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plan to increa
ber of people serve
goal requires systemic
changes and innovation-
both within the sector, and
more broadly as a society
that values justice, pro-
gress and economic op-
portunity.”

Community Alternatives is
among those organizations
looking to increase the
number of individuals
served in our current pro-
grams. Additionally, we
know that our future de-
pends on expanding ser-
vices to additional con-
sumer populations & diver-
sifying our payer sources.

Although many questions
remain about the impact of
the Affordable Care Act
begin (January 1, 2014),
several significant changes
present new opportunities
for our organization; men-
tal health coverage will be
deemed equal to physical
conditions (parity); A HHS
report estimates that more
than 30 million people cur-
rently receiving health ben-
efits through plans they
purchase on their own, as
well as those who are cov-
ered through a plan of-
fered by a small employer,
will gain additional mental
health and substance
abuse benefits as a result
of the law’s requirement;
according to estimates by
the Congressional Budget
Office, by 2023, 37 million
Americans are expected to
gain health insurance and
therefore mental health
and substance abuse ser-
vices, either by buying a
health plan through the
Marketplaces or as a result
of Medicaid being expand-
ed to allow more people
into the program; all pri-
vate health insurance
plans offered in the mar-
ketplace are required to
offer the same set of es-
sential health care benefits
in their plans.

The Affordable Care Act
presents both opportunity
& challenge. Positioning

of our company

Choosing the right path for the future

ourselves for the changing
marketplace means invest-
ing in new technology and
infrastructure and creating
business and service effi-
ciencies.

Since 1980 CAl has been
providing valuable commu-
nity based services. We
fully expect continued
growth of these core ser-
vices. Additional targeted
growth will occur in the
expansion of mental health
& substance abuse ser-
vices initially to our existing
consumer base and later to
new underserved popula-
tions insured under private
health plans. In order to
qualify as providers for
private health plans, CAl
will need to meet new pro-
vider qualifications and
payer defined rules in the
delivery of services. Our
ability to meet many of the
new payer defined rules
depend on successful im-
plementation and operation
of an electronic health rec-
ord (EHR). Efforts are un-
derway to identify a hosted
electronic solution with ro-
bust capabilities that can
support sustained growth
of new services, offer staff
new tools to complete their
work more efficiently, en-
sure regulatory compliance
and enhance our claims
management capabilities.

Do You
KNOW:.:
The Definition of
Managed Care

The term Managed Care is often
used to describe a variety of
techniques intended to reduce
the cost of providing health ben-
efits and improve the quality of
care. These techniques are in-
tended to reduce unnecessary
health care costs through a vari-
ety of mechanisms, including:
economic incentives for physi-
cians and patients to select less
costly forms of care; programs
for reviewing the medical neces-
sity of specific services; in-
creased beneficiary cost sharing;
controls on inpatient admissions
and lengths of stay; selective
contracting with providers; and
the intensive management of
high-cost consumer health care
cases.



Do YOU

CAIl welcomes a new State Director of KN OW o

Virginia Programs How EHR’s Save

Money

Electronic Health Records
Her experiences include (EHR's):

working across systems of ® Reduce documentation
care provided in Virginia, time

Pennsylvania, Washington o
DC, Tennessee, Maryland
and New Jersey, lllinois,
Ohio, California, Texas,
South Carolina, North Car- ® Improve accuracy in re-
olina and Puerto Rico and imbursement coding &
the Virgin Islands. billing

Reduce chart storage,
and re-filing costs

® Reduce audit paybacks

| ] ® Reduced medical errors
Melinda has a reputation through better access to
for excellence and strives consumer data and error

prevention alerts

® Reduce expense related
to paper forms

® Reduce data collection
redundancy and labor
cost

to improve the lives of all
of those around her. She
has a passion for helping
those who can't speak for
themselves and has
served on the Virginia
Beach Mayor's Task Force
on Aging and was Gover-
nor appointed to serve on
the Human Rights Com-
mittee for South Eastern
Virginia Training Center.
Melinda has trave She has lobbied on behalf
tensively throughout th of patients suffering with
United States educating Non-Hodgkin's Lymphoma
communities, judges, so- to Virginia General Assem-
cial workers, managed bly members and Senators
care companies and health  in Washington. She has
care providers about avail- been recognized as an
able services for individu- advocate for people with
als needing community disabilities and for children
based services. She has in the national foster care
extensive experience in network; collaborating with
the development and im- members of the Virginia
plementation of business General Assembly, Sena-
development plans, mar- tor Tim Kaine and Lt. Gov-
keting strategies, Utiliza- ernor Ralph Northam.

tion Review and Corporate Melinda resides in Virginia
Compliance programs. Beach with her two daugh-
ters.




Performance

Measurement & Improvement

QUALITY MANAGEMENT
VALUES & GUIDING
PRINCIPLES

r is the consumer
ees and recognize their contribution and role in the successful The purpose of the Communi-
nt and provision of care for consumers ty Alternatives quality man-
S have easy access to our services agement program is to estab-
h consumer understands their rights and responsibilities and lish and maintain a compre-
dmpt and fair problem resolution hensive process for monitor-
onsumer choice and the opportunity to participate in planning ing, evaluating and improving
lized services and supports system-wide service delivery,
he opportunity to participate in program evaluation and quality the quality and performance
of agency personnel, and the

as the cornerstone of our service delivery system to involve all effectiveness and efficiency of
members and identified community partners in building and the company’s business de-
uccessful plan

ily and individual values and work to apply best practice
e values in mind
nity inclusion
ulturally competent service delivery
a to continually improve our service delivery

partment practices for internal
& external customers.
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Delivery
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ual reports are made available
opies are available at CAl service
and North Carolina.




VIRGINIA DAY SERVICES (OUDP)
(CENSUS/ENROLLED)

48 W48 49 W50 W50 gug
40 %43 #43 i 40

#Census W Enrolled

REGULATORY COMPLIANCE DATA VIRGINIA
DAY SERVICES
(GOAL = 100%)




REGULATORY COMPLIANCE DATA
BEACH PACKAGING

Goal = 100%

~—96%

100%
90%
80%
70%
60%
50%
b .
20% m Beach Packaging

10%

VIRGINIA RESIDENTIAL SERVICES
CONSUMER SATISFACTION SURVEY

92% Strongly Agree or Agree they are Satisfied with
Service

238

= Customer Satisfaction
62 Responses

50 + 2

0 *

Strongly ~ Agree  Disagree No
Agree Opinion




VIRGINIA CONSUMERS SERVED BY
PROGRAM

m Beach Packaging m Residential

m Day Services (OUDP)  mSupportive Living

m In-Home Services m Little Creek

m Fort Story m Supportive Employment

HELP DESK RESPONSE TIMES

June

May

April
March
February
January
December
November
October
September
August
July

m Tickets Resolved < .5
Hours

m Tickets Resolved >5< 1
Hours

m Tickets Resolved >1 < 1.5
Hours

m Tickets Resolved >1.5 < 2
Hours




INFORMATION TECHNOLOGY CUSTOMER
SATISFACTION

Timely Problem Resolution

97%
96%
95%
94%
93%
92%
91%
90%
89%
88%

1st 2nd 3rd 4th
Qtr Qtr Qtr

Staff Professionalism

3rd 4th
Qtr Qtr Qtr Qtr

NORTH CAROLINA PERINATAL/MATERNAL
PROGRAMS

Charlotte Program
Goal = 90%

u % of
babies
born drug
free

m % of
babies
born > or =
5.5 Ibs

Durham Program
Goal = 90%

% of
babies
born drug
free

= % of
babies
born > or =
5.5 lbs




WOMEN WITH CUSTODY OF CHILDREN

Goal = 90%

Winston Salem )
m \Women with Custody of

Children

Durham 100%

Charlotte

0% 20% 40% 60% 80% 100%

NORTH CAROLINA CONSUMER COMPLIANCE
WITH RESIDENTIAL TREATMENT

Percent of Women who Remained in Residential
Services 3 Months

® Charlotte
® Durham




NORTH CAROLINA
STAFF COMPLIANCE WITH TRAINING

® Charlotte
B Durham
B Winston Salem

1st 2nd 3rd 4th
Quarter Quarter Quarter Quarter

NC CONSUMERS SURVEYED ON OVERALL
SATISFACTION WITH SERVICES (GOAL = 75%)

~ m Charlotte
® Durham
H Winston Salem

1st Qtr 2nd Qtr 3rd Qtr 4th Qtr




NC CONSUMERS SURVEYED ON THEIR
ASSESSMENT OF BEING TREATED WITH
DIGNITY AND RESPECT (GOAL = 90%)

® Charlotte
B Durham
B Winston Salem

1st Qtr 2nd Qtr 3rd Qtr 4th Qtr

NC CONSUMERS SURVEYED ON THEIR ASSESSMENT
OF QUALITY OF LIFE IMPROVEMENT AS A RESULT OF
RECEIVING SERVICES

= Goal = 90%

100% 1~
95% 1~

90% |~
’ u Charlotte
85% B Durham
m \Winston Salem

80% |~

75% =




NORTH CAROLINA
NUMBER OF CONSUMERS SERVED

North Carolina Programs

u Charlotte
B Durham
H Winston Salem

EARNED REVENUE BY PAYER

North Carolina Revenue

NC Revenue

u Federal
B [ocal/State
m |PRS

m Medicaid

Virginia Revenue

Virginia Revenue

3%

1%
2%

21%

u Logisticare
m DAP

B Program
Fees

B Commercial
Sales

®m Medicaid




EMPLOYEE TURNOVER

% Turnover

WORKERS COMPENSATION BY INJURY
TYPE

Consumer Assistance
m Duties
= Manual Labor/Job
m Slip/Fall
m Car Accident
= Consumer Assault




WORKERS COMPENSATION BY
DEPARTMENT
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NC
Admin.
Training
CAMG
u Galley
m Beach Pkg.
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= Residential
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UNEMPLOYMENT CLAIMS
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® Applied/In Process/Never
Pursued

m Total Claims Disqualified

-

u Total Claims Qualified

o

September T
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REGULATORY COMPLIANCE DATA
VIRGINIA RESIDENTIAL SERVICES

m Blackwatch
m Campbell

m Diggs

m Faye

m Haveford

REGULATORY COMPLIANCE DATA
VIRGINIA RESIDENTIAL SERVICES

® King Richard
m Lake Havasu
® Normandy

® Old Oak Arch
m Peake




REGULATORY COMPLIANCE DATA
VIRGINIA RESIDENTIAL SERVICES

® Placid

® Princess Anne

® ROSS

® South Hampton Arch
m Stewart

REGULATORY COMPLIANCE DATA
VIRGINIA RESIDENTIAL SERVICES

m Sweetwater
m Thole

m \Water Oak

® Weymouth

H [ndian Lakes




