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PURPOSE 
To have and maintain documentation reflecting that there is an effective quality improvement program that continuously monitors the performance of the program itself and client outcomes to ensure that the care provided to the clients meets acceptable standards of care and complies with state regulations.
POLICY 

The quality improvement program includes documentation of client complaints, problems with care identified and corrective actions taken to improve the quality of services provided.
PROCEDURE

1. The Program Director or agency representative evaluates client satisfaction on every supervisory visit documenting the information in the client’s record.
2. All client/family concerns/complaints are investigated by the Program Director and corrective actions are taken for resolution of the situation. The investigation and resolution is documented on the Client Concern/Complaint form which is forwarded to the Vice President, CEO and Performance Excellence Dept.

3. All client occurrences are investigated by the Program Director and corrective action is taken. The occurrence and corrective action to prevent similar occurrences is documented on the Client Occurrence Report form which is forwarded to the Vice President, CEO and Performance Excellence Dept.

4. The Program Director maintains the Concern/Complaint/Occurrence log.

5. The Performance Excellence Dept. aggregates and analyzes concern/complaints & occurrences and provides a quality improvement report to the Governing Body quarterly.

6. An evaluation of Independent Life At Home services program is done by the Program Director and Vice President annually and reported to the Governing Body.

7. The Program Director in conjunction with the Performance Excellence Dept conducts quality improvement initiatives as needed based on the program itself and client outcomes using the PDCA (plan, do, check, act) methodology. 
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