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Learning Objectives

To understand the CDPH Ryan White clinical 
quality management (CQM) process.
To understand the roles & expectations of the 
funded agency in terms of sample size, sample 
selection, provision of clinical reviewers.
To understand the roles & expectations of host 
team & visiting team members during the site 
visit.
To understand the reporting process.
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“It’s no use saying we are doing our best, you 
have got to succeed in doing what is 
necessary.”

--- Winston Churchill
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CDPH Ryan White CQM Program

CQM reviews have been undertaken in the 
following Ryan White service categories

Oral health services
Ambulatory/outpatient medical care services (pilot 
completed and remaining agencies to be completed 
8.09)
Mental health services (to be completed 8.09)
Psychosocial support services (to be completed 
8.09)

CQM review results used to revise Standards 
of Care and to identify quality improvement 
activities within the EMA.
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Philosophy & Approach

Focus on quality – the degree to which services 
meet or exceed HAB clinical 
indicators/performance measures, EMA 
Standards of Care & consumer expectations
Maintain consumer involvement
Assess the service category across the EMA
Increase consistency between reviewers
Data driven
Consultative
Evaluation of Quality Management Program/ 
Planning
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On-site reviews will last between 1 – 2 days, 
based on the number of charts to be 
reviewed by clinical reviewers.
The number of charts to be reviewed is 
based on the number of clients seen in each 
service category during the review period 
and is determined through a standardized 
process prior to the site review.
On-site review also includes consumer panel 
discussion, facility tour and mock client 
intake.  
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Sample Agenda – Day 1
9:00 AM – 10:00 AM Brief Entry Conference, 

Review How Charts Are 
Organized –
All team members

10:00 AM – 10:15 AM Facility Tour –
Facilitator & Consumers

10:15 AM – 4:00 PM Chart Review –
Clinical Reviewers
Mock intake – Consumers

12:00 PM – 1:00 PM Lunch Break (reviewers)
Consumer Panel (lunch)

4:15 PM  – 4:30 PM Team Debrief –
All team members
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Sample Agenda – Day 2 (if multiple days)
9:00 AM – 4:00 PM Chart review (cont) –

Clinical reviewers

12:00 PM – 1:00 PM Lunch break

4:15 PM  – 4:30 PM Team debrief

4:30 PM – 5:00 PM (last 
day)

Brief exit conference
Agency staff and review 
team
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Team Composition

Facilitator/Team leader – CDPH or TRN
Clinical Reviewer – There may be  more than 
one based on the number of service categories 
being reviewed and the number of charts to be 
reviewed.
Consumer/Peer Reviewer
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Facility Tour

Generally conducted by the Team Leader, 
CDPH Staff and the Peer Reviewers
Looks at issues related to accessibility, safety, 
confidentiality, patient education materials 
and flow
Facility tour will not be conducted if same 
agency/site has had a review during recent 
CDPH CQM visit (including pilot) unless there 
were noted deficiencies during prior tour.
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Consumer Panel

Group interview of 6-8 clients who receive the 
Part A services being reviewed are 
representative of the population(s) served
If your agency has multiple HIV service 
delivery sites, include clients from all sites
The interview will last about an hour
Transportation
Refreshments
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Is an exercise where the peer reviewers 
evaluate the intake process. The peers register 
as new patients and staff conducts a “typical”
intake, complete with forms, educational 
materials, etc.

Mock Patient Intake
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Performance Measures

Measures based on: 1) HAB clinical 
indicators/performance measures (when 
available); 2) Local standards of care; 3) best 
practices.
Main criteria for development of measures:

Relevance: Does indicator relate to a condition that 
occurs frequently or has a great impact on patients?
Measurability: Can the indicator realistically and 
efficiently be measured?
Improvability: Can the performance rate 
realistically be improved?
Accuracy: Is the indicator based on accepted 
guidelines or developed through formal group 
decision-making methods?
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Client Chart Abstraction Instruments - 1

Separate instrument developed for each 
service category (outpatient and inpatient 
substance abuse treatment.)
Instruments have been reviewed by content 
experts and piloted in the field prior to use.
Reviewers will participate in a training 
conference call prior to conducting on site 
review.  (Dates of calls TBD and participation 
is required of all reviewers.)
Accompanying instructions will assist reviewers 
in answering questions.
Reviewers will complete one instrument for 
each chart being reviewed.



Ryan White Part A Clinical Quality 
Management Site Visit Orientation 

15

Performance measures

All instruments abstract client demographic 
(Section 1) data—CDPH staff/consultants will 
assist reviewers with this section.
Performance measures are reported as a the 
proportion:  The number of clients who 
received the specified component of care; 
(numerator)/The number of clients meeting 
the eligibility criteria (denominator).
For example:

“Percent of outpatient substance abuse clients who 
received an assessment.”
“Percent of outpatient substance abuse clients who 
had a treatment plan.”
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Client Chart Sampling Methodology - 1

Representative sample of clients served by RW 
program during the review period (August 1, 
2008 to July 31, 2009).
Random selection of records is necessary to 
ensure that sample reviewed is representative 
and can be generalized to the agency’s patient 
population (within a margin of error).
Agencies will be told how many client records 
to randomly select from their total eligible 
client population . The number of records to 
select will exceed the number to be reviewed.
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Client Chart Sampling Methodology - 2

Agencies with more than one clinical site will 
separately select charts from each of their 
clinical sites.  These agencies will develop a 
separate list of patients for each clinical site.  
The location for these multi-site clinical 
reviews will be determined (e.g., selected 
charts will be brought to one central site or 
reviewers will go to each site to conduct their 
review.)
If records are electronic, then adequate access 
needs to be arranged
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Client Chart Sampling Methodology

Number of 
unduplicated patients 
at Ryan White Part A 

sites seen during review 
period (August 1, 2008 

to July 31, 2009)*

Number of charts 
to be pulled

using sampling 
methodology

Estimated number 
of clinical reviewer 

days on-site (additional 
reviewers may be 

added to decrease the 
number of days on-site)

Up to 20 ALL 1

21- 60 28 to 45 2

61-90 48 to 55 2 to 3

91-159 60 to 74 2 to 3

160-249 75 to 87 3

250-399 92 to 98 3 to 4

400-749 100 to 115 4 to 5

750 or more 115 to 130 4 to 6
* Total number of patients seen by agency at all of its clinical sites.

Range of charts to be randomly selected by agency for review:
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Client Chart Sampling Methodology/Process - 1

Step 1:
Develop a list of 
clients who had at 
least one Ryan White 
substance abuse visit 
during the period 
August 1, 2008 to July 
31, 2009. 
Put the list in Excel. 
(Client name, record 
number, site, etc.)

Complete Sample Size 
Planning Survey (e-mail 
survey). You will be 
provided with # of 
charts to pull for the 
review via e-mail.

20

Client Chart Sampling Methodology/Process - 2

Step 2:
Add a column for 
Random number 
function =RAND()
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Client Chart Sampling Methodology/Process - 3

Step 3:
Fill RAND() function 
down through column
Edit/Fill/Down
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Client Chart Sampling Methodology/Process - 4

Step 4:
Copy entire worksheet
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Client Chart Sampling Methodology/Process - 5

Step 5:
Paste entire 
worksheet
Edit/Paste Special/
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Client Chart Sampling Methodology/Process - 5

Step 5 (cont):
Paste entire 
worksheet

Edit/Paste 
Special/Value
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Client Chart Sampling Methodology/Process - 6

Step 6:
Sort worksheet on 
Random number 
column. Sort in 
ascending order.

26

Client Chart Sampling Methodology/Process - 7

Step 7:
Select the target 
number of records to 
pull, counting down 
from the first patient 
record (row 2).

Please save and print 
the worksheet and 
provide it to the 
reviewers at time of the 
site visit to assist them 
in tracking the charts to 
be selected for review.
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Scheduling the CQM review

TRN will contact agencies to schedule the date 
for the CQM review. 

Jessica Uleck and Jeronimo Augusto, 
Logistics Coordinators
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Clinical reviewers - Agency expectations - 1

All funded agencies are required to provide 
clinical reviewers to participate in the CQM 
reviews.
Clinical reviewers must be qualified to provide 
the service being reviewed.
The number of clinical reviewers (reviewer 
days) will be determined based on the number 
of review days of the providing agency.  (For 
example, if the agency’s CQM review will be 2 
reviewer days—1 day/2 clinical reviewers—
then the agency is expected to provide 1 
clinical reviewer for a minimum of 2 days for 
another CQM review. 
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Clinical reviewers - Agency expectations - 2

Agencies should identify the clinical reviewers 
to be provided and complete the Clinical 
Reviewer Contact Form (identify primary and 
alternates) and fax/e-mail to TRN.
Conference call(s) will be held with all clinical 
reviewers to review instrument, instructions 
and to answer questions regarding client chart 
review.
Clinical reviewers will be scheduled by TRN 
staff.
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Site Review Reports

Agency-specific report that identifies strengths 
and opportunities for improvement will be 
provided to each agency.
Report will be a “report card” and narrative 
assessment of site based on 
interviews/observations on site by team and a 
separate report of achievement of 
performance measures based on client chart 
abstraction.
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Site Review Reports - 2

Reports can also be used to:
To evaluate key performance measures 
across the service category EMA-wide, 
(results will be blinded as to individual 
vendors).
To identify potential quality improvement 
projects at the individual agencies or across 
the EMA.
To identify way to improve the current 
standards.
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Site Review Timeline
By 15 August 2009: Agency completes Clinical 
Reviewer Form ; faxes (or scan and e-mail) to 
TRN.
By 21 August 2009: Agency completes Sample 
Size Planning Survey (e-mail).  TRN will inform 
agency how many charts to pull for review.
By 15 September 2009: Clinical reviewers 
participate in conference call to review clinical 
instrument and instructions.  (Additional
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Site Review Timeline
By Day -14 to -3: Agency pulls the charts 
identified in random sample list.  List and 
charts to be provided to Team Leader at site 
review. 
By Day -14: Agency and Team Leader/Logistics 
Coordinator, via telephone, review agenda and 
plans for consumer panel.
Day 0 : Site review
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Contacts

General Questions:
Linda Lesondak, PhD 
CDPH 
312/747-9669 work
lesondak_linda@cdph.org

Yvette Winston
CDPH
312/747-5409 work
winston_yvette@cdph.org
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Contacts

For Sampling/Instruments Contact:
Jeffrey Menzer
Training Resources Network, Inc. 
202/321-7563 work
jeffrey@menzer.name

For Scheduling Contact:
Susan Thorner
Training Resources Network, Inc.
301/931-8646 work
301/437-4641 mobile
thorners@aol.com


