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Why we Get Involved 

The Issues 
• Wait Lists
• No-show and cancelation rates
• Unmet need 
• County-wide impacts

The Goals 
• Optimize staff utilization 
• Increase quantity of direct service time
• Enhance access to mental health services
• Embed performance management into department 

and clinic culture

• 45 mental health outpatient programs 
across 25 sites in three geographic 
regions 

• 42 program supervisors
• 500+ direct service employees

Client Profile
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Our Approach 
What did we do?

Productivity Dashboards
• Analysis of staff activities, workload, and productivity compared against the baseline period
• Cascading performance dashboards for each level of the organization

Facilitation
• Weekly performance data review with clinic and regional leaders
• Data-driven decision making in the areas of personnel management, clinic processes, and service design

Coaching
• Assisted program leaders 1:1 in reviewing staff performance data and designing strategies to boost productivity
• Leading practices in the areas of First Episode Psychosis, Assertive Community Treatment, and Case Management

Handover and Sustainment
• Regional leaders tasked with productivity meeting facilitation
• Supported cascading oversight and accountability at all levels
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Activities – Data Model
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Activities – Schedule Optimization
Simulation Model Schedule Enhancement
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Utilization Evaluation Against Standards of Care
Monthly Data AnalysisStandards of Care
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Performance Dashboards
Clinic Supervisor Dashboard Regional Directors Dashboard Executive Team Dashboard
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Results 
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Results Summary

+ 4,000

Weekly 
Services

+ 225,000

Direct Service 
Hours

Productivity 
Goal Attained

95%

-95%

Unaccounted 
for Time

Weekly Unique 
Clients

+ 1,300

Daily Individual 
Therapy

+79%
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Weekly consumer service interactions increased by 39% compared to the baseline period. This is equivalent to almost 
4,000 additional service interactions per week.
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Results – Service Interactions and Client Volumes

1,362 more 
unique patients 
seen per week 
during this 
period (24% 
increase) 
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893,612 Direct Service Hours Achieved 
(100% of Target)

852,963 Direct Service Hours Achieved 
(95.5% of Target)

627,933 Direct Service Hours Achieved 
(70.3% of Target)

580,848 Direct Service Hours Achieved 
(65.0% of Target)

312,764 Hours Gap 
(184 FTEs)

265,679 Hours Gap 
(156 FTEs)

Annual Direct Service Hours

If productivity improvement is sustained, approximately 225,000 hours (~132 FTEs) in additional annual direct service 
would be annualized. 
The remaining opportunity is 40,649 additional service hours (~24 FTEs), if all staff members meet productivity goals.
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Results – Goal Attainment



Thank you
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