


 Easy Access 
 

 World Class Customer Service Built on a Culture of 
Engagement and Wellness 
 

 Comprehensive Care 
 

 Excellent Outcomes 
 

 Excellent Values 



 Components 
 Same day/next day appointments 
 Open access scheduling 
 Effective management of no-shows and cancellations 
 Eliminate redundant information collection 
 Reduce time from first appointment to completed treatment 

plan 
 Measures 

 Time to first service 
 Time to complete intake process 
 Time to begin treatment/recovery 
 Time to see a provider with prescribing authority 
 Time to get back into care 



 
“Behavioral health organizations are able to 
achieve world class customer service only if 

they are great places to work….” 



 Great Places to Work 
 

 Staff believe what they do is meaningful 
 

 Staff can measure their own success 
 

 The opinions of staff count 
 

 Co-workers are committed to doing quality work 
 

 Staff growth and development are encouraged 
 



 Staff provide a personal touch and are empowered 
to resolve problems 
 

 Staff have a deep understanding of trauma, best 
clinical practices, and an unshakeable commitment 
to recovery and resiliency 
 

 Employ consumers at all levels, including leadership 

 



 Provide a broad scope of mental health, substance 
abuse, and co-occurring treatment services 
 

 SAMHSA’s Nine Categories of Care 
 

 Care management overlaps and connects the nine 
categories 

 
 

 Integrated with medical care and other services and 
supports 
 

 Single plan of care focused on whole health and 
supported by a multi-disciplinary team 
 



 Measures what is important to clients 
 

 Achieves excellent outcomes 
 

 Treats-to-target 
 

 Outcome tools are used to collect baseline 
information and frequently measure progress 
 

 Plans are changed if progress is not as desired 
 

 Measures what is important to partner organizations 



 Excellent value means: 
 

 Services are effective in achieving outcomes 
 

 Services are more cost-effective than alternatives that may 
have been selected 
 

 Services are “lean”, i.e. excess costs have been removed 
through process improvement practices 
 

 Accompanied by a move from fee-for-service to 
bundled payments/case rates 



 Why are Mayo Clinic, Cleveland Clinic, and Virginia Mason 
Medical Center are considered Centers of Excellence? 

 

“Because those organizations provide world class 
care for specific conditions at a fixed price (bundled 
payment) with a warranty.  If they do not address 

the problem the first time…they will fix it for free.” 


