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OVERVIEW 

WHAT IS PQI? 
PQI is Performance & Quality Improvement. It is the way that KDS constantly works 

to provide better services, improve the school, meet family and customer needs, 

and support and train staff. PQI is circular, so that we are constantly reassessing 

and reevaluating all aspects of KDS, and PQI should be comprehensive, involving 

internal and external stakeholders looking at all facets of KDS missions, 

management, and operations.  

The KDS PQI process is informed by stakeholders and data, and in turn, it informs 

all KDS processes and decisions. KDS uses the Deming Cycle as its PQI model. 

WHAT DOES PQI EXAMINE?
PQI looks at both processes and outcomes. This means that all stakeholders are on the lookout for ways to improve 

all aspects of what we do. The areas that are examined by PQI include, but are not limited to, Case Records/Student 

Files, Financial Accountability, Employee Training and Retention, Student Serious Incident Reports, Workers’ 

Compensation Claims, Licensure Compliance, Progress Toward Goals, Student/Parent Feedback, Stakeholder 

Surveys, Student Progress, Student Census & Discharge Data, the PQI Process itself, and more. 

WHO IS IN CHARGE OF PQI? 
You are—everyone is! PQI involves every stakeholder for KDS: each employee, parent, caseworker, student, donor, 

Board member, and even community friends. Every person involved with KDS has the right and responsibility to 

provide input for and implement change. There is also an official PQI Team, charged with formally collecting and 

analyzing data and processes, making recommendations, and facilitating change and communication among all 

stakeholders. The PQI Committee consists of the Executive Director, Program Director, Operations Director, Clinical 

Director, Residential Director, Principal, Director of Center for Autism, Controller, and the Staff Training Coordinator. 

WHAT IS THE ANNUAL PQI REPORT? 
This is a report that KDS publishes every year, to hold itself accountable to high standards, and to share that 

accountability with all stakeholders. It is a tool that clarifies what KDS does exceptionally well and highlights 

opportunities for improvement. This report shares quite a bit of data that has been compiled over the past year, but 

no report can ever tell the true story of the impact of The King's Daughters' School. The true impact of KDS is in the 

lives of the students who are served every day: the middle-school girl who has learned to advocate for herself and 

handle her frustrations so well that she can return home and go to her public school; the young boy who was in foster 

care, and who has mastered communication skills and found a “forever” adoptive home; the young adult who 

struggled to find his place, but now has friends, a true community, and participates in every after-school club he can. 

These are the stories and the real impact behind this report: The lives that are daily Challenged, Empowered, and 

Loved at The King's Daughters' School.  
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MEASURES & OUTCOMES 

GOAL ACHIEVEMENT 
Organizational goal achievement is central to continuous 

improvement, so KDS measures both progress toward strategic (long-

range) goals and progress toward annual departmental goals.  

KDS closed out its 2016-20 Long-Range Plan in late 2020, and 

launched a new Strategic Plan in 2021. The former Long-Range Plan 

called for KDS to improve services in two primary ways. First, the 2016-

20 Plan called for equipping staff with best practices, which KDS was 

proud to do through the rejuvenation of the onboarding and annual 

training processes, and the addition of dedicated clinical services 

(including the addition of a Clinical Director position, Case Managers 

for all students, and weekly Treatment Team meetings). Second, the 

former Plan challenged KDS to define and refine adult services, which 

included the redevelopment of the Young Adult Academy classroom 

structure, stronger investment and scholarship guidelines, and 

improved Admissions processes to ensure clear communication and 

expectations for adult—and all—potential students. (One long-term goal 

of providing community-based therapeutic services was previously 

discarded due to financial feasibility issues.) The final outcomes 

related to 2016-20 Long-Range Plan are reflected here, against a 

benchmark that set the expectation at 80% completion.   

The new KDS Strategic Plan (2021-26) was developed with Board, 

staff, and family input in late 2020, and it was adopted by the Board of 

Directors in early 2021. It calls for progress in the areas of vocational training, improved employee experience, and 

continual improvement in key operational and programmatic areas.  

KDS develops annual goals for each department, based upon the annual 

Stakeholder Satisfaction Surveys, program needs and opportunities, and the 

Strategic Plan. In 2020-21, amidst the COVID pandemic, KDS departments were 

encouraged to focus-in on important goals that would allow KDS to remain 

operational during the global pandemic and also support the Strategic Plan. The 

outcomes related to Annual Goals here reflect the aggregate departmental 

implementation of the 2020-21 school year Annual Goals. These are measured 

against an anticipated annual completion rate of 80%. 
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Measures & Outcomes 
(continued)

OPERATIONAL EFFECTIVENESS & RISK MANAGEMENT

Operational health and stability are vital to ensuring that KDS can provide quality 

services; KDS measures several aspects of operational effectiveness and risk 

management to ensure that the organization is sound. 

Financial stability in operational effectiveness refers not just to financial health but 

also to healthy controls, practices, and oversight; as a result, this outcome touches 

both operational effectiveness and risk mitigation. KDS measures financial stability 

in multiple ways, but here, the monitoring tool is the annual independent audit, 

where the expected outcome is that there will always be recommendations for 

improvement but no serious findings. 

Workforce stability is another measure of operational effectiveness, as it sets the foundation for student services; it 

also contributes to risk mitigation in that a stable workforce can be best and most effectively trained. The workforce 

stability outcome measures current staff retention against 

the historical benchmark set during the three previous 

years. 

Organizational risk, especially for a social service 

organization serving a vulnerable population, is multi-

faceted and ongoing. KDS evaluates multiple risk areas 

quarterly and annually, with the expectation that not all risk 

can be anticipated, but that much can be, and KDS has an 

obligation to be proactive in identifying and mitigating those 

areas. KDS sets examines two areas to help frame both 

thinking about and acting upon potential risk. The first is 

updating the Policy & Procedure Manual annually (to ensure 

that Board, student, and staff policies are effective and 

appropriate, and are compliant with applicable regulations). 

The expectation here is for 100% annual compliance. The 

second area is maintaining or reducing the workers 

compensation experience mod from year to year (to ensure 

that actual staff practices are safe and being followed). For 

this area, the benchmark is the average of the three 

previous years.  
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Measures & Outcomes 
(continued)

PROGRAM/SERVICE DELIVERY EFFECTIVENESS

Program and service delivery effectiveness looks at programming before, during, and after delivery: are program 

services being offered to the appropriate candidates, is the program being delivered according to requirements and 

needs, and are stakeholders pleased with the services?  

KDS programs have various benchmarks to ensure that service delivery is being conducted according to established 

frameworks. KDS conducts file reviews quarterly, to evaluate multiple service delivery areas, including timeliness 

of assessments. KDS annually aggregates compliance with assessment timelines, with the expectation that at least 

90% of all assessments will be completed within established licensure and educational timeframes.  

All programs are expected to provide services in a way that values student dignity and rights. In order to determine 

efficacy in this area, KDS monitors student rights violations quarterly, with the expectation that there should be 0 

aggregate annual student rights violations. Therefore, KDS’s performance in this area is measured annually against 

an expected benchmark of 0. 

Finally, programs must meet the expectations of stakeholders. KDS measures stakeholder satisfaction, with the 

goal of continuous improvement in meeting the expectations for all stakeholders (family members, contractees, 

and Board members) in educational, residential, and overall satisfaction. Annually, KDS measures itself against a 

benchmark that is an average of the past three years’ performance in each of these areas.  
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Measures & Outcomes 
(continued)

STUDENT OUTCOMES
Student outcomes are arguably the backbone of all data collection at KDS: student success is the most fundamental 

expectation for stakeholders, including KDS student and staff members themselves.  

Because each KDS area measures success in different ways, KDS uses different monitoring tools for each program; 

however, for each, KDS aggregates annual outcomes for all program participants and evaluates those against a 

historical benchmark (the average of the past three years), so that the expectation is always increasing overall 

student success. The monitoring tools are as follows: 

• Total Lifestyles Program: Incidents: the number of serious incident reports annually, with the expectation

that those are stable or decreasing. This is measured against a benchmark that is the average of the past

three years.

• Adult Lifestyles Program: Functional Status: the percentage of adult students whose life permanency needs

are met by preventing regression and allowing them to remain at KDS, as measured by adaptive testing.

This is measured against a benchmark of 100%.

• Both Programs:

• Adaptive Functioning Improvement: the percentage of increase in annual adaptive testing,

aggregated among all program participants. This is measured against a benchmark that is the

average of the past three years’ percentage improvements.

• Exit to Less Restrictive Environment: the percentage of those who exit to a less restrictive

environment. This is measured against a benchmark that is the average of the last three years.
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Measures & Outcomes 
(continued) 

Student Outcomes (continued)
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Measures & Outcomes 
(continued)

PROGRAM OUTPUTS
Program outputs speak to the quantitative results of programming as a whole. In many ways, program outputs tell 

the “big picture store” of the impact of a program. 

There are many ways for KDS to tell the story of the broad impact and efficacy of the program as a whole. 

Specifically, KDS reviews metrics that illustrate the scope of services (how many students were served, and where 

did they come from?) and qualifications of staff (are services being delivered by staff trained in best practices?). 

KDS aggregates and reports on the following, with corresponding benchmarks: 

• Total enrollment. KDS examines reasonable fullness of capacity of enrollment, with the goal being that KDS will

meet or exceed a total enrollment that is 85-95% full capacity, set each year during the budget process. (For

2020, that benchmark was 104. However, due to COVID, one residence hall was closed as a potential isolation

house, which brought the post-COVID effective benchmark to 99.)

• Diversity of referral sources. KDS works to ensure that students are enrolled from a variety of backgrounds and

demographics, with at least 60% of students coming from disparate sources (and no more than 40% from any

single referral source).

• Staff training in best practices. KDS strives diligently to ensure staff members are trained and exhibit core

competencies in best practices, specifically in positive behavior supports and crisis management for all

students, and in alternate communication for students with autism. KDS annually measures compliance and

competency in positive behavior supports/crisis management (Handle with Care system). KDS also measures

completion of training in TEACHH and/or PECS and/or AAC for all staff members working with students with

autism. The expectation (benchmark) is that 90% of staff will remain compliant with pre-employment and annual

certification in these best practices.
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Footnotes on areas where KDS failed to meet benchmarks for 2020-21: 
1. Service Delivery: Educational Satisfaction. We believe this is due to the closed groups and alternate schedules during COVID-19.

However, KDS has implemented additional goal-planning software and data collection tools, as well as work-based learning

initiatives for 2021-22 to help increase satisfaction in this area.

2. Student Outcomes: Serious Incidents. This is a concerning trend. Although nearly ¼ of serious incidents occurred in students who

had to leave KDS for a more intensive environment (see below), this is still concerning. The trend may be partially related to COVID-

necessary closures, changes, and restrictions, but KDS is monitoring this monthly during 2021-22 to ensure the trend is reversed,

and is increasing staff training and mentoring in de-escalation.

3. Student Outcomes: Exit to Less Restrictive Environment. KDS discharged a high percentage of students to higher levels of care

rather than to less restrictive, more independent environments. This was due to emerging mental health issues in established

students (2+ years) or new students who immediately required a greater level of care than KDS could provide. KDS is continuing to

monitor mental health needs of current students through weekly Treatment Team meetings, to seek intervention as early as

possible, and has added additional admission criteria to help ensure students are appropriate for KDS prior to admission.

4. Program Outputs: Total Number of Students Served. One residence hall of 5 students remained closed throughout the 2020-21

school year as a potential COVID isolation house, which resulted in an inability to meet this benchmark.

Measures & Outcomes 
(continued) 
Program Outputs (continued)
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CONCLUSION 

In Conclusion… 

The Annual Performance and Quality Improvement (PQI) Report of The King's 

Daughters' School is important for many reasons: it allows KDS to take stock of the 

effectiveness of its programs and efforts, it provides transparency for stakeholders, 

and it is central to a culture of continuous improvement. 

For the 2020-21 school year, through these efforts, KDS identified areas to improve 

and is determined to address those. Rather than viewing these areas as deficits, KDS 

believes they are opportunities to learn more-- uncover the root of the issue and 

discern potential improvements-- and then to implement better practices. The end 

result is a better quality of life for KDS students, which makes this process exciting 

and full of hope!   

KDS also uncovered tremendous strengths during the same timeframe. The PQI report 

provides an opportunity to quantify key successes of KDS students and staff, which provides reassurance for 

stakeholders, pride for staff members, and opportunities and optimism for students and their families.  

Especially over the past year, though, the leadership at The King's Daughters' School wants to highlight the challenges 

and triumphs that are not as easily quantified through this report: The students who were able to remain in class as 

the nation’s classrooms shut down amid COVID-19. The children who learned to wear masks in spite of sensory and 

other challenges. The exceptional test scores that rose at KDS while others’ in Tennessee fell. And the dedication of 

caring, well-trained staff who were proud to be essential and to provide loving care in the face of the unknown.  

Together with this report, these tell the story of the 2020-21 

school year that could have been a stumbling block to student 

success, but instead was a stepping stone on a bright path 

toward an even brighter future! 

Challenging. Empowering. Loving. 
The King's Daughters' School 


