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Welcome! We’ll Begin Shortly
You are muted to reduce background noise

Select here to 
unmute

Select here to 
share your 
video

Select here 
to open the 
chat





Today’s Facilitators

Amber BueningMarcella Maguire Terri Power



Purpose of Learning Sessions

DHS provides the WHAT

Housing Stabilization Services 
TA Team helps with HOW so 
you can develop a plan for 

your agency

Each session will include: 
• Helpful tips and tools provided by 

the TA team
• Time to update your work plan 
• Open Q&A on topic
• Opportunities for sharing 

experiences across agencies

DHS HSS Training Materials at  https://www.edchunk.com/HSS/HSSTraining.html 

https://www.edchunk.com/HSS/HSSTraining.html


Key Takeaways

Introduce CSH 
Dimensions of 

Quality for 
Supportive 

Housing

Understand 
the elements 
of  effective 

quality 
improvement 

planning

Understand 
needed 

development 
of Quality 
Standards

Identify and 
measure 

outcomes 



Group Sharing 
Activity

share one 
work plan 

goal 



What is impacted at the agency-level when becoming a Medicaid provider?
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• Programmatic
• Service provision

• Staffing & Training

• Strategic 
• Business partnerships

• Strategic long-term 
planning 

• Analytical
• Data management

• Quality Assurance

• Logistic
• Financial operations

• Legal agreements

• HR considerations
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CSH Dimensions of Quality Supportive 
Housing

Deep Dive into Dimensions



Dimensions of Quality: An Overview

  

Tenant Centered
•Every aspect of housing focuses on meeting tenant needs

Accessible
•Tenants of all backgrounds and abilities enter housing quickly 
and easily

Coordinated
•All supportive housing partners work to achieve shared goals

Integrated
•Housing provides tenants with choices and community 
connections

Sustainable 
•Housing operates successfully for the long term



POSITIVE 
SUPPORTIVE 

HOUSING 
OUTCOMES

Tenants stay 
housed

Tenants are 
satisfied with 
services and 

housing

Tenants 
increase their 
income and 
employment

Tenants 
improve their 
physical and 
mental health

Tenants have 
social and 
community 

connections

Quality practices 
result in positive 

outcomes



Outcomes – Tenant Satisfaction

Outcome: 

Tenant 
Satisfaction

Percent of tenants 
satisfied with housing  

Percent of tenants 
satisfied with location 
and safety of housing      

Percent of tenants 
satisfied with services  

Percent of tenants in SH 
one year or more, 

report participation in 
community activities       



CSH's Racial Disparities and 
Disproportionality Index



Incorporating Quality Standards that Promote 
Race Equity

Scenario:

In a recent Quality Certification site visit, it was discovered that the experience of 
younger African-American men in one of the supportive housing projects was different 
than other tenants in the building. 

In a tenant focus group when asked about program rules and which rules can lead to 
eviction, it came out that only the younger African American men had been written up 
for rules like "no slippers or tank tops in common areas of the building". Other tenants 
weren't aware of these rules or said that they saw the signs but regularly wore these 
items in public without being approached by PM staff or written up. All of the African 
American men in the focus group had received verbal or written warnings related to 
this rule. 

• How do we as an agency and staff make amends to the residents who were harmed 
by this disparate treatment? 

• How do we revise our policies and procedures to help prevent this disparity in the 
future. 

• What training, supervision and/or support do staff need to help prevent this 
disparate treatment from re occurring? 



A Discussion About Racial and Indigenous Disparities
What has your agency done or could they do to address disparities in your work?

How can you use your Quality Improvement Program to address racial disparities?



Breakouts

Participant 2Select here to 
mute/unmute

Select here to 
share your video

Select here to 
open the chat
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Commitment to Quality: An Ongoing  
Process



2018 Approved State Plan Amendment 

DHS committed to CMS that they will: 

https://www.medicaid.gov/sites/default/files/State-resource-center/Medicaid-State-Plan-Amendments/Downloads/MN/MN-18-08.pdf


Quality Measures

Service Plans Updated 
Annually. Plans must 

address all the person’s 
assessed needs

Eligibility requirements 
reviewed annually

Providers Meet 
Required Qualifications 

DHS-4138   

Follow the HCBS 
Settings Rule

The state identifies, 
addresses, and seeks to 

prevent incidents of 
abuse, neglect, and 

exploitation,

DHS will review and 
analyze survey, 

performance measure 
and remediation data. 

DHS will create systems 
and program 

improvement strategies 

2018 Approved State Plan Amendment 

https://edocs.dhs.state.mn.us/lfserver/Public/DHS-4138-ENG
https://www.medicaid.gov/sites/default/files/State-resource-center/Medicaid-State-Plan-Amendments/Downloads/MN/MN-18-08.pdf


Questions to ask? 
● Audits

● Who? 
● When?

● Any other standards beyond those listed on the previous slide?

● If other standards will be developed? How? With what stakeholder 
engagement? 
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Stretch Break
10 min
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Quality Improvement and 
Compliance



Quality Improvement 
Overview

WHY

Required

Improves 
quality of 
programs

Provides 
essential 

program & 
agency 

information  
and data

Helps with 
grants & 
funding

Improves 
outcomes

Improves 
polices & 

procedures

Keeps agency 
in compliance 

with all 
standards, rules 
& requirements



Growing your Quality Improvement 
Program

Documentation

Chart Reviews

Preparing for Audits

Continuous Quality Improvement



Quality Improvement Plan
Reviews
•Client Chart
•Billing
•Medicaid Compliance
•Targeted

Program Outcome 
Measures and 

Funder 
Requirements

Staff Training Plan 

Client Satisfaction 
Surveys
•Focus Reviews Program and 

Services Overview
Program and QI staff 

Responsibilities

Policy and 
procedure review



Ensuring Quality

Expertise and 
Skill Level

Caseload 
Size Supervisors Training

Staffing and 
Supervision 
Considerations



Gathering and Incorporating Stakeholder Input

Contact 
information for 
Client Rights 

Officer or other 
neutral party in 

tenant newsletter

Community 
Meetings or Open 

Houses

Satisfaction 
Surveys

Focus Groups

Maintaining an 
anonymous voice 

mailbox for 
comments

Suggestion boxes



Tenant Survey

Tenant Survey editable word 
doc, English
  
Tenant Survey, editable word 
doc,  Spanish language version 

https://cshcloud.egnyte.com/app/index.do#storage/files/1/Shared/Strategy%20and%20Impact/MN%20Housing%20Stabilization%20Services/MN%20Medicaid%20Academy/Session%207?p
https://cshcloud.egnyte.com/app/index.do#storage/files/1/Shared/Strategy%20and%20Impact/MN%20Housing%20Stabilization%20Services/MN%20Medicaid%20Academy/Session%207?p


What Do You Do with All the Input?
• Review and revise policies and 

procedures, house rules

• Discuss at tenant meetings, QI 
Committee to identify action steps

• Create new social, advocacy or training 
opportunities

• Offer opportunities for tenants to 
share their ideas with decision makers

• Other??

• Whatever you do – make it known



Quality Improvement Strategies

Assign or designate a staff person

All levels of staff are part of the ongoing process

Schedule a calendar of meetings

Schedule a calendar of client chart reviews

Process and timelines for reviewing policies and procedures

Plan for communication of program outcomes, chart review results, programmatic 
changes, and changes in requirements

Plan for ongoing compliance

Close the loop



Closing the 
Loop

PLAN

DOCHECK

ACT

Continuous 
Quality 

Improvement



Reminder: quality 
and compliance 
don’t end when 
you receive the 
contract! 

Written 
Policies, 

Standards & 
Agency 

Procedures

Staff 
Training & 

Supervision

Internal & 
External 
Audits

Corrective 
Action 

Planning & 
Enforcement

Learning 
& 

Improving

Continuous 
Quality 

Improvement



            Outcomes planning



Simple Outcome Measurement Plan
Outcome 
measures 

Calculation

Goal

Data 
Source



Outcome Measurement Plan

     CORE OUTCOMES MEASURES

Outcome Measure Calculation Goal Data Source
Successful Housing 
Outcomes:
The percentage of tenants 
entering the housing who 
either remained housed for 
at least one year within the 
supportive housing or who 
exited to other permanent 
housing in the community.

The total number of 
tenants who 
remained stably 
housed over a one 
year period divided 
by the total number 
of tenants who were 
in housing at the 
beginning of the one 
year period.

At least 80% HMIS/APR data, 
property 
management 
records, and/or 
tenant files.



Outcome Measurement Plan



Example Quality Improvement Plan 



Breakouts

Participant 2Select here to 
mute/unmute

Select here to 
share your video

Select here to 
open the chat



Agency Work Planning: 15 minutes



Up Next:

Session 8:
February 11th, 10-12 
p.m. CT

Planning ahead for Session 8:  What are ongoing TA needs?  

Who needs to attend: Whole team

What do you need to gather and have access to during Session 8:
Review your work plan?  Where do you need assistance next? 



THANK YOU
Please join us again for one of our many course 
offerings.
Visit www.csh.or/training

http://www.csh.or/training

