Strategic Lean Project Report
For Reporting Period: July 1, 2016 through December 31, 2016
I. General Information:
Lead agency name: Department of Social and Health Services, Aging and Long-Term Support
Administration
Partner agencies: Area Agencies on Aging, Healthcare Authority, DSHS Developmental Disabilities
Administration, DSHS Behavioral Health Administration
Improvement project title: Home and Community Based Settings
Date improvement project was initiated: 3/9/2015
Project type: New Project
Project is directly connected to:
☒ Results Washington performance
measure
☒ Agency Strategic Plan

☐ Other

If applicable, specify the alignment:
3.2 Increase percentage of long-term services and
supports clients served in home and community-based
setting
2.1 3.2 Increase percentage of long-term services and
supports clients served in home and community-based
setting
Click here to enter details.

Report reviewed and approved by: Bill Moss, ALTSA Assistant Secretary

II. Project Summary:
The Aging and Long-Term Support Administration improved the percentage of Long-Term Services
and Supports clients served in Home and Community Based Settings, resulting in increasing the
percentage of people served from 83% in 2013 to 85% in 2016.

III. Project Details:
Identify the
problem:

ALTSA’s mission is to promote choice, independence and safety through innovative
services. Ensuring people have the independence to choose where they may safely
live. If the service system does not support the mission, we cannot help the people
we serve achieve this outcome.

Problem
statement:

The percentage of people served in Home and Community Based Settings was 83%
in 2013 compared to our target of 85% in 2016, which we met five months early.

Improvement A team of ALTSA staff from headquarters and the field and partner agencies
description:
(Area Agencies on Aging) staff identified barriers to serving more people in

home and community based settings. Several Lean tools were utilized over a
3 year period:
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First, A3 problem solving was used to identify barriers to serving people in
Home and Community Based Settings. One key issue raised was the lack of
access to qualified providers. Because the process for becoming a provider
has become increasingly complicated over the years, many people start but
don’t complete the process. A proposed solution was to conduct a Value
Stream Mapping event to improve the process by which people become
Individual Providers.
Second, Value Stream Mapping was then used to look at the Individual
Provider contracting process. Key improvements were made to the
background check process, the process by which providers are trained, and
improving communication with our service partners such as the Social
Security Administration and the Area Agencies on Aging.
Third, A3 problem solving was used again to look specifically at transitioning
clients from Nursing Homes to Home and Community Based Settings. Key
improvements included maximizing use of technology by providing staff with
remote access to databases for real-time flow of work, improving
understanding and acceptance of these services by Nursing Home staff
through enhanced training and outreach, and reassessing ALTSA staff skills
and workloads, which resulted in redistribution of staff doing this work.
Finally, two more Value Stream Mapping events were conducted to look at
the processes used to assess functional and financial eligibility for Home and
Community Based Services. While the teams found improvements in both
processes, most dramatic was the difference in cycle time for initial
functional assessments (from the point of intake to provision of the client’s
first contracted service), decreasing from approximately 120 days down to 60
days
Customer
involvement:

Customer involvement came through reviewing responses to the DSHS Client Survey
and the Roads to Community Living Survey, both of which show clients prefer to be
served in the least restrictive setting of their choosing.

IV. Impact to Washingtonians:
Improved intake and
eligibility systems
give clients the
services they need
when and where they
need them
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Clients are served with choice, independence
and safety through innovative services.

Tax payer resources are well used as the cost of
serving someone in an institutional setting is 3
times the expense of serving someone in a
home and community based setting.
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V. Project Results:
Improved process
as measured by:
☒ Time
☒ Employee
Engagement

Specific results achieved:

Total
Impact:

Results
status:

Decreased the amount of time it takes to complete initial
assessments from 120 days to 60 days.
Increased percentage of staff who reported they feel ALTSA
is making improvements to make things better for our
customers from 61% in 2013 to 67% in 2015, which is a
statistically significant increase of 6%.

50% time
reduction

Preliminary

6%
increase

Preliminary

In 2016, we achieved our target of having 85% of clients served in the community both
through supporting individuals to remain in community settings and assisting individuals to
relocate from institutional settings back to their communities. In 2016, Home and
community services staff assisted 3,814 people to relocate from nursing homes (313 were in
low acuity groups), 94 people relocate from Western State Hospital, 20 people divert from
WSH, and 115 relocate from Eastern State Hospital.
VI. Contact information:
Name: Amy Besel
Phone number: 360-480--2435
VII. Optional Visuals: See next page
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e-mail: Amy.Besel@dshs.wa.gov
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