Jackson County Psychological Services
Triennial Strategic Plan

2008-2011
Demographic Scan of Jackson and Haywood County
Jackson County:
	General Characteristics - show more >>
	Number
	Percent
	U.S.
	 
	 

	Total population
	33,121
	 
	 
	map
	brief

	Male
	16,174
	48.8
	49.1%
	map
	brief

	Female
	16,947
	51.2
	50.9%
	map
	brief

	Median age (years)
	36.2
	(X)
	35.3
	map
	brief

	Under 5 years
	1,682
	5.1
	6.8%
	map
	 

	18 years and over
	26,824
	81.0
	74.3%
	 
	 

	65 years and over
	4,560
	13.8
	12.4%
	map
	brief
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	One race
	32,665
	98.6
	97.6%
	 
	 

	White
	28,378
	85.7
	75.1%
	map
	brief

	Black or African American
	552
	1.7
	12.3%
	map
	brief

	American Indian and Alaska Native
	3,379
	10.2
	0.9%
	map
	brief

	Asian
	169
	0.5
	3.6%
	map
	brief

	Native Hawaiian and Other Pacific Islander
	6
	0.0
	0.1%
	map
	brief

	Some other race
	181
	0.5
	5.5%
	map
	 

	Two or more races
	456
	1.4
	2.4%
	map
	brief
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	Hispanic or Latino (of any race)
	577
	1.7
	12.5%
	map
	brief
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	Household population
	30,369
	91.7
	97.2%
	map
	brief

	Group quarters population
	2,752
	8.3
	2.8%
	map
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	Average household size
	2.30
	(X)
	2.59
	map
	brief

	Average family size
	2.79
	(X)
	3.14
	map
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	Total housing units
	19,291
	 
	 
	map
	 

	Occupied housing units
	13,191
	68.4
	91.0%
	 
	brief

	Owner-occupied housing units
	9,566
	72.5
	66.2%
	map
	 

	Renter-occupied housing units
	3,625
	27.5
	33.8%
	map
	brief

	Vacant housing units
	6,100
	31.6
	9.0%
	map
	 

	 
	 
	 
	 
	 
	 

	Social Characteristics - show more >>
	Number
	Percent
	U.S.
	 
	 

	Population 25 years and over
	20,881
	 
	 
	 
	 

	High school graduate or higher
	16,452
	78.8
	80.4%
	map
	brief

	Bachelor's degree or higher
	5,326
	25.5
	24.4%
	map
	 

	Civilian veterans (civilian population 18 years and over)
	3,555
	13.3
	12.7%
	map
	brief

	Disability status (population 5 years and over)
	6,742
	21.6
	19.3%
	map
	brief

	Foreign born
	575
	1.7
	11.1%
	map
	brief

	Male, Now married, except separated (population 15 years and over)
	7,878
	58.6
	56.7%
	 
	brief

	Female, Now married, except separated (population 15 years and over)
	7,931
	54.8
	52.1%
	 
	brief

	Speak a language other than English at home (population 5 years and over)
	1,782
	5.7
	17.9%
	map
	brief

	 
	 
	 
	 
	 
	 

	Economic Characteristics - show more >>
	Number
	Percent
	U.S.
	 
	 

	In labor force (population 16 years and over)
	17,493
	63.4
	63.9%
	 
	brief

	Mean travel time to work in minutes (workers 16 years and over)
	20.6
	(X)
	25.5
	map
	brief

	Median household income in 1999 (dollars)
	32,552
	(X)
	41,994
	map
	 

	Median family income in 1999 (dollars)
	40,876
	(X)
	50,046
	map
	 

	Per capita income in 1999 (dollars)
	17,582
	(X)
	21,587
	map
	 

	Families below poverty level
	819
	9.5
	9.2%
	map
	brief

	Individuals below poverty level
	4,576
	15.1
	12.4%
	map
	 

	 
	 
	 
	 
	 
	 

	Housing Characteristics - show more >>
	Number
	Percent
	U.S.
	 
	 

	Single-family owner-occupied homes
	6,101
	 
	 
	 
	brief

	Median value (dollars)
	106,700
	(X)
	119,600
	map
	brief

	Median of selected monthly owner costs
	(X)
	(X)
	 
	 
	brief

	With a mortgage (dollars)
	824
	(X)
	1,088
	map
	 

	Not mortgaged (dollars)
	198
	(X)
	295
	 
	 


	(X) Not applicable.
Source: U.S. Census Bureau, Summary File 1 (SF 1) and Summary File 3 (SF 3)
Haywood County:

General Characteristics - show more >>

Number

Percent

U.S.

 

 

Total population

54,033

 

 

map
brief
Male

25,897

47.9

49.1%

map
brief
Female

28,136

52.1

50.9%

map
brief
Median age (years)

42.3

(X)

35.3

map
brief
Under 5 years

2,838

5.3

6.8%

map
 

18 years and over

42,810

79.2

74.3%

 

 

65 years and over

10,272

19.0

12.4%

map
brief
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One race
53,651

99.3

97.6%

 

 

White

52,330

96.8

75.1%

map
brief
Black or African American

684

1.3

12.3%

map
brief
American Indian and Alaska Native

266

0.5

0.9%

map
brief
Asian

114

0.2

3.6%

map
brief
Native Hawaiian and Other Pacific Islander

20

0.0

0.1%

map
brief
Some other race

237

0.4

5.5%

map
 

Two or more races

382

0.7

2.4%

map
brief
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Hispanic or Latino (of any race)

763

1.4

12.5%

map
brief
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Household population

53,072

98.2

97.2%

map
brief
Group quarters population

961

1.8

2.8%

map
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Average household size

2.30

(X)

2.59

map
brief
Average family size

2.76

(X)

3.14

map
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Total housing units

28,640

 

 

map
 

Occupied housing units

23,100

80.7

91.0%

 

brief
Owner-occupied housing units

17,869

77.4

66.2%

map
 

Renter-occupied housing units

5,231

22.6

33.8%

map
brief
Vacant housing units

5,540

19.3

9.0%

map
 

 

 

 

 

 

 

Social Characteristics - show more >>

Number

Percent

U.S.

 

 

Population 25 years and over

39,552

 

 

 

 

High school graduate or higher

30,713

77.7

80.4%

map
brief
Bachelor's degree or higher

6,320

16.0

24.4%

map
 

Civilian veterans (civilian population 18 years and over)

7,058

16.5

12.7%

map
brief
Disability status (population 5 years and over)

12,007

23.8

19.3%

map
brief
Foreign born

851

1.6

11.1%

map
brief
Male, Now married, except separated (population 15 years and over)

13,936

65.8

56.7%

 

brief
Female, Now married, except separated (population 15 years and over)

13,688

58.1

52.1%

 

brief
Speak a language other than English at home (population 5 years and over)

1,700

3.3

17.9%

map
brief
 

 

 

 

 

 

Economic Characteristics - show more >>

Number

Percent

U.S.

 

 

In labor force (population 16 years and over)

25,258

57.2

63.9%

 

brief
Mean travel time to work in minutes (workers 16 years and over)

22.7

(X)

25.5

map
brief
Median household income in 1999 (dollars)

33,922

(X)

41,994

map
 

Median family income in 1999 (dollars)

40,438

(X)

50,046

map
 

Per capita income in 1999 (dollars)

18,554

(X)

21,587

map
 

Families below poverty level

1,311

8.1

9.2%

map
brief
Individuals below poverty level

6,112

11.5

12.4%

map
 

 

 

 

 

 

 

Housing Characteristics - show more >>

Number

Percent

U.S.

 

 

Single-family owner-occupied homes

12,605

 

 

 

brief
Median value (dollars)

99,100

(X)

119,600

map
brief
Median of selected monthly owner costs

(X)

(X)

 

 

brief
With a mortgage (dollars)

811

(X)

1,088

map
 

Not mortgaged (dollars)

225

(X)

295

 

 

(X) Not applicable.




1. Assessment of Service Need
Data Sources:

a. NC MH/DD/SAS

b. NC DMS

JCPS is located in the North Carolina Smoky Mountain Center for MH/DD/SAS LME catchment area. Demand for outpatient services of all types has, according to NC Division of Medicaid data, steadily increased and is projected to continue increasing. This may be one of the reasons for a declining number and rate of inpatient psychiatric admissions for children and youth. 

Data is annualized based on NC DMS 4th quarter reports in each year. Based on a linear trend analysis, the number of outpatient mental health visits for children and youth increased to about 24,000 – up about 35%. During this same period, inpatient psychiatric admissions dropped about 17%. We believe a portion of that reduction in hospitalizations is due to the increase in outpatient care.

As a major provider of services to children and adolescents in the Smoky Mountain catchment area, we believe the demand for outpatient and community support services will remain strong.
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The total number of children and youth served by all mental health modalities and diagnoses in the Smokey Mountain catchment area has vacillated from 2001-2006 by a relatively small margin over this time period. This suggests that overall demand for services to this population will remain fairly steady. 

Number of Children and Youth Served in the Smokey Mountain Catchment Area
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The following chart, from NC-TOPPS, depicts the DSM axis 1 diagnoses of youth within the Smokey Mountain region.
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Conduct disorder 8%
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Anxiety disorder 9%
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Only most common diagnoses shown. Multiple response




From this information, it is clear that our services should continue to develop training and expertise in Oppositional defiant disorder, ADD, major depression and PTSD.
Service Delivery Goal:

Based on LME feedback, consider expanding our services into other counties in the region.  
Strategic Activities:

Assess the financial start up costs and set aside funds for one new program in another county.   Develop a substance abuse program for adolescents.
Responsibility: Executive Team

2. Consumer and Stakeholder Relations
Data Sources:

a. Satisfaction surveys

b. Consumer complaints and grievances

c. Stakeholder /referral source surveys

d. Informal feedback from stakeholders

Jackson county school district and our LME are both very supportive of our programs. Both are encouraging us to expand our services. The LME is particularly interested in see us develop substance abuse treatment services. 

3. Service & Quality 
Data Sources:

a. Outcomes (as measured by outcome data set)

b. Utilization (as measured by service visits or billing)

c. Critical trends identified by the Quality Improvement process

d. Comparative Data from the North Carolina TOPPS measures

Jackson county school district and our LME are both very supportive of our programs. Both are encouraging us to expand our services. The LME is particularly interested in see us develop substance abuse treatment services. 

Jackson County Psychological Services surveyed clients to assess their level of satisfaction with various areas of service.  Means of the 91 surveys completed indicate a high level of satisfaction with all most of JCPS services. Keeping clients informed on progress within the treatment process and of issues affecting client progress is an area that may be examined more closely for improvement.  Clients were particularly satisfied with the dignity and respect with which they were treated, the convenience of locations, treatment choices, access to services, and fees for service.  

Stakeholders’ responses were the highest, indicating almost all were “Highly Satisfied” with JCPS services. 

JCPS has not received any complaints from consumers.  

Consumer & Stakeholder Relations Goal:

Increase the overall satisfaction rating from consumers to an average “highly agree” rating of 90%. 

Strategic Activities:

a. Create a JCPS website that will provide consumers with general information about JCPS and give consumers and stakeholders access to JCPS projects, findings, annual reports, and other relevant data.

b. Begin Intensive In-Home Services and increase frequency of Family Sessions in Outpatient Treatment to get parents more involved in treatment.

c. Create an Orientation Booklet for consumers that includes information on client rights, access, available services, crisis information, the grievance process, and other pertinent information.

d. Continue to assess client progress in treatment and client satisfaction with services.

e. Prepare for and complete CARF accreditation process

f. Hire new Billing staff to more effectively manage billing system

g. Other Activities may include: Productivity Reporting, Internal Auditing, Training and Re-certifications, Community Support Denial Analysis, Staff Turnover and Fiscally-based activities such as narrowing Billing vs. Collected services.

4. Staffing 
Data Sources:

a. Turnover rates

b. Staff satisfaction

c. Staff grievances

d. Staff-identified improvement opportunities.

JCPS elected to survey staff members on their level of satisfaction with the agency’s policies, procedures, and general operations.   Staff members were “Highly Satisfied” on most  items except for their level of satisfaction with the medical record keeping technology used by JCPS (i.e. Entity).  JCPS is working diligently on a new technological system (PIMSY) that is designed to be more user-friendly and more adaptable to the agencies various needs.  This system will hopefully be online by Fall of 2008!

Other areas where staff reported moderate satisfaction included the billing department, the benefits package, and the staff orientation process. Management will further examine these areas in the 2008-2009 year for areas of improvement.  

Staff report the highest levels of satisfaction with the human resources department, the teamwork of their colleagues, the technology provided, their clinical supervision, and their overall work experience, respectively.  

There was a relatively high number of staff turnover during the 07-08 contract year.  

During employee exit interviews the reason for leaving was due to the decrease in Medicaid rates and largely in part due the State Mental Health system and the dissatisfaction of employees regarding  difficulty navigating the system and large amounts of paperwork and process. Also, the difficulty navigating through the system to receive service authorization (Value Options, Medicaid, Health choice.) 

There have been numerous improvement opportunities for staff this year including: return to monthly all-staff meetings to increase communication efforts between worlds, weekly supervisor meetings and team meetings, monthly communications with any staff who is behind more than 30 billables as of the previous pay period.  Additional future improvements would be increased training opportunities and reimbursements.   This year, the agency has added a better medical bridge plan which decreased the overall out-of-pocket healthcare costs for the employees.  Also, as we added the Haywood Contract, it increased advancement opportunities due to the increased need for supervisors.  
5. Compliance & Regulatory Environment
Data Sources:

a. Licensing / contracting reviews

b. Medicaid audits if applicable

c. Internal Corporate Compliance review

d. NC regulations

We continue to maintain full endorsement for all of our programs. We are endorsed in the following services:  Community Support Services, Day Treatment, and Diagnostic Assessment.  We recently got endorsed for Intensive In-Home Services.  June 2008 we were chosen to be audited by the Center of Medical Assistance (CMS.)  We passed the audit review and got very positive feedback from our reviewer.  In September 2008, the State provided a recent audit on 10% of the highest billing community support services in the state.  Our agency was not identified as in the 10% highest billing.  About the same time, another audit was provided for random events pulled by auditors specifically for community support.  We were not chosen for this audit either.  We are continuing to conduct our own internal billing audits to make sure our clinical documentation supports our coded services and bills. This is important since the state Medicaid Bureau of Integrity is requiring many other providers to pay back Medicaid reimbursements.  
We have adopted our new Corporate Compliance policy and are planning to conduct the annual review.

6. Financial trends
Data Sources:

a. Actual vs budgeted revenue and expenses

b. Service reimbursement rates

During the 07-08 contract year, the company incurred several large expenses.  These included: expensive rental fees for the Jackson and Haywood offices, CARF application and survey fees, CARF consultant fees, numerous computer purchases for staff usage, purchase of a new phone system for the Haywood office, and start up costs for the new Day Treatment program. Previously, JCPS had been operating under a grant for the prior electronic medical record system for about 18 months, but through out 2008, JCPS has developed and purchased a new electronic medical record through Smoky Mountain Information Systems.

The agency experienced a significant rate cut in March 2007 with the Medicaid reimbursement rates for Community Support Services.  This posed a tremendous strain on our budget as we strived to maintain our current employees and their incomes.  The agency decided that in lieu of risking the loss of employees by cutting their pay and therefore creating a larger deficit for the agency due to lack of staff, JCPS maintained and honored the agreed upon rates in the staff contracts and suffered the loss as a company.    

7. Top Priorities
Year 2008-2009

a. CARF Accreditation

b. EMR

c. Add support staff

d. Set aside funds for safety-net and expansion
e. Begin Substance Abuse program

f. Provide evidenced based curriculum to all clinical programs

Year 2010-2011

a. Employee Incentives

b. Improve performance indicators relative to survey results
c. Add two licensed psychologist on staff
Year 2011-2012
a. Own buildings in Jackson and Haywood County
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