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Nursing Case Management 

(NCM) 
ADSD/NCM & CLP Amy Vennett x1714 

Program 

Purpose 

Improve and maintain the health status of adults with multiple chronic illnesses 
and/or disabilities, so they may successfully age in place at home.  

Program 

Information 

Nursing Case Management (NCM) 

• The NCM Program serves Arlington residents 60 years old or older with 
multiple chronic illnesses and adults age 18 to 59 with a permanent disability; 
all of whom require assistance managing health care needs yet lack sufficient 

support system. 

• NCM client demographic profile:  

Race Age Other 

White Non-
Hispanic 

35% Under age 
60 

10% Live Alone 84% 

African 
American 

34% 60 years to 
69 years 

25% Federal Poverty 62% 

White 
Hispanic 

22% 70 years 
and older 

65% Have a diagnosis of 
high blood pressure 

53% 

Asian 8% Average 
age  

75 Receive help with 
medication 

adherence 

34% 

American 
Indian 

1% Age range 
in years 

49-103 Diagnosed with 
serious mental 

illness 

45% 

 

• Core services provided in client homes 1 to 4 times per month include:  
o Initiating and updating care plans focused on individual needs 
o Assessing and monitoring health status and care needs 

o Educating clients about health and wellness needs  
o Pre-pouring medications if pharmacy bubble-packing is not available  

o Referring to and coordinating with other providers and services 
• Additional services include: 

o Screening for nursing home level services to include placement and 

community-based care 
o Assessing clients for in-home services  

• The Nursing Case Management Program is the only program of its kind in 

Virginia. It is primarily locally funded. Some revenue is generated from client 
fees and state reimbursements for screenings for nursing home level services 
that are completed in collaboration with the Adult Service Program. In FY 

2020, during the COVID-19 pandemic, screenings declined because the 
screening team moved to less home visiting for safety reasons, and there 

were fewer requests for screenings. 

• During the COVID-19 pandemic in FY 2020, one NCM Nurse and the Manager 
spent a significant amount of time working with Arlington’s Public Health 

Division (PHD) and Long-Term Care Residences (LTCRs). 

Community Living Program (CLP) 

• The CLP provides personal care services, helps with household tasks, 

and supportive services to eligible county residents who are age 60 and 
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over or adults age 18 to 59 who live with physical or cognitive 

disabilities.  

• Two contracted vendors, both licensed home health agencies, provide 

the services in client homes.  

• During the COVID-19 pandemic, the contracted vendors continued to 

provide services, unless the client requested to be placed on hold. 

During April, May and part of June, approximately one-third of clients 

were on hold per their own request to limit contact with the public.  

• Revenues: 90% local funds and 10% state and federal funds 

• Eligibility Criteria:  

o be an adult living in Arlington in an independent living setting (i.e. 

home or apartment),  

o have a physical or cognitive disability that makes it difficult to 

complete home and self-care tasks, 

o are homebound or have great difficulty and require assistance to 

leave the home, and 

o are willing to participate and follow program guidelines.  

• CLP client demographic profile:  

Race Age Other 

White Non-
Hispanic 

42% Under age 
60 

10% Female 67% 

African 
American  

32% 60 years to 
69 years 

18% Male 33% 

White 
Hispanic 

14% 70 years 
and older 

72% Federal Poverty 61% 

Asian 10% Average age  76 Lives Alone 75% 

Other 2% Age range in 

years 

39-

102 

  

 

PM1: How much did we do?  

Staff 
• Total 7.25 FTEs: NCM and CLP 

o NCM 4.5 FTEs 
▪ 4.25 FTE Nurses 

▪ 0.25 FTE Manager 
 

o CLP 2.75 FTEs 
▪ 0.75 FTE Nurse 
▪ 1 FTE Human Services Aide 

▪ 0.50 FTE Manager 
▪ 0.50 FTE Human Services Clinician II 

Customers 

and 

Service  

Data 

 FY 2018 FY 2019 FY 2020* 
Total NCM Clients Served 447 502 457* 

Ongoing Services Clients 110 79 77 
Clients receiving NCM/CLP intake 

assessments or consultations 
 

133 

 

190 

 

192 
Clients screened for nursing home 

level care 
 

204 

 

233 

 

188 
New Ongoing Services Clients 22 25 14** 

All NCM Client Service Contacts 3,448 5,104 6,795 



FY 2020 PERFORMANCE PLAN 

Nursing Case Management | FY 2020 Page 3 
 

Total CLP Clients Served 315 371 380 
*The program served fewer clients in FY 2020 due to the COVID-19 pandemic and staff 

retirements, which limited face-to-to face visits with clients.   
 

**Fewer new NCM clients were officially opened to on-going services as the team 

prepared for one retirement in late FY 2020 and two retirements in early FY 2021. 

Eligible clients received more telephonic, short-term support and consultation, versus full 

service NCM, pending new staff arriving in the first two quarters of FY 2021. 

 

PM2: How well did we do it? 

2.1 Caseload size 

2.2 Timely completion of financial contracts 

2.3 Customer Satisfaction with CLP vendor services (proposed for FY 2021) 

PM3: Is anyone better off? 

3.1 Clients who have improved or maintained their health status in the last year:  

    (A) Blood pressure (BP) for clients with high blood pressure diagnosis; and  
    (B) Medication adherence for clients who have medication pre-poured 

3.2 Clients maintained in the community (NCM and CLP) 
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Nursing Case Management 

Measure  2.1 Caseload size 

Data 

 

 
Data 
Summary 

• The workload ratio for on-going clients, as well as assessments and pre-
screenings, are both presented. The average ongoing caseload in FY 2020 

was 16 ongoing clients, 3 assessments and 3 screenings per nurse each 
month. 

• The average workloads are calculated by averaging the end-of-month 
censuses from across the fiscal year. 

What is the story behind the data? Recommendations 

• Monthly average on-going caseload per nurse 

decreased from 18 to 16. 
• Total workload of all clients served (including 

assessments and pre-screenings) decreased to 22.  

• More contacts per client and overall client contacts 
were documented due to the increasingly complex 

cases enrolled in on-going services. While fewer 
clients may have been served on NCM cases loads, 
those that were had more overall contacts with 

each nurse because of their higher acuity of need. 
• The pandemic and anticipated retirements reduced 

clients served in all areas of this measure. 
• We conducted a time study in January and February 

2020 to identify time spent per service unit 

category; however, data analysis was postponed as 
time has been diverted to work supporting 

pandemic management.  
• One NCM Nurse and the Manager spent a significant 

amount of time working with Arlington’s Public 

• Continue to monitor trends, 

while developing better tools to 
measure client acuity and 
increasing complexity. 

• Seek ADSD QA Team 
assistance in analyzing time 

study data by FY 2020 Q2. 
• Continue to support PHD in 

their efforts to prevent and 

control the spread of the 
pandemic in LTCRs even if this 

takes time from the NCM 
program. 
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Health Division (PHD) and Long-Term Care 

Residences (LTCRs) in late FY 2020 and into FY 
2021.  

• During most of the fiscal year, the Assessment and 
Coordination Nurse was the primary assessor for 
the Community Living Program, dedicating less 

time to NCM assessments and intakes.  
• Two team members had planned retirements for 

early FY 2021. As we prepared for this transition 
and then experienced the start of the pandemic, 
fewer clients were opened to full NCM services.  

• In the first quarter of FY 2020, the recruitment for 
a 0.5 FTE Human Services Clinician II was approved 

to focus on Community Living Program 
Assessments so more nursing time could be 
dedicated to assessments and intakes for the NCM 

program. After two recruitments, we were 
successful in filling the FTE as of April 28, 2020. 

• In the first quarter of FY 2021, 
we recruited and hired two new 
NCMs to join the team due to 

two retirements. This will allow 
us to increase NCM clients who 

receiving on-going services. 

Forecast 

• FY 2021: Workload size will average 28 to 30; on-going caseload will average 20. 
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Nursing Case Management 

Measure  2.2 Timely completion of financial contracts 

Data 

 
 

 
Data 
Summary 

• Since FY 2015, the Nursing Case Management program was approved by 
the County Board to use the Community Services Board’s (CSB) income 

and fee scales to assess a monthly fee for services to all on-going clients.  
• A tracking system was developed and used in the first two quarters of FY 

2020.  

• Contracts were defined as timely if: 
o The continuing contract was completed and signed no more than 

364 days since it was last signed. 
o New contracts were completed and signed the last business day of 

the month in which services started.  

o Contracts for new cases opened on or after the 20th of the month 
were completed and signed the last business day of the following 

month. 
• Timeliness in the first quarter was 32%, with and improvement to 62% in 

the second quarter.  

• Tracking and data collection in the third and fourth quarters was not done 
because this work, as modeled after the CSB, was suspended during the 

pandemic due to limited and prioritized face-to-face visits with clients. 
Also, the majority of clients were unable to return their documents and 
proof of income via the mail even with staff support by phone and mail. 

What is the story behind the data? Recommendations 

• This new measure and the data collection was 
initiated in FY 2020.  

• Tracking and reporting will 
continue as it becomes safe to visit 
clients to conduct this activity. 
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Financial Contract Timeliness

Q1 Q2 Q3 Q4

Target: 
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• Clients’ challenges providing proof of income, 

as well as program changes in staffing, system 
access, and administrative support, can lead to 

challenges to completing this task in a timely 
manner. 

• In the second quarter, we had more 

administrative support and access to systems 
that could help the nurses pull proof of income.  

This helped us obtain proof of income and 
improve timely contract completions in the 
second quarter.  

• By Q4 FY 2020, establish 

consistent administrative support 
with access to systems that can 

recover clients’ proof of income 
when this activity resumes. 

• Tracking will be centralized to 

CSCB Bureau Administrative 
Specialist by CY 2021.  

Forecast 

• FY 2021: Financial contracts will be completed on time for 90% of clients when this 

activity resumes; specifically, 40% in Q3 and 50% in Q4. 
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Nursing Case Management 

Measure  2.3 
Customer Satisfaction with CLP vendor services  

(proposed for FY 2021) 

Data  

 
Data Summary • Each CLP vendor submits client satisfaction differently but within 

contract parameters.  

What is the story behind the data? Recommendations 

• CLP staff had hoped to have some satisfaction 
measure to report in FY 2020. Work on 

pandemic related endeavors prevented us 
from dedicating the time to this endeavor. 

• In FY 2021, we will identify a consistent 
method of measuring satisfaction across 
vendors.  We will develop a question for both 

vendors to use in reporting client satisfaction 
with services or create our own survey, which 

we administer in the spring each year. 

• By March 2021, CLP staff will 
collaborate with the QA Team to 

identify a plan, so we have satisfaction 
data to report for this newly proposed 

performance measure in FY 2021. 
 

• The survey will be administered in the 
Spring/Summer of CY 2021 to align with the 

end of the County FY.  

• CLP staff will continue conducting 
surveys in the Spring of FY 2021 to 

more closely align with the County FY.  

Forecast 

• FY 2021: CLP satisfaction survey data will be reported with a goal of 85% satisfaction. 
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Nursing Case Management 

Measure   3.1a  Blood pressure (BP) for clients with high blood pressure diagnosis 

Data 

 

 
Data 
Summary 

• Clients “within normal limit” have blood pressure within normal range for at 
least 80% of visits during the quarter. The number of clients with readings 

within normal limits is then averaged each quarter to get an annual average.  

• In FY 2020, 52% (40/77) of NCM clients have a diagnosis of high blood 
pressure.  For these clients, data was collected at each visit and pulled into a 
report each quarter, using the electronic documentation system.  

What is the story behind the data? Recommendations 

• NCM intervention is effective in helping 
people manage blood pressure.  

• In FY 2020, an average of 85% of 

clients with a diagnosis of high blood 
pressure were within normal limits each 

quarter. These results were lower than 
the previous FY data (91%) and less 
than the goal of 90%. 

• For the first six months of FY 2020, 
92% of clients were at goal. 

• Due to the pandemic, the sample size 
was lower, which resulted in a lower 
average percentage of clients with BP 

within normal limits in Q3 and Q4.  
• FY 2020 Q1 and Q2 data showed an 

average of 47 of 51 clients (92%) had 
a BP within normal limits. 

• Percentage of NCM clients with blood 

pressure within normal limits is 
significantly higher than a national 

survey that indicated 50% of older 

• Nurses will continue to monitor blood pressure 
at each visit and report findings, as 
appropriate during the pandemic. 

• Nurses will continue to educate clients on 
healthy activities and diets that can lead to 

improvements in blood pressure.  
• A pilot to measure monitoring of diabetics’ 

blood sugar levels control over time was 

scheduled to begin in the last quarter of FY 
2020. However, this pilot was not initiated as 

the team focused on managing clients during 
the start of the pandemic. 

• The team did explore increasing referrals to 

the ADSD Dietician to assist clients, as 
needed. However, since the support is only 

provided by phone, the team determined this 
would not be a successful intervention to 
undertake. If a home visiting option becomes 

available through the Area Agency on Aging, 
the team will reconsider in FY 2021 by the 

fourth quarter. 
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adults with a high blood pressure 

diagnosis had blood pressure within 
normal limits (CDC Vital Signs 2016). 

• The national standard for normal blood 
pressure (Eighth Joint National 
Committee) is 80% of the time blood 

pressure is: 
o 150/90 or less for clients over 60 

o 140/90 or less for clients under 
60 

o 140/90 or less for clients (all 

ages) with diabetes or chronic 
kidney disease 

• The team did explore expanding client 

participation in community level Chronic 
Disease Self-Management Programs by 

sending a team member to training in 

Fairfax in March 2020. This training was not 

able to be completed because the pandemic 

started and then the nurse retired. In FY 

2021, we will explore sending another team 

member to this training to consider starting 

a program when training resumes and a safe 
model for delivering this group-level 
intervention can be identified. 

Forecast 

• FY 2021: At least 90% of clients with high BP will maintain blood pressure within normal 
limits. 

 

  

https://www.cdc.gov/vitalsigns/blood-pressure/index.html
http://sites.jamanetwork.com/jnc8/
http://sites.jamanetwork.com/jnc8/
https://www.scribd.com/document/116693527/The-Stanford-Chronic-Disease-Self-Management-Program-CDSMP
https://www.scribd.com/document/116693527/The-Stanford-Chronic-Disease-Self-Management-Program-CDSMP
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Nursing Case Management 

Measure  3.1b 
Medication adherence for clients who have medication adherence 
intervention in place 

Data 

 

 
Data 

Summary 

• An average of 34 clients per quarter had medications monitored or pre-poured 

by nurses.  
• 83% of clients for whom nurses monitored pharmacy bubble-packed 

medications, pre-poured medications into a pill box, or pre-filled insulin 

syringes fully adhered to their medication regimen as prescribed. A total of 
94% had partial or full adherence.   

• Data was recorded at each visit and pulled into a report each quarter using the 
electronic documentation system. Nurses reported if clients were “adherent” 
“partially adherent” or “non-adherent” at each visit. Quarterly and annual 

averages were calculated. 
• Nurses evaluate medication adherence based on a 2005 New England Journal of 

Medicine article:  80% to 100% of medications taken is adherent; 50% to 79% 
is partially adherent; below 50% is not adherent. 

What is the story behind the data? Recommendations 

• NCM intervention is effective in helping people 

manage adherence to medications. 
• The percent of NCM clients fully or partially 

adherent to their medication treatment regimen 

exceeds a national study indicating 68% of adults 
fully or partially adhered to medication treatment 

regimens (2013 US National Report Card on 
Adherence).  

• For the first six months of FY 2020 data showed 

that 98% of clients monitored were fully 
medication adherent. However, overall data for FY 

• Nurses will continue to use 

pharmacies that can bubble-pack 
medication, pre-pour if bubble-
packing is not available, and 

monitor medication adherence, as 
they are able to safely make home 

visits during the pandemic. 
• Continue nursing interventions 

aimed at improving adherence 

whether the nurse is pre-pouring 
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http://www.ncpa.co/adherence/AdherenceReportCard_Full.pdf
http://www.ncpa.co/adherence/AdherenceReportCard_Full.pdf
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2020 (94%) did not meet the benchmark and was 

lower than the previous FY. This was largely due 
to a smaller sample of clients was monitored in 

Q3 and Q4, skewing the overall data.  During the 
pandemic, staff had more limited contact with 
clients.   

the medication or the pharmacy is 

bubble-packing medication. 

Forecast 

• FY 2021: At least 95% of clients for whom the nurse monitors pharmacy bubble packs, 

pre-pours medication, or pre-fills insulin syringes will demonstrate full or partial adherence. 
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Nursing Case Management 

Measure  3.2 Clients maintained in the community (NCM and CLP) 

Data  

 

 
Data 
Summary 

• NCM clients maintained in the community are those who continue to be open to 
on-going NCM services or have been discharged from services but remain living 

in the community instead of transferring to a long-term care residence (LTCR 
i.e. nursing home or assisted living). 

• 96% (74/77) of on-going NCM clients were maintained in the community. 

• As an added data point for FY 2020, CLP clients maintained in the community 
are represented by the clients served during the last two quarters of FY 2020. 

Clients maintained in the community are those who continue to be open to CLP 
services or have been discharged from services but remain living in the 
community. If a closed client moved to a LTCR, the client was not considered to 

be maintained in the community. 
• 99% (335 of 338) of CLP clients served from January to June 2020 were 

maintained in the community. 

What is the story behind the data? Recommendations 

• According to a 2014 study by the American Association 
of Retired People (AARP), 87% of adults age 65+ want 

to stay in their current home and community as they 
age. 

• Living independently with home and community-based 

services, at a cost of $20,964 per year in Virginia 
(2020 data), results in cost savings compared to a 

nursing facility, estimated at $137,605 per year for a 
semi-private room in the D.C. metro area (2019 data).  

• The NCM and CLP interventions are effective in helping 

people remain in the living in the community.  

• Nurses and the CLP vendors’ 
staff will continue help clients 

maintain their health and 
homes, making referrals 
aimed at helping clients 

continue to stay in their 
homes. 

• In July 2020, a tracking 
system was implemented to 
track closures for the full FY 

2021. 
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https://www.aarp.org/livable-communities/info-2014/livable-communities-facts-and-figures.html
http://www.dmas.virginia.gov/files/links/5195/CCC%20Plus%20Waiver%20Fact%20Sheet%202020%20(2).pdf
https://www.genworth.com/aging-and-you/finances/cost-of-care.html
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• Only 4% of NCM clients (3) and 1% of CLP clients (3) 

who were discharged from on-going NCM and CLP 
services to long-term care residences because their 

needs increased such that they could no longer safely 
live in the community. Two were discharged to nursing 
homes and four to an assisted living facility. 

Forecast 

• FY 2021: At least 95% of NCM and CLP clients will remain living in the community versus a 

more restrictive placement in a residential setting or LTCR.  
 


