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HISTORY OF OUR CHANGE PROCESS 

 

 How We Started – Year 2008  

Our work was informed by previous service 
reorganization and new initiatives 

 Elimination of Partial Hospital Programs; Development of 
Peer Support services; Creation of a Training Institute….  

We built a Vision 

 Focus Groups of service providers and participants  

 Meetings with Supervisors and Directors 

 Visits to team based models 

 Bringing on additional supports; consultants with expertise in 
supporting change 

 

 



 Key Elements of Transformed Service 

Team Approach  

Flexibility in Service Delivery 

Blended Levels of Service 

 Intensity of Focus on People with Highest Need – 
“High Opportunity” 

Relationally Focused 

Clinically Supported 

Guided by Goals and Community Access 

 Instills Hope by Hiring Peer Providers 

Service Ends When Goals Accomplished 
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 Supporting the Change Process with a Learning 
Community Approach 

 

 Identification of Change Teams 

Training – Rapid Cycle Process Improvement - NIATx 

Monthly On-Site Consultation  

Monthly Meetings for Directors and Supervisors 

Quarterly Learning Sessions 

Bi-weekly meetings for County Staff, Consultants and 
Managed Care 
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 Learning Process Modeled Relationship with 

Recovery Coaching Participants 

  

 Provide Intensive Support, Especially Early in  

the Relationship 

 Identify Strengths and Needs 

 Foster Peer Support  

 Build Skills 

 Plan for Increased Autonomy 
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 Out of this Collaborative Work, Questions and 

Needs Emerged 

 How Do We Track Progress 

 How Do We Prioritize Needs 

 How Can We Increase the Focus on Wellness  

 

 Out of this Collaborative Work, Answers 

Developed 

 Create a Database with Mobile Access 

Capability  

      The Recovery Coaching Registry 
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 Using the Expertise of the Group to Create an 

Online Registry 

 Identify Criteria for Highest Need -  Frequency of 

Hospitalization 

 Identify High Risk Areas – Co-Occurring Trauma, Substance 

use and Forensics 

 Identify High Wellness Areas – Clinical Supports, Income 

and Housing 

 Identify General Wellness Areas – Physical Health , 

Medication Adherence, Employment/Education, Community 

Connections and Supports 
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 Using the Expertise of the Group to Create an 

Online Registry 

Develop a scale of 1-4 with corresponding activities 

for each wellness area 

Use Stages of Change to guide the identification of 

activities 

Develop a score (Tier) to help the coach identify 

areas of strength and weakness, and suggest service 

intensity 
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Assessing Needs 

 

Susan is a 42 year old woman who has been taking 

antipsychotic medicines since age 18.  The physical 

from her last doctor visit over 3 years ago states that 

she  is overweight, has an elevated blood sugar and 

has an elevated blood pressure.  Recently she is 

complaining of fatigue and  excessive thirst.  Susan 

hates going to the doctor.  
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 Example of a Wellness Area and Tier Related 

Responses: 
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Physical Management 

1-has needs, not in Medical Care 

2-connected but with minimal use 

3-keeps appointments with support 

4-manages medical conditions 

5-no medical needs 



The Creation of the Registry Led to a Question 
That Had Been Raised Before but Now Had 
Increased Emphasis. 

 

“So Now We Can Identify the Intensity of Service 
and the Areas of Need, How Can We Help Staff 
Learn How to Do the Work in Ways that Reflect 

the Values of Recovery Coaching?” 

 

Answer:  Practice Guidelines 
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RECOVERY COACHING REGISTRY AND NEXT STEPS 

http://www.montcopa.org/DocumentCenter/View/5433
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 Incorporate new learning about supporting 
recovery for people with serious mental illness 
and co-occurring disorders. 

 

 Focus on staff skills that foster key aspects to 
enable a full and meaningful life, including:  

 Income, Housing, Employment and Education 

Families, Relationships  

Natural Supports, Peer Supports, Mutual Aid 

Hospitalization, Medication, Physical Health 
Management 
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Emphasize essential service principles of 
Recovery Coaching, including : 

 
Relationship is primary 

Services are Strengths Based and Person Centered 

Services are team based  

Clinical consultation and collaboration enrich service 

Valuing the expertise that comes from lived 
experience 

Assertive outreach and engagement  

Building and maintaining community connection 
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Meet request of agency Recovery Coaching 
teams 
 Repository for successful and newly developed practices 

developed by teams 

 

 Director/Team Leader Guidelines to help supervisors mentor, 
coach, advance practice,  manage the program, and evaluate 
outcomes 

 

 Living document to stimulate interest in further learning, with 
easy access to resources to enrich practice 
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 Input from: 
 Recovery Coach focus groups 

 

 Agency change teams – executive sponsors; Recovery Coaching 
Directors, Team Leaders, Coaches; clinicians; peers  

 

 Montgomery County Department of BH/DD leaders and staff  

 

 Magellan Care Managers and Supervisors 

 

 Consultants 
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Organization of Each Guideline 
 Introductory paragraph with core concepts 

 

Specific strategies; links to resources to support  goal 
achievement 

 

Essential service principles infuse every guideline 

 Using formal/informal peer support 

 Person directed care; “people first” approach  

 Empowerment through education and self advocacy 

 Expanding natural supports, community connection, mutual 
aid 
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 Use registry tier level - based on severity of  challenges, 

vulnerabilities, risk and wellness areas - to help determine 

contact frequency and intensity.   

 Lower tiers = higher needs. 

 

 Prioritize - respond with urgency to basics – income, 

housing, food, utilities, crisis, acute distress, etc.  

 

 Use motivational interviewing and stage of change as tool.  

 

 Consult Guidelines for help with specific topics - 
http://www.montcopa.org/DocumentCenter/View/5433    

 

 

http://www.montcopa.org/DocumentCenter/View/5433
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Let’s go back to Susan .   

 Her health management is at level 1: she has needs – 

overweight, elevated blood sugar/blood pressure and 

is not in medical care……….and she hates going to the 

doctor. 

 

 Now let’s look at the Practice Guideline for Physical 

Health Management 

 

 What would you try? 
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Service 

 Prioritize Areas of Need  

 Identify Areas of 
Strength 

 Focus on Change 

 

Supervision 

 Manage balanced 

assignments 

 Identify trends in 

population 

 Identify training needs 

Monitoring 

 Create profile of population 

 Generate reports on engagement, service intensity,  

wait list  

 

 



 Betsy Gorski—betsy.gorksi@rhd.org 
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 Vera Zanders—vzanders@montcopa.org 
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