QUALITY MANAGEMENT DEPARTMENT 


The Quality Management (QM) Department has three primary functions: 1) Customer Services  2) Data collection, analysis and reporting 3) Training and Technical Assistance.

The Customer Services Coordinator assists consumers, family members, providers and the public in resolving complaints and other concerns involving the LME and/or contracted providers.  Customer Services serves as an advocate for consumers, providing information about Clients Rights and assisting them in filing appeals if needed.  The Customer Services Coordinator offers training and technical assistance to providers about reporting of Critical Incidents, reviews all incident reports, and follows up on incidents to ensure consumer safety.  The Customer Services Coordinator also meets quarterly with the Human Rights Committee to review all allegations of abuse or neglect, alleged violations of Client Rights, and all restrictive interventions,

Data collection functions include compiling monthly and quarterly quality improvement data submitted by providers, working with providers around NC SNAP and NC TOPPS reporting, and compiling reports for the Quality Management Committee and various subcommittees, The QM Department provides staff resources and oversight for Quality Improvement Projects, and collaborates with providers around implementation of state consumer surveys, including the Perception of Care Surveys for persons receiving mental health or substance abuse services, and National Core Indicators (NCI) for individuals receiving developmental disability services.  

The Quality Management Committee identifies training needs for LME staff and providers and the Quality Management Director is responsible for coordinating the planning and implementation of this training.  QM staff also provide training to providers around QM functions as part of the monthly Provider Orientation. 




