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What’s New & Improved

– Advisory Council

– Survey Timeliness

– Safety Culture Session

– Continuous Customer Engagement

– Suicide Risk Reduction Standards 

– Pain Management Standards

– Measurement Based Care

This Photo by Unknown Author is 
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Advisory Council Work To-Date

̶ Measurement-Based Care for BHC Providers
̶ Evaluating the Quality and Safety of Telehealth Services
̶ Pain Management Standards for Behavioral Health Care 

Organizations
̶ Leading the way to zero™ for Behavioral Health Care 

Organizations 
̶ Payor Panel Presentation
̶ Safety in the Environment and Suicide Prevention
̶ BHC Program Identification of Opportunities for Improvement
̶ Enhancing Substance Use Disorder Treatment 
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Survey Timeliness

January 1st through June 30th 2019 Data:

− 95% of Initial Surveys are occurring within 30 days of ready 
date

− 5% are occurring within 31-60 days of the ready date 

− 86% of Resurveys  are on time or early

− 14% of Resurveys are occurring 1-30 days after due date
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Safety Culture Session
− Safety Culture Assessment was incorporated into the survey process in 

October of 2018
− Joint Commission defines safety culture as the “product of individual and 

group beliefs, values, attitudes, perceptions, competencies, and patterns of 
behavior that determine the organization’s commitment to quality and 
individual/patient safety.”

− An organization will be expected to include its most recent Safety Culture 
Survey with the required documents listed in the Survey Activity Guide. The 
surveyors will want to review this prior to the opening conference (or as early 
in the survey process as possible).

− On Survey Day One, the survey team will provide a link to the five-minute 
video “Leading the Way to Zero.” The team will ask the organization to make 
the audiovisual arrangements necessary to show the video during the 
Leadership Session. 

− Surveyors will be tracing safety culture as a part of other survey activities 
and asking questions to assess safety culture.
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Suicide Risk Reduction NPSG 15.01.01
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Pain Management – New CAMBHC 
Standards/EPs
̶ CTS.02.01.09, EP 3: For acute 24-hour settings: The organization assesses pain, 

then treats or refers individuals served for treatment. 
• Note 1: “Acute 24-hour settings” includes inpatient crisis stabilization or medical detoxification. 

• Note 2: Treatment strategies for pain include nonpharmacologic, pharmacologic, or a 
combination of approaches. 

̶ HRM.01.05.01, EP 11: Staff performing pain screening participate in education 
and training on screening individuals for pain. 

̶ HRM.01.05.01, EP 12: For acute 24-hour settings: Practitioners providing 
direct care, treatment, or services participate in education and training on 
pain assessment and pain management consistent with the scope of their 
license. 

• Note: “Acute 24-hour settings” includes inpatient crisis stabilization or medical detoxification.

̶ MM.01.01.01, EP 2: For organizations that prescribe medications: The 
organization facilitates practitioner access to the Prescription Drug Monitoring 
Program databases. 
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What is it?

̶ Continuous Customer Engagement is a data-driven connection 
between Healthcare Organizations (HCOs) and the Joint Commission 
through various channels of communication. 

̶ This connection can be a reaction, interaction, effect or overall 
customer experience, which takes place online and offline.

Continuous Customer Engagement
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Improving Survey Consistency 



CTS.03.01.09 
Measurement-Based Care Standard
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Behavioral Health Care –
Compliance with Standard CTS.03.01.09

June 2018 – May 2019

• CTS.03.01.09 was the third 
most frequently scored BHC 
standard over the last 12 
months

• 723 compliance issues were 
identified on 55% (672 of 
1,231) of full survey events 
from June 2018 through May 
2019.

• The majority of these 
compliance issues (445) were 
related to the failure to select a 
standardized instrument (EP1).  
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TJC MBC Survey Focus

Ultimately… the survey evaluation comes down to:
− Does the organization have an instrument that is 

appropriate for measurement-based care?  
− Do they administer it consistently at multiple intervals in 

the care process? 
− Do they actually look at the data and do something in 

response to it?  
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Questions
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