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EXHIBIT A  

WILLOW GLEN  CRISIS RESIDENTIAL TREATMENT  

SCOPE OF WORK  

The CRT will provide a clinically-effective and cost- efficient alternative to 
inpatient psychiatric hospitalization.  

1. Provider Responsibilities:  

Provider shall operate a safe, supervised and home-like 10-bed Crisis 
Residential Treatment (CRT) facility in _______ County, for adult 
consumers who require mental health crisis services with community-
based treatment as an alternative to institutional placements. The CRT will 
primarily serve consumers of _____ County; however, Provider may 
contract with other counties for available beds not reserved for County.  

The facility will be a 24-hour, 7 day a week Community Care Licensed 
crisis residential program that provides Medi-Cal eligible services. The 
maximum length of stay is expected to be 30 days, but extensions may be 
granted on a case-by-case basis.  

Provider will make available mental health services designed to:  

1. Meet the needs of voluntary consumers;   

2. Intervene with the psychiatric crises;   

3. Stabilize and maintain the mental health condition;   

4. Improve the functioning abilities of the consumer; and   

5. Coordinate discharge planning and provide activities to help clients 
transition to lower levels of care.   

The CRT will focus on:  

• symptom management,   

• crisis stabilization,   

• medication evaluation and management,  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• behavioral management and monitoring,   

• community reintegration,   

• interpersonal skill building,   

• peer support, and socialization   

 

• In addition, the Provider will offer education to families about mental 
health conditions and how to support the family member in 
treatment.  Provider shall provide services to consumers that meet 
the Program Objectives, including:  

• Intervention with the emotional or behavioral episode, stabilizing 
and maintaining the mental  health condition and improving 
the functioning abilities of the consumer.   

• Preventing consumers who are having a psychiatric crisis from 
needing an acute psychiatric  intervention.   

• Reducing recidivism to higher levels of psychiatric care.   

• Providing programs focused on communication & behavior 
management that assists consumers in  developing coping 
skills, social skills, and daily living skills in order to return 
home.   

• Assisting the consumer to actively participate in their treatment 
through education, support and  encouragement of self-care 
and self-responsibility, social normalization, symptom 
management, medication monitoring, access of community 
resources, interpersonal skill building, peer support and 
socialization.   

• Promoting the optimal level of functioning and stabilization for 
each consumer.   

• Providing Coordinated Case Management Services with the 
County Behavioral Health to ensure  continuity of care and 
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discharge planning.   

• Developing program components, methods and systems to meet the 
needs of adults as a result of behavioral health or psychiatric crises. 
  

• Recruiting and developing qualified professional, para-professional, 
consumer and volunteer staff who are experienced with the needs of 
the mentally ill adult.   

• Preparing and maintaining an environment supportive of program 
principles.   

• Developing and monitoring quality standards appropriate to the efficacy 
of care of consumers that  meet all regulatory, legal and program 
requirements; consumer and family member satisfaction  surveys.   

• Developing and monitoring Quality Management criteria to meet 
consumer and program goals.   

• Maintaining consumer, agency and provider relations for the benefit of 
the consumer and their  family.   

• A. Referrals:   

• Referrals will be made through appropriate channels including the 
County Crisis Phone Team and the Willow Glen Access team   

• Referrals may be made 7 days per week, and 24 hours per day.   

• The Provider will communicate bed availability or scheduled discharges 
to the County once a day, at a  mutually agreed upon time.   

• Provider staff must receive a complete referral packet on all potential 
clients prior to considering for admission.   

• Notifications regarding acceptances/denials or the need to assess in 
person will typically be made within four admission hours of the 
Provider receiving a complete referral packet.   

• For any referral, provider may request to meet with the consumer prior to 
acceptance.  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• Any consumers who appear acutely intoxicated, currently under the 
influence of a substance, or who  may be going through 
detoxification will be examined carefully, and their admission may be 
delayed at  the sole discretion of the Provider and the Provider’s 
Medical Director.   

• Provider representatives will attend relevant county staff meetings when 
appropriate.   

B. Admission  

• Admission shall be limited to voluntary adults 18 years or older who have 
a qualified mental health diagnosis or have been dually diagnosed 
and who may have a stable environment to return to after discharge; 
however, no one will be refused due to homelessness or being at 
risk of homelessness.   

• Individuals admitted shall not have any prohibited health condition, as 
defined by the California Department of Social Services, California 
Department of Health Care Services and Health and Safety Code 
(Title 22, Regulation 81092), and must not need a higher level of 
medical or psychiatric care.   

• Admission hours will typically be 8:00am-10:00pm.   

• County may transport clients to the Crisis Stabilization Unit (CSU) during 
the referral and review  process.   

• In some instances, if the consumer is a currently admitted to the 
County’s Psychiatric Health Facility  (PHF) or CSU, Provider’s staff 
will meet County staff and consumer at the County site and 
accompany consumer to the CRT. County staff may accompany 
CRT staff and consumer on a case-by-case basis.   

• At the time of admission, appropriate Provider staff shall conduct a 
comprehensive intake assessment with the client. Based on this 
assessment, both a treatment plan and discharge plan will be 
developed.   

The treatment plan will focus on crisis intervention services necessary to 
stabilize and restore the  
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individual to a level of functioning that does not require hospitalization.  

• Provider’s prescribing staff may confer with consumer’s current doctor 
regarding the client’s current  medication regimen.   

• Provider staff and County will coordinate/share consumer clinical 
information, including, but not limited  to medications, psychosocial 
history, diagnosis, treatment planning and discharge planning in 
order to  best serve the client in their recovery.   

• County will provide transportation for County clients being admitted to 
the CRT   

 

• C. Staffing:  Provider will ensure the CRT program is appropriately 
staffed based on the census and acuity of the milieu. The CRT will at 
all times be staffed in a manner consistent with both Title 9 and Title 
22 regulations. Specifically, the CRT will employ a qualified Program 
Director, Activities Director, and a sufficient number of qualified 
direct care staff (including LVNs and LPTs as shift supervisors). In 
addition, the CRT program will have access to a Psychiatrist and 
Physician via telephone 24 hours per day, and will contract with 
other prescribers for on-site medical and psychiatric oversight.  D. 
Documentation:  Program documentation will be in compliance 
with all Title 22 and Title 9 regulations. Documentation will be made 
available to County representatives when appropriate. A qualified 
Provider representative will conduct regular and as needed 
Documentation and Utilization Reviews. County trainings and 
technical support may be available to Provider staff as necessary.  
E. Services:  Services are individually targeted and focused on 
comprehensive life skills development, to reduce the consumer’s 
dependence on higher levels of 24-hour care and emergency 
psychiatric services, and to maintain an independent living 
arrangement. Structured services and activities are offered to 
consumers during day and evening hours, seven days per week. A 
general outline of the services is as follows:   

• Crisis Intervention – This intervention method is used when a consumer 
presents with behavior or emotions out of control, or when situations 
arise that have the potential to be out of control. The intervention will 
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involve individual counseling/intervention techniques that allow the 
consumer to be expressive in a safe environment, to engage in 
problem solving and to participate in rational decision- making 
activity. The intervention may involve active participation by qualified 
CRT staff to resolve emergency health and safety needs, and 
conduct other mental health assessments. This element is available 
to consumers twenty-four (24) hours, seven days per week.   

• Medication Evaluation and Management – Prior to admission, all 
consumers (or consumer documents) will be assessed by an 
appropriate prescriber for current and continued pharmacological 
needs. Additional needs for medication will be handled by the 
facility’s Medical Director or will be referred to the consumer’s family 
physician or a consulting primary care physician. All medication used 
at the CRT will be ordered by a physician and monitored by qualified 
CRT staff. Consumers will self- administer medications under CRT 
staff supervision. Medications will not be used as a substitute for 
staff or for limiting or restricting consumers’ rights.   

• Wellness and Recovery Services – The CRT adopts the principles of 
Wellness and Recovery into its program model and service delivery. 
Consumers will participate in co-authoring needs plans utilizing a 
strength based approach to identify and develop skills that assist the 
consumer in managing their illness, including behavioral and 
symptom management, medication monitoring and interpersonal 
coping skills. Family participation is encouraged in helping the 
consumer to restore hope, self- responsibility, empowerment and a 
meaningful role in their recovery.   

• Medical Service Referral – Consumers with medical conditions or 
emergent medical needs will be referred to appropriate medical 
services or assisted with making arrangements with their primary 
physician or other health care providers. When appropriate, 
professional care may be provided in the   

   
CRT by qualified consultants or other qualified providers. If a higher level 
of care is indicated and the consumer needs temporary placement outside 
of the CRT, every attempt will be made to secure the consumer’s return 
placement.  

• Community/Peer Support Groups – consumers and their families will be 
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aided by both internal and external participation in groups which may 
include: Alcoholics Anonymous, Narcotics Anonymous, Al Anon, 
California Alliance for Mentally Ill, and others as necessary and as 
available to the consumers of the CRT. Some of the groups may be 
held at the CRT for the benefit of the consumer. Most meetings will 
be in the community and involve others besides the consumers of 
the CRT. The goal of this element is to link consumers and their 
families with community support systems.   

• Consumer Advocacy – Advocacy services are offered to all consumers 
and their families in general through scheduled information meetings 
at the CRT. Consumers with special needs will be coordinated with 
proper county agencies such as Adult Protection Services, the 
County Conservator and the County Mental Health Case Manager. 
Information may include, but is not limited to, assistance with living 
arrangements, financial aid, treatment referrals, medical services, 
legal advice, and disability services.   

• Community Socialization – Community interaction is a key program 
element for consumers. Planned community involvement is 
scheduled regularly to involve consumers with community activities 
related to normal daily living skills, recreation, social gatherings, 
education, and spiritual services. Consumer abilities are assessed 
and goals are established for each individual to determine the most 
appropriate activity. Family participation is encouraged in many 
activities.   

• Therapeutic Community – Consumers will participate in decisions related 
to their individual needs plans, as well as, the small community in 
which they reside. Daily meetings are planned to deal with problems 
of the consumers living together, plan activities, assign duties, 
address complaints, and support each other.   

• Planned Activities – A planned activity schedule will be posted on the 
consumers’ bulletin board which represents the efforts of the 
consumers and staff to design activities that will best meet the needs 
of the consumers. The activities will represent the social, 
recreational, educational, and spiritual needs of the consumers, both 
individually and collectively. Special efforts will be made to allow for 
family participation in the activity schedule. Therapeutic activities 
may include arts and crafts, physical activities, exercise class, music 
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therapy, gardening, shopping, cooking, community events, spiritual 
services, picnics, movies and games.   

• Daily Living Skills – Consumers are expected to participate in normal 
daily living responsibilities at the CRT. Meal preparation, cleaning 
personal and common spaces, personal laundry, grooming, and 
hygiene are activities that most consumers will be able to engage in 
without much assistance from staff. However, if consumers are not 
able to perform the routine tasks of daily living because of a 
debilitation or disability, staff will assist the consumer with these 
tasks and work to help the consumer work through the debilitation or 
provide ongoing assistance to those with disabilities that will not be 
corrected during their stay at the CRT.   

• Coordinated Case Management – All consumers will be supported with 
on-site case management services during their stay at the CRT. 
These services will coordinate with all external agencies that are 
involved with the consumers. The primary focus is to provide a 
collaborative process of assessment, planning, facilitation and 
advocacy in order to meet the consumer’s ongoing health needs. 
Special cooperation will be given to the County Case Manager 
assigned to the consumer. Each consumer will be afforded the 
opportunity to participate in the development of their needs plan. 
The consumer’s family will also be given the opportunity to provide 
input into the plan of care when appropriate.   

• Discharge Planning – Active discharge planning will begin at the time the 
consumer is admitted into the program, which will include scheduling 
an appointment with the referred County clinic and communication 
with the site regarding the discharge plan. Assessment, planning, 
identification of barriers to discharge and strategies to ensure the 
continuity of care will be tailored to each consumer utilizing a 
strength-based approach. Additionally, the consumer will be given a 
plan for continued care which describes how to access further 
treatment support groups, assistance from other agencies, and 
information on relapse prevention.   

2. County Responsibilities:  

• Emergency response teams will make their best effort to help provider 
deescalate situations in time of crisis.  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• Shall facilitate transportation of County consumers to CRT.   

• Coordinate case management of County consumers.   

• Technical support and training, which includes but not limited to HIPAA 
compliance, documentation,  and cultural compliance training.   

• Utilization Review and Quality Assurance   

• County will maintain first right of refusal for County’s annual dedicated 
beds and will reevaluate each  fiscal year. County will communicate 
the dedicated capacity needs to Provider 60 days prior to contract 
termination each fiscal year. Provider may, on an annual basis, 
contract separately with other counties for the remaining available 
bed days not dedicated to County.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Sample Budget – See Page 10 
 
 
 
 
 



Willow Glen Care Center – CRT Scope of Services  10 

EXPENSES  
   ACTIVITY SUPPLIES 1,800.00  
   ADMINISTRATIVE SERVICES 110,000.00  
   BANK CHARGES 0.00  
   COMMOM AREA MAINTENANCE 0.00  
   CONTRACT SERVICES 200,000.00  
      DECLARATION SERVICES 0.00  
      DIETARY 0.00  
   DEPRECIATION EXPENSE 0.00  
   EQUIPMENT RENTAL 5,621.28  
   FACILITY LEASE 68,694.04  
   FOOD & SUPPLIES 54,000.00  
   HOUSEKEEPING SUPPLIES 13,200.00  
   INSURANCE 35,990.04  
   INSURANCE - WORKER'S COMP. 48,452.80  
   INTEREST EXPENSE 0.00  
   LEGAL AND ACCOUNTING 0.00  
   LICENSING & CERTIFICATION 1,200.00  
   MAINTENANCE & GROUNDS 4,000.00  
   MEALS & ENTERTAINMENT 300.00  
   MEDICAL EXPENSES 1,800.00  
   MISCELLANEOUS 120.00  
   OFFICE EXPENSE 9,600.00  
   OTHER SUPPLIES 1,200.00  
   PAYROLL TAXES 40,924.56  
   PERSONNEL EXPENSE 600.00  
   PROPERTY TAX 850.00  
   REPAIRS 0.00  
   SEMINARS & EDUCATION 0.00  
   STAFF APPRECIATION 1,800.00  
   SUBSCRIPTIONS 0.00  
   TAXES 0.00  
   TELEPHONE 0.00  
   TELEPHONE LEASE 0.00  
   TRAVEL 4,000.00  
   UTILITIES 22,000.00  
   VEHICLE LEASE 7,094.76  
   WAGES 534,961.58  
TOTAL EXPENSES  $    1,168,209.05  
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