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Agenda

2:00 pm Welcome & Updates- Michelle Gibson

2:05 pm Overview of Service Design [2E-1, 2E-2, 2E-3] - Antonne Moore 

                           Focus Area 2: Lowering Barriers to Care 

            

2:25 pm  Process Improvement Tools for Service Design – Amy Mcilvaine (CIBHS)

   

3:50 pm Next Steps

4:00 pm        Adjourn



SERVICE DESIGN DELIVERABLES
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2E-1: Service Design 2E-2: Customer Walk-Through 2E-3: Implementation/Investment Plan

All Service Design Deliverables are due to SAPC by 6/30/24



Service Design Deliverables

Outline the 
agency’s 
commitment your 
commitment to 
improving Service 
Design.
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Deliverable 2E-1: 
Service Design 



Use the 
information from 
the CUSTOMER 

WALK-THROUGH 
templates to fill in 
these questions. 

Deliverable 2E-2: 
Customer Walk-Through

SERVICE DESIGN DELIVERABLES

NOTE: One customer walk-through 
per site location participating.
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❖These questions are intended to:

• Describe the strategies used to 
identify that existing processes that 
impeded access to care

• How you determined which service 
design areas were most important in 
addressing barriers to care.

❖Responses should include:
• How you obtained customer input
• If you identified more than one area 

of improvement
• How you identified service design 

changes.

Deliverable 2E-3: 
Implementation/Investment Plan page 1

SERVICE DESIGN DELIVERABLES



Description of the four (4) Key Service Design changes in table below: 
• Modification of Workflows to Reduce Barriers to Services:  

Making changes to existing agencywide or site-specific workflows or processes, based on 

customer input or walk-through, that allow you to implement the changes that reduce 

barriers to services including intake, screening, and/or admission, treatment services/care 

coordination, and discharge workflows.

• Language Access:  

Service Design changes that improves agencywide or site-specific ability to offer equitable 

treatment service benefits by leveraging the language access rate (new to FY 23-24 rates), 

increasing bilingual staff or assessing language access needs.

• Implementing Policy/Protocol Revision:  

Service Design changes that will assist in implementing policy or protocol to lower the bar for 

admission (e.g. admission policy, engagement policy and bidirectional referrals) and increase 

the bar for discharges (discharge policy and flexible readmissions). 

• Physical Environment:  

Service Design changes that update or change the physical environment of a site to reduce 
barriers to care. 7

2E-3: Service Deliverable Implementation Plan Descriptions (page 2)

SERVICE DESIGN DELIVERABLES
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R95 Service Design Changes in Operational Processes Select all that apply

FY 24/25 

(1st year)

FY 25/26 

(2nd year)

Modification of Workflows to Reduce Barriers to Accessing Services:

• Update intake, screening, and/or admission process to better engage 

patients (e.g., increase same day intake admission appointment, focus on 

functional status not disability, language, or MH diagnosis, toxicology 

testing, etc.).

☐ ☐

• Update staffing/service workflows for treatment services that are more 

flexible and promote retention of patients.

☐ ☐

• Update workflows to further R95 discharge policy (e.g., addressing lapses, 

bolstering transitions in care and warm hand-off, improved coordination 

with managed care plan, etc.).

☐ ☐

• Assignment of patients to services aligned with stage of change. ☐ ☐

• Other, please specify:________________________________ ☐ ☐

Language Access:

• Increase the bilingual workforces at your agency:

• Specify language (s):___________________________________ ☐ ☐

• Conduct a language needs assessment ☐ ☐

• Contract with a language assistance vendor ☐ ☐

• Translate written materials ☐ ☐

Implementing Policy/Protocol Revision

• ADA requirements to allow service animals in residential settings and that 

prohibit denying services to people who are blind/visually impaired, deaf/ 

hard of hearing, or have mobility challenges. ☐ ☐

• Offer 30- & 60- day flexibility on ASAM assessment completion
☐ ☐

• Incorporating harm reduction strategies into programming ☐ ☐
• Attendance and readmission policies for patients motivated to continue 

their recovery.

• Other, please describe:_________________________ ☐ ☐
Physical Environment

• Make modifications to existing physical environments more welcoming for 

patients (e.g., paint, furniture, signage) ☐ ☐

• Implement processes that allow patients to have service animals with 

them, as required by law.
☐ ☐

• Other, please specify:___________________________ ☐ ☐

Completing Table:

❑ Agencywide response (i.e. not by 
site location)

❑ Select a minimum of two (2) items 
that your agency commits to 
investing in and/or implementing in 
the next two years.  

❑ Select as many of the items as you 
feel address the findings from your 
customer feedback and service 
design process

Deliverable 2E-3: 
Implementation/
Investment Plan

Page 3

SERVICE DESIGN DELIVERABLES
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FY 24/25

(Year 1)

Priority Area 1: [Enter your response here]

Summary: [Enter your response here]

SMART Goal 1: [Enter your response here]

Applicable to:

 Entire Agency OR  Site Specific, specify which:
Priority Area 2: [Enter your response here]

Summary: [Enter your response here]

SMART Goal 2: [Enter your response here]

Applicable to:

 Entire Agency OR  Site Specific, specify which:

Example 1: Priority Area Language Access: 
Summary: When a customer calls or walks into our facility, if they speak 

another language, there is no one available to assist them.  A review of 

our community indicates that we would see increased participation in the 

number of people who speak Tagalog, if we had signs outside in Tagalog 

and someone who spoke Tagalog (some prefer to receive services in 

English even though their primary language is Tagalog). 

SMART goal: Translate written materials into Tagalog (including exterior 

signs) and increase the number of bilingual Tagalog SUD and LPHA staff 

from 0 to 1 by June 2025.

Example 2: Priority Area: Modification of Workflows to Reduce Barriers: 
Summary The customer walk-through clearly demonstrated how 

unwelcoming the space was particularly for people experiencing 

homelessness who had a pet.  After engaging in a process improvement 

activity, we identified two ways to improve this: 1. We should modify our 

intake process to ask whether the individual has a pet and 2. We should 

connect with animal boarding facilities located within a 2-mile radius to 

develop relationships that allow boarding animals for 30+ days. 

SMART Goal: Modify existing processes to allows patients who are 

unhoused and seeking treatment to keep their pet while they are 

receiving residential treatment services by December 2024.

Deliverable 2E-3: 
Implementation/Investment Plan

Page 4-5

SERVICE DESIGN DELIVERABLES
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Sustainability Efforts

How will you ensure your plan is sustainable?

[Enter your response here]

Deliverable 2E-3: 
Implementation/Investment Plan

Page 6

SERVICE DESIGN DELIVERABLES



CBI 2E-2 Customer Walkthrough
May 15, 2024



NEED HELP?
916-767-7053

Battling the surf?





OBJECTIVES

At the conclusion of this session, participants will be able to:

25 minutes

Share key findings from the agency walk-through with peers

50 minutes

Pilot test the PDSA process and review observations

20 minutes

Describe key features of a process improvement project (PIP) 

template



WALK-THROUGH
First Contact 
Intake/Screening/Assessment 
Admission 
Treatment (including but not limited to group therapy) 
Care Coordination (particularly including financial eligibility) 
Discharge/Transition 



WALK-THROUGH

Hopefully, you identified that you need 
and want to do “something” different.



What is keeping you awake at night?

What change(s) are you considering or currently working on? 
How will you know that the change will be improvement?



THE     METHODS OF QUALITY4

Reactive

Quality by 
Design Quality by 

Process 
Improvement

Quality by 
Compliance

Quality by 
Inspection

Active

Primary Focus for Today



Model for Improvement

3. What changes can we make that 

will result in an improvement?

1. What are we trying to 

accomplish?

2. How will we know that a change 

is an improvement?

Reference: 

Langley, Nolan, 

Nolan, Norman, 

& Provost. The 

Improvement 

Guide

P

DS

A



RECOMMENDED PROCESS FOR IMPLEMENTING CHANGE

Identify one 
important 
problem

Conduct a 
walk-through

Assemble a 
change team

Flowchart the 
process

Brainstorm 
solutions

Do Rapid Cycle 
Testing (PDSA)

Develop a 
sustainability 

plan

Celebrate your 
successes and 

lessons learned

Tell your story



TRYING OUT SOLUTIONS

Plan Do Study Act
using Rapid-Cycle Testing



PDSA ACTIVTY – DESIGNING AND FLYING A PAPER AIRPLANE

▪ Practice making changes using the PDSA Model

▪ Evaluate the impact of potential changes on a given AIM/Goal

▪ Understand the importance of making one change at a time

▪ Understand the importance of collecting data





PDSA CYCLE FOR RAPID IMPROVEMENT

ACT

▪  What changes
       are to be made

        in the next cycle?
   

Adopt, Adapt, Abandon
       

PLAN
▪ State the objective
▪ Describe the who

      what, where, when 
▪ Document questions

      and hypothesis

STUDY
▪ Complete the analysis

      of the data
▪ Compare data to    

predictions
▪ Summarize what 

was learned    

DO
▪ Carry out the plan
▪ Document problems

      and observations
▪ Begin analysis

      of the data 

Adapted version of the 
Deming Model





Baseline

Goal

Complete after 
each flight and  
include in flight 

clearance 
paperwork.



PDSA CYCLES TO IMPROVE DISTANCE

•Each table is a TEAM 
•Suggestion:  READ the DIRECTIONS
•Roles
•Team Lead (change leader)
•Pilot 1
•Pilot 2
•Data collection/scribe
•Design Team

•AIM - Design and build a paper airplane to improve distance
•Rapid Cycle:  More cycles = more data = more chances to improve = a 
better chance of meeting your goal



RULES

•Only one design modification per PDSA cycle

•Redesign of the plane, only once, only after baseline

•Then commit to flying and modifying only that plane

•For each PDSA cycles, the plane is flown by each of the pilots

•All planes must have wings and be able to fly

•You must get clearance from the air traffic controller for each 
test cycle. 



Have Fun 

& 

Fly Safe!!!



WHAT DID YOU LEARN ABOUT RAPID CYCLE 
CHANGES?



CLAUDIA MURILLO, MLS, CADC II, SAP
CHIEF OPERATIONS AND COMPLIANCE OFFICER































QUESTIONS AND DISCUSSION



Your Success Is Our Success!
We are here to support you, feel free to reach out:

Amy McIlvaine- amcilvaine@cibhs.org 

Pranab Banskota- pbanskota@cibhs.org

Chris Botten- cbotten@cibhs.org

Leslie Dishman- ldishman@cibhs.org

Krystal Edwards- kedwards@cibhs.org

CONTACT INFORMATION – ADD US TO YOUR 
CONTACTS!



2125 19TH STREET  •  SACRAMENTO, CA 95818 P 916.556.3480  •  CIBHS.ORG
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