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VON Balanced Scorecard

Client Complaints —key strategic
performance measure

Collect data consistently
Standardized tool
Internal benchmarking

Drives QI at the branch , regional and
national level



Criteria for structure and
process supporting data

collection

No additional cost to the branches ¢.g.
data entry, technology/software,
training

Basic, no frills
Reports user-friendly

Support accountability /QI by building
the tracking of the branch f/u

Don’t duplicate documentation




mm and process:
SCIR

® National tool

® Paper-based —sharp end experiences
® Scanning technology




Opportunities

Differentiate between “incidents” and
process control/process failpoint tracking

Examples: scheduling errors, billing errors;,
retrieval of chart in the home, client
complaints

Develop process “coding” to track which
client complaints move from:
daily tracking- incidents-claims



“IPs always “Sity ‘Stay,? ‘Heel’—never
“Thinky" ‘]nnowatg,’ “Be yourself.”
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