEIR PRODUCTS TO CERTIFICATION.

MEDICARE, MEDICAID APPEALS AND SOME OTHER THINGS.

ALSO AS AN EDUCATOR, HAVE WORKED WITH A NUMBER OF ORGANIZATIONS DOING THAT KIND OF WORK.

IT IS NICE TO BE HERE WITH A REHABILITATION AUDIENCE.

WE ARE MIDPOINT WITH THIS CONVERSATION AND CONFERENCE AND WE HAVE HAD A NUMBER OF PRESENTATIONS YESTERDAY WHERE WE HAVE TALKED ABOUT A NUMBER OF THINGS I WOULD CONSIDER ARE THE COMPONENTS OF A QUALITY ASSURANCE SYSTEM.

I THINK WHEN WE LOOK AHEAD AT THE AGENDA, WE HAVE VERY GOOD DEFINITIVE SESSIONS.

WE'LL GO DEEPLY INTO THE SOME OF THE COMPONENTS.

I APPRECIATE AN OPPORTUNITY TO TALK ABOUT SOME OF MINE, I HAVE TO WORK MY OWN SLIDES IF I CAN GET THERE.

I APPRECIATE THE OPPORTUNITY TO GET TO SORT OF HIGH LIGHT SOME OF THE THINGS THAT HAVE BEEN SAID STARTING WITH DR. PATTON AND WORKING THROUGH THE REST OF THE DAY FOR WHAT WILL COME LATER THIS MORNING AND THIS AFTERNOON.

I'LL HIT A FEW COMPONENTS.

I WOULDN'T SAY THEY ARE THE END ALL.

CERTAINLY SOME OF THEM ARE SIGNIFICANT.

START OFF WITH ONE IN PARTICULAR THAT IS FOUNDATIONAL TO A QUALITY ASSURANCE PROGRAM.

COVER SOME OF THE KEY ELEMENTS.

FIRST ONE I AM GOING TO START WITH IS PROCESS APPROACH.

A MINUTE AGO I REFERENCED THE INTERNATIONAL ORGANIZATION OF STANDARDS.

IN AMERICA THE GOVERNING BODY FOR THE RELATIONSHIP, THE INTERNATIONAL ORGANIZATION IS IN FRANCE, GOVERNING BODY IS HERE.

THE ISO 9001.

I THINK IT IS THE 9001, 2007 STANDARDS THOSE SPECIFIC TO QUALITY MANAGEMENT.

THERE ARE A HOST OF DIFFERENT FAMILIES OF STANDARDS RELATIVE TO DIFFERENT INDUSTRIES AND DOMAINS.

THE ONE I THINK IS RELEVANT IS THE ONE THAT IS MY BACKGROUND AND I THINK RELEVANT FOR THE QUALITY MANAGEMENT 9001-2007 FAMILY OF STANDARDS.

THE PROCESS APPROACH.

I'LL GO THROUGH A DEFINITION.

IT IS THE FOUNDATION FOR A QUALITY PROGRAM.

I KNOW WE HAVE TALKED ABOUT A NUMBER OF QUALITY AND GENERIC SENSE.

THIS WILL START TO LOOK AT SOMETHING SPECIFIC.

I'LL HAVE TO CAUTION, I AM SPEAKING TO AN EDUCATOR-CONSULT.

THIS ISN'T RSA, SO TO SPEAK.

I'LL SPEAK TO THIS FROM MY QUALITY BACKGROUND.

WE'LL START WITH THE DEFINITION OF WHAT IS A PROCESS APPROACH?

THE WHOLE BALL GAME WHEN WE TALK ABOUT THE ISO CERTIFICATION FAMILY.

FOR AN ORGANIZATION TO FUNCTION EFFECTIVELY, IT HAS TO IDENTIFY AND MANAGE NUMEROUS-LINKED ACTIVITIES.

ACTIVITY USING RESOURCES AND MANAGED IN ORDER TO ENABLE THE TRANSFORMATION OF INPUTS INTO OUTPUTS CAN BE CONSIDERED AS A PROCESS.

HOLD THAT A LITTLE BIT.

WE'LL COME BACK AND CONTINUE.

THE APPLICATION OF A SYSTEM OF PROCESSES WITHIN AN ORGANIZATION TOGETHER WITH THE IDENTIFICATION AND INTERACTION OF THESE PROCESSES AND THEIR MANAGEMENT IS REFERRED TO AS THE PROCESS APPROACH.

KEY IN THAT IS THINKING ABOUT QUALITY, TO THINK ABOUT IT AS PROCESS MANAGEMENT AND WHEN WE THINK ABOUT PROCESSES TO THINK ABOUT WHAT OUR ORGANIZATIONS DO RELATIVE TO THE TRANSFORMATION OF INPUTS INTO OUTPUTS.

THAT IS THE HEART AND SOUL OF QUALITY ASSURANCE IN MANY RESPECTS.

WHEN WE THINK OF REHABILITATION, WE THINK OF THE REHABILITATION PROCESS AS AN INDIVIDUAL COMING TO US AND SUCCESSFUL OUTCOME WE AND THE INDIVIDUAL OBTAIN TOGETHER.

THAT IS AK RATE BUT A WHOLE MANY OF LINKED PROCESSES THAT GO ON FROM THAT POINT TO THE END POINT.

WHEN WE THINK OF AN INDIVIDUAL COMING TO US AND NOT UNDERSTANDING OUR PROGRAM, THAT IS A PROCESS, AN INDIVIDUAL WHO HAS DECIDED THEY DON'T WISH TO MAKE AN APPLICATION NOW THEY ARE AN INPUT INTO ANOTHER SYSTEM WHICH IS AN APPLICATION.

AT THE END OF THAT PROCESS, THEY BECOME AN APPLICANT.

THERE ARE SEVERAL PROCESSES WE WOULD TAKE APART WHEN WE LOOK THE TOTAL REHABILITATION PROCESS.

SIGNIFICANT TO ALL OF THAT, IN EACH PROCESS, THERE ARE DEFINED REQUIREMENTS.

THERE ARE DEFINED REQUIREMENTS WHICH IS SPECIFICATIONS AND STANDARDS FOR THE OUTPUT OF EACH PROCESS.

WHEN WE TALK ABOUT THOSE OUTPUTS, WE ARE LOOKING AT SPECIFIC VERIFICATION PROCESSES AND INSTRUMENTATION AND TO REALLY EVALUATE, ASSESS AND EVALUATE WHAT THE RESULT IS AND DO WE HAVE AT THE END OF THE PROCESS, THE DESIRED OUTPUT?

I USE THESE TERMS.

WE THINK OF WHAT IT IS WE ARE DOING WITH AND TOGETHER WITH INDIVIDUALS WHO COME TO US FOR SERVICES AND VOCATIONAL REHABILITATION.

WHAT IS AN APPLICANT?

WHEN SOMEONE LEAVES THAT PROCESS?

WHAT IS AN APPLICANT?

DO WE HAVE DEFINED DOWN ALL THE SPECIFICATIONS AND HAVE THAT WHOLE PROCESS DELINEATED SO WE UNDERSTAND THIS PERSON IS AN APPLICANT, THIS PERSON IS MOVING TOWARDS OUR PHASE, OUR PROCESS.

AT THE END OF THE PROCESS, WE KNOW LEGALLY, TO A CERTAIN DEGREE, THE LAW AND STATUTE, WHAT OUR OUTCOME IS.

YOU HAVE TO THINK OF YOUR OWN ORGANIZATION, WHAT ARE THE SPECIFICATIONS, WE REALLY HAVE AN ELIGIBLE INDIVIDUAL AT THE END OF THAT PROCESS.

I GUESS IT IS INTERESTING, TOO, WE STOP AND THINK ABOUT PARTICULAR PROCESSES THAT GO ON IN OUR ORGANIZATION.

ALL THE RESOURCES INVOLVED, FINANCIAL RESOURCES, PERSONNEL, STAFFING, HUMAN CAPITAL AS WELL AS THE TECHNOLOGY.

THE TECHNOLOGY IS ANYTHING WE DO.

NOT JUST MACHINES AND EQUIPMENT.

IT IS ANYTHING WE DO, REHAB COUNSELING, COUNSELING ITSELF IS A TECHNOLOGY THAT WE EMPLOY AT VARIOUS PROCESSES.

IT IS IMPORTANT TO THINK OF ALL THE COMPONENTS THAT GO INTO A PROCESS, HOW WE MEASURE THAT OUTCOME AT THE END AND TRULY FRAME IT.

I START WITH THE PROCESS APPROACH BEING AN INTRAGRAL PART IF YOU ARE GOING TO THINK ABOUT A QUALITY APPROACH.

WE ARE ALL VERY MUCH FAMILIAR WITH OUR NATURAL FOCUS AND REHABILITATION TO THINK ABOUT CUSTOMER FOCUS.

IF YOU HAVE BOUGHT A CAR OR HAD A CAR REPAIRED AT A MANUFACTURING DEALER, YOU HAVE PROBABLY RECEIVED 17 PHONE CALLS, DID YOU LIKE OUR SERVICE?

THEY HOUND YOU TO DEATH.

THAT IS THE CAR INDUSTRY'S EFFORTS TO MAINTAIN THOSE ISO CERTIFICATIONS IN MANY RESPECTS.

PURSUING CUSTOMERS AND FIND OUT WHAT THEY THOUGHT AND WHAT WENT ON WHEN THEY WERE ENGAGED WITH THAT CUSTOMER.

I AM AMAZED, A PERSONAL SIDE, GOING INTO ORGANIZATIONS WHERE THEY DON'T WANT TO KNOW WHAT WENT WRONG SO THEY DON'T TALK TO CUSTOMERS WHO AREN'T HAPPY.

I HAVE SEEN IT IN REHAB ORGANIZATIONS.

WHY AREN'T WE CONTACTING PEOPLE THAT AREN'T PLEASED WITH US?

WE WANT TO MAKE SURE NOT ONLY ARE CUSTOMERS SATISFIED AND ARE WE MEETING THEIR REQUIREMENTS?

GOING BEYOND THAT AND THEIR EXPECTATIONS, UNDERSTANDING THEIR EXPECTATIONS.

DOING ENOUGH RESEARCH TO UNDERSTAND CUSTOMER NEEDS AND EXPECTATIONS.

WE TRY VERY HARD, I THINK IN REHABILITATION TO TALK WITH ADVOCACY AND PARENT AND FAMILY.

WE COULD INTEGRATE THAT A LITTLE MORE.

MEASUREMENT OF CUSTOMER SATISFACTION KEY PART.

THE CUSTOMER OF COURSE, VERY, VERY IMPORTANT IN QUALITY ASSURANCE, THAT IS WHAT THE WHOLE POINT IS ABOUT AND WHAT WE ARE ABOUT IN THE FIELD OF REHABILITATION.

THE OTHER PIECE IS PARTNER RELATIONSHIPS.

IT IS ONE I AM PARTICULARLY FASCINATED WITH.

NO ORGANIZATION OPERATES SOLELY BY ITSELF.

ORGANIZATIONS ARE DEPENDENT ON A HOST OF OTHER ORGANIZATIONS FOR PRODUCT SERVICES, GOODS, ETC. AND OF COURSE THE FIELD OF REHABILITATION ISN'T ANY DIFFERENT.

WE WORK CLOSELY WITH COMMUNITY PARTNERS, ADVOCACY ORGANIZATIONS AND DO A LOT OF WORK WITH THEM.

SIGNIFICANT TO THAT, THOUGH IS OUR RELATIONSHIP IS UNDERSTANDING AND HAVING SPECIFICATIONS LAID OUT FOR THEM WHAT IT IS WE WANT FROM THEM.

I GUESS ONE STORY THAT COMES TO MIND, WE ARE ALL FAMILIAR WITH, I WON'T NAME THE STATE.

THE EGG, GOOD FOR A COUPLE OF MILLION EGGS A DAY.

A NUMBER OF PEOPLE WERE SICKENED BY THEIR EGGS.

YOU DIDN'T HEAR OF HELL MAN'S RECALLING THEIR MAYONNAISE.

HELLMAN'S DIDN'T CALL UP AN EGG PRODUCER, WE WANT X NUMBER OF EGGS AND GRADE A LARGE.

THEY WENT MUCH FURTHER.

THEY WERE ASKING KNOWING THE PRODUCT EGGS THEY WANTED TO ENSURE THEY HAD INSTRUMENTATION, TESTS, PROCESSES IN PLACE TO ENSURE THEIR EGGS WERE COMING FROM HENS THAT DIDN'T HAVE SALMONELLA.

THAT IS WHERE IN REHAB, WE NEED TO THINK ABOUT HOW WE DEFINE AN EXPECTATION FOR A CRP, WHAT THEY ARE DOING INTERNALLY UNDERSTANDING THEIR PROCESSES INTERNALLY AND MAKING SURE WHEN WE GET THE END RESULT FROM THEM, IT IS THE MEETING THE SPECIFICATIONS WE LAID OUT.

IT TAKES A LOT OF COMMUNICATION OF REQUIREMENTS, SPECIFICATION OF STANDARDS WE ARE PUTTING OUT AND NOW SEEING COME BACK TO US.

AND THEN UM, EXCUSE ME EVALUATING AND MONITORING THEIR PERFORMANCE RELATIVE TO THE STANDARDS AND SPECIFICATIONS WE HAVE OUTLINED FOR THEM.

I THINK WE DO A GOOD JOB OF PAYING ATTENTION TO THE QUALITY PERSONNEL, CRP'S, WE SEE WE ARE ONLY GOING TO WORK WITH CERTIFIED CRP'S, WE UNDERSTAND THEIR QUALITY OF PERSONNEL.

I THINK WE DON'T DEFINE ENOUGH FOR CRP'S OR PROVIDERS OF VENDORS TO US.

WE DON'T SPECIFY WHAT IT IS WE WANT WHEN THE INDIVIDUAL COMES BACK TO HOW THAT SHOULD BE AN INPUT INTO OUR SYSTEM.

ANOTHER IS DOCUMENT CONTROL, YES, WHEN A MANUFACTURING PLANT IN HONG KONG IS GOING TO DO THE SAME THING AS YOUR MANUFACTURING PLANT IN SAN FRANCISCO AND FOLLOWING THE SAME GUIDE BOOKS AND POLICIES AND PROCEDURES.

IF YOU ARE GOING TO COOK A TURKEY IN TEXAS, YOUR PLACE IN NEW JERSEY TO DO IT THE SAME WAY.

ESSENTIALLY IT IS IMPORTANT THAT ALL THE DOCUMENTS ARE UNIFORMED AND EVERYBODY IS SEEING THE SAME DOCUMENTS AND PARTICULARLY TO US IS MAKING SURE DOCUMENTS ARE NOT BEING USED IN UNINTENDED MANNERS AND SAFEGUARDED.

WE LOOK AT QUALITY ASSURANCE SYSTEMS, LOOKING AT THE MECHANISMS FOR DOCUMENT CONTROL.

IN OUR WORLD THAT IS A FIELD OFFICE IN SOME PART OF ONE OF OUR STATES SEEING THE EXACT SAME THING THAT SOMEBODY ELSE IS SEEING WE ARE ALL INACTING THE SAME PROCEDURE AND POLICY.

OF COURSE OUR RECORDS ARE MAINTAIN CONFIDENTIAL AND SAFEGUARDED.

BACK TO ANOTHER COMPONENT, A CONTINUE IMPROVEMENT.

REALLY, WHEN I LOOK AT REHAB, WHAT I SEE IS A LOT OF CASE RECORD REVIEW.

WHICH IS A GOOD THING BUT IT IS WAY DOWN THE LINE.

[LAUGHTER].

SOMETIMES WHEN I AM TALKING WITH FOLKS, I GO BACK TO THE PROCESS APPROACH, IT IS IMPORTANT THAT LOOKING EVERYTHING WE DO, I JUST USED THE REHAB-PROCESS IN PARTICULAR, ALL THE POINTS ALONG THE LINE, WE WANT TO MAKE SURE WE HAVE DONE WHAT WE INTENDED TO DO.

WE HAVE MEASURED AND MONITORED THE SPECIFICATIONS DEFINED MET AT EACH AND EVERY POINT AS WE GO THROUGH.

ANY PROCESSOR, YOU DON'T WANT SOMETHING TO GO WRONG AT ANY POINT.

ESPECIALLY IN THE END YOU DON'T WANT TO INVEST AND HAVE IT GO WRONG.

IF YOU ARE GOING TO HAVE FORD MOTOR COMPANY, YOU ARE MAKING CARS, YOU DON'T WANT TO FIND OUT AS IT IS GOING OUT THE DOORS, THE WHEELS ARE FALLING OFF.

YOU WANT TO KNOW IT WAS DONE CORRECTLY AND THAT IS WHERE IT GOT CHECKED OFF AND MOVED ALONG.

CONTINUOUS IMPROVEMENT GOES BACK TO THAT DEFINITION ABOUT THE PROCESS APPROACH AND MANAGING THE WHOLE ENTITY AS A PROCESS.

THAT SPEAKS JUST TO THE REHAB PROCESS.

THAT IS IMPORTANT TO THINK OF ALL THE ACTIVITIES THAT GO ON IN YOUR ORGANIZATION, ANY ORGANIZATION THERE ARE A HOST OF PROCESSES RELATIVE TO HOW REPORTING IS DONE TO YOUR CUSTOMER AND RSA SO TO SPEAK, THE GOVERNOR'S OFFICE, HOW REPORTS ARE DONE FOR THE LEGISLATURE AND HOST OF ACTIVITIES HOW THEY ARE DONE, BUILDINGS ARE MAINTAINED, FACILITIES ARE CONTROLLED, A NUMBER OF AREAS WE WANT TO THINK ABOUT LOOKING AT WITH THE PROCESS APPROACH AND QUALITY.

I WAS TOLD I WASN'T ALLOWED TO BE TOO THEORETICAL.

I AM GOING TO CLOSE WITH SOMETHING I THINK IS INTERESTING, YOU'LL ALSO SEE THIS PERSON'S WORK REFERENCED IN DR. PATTON'S BOOK, HE IS A MANAGEMENT SCIENCE PROFESSOR FROM UNIVERSITY OF MICHIGAN, CARL REICH.

THE LEADING THINKERS, RIGHT NOW.

ONE OF THE REASONS I GET A KICK OUT OF CITING WEICK, QUALITY ASSURANCE IS SCIENTIFIC MANAGEMENT.

THERE IS NOTHING GLITSY AND SEXY, IT IS SCIENTIFIC MANAGEMENT.

IT IS NOT THE FUN OPEN SYSTEMS CATS AND CAN AND ALL THE GLITZY FUN STUFF LIKE THAT.

IT BRINGS TO BACK TO A LATER POINT IN ACADEMIC THEORY ABOUT MANAGEMENT AND WHERE WE ARE WITH POST MODERNIST, WE EDUCATOR FOLKS.

COGNITION, CARL WEICK'S DEFINITION IS AN ORGANIZATION IS A BODY OF THOUGHT BY THINKING THINKERS.

YOU CAN SEE A NUMBER OF COMPONENTS, VERY ONGOING AND DYNAMIC.

ONE LITTLE PIECE HE PROVIDES US WITH AND I'LL -- AN ORGANIZATION CAN NEVER KNOW WHAT IT THINKS AND WANTS UNTIL IT SEES WHAT IT DOES.

THAT SOUNDS LIKE WORD PLAY.

IF YOU PONDER IT, QUALITY ASSURANCE IS AN ORGANIZATION'S EFFORTS TO SEE ITSELF, TAKE ACTION AND THINK ABOUT WHAT IT IS DOING AND UNDERSTAND WHAT THE ACTIONS ARE AND IF THEY ARE EFFECTIVE OR INEFFECTIVE.

I WANTED TO LEAVE YOU WITH THAT DEFINITION.

IN CLOSING, TOO, TO TALK ABOUT THE RESOURCES WE ARE AT A MIDPOINT IN THIS IMPORTANT CONFERENCE.

THERE ARE A NUMBER OF ENTITIES AND ACTIVITIES FOR THE HE HABITATION COMMUNITY, PUBLIC REHABILITATION PROGRAM TO THINK MORE AND CONSIDERING THE BENEFITS OF QUALITY ASSURANCE IN OUR ORGANIZATIONS.

FIRST OF ALL, I'LL START WITH OUR GOOD COLLEAGUES AT THE NATIONAL CLEARINGHOUSE MIKE AND I AM NOT SEEING OUR OTHER COLLEAGUE.

OKAY.

[LAUGHTER]

MANY OF YOU KNOW THE GOOD FOLKS AT THE CLEARINGHOUSE.

I WAS AT THE SESSION YESTERDAY, A NICE OPPORTUNITY FOR US ALL TO BE IN INTERACTION WITH ONE ANOTHER AND DO THINKING TOGETHER AND MOVING FORWARD AS OPPOSED TO PHYSICALLY TOGETHER AT CERTAIN PLACES AND TIMES.

WE HAVE THE TECHNICAL ASSISTANCE CENTERS AND THEY ARE OUT THERE WORKING WITH YOU AND YOUR ORGANIZATIONS.

I KNOW THEY ARE FOCUSSING A GREAT DEAL ON QUALITY ASSURANCE.

OUR GOOD COLLEAGUES AT ICI, THE RESEARCH TECHNICAL RESEARCH CENTER.

WE ARE VERY GOOD POSITIONING TO TAKE ADVANTAGE OF THOSE GOOD RESOURCES AS THEY HAVE STUFF IN PLACE AND MANY OF THE GOOD THINGS COMING IN THE FUTURE.

I ALSO RECOMMEND THE AMERICAN SOCIETY FOR QUALITIES WEBSITE.

VERY INFORMATIVE.

YOU'LL BE FRUSTRATED, THERE IS A WEALTH OF INFORMATION AT THE ASA'S WEBSITE.

I THINK, ARE WE OPEN FOR QUESTIONS?

SHOULD I WRITE THEM DOWN AND SEND THEM TO US?

[LAUGHTER].

>> WE HAVE MICROPHONES ON BOTH SIDES OF THE ROOM.

>> WE HAVE BOTH JOHNS, MAKES IT EASY TO REMEMBER NAMES, DOESN'T IT?

QUESTIONS?

COMMENTS?

EDITORIALS?

>> TERRY MARTIN MADE THE STATEMENT IF YOU COOK A TURKEY IN TEXAS, YOU WANT TO COOK IT THE SAME WAY IN NEW JERSEY, ANYBODY WANT TO COMMENT ON THAT?

[LAUGHTER] THERE WAS A QUESTION OVER HERE, TOO.

>> MY NAME IS MICHAEL SHOE MAKER, I AM FROM  YOU TA OFFICE -- YOU ARE GOING TO SOLICIT INPUT FROM STAKE HOLDERS, COULD YOU MAKE A COMMENT ABOUT WHAT THAT WOULD LOOK LIKE?

>> WE IN JUNE HAD A BY INVITATION MONITORING SUMMIT AT OUR OFFICES IN WASHINGTON, D.C. I KNOW THAT WAS ONE PLACE WHERE WE TOOK DIRECT INPUT FROM AGENCY DIRECTORS AND SOME OF THE CASE BOOKS WERE THERE AND IN APRIL AT THE CONFERENCE, THERE WAS QUITE A LOT OF DIALOGUE ON MONITORING.

WE HAD PRETTY TOUGH FEEDBACK FROM THE AGENCY DIRECTORS AND STAKE HOLDERS.

WHAT ARE OTHER FORUMS WILL BE IMPLEMENTED, WE DON'T KNOW AT THIS POINT.

>> DO YOU HAVE ANY CENSUS AS TO WHAT KIND OF TIMELINE YOU WILL BE LOOKING AT OR AN ANNOUNCEMENT FOR 107 REVIEWS FOR 2011?

>> WHAT LANEE HAS TOLD US, THE REST OF THIS CALENDAR YEAR, TAKING US INTO THE FIRST QUARTER OF FY 2011, WE ARE PRIMARILY CONDUCTING WRAP UL ACTIVITIES FOR THE EFFORTS WE HAVE COMPLETED.

THERE IS STILL SOME TECHNICAL ASSISTANCE TO PROVIDE, THINGS TO FINISH UP.

AT THE SAME TIME, WE'LL BEBEGINNING TO DRAFT A NEW PROTOCOL AND TO TAKE INPUT AND PUT TOGETHER A CALENDAR.

WE WILL NOT BE DOING ANY ON SITE REVIEWS IN THE FIRST QUARTER OF 2011.

WE'LL BE STAYING PUT IN D.C. I THINK IT IS POSSIBLE SOME OF OUR FISCAL FOLKS WILL BE DOING FOLLOWUP TRAVEL TO DO MORE DOCUMENT REVIEW-TYPE THINGS.

I DON'T KNOW FOR SURE IF THAT IS GOING TO HAPPEN.

WE WILL BE EASILY FOUND IN OUR CUBICLES IN D.C. FROM NOW UNTIL CHRISTMAS.

I WOULD ASSUME RSA WOULD ENTERTAIN ANY INPUT BEFORE CALENDAR YEAR 2011?

>> YES.

>> ANOTHER QUESTION?

>> PAUL FROM REGION 6, YOU SAID YOU ARE SOLICITING INPUT FROM STAKE HOLDERS?

WHO ARE THE DEFINED STAKE HOLDERS OTHER THAN DIRECTORS?

WHO WILL YOU BE GETTING FEEDBACK FROM?

>> WE DON'T HAVE A SLATE OR SET LIST OF STAKE HOLDERS.

THIS IS ALL IN -- IT HAS BEEN SOUGHT ALREADY.

I SUSPECT THAT SOME OF THE USUAL FOLKS, COUNCILMEMBERS, WE REALLY DON'T KNOW TO BE PERFECTLY HONEST AT THIS POINT.

>> THANK YOU.

ANY OTHER QUESTIONS?

>> THIS QUESTION COMES FROM LISA DILL MOORE AND SHE WANTS TO KNOW HOW DOES RSA DIFFERENTIATE QUALITY AND COMPLIANCE?

>> YOU STUMPED THE BAND.

HERE IS THE ULTIMATE FED ANSWER, PLEASE WRITE YOUR QUESTION DOWN AND SEND IT TO UM, ACTUALLY, WE ARE STRUGGLING A LITTLE BIT ON HOW TO PROCESS THAT QUESTION.

WHAT WAS IT?

QUALITY,

 --

>> I THINK WE DIFFERENTIATE IT IN TERMS OF COMPLIANCE MEANS YOU ARE MEETING THE LETTER OF THE REQUIREMENT.

QUALITY MEANS SOMETHING BEYOND THAT THAT IS DEFINED BY YOUR AGENCY, YOUR STATE.

YOUR STAKE HOLDERS.

DO YOU WANT TO JUST GET PEOPLE ANY JOB?

OR DO YOU WANT TO ASSIST PEOPLE IN GETTING JOBS OR CAREERS?

ARE YOU GOING TO DO CAREER DEVELOPMENT?

THAT WOULD BE A QUALITY INDICATOR DECISION.

ARE YOU SHOOTING FOR PEOPLE EARNING THE SAME, THE AVERAGE WAGE, AVERAGE STATE WAGE.

IS THAT A TARGET?

DO YOU HAVE AN INTERMEDIATE TARGET HEADING THERE?

QUALITY IS SOMETHING YOU WOULD GET BEYOND COMPLIANCE MEETING YOUR REQUIREMENTS OF THE LAW IN THE PROGRAM.

>> I THINK THAT MEANS THE ANSWER IS IN PROCESS.

>> I THINK THAT IS RIGHT.

AS I MENTIONED, QUALITY ASSURANCE AS A REVIEW ACTIVITY THAT WE HAVE ENGAGED IN IS SOMETHING THAT HAS E INVOLVED, CONTINUES TO EVOLVE, WE CONTINUE TO LEARN MORE ABOUT WHAT IT IS THAT WE THINK IS MADE SALIENT IN TERMS OF WHEN WE DO OUR REVIEWS, ALSO MAKING MORE DISCRETE LINKS TO PERFORMANCE.

THOSE ARE KINDS OF ACTIVITIES WE CONTINUE TO REFINE AND OUR WORKS IN PROGRESS.

>> THANK YOU VERY MUCH, JOHN?

>> HI BRIAN, IT IS LINDA FROM THE MARIANNA ISLANDS.

WE HAD OUR SWAT TEAM COME AND DO OUR MONITORING REPORT.

QUITE HONESTLY, WE TOOK IT AS AN OPPORTUNITY TO PUT ALL OF OUR SHORTCOMINGS, ALL OF OUR CHALLENGES ON THE TABLE.

WE WANTED DIRECTION AND ASSISTANCE IN TURNING THOSE AROUND.

RSA FOUND OTHERS WE WEREN'T AWARE OF.

IT WAS A PAINFUL PROCESS IN SOME WAYS, WE FOUND IT HELPFUL.

SINCE THAT THAT TIME WE TRAVELED BACK TO D.C. TO SEEK CLARIFICATION ON A COUPLE OF ITEMS WE KNOW WE NEED TO TURN AROUND IN ORDER TO DELIVER THE SERVICES WE NEED TO FOR OUR MOST SIGNIFICANTLY DISABILITIED POPULATION.

WE HAVE ZERO SERVICES ON OUR ISLAND.

RSA TOOK THE OPPORTUNITY TO SPEND 2 MORE DAYS TELLING US WHAT WE WERE DOING.

WE BELIEVE THE MONITORING REPORT IS OUTPUT.

IT IS WHERE WE GO FROM THERE.

RSA CAN WORK DIRECTLY WITH AGENCIES.

COULD YOU CLARITY, PERHAPS, WE ARE EXPECTING SOMETHING FROM RSA WE CAN'T GET.

WE HAVE LOOKED TO TACE AND CLEARING HOUSE.

I SENT E-MAIL TO UTAH.

WHAT CAN RSA PROVIDE FOR US?

ARE WE LOOKING AT YOU GUYS TO GIVE US GUIDANCE AND DIRECTION AND ASSISTANCE THAT YOU CAN'T?

>> THANK YOU, LINDA.

I'LL LET MAYBE TERRY OR JANETTE SPEAK TO THE TACE ROLE.

I HAVE TO GIVE CREDIT TO THE FOLKS, THEY HAD THE LONGEST CONFERENCE IN RSA HISTORY.

WE WERE THERE UNTIL 6:30 P.M.  IT WAS VERY POWERFUL EXPERIENCE.

I THINK THAT AS AN AGENCY, WE VERY MUCH RECOGNIZE THAT THE CRITICAL ELEMENTS REFERRING TO DR. PATTON'S KEYNOTE YESTERDAY AND HIS BREAK OUT SESSIONS, HE TALKED ABOUT UTILIZATION FOCUS EVALUATIONS UTILITY, WHEN WE SHOW UP FOR THE OPENING DAY, WE WANT THIS PROCESS TO BE USEFUL, THE OUTCOMES TO BE USEFUL, THAT THE REPORT WOULD HAVE USEFUL THINGS TO SAY AND WE WOULD ALL BE THERE TO CATCH YOU WHEN YOU FALL AT THE END OF IT.

SOMETIMES WE CAN HIT YOU WITH SOME PRETTY BIG THINGS.

PERHAPS THOSE FIRST 2 ELEMENTS, WE HAVE DONE REASONABLY WELL, AND THE 3RD NOT AS WELL.

REALLY HELPING YOU ALL MAKE USE OF OUR EVALUATIONS AND OUR MONITORING EFFORTS POST PUBLICATION OF THE MONITORING REPORTS.

THAT IS SOMETHING WE RECOGNIZE IS NOT AS STRONG AS WE WOULD LIKE.

I THINK A LOT OF THAT HAS TO DO WITH THE UM, THE WAY THE PROCESS UNFOLDED IF TERMS OF RSA END OF THINGS, TIMELINES INCREASINGLY MORE CROWDED AND COMPLICATED AS WE WORK TO TRY TO GET COMPREHENSIVE ANSWERS FROM OUR GENERAL COUNCIL.

THERE ARE A LOT OF THINGS GOING ON IN D.C. THAT MAYBE ALL OF YOU DON'T KNOW ABOUT BUT SOMETIMES DELAY THE PROCESS.

NEXT THING YOU KNOW YOU ARE IN THE NEXT YEAR AND RUNNING OFF TO YOUR NEXT REVIEW.

THAT FRUSTRATES US AS WELL.

I DON'T THINK THERE IS ANYBODY IN THE STATE MONITORING PROGRAM THAT DOESN'T HAVE A LITTLE BIT OF FRUSTRATION WITH THE CHALLENGE OF MEETING THOSE NEEDS.

YOU HAVE IDENTIFIED LINDA, VERY CLEARLY TO US AND MANY OF THE REST OF YOU AS WELL AND LANEE HAS SPOKEN TO THAT, AGAIN COMMISSIONER RUTLEDGE HAS SPOKEN TO THE RECOGNITION OF THAT NEED AND GAP BETWEEN PERHAPS WHAT IS PROMISED AND WHAT IS DELIVERED.

SO DEFINITELY ON OUR MINDS AS WE MOVE FORWARD TO REDESIGN, I WOULDN'T SAY REDESIGN, AS WE LOOK TO THE NEXT CYCLE OF MONITORING THAT UM, THAT UTILITY ELEMENT WILL BE GIVEN A LOT MORE ATTENTION, THE POST REPORT ELEMENT.

TERRY, DO YOU WANT TO -- THANK YOU SO MUCH LINDA, I REALLY APPRECIATE THAT.

>> WE ARE ON THE 5 MINUTE CLOCK.

>> LOU ADAMS, MICHIGAN GENERAL.

THIS IS FOR TERRY.

TERRY, YOU TALKED ABOUT DEFINED REQUIREMENTS, SPECIFICATIONS AND STANDARDS.

HAS ANYONE DONE THE BEAR BONES OF STANDARDS AND REQUIREMENTS FOR THE REHAB PROCESS AND ISO FORMAT YOU ARE AWARE OF?

>> NO.

THAT IS AN INTERESTING THING.

I THINK ABOUT IT QUITE A BIT.

MY BACKGROUND IS OF THE TRAINER.

I HAVE NEVER DONE IT MYSELF PERSONALLY, EITHER.

IT WILL BE WORK TO DO THAT.

IT IS QUITE DOABLE.

I AM 56, MAYBE I AM GETTING LAZY.

I SAY THIS JUST AS MYSELF, IT IS SOMETHING I THINK IS NECESSARY, AND I'LL HELP ANYBODY THAT IS GOING TO DO IT KIND OF THING AS AN ASIDE.

THAT IS NOT AN RSA STATEMENT.

IT FASCINATES ME.

I DON'T KNOW ANYBODY THAT HAS DONE IT.

THE CITATION I PROVIDED IS A BOOK THAT EXPLAINS PROCESS MAPPING.

IT IS IN PROCESS ANALYSIS.

IT IS VERY SIMPLE EXPLANATION.

IT WILL TAKE WORK TO CARRY THAT OUT.

I HAVE DONE IT FOR A NUMBER OF PROGRAMS AND THINGS.

I KNOW IT TAKES WORK.

I HAVEN'T DONE IT FOR THE REHAB PROCESS.

IT IS IN MY MIND BIG TIME.

>> WE ALL HAVE OUR OWN SEPARATE SPECIFICATION.

IT WOULD BE HELPFUL IF WE TOGETHER DID THE CORE ONES, THE NECESSARY ONES.

THEN ONE COMMENT ON THE MONITORING.

I WOULD ADVOCATE THAT THERE IS A STATUTE OF LIMITATIONS.

ANY STATE THAT HASN'T RECEIVED THEIR MONITORING REPORT IS EXEMPT FROM ANY FINDINGS.

[LAUGHTER] [APPLAUSE]

>> MICHIGAN, OUR LITTLE ORPHAN REPORT.

[LAUGHTER]

>> BRIAN, THIS IS LINDA, AGAIN, I JUST WANT TO CLARIFY OUR CASE IS SDSU.

THEY ARE ALWAYS THERE TO HELP US OUT.

MY QUESTION TO YOU, BRIAN, WHEN YOU SAID ADDRESSING THAT IN THE NEXT CYCLE, WE CAN'T WAIT FOR THE NEXT CYCLE, WITH ALL DO RESPECT, CAN I PICK UP THE PHONE AND GET AN ANSWER SAYING LINDA, WE CAN'T DO THAT.

WE CAN'T GIVE YOU ADVICE, WE CAN'T CONSTRUCT A POLICY.

WE ARE LOOKING FOR A SPECIFIC ANSWER.

I HAVE A CLIENT I HAVE BEEN TRYING TO PLACE FOR 3 YEARS.

WE DON'T HAVE A POLICY IN PLACE.

I HAVE BEEN ASKING RSA FOR 3 YEARS.

>> I APPRECIATE THE FOLLOWUP.

IT IS AN IMPORTANT DISTINCTION TO MAKE BETWEEN THE REVIEW ACTIVITIES THAT GENERATE SOME OF THE MORE SPECIFIC FINDINGS, RECOMMENDATIONS.

IN THE GENERAL ONGOING TECHNICAL ASSISTANCE, LINDA, YOU CAN ALWAYS CALL.

I KNOW THERE ARE CHALLENGES WITH THE TIME DIFFERENCE.

YOU CAN CALL AND E-MAIL QUESTIONS.

THAT IS TRUE OF EVERYBODY I PARTICULARLY, TERRY AND I ARE ON THE TEAM THAT WORKS WITH THE NORTHERN MARY ANNERS.

WE'LL RESPOND, SOMETIMES IF THE QUESTIONS ARE OF A LEVEL OF COMPLEXITY AND THEY OFTEN ARE.

THERE IS A VERY UNIQUE ELEMENTS THAT GO TO DELIVERING SERVICES THERE.

IN ANY CASE SOMETIMES THOSE QUESTIONS MIGHT NEED TO BE REVIEWED WITH OUR OFFICE OF GENERAL COUNCIL.

THEY ARE A RATHER SMALL OFFICE.

I REALLY WANT TO STRONGLY ENCOURAGE YOU TO KEEP COMMUNICATING WITH US.

WE NEED TO HEAR FROM YOU AND WANT TO HEAR FROM YOU.

WE WILL MAKE EVERY EFFORT TO ANSWER THOSE QUESTIONS.

AGAIN, I KNOW THAT THERE IS NO TIME TO WAIT FOR THE NEXT CYCLE.

I DON'T WANT TO IMPLY DON'T BUG US UNTIL 2012.

I AM TALKING SPECIFICALLY ABOUT THE NEXT MONITORING CYCLE.

THE TECHNICAL ASSISTANCE GOES ON.

>> THANK YOU VERY MUCH.

I DON'T WANT TO USE A BOXING METAPHOR FOR THE CLOCK IS UP.

THINK ABOUT THAT.

THANK YOU VERY MUCH JANETTE, BRIAN, AND TERRY WILL BE HERE FOR THE INSUING SESSIONS.

I KNOW THEY WOULD BE MORE THAN WILLING TO SIT DOWN AND TALK TO YOU ABOUT INDIVIDUAL ISSUES.

ONCE AGAIN THANK YOU VERY MUCH.

WE ARE EXPERIENCING IN RADIO TERMS A HARD BREAK.

[APPLAUSE]
