
2024 OUTCOMES STUDIES 

 
EFFECTIVENESS STUDY: 

 
The 2024 fiscal year effectiveness outcome study examined changes in Patient Health 
Questionnaire 9 (PHQ-9) scores at admission and 90 days after admission as a measure of 
effectiveness of treatment.  Therefore a sample of 789 discharged client files were examined to 
determine baseline data for treatment effectiveness.  The criteria studied was obtained from the 
Athena (EMR), Tableau and NPS surveys. The following tables depict the results of the analysis. 

 

PHQ-9 12-17 years of age 

Number Improved 79 83% 

Number Regressed 10 11% 

Number Unchanged 6 6% 

Totals   95         100% 

 

 

PHQ-9 Adults 

Number Improved 535 77% 

Number Regressed   90 13% 

Number Unchanged 69 10% 

Totals   694         100% 

 

 
An examination of the above data indicates that 77% of adult clients and 83% of adolescents saw 
improvement in symptoms within 90 days of treatment. Some of the adults and adolescents that 
regressed required a higher level of care after the start of treatment. As a measure of 
effectiveness our goal is that 75% of our cases will have a documented improvement in score. 
The goal was met for adults and for children/adolescents. Leadership will need to continue 
monitor scoring throughout treatment to ensure the 75% goal is met at discharge. 
 
Leadership will continue to monitor PHQ-9 and GAD-7 and other evidence-based screening tools 
in 2025 to ensure clients are reporting reduction in symptoms during treatment. It is a requirement 
that all clients 12 and up complete these scales at intake and every 90 days throughout treatment.  

 

 

SERVICE ACCESS STUDY: 

 
This study addressed the ease or difficulty in accessing the psychotherapy services of the clinics.  
The methodology used incorporated a detailed review of randomly sampled referral tracking data.  
Of 7614 new patients entering treatment during fiscal year of 2024; 48.38% or 3,684 new patient 
referral data was examined.   
 
It is reasonable to believe that when an individual/couple/family reaches out for professional 
psychological assistance, they’re in distress of some kind.  It would also be reasonable to believe 
that the more quickly professional assistance is accessed, the greater the possibility of a positive 
outcome for their situation.   

 



AGE PCC   

  

OPC   

  

HRA   

  

CFPS   JPS   

Average 

PCC 
Prescriber 

OPC 
Prescriber 

HRA 
Prescriber 

Days for 
intake by 

age  

0-5 4   4   5   5 5 4 

6-17 age 7 15 10 17 7 19 7 6 11 

18-40 7 13 7 15 6 16 7 6 9 

41-65 8 13 7 15 6 14 7 5 9 

66+ 8 14 9 18 5 11 8 6 9 

Average days 
for intake by 
brand 

6 13 7 16 5 15 6 5   

 

 
The study revealed from the time of initial contact with the clinic, to the date of entering treatment: 

• The average timeframe for children and adolescents was 7.5 days. 

• The average timeframe for an adult was 9 days. 
 

Management has long held that a threshold of 80% of callers seeking treatment, be able to access 
treatment within seven calendar days of their initial call.  It should be noted that this reflects clients 
scheduled per their preference for appointment day and time.  It does not reflect appointments 
available sooner that the client chose not to take.  Management believes that the accessibility to 
services as measured by this methodology has proved to be positive. However, as we did not 
meet the metric of 7 days for adults, leadership will continue to monitor utilization and availability 
at each location.   
 
According to the U.S. Department of Health and Human Services Insufficient access to 
behavioral health (BH) care and the inability to get timely care are significant problems in the 
United States.  In their report released November 2024 the standard wait time for behavioral 
health services it takes over two months to see a mental health professional in person and more 
than a month for a telepsychiatry visit. 

Our brands are all way below this average and we will continue to use 80% within seven days 
metric.  

 

CLIENT SATISFACTION MEASURES 

 
The "practice NPS number" refers to the Net Promoter Score® (NPS) for a specific practice, 
organization, or business unit. NPS is a customer loyalty metric that measures how likely 
customers are to recommend your company, product, or service to others. 
 
NPS is broken down into Scorecards for both the Practice and Providers.  Below is a depiction 
of Practice and Provider Scorecards by Clinic Group.   

 

 



 

 
 

Overall Quality of Care scores across the Clinic Groups were strong in 2024.  Goals for 2025 
bbased on the above results include: 

• Conducting a deep drive into practice scorecard neutral and detractor scores and implementing 
any improvement activities to move these scores to promoter scores 

• Conducting a deep dive into provider scorecard neutral and detractor scores and implementing any 
improvement activities to move these scores to promoter scores  

  

  

  

  

  

  

  

  
 


