Family First Homecare
Quality Management Plan (QMP) 2026

1. Annual Training & Competency Compliance
Goal:
Ensure all staff complete annual training and live skills assessments by the end of their anniversary month.
Expanded Measures:
· % of staff who completed all required annual modules
· % of staff who completed live skills assessment on time
· % of staff requiring retraining or corrective action
· % of staff with complete training documentation in digital file
· % of supervisors completing monthly training checks
	
	
	
	

	
	
	
	


2. Incident Reporting Timeliness
Goal:
Ensure 100% of critical incidents are reported within required timeframes.
Expanded Measures:
· % of incidents reported within 24 hours
· % of full reports submitted within 48 hours
· % of incidents requiring corrective action
· % of incidents with complete documentation
· % of staff trained on incident reporting
	
	
	
	

	
	
	
	


3. Complaint Resolution Compliance
Goal:
Ensure all participant complaints are documented and resolved within required timeframes.
Expanded Measures:
· % of complaints resolved within 21 days
· % of complaints documented correctly
· % of complaints requiring escalation
· % of participants satisfied with resolution
· % of staff trained on complaint procedures
	
	
	
	

	
	
	
	


4. Documentation Accuracy & File Completion
Goal:
Maintain complete, accurate, and up‑to‑date participant and employee files.
Expanded Measures:
· % of participant files complete before service start
· % of employee files with all required credentials
· % of files updated within 48 hours of new documents
· % of files with compliance tracking folder updated weekly
· % of files passing monthly audit
	
	
	
	

	
	
	
	


5. EVV Compliance & Service Delivery Accuracy
Goal:
Ensure EVV accuracy and timely clock‑in/clock‑out for all shifts.
Expanded Measures:
· % of shifts with accurate EVV
· % of shifts requiring manual correction
· % of caregivers with repeated EVV errors
· % of EVV corrections completed within 24 hours
· % of EVV issues resolved without escalation
	
	
	
	

	
	
	
	


6. Abuse, Neglect & Exploitation Prevention
Goal:
Ensure staff recognize and report suspected abuse, neglect, or exploitation immediately.
Expanded Measures:
· % of staff trained on abuse reporting
· % of suspected cases reported immediately
· % of cases requiring retraining
· % of staff demonstrating competency during live assessment
· % of incidents with complete documentation
	
	
	
	

	
	
	
	


7. Participant Rights Compliance
Goal:
Ensure all participants receive rights information and services are delivered with dignity and respect.
Expanded Measures:
· % of participants receiving rights at intake
· % of participants receiving rights annually
· % of staff trained on participant rights
· % of complaints related to rights violations
· % of rights materials available in preferred language
	
	
	
	

	
	
	
	


8. Quality Improvement Plans (QIPs)
Goal:
Develop and complete QIPs for identified issues.
Expanded Measures:
· % of QIPs completed on time
· % of QIPs requiring follow‑up
· % of QIPs resulting in measurable improvement
· % of staff participating in QIP activities
· % of QIPs tied to audit findings
	
	
	
	

	
	
	
	


9. Phone Communication & Responsiveness
Goal:
Ensure all calls and texts through RingCentral are answered immediately or returned within 24 hours.
Expanded Measures:
· % of calls answered immediately
· % of calls returned within 24 hours
· % of missed calls requiring escalation
· % of calls documented correctly
· % of staff meeting communication standards
	
	
	
	

	
	
	
	


10. County Service Area & MCO Contract Compliance
Goal:
Ensure service areas match MCO contracts and staffing capacity.
Expanded Measures:
· % of counties with active staffing
· % of counties aligned with MCO contracts
· % of service area updates completed annually
· % of new counties approved by MCOs
· % of service gaps identified and corrected
	
	
	
	

	
	
	
	


11. Staff Performance & Supervision
Goal:
Ensure supervisors complete performance reviews, coaching, and follow‑up.
Expanded Measures:
· % of annual performance reviews completed
· % of staff receiving coaching or corrective action
· % of supervisors completing monthly check‑ins
· % of staff meeting performance standards
· % of staff requiring additional support
	
	
	
	

	
	
	
	


12. Risk Management & Safety
Goal:
Identify, track, and reduce risks through incident trends and safety reviews.
Expanded Measures:
· % of risks identified and mitigated
· % of homes requiring safety follow‑up
· % of incidents linked to environmental hazards
· % of staff trained on safety procedures
· % of risk‑related QIPs completed

13. Overnight / Awake Confirmation
Goal:
Ensure all overnight shifts maintain verified Awake Confirmation to protect member safety, confirm caregiver alertness, and uphold service integrity.
Expanded Measures: 
· % of overnight shifts with completed Awake Confirmations (start, mid‑shift, and end)
· % of missed or late confirmations followed up within 15 minutes
· % of overnight documentation logs completed accurately (member status, safety notes, alertness)
· % of overnight incidents linked to caregiver fatigue or sleeping on shift
· % of corrective actions or QIPs completed for repeated overnight issues
 
14. Utilization Management
Goal:
Ensure all authorized service hours are used appropriately, monitored consistently, and adjusted proactively to meet member needs while maintaining compliance and preventing over‑ or under‑utilization.
Expanded Measures:
• % of members with monthly utilization reviews completed (hours used vs. hours authorized)
• % of cases requiring follow‑up due to under‑utilization or over‑utilization
• % of service plan adjustments completed within required timeframes
• % of caregivers receiving coaching or reminders related to missed/shortened visits
• % of utilization‑related QIPs completed (patterns of missed care, chronic underuse, or scheduling barriers)

