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➢ Introductions 

➢ Business Intelligence Overview

➢ Keystone Human Services

• Quality Management

➢ Mainstay Life Services

• Financial Performance

➢ Connecting the Dots

➢ Questions

Innovation
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• Residential & Community Settings                 
• Intellectual Disabilities,               

Mental Health, Autism Spectrum 
Disorders, Service Dogs

• Time-limited thru Lifespan services

Geographic Regions 

Number of individuals served: 10K per year
Number of Staff: 3,300



Mainstay Life Services
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Providing life-long support and services for 

over 50 years 

• Supporting 330 people throughout Western PA

– 24-hour or supported residential care

– Home and Community supports

– Life sharing

– Behavioral supports

– Employment services

• Own and operate 39 community homes

– Eight additional homes supporting adults with Prader-Willi 

Syndrome 

– Actively expanding

• Supports are tailored to individual needs

• ‘Technology First’ Shift Accredited organization
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What is Business Intelligence?
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Business intelligence (BI) includes the applications, infrastructure and tools, 
and best practices that enable access to and analysis of

information to improve and optimize decisions and performance.

Source: Gartner IT Glossary



How Does BI Work?

7

Excel / 
SharePoint



BI System Overview
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Dashboards

Detail Reporting

Analytics

Notifications & Alerts

• Executive 
Leadership

• Middle 
Management

• Front Line Staff

The Art of Business Intelligence



Business Intelligence Value
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1. Enhanced Data Management 

• Defined Structure for Data Architecture

2. Improved Data Integrity 

• Reduce Manual Errors, Increase Consistency, 

Highlight Deficiencies

3. Improved Efficiency 

• Automation of Data Flow, Reduction in Staff 

Resource Time (Manual processes)

4. Organizational Knowledge Sharing

• Enhanced Information Access and Transparency

5. Better & Faster Decision Making

• Enhanced Analytics, Reporting, and Planning

6. Drive Organizational Improvement

• Continuous Process Improvement

Measure

Report

AnalyzeTest

Improve
Continuous 

Improvement



Keystone Human Services
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BI and Quality Management
Dr. Kristine Koontz

VP of Quality and Clinical Services



KHS - Situation Overview
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The Pursuit of Excellence!

➢ Monitor daily operations and performance
➢ Create Access and transparency of data
➢ Ensure quality and integrity of data
➢ Respond to rapid or unexpected changes
➢ Use data to support fact-based decision making
➢ Complete regular performance and capability reviews
➢ Develop priorities for improvement and innovation
➢ Share best practice data across the organization
➢ Project future performance

Teamwork



Incident Management Framework
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• Influence or assimilate industry 
standards and innovation

• Operationalization of Policies and 
best practice procedures

• Informed response and prevention

• Actively manage service trends; 
ensure robust, aligned service-
specific (and cohort) practices

• Target relevant person-specific 
supports resulting in improved 
Health, Safety and welfare outcomes 

• Establish Standards, monitor high-level 
metrics; direct spread of best practice

• Report metrics, report status of 
operationalization of best practices

• Identify performance trends and drivers/ 
influences for targeted  intervention

• Identify and respond to themes emerging 
from group data analysis, management 
meetings and clinical supervision

• Data analysis and response; efficacy of 
individual-level corrective action plans

AIM: ACTIONS:



Incident Management BI
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A picture is worth a thousand words!

Case 
Study

Vision

Engage 
Stakeholders

Planning

Agile

Development

Implement

Continuous 
Improvement



KHS Lessons Learned
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Lessons Learned
• Structure, Process and Content must be non-negotiable precursors 
• Balance an “All together now” with “individual innovation” approach  
• Communication and transparency are how you move the organization forward
• Engage and recognize key stakeholders early and often
• Systematically share good news and innovation
• Walk beside, listen to and deliver for SMEs and early innovators

Next steps
• How to harness and further enhance information sharing
• Improved automation of maintenance



Mainstay Life Services
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BI and Financial Performance
Jodie Esper

Chief Financial Officer



MLS – Situation Overview
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Traveling the BI Journey
• Building the foundation
• Monitoring daily/weekly operations

o Individuals Served, Units, Revenue, Productivity, OT

• Creating a metrics based decision-making culture
• Continuous data quality and integrity efforts
• Creating transparency for Executive Leadership and the Board



MLS – Goals & Objectives
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Objectives
• Support decision making for expansion and growth
• Continue to create access and transparency across the organization
• Create further automation in the maintenance of the data structures and reports
• Create the framework for predictive analytics

o Negotiating rates/contracts, setting fee structures
o CPS – Using authorizations to estimate potential revenue increases
o Preparing for Value-Based payment models

“The most reliable way to predict 
the future is to create it!”

Abraham Lincoln
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Continuous Improvement
• Analysis of what is needed in a changing 

environment
• Expansion of key stakeholders and their needs
• Expansion of data structures, analytics, and 

reporting
• Create the ability to respond to the unexpected
• Continued focus on organizational 

improvement
• Maintaining a value check – Does it add value?

MLS – Approach

Innovation

Creativity

Inspiration
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• Being able to adjust 
to changes rapidly

• Decisions are made 
based on data

• Data is used 
weekly, monthly, 
quarterly and 
annually

MLS – Results
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MLS – Results
Sample Data
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MLS – Results

• Managing operational processes

• Understanding the facts

• A click away from the detail
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Lessons Learned
• BI is a journey that takes time to evolve, 

but creates flywheel innovation
• Be thoughtful, start with the end in 

mind and ask how will this be used
• Continue to monitor what is being used 

and innovate

Next steps
• Development of predictive analytics
• Continue to improve workflow 

automation
• Continued information sharing and 

creating a common language

MLS – Lessons Learned

Steps Forward 
Consistent with 
Core Business

Accumulation 
of Visible 
Results

Staff Energized 
by Information 

and Results

Flywheel Builds 
Momentum

The Flywheel Effect



Connecting the Dots

23

How to get started
1. Select an Executive Champion

2. Create a multidisciplinary team of key 
stakeholders

3. Complete a discovery process of current state

4. Prioritize and start with the end in mind

5. Define the right structure and technology
• ETL, Data Structures, Reporting

6. Create your plan and Roadmap

7. Execute in manageable phases and stay agile



Connecting the Dots
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Keys to Success
• Communicate and keep key stakeholders 

engaged and informed

• Persistence and patience, it is a journey

• Get the right people involved

• Take an iterative approach while staying 
focused on the end state

• Pay attention to the details, they make all 
the difference

• Never forget to provide value



Connecting the Dots
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Why is BI Important?
• The only thing for certain is change!
• Inadequate data management is costly and is linked to poor performance
• Data is an economic asset that is expanding and changing.  
• Data is the foundation to:

o Create alignment
o Drive organizational transformation
o Support fact-based decision making
o Manage performance and accountability
o Share knowledge and best practice

“Those who understand their data and use it to 
drive improvement… Survive!”



Thank You!
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Questions?


