Silver Spring Community Vision Community Review

The Community Review of Silver Spring Community Vision, Inc. was conducted April 3, 4 and 5, 2001.  The review panel included Dr. Jeremiah Floyd, Dr. Lucille Harrigan and Ms. Sidney Schiller.  This is the seventh program and second contracted one reviewed in FY’01.

This report is divided into the following six parts:

1. Program Description

2. Process for the Review

3. Overview

4. Summary of Findings that has summaries of the reviewers’ findings about the program’s performance in each reviewed area.  This part also includes recommendations and suggestions for improvements.

5. 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 results, comments and scoring.

6. Attachments

Program Description

Silver Spring Community Vision (Vision) is a comprehensive resource and assessment center that provides homeless individuals with the necessary tools to build self-esteem, promote personal growth, foster independence and increase the prospect of self-sufficiency.  The agency serves approximately 300 individuals a year and is located at Progress Place in Silver Spring, a multi-service center designed to house agencies that address the needs of homeless and low-income individuals in lower Montgomery County.  Vision’s goal is to provide a safe, healthy place for the homeless to be during the day.  The program is also responsible for the day-to-day maintenance and security of Progress Place.  Visions’ clients assist with the interior maintenance of Community Vision that includes all repairs and cleaning needed.

In 1995, Community Vision began offering outreach and empowerment programs for the homeless in Silver Spring.  Determined to be more than a drop-in center, the program focuses on empowerment and self-sufficiency through non-traditional approaches such as support and education groups and job training programs.  Job training offered at Vision includes food service, facilities management, computer literacy and communications.  To complement these job-training programs, employment workshops and job placement services are available to clients who are ready for employment.  The program works with the Silver Spring business community to locate homeless and to educate local businesses on Vision’s services.   Community Vision offers a free breakfast to homeless individuals as a means of developing a relationship and establishing trust.  In 1997, Vision joined forces with the Silver Spring Police Department in community policing efforts.

The program does client assessments through street outreach, crisis intervention and intake.  Vision’s outreach in the community involves locating homeless living in the streets and in vacant buildings.  Staff also outreaches at the Montgomery County Detention Center to prevent clients from returning to the streets.  Vision’s staff work to move clients from the streets into the Montgomery County three-tier shelter system.  Vision provides case management services, substance abuse counseling and housing placement assistance.  Narcotics and Alcoholics Anonymous (NA/AA) have group meetings at Progress Place that are opened to Vision clients. Additionally, the program offers basic need services to clients such as showers, laundry facilities, breakfast and lunch.  Mail and storage locker services are available to those who join the program known as “associates.”  Each associate who joins the program develops an individual service plan with the assistance of a caseworker.  Clients use the plan to work on issues that led to their homelessness and to work on short-term goals.  In becoming an associate, clients sign an Associate Participation Agreement to enable them to participate in the program and assist with the café, maintenance, communications and security units and other activities.

Process for the Review

The reviewers gathered information about the program by learning more about Vision’s outcome measures.  They started the review by meeting with Vision’s executive director and board of director’s vice-president to gain a better understanding of the program’s history and board’s function.  A tour of Progress Place was offered.  During all three review days, panel members met extensively with the program director to discuss program statistics and case management services.  Vision’s contract monitor described to the panel the contractual arrangement the Department of Health and Human Services (DHHS) has with Vision.  Additionally, the Chief of Crisis and Victim Services, the service area in which Vision falls under, discussed more about the County’s homeless services and housing issues in the County.

The reviewers met individually with Vision staff members such as the financial manager to learn about Vision’s budget structure and the development director to understand Vision’s fundraising, grant-writing, volunteer recruiting and business outreach. The staff person responsible for the food service management program discussed the food service training program, certification for the program and possible employment opportunities for certified trainees.  The panel was provided a tour of Vision’s and Shepherd’s Table’s kitchens.  The program’s executive assistant discussed the program’s technical and administrative capabilities.

The reviewers had an opportunity to meet with the program’s case managers and outreach staff.  Three of Visions' clients met individually with the panel to talk about their experience with the program.  The panel member who focused on this report’s infrastructure section met with the executive director to discuss personnel and budget matters further.  Another panel member visited the new men’s shelter on Gude Drive and met with the president of the Coalition for the Homeless at that location to gain a better understanding of how shelter services for the homeless work.  Additionally, a reviewer talked by telephone with a staff member from DHHS’ Homeless Services to learn how services to the homeless are integrated in the County. 

To assist the reviewers with their findings they reviewed the following documents:

· Program Self-Assessment

· Contract with DHHS

· Family of Measures sheet for Shelter Services (Homeless Services)

· A Progress Report for 1998-1999

· Annual Report for Report Period July 1, 1999-June 30, 2000

· Organizational Chart

· Brochures, publications and a newsletter

· Forms such as a Pre-intake Screening/Referral, Intake Assessment and a Service Plan 

· Financial statements for 1999

· Progress Report to Associated Black Charities

· Associate Participation Agreement

· Employee Performance Appraisal

· Job descriptions

· Monthly Statistical Report for October 2000

· Client Grievance and Termination Procedure and Grievance Policy

· Program budget

· Project Summary

· The Community Vision’s 2001 Continuum of Care Funding Application for the Fiscal Year ending June 30, 2000

Overview

It is the panel’s overall impression that the initial impetus for Progress Place where Community Vision is located was to reduce the number of homeless people on the streets of Silver Spring.  Community Vision has been a key component of this effort.  From the review of Community Vision, it seems clear this objective has been achieved.  Inherent difficulties exist in moving homeless people to permanent housing and independence. A reviewer was told by a Community Vision founding member that the founders had in mind a self-contained housing/therapeutic community built on the model of the Green Door in the District of Columbia.  For a variety of reasons it was not possible to include a residential component at Progress Place.  Because of this, outreach and information and referral became the primary functions of Community Vision as well as case management.
From the review, the panel was particularly concerned that such a fragile population, many of whom are substance abusers and/or chronically mentally ill, travel around on public transportation between the various programs that are designed to serve them.  At this point, it seems unrealistic to expect that the County will be able to provide sufficient comprehensive residential/treatment/training facilities for the homeless in one location.  With that, the reviewers recommend the following steps:

(1) The County should undertake an assessment of whether programs are in the proper location.  For example, the Community Clinic located in Progress Place serves an entirely different population than the one at Community Vision.  Is it possible that Community Clinic could be moved elsewhere and the clinic space be used for a drug and mental health treatment facilities to serve the needs of the Community Vision clientele?  Co-location of services could reduce the need for travel.

(2) The County should explore the feasibility of providing van transportation to shelters or other services for those who become associates of Community Vision.

(3) The reviewers realize that Shepherd’s Table and Community Vision have different philosophies with respect to the homeless. Shepherd’s Table is volunteer-based and sees its mission as providing basic need services such as meals, clothing, emergency services, etc. with no questions asked of clients.  Community Vision is attempting to move people from homelessness and needs to place requirements on clients.  Panel members were struck by the fact that there are two side-by-side kitchens, one that is virtually empty until 3:00 p.m. each day.  In the interests of better serving the clients they both work with, would it be possible for both programs to reopen discussions about how these resources could be better used?  Would it not be possible to enhance the food service training program by using the larger kitchen for at least a portion of the training?

.

SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary

Aspects of the Program that are Highly Commendable

· The Technical Submission for Project No. MD39B001011, Exhibit I, Project Summary, (see Attachment I at end of the report) shows a highly commendable effort to set achievable goals for program efforts.

· The Community Vision’s 2001 Continuum of Care Funding Application for the Fiscal Year ending June 30, 2000 (see Attachment II at end of the repot) reflects the program’s attention to measuring the achievement of goals.

· Program has a strong partnership with the Police Department.
Ways in Which the Program is Meeting Expectations

· Outreach is a key component of Community Vision.  The open breakfast program, which is used as way to engage homeless individuals into Community Vision, is successful in bringing persons into contact with Community Vision.

· Given the severity of the problems of some clients and the inherent limitations of the program (i.e. no residential component, necessity for clients to travel to shelters and other services and making referrals rather than providing the full range of necessary services), the number of clients moved to better living arrangements is reasonable.

Aspects of the Program that Need To Be Developed Further

· A way of classifying clients on initial intake according to the severity and number of issues to be resolved needs to be developed.  This classification might be later modified as the case manager gets a better understanding of client needs.  In this way Community Vision will be better able to assess its success in achieving outcomes.

· While there are inherent difficulties in “tracking” homeless, refinements should be developed in the method of counting/tracking clients as they move through the system.  This requires the County to facilitate additional cooperative arrangements among the various providers and the development of a comprehensive system for tracking, including the necessary technology.  (It is the plan that the County’s Homeless Tracking System Database will be implemented at Community Vision once the correct telephone lines are installed.  This tracking system should assist with tracking clients’ progress through the homeless system.)
· Community Vision needs to sharpen its definition of  “associates” so that it can define how it provides service to the homeless.  For example, the program needs to determine exactly how many clients drop in for breakfast and exactly what defines an “associate.”  Also, how many meetings over what time frame define active participation in the program and what level of contact does it take to retain the definition of “associate” should be tracked.

· Enhanced relationships with other providers of services to the homeless are needed so that successful programs are more fully utilized.  For example, the food service training program can take up to eight clients at a time and there may not be that many clients already at Community Vision who are ready for the program.  Active recruitment with other agencies providing services should be taking place.  The same seems to be true of the building maintenance component.
· The computer-training program is relatively new but appears to be floundering.  Community Vision was successful in acquiring the needed hardware, but it is little used for getting clients ready for employment.  Perhaps a reexamination is needed of whether it is an appropriate program for this particular population.  Could it serve others in need via referrals from other providers of services for not only the homeless, but perhaps those in need of higher level of skill to be able to earn a living wage?
· An analysis of program components that work and do not work with a plan of action should be done.

Suggestions for Improvement/Other Comments and Recommendations

The program’s self-assessment listed as its key result, “to reduce homelessness, raise homeless individuals economic status and reintegrate them into the mainstream.”  Pursuant to assessing the degree of achievement of this goal, the review panel sought to determine the extent to which outcome measures could confirm such achievement.  Through the review of documents and questioning of interviewees, the panel searched for numerical evidence that could show the program’s success or lack thereof.  The panel fully accepts the premise that performance improves through measurement, and moreover, that such measurement is expressed numerically.  However, the reviewers were careful not to become myopically focused on numbers.  The reviewers also did not overlook the positive consequences of effective action and activities even when, numerically, they did not appear to reach the targeted levels of programmatic outcome, shown as “Program Goals” (see Attachment II at the end of the report).

Moreover, the Progress Report of 1998-99 to Montgomery County Government recorded tracking efforts and documented outcomes for homeless people on the streets of Silver Spring made by the program during the three years following its inception in 1995. It is clear from both reports and the review panel’s work that reasonable progress has been made and continues to be made towards the achievement of the aforementioned key result referenced above.

Progress Place is a resource that would be extremely difficult to duplicate in Montgomery County and should be fully utilized. The panel recommends that Community Vision enhance its partnerships with other non-profit providers of services for the homeless and with Montgomery County agencies to ensure that the potentials for Progress Place are fully utilized.

Chronic mental illness and substance abuse are issues that require intense case management and treatment.  The homeless also can be a population that is difficult to track.  Because of the fragmented way in which services to the homeless are delivered in different Montgomery County locations, it is difficult to be precise about the impact of a specific program.  With these factors as “givens” Community Vision is doing a fairly good job of evaluating its programs and achieving the desired outcomes for its clients.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Highly Commendable

· The physical aspects of the facility are pleasant and inviting.  The building is pleasant and clean.  Landscaping makes the entrance inviting.  Though the facility adjoins a Metro track, it appears to be an oasis.  The involvement of clients in facility maintenance is highly commendable and seems to contribute to their identification with Progress Place and their willingness to enter Community Vision programs.

· The social atmosphere in the facility is inviting as well.  Staff and clients interact well and the clients feel that staff members are friendly and approachable
· The food service certification and employment in the food service sector is an outstanding component of the program.

· The breakfast program is an excellent outreach tool for clients.
· The sensitivity and competency of the staff in their service to clients is commendable.

Ways in which the Program is Meeting Expectations

· Information and referrals are given to clients to assist with their treatment process. 
· Program’s outreach to their primary clients is done on an ongoing basis.
· The provision of storage space, message and mailroom, shower and clothes washing facilities works well and is accessible.
· The regularly scheduled morning meeting for Community Vision associates is helpful to clients.
Aspects of the Program that Need To Be Developed Further
· A coordinated interagency delivery system should be developed to avoid duplication of intake and assessment efforts.

· Program needs to maximize accessibility and availability to all support and education groups.  Such groups include a women’s group, an art group and a substance abuse support group.  A health workshop occurs for clients every six weeks.  Education groups are held every Monday and Tuesday.  The Alcoholics Anonymous and Narcotics Anonymous meetings that are held at Community Vision are limited to two times a week. 

· Increased utilization of the Community Vision space is needed.

Suggestions for Improvement

· A coordination of the use of the same forms for client Intake and assessment with the Crisis Center and the Mental Health Association is needed to avoid duplication.

· Explore expanding outreach efforts in the Wheaton area.

· Provide more support and education group discussions and offer open access to these groups.

Additional Comments and Recommendations

Montgomery County offers case management services through numerous adult mental health and substance abuse programs and programs for persons with physical and emotional needs.  Community Vision is serving a population of adults with similar needs.  This should be explored further to avoid duplication of efforts and to ensure that each client in being served in the best way.  The duplication of effort and the revolving door referral is probably frustrating for the customer and financially costly.  

Data from the Community Vision report for FY 2000 (see Attachment II) indicated that of the 363 referrals, 252 were referred back to another agency and 93 became active Community Vision cases. A high percentage of these associates served had multiple issues that had to be addressed and these could only be effectively treated over extended periods of time, generally years.  All were assisted with intervention through one or more of the following services: substance abuse treatment, psychiatric assessment, job training classes and job placement assistance.

A barrier to interventions with the chronically homeless has to do with the difficulty involved in engaging clients and treatment compliance.  Co-locating substance abuse and mental health services could possibly assist the Community Vision customer while possibly cutting administration and staff costs across several programs.  Increased integration of services on-site might also enable Community Vision to focus efforts on developing affordable housing for the homeless.

A large percentage of the Community Vision population is employed or is employable.  For those who do not fall into this category, Community Vision has attempted to provide several training programs.  Only one has been successful i.e. the food service training that has job placement.  For those who intellectually and emotionally are ready and interested, this training is a unique opportunity toward self-sufficiency.  Community Vision might want to re-define other types of job training offered to that of job readiness activities.

Lastly, it seems counter productive for the new 100-bed Rockville shelter facility to only take full capacity during the winter months and not have the facility full during the warmer months and.  Because of this, during the warmer months when some of the clients need to leave the facility, Community Vision case management time is spent on seeking emergency shelter where the capacity is available, which is limited. 

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Highly Commendable

· Community Vision has been plagued with staff turnover and a number of staff interviewed were relatively new.  However, staff members bring a wealth of experience to the program and reflect a sense of confidence in its activities.  Due to the intensity of case management necessary for success with this clientele, the quality of the staff is highly commendable.

· The food service training program has a dedicated and skilled director.  A waiting list of employers exists for graduates of the program.

· The executive director has been with the program for seven years, since its beginning.

Ways in which the Program Is Meeting Expectations
· Program has a board of directors that meets regularly and makes recommendations to the program.  Currently, there are approximately 11 members on the board.  The board can take up to 22 members.

· The Program has numerous fundraising efforts such as soliciting donations, having an annual event and receiving contributions through an annual walk-a-thon for the homeless.
Aspects of the Program that Need to Be Developed Further

· The case management component, which is “key” to the operations’ success, needs stabilizing.  During the interviews it was clear that the current staff is highly trained, committed and provides effective practices.  However, a high degree of turnover in this area has been the experience.  Only the senior case manager has a year or more tenure.  Attention to ameliorating these difficulties must receive a high priority.  This may be done through the possible hiring of more caseworkers and the establishment of linkages with external institutions that may assist in enriching this service. 

· The food service training program that provides training and skill acquisition, certification and assistance with job placements for clients who successfully complete the 16-week training course should be expanded with additional staff and increases in the number of sessions offered each year.

· The computer, communications and facilities management job training programs need upgraded attention and enhancement to be as effective and successful as the food service program.  Each is currently achieving limited success as currently configured and staffed.
Other Comments and Recommendations
Given the low level of professional salaries and limited fringe benefits, the program’s infrastructure and personnel delivers services well beyond ordinary expectations.  Salaries are almost always at the entry level for the profession.  This poses an enormous burden when recruiting to fill vacancies in critical areas such as case management.  While it does not seem possible to upgrade this area without some increases in the budget, a minimal positive impact may be realized by adding a matching contributory 401(k) feature as a fringe benefit.
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 Key Results, 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


                 Highly 

     
Expectations


  Expectations

        
Commendable


   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Community Vision review:

Highly Commendable

· There is evidence of exceptional performance.
Meeting Expectations

· Expectations are being met by the contract, agency’s goals 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 viewed the category as positive performance.
Not Meeting Expectations

· There is evidence that performance is falling short of expectations.

SECTION I.  ACHIEVING OUTCOMES


Score

A.  Developing Key Results
1
2
3
4
5
N/A

1. Supporting community wide outcomes 



(



2. Able to describe the key result


(




3. Able to describe how key result was determined


(




4. Using research to achieve results


(




5. Clearly articulating the key result



(



Frequencies


3
2



Subtotal = 17 out of a possible 25


Comments:

· The general goal of “reducing homelessness” is perhaps not as clear as the program’s more immediate goal of getting the homeless off the streets of Silver Spring.  The panel scored the program high on the latter.  Apparently, the Silver Spring business community is satisfied with the result.

· It clear that the homeless are not as visible as they once were in Silver Spring.  Because of the fragmented nature of Montgomery County Services to the homeless, it is not entirely clear whether it is Community Vision or a combination of programs that bring people to“safe, healthy living conditions.”

· Though Community Vision staff evidently have a fair degree of success in keeping some contact with those who have been in their program, a system is needed that allows the program to keep track of clients over a reasonable time frame to determine whether there has been a relapse, etc.

· It is difficult to determine if the program is using research on “what works” to develop/change strategies to achieve key results (A4) since the program has so many “givens.”  The panel perceives the need to assess whether and how the computer training can lead to the employment of formerly homeless.

· Community Vision publications do an excellent job of “selling” the program.  However, the reviewers found a lack of specificity in the definition of “associates,” etc.  Some of the more specific goals and achievements need to be further refined and then, publicized.


Score

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

1. Identify program/outcome measures

(





2. Identifying measures of client well-being

(





3. Ensuring that program measures are moving in the right direction


(




4. Measuring information concerning outcomes for individuals


(




5. Using a standardized assessment tool to measure success

(





6. Gathering information concerning collective success of the program



(



7. Using information about progress toward key results to clarify strategy in reports

(





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



(



9. Identifying targets for all program measures



(



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

(





Frequencies

5
2
3



Subtotal =  28 out of a possible 50


Comments:
· It would be desirable to have a means of categorizing clients on intake and an assessment of well-being that allowed tracking of progress.  It should be possible to devise general measures to assess physical and mental health as well as indicators of participation in this program (i.e. attendance at x meetings over x number of weeks).

· It would be helpful to have a way of defining the measuring of progress toward the ultimate goals of independence and stable housing for clients.

· Though there are many new staff members, they have an impressive record of experience in other jurisdictions and the panel assumes that they are able to bring the latest professional research to bear on Community Vision issues.  It would be especially helpful to be able to shape the computer-training program appropriately in the light of the experience of other organizations serving similar populations.


Score

C. Creating and Nurturing

      Partnerships
1
2
3
4
5
N/A

1. Establishing relationships (other parts of DHHS)



(



2. Establishing relationships (other parts of county government)



(



3. Establishing relationships (other agencies outside of government)


(




4. Identifying additional partnerships

(





Frequencies

1
1
2



Subtotal = 13 out of a possible 20


Comments:

· While Community Vision is doing an admirable job of outreach to the homeless in the Silver Spring community, the facilities at Progress Place appear to be underutilized.  The development of effective partnerships with other providers might attract additional clients who are ready for Community Vision programs.  Also, Community Vision might obtain assistance in developing programs to utilize computer equipment for the benefit of those in need of this kind of job training.

· The program has a strong partnership with the Police Department and has been involved with community policing efforts.

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




(


2. Aware of how customers come into the program




(


3. Using explanations of eligibility criteria that are clear 


(




4. Maintaining information in a variety of formats and languages


(




5. Delivering services in a sensitive manner in terms of cultural diversity




(


6. Maintaining information about the program via translation services


(




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




(


8. Identifying needs of customers on an individual basis




(


9. Employing a positive tone




(


10. Ensuring that customers understand access and intake process


(




11. Encouraging staff to make a concentrated effort to please customers




(


Frequencies


4

7


Subtotal =  47 out of a possible 55 


Comments on Identify the needs of the Customer:

· Primary customers are homeless single adults and the secondary customers are Silver Spring business community, residents, civic and government organizations.

·  The types and numbers of outreach efforts are well defined.  These efforts include street outreach with the Silver Spring business community and DHHS programs.

· The eligibility for the breakfast program is clear since it is open to all.  Other services are limited to participants (associates).  The definition of an active customer is a little unclear.

· Written materials are available in Spanish and English.  Staff have easy access to Spanish-speaking staff at the Community Clinic next door.  Shepherd’s Table also has a Spanish-speaking outreach worker.  Only a small percentage of customers are non-English speaking.  However, it is the goal of the program to hire bilingual staff.  Occasionally, clients and volunteers assist with translations.

· Program accommodates clients with special needs.  Community Vision’s facility is accessible.

· The program is attempting to meet the needs of the customers through information from referring agencies, in-person contact both from interviews and at the breakfast program. Staff also does this through intake and assessment interviews.

· Staff are highly competent and have years of professional experience in working with other agencies and networking.

· The review team met almost every staff member including newly hired case managers. The staff is diverse with respect to race and gender.  Staff are impressive as to the care, sensitivity and positive energy they bring to the program.

· Because services are often physically at separate locations and access to some services requires a higher degree of involvement than the customer is able to assume, the intake process is not completed.

· Staff members acknowledge the intractable nature of homelessness for most of their primary customers and are sensitive to this.  The secondary customers are valued by outreach efforts.

· The program demonstrates an awareness of the customer’s level of satisfaction through contact with customers at the breakfast program, the daily morning groups, one on one meetings with associates and feedback from the business community.


Score

B. Responding to the Needs of 

     Customers
1
2
3
4
5
N/A

1. Offering services consistent with goals 


(




2. Offering services that are readily available

(





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




(


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




(


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




(


6. Maintaining a waiting list 





(

7. Documenting the need for services even if there is no waiting list




(


8. Attempting to meet the needs of customers on the waiting list





(

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




(


10. Demonstrating that staff work well together to serve customers



(



Frequencies

1
1
1
5
2

Subtotal =  34 out of a possible 40* 


*Possible score reduced to 40 from 50 because the program does not have a waiting list (see items #6 and #8).


Comments on Responding to the Needs of Customers:

· Community Vision provides direct services such as free breakfast, free clothing and referrals to the Crisis Center for emergency shelter.  Many other direct services for “associates” exist.  The facility is used for emergency shelter during overflow periods (extreme hot or extreme cold).

· Referrals for emergency housing cannot be done in the evening or weekends.  Shelter programs are a distance from Community Vision.  Substance abuse outpatient treatment requires a referral.

· The communication service (telephone messages and mail) is a unique service for Community Vision associates.

· Staff members have expert knowledge of appropriate resources.

· The Community Vision location is excellent in all respects and well maintained.

· The staff are sensitive to the vulnerability and characteristics of the Community Vision population.

· Staff members meet on a regular weekly basis to coordinate efforts.  Staff members take on job functions other than assigned in order to fill service gaps at times of staff vacancies.


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

(





2. Using Information to Improve customer service

(





3. Using Information to assess impact of services

(





4. Handling complaints/disputes through a clear written process


(




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





(

Frequencies

3
1


1

Subtotal =  9 out of a possible 20*


*Possible score reduced to 20 from 25 because item#5 was not observed.


Comments:

· Customer dissatisfaction is most likely to come from the primary customers not able to fit into the Community Vision program.  This information is not collected.

· Making or planning and requesting program changes and focus is slow.  Some of the beginning needs of the program have been resolved and new issues are now present.

· Through informal customer feedback and the response from the community, the program is clear that affordable housing and transitional housing is a critical need for the homeless.

· The Client Grievance and Termination Appeal Procedure form and the Grievance Policy Procedure clearly define the program’s grievance and appeal process.  Associates sign the Client Grievance and Termination Procedure to ensure they are informed of the policy and are given a copy of the signed form.



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


(




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




(


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




(


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




(


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



(



6. Program has job descriptions that reflect the individual’s role in achieving program goals



(



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

(





8. Program has performance evaluations based on employee’s contribution toward meeting program goals 


(




9. Program utilizes volunteers, consultants or has training opportunities for students?


(




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





(

Frequencies

1
3
2
3
1

Subtotal = 34 out of a possible 45*


*Possible score reduced to 45 from 50 because item #10 was not observed.


Comments:

· The panel was informed that performance evaluations take place annually. However, no documentary evidence was presented to confirm the results of this procedure.
· Some of the ways the program has used volunteers is for computer tutoring and assisting with literacy.  A volunteer runs the women’s group and volunteers have been used for education groups.  Corporations have also volunteered to help with the program. Community Vision has a partnership with Montgomery College work-study program to have students do some office management.  


Score

B. Supporting Outcomes through 

      Budget
1
2
3
4
5
N/A

1. Budget reflects and supports program goals


(




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

(





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

(





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

(





Frequencies

3
1




Subtotal = 9 out of a possible 20


Comments:

· The consolidated budget is structured to support the overall goal of the program. To implement individual departmental programs, there are twelve full-time and two part-time positions in operation. Budgetary support for these individual departments is shown in aggregated form in the line items. The data are not disaggregated.

· In FY’00, four percent of Community Vision’s budget came from fundraising efforts through donations.  The program also seeks out donations of volunteer time, services and materials.  An annual walk-a-thon in Washington, DC, for the homeless offers the program support.  Additionally, every year, Community Vision holds a major benefit event that is financed largely though contributions and donations by community sponsors.

· The program has a full-time development director whose functions include soliciting donations, developing the fundraising component, arranging for volunteers, grant writing, public relations and outreaching to the business community for support.

· The program receives a small grant from the Police Department to reward clients with such activities as a picnic or a barbecue.

· The budget itself does not contain documented information that the recommendations of clients and/or their advocates have been included.  However, during the interviews it was stated that such recommendations are generally considered and included in the process of building a recommended budget.  The board has been an oversight for Community Vision’s financial issues. 


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 



(



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





(

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


(




4. Program is exploring ways to use technology to make its work more effective 




(


5. Program identifies training resources needed


(




6. Program makes use of County or other training resources



(



Frequencies


2
2
1
1

Subtotal = 19 out of a possible 25*


*Possible score was reduced to 25 from 30 because item#6 was not observed.


Comments:

· No documents were in evidence to confirm the availability or use of technology in the field.

· Voice mail and more telephone lines would be helpful to the program.

· Because of budgetary limitations, this program relies solely on training opportunities offered by the County. While this is understandable and helpful, it is nonetheless shortsighted in that it precludes staff from being involved in new or emerging training experiences that could upgrade their ability to deliver more effective services to clients.
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