process benchmarking WORKSHOP
OUTPATIENT PRODUCTIVITY
GUIDE TO PARTICIPATION
Overview:  Process benchmarking is a powerful technique that uses benchmarking data to help identify potential best practices.  In this workshop, a process benchmarking exercise will be conducted in the area of outpatient productivity.  The objective of the workshop is to identify organizational strategies and practices that are most effective in maximizing outpatient productivity.  Participants will leave the workshop with a quantified, rank-ordered listing of potential “best practices” that they can consider applying in their own settings.  Through adoption of “best practices” organizational improvement can be expected to occur.

Advance Preparation:  To prepare for this workshop, you will need to research the answers to the questions below.  In some instances, special analysis of your data may be required.  Please confer with appropriate staff within your center and place an “x” in the appropriate boxes to respond to each of the questions.  If you employ techniques not listed below to enhance outpatient productivity, please make note of them in the spaces provided. We will want to hear about them at the workshop!

Please bring this completed Guide with you to the workshop.  We will gather your responses there confidentially through electronic audience polling.  However, if you cannot attend the workshop and wish to contribute your data, please fax this completed form to 317-284-1728.  Annual productivity figures must be provided (below on this page) in order to use your responses.
Workshop Participation:  The questions that follow will be posed during the workshop to systematically contrast the methods used by top performers (those with high productivity) with others.  Audience polling technology will be used to anonymously gather and quantify the responses to the questions.  Approaches that distinguish between top performing organizations and others in terms of productivity will be discussed in detail.  Participants will be encouraged to suggest other approaches that may contribute to outpatient productivity. The workshop will conclude with a ranked and sorted listing of the methods used by top performers.  These methods would be considered potential “best practices”.

calculation of OUTPATIENT Productivity:  Productivity is defined as the average total number of productive, face-to-face, billable hours (not units) per FTE (full-time equivalent) per year.  For example, if your average full-time outpatient counselor spends 24 hours per week in the provision of productive, face-to-face, billable services, and he/she works an average of 48 weeks per year, your organization’s productivity (Total Number of Productive Hours per FTE) would be 1,152.  This is calculated by multiplying 24 hours per week by 48 weeks.  A value less than 600 or greater than 2,000 is likely to result from an incorrect calculation.  

	What is your organization’s average number of productive hours (not units) per FTE per year for adult services?

	


	What is your organization’s average number of productive hours (not units) per FTE per year for youth services?

	     


PROCESS QUESTIONS

	Yes
	NO
	

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	1. Does your organization generally have less than a 2 week wait time for outpatient appointments?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	2. Does your organization generally have less than a 1 week wait time for outpatient appointments?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	3. Does your organization have a bonus pay system for outpatient counselors linked to productivity? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	4. Does your organization have concrete, measurable productivity performance targets? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	5. Does your organization provide regular productivity feedback to your staff privately through supervisor feedback or reports? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	6. Does your organization provide regular productivity feedback to your staff publicly (where outpatient staff are aware of each others’ level of productivity)? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	7. Has your organization carried out formal disciplinary action with those not meeting their productivity targets?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	8.  Do you have contracted (not employed) outpatient counselors that are paid only when they provide billable services?   What percent of your outpatient counselors are contracted in this manner? ___________%

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	9. Does your organization have an "intake group" to reduce initial no-show down time? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	10. Does your organization consistently make reminder calls to reduce no shows? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	11. Do your outpatient counselors routinely call clients prior to their first session to introduce themselves and establish rapport? 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	12. Do your outpatient counselors routinely call clients that no-show?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	13. Do support staff (as opposed to outpatient counselors) routinely call clients that no-show?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	14. Is more than 25% of your outpatient volume generated in groups?  What percent of your outpatient volume is generated in groups? __________

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	15. Does your organization use centralized scheduling for outpatient services?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	16. Has your organization successfully undertaken an effort to reduce paperwork for your outpatient counselors?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	17. Do you have an electronic client record/documentation system?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	18. Is the turnover rate of your outpatient counselors under 20%?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	19. Do you provide transportation for clients with difficulty getting to their outpatient appointments?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	20. Do you schedule “open clinic” hours?  What percent of your services are provided in the context of “open clinic” (as opposed to scheduled)?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	21. Has your organization made your outpatient counselors fully accountable for managing their own productivity?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	22. Does your organization routinely schedule 30 hours per week in appointments per counselor?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	23. Does your organization help under-performing counselors to develop a plan to increase productivity, based on helpful feedback and tips?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	24. Does your organization routinely enforce consequences for repeated no-shows?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	25. Does your organization’s productivity formula give preferential weighting to groups?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	26. Have you conducted formal training in group modalities of care for your outpatient counselors?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	27. Do your outpatient counselors have significant control over their appointment schedules?

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	28. If your organization has centralized, electronic scheduling, do your counselors have the ability to view (but not necessarily change) their schedules?

	Other Methods Used by Your Center to enhance outpatient productivity: 

	



