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Behavioral Health in the News



Impact on Health Employment



Impact on Health Employment



Digital Transformation Initiatives Continue to 
Accelerate Post-Pandemic 
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Impact of Staff Satisfaction

Provider Impact Organizational Impact

Increased Access to Care
Help more people with increased staff capacity

Improved Ramp Time
Faster ramp time for service providers doing 
clinical documentation

Better Morale + Less Turnover
Easier note-taking helps employee satisfaction

Less QA Headache
Catching errors on the front-end leads
to less back-and-forth with QA and
service providers

More Revenue
See more clients per week 

Payroll Savings
Save hours per month per service provider 

Faster Cash Flow
Cut days off payer reimbursement cycle

Reduced Risk of Recoupment
Better notes reduce the risk of recoupment



Innovation Through
Deep Research

Current State:

Notes in Batches

Highly Configurable

Very Manual Process







David Weden
Chief Administrative Officer, 

Integral Care



Who We Are

Founded in 1967

Serve over 29,000 individuals per year

Mental Health and Intellectual and Developmental 
Disability Authority for Travis County, Texas

Support adults and children living with:

• Mental illness

• Substance use disorder

• Intellectual and developmental disabilities

Services include:

• 24-hour helpline

• Ongoing counseling

• Drug and alcohol treatment

• Housing



Current Workforce Challenges

Increase in turnover

Various challenges to overcome

• Cost of living

• Hazard pay

• Work-life balance changes

• Fear of pandemic

• Safety in workplace

Need to address on different levels

• Pay

• Experience

• Perception



Employee Experience

Incorporating artificial intelligence

• Assist with notes and quality of 
documentation

Automation of processes

• Self-assessments

• Established dashboards

Ongoing support and education

• Talk with the Techs



Talk with the Techs!

New monthly series hosted by the Application 
Support team

EHR forum to discuss:

• Latest updates in myAvatar

• Known issues, tips and tricks

• Answer any questions regarding updates

• Provide a look into the technology roadmap and 
overview of upcoming pilots

Experts guide staff to smoother myAvatar user 
experience with a focus on extreme usability.

All sessions are recorded and can be re-watched 
anytime through a link in the Monthly EHR 
Newsletter.



Monthly EHR Newsletter
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I’m kind of an expert 

in this field



Recognition in a Book

~1996 Center for Behavioral 
Health stood up 1st website

Developed in house by guy who 
liked doing websites

~ 1997 Informed by a friend that 
our website had been featured in 
a book

We were very proud…



What’s not 
to love 

about this?



You’re in luck…there’s more

http://www.webpagesthatsuck.com/

http://www.webpagesthatsuck.com/


Rightly or not, 

government entities have a reputation 
of being hard to access.



What is “Good” Service?

Good service has nothing to do with what the provider believes it is; 

it has only to do with what the customer believes is true.  

Davidow, W.H., & Uttal, B. (1989, July-August). Service companies: Focus or falter. Harvard Business Review, pp. 77-85.

Good service results when the provider

meets or exceeds the customers expectations.



Online Issues

67% Customers have hung up the phone out of frustration because they could 
not talk to a real person

46% Online customers expect brands to provide customer service on Facebook 
(23% actually do)

70% Companies ignore customer complaints on Twitter

83% Complainants that received a reply on social media liked or loved the fact 
that the company responded

41% Consumers expect an email response within six hours

36% U.S. companies respond in six hours 

14% Companies do not respond to emails at all

Forrester Technographics Customer Experience Online Survey



Unhappy Customers

Unhappy but 
quiet
96%

Complaining to 
you
4%

Zemke, R.  Service America: Doing business in the new economy 

Tri-County Mental Health Foundation Forum Series, Indianapolis, 1988

Beal, A. 96% of unhappy customers won’t complain to you, but will tell 15 friends [infographic]

https://www.andybeal.com/96-of-unhappy-customers-wont-complain-to-you-but-will-tell-15-friends-infographic/

91% will never return

https://www.andybeal.com/96-of-unhappy-customers-wont-complain-to-you-but-will-tell-15-friends-infographic/


Survey of people searching for a therapist:

For those who have taken the incredibly courageous first step of 
deciding they want to get help, 

trying to navigate the mental health care system* is kind of like 
finding themselves in the middle of a foreign city with no street signs 

or maps, 

where they don't speak the language, 

and where they are being asked to find their way home again on 
their own. 

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/


Survey of people searching for a therapist:

The search for a therapist was itself a stressor, on top of whatever pain, 
confusion, or distress the person was already experiencing.

• No way to shop or compare.

• Will my insurance pay for it?

Most people are not familiar with the lingo of therapy

• Therapist fit/CBT?DBT?/PhD?MSW?LCSW?MA?

Subset of people didn't know what they wanted/needed

Want to “try before you buy”

• Everyone, at least once, invested a good deal of time and money seeing a 
therapist, only to discover that they were not a good fit after several sessions.

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/


Built a website 
to help people 
navigate “the 

system”

https://projects.invisionapp.com/share/X6Q2LW2C3W2#/screens

https://projects.invisionapp.com/share/X6Q2LW2C3W2#/screens


Primary Takeaways

1. User Experience (UX) design is hard. 

2. We need a new language of mental health to describe issues, 
diagnoses, coping strategies and possible outcomes that people 
can understand. 

3. If we're going to fix the problem, we need to co-create the 
solution with both users and mental health providers. 

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/

https://www.linkedin.com/pulse/user-experience-mental-health-needs-major-overhaul-i-pollacksmith/


User Centered Design

User-centered design (UCD) is a collection of 
processes that focus on putting users at the 
center of product design and development. 

User Centered Design Principles & Methods. https://xd.adobe.com/ideas/principles/human-

computer-interaction/user-centered-design/

https://xd.adobe.com/ideas/principles/human-computer-interaction/user-centered-design/


3232

User-Centered Design Principles

• Users are involved in the design process from the very 
beginning.

• Critical design decisions are evaluated based on how they work for end-
users.

• Importance of requirement clarification.
• The product team always tries to align business requirements with user’s 

needs.

• Introducing user feedback loop in the product life cycle.
• The product team collects and analyzes feedback from users regularly. 

• Iterative design process.
• The product team constantly works on improving user experience; it 

introduces changes gradually as it gains more understanding about their 
target audience.

User Centered Design Principles & Methods. 

https://xd.adobe.com/ideas/principles/human-computer-interaction/user-centered-design/

https://xd.adobe.com/ideas/principles/human-computer-interaction/user-centered-design/


Rules of Thumb

Human Factors International (HFI) recommends 
following the “10%” rules of thumb:

• 10% of your IT staff should be user experience (UX) 
professionals

• 10% of your budget dedicated to UX.

Benefits of User-Centered Design. 

https://www.usability.gov/what-and-why/benefits-of-ucd.html (now digital.gov)

https://www.usability.gov/what-and-why/benefits-of-ucd.html


Digital.gov



Digital Accessibility for Impaired Persons

2021 investigation showed that nearly all of the Covid-19 vaccine 
registration websites reviewed weren’t accessible to people who are blind

Digital accessibility - designing webpages that are inclusive of people 
who have visual, motor, auditory, speech, or cognitive disabilities. 

Nearly 1 in 4 Americans — and more than 1 billion people worldwide 
have one of these disabilities

• Including 46% of people age 60 and older. 

Americans 65 and older projected to nearly double from 52 million in 
2018 to 95 million by 2060, federal officials have already identified the 
accessibility of online health information as an urgent need.

Krupa, A, Roark, JB, & Barrett, K. (2022). Hospitals need to make their websites as accessible as their physical 

spaces. StatNews. https://www.statnews.com/2022/10/31/hospitals-website-accessibility-needs-work

https://www.statnews.com/www.un.org/development/desa/disabilities/disability-and-ageing.html
https://health.gov/healthypeople/objectives-and-data/browse-objectives/health-it/increase-proportion-people-who-can-view-download-and-send-their-electronic-health-information-hchit-d09
https://www.statnews.com/2022/10/31/hospitals-website-accessibility-needs-work
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