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Shamrock Solutions, Inc 2021 Peer Support Services Quality Assurance Report 

In accordance with Shamrock Solutions, Inc Peer Support Services program description, an annual review was completed to evaluate and enhance consumer health outcomes. This quality assurance measure was developed to assess the quality, timeliness, and appropriateness of services. Data for this report was collected in a multitude of ways, including individual chart reviews by program director, internal chart audits performed by peer support staff, and consumer self-report surveys. 
Appropriateness

Shamrock Solutions Inc’s Peer Support Services Program Director is responsible for screening consumers at the time of referral for appropriateness of peer support services. Assessing the appropriateness for peer support services may include but is not limited to considering consumers’ diagnoses, current level of functioning, current areas of need as a result of mental health impairment, other service provider involvement, determination of medical necessity, and the potential benefit of the service. 
Appropriateness of services for each consumer is also evaluated, at a minimum, every 6 months to determine if continuation of services will provide additional benefit to the consumer, or prevent loss of progress. This determination is made through a strength-based assessment and individual service plan update, as well as confirmation that the consumer still desires to engage in peer support services. 
Quality

Quality of services was considered both in terms of individual consumer satisfaction and timeliness of services. Information about individual satisfaction was gathered by certified peer specialists, as they distributed and assisted consumers in completing the survey. Timeliness was evaluated through individual record reviews, as well as internal chart audits performed by peer support staff. 
Individual Satisfaction and Outcomes for Peer Support
Shamrock Solutions, Inc. conducted self-report surveys with peer consumers to evaluate factors that impact their mental health recovery. These surveys also served to aid Shamrock Solutions, Inc in determining how satisfied consumers were with their peer support services.  The Recovery Oriented System Indicators (ROSI) Consumer Survey (Dumont et. al, 2005.) was utilized to collect this data. The ROSI Consumer Survey aims to evaluate aspects of mental health recovery that either help or hinder one’s progress, such as peer support, choice, formal service staff, formal services, helpful system culture and orientation, coercion, and access to services (Dumont et. al, 2005.) 
Each peer support consumer was asked to complete the ROSI self-report survey within 6 weeks of beginning peer support services, as well as every 6 months thereafter. Fifty-five surveys were conducted among twenty-six consumers over the last year. The following information describes the consumers surveyed:

· 61% of consumers surveyed were female, while 39% were males

· 83% of consumers surveyed were aged 18-64 years-old, while 10% were identified as adolescent (14 to 17 years-old). The remaining 7% of consumers were categorized in the elderly age group, including those aged 65 and above. 
· The majority of consumers surveyed identified themselves as “White,” making up 93% of all surveyed. The remaining 7% of consumers identified as 4% being “African American”, 1.5% being more than one race and 1.5% being “other.”
· 67% of consumers surveyed have been involved mental health services for five or more years while 16% have been involved for 3 to 5 years, 15% for 1 to 2 years and 2% for less than 1 year.
· 4% of consumers surveyed indicated that they were currently dealing with substance abuse issues in addition to mental health concerns.
Consumers responded to 42 self-report statements about their recovery, where they were given the option to rate each statement on a 4-point Likert scale. Responses included “Strongly Disagree,” “Disagree,” “Agree,” and “Strongly Agree.” Each question also included a, “Does Not Apply to Me” option. Consumers were asked to consider their situation in the past 6 months as they responded to each statement. The following include highlights from the data collected:
· 56% of consumers reported that mental health services assisted them in securing safe housing, while 29% said this did not apply to them. 76% of consumers also reported that mental health services were helpful in securing medical benefits.
· 20% of consumers reported that mental health services helped them in obtaining or keeping employment, while 58% felt that this did not apply to their current situation.
· 96% of consumers indicated that they either “strongly agree,” or “agree,” when asked if staff respect them as a whole person, while the other 4% indicated that this does not apply to them or they “disagree.”
· 87% of consumers reported that staff believe in their growth, change, and recovery
· The average rating for the statement, “Staff use pressure, threats, or force in my treatment,” was 1, indicating that 100% of consumers strongly disagreed
· In fact, 95% of consumers indicated that there was a consumer peer advocate to turn to when they needed one
· 93% of consumers identified that staff stood up for them to get them necessary services and resources
· Consumers identified having access to reliable transportation as a continued area of need, with 33% of respondents disagreeing with the statement, “I have reliable transportation to get where I need to go.” 
· 87% of consumers reported that “Mental health staff support my self-care or wellness” and 90% indicated they have a say what happens to them when in crisis.

Timeliness
Shamrock Solutions, Inc. utilized an agency-developed chart audit tool to examine individual records for timeliness of services. Each record was examined to determine date referral received, start date of services, date of crisis plan, date of strength-based assessment, date of individual service plan, and updates completed every 6 months. Target date was comparted with date of completion to determine if services were met in a timely manner.

Shamrock Solutions, Inc. found that there was an average of 14 calendar days between the date of completed referral and first day of service. About a quarter of consumers were opened within 7 calendar days of Shamrock Solutions, Inc. receiving a completed referral. In 30% of cases, start date of services was within 14 calendar days of receipt of completed referral. Compared with 2021 data, the average length of time from referral to service start increased by 3 days. COVID-19 related barriers, such as both consumers and staff being ill or quarantined may explain this increase. The COVID-19 pandemic also influenced availability of staff and consumers, as another possible explanation for longer service initiation. Typical barriers to timely initiation of services continued to be a challenge. This includes consumers being incarcerated or hospitalized, and inability to reach consumers at indicated contact number.
As services progressed, it was determined that 80% of consumers’ crisis plans were completed within 7 calendar days. Strength-based assessments were completed within 14 days in 80% of consumers. However, individual service plans were found to be completed within 30 days of start date in 90% of consumers. Of those consumers who reached 6-month review periods, 95% had completed strength-based assessments and individual service plans completed on time. 
Evaluation of Compliance with Shamrock Solutions, Inc. Service Description

An evaluation was conducted by the peer support program director to determine if Shamrock Solutions, Inc followed the intended plan for quality assurance, as determined by the approved agency service description. The program director compared the agency service description with the methods used to collect and evaluate program data to determine if Shamrock Solutions, Inc was in compliance with the set-forth plan. 

It was initially determined that Shamrock Solutions, Inc would utilize both the Recovery Oriented Systems Indicator (ROSI) and the Mental Health Statistics Improvement Program (MHSIP) to gauge the impact that peer support services had on consumers. Upon review of the data, it was revealed that staff opted to utilize the ROSI assessment, while forgoing the use of the MHSIP. As stated in the program description, Shamrock Solutions, Inc utilized a convenience sample for this report. 

As per Shamrock Solutions Inc’s Peer Support Services program description, it was noted that certified peer specialists would be involved in the ongoing quality assurance measures of the peer support program. CPS did participate in program evaluation through conducting chart audits on a quarterly basis, alongside program supervisor and program director. Lastly, this report has been made available to the public via Shamrock Solutions, Inc website, as described in the approved service description. 
Analysis of Findings

Shamrock Solutions, Inc. is proud to report that, overall, consumers continued to be satisfied with their mental health services. Compared to ratings from the previous year, consumers rated their satisfaction with services higher and more positively, across the board. Consumers consistently reported feeling supported, validated, and understood by staff. Consumers were also able to identify specific aspects of their mental health service that contributed to a sense of well-being. Shamrock will continue to facilitate positive consumer/staff relationships, as well as monitor consumer satisfaction and outcomes of such. 

Based on consumer reports, it appears that access to reliable transportation continues to be a high need for many. This finding was likely, as Shamrock serves a rural community with limited resources. The COVID-19 pandemic exacerbated this barrier for many consumers over the past year. Shamrock will continue to explore transportation resources with our consumers, including community transportation programs and consumers’ natural supports. Shamrock will also assist our consumers in accessing these transportation resources, as well as advocate for more comprehensive transportation services to meet the needs of the community. 
In regards to timeliness of services, findings conclude that Shamrock has continued to be successful in meeting program requirements. Timeliness of crisis plans decreased from 84% in 2021, to 80% in 2022. Strength-based assessments were found to be completed within 14 days in 80% of consumers in 2021 and this remained the same for 2022. Timeliness of ISP development increased from 83% to 90% within the last year, and 6-month reviews were met “on time” in 95% of consumers this year, compared to 86% in 2021. The development of more effective tracking documents, closer monitoring of service timeliness in supervision, and increased staff training contributed to better outcomes.
Action Steps

Several action steps can be taken by Shamrock Solutions, Inc in order to improve program quality. To begin, more extensive training for staff, particularly during the first few months of hire, can help them to understand the timeframes for documentation including crisis plans, strength-based assessments, and individual service plans. Additionally, continued oversight by both the program supervisor and program director can assist staff in identifying and overcoming any barriers to providing services in a timely manner. Continued participation by all program constituents in program quality measures can foster creative solution development for identified challenges. 
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