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How to Enable Closed Captions (Live Transcript)

Next to “Live Transcript,” click the arrow button for options on closed captioning and live transcript.



How to Ask a Question

Please share questions throughout today’s session using the Q&A Feature on your Zoom toolbar. 
We’ll answer as many questions as we can throughout today’s session.



Today’s Session: Slides and Recording

Slides and the session recording link will be available 
on the CCBHC-E NTTAC website under “Training and 
Events” > “Past Events” within 2 business days. 

mailto:https://www.thenationalcouncil.org/program/ccbhc-e-national-training-and-technical-assistance-center/training-events/


Today’s Agenda

• Welcome

• Today’s presenters

• Discuss CCBHC-E NTTAC and MTM partnership to provide SDA training 

• Same Day Access (SDA) overview and what to expect

• Next steps: applying for the SDA opportunity and commitment to the process

• Q&A



Today’s Presenters

Joy Fruth, MSW
Lead Process Change Consultant 

MTM Services

Clement Nsiah, PhD, MS
Director

National Council for Mental Wellbeing

Scott Lloyd
President

MTM Services



Setting the Stage

• Providing timely access to care is a critical aspect of being a CCBHC organization. 

• CCBHC-E organizations share that providing increased and/or improving access to service/care for all 
patients is a top priority and believe this can be achieved by utilizing an effective Same Day Access 
(SDA) model. 

• The CCBHC-E NTTAC is partnering with MTM Services to provide implementing SDA training up to 30 
CCBHC-E organizations who are currently challenged in meeting the CCBHC access criteria.

• To access this opportunity, CCBHC-E organizations must submit applications to be selected 

• It is a free opportunity sponsored by the CCBHC-E NTTAC

• Your agency’s commitment to this process is critical – full rollout to implementation will take about 9 
to 12-months 



Same Day Access: 
Exceed CCBHC Access Requirements Without Adding 
Staff!



Scott Lloyd
President of MTM Services, Lead SPQM Data Consultant and Senior 
National Council for Mental Wellbeing Consultant 
- 10 years in a private-for-profit industry
- 24 years in the CBHO, CSB, CCBHC environment (Since 1998)

working with an amazing team of consultants 
- Has worked with more than 1,000 organizations in 48 states, 

Washington, DC,  and 2 foreign countries in all service disciplines
- Author or Co/Author of Books on the use of data and costing. 
- The data in this presentation is tied to that experience working to 

help teams make substantive change every day 



Experience –
Improving Quality in the Face of Healthcare Reform

“Working to help organizations deliver the highest quality care possible, while improving the quality of life for those 
delivering the care!”

 MTM Services has delivered consultation to over 1,000 providers (MH/SA/DD/Residential) in 49 states, Washington, 
DC, and 2 foreign countries since 1995.

 MTM Services’ Access Redesign Experience (Excluding individual clients):

◦ 5 National Council Funded Access Redesign grants with 200 organizations across 25 states

◦ 12 Statewide efforts with over 300 organizations

◦ Over 30,000 individualized flow charts created

◦ Leading CCBHC Set up and/or TA efforts in 5 states
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What Does Access 
Actually Mean?
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What Does Access Actually Mean!?

How Does Your Organization Define Access to Care!?

Does That Definition Match Your Consumers?!
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Defining Access…Based upon over 30,000 Access Flows…

Organizational View -

What Does Access Actually Mean!?

Wait Time # 1

Wait Time # 2

Wait Time # 3

Client Calls for Help

Assessment Appointment

Treatment Plan Appointment

Client Arrives for Care

Client’s View -
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What Does Access Actually Mean!?

Wait Time # 1

Wait Time # 2

Wait Time # 3

Client Calls for Help

Assessment Appointment

Treatment Plan Appointment

Client Arrives for Care

Access System Realities -
1. Client vs Agency View.
2. The False Reality of Full.
3. The Impact of Silos.
4. Mission versus Reality.
5. Huge Engagement Opportunity.
6. Clients Voting with their Feet.

Defining Access…Based upon over 30,000 Access Flows…



Same Day Access Defined -

Same Day Access is the process of establishing the appropriate staffing and 
systems needed to offer a full Diagnostic Assessment with a Therapist on the 
same day it is requested to all consumers, without a scheduling delay or 
waitlist. This unscheduled assessment determines what services are clinically 
appropriate, greatly improves consumer satisfaction and engagement, while 
also eradicating no-shows in the assessment process!  



We are CCBHCs and the standard is having a consumer to an Assessment 
within 7-10 days….. 

So why would we do SDA!?
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Resetting our Reality…

Same Day Access Consultation –
Return on Investment includes:
1. An instant increase in client show rates to 100%,
2. An increase in engagement that leads to an improvement in outcomes, 
3. The ability to see the same amount or more consumers with fewer staff,  
4. A wholistic system change that boasts a 97% client approval rating according to client surveys,
5. Addresses important system issues with Episode of Care planning, Collaborative Documentation Training, & No Show 

and Engagement policies, and  
6. Financially, teams see an average of an 8 to 1 return on investment in the first year based upon the efficiencies 

generated with those savings continuing into the future, and normally additional billings of 5-10% that are generated by 
the higher show rates and engagement levels.



Scheduling The SDA Difference
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The SDA Difference vs. Scheduling
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Days Wait

Initial Question - But what if they 
need to set up transportation!?



The SDA Difference vs. Scheduling
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Going Back to the beginning of the SDA 
program, the change has been solid and 
shows itself quickly.



The SDA Difference vs. Scheduling
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Going Back to the beginning of the SDA 
program, the change has been solid and 
shows itself quickly.



The SDA Difference vs. Scheduling
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We tried SDA (or heard of someone else trying it) and it didn’t 
work!

Were you doing SDA to Fidelity!?



The #1 Reason that Change Efforts Fail -

Teams come into the change process looking to alter what they are 
doing now instead of looking at what it will take to actually make a 
substantive change….

Partial Implementation or Cherry Picking the Change…
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Resetting our Reality…

The best way to overcome this is to tie to a solid change reason 
with a solid change target with Data…



Change - (Verb) - Alter, vary, modify.  To make or become 

different. Change implies making either an essential difference 
often amounting to a loss of original identity or a substitution of one 

thing for another.
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Resetting our Reality…



27Scott.Lloyd@mtmservices.org

Resetting our Reality…

What has to be overcome …

• For decades we have set our systems up to what might happen instead of what is happening.  

• Very often we have set our systems up for what is best for us more than what is best for our 
consumers.

• We have convinced ourselves that talking about a change/going through the motions is as good as 
actually making a measurable & impactful change.

• COVID has magnified the challenges in our systems created by the points above.   

• A Waitlist is the equivalent of not serving someone.



System Noise –
Anything that keeps staff from being 
able to do the job they want to do: 

Helping consumers in need!

More Importantly, what do you do about it!?

What Does Access Actually Mean!?
How did we get to here?!
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Joy Fruth, MSW
Lead Process Change Consultant and National Council for Mental 
Wellbeing Consultant 
- 17 years in healthcare/mental health as a clinician and administrator.  
- 13 years as a consultant with MTM Services primarily assisting 

organizations with Access Redesign. 



An Opportunity…



• What you get: 

• Consultation support from MTM Services’ experts to help you implement Same Day Access. 
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Scott C. Lloyd, President   

Same Day Access Consultation Support 



Your Set Up Steps for Success!

1. Measure your current access reality and set targets (0% No Show Rate, 1st appt. within 7-10 days).

2. Adjust your Documentation (Assessments no longer than 60 minutes).

3. Choreograph SDA throughput. 

4. Determine your Organization’s Demand & Optimal Hours of Operation.

5. Select Your Staffing Model and Back-Up Contingency Staff.

6. Make a Transition Plan. 

7. Communicate and Go!
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Walk In Intake/Assessments a 0% No Show Model 



Same Day Access fixes the front door, 
but what about the back door? How do 
we move clients through to their 
outcomes with greatest efficiency?  

Typical Center 

Staff 

Resource Utilization

Billable 

Service

Non-Billable 

ServicePaperwork

Meetings

Training

Travel

Vacation 

Leave

Sick Leave

Holiday

No Show/ 

Cancellation
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What Does Access Actually Mean!?
How did we get to here?!



• What you get: 

• Front Door Consultation Support - MTM Services’ experts to help you implement Same Day Access. 

• Back Door Consultation Support – Expert help to implement other best practices. 

• Collaborative Documentation

• Data Mapping

• No-Show Management to include Engagement Specialist

• Centralized Scheduling

• Episode of Care / Level of Care Guidelines
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Same Day Access Consultation Support 



1) Application, Selection, and Commitment.
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The Process



1) Application, Selection, and Commitment.

2) Gap Analysis Assessment. 
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Consultation Process



• The Gap Analysis will help us make tailored recommendations 

for change.

• Gap Analysis will focus on access at each participating 

organization. 

• We will measure access at your organization from first call to 

first service per the Client Definition of Access.

Gap Analysis – Driving Change with Data

Why?

37Property of MTM Services: Presented by Joy Fruth, MSW

What?



• The Gap Analysis will help us make tailored recommendations 

for change.

• Gap Analysis will focus on access at each participating 

organization. 

• We will measure access at your organization from first call to 

first service per the Client Definition of Access.

Gap Analysis – Driving Change with Data

Why?

38Property of MTM Services: Presented by Joy Fruth, MSW

What?
Wait Time # 1

Wait Time # 2

Wait Time # 3

Client Calls for Help

Assessment Appointment

Treatment Plan Appointment

Client Arrives for Care



Access Flow Chart(s)

- First Contact to First Service 
Process Flows 

- Identify Inefficiency,  Redundancy, 
etc. 
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Access Costing Summary

- Measures indicators of access: 
- Staff hours
- Client hours
- Wait days
- Cost
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• Gap Analysis is conducted in a series of three meetings:

1) GAP I and 

2) GAP II

• Each meeting is 2 hours. 

• Both meetings should include only direct services staff, no leadership

• Staff who have contact with clients from first call to first service. 

3) GAP Review 

• This is a 1-hour meeting. 

• This is leadership’s opportunity to review the Gap Analysis deliverables. 

Gap Analysis

How?
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1) Application, Selection, and Commitment

2) Gap Analysis Assessment 

3) Same Day Access Implementation 

42
Presented By:                                  

Scott C. Lloyd, President   

Consultation Process



• 7 to 12-month cycle to implement Same Day Access.

• Monthly, 2-hour meetings with MTM Services consultants. 

• Implementation Support for any other efficiency needs as identified in the Gap Analysis.

• Access to MTM Services toolkit – calculators, policy examples, job descriptions, etc. 
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Same Day Access Consultation

Rapid Cycle Change is Expected!

Scott.Lloyd@mtmservices.org



Getting Started



• Deadline: please complete the application no later than April 21, 2023. 

• Link: Same Day Access Application

45

How do I apply? 

Application Process

Scott.Lloyd@mtmservices.org

https://www.surveymonkey.com/r/MTMSDASurvey
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Questions? 

Scott.Lloyd@mtmservices.org



Thank You

Scott.Lloyd@mtmservices.org

Joy.Fruth@mtmservices.org

See our outcomes, resources and more…

www.mtmservices.org
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NatCon23 Pre-Convening for Grantees
• On April 30th from 1 – 5 p.m. PT, the CCBHC-E NTTAC is hosting an in-person convening for all CCBHC 

grantees at National Council’s Annual Conference (NatCon23) in Los Angeles, CA.

• Free for all current grantees (expansion, PDI, IA)! Registration for NatCon23 is not required to attend.
• Up to two (2) individuals from CCBHC grantee organization may attend. Attendees may be any member of the CCBHC implementation team.

• Why should you attend?
• To learn from other grantees and make connections that will help your organization grow

• To showcase your CCBHC implementation best practices OR learn from others’ best practices

• For peer-to-peer engagement opportunities with other CCBHCs

• Interested? 
• Registration is through the NatCon23 portal – enter code CCBHCE2023 – on the Special Events, Preconference 

& Optional Purchases Page

• Already Registered for NatCon23? Email Conference@TheNationalCouncil.org to add the convening to your 
existing NatCon23 registration.



Access our ever-growing resource 
library, upcoming trainings and 
events, and request for 
individualized support.

CCBHC-E TTA Center Website

CCBHC-E National Training and Technical Assistance Center

https://www.thenationalcouncil.org/program/ccbhc-e-national-training-and-technical-assistance-center/


Thank You!

Thank you for attending today’s 
event.

Slides and the session recording link 
will be available on the CCBHC-E 

NTTAC website under “Training and 
Events” > “Past Events” within 2 

business days. 

Your feedback is important to us!

Please complete the brief event survey that will 
open in a new browser window at the end of this 
meeting. Your input helps us improve our support 

offerings and meet our SAMHSA data metrics.
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