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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. 

PM1: How much did we do?  

Staff 10.5 FTEs 

• 1.0 FTE - Clinical Supervisor 

• 9.5 FTEs - Mental Health Therapists 

1 FTE was added in connection with the STEP-VA state initiative allocated in 
November 2019 and hired in August 2020. The position will be used to initiate an 

intensive outpatient program in FY 2021. 

Customers 

and 

Service Data 

 FY 2018 FY 2019 FY 2020 

Number of Clients 
Served (unduplicated) 

542 586 604 

Service Hours 10,732 10,712 10,603 
 

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 
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Substance Use Outpatient Services 

Measure  2.1 Client satisfaction 

Data 

 

 
Data 
Summary 

• Satisfaction is measured using the annual (three-week duration) division-wide 
client satisfaction survey. The survey is administered in person; clients fill out 

and return paper surveys. In FY 2020, the survey was not conducted because of 
the impact of the Covid pandemic. Services were provided via telehealth and 

clients were not present in the office to receive a survey. 

What is the story behind the data? Recommendations 

• While a FY 2020 survey was not administered, 

as part of an equity analysis the clinical 
supervisor conducted a focus group to address 

treatment barriers and needs for female 
clients. Findings included challenges with 
transportation and timely arrival to services for 

clients who work in other jurisdictions, where 
minimum wages are higher, and ongoing 

stigma related to women and substance use. 
Participants appreciated the ability to receive 
services via telehealth, and expressed interest 

in weekend and family services. 
• In prior years, clients noted satisfaction with 

staff, individual and group therapy, overall 
services, and services offered in Spanish. 

• Responses were typically positive. When asked 

what they did not like, the most frequent 
comments were: services being court 

mandated, cost, and length of time of groups.  

• The annual survey is administered in the 

third quarter of each fiscal year. In FY 
2021, consider implementation of an 

online or contactless survey if the 
pandemic remains a barrier to survey 
administration. 

Forecast 

• In FY 2021, it is anticipated that 95% of respondents will report overall satisfaction with 

services. 
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Substance Use Outpatient Services 

Measure  2.2 Clients in treatment for more than 90 days  

Data 

 

 
Data 

Summary 

• The percent of clients engaged in treatment more than 90 days was 75% in FY 

2020. 
• Data is obtained from the electronic health record. 

• Research indicates that engagement for greater than 90 days greatly increases 
clients’ chances for achieving abstinence and the successful completion of 
treatment. 

• The SAMHSA national benchmark is based on reports that outpatient programs in 
the U.S. range from 16% to 75% of clients still in treatment at 90 days. 

What is the story behind the data? Recommendations 

• The rate of clients engaged in treatment 

was 75% in FY 2020, up slightly from 
70% in FY 2019. Engagement remained 

strong despite service changes due to 
the Covid pandemic. Staff worked with 
clients to assist with accessing telehealth 

technology, which helped keep clients 
connected to services. 

• Clients in treatment less than 90 days 
discontinue services for a variety of 

reasons, but notable are non-compliance 
with the court system and refusal of 
services offered. Some clients terminate 

treatment due to unrealistic expectations 
regarding housing supports. Fewer than 

1% of clients complete treatment within 
90 days. 

• Continue discharge policy in which clients are 

expected to be open for a minimum of 90 days, 
and extensive outreach activities are conducted 

to engage clients. 

• Continue to use the peer recovery specialist for 
high-risk clients involved in the criminal justice 

system. 

• Continue providing the opportunity for 

extended support beyond court-mandated 90-
day periods, to assist the client in their 

connection to ongoing recovery support 
services. 

• In the second quarter of FY 2021, meet with 

Client Services Entry and Housing Assistance 
Bureau staff to clarify expectations for clients 

referred to services and reduce the number of 
inappropriate referrals. 

79%
70% 75%

80%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

FY 2018
426/542

FY 2019
411/586

FY 2020
454/604

FY 2021
(proj.)

Percent of Consumers in Treatment
More Than 90 Days

National 
benchmark: 

75%



FY 2020 PERFORMANCE PLAN 

Substance Use Outpatient Services | FY 2020 Page 5 

Forecast 

• Anticipate at least 80% of clients will remain in treatment for more than 90 days in FY 2021. 
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Substance Use Outpatient Services 

Measure  2.3 Documentation Compliance 

Data 

 

 
Data 
Summary 

• Chart reviews are summarized as “excellent” (≥90% of reviewed elements 
meeting standards), “fair” (89-75%) or “poor” (<75%). The percentage of charts 

rated “excellent” is shown above. 
• In FY 2020, the clinical record compliance score was 83%, which is an increase 

from FY 2019 but below the 90% target. 
• The consensus scores are based on audits performed by both CRT and the 

program supervisor. 

What is the story behind the data? Recommendations 

• The data is based on monthly reviews of the same 

records performed by both the Substance Use 
Outpatient Team supervisor and the Compliance 
Review Team (CRT) using a common set of 

clinical record item standards. A consensus rating 
is achieved at monthly Team-CRT meetings. 

• For charts rated non-compliant, the most common 
issues were documentation not completed on 
time, treatment plans not updated, not 

completing the DLA as indicated, and risk 
assessment forms not completed quarterly.  

• Continue collaboration with CRT to 

clarify requirements and deliver 
clinician trainings. 

• Continue to meet quarterly with the 

CRT manager to clarify and anticipate 
changing requirements 

• Provide close supervision of staff not 
achieving uniformly excellent records. 

Forecast 

• In FY 2021, documentation compliance is expected to be at 90%. 

  

94%

71%

83%
90%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

FY 2018
(75/80)

FY 2019
(72/101)

FY 2020
(82/99)

FY 2021
(proj.)

Percent Audited Records Compliant with Standard

Goal: 90%



FY 2020 PERFORMANCE PLAN 

Substance Use Outpatient Services | FY 2020 Page 7 

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. The survey is administered in person; clients fill out and return paper 

surveys. In FY 2020, the survey was not conducted because of the impact of the 
Covid pandemic. Services were provided via telehealth and clients were not 

present in the office to receive a survey. 

What is the story behind the data? Recommendations 

• In previous years, results of this survey question 

exceeded the 85% goal. 
• The annual survey is administered in 

the third quarter of each fiscal year. In 
FY 2021, implement an online or 

contactless survey if the pandemic 
remains a barrier to survey 
administration. 

Forecast 

• In FY 2021, it is anticipated that 95% of clients will report that services helped them deal 

more effectively with their problems. 
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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 68% in FY 2020, with 66% of clients 
achieving maximum benefit and 2% 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 68% is higher than SAMHSA’s national average of 46%. 

What is the story behind the data? Recommendations 

• Key success factors continue to include the 

use of evidence-based interventions such as 
cognitive-behavioral treatment, motivational 

interviewing, Eye Movement Desensitization 
and Reprocessing, a wide range of evidence-
based group work, and the ability to connect 

with ancillary DHS services such as housing, 
employment assistance, and primary medical 

care. 
• Services provided are consistent with national 

studies indicating that a comprehensive 

continuum of treatment and the availability of 

• Continue supporting staff and supervisor 

skill development with opportunities for 
training in evidence-based treatment 

modalities. 
• Continue more extended support beyond 

90 days before discharge. 

• In the second quarter of FY 2021, initiate 
an IOP with new STEP-VA staff, in 

collaboration with Outpatient Team C and 
Residential and Specialized Services 
peers. 

70%
63% 66% 67%

3%
3% 2% 3%

27% 34% 32% 30%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

FY 2018
154/212

FY 2019
172/262

FY 2020
211/310

FY 2021
(proj.)

Percent of Consumers Who Completed Treatment Plan
and Were Abstinent at Discharge

Did not complete plan

Completed plan; partial benefit

Completed treatment plan at discharge/abstinent

Goal:
73%



FY 2020 PERFORMANCE PLAN 

Substance Use Outpatient Services | FY 2020 Page 9 

ancillary recovery support services increases 

completion success rates. 
• The absence of an Intensive Outpatient 

Program (IOP) is a gap in the continuum of 
services that will be addressed in FY 2021. 

• There is also evidence in the literature that 

court involvement serves to motivate service 
completion with abstinence. 

• Over the past five years, the completion rate 
ranged from 59% to 73%. 

• In FY 2020, most individuals who were not 

counted as successfully completing treatment 
were terminated for non-compliance with 

court requirements (8%, including return to 
jail), dropped out (13% moved, self-referred 
to another program or terminated against 

advice), or never engaged (11% refused 
services, referred elsewhere). 

• While the Covid pandemic led to a change in 
how services were provided, all services 
continued as before and most clients 

remained engaged. Staff provided in-person 
services when needed to assist clients with 

accessing telehealth technology, to collect 
drug-screen samples, and to connect clients 
to ancillary services. 

Forecast 

• In FY 2021, it is anticipated that 70% of clients who successfully engage will complete their 

treatment plan and remain abstinent at discharge or achieve at least partial benefit. 

 


