
Using Continuous Quality Improvement 

(CQI) to Make a Difference in CSA
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Training for Community Policy and Management Teams



Warm-Up Activity

• How do you know that your 

CSA program is doing a 

good job?

• What can help you answer 

the “Are we doing a good 

job” question?
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SEC directed an ad hoc 

workgroup to develop 

tools to assist CPMTs
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Why are we here?



To support and equip localities 

with:

• Clear and consistent 

terminology

• Easy-to-use tools to assist 

CPMTs with meeting COV 

requirements

• Program improvement 

strategies
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Workgroup Goals and Priorities



• Gain an understanding of Continuous Quality 

Improvement (CQI) and how it can be used to help 

localities in meeting the statutory requirements for 

CPMTs; and

• Learn to use newly developed tools that will equip 

CPMTs to review data and develop strategies for 

program improvement 

Today’s Learning Objectives 
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Code of Virginia Requirements for CPMTs

§2.2-5206 (CPMT; Powers and 

Duties)

✓ Long-range community-wide planning 

✓ Review and analyze data 

•Appropriation Act (Item B.3)

“Each locality … shall have a utilization 

management process…”
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Why is this Important to Your CSA Program?

In addition to COV Requirements:

• CSA audit process 

• Financial impact

–$393.9 million spent

–$135 million in local funds

–More than 15,000 

children/families served
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What is Continuous Quality Improvement

Reviewing data and using it to make 

plans and decisions to improve 

programs and outcomes 

• C in CQI is continuous 

• CSA Utilization Management is often 

confused with Utilization Review

• Name change for clarity and 

improvements
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Clear and Consistent Terminology

• Easy to understand key terms 

• Documented, consistent 

definitions

• Point of reference for CQI 

activities

• Will be updated on an ongoing 

basis
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Part I: A Framework



“A framework for getting from 

talk to action quickly and 

making a difference, not just 

trying hard and hoping for the 

best.”

Asks three key questions?

• How much did we do?

• How well did we do it?

• Is anyone better off?
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Results Based Accountability (RBA) 



“All performance measures that have ever existed for any 

program in the history of the universe involve answering 

two sets of interlocking questions.”
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# %



“All performance measures that have ever existed for any 

program in the history of the universe involve answering 

two sets of interlocking questions.”
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# %
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Types of Measures Found in Each Quadrant



Not All Performance Measures Are Created Equal
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Friedman’s RBA Framework: A Local CSA Program
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Friedman’s RBA Framework: A Local CSA Program
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Remember the three key 

questions?

• How much did we do? (#)

• How well did we do it? (%)

• Is anyone better off? 

(Outcomes: # and %)

(Skills/Attitudes/Behavior/  

Circumstances)

Types of Data:

• Quantitative

• Qualitative (may be especially 

helpful in evaluating outcomes, 

stories behind the numbers)



A = How much did we do? (#)

B = How well did we do it? (%)

C = Is anyone better off? (# or %)
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Application Activity



•Data Dashboard

•Documentation 

Template
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Continuous Quality Improvement: New Tools
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• CSA Service Gap Survey

• Local needs assessments

• Promoting Safe and Stable Families (PSSF) plans

• Virginia Juvenile Community Crime Control Act 

(VJCCCA) plans

• Family/customer feedback surveys

• ?????
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Additional Local Data Resources
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CSA CQI Documentation Template



The CQI Cycle In Action
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Theory
Reality and 

Best Approach
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Plan

• Engage your team

• Identify roles and responsibilities

• Document and record your ideas

• Set a schedule for reviews, discussions, and checks
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Goal Setting: Get SMART



Do

• Implement the plan

• Administer the program

• Collect information and data as you go 

• Note problems or issues
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Check

• Complete data analysis

• Compare data results to 

previously established goals

• Summarize what was learned

• Use Documentation Template
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Act

• Reflect on the Plan and 

Outcomes

• Update and make any 

course corrections

• Celebrate Successes and 

Lessons Learned 
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Implementation Strategies
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