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Implementing Person-Centered Outcome

(PCO) Measures

Issue

As we — and the larger field of complex care —
seek new and better ways to measure the
impact of care management and other wrap-
around and navigation programs, a major
challenge is capturing participants’ progress
toward self-identified goals in a systematic and
standardized way.

Project goal

Demonstrate the impact of implementing
person-centered outcome measures in
complex care to augment care teams’ abilities
and enable more holistic measurement of
program impact.

Background

Individuals with complex health and social
needs often receive fragmented, costly care
that is not aligned with what matters most to
them. Complex care programs aim to change
that by centering care planning around the
goals of the program participant. Until recently,
it has been difficult to measure to what degree
programs succeed at supporting participants
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to meet their goals, since the goals themselves
are participant-driven, highly varied, and not
standardized.

Since 2015, the National Committee for|
Duality Assurance (NCQA), the measurement
leaders who developed HEDIS and other
industry standards for measuring value in
healthcare, has been developing the Person]
Centered Outcome (PCO) Measures in
collaboration with individuals, care partners,
clinicians, and researchers. Person-centered
outcomes are “personalized, structured,
measurable goals identified by a person with
complex health status or caregiver and can be
used for both care planning and quality
measurement” (NCQA, 2023).

In 2022, NCQA invited the Camden Coalition to
participate in a new learning collaborative to
continue testing and refining the PCO
measures and receive support in implementing
and reporting them. The learning collaborative
runs from June 2022 through December 2023.
Each participating organization helps shape
the development of reporting and audit
guidelines for the PCO measures, as well as
inform future refinements and educational
materials.
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https://www.ncqa.org/
https://www.ncqa.org/
https://www.ncqa.org/wp-content/uploads/2023/01/PCO-Core-Comm-Material-PCO-Measures-Overview.pdf
https://www.ncqa.org/wp-content/uploads/2023/01/PCO-Core-Comm-Material-PCO-Measures-Overview.pdf
https://www.ncqa.org/blog/good-to-know-person-centered-outcome-measures/
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Project design

NCQA identified two methods of documenting,
tracking, and measuring progress toward
person-centered outcomes:

« Goal-attainment scaling: A structured
approach for an individual and their
clinician or care team to identify a goal and
create a qualitative scale of possible
guantifiable outcomes for that goal.

« Patient-reported outcome measures:
Standardized questionnaires used to
measure a symptom or domain associated
with a health-, mental well-being-, or care
experience-related goal.

The Camden Coalition decided to focus on
goal-attainment scaling (GAS) as a way to
quantify our participants’ progress toward the
goals they identify.

Once the care team identifies what matters
most to the participant, they work with the
participant to describe the overall picture of

Example goal attainment scale

what it means to meet the goal using goal-
attainment scaling:

» (-2) Worse — worst case scenario

» (-1) Current state — the participant’s
current challenge

 (0) Realistic goal — where they want to be in
X weeks/months

» (+1) Stretch goal — somewhat better than
where they want to be

» (+2) Super stretch goal — best possible
outcome

The scale guides care team members and
participants in their collaborative creation of a
plan to achieve the goal and address any
potential barriers to progress or achievement.
During follow-up visits throughout the
participant’s time in the program, the
participant and their care team lead each rate
the participant’s progress toward their goal. If
the program participant is not reaching their
identified goal, the care team member can
raise the option of either changing the goal,

Goal Goal scale
description
Current Realistic goal Stretch goal SUEET Action
state (+1) stretch goal .
(+2)
Complete Loses job Falling asleep Schedule Complete No longer falls | 1. Care team lead
sleep study at work sleep study sleep study | asleep at work |  will contact
within next 3 participant’s
months case manager

about getting
sleep study kit

2. Discuss health
plan support
for sleep study
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revising the scale, or revising the action plan
during their follow-up discussion.

Camden Coalition staff began scaling goals for
its care management participants in August
2022. Each goal, along with an action plan and
progress ratings, is documented through
electronic forms created in our internal care
management platform. Throughout the
duration of the PCO Learning Collaborative, this
data is deidentified and sent to NCQA quarterly
to be assessed for fidelity.

Progress to date

As of March 2023, Camden Coalition staff have
collaboratively identified and scaled goals with
44 program participants using the GAS
approach. Of these participants, 44% have
achieved their goals with the support of our
care teams.

While the PCO measures appeal to Camden
Coalition staff, they have experienced some
implementation challenges, which have been
discussed with our partners at NCQA, and with
the other sites in the learning collaborative.
They include:

» Choosing goals that are SMART (specific,
measurable, attainable, relevant, and time-
bound) — we have found it is difficult to
accurately scale a goal and gauge progress
when one of these key components is
missing

« Coming up with precise and meaningful
“current status” and “realistic goal” scale
descriptions

« Ensuring there is only one goal per scale,
rather than multiple goals
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We have addressed these challenges by:

- Having internal work sessions to review tips
and feedback from NCQA project leads

« Working with participants to identify goals
that are realistic and to narrow their goals
when more than one is identified (e.g.,
asking clarifying questions like, “what does
attaining housing mean to you?”)

 Setting specific timeframes for goals to
better define what progress looks like

Next steps

Our goal is to have goals identified and scaled
for 100 care management participants using
the GAS approach by the end of 2023. In the
meantime, our care team staff are actively
implementing the PCO measures with current
participants. Additionally, we will continue to
engage with NCQA and the other learning
collaborative teams to refine our methods of
collecting and reporting PCO data.

By the end of this pilot, we hope to use the
data we’ve collected to identify which care
team activities directly support participants in
meeting their goals.
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Contact us

For more information, please contact

« Danielle Hodges
Senior Program Manager, Data & Quality
Improvement
dhodges@camdenhealth.org

- Natasha Dravid
Senior Director, Care Management &
Redesign Initiatives

dravid@camdenhealth.org
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NCQA’s PCO learning collaborative is supported by The
SCAN Foundation and The John A. Hartford
Foundation.

The SCAN Foundation is an independent public charity
dedicated to creating a society where older adults can
access health and supportive services of their
choosing to meet their needs. Our mission is to
advance a coordinated and easily navigated system of
high-quality services for older adults that preserve
dignity and independence. Learn more at https://
www.thescanfoundation.org/ and @TheSCANFndtn.

The John A. Hartford Foundation, based in New York
City, is a private, nonpartisan philanthropy dedicated
to improving the care of older adults. Established in
1929, the Foundation has three priority areas: creating
age-friendly health systems, supporting family
caregiving, and improving serious illness and end-of-
life care. For more information, visit
www.johnahartford.org and follow @johnahartford.
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