	Adoptions Program Community Review


The Community Review of the Adoptions Program was conducted January 23 through January 25, 2006.  The review panel included Jerry Floyd, Micki Fuller and Sidney Schiller.
This report is divided into the following five parts:

1. Program Description

2. Review Process

3. Summary of Findings, which summarizes the reviewers’ findings about the program’s performance in each reviewed area.  This part also includes recommendations and suggestions for improvements.

4. Review Scale with Results and Comments that includes a description of the areas reviewed and the review scale and the review areas with the panel’s scoring results.

5. Attachments

Program Description

Review Process

During the Conservation Corp’s three day community review, panel members had the opportunity to meet the staff and observe crews.  A campus tour was also given.  A program overview and a description of program research were discussed by the director and the crew leader and policy committee president.  Current members and crew supervisors presented to the panel.  The role of the project sponsor, a discussion of projects and training as well as an explanation of work and service projects were included in the review.  Reviewers talked with project sponsors and went on site visits to observe projects.  The staff outlined the Corps’ outcomes measures, customer service process and infrastructure design.  Various documents were reviewed by the panel.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Exceeding Expectations
Many aspects of the program exceeded expectations.  Major examples include:

· Planning and staff participation related to numerous recruitment efforts.

· Foster/adoptive parent(s) orientation and training program.

· Post-adoption services related to adoption search, contact and reunion services.

· Post-adoptions services through a partnership with CASE.

· Trained staff to perform fingerprinting.

Aspects of the Program that are Meeting Expectations

The report on program measures reflects that the Adoption Program is meeting the expected state goal for FY06.  For two years, FY04 and FY05, the report shows a higher number than set for one of the two measures.

Aspects of the Program that Need To Be Developed Further

Question #34 on the foster/adoptive parent application asks whether the foster/adoptive parent would allow visitation in their home by the biological parents and suggest only a simple yes or no answer is required.  The form should encourage the foster parent to describe the circumstances under which such visits would be granted or denied.

Indeed the entire area of visitation should be reviewed because the blanket denial of home visitation provides ammunition to (and may encourage) lawyers who are seeking grounds upon which to appeal Termination of Parental Rights (TPR) cases (see attachment 1).

Additional Comments and Recommendations

· Two major categories on the “program measures” form , Efficiency and Inputs have little bearing as to whether or not the program mission is being met.  These measures – time studies and costs confuse rather than highlight outcomes and outputs.  More to the point would be measurements related the numbers of children with plans of adoption where reports are made of abuse/neglect, adoption disruptions and adoptions dissolutions.

· The part of the brochure titled “All About Adoption,” which addresses financial assistance limits assistance to children with special needs.  The general public may have a different perception of what constitutes a special needs child.  Therefore, special needs should be defined so that potential perspective adoptive parents are not deterred.  The DHR pamphlet, “Adoption Assistant Handbook” defines children with special needs in the glossary of terms section (see Attachment II).

· Permanency Plan reports should exclude subsidy cases as part of the “Plan of Adoption” caseload.  Further, charting the number of State funded cases and separately charting the Federally funded subsidy cases is recommended (see Attachment III).

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations

This is a difficult program to administer.  It is a given that part of the customer base will be unhappy.  In terms of primary customers, i.e. the children, the department considers their needs primary and they do a good job of caring for them.

Aspects of the Program that are Meeting Expectations

Translation services and the program’s need for Braille, sign language etc. was not discussed too much during the review.  The program may not have had much need for it in the past.  Therefore, these areas are rated them as meeting expectations. 

Aspects of the Program that Need To Be Developed Further

See my previous asterisked notes. 

Suggestions for Improvement

Additional Suggestions for Improvement:

The reviewer who evaluated this section understand the need for intense documentation but, viewed the amount of paperwork as voluminous, which somehow needed somehow to be controlled to free up time for the workers to spend with their clients.  The program also needs an inventory system for forms and printed materials…Good forms design is also critical to get good information and should also eliminate redundancy.  The only complete record should not be a paper record.  It needs to be stored on another permanent medium to guard against loss from fire, water, tampering etc. 

Additional Comments and Recommendations

In general, the department does a difficult and sometimes heartbreaking job, admirably.  The review panel is impressed with their dedication to the children, the parents, foster/ adoptive and biological, and to each other.  The department should be commended for their unwritten mantra to ‘never give up on a child’.  

Useful Trends/Information for other DHHS Programs and Contractors

Same comments apply with regard to paperwork and record keeping.
SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations

The entire Adoption Program staff evidenced a keen and highly commendable awareness of cultural competency and its role in the implementation of equitable services for all of its clients. Multi-language competency seems to be questionable and less profound. Client referenced data from the program showed that their client base is comprised of 62% African Americans, 17% Caucasians, 3% Asians, 17% Bi-Racial (presumably this includes Hispanics), and one percent other (Africans). Given these extenuating circumstances, Language competency, while desirable, may not be as crucial and require the highest priority to deliver the very best services to clients.

Additional Comments and Recommendations

Words are inadequate to best describe or portray the level of dedication that is extant among the Adoption Program staff that was witnessed by the Review Panel. It was abundantly clear to us that every social worker agonized personally and professionally over the actions required to successfully implement the TPR—Termination of Parental Rights functions. However, to their everlasting credit, each was imbued with a unitary focus. That is, to ensure that affected children get a second chance in life. Our unanimous conclusion is that society, through their efforts, has no greater purpose than to support this institution so dedicated to the function of “saving” children.

REVIEW SCALE WITH RESULTS AND COMMENTS

Areas for Review and Rating Scale

The panel rated the program in the following areas:  

Section I—Achieving Outcomes, which includes Developing Outcomes, Charting Results and Creating and Nurturing Partnerships.

Section II—Providing Customer Service, which includes Identifying, Responding to and Anticipating and Evaluating the Needs of Customers.

Section III—Building an Effective Infrastructure, which includes Supporting Outcomes through Personnel, Budget and Technology and Training.

The panel used the Community Review tool to guide their findings, which consisted of the following five point Likert scale:  

Not Meeting


    Meeting


              Exceeding

     
Expectations


  Expectations

        
Expectations



   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Adoptions Program Community Review:

Far Exceeding Expectations (5)
· There is evidence of highly exceptional performance.
Above Expectations (4)

· Program is doing above the department’s/agency’s expectation.
Meeting Expectations (3)

· Expectations are being met by the contract, agency’s mission or the panel’s own reasonable presumptions.
· There is evidence neither showing exceptional performance nor evidence showing failure to perform.
· If panel finds a mix of evidence showing both excellence and poor aspects of performance, they might place a program in this category.
· The panel views the category as positive performance.
Below Expectations (2)

· There is evidence of minimal effort.
· A program may be rated a two if they are attempting to meet the expectation in this area but do not have all the resources necessary.  In this case, it is not a negative rating and will highlight a program’s need.
Not Meeting Expectations (1)
· There is evidence that performance is falling short of expectations.
SECTION I.  ACHIEVING OUTCOMES

	
	Score

	A.  Developing Outcomes
	1
	2
	3
	4
	5
	N/A

	1.  Able to describe the program’s mission
	
	
	
	
	x
	

	2.  Clear about community-wide outcomes
	
	
	
	
	x
	

	3.  Able to describe the specific impact of 

     the program 
	
	
	
	
	x
	

	4.  Have outcome measures in place to 

     measure results
	
	
	
	
	x
	

	5.  Able to indicate how the program’s

    outcome measures address client’s 

  well-being
	
	
	
	
	x
	

	  6.  Able to indicate how the outcome measures are linked to the program’s mission
	
	
	
	
	x
	

	7.  Using research on “what works” to achieve the program’s mission and improve the outcome measures
	
	
	
	x
	
	

	8.  Applying research to develop and/or change strategies.
	
	(
	
	x
	
	

	9.  Clearly articulating the key result in program descriptions and publications 
	
	
	
	
	x
	

	Frequencies
	
	
	
	2
	7
	

	Subtotal =  43 out of a possible 45
	


	
	Score

	B. Charting Results
	1
	2
	3
	4
	5
	N/A

	1. Using a standardized assessment tool to measure success
	
	
	
	
	x
	

	2. Using a computer to collect and track program outcome data.
	
	
	
	
	x
	

	3. Identifying/setting targets for outcome measures
	
	
	
	
	x
	

	4. Incorporating information about progress toward program key results in reports outside DHHS
	
	
	
	x
	
	

	5. Comparing the program/results trends with other communities, the state or the nation
	
	
	
	x
	
	

	Frequencies
	
	
	
	2
	3
	

	Subtotal =   23 out of a possible 25
	


	
	Score

	C. Creating and Nurturing

      Partnerships
	1
	2
	3
	4
	5
	N/A

	1. Able to clearly identify what County system of services the program is under?
	
	
	
	
	x
	

	2. Establishing relationships (other parts of DHHS)
	
	
	
	
	x
	

	3. Establishing relationships (other parts of county government)
	
	
	
	
	x
	

	4. Establishing relationships (other agencies outside of government)
	
	
	
	
	x
	

	5. Identifying additional partnerships
	
	
	
	
	x
	

	Frequencies
	
	
	
	
	25
	

	Subtotal =   25 out of a possible 25
	


SECTION II.   PROVIDING CUSTOMER SERVICE

	
	Score

	A. Identifying the Needs of Customers
	1
	2
	3
	4
	5
	N/A

	1. Identifying primary and secondary customers
	
	
	
	x
	
	

	2. Aware of how customers come into the program
	
	
	
	x
	
	

	3. Using explanations of eligibility criteria that are clear 
	
	
	
	x
	
	

	4. Maintaining information in a variety of formats and languages
	
	
	x
	
	
	

	5. Using translation services, such as the AT&T language line, the Language Bank, etc.
	
	
	x
	
	
	

	6. Delivering services in a sensitive manner in terms of cultural diversity
	
	
	
	x
	
	

	7. Knowledgeable about how to provide materials for customers with specific needs
	
	
	x
	
	
	

	8. Identifying needs of customers on an individual basis
	
	
	
	
	x
	

	9. Employing a positive tone
	
	
	
	x
	
	

	10.  Ensuring that customers understand      

       access and intake process
	
	
	
	x
	
	

	11.  Encouraging staff to make a 

       concentrated effort to please

       customers
	
	
	
	
	x
	

	Frequencies
	
	
	3
	6
	2
	

	Subtotal =  35 out of a possible 45*  
	


	
	Score

	B. Responding to the Needs of 

     Customers
	1
	2
	3
	4
	5
	N/A

	1. Offering services consistent with goals 
	
	
	
	x
	
	

	2. Offering services that are readily available
	
	
	
	x
	
	

	3. Easily accessible by phone, fax, e-mail
	
	
	
	
	x
	

	4. Accessible by TTY, use of the Maryland Relay Service and other assistive devices
	
	
	
	
	
	x

	5. Delivering services in comfortable facilities that are accessible to people with disabilities
	
	
	x
	
	
	

	6. Maintaining a waiting list 
	
	
	
	
	
	x

	7. Attempting to meet the needs of customers on the waiting list
	
	
	
	
	
	x

	8. Referring customers to appropriate services if the program cannot provide the requested service
	
	
	
	x
	
	

	9. Demonstrating that staff work well together to serve customers
	
	
	
	
	x
	

	Frequencies
	
	
	1
	3
	2
	3

	Subtotal =  20 out of a possible 30*
	

	*Possible score reduced from 45 to 30 because item#4 was not observed) and the program does not have a waiting list (items#6 and #7).
	

	


	
	Score

	C. Anticipating and Evaluating the

     Needs of the Customer
	1
	2
	3
	4
	5
	N/A

	1. Able to demonstrate and document an awareness of customer satisfaction
	
	
	
	x
	
	

	2. Using Information to Improve customer service
	
	
	
	
	
	x

	3. Handling complaints/disputes through a clear written process
	
	
	
	x
	
	

	4. Offering a formal mechanism to make changes in the program based on lessons learned through the dispute process
	
	
	x
	
	
	

	Frequencies
	
	
	1
	2
	
	

	Subtotal =  12 out of a possible 20
	

	Comments:
· Customers don’t ordinarily choose to access this service…so this is difficult to rate.  Customers come in to care because of circumstances not choice.

· The staff all make concerted efforts to please the customers…depending on your definition of customer (whether primary or secondary) they are not always successful because of the reason for the clientele.

· Surroundings are somewhat shop worn…the rooms used for visitations should be brighter and more cheerful.


SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

	
	Score

	A. Supporting Outcomes through

Personnel
	1
	2
	3
	4
	5
	N/A

	1. Program has staff and appropriate resources to support program goals
	
	
	
	
	x
	

	2. Program utilizes management techniques to ensure that staff are effectively working to meet goals
	
	
	
	
	x
	

	3. Program has staff that is well-matched to program needs
	
	
	
	x
	
	

	4. Program has staff and others that see their jobs in terms of supporting program goals
	
	
	
	
	x
	

	5. Program has job descriptions and evaluations for each staff person.
	
	
	
	X
	
	

	6. Program has performance evaluations that are conducted on a regular basis
	
	
	
	x
	
	

	7. Program has job descriptions and evaluations that reflect the individual’s role in achieving the program’s mission
	
	
	
	x
	
	

	8. Program utilizes volunteers, consultants or has training opportunities for students
	
	
	
	
	x
	

	9. Program ensures that volunteers and consultants have an understanding of their role in supporting program goals
	
	
	
	
	x
	

	Frequencies
	
	
	
	4
	5
	

	Subtotal =  31 out of a possible 45
	

	Comments:

A1.  The program is staffed adequately.  It has a supervisor, six full-time licensed social workers, three part-time social workers, an administrative service overseer and a community support worker.

A5, 6 & 7.  Positive statements were reflected in the Program Self-Assessment but the actual documents or samples thereof were not provided to the review panel.


	
	Score

	B. Supporting Outcomes through 

      Budget
	1
	2
	3
	4
	5
	N/A

	1. Budget reflects and supports program goals
	
	
	(
	
	x
	

	2. Budget addresses all of the significant needs of the program 
	
	
	
	
	x
	

	3. Budget incorporates a process so that program needs not reflected in the budget are addressed in other ways
	
	
	
	
	x
	

	4. Budget incorporates a process that includes a recommendation from customers/advocates of the  program 
	
	
	x
	
	
	

	Frequencies
	
	
	
	
	
	

	Subtotal =   18 out of a possible 20
	

	Comments:

B1.  FY03 and FY04 budgets were leveled at $1.2 millions.  FY05 was increased to $1.3 million and FY06 was increased further to $1.6 million.  Thus, the funding meets the needs.

B3.  Unforeseen needs that arise and are not covered in the regular budget are met through allocations from other areas in the Child Welfare Budget.

B4.  Public forums for County budget preparations are available and citizens are encouraged to participate therein.  None of the evidence presented suggest that “customers” participate in these efforts in any systematic and organized way nor was there evidence to indicate that “customers” participate in other mechanisms in either summative or formative data collection processes.


	
	Score

	C. Supporting Outcomes through 

Technology and Training
	1
	2
	3
	4
	5
	N/A

	1. Program has appropriate and sufficient technology to support its work 
	
	
	
	
	x
	

	2. Program has technology available for work “in the field”
	
	
	
	
	x
	

	3. Program has staff that understand how technology can help them achieve goals
	
	
	
	
	x
	

	4. Program identifies training resources needed
	
	
	
	
	x
	

	5. Program makes use of County or other training resources
	
	
	
	
	x
	

	Frequencies
	
	
	
	
	25
	

	Subtotal =  25 out of a possible 25 
	

	Comments:

C1&2.  A variety of technological equipments was described in the self-assessment document.  Some were visible to the reviewers.
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