
Best Practices in Implementing and 
Utilizing Clinic-Level Metrics
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• Differentiate common process 
metrics from outcome metrics

• Analyze appropriate data sources 
to track process and outcome 
metrics 

• Distinguish between appropriate 
and inappropriate uses of clinic 
metrics

Learning Objectives
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Clinic vs Patient Level Metrics

Group vs Individual Data

Average Wait Times

# of Appt Types

EBP Utilization

Most Common Dxs

% of PTs Returned to Duty
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WHY TRACK 
CLINIC LEVEL METRICS?
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Rationale for Tracking

Boden, Smith & Trafton (2021)

Assess Care Delivery

Process Improvement

Identify Best Practices
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Process Metrics
Measures of What a 
Program Does (Outputs)

Examples:
• Number of 

Appointments
• Wait Times
• No-show Rates

Process vs. Outcome Metrics
Outcome Metrics

Measures of How Well the 
Outputs are Working

Examples:
• Reduced Patient 

Symptom Levels
• Return to Duty Rate
• Satisfaction with Care
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Common Process Metrics
Process Metrics Source of Information
Patient Volume EMR/CHCS/MHS Genesis, etc
Length of Stay EMR/CHCS/MHS Genesis, etc
No Show/Cancellations EMR/CHCS/MHS Genesis, etc
Wait Times EMR/CHCS/MHS Genesis, etc
Tricare Network Referrals Tricare Office 
Level of Training in EBPs Polling Providers
Level of EBP Utilization Polling Providers/Chart Reviews

Keller (1997)
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Common Outcome Metrics
Outcome Metrics Source of Information

PT Satisfaction MTF or Clinic Surveys

Symptom Reduction Patient Outcome Measures

Return to Duty Rate 
(RTDR) 

Patient Administration Office/
Clinic Data

Hospitalization Rate Admissions and Discharge Log
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CLINIC LEVEL PROCESS METRICS
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Patient Volume
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Patient Volume by Categories
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Length of Stay

Diagnosis

% of Long-
Term Pts

Providers

Outcomes

# of Sessions for PTSD PTs Treatment 
Duration
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Wait Times

Average # Wait Days Intakes

Follow-Up 
Appts

Groups

Disciplines
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No Show/Cancellations
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Network Referrals 
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Network Referrals for Key 
Diagnostic Types

PTSD Partner Relational

Unipolar Depression Anxiety disorder
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Diagnosis Type
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EBP Training and Utilization
Levels of PE UtilizationLevels of PE Training
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CLINIC LEVEL OUTCOME MEASURES
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Patient Satisfaction Measures

Patient Satisfaction

Care Provided

Wait Times

Available 
Services
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Staff Satisfaction Measures

Provider Satisfaction

BHT Satisfaction

Support Staff 
Satisfaction
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Symptom Reduction Measures
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Return to Duty Rate

Limited Duty/Profile

Medical Board

Administrative 
Separations
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Hospitalization Rates
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HOW TO GET STARTED
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Selecting the Metrics

Requires Metrics

Clinic Goals

Ease of Access

Phased Approach
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Manage Provider Concerns

Provider-Level Data

Not Used for Staff 
Evaluations

Context is Key
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Data Storage

What Type of Data

Where to Store Data

Data Access
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USING EMR DATA FOR 
CLINIC LEVEL METRICS
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Reasons to Use EMR Data

Data Availability

Ability to Track Over Time

Accurate Reflection 
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EMR Data 

Dates of Care & Scheduling

Diagnosis

Appointment Type

Provider/Patient ID

Consult EMR Administrator
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DoD and M2

MHS Mart (M2)

Stores All Clinical Data

DC Prof Encounters 
(CAPER)

Appointment Detail 
(Direct Care)
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Using Microsoft Excel for Reports 

Data from M2 in Excel 

Excel Analysis Tools 

Pivot Charts & Tables

Statistical Analysis
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Clinic Data Analysis Guide

Template for 
Requesting M2 Data

Preparing Data from M2 

Instructions for Creating 
Pivot Tables/Charts 

Instructions for 
Creating Reports
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DO’S & DON’TS OF
USING CLINIC LEVEL DATA
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DO Use Clinic Level Data For:

Briefing Leadership 

Quality Improvement 

Patient Brochures 

Data Calls 

Defense Health Agency, 2018
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PI & PE: Connection to Clinic Goals

EBP Groups available

Formal Treatment Team MTGs

Goal: 
Increase Readiness

Track RTDR

Adjust Services
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DON’T Use Data For

Research/Publications 

IRB Approval

Publicly Shaming Staff



39

Toolkit Resources: Metrics II

Training Deck
 Forms 
Data Tracking 

Tools 
SOP/OI
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Toolkit Resources: Metrics II
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Forms 
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Toolkit Resources: Metrics II

Training Deck
Forms 
Data Tracking 

Tools 
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Toolkit Resources: Metrics II

Training Deck
 Forms 
Data Tracking 

Tools 
SOP/OI



43

• Differentiate common process 
metrics from outcome metrics

• Analyze appropriate data sources 
to track process and outcome 
metrics 

• Distinguish between appropriate 
and inappropriate uses of clinic 
metrics

Summary 
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Patient 
Management

EBP Utilization

Group Therapy 
Expansion

Technician 
Support

Metrics
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Clinic Gap 
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Clinic Optimization Toolkit
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Contact Us

Center for Deployment Psychology
Department of Medical & Clinical Psychology

Uniformed Services University of the Health Sciences
4301 Jones Bridge Road

Bethesda, MD 20814-4799

Email: cdp-ggg@usuhs.edu
Website: deploymentpsych.org
Facebook: http://www.facebook.com/DeploymentPsych
Twitter: @DeploymentPsych

mailto:cdp-ggg@usuhs.edu
http://www.facebook.com/DeploymentPsych
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