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CCAC Performance Management Process Map (Revised January 30, 2013) 
 
Start/End 

 
Template 

 
Reference 
Document 

 
Action 

 
Decision 

 
 

PLAN Establish 
expectations and 
define proactive 

processes to address 
quality /performance 

concerns 
 

 
 
 
 

Routine contract 
monitoring 

DO 
Evidence based actions taken to implement  the plan 
and initiate the Service Provider Organization’s own 

continuous quality improvement  (CQI) activities 

STUDY 
Monitor  Service Provider interim and long-term actions 

to improve services and manage risk. 
Data driven analysis of sustainability of improvement 

 

 
 
 

CCAC 
 

PLAN 
 

SPO 
P 

ACT 
Escalation process and additional CQI cycle 

or contract remedy as required 
 
 
 
 
 
 
 
 
 
 
 
 

Performance 
Management Mtg 

Letter Template 
 
 
 

review 
required? 

 
 

NO 
 

Client Complaint/ 
Anecdotal Evidence/ 

Critical Event prompts 
ad-hoc contract 

performance review 
 
 
 
 

Review 
Frequency 
Guidelines 

 
Performance 
Management 

Framework 

 
YES Gather the facts / 

data collection 
of a quality/ 
performance 

issue? 
 
 
 

NO 
 
 

NO 

 
YES Review and validate 

findings with SPO. 
 
 
 
 
 

Is the concern 
validated and 

remains 
unresolved? 

 
 
 
 

Quality 
Improvement 

Notice Template 

 
 
 
 
 
 
 
 
 
YES 

 
 
 
 
 
 
 
 

Does the 
process need to 
be expedited? 

 
 

NO 
 
 

Issue Quality 
Improvement 

Notice 
 
 
 
 

SPO 
acknowledgment of 

 
 
 
 
 
 
 
 
 

YES 
 
 
 
 
 
 
 
 

Quality 
Improvement 

Notice Template 
 
 
 
SPO submission of 

S 
 
 

STUDY 
 
 

Issue Quality 
Improvement 

Notice 
 

Quality 
Improvement 

Notice Template 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Monitor 
achievement of 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Escalate 
 

 
 
 

NO 
 
 
 

Are 
timelines/ 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
YES 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Close Quality 
Improvement Notice 
when improvement 

achieved and sustained. 

 
Schedule 

Performance 
Management 

 
Executives of 

CCAC and SPO 
 
 
 

Are immediate 
remedies 

necessary? 
 

 
 

NO 
 

SPO develop/ 
update Action Plan 

as required and 
submit within 

prescribed time 
frames. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
YES 

2012 Service 
Agreement 

 
 
 

Provincial Risk 
Event 

Framework 

receipt of Quality 
Improvement 

Notice within 24 
hours. 

Action Plan within 
identified timelines. 

CCAC Review of 
Action Plan 

 
 
 
 
 
 
 
NO 

Action Plan 
complete? 

 
 
 

NO 
 
 
Further CCAC-SPO 

discussion and 
revisions to Action 

Plan. 

YES timelines and 
deliverables, as set 
out in Action Plan. 

deliverables 
achieved? 

 
 
 
 
 
 
 
 
 
2012 Service 
Agreement 

 
 
YES 

Are 
timelines/ 

deliverables 
achieved? 

 

 
 
 

NO 
 
 
 

Contract 
Remedy 

 
 
 

Review and 
Update Action 

Plan 

Does the 
NO remedy eliminate 

the issue? 
 
 

Close Quality 
Improvement Notice 

 
YES 
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CCAC Performance Management Process Map (Revised January 30, 2013) 
 
Start/End Template Reference 

Document 
 
Action 

 
Decision 

 
 
 

CCAC 
 
 
 
 

Routine contract 
monitoring 

PLAN   
 
SPO 

P 
 
 
 
 
 
 

review 
required? 

 
 

NO 
 

Client Complaint/ 
Anecdotal Evidence/ 

Critical Event prompts 
ad-hoc contract 

performance review 
 
 

Review 
Frequency 
Guidelines 

 
YES Gather the facts / 

data collection 
of a quality/ 
performance 

issue? 
 
 
 

NO 
 
 

NO 

 
YES Review and validate 

findings with SPO. 
 
 
 
 
 

Is the concern 
validated and 

remains 
unresolved? 

 
 
 
 

Quality 
Improvement 

Notice Template 

 
 
 
 
 
 
 
 
 
YES 

 
 
 
 
 
 
 
 

Does the process 
need to be 
expedited? 

 
 

NO 
 
 
 
Issue Quality 
Improvement 

Notice 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Quality 

 
 
 
 
 
 
 
 
 
YES 

S 
 
 
 
STUDY 
 
 

Issue Quality 
Improvement 

Notice 
 

Quality 
Improvement 

Notice Template 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Escalate 

 
Performance 

Management Mtg 
Letter Template 

 
 

Schedule 
Performance 
Management 

Meeting with Senior 
Executives of 

CCAC and SPO 
 
 
 

Are immediate 
remedies 

necessary? 
 

Performance 
Management 

Framework 

 

 
 
 

SPO 
acknowledgment of 

Improvement 
Notice Template 

 
 
 
 
Monitor 

NO 
 
 
 
Are 

 

 
 
 
 
Close Quality 

 
 

NO 
 

SPO develop/ 
update Action Plan 

 

 
 
 
YES 

 
2012 Service 
Agreement 

receipt of Quality 
Improvement 

Notice within 24 
hours. 

SPO submission of 
Action Plan within 

identified timelines. 

CCAC Review of 
Action Plan 

Action Plan 
complete? 

 
YES 

achievement of 
timelines and 

deliverables, as set 
out in Action Plan. 

timelines/ 
deliverables 
achieved? 

 
YES Improvement Notice 

when improvement 
achieved and sustained. 

as required and 
submit within 

prescribed time 
frames. 

 
 

Provincial Risk 
Event 

Framework 

 
NO 

 
 

Further CCAC-SPO 
discussion and 

NO revisions to Action 
Plan. 

 
 
 
 
YES 

 
 

Are 
timelines/ 

deliverables 
achieved? 

 
NO 

 
 
 

2012 Service 
Agreement 

Contract 
Remedy 

 

 
 
 

Review and 
Update Action NO 

Plan 

Does the remedy 
eliminate the 

issue? 
 
 
 

YES 
 
 

Close Quality 
Improvement Notice 


