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Substance Use Outpatient Services BHD/OP 
Alan Orenstein, x0927 

Octavia Madison, x4913 

Program 
Purpose 

• Maximize treatment completion and abstinence for individuals with drug and 
alcohol dependencies. 

Program 
Information 

• Services are provided using evidence-based interventions, including cognitive-

behavior therapy, motivational interviewing, and psychoeducation. 

• Clients served have moderate to severe substance use disorders; they also 

typically have prior IV drug use, treatment history, and are at high risk for 
relapse behavior, HIV and other STDs. 

• About two-thirds of clients are referred from criminal justice agencies. Other 

referral sources include DHS and other public health agencies, primary 
healthcare providers, and private sector treatment and social service agencies. 

Clients also self-refer. 

• Partners: Criminal-justice agencies; primary healthcare agencies; Public Health 

Division; community self-help organizations; regional CSBs; Department of 
Rehabilitative Services. 

• The onset of the Covid pandemic in the third quarter of FY 2020 led to changes 

in services. Prior to stay-at-home orders, groups met in larger rooms and 
maintained social distancing. When quarantining went into effect, the program 

switched to a telehealth model, and continued with individual and group 
services. 

• The program initiated an in-person intensive outpatient program (IOP) in FY 

2021. Clients receive 9 hours of service per week for 8 weeks. 

PM1: How much did we do?  

Staff 10.5 FTEs 

• 1.0 FTE - Clinical Supervisor 

• 9.5 FTEs - Mental Health Therapists 

Customers 

and 

Service Data 

 FY 2018 FY 2019 FY 2020 FY 2021 

Number of Clients 

Served (unduplicated) 
542 586 604 536 

Service Hours 10,732 10,712 10,603 11,133 
 

PM2: How well did we do it? 

2.1 Client satisfaction 

2.2 Clients in treatment for more than 90 days 

2.3 Documentation compliance 

PM3: Is anyone better off? 

3.1 Clients stating services helped address problems 
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3.2 
Clients successfully engaged in outpatient treatment who successfully achieved and 

maintained abstinence at discharge 

 

Substance Use Outpatient Services 

Measure  1 Number of Clients Served (unduplicated) 

Data 

 

 

 
Data 

Summary 

• The number of persons served was 536 in FY 2021. While somewhat below FY 

2020, the number served was comparable to FY 2018. 

• The racial and ethnic demographics of program clients generally align with those 

of Arlington residents with Medicaid for all groups except Latinx. 

What is the story behind the data? 

• The decrease in number served appears related to a period of reduced referrals of court-

related clients due to the impact of the COVID epidemic. The Courts were closed from March 
through June in 2020.  When Arlington County Courts did reopen, there were a backlog of 

cases to get through and COVID-19 safety practices that had to be adhered to. 
• Latinx individuals are underrepresented in the Medicaid data. There may be barriers for 

these clients to access Federal benefits.   

• The percentage of Latinx clients increased this year, while the percentage of white clients 
decreased.  These changes may have been driven by pandemic-based inequities.  A study by 
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https://www.epi.org/blog/black-and-hispanic-workers-are-much-less-likely-to-be-able-to-work-from-home/#:~:text=Asian%20workers%20are%20the%20most%20likely%20to%20be,workers%20and%2019.7%25%20of%20black%20workers%20can%20telework.
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the Economic Policy Institute determined that White individuals were more likely to be able 

to work from home than Latinx individuals.  Many clients are referred to the program by the 
legal system, and some Latinx clients may have been more visible in the community because 

they did not have the opportunity to telework.   

Recommendations Target Dates 

• Stay the course • Ongoing 

Forecast 

• In FY 2022, it is expected that the number of clients served will increase to approximately 
pre-COVID levels of 600 per year. 

  

https://www.epi.org/blog/black-and-hispanic-workers-are-much-less-likely-to-be-able-to-work-from-home/#:~:text=Asian%20workers%20are%20the%20most%20likely%20to%20be,workers%20and%2019.7%25%20of%20black%20workers%20can%20telework.
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Substance Use Outpatient Services 

Measure  2.1 Client satisfaction 

Data 

 

 
Data 
Summary 

• A point-in-time survey is administered for one month to obtain a sample of the 
program effectiveness.  

What is the story behind the data? 

• Due to pandemic-related challenges, including the move to virtual services, the survey was 

not administered in FY 2021. 

Recommendations Target Dates 

• Explore revising the customer service survey questions and 

format to best capture client experiences. 

• FY 2022 Q3 

• Consider other methods of capturing client feedback, including 

focus groups, feedback cards, secret shopper programs, and 
reaching out to a sample of clients to hear about their 
experiences. 

• FY 2022 Q3 

Forecast 

• In FY 2022, it is expected that satisfaction will meet the 85% goal. 

  

95%
92%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

FY 2018
59/62 Responses

FY 2019
74/84 Responses

FY 2020
Not  administered

FY 2021
Not  administered

Percent of Consumers Reporting that Services 
Helped Them Deal More Effectively With Their 

Problems

Goal: 85%



FY 2021 PERFORMANCE PLAN 8/13/21 

Substance Use Outpatient Services | FY 2021 Page 5 

Substance Use Outpatient Services 

Measure  2.2 Clients in treatment for more than 90 days  

Data 

 

 
Data 

Summary 

• 77% of clients remained in treatment more than 90 days which exceeds the goal 

and is consistent with previous years. 
• Data reflects all clients who were opened to the Substance Use Outpatient 

program. 

What is the story behind the data? 

• In FY 2021, the program focused on ensuring client engagement, in light of increasing rates 

of high-risk substance use and overdose in the community.   
• Clients are incentivized to remain in treatment due to court requirements and a large 

proportion of clients are court referred.  The program also addresses the need for continued 
support for substance abusers in recovery and offers continued treatment and support 
services beyond court requirements. 

• During the COVID pandemic, telehealth has reduced barriers to clients remaining in services, 
as clients no longer need to commute or obtain childcare in order to attend groups.   

Recommendations Target Dates 

• Stay the course • Ongoing 

Forecast 

• In FY 2022, it is expected that treatment tenure beyond 90 days will continue at the 
relatively high level of 75-80%  
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Substance Use Outpatient Services 

Measure  2.3 Documentation Compliance 

Data 

 

 
Data 
Summary 

• 94 percent of reviewed clinical records achieved the compliance standard of being 
90% compliant or better. This exceeds the targeted 90% benchmark. 

• Data is based on the monthly review of 10 randomly chosen records for each 
Team.  Team supervisors and Compliance staff separately rate the selected 

records and meet monthly to come to a consensus score for each record. 
• The reviewers use a standard form specifying key documentation standards. 

• Compliance with 90% or higher items is considered a “compliant” record. 

What is the story behind the data? 

• In FY 2021, documentation strengths included maintaining assessments required for 

treatment (ASAM, QR, DLA).   
• The team adopted the DocuSign platform to get client written consent in FY 2021 Q1.  This 

platform helped the program maintain high compliance rates. 

• Area for improvement included consistently resolving and ruling out mental health 
diagnoses.   

Recommendations Target Dates 

• Continue to support staff with monitoring and supervision to 
maintain documentation consistency during the Electronic 

Health Record transition in FY 2022.   

• Ongoing 

Forecast 

• In FY 2022, it is expected that the percent of reviewed records achieving the 90% standard 
will continue to reach the 90% benchmark 
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Substance Use Outpatient Services 

Measure  3.1 Clients stating services helped address problems 

Data 

 

 
Data 
Summary 

• This survey is part of the BHD client satisfaction survey conducted each fiscal 
year. 

What is the story behind the data? 

• Due to pandemic-related challenges, including the move to virtual services, the survey was 

not administered in FY 2021. 

Recommendations Target Dates 

• Explore revising the customer service survey questions and 

format to best capture client experiences. 

• FY 2022 Q3 

• Consider other methods of capturing client feedback, including 

focus groups, feedback cards, secret shopper programs, and 
reaching out to a sample of clients to hear about their 
experiences. 

• FY 2022 Q3 

Forecast 

• In FY 2022, it is expected that client response will meet the 85% goal. 
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Substance Use Outpatient Services 

Measure  3.2 
Clients successfully engaged in outpatient treatment who successfully 
achieved and maintained abstinence at discharge  

Data 

 

 

 
Data 

Summary 

• The percent of clients engaged in treatment who completed their treatment plan 

and remained abstinent at discharge was 67% in FY 2021, with 64% of clients 
achieving maximum benefit and 3% achieving partial benefit. 

• Each client is only counted once, even if they had multiple treatment episodes 
during the year. Only the result of the most recent episode was included. 

• Clients who failed to complete treatment due to transfer or ineligibility are 

excluded. 

• The completion rate of 67% is higher than SAMHSA’s national average of 46%. 
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• All racial and ethnic groups exceed the overall average except for Black clients 

whose abstinence at discharge was 53%. 

What is the story behind the data? 

• Generally, the relatively high completion rate (67% which is higher than the national 
average of 46%) appears related to the program serving a high proportion of individuals who 
are court connected. Court connection provides individuals with additional motivation to 

remain engaged in treatment.  
• Equity analyses of FY 2019 data indicated that the Black clients’ abstinence rates were lower 

since a higher proportion of admissions did not report that they were seeking treatment due 
to court involvement. This precluded collaboration with Probation Officers and the incentive 
to remain in treatment. Based on these findings, the program worked with new and existing 

clients to determine which clients were legally involved. 
• Overall, a higher percentage of Black clients were abstinent in FY 2021 compared to FY 2019 

(47%), indicating that the program’s actions may be leading to more equitable outcomes. 
• For clients who terminate treatment before program completion, a contributing factor be that 

some clients are primarily seeking housing services rather than SA treatment.  

Recommendations Target Dates 

• Coordinate with Intake to better identify service applicants that 

are court connected and who are primarily seeking housing 
and not SA treatment services. 

• FY 2022 Q2 

Forecast 

• In FY 2022, it is expected that the proportion of program clients achieving abstinence will be 
maintained at approximately 70%. It is also expected that the proportion of Black clients 

achieving abstinence will continue to increase. 

 


