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Overview

For the past nineteen years, Dorothy Day Place (DDP) has sought to meet the needs of homeless women in Montgomery County, Maryland.  DDP is a program operated by Catholic Charities of the Archdiocese of Washington, DC and under contract with the Montgomery County Department of Health and Human Services. 

As the first shelter for homeless women in Montgomery County, Dorothy Day Place chartered new territory when it opened its doors in November of 1985.  After ten years of service, DDP expanded from an overnight shelter facility to a 24-hour transitional home. Twenty beds are available for unaccompanied homeless women ages 18 and older. Eligibility for the program is referral-based. Up to 50 clients are served each year at the facility. The average stay is one year but clients may reside for up to two years.

Dorothy Day Place provides temporary, supportive housing to clients as they rebuild their lives. The program seeks to “build sisterhood and unity” and is committed to helping residents achieve their maximum level of self-sufficiency. The eight-member staff works with the residents to establish individualized plans and to offer on-going assistance in achieving the goals of each individual resident. Through partnerships with other service providers, DDP is able to facilitate access to medical, dental and mental health care, substance abuse treatment, job/skills training, counseling and legal services.


The women of Dorothy Day Place are diverse in age, ethnicity and education. In 2004, women ages 45-54 made up 46 percent of the residents, 76 percent were African-American and 64 percent had either a high school diploma or some college education.


Most of the women residing at Dorothy Day Place come to the program with issues surrounding mental health, substance abuse, unemployment or underemployment and legal concerns. In fiscal year 2003, 36 percent of the residents served were dually diagnosed.

The review team scored the program relatively low on each of the three areas of review. Achieving outcomes received 59 percent (56 out of 95 possible points). Customer service received 57 percent (66 out of 115 possible points). Building infrastructure received 63 percent (47 out of 75) possible points. It should be noted, however, that in July 2004, DDP underwent a difficult transition that replaced nearly every staff person at the facility.  The new administrators and counselors are working hard to rebuild the program and familiarize themselves with the goals and achievements of the organization.  The poor scores are not reflective of the current staff but rather may suggest prior neglect. The review team understands that it may not be feasible for the new administrative team to adapt all of the recommendations, but we have come up with some concrete and tangible suggestions for consideration. 

Review Process


The review team is Carolyn Chuhta, Carrie Cook, Kara Gotsch and Michelle Sinkgraven, all of whom are Master of Public Policy Candidates concentrating in Social Policy at the University of Maryland School of Public Policy. The review team’s mentor is Arva Jackson.

Our initial meeting with Uwana Collins, Dorothy Day Place Program Administrator, and Tanya Jones, DDP Residential Counselor, took place during our community review orientation at the Montgomery Country Department of Health and Human Services office in Silver Spring on October 27, 2004. The team visited the facility on November 8, 2004 and met with Ms. Collins and Marina Nalvarte, an intern from Montgomery College. During the visit, we toured the facility, briefly met a few of the residents and performed more in-depth interviews with the staff. A number of follow-up correspondences via phone, email, and fax helped supplement our two prior interviews. 

The following documents and reports were used to assist with the review process:

· Application and Standardized Assessment Tool

· Catholic Charities of the Archdiocese of Washington, Inc. Policy #124 – Client Grievances

· Community Review Program Self-Assessment

· Continuous Quality Improvement Program, Catholic Charities of the Archdiocese of Washington

· Dorothy Day Place Brochure

· Dorothy Day Place Newsletter, DDP Times (1997)

· Dorothy Day Place Program Manual

· Employee Performance Review Tool

· Employee Training Profile

· FY 2004 Year End Report to Catholic Charities

· FY2005 Department of Health and Human Services Budget Request Form
· Job Descriptions

· Nonprofit Grant Application for the City of Rockville

· Notes from site visit/interview

. 

Description of the Areas for Review and Rating Scale

The Community Review Questionnaire rates the program in the following areas:  

Section I—Achieving Outcomes, which includes Developing Outcome Measures, 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.

Community review panels use the Community Review questionnaire to guide their findings, which consists of the following five point Likert scale:  

1 – Not Meeting Expectations

2 – Below Expectations


3 – Meeting Expectations

4 – Above Expectations

5 – Far Exceeding Expectations

The following are suggested definitions for parts of the rating scale:

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.

Ratings for Section I: Achieving Outcomes

RATINGS KEY: 

In terms of expectations, Dorothy Day Place is:    1-Not Meeting      2-Below      3-Meeting       4-Above      5-Far Exceeding 
	A. Developing Outcomes

       Is the program and/or its staff…
	1
	2
	3
	4
	5
	NA

	A1.  Able to describe the program's mission? (1)
	
	
	X
	
	
	

	A2.  Clear about the community-wide outcomes to which the program contributes? (2)
	
	
	X
	
	
	

	A3.  Able to describe the specific impact the program has on the people it serves? (3)
	
	
	X
	
	
	

	A4.  Have outcome measures in place to measure results?  (4)
	X
	
	
	
	
	

	A5.  Able to indicate how the program’s outcome measures monitor the well-being of 

        the client? (5)      
	X
	
	
	
	
	

	A6. Able to indicate how the outcome measures are linked to the program’s mission? (6)
	X
	
	
	
	
	

	A7.  Using research on "what works" to achieve the program’s mission and improve the 

        outcome measures? (e.g., identifying and keeping  up to date with cutting-edge 

        research through conferences, literature searches, etc.)  (7)
	X
	
	
	
	
	

	A8.  Applying research to develop and/or change strategies? (8)
	X
	
	
	
	
	

	A9.  Clearly articulating missions and goals in program materials for customers such as program descriptions, brochure, publications, etc.? (9) 
	
	X
	
	
	
	

	SUBTOTAL
	5
	1
	3
	0
	0
	0

	

	B.  Charting Results
	1
	2
	3
	4
	5
	NA

	B1.  Using a standardized assessment tool to measure program success? (10)
	X
	
	
	
	
	

	B2.  Using a computer to collect and track program outcome data? (11)
	
	
	X
	
	
	

	B3.  Identifying/Setting targets each month/year for outcome measures? (12)
	
	
	X
	
	
	

	B4.  Incorporating information about progress on outcome measures in reports, such as    

        those made to the County Council, state or federal government? (13)
	
	
	X
	
	
	

	B5.  Comparing the program results/trends with other communities, the state or the 

        nation?  (14)   
	
	X
	
	
	
	

	SUBTOTAL
	1
	1
	3
	0
	0
	0

	

	C.  Creating and Nurturing Partnerships
	1
	2
	3
	4
	5
	NA  

	C1.  Able to clearly identify what County system of services the program is under? (15)
	
	
	
	X
	
	

	C2.  Establishing relationships between the program and other parts of DHHS? (16)
	
	
	
	X
	
	

	C3.  Establishing relationships between the program and other parts of County government? (16)
	
	
	
	X
	
	

	C4.  Establishing relationships between the program and other agencies such as the non-profit community, the school system or the business community? (16)
	
	
	
	X
	
	

	C5.  Identifying other desirable partnerships either inside or outside of the government? (17)
	
	
	
	X
	
	

	SUBTOTAL
	
	
	
	5
	
	

	

	TOTAL
	6
	2
	6
	5
	0
	0


* Numbers in parentheses refer to the question answered in the self-assessment.

Section I: Achieving Outcomes 

Aspects of the Program Exceeding Expectations


Dorothy Day Place’s primary objective is to provide temporary transitional housing and meals for homeless women but the program also recognizes the need for holistic assistance to address the multiple factors that contribute to women’s homelessness.  To serve residents’ more complex needs, DDP develops valuable relationships with numerous county agencies and community non-profit organizations.  Successful collaboration with these organizations facilitates access to medical, dental and mental health care, substance abuse treatment, job/skills training, counseling and legal services.  DDP demonstrates excellence in creating and nurturing partnerships with many organizations, such as Community Vision, Mental Health Association, the Montgomery Department of Health and Human Services, Outpatient Addiction Services, Catholic Charities, Jobs for Homeless People and Life Skills Inc.  Collaboration with these organizations adds a crucial component to residents’ development toward self-sufficiency.

Aspects of the Program Meeting Expectations


The program seeks to “provide temporary, supportive housing to residents while they rebuild their lives.”  The supportive environment allows women diagnosed with substance abuse or mental illness to receive treatment within 30 days of entering the program. It also helps residents raise their individual incomes by the time of their discharge and encourages individuals to seek out permanent housing.


Program materials and staff articulate the principals of this mission but an official mission statement appears to be missing.  The program’s brochure, newsletter and handbook all include a mission statement but each one is different in its wording.  Furthermore, mission statements for both Catholic Charities and DDP are often included in program documents but they are not easily distinguished from one another.  During the site visit, review team members observed a mission statement for Catholic Charities hanging on the wall but saw no mission posted for DDP.  


DDP has also met expectations in other reviewed areas. Program staff often uses computers to collect and process data.  For example, the Montgomery County Homeless Tracking System, an electronic database shared with government agencies, allows employees to input demographic details about the population it serves.  DDP also uses Microsoft Excel to create quarterly and annual reports for the Vice President of Operations for Catholic Charities.  

Aspects of the Program Needing Further Development


In July 2004, DDP underwent a difficult transition that replaced nearly every staff person at the facility.  New leadership and new staff often bring opportunities for change within a program. Researching best practices and progressive models of transitional housing programs would be a good use of staff time. The new administration can use their expanded knowledge to implement innovative and efficient programming.   


Written information about Dorothy Day Place, both public and internal, requires editing and revising. Program brochures, newsletters and manuals describe the goals and mission but they do not use uniform text, they are sorely outdated and some provide incorrect information.  For example, the brochure lists the former director as the contact and has 1989 as the opening date when in fact DDP’s doors opened in 1985. 


The program’s self-assessment responses regarding outcome measures were vague and program staff could not quickly identify the outcome measures when asked during a site visit.  Some measures and results for DDP were found in a grant application submitted to the City of Rockville in January 2004.  The program outcome measures and results were:

· 65% of clients did not reenter the Montgomery County homeless system within 1 year of obtaining permanent housing;

· 46% of clients income was greater upon discharge from the program than when they entered; and

· 65% of clients moved to permanent housing.

DDP tracks and reports data on client demographics, the resident population size and various measures of its outputs, but confusion exists among staff regarding which statistics qualify as outcome measures. Such uncertainty about this crucial component of the program’s evaluation led us to conclude that outcome measures are not currently tracked, shared with other agencies, nor adequately monitor the well being of clients. 


Finally, no mechanism exists for tracking women after they leave the program. According to staff, all communication between DDP and residents ends on the final day of the women’s stay, making it impossible for the program to demonstrate long-term success.   

Recommendations for Achieving Outcomes 

Best Practices

DDP staff would benefit from researching and learning about best practices in transitional housing services.  Since entering their new positions, staff has not researched model programs and thus been unable to implement changes to reflect current best practices. 

Edit and Revise Program Materials

All written material such as publications, newsletters, reports, and brochures need to be updated, revised and provide uniform information. 

Clearly Define Outcome Measures

Current staff at DDP must find time to familiarize themselves with the program’s previously identified outcome measures and develop its own list of mission-linked measures that track the program’s effectiveness and success.  DDP should identify standardized assessment tools to measure these outcomes and compare these results with other institutions.  Currently, it appears only client demographic information is shared.

Mission Statement

To avoid confusion regarding DDP’s mission, one official statement should be established and clear distinctions should be made between the mission of Catholic Charities and that of DDP in all written material.

Follow-Up

Tracking women one month after they leave the program and then six months later would be a wise investment in assessing DDP clients’ likelihood of continued sufficiency after departure from the program. 

Ratings for Section II: Customer Service
RATINGS KEY: 
In terms of expectations, Dorothy Day Place is:    1-Not Meeting      2-Below      3-Meeting       4-Above      5-Far Exceeding 
	A. Identifying the Needs of Customers

       Is the program and/or its staff…
	1
	2
	3
	4
	5
	NA

	A1. Clear about its primary and secondary customers? (18)
	
	
	X
	
	
	

	A2. Aware of how customers come into contact with the program? (22)      
	
	
	
	X
	
	

	A3. Using clear explanations of who is eligible for the program's services? (23)
	
	
	
	X
	
	

	A4. Providing and maintaining information about the program in a variety of languages? 

       (24)
	X
	
	
	
	
	

	A5. Using translation services such as AT&T language line and the Language Bank (24)
	
	
	X
	
	
	

	A6. Delivering services in a manner sensitive to the needs of diverse cultural populations

       present in the county (e.g., brochures and/or posters illustrating multiple cultures,  

       not scheduling meetings on religious holidays, etc.)? (25)
	
	
	X
	
	
	

	A7. Knowledgeable about how to provide reasonable accommodations for customers

       who, for example, rely on accessible formats such as large print, Braille, or sign 

       language interpreters? (26)
	
	X
	
	
	
	

	A8. Attempting to identify needs of customers on an individual basis? (28)
	
	
	
	X
	
	

	A9. Maintaining a positive tone with customers, especially during intake process? 
	
	
	X
	
	
	

	A10.Ensuring that customers fully understand how to access services and complete the 

        intake process?  (28 & 29)
	
	
	X
	
	
	

	A11.Encouraging all staff to make a concerted effort to please customers? (33)
	
	
	X
	
	
	

	SUBTOTAL
	1
	1
	6
	3
	0
	0

	

	B.  Responding to the Needs of Customers
	1
	2
	3
	4
	5
	NA

	B1. Offering services that are consistent with program’s mission? (1, 25 & 28)  
	
	
	X
	
	
	

	B2. Offering services that are readily available to customers who are seeking assistance?  

       (27)
	
	
	X
	
	
	

	B3. Easily accessible by phone, FAX, e-mail, etc.? (29)
	
	
	X
	
	
	

	B4. Accessible by TTY (text telephone), use of the Maryland Relay Service and other

       assistive devices available for people with disabilities? (29)
	
	
	X
	
	
	

	B5. Delivering services in facilities that are comfortable (e.g. safe, well-lighted, easy to 

       find, clean) and also accessible to people with disabilities (refer to ADA)? (26 & 27)
	
	
	X
	
	
	

	B6. Maintaining a waiting list for services?  If so, is this program working to eliminate 

       the waiting list? (30) 
	
	
	X
	
	
	

	B7. Attempting to meet needs of customers who may be on a waiting list? (31)
	X
	
	
	
	
	

	B8. Referring customers to appropriate resources in the community if the program 

       cannot provide the requested service? (32)
	
	
	
	X
	
	

	B9. Demonstrating that staff work well together to provide the best services possible for 

       the customer? (33)
	
	
	
	
	
	X

	SUBTOTAL
	1
	0
	6
	1
	0
	1

	

	C.  Evaluating Customer Satisfaction
	1
	2
	3
	4
	5
	NA

	C1. Able to demonstrate and document an awareness of customer satisfaction? (35)
	
	
	X
	
	
	

	C2. Using this information to improve customer Service? (35)
	
	X
	
	
	
	

	C3. Including a clearly written policy for handling complaints/disputes about the 

       delivery of services? (36)
	
	
	X
	
	
	

	C4. Offering a formal mechanism to make changes in program processes/delivery based 

       on lessons learned through the dispute process? (36)
	
	X
	
	
	
	

	SUBTOTAL
	0
	2
	2
	0
	0
	0

	

	TOTAL
	2
	3
	14
	4
	0
	1


* Numbers in parentheses refer to the question answered in the self-assessment.

Section II: Providing Customer Service

Aspects of the Program Exceeding Expectations


Dorothy Day Place is located in a residential/light industrial area in downtown Rockville, MD. The facility is near neighborhood churches, a community center, and the Rockville Pike business corridor.  DDP can be conveniently reached during the day and evening through public transportation. The Rockville metro station is within one block of the facility. Buses and the metro system allow customers to travel to and from the greater D.C. metropolitan area.  The facility is well maintained and provides a safe, comfortable, and clean environment; it recently underwent renovations, which included improvements such as fresh paint and new mattresses. 

The staff follows written eligibility criteria in determining individual admission to the program. DDP demonstrates a clear understanding of its primary customers.  Primary customers are unaccompanied homeless women in Montgomery County over the age of 18.  To be eligible for residency the applicant must be drug and alcohol free for at least 30 days prior to admission. Customers include prior substance abusers, mentally ill individuals and dually diagnosed individuals. 

Dorothy Day Place follows well-defined admission requirements and procedures. Customers are referred to the program from various county service agencies and organizations.  After the initial referral is made and eligibility is determined, a DDP case manager interviews the applicant and assesses her history and current situation.  After admission, the resident and case manager follow specific intake guidelines. All required post-admission tasks are clearly outlined.   

The program places an emphasis on providing services tailored to the individual needs of each resident. Upon admission a service plan is completed. The individual service plan outlines the resident’s strengths and needs and includes goals agreed on by the case manager and resident.  After assessing needs and setting goals, the resident is linked to appropriate resources in the community. 

Aspects of the Program Meeting Expectations

The one-on-one assessment and guidance provided during the intake process is clearly customer-oriented.  Some of the forms, however, may be confusing or difficult to complete. While Dorothy Day Place staff is willing to help customers complete these forms, it may be helpful to review the documents for clarity and uniformity.

The program is easily accessible by phone, fax, and email.  Staff may be contacted 24-hours a day, seven days a week.  While Dorothy Day Place does not have a TTY phone, staff is trained to use the Maryland Relay Service. Staff is also aware of language translation services offered through the Maryland Language Bank   

Currently, there is not a waiting list. Typically, one is created as necessary in the winter months.  DDP does not provide any services to customers on the waiting list or to individuals who are not eligible for admission.  Essentially, an individual is not considered a client until they have a bed.

Dorothy Day Place aims to deliver services in a manner sensitive to the needs of diverse cultural populations.  Bible study is held but not required. Residents are encouraged to practice and express their own religious, cultural and ethnic preferences. 

Dorothy Day Place demonstrates an awareness of customer service.  The program gathers customer input in several ways.  First, DDP participates in the Catholic Charities Continuous Quality Improvement Program (CQI).  The CQI program requires that residents complete a Customer Service Questionnaire on a quarterly basis and upon discharge.  Second, residents may voice their concerns at biweekly meetings. Third, the residents choose at least three of their peers to serve as Residential Counselors who act as a liaison between residents and administration.   A clear and specific grievance policy for handling customer disputes is also maintained.  

Aspects of the Program Needing Further Development


While Dorothy Day Place actively receives customer input, there is currently no formal mechanism for identifying trends in customer needs and taking action accordingly. The self-assessment states that the CQI feedback is “reviewed and placed in the CQI notebook.”  Catholic Charities appears to maintain a customer service improvement plan, but Dorothy Day Place shows little evidence of implementing organizational changes according to customer feedback.


Dorothy Day Place should be able to provide written information about the program in different languages (especially Spanish) and alternative formats.  At a minimum, information about obtaining alternate formats, such as Braille, should be clearly posted and on-hand for all staff members.   


The current mission statement of Dorothy Day Place is fairly long and broad.  The services provided are consistent with both the program’s mission and Catholic Charities’ mission; however, the dual missions and agency overlap may be confusing to the customer.  Further, customer service input does not directly correlate with the broad program mission.     


A central goal of Dorothy Day Place is to promote unity and sisterhood.  In the past, residents participated in group events such as a fish fry and an outing to the county fair.  Speakers and workshops used to be a part of the program as was a life skills class. These types of self-enrichment and community-building activities are no longer available to the residents.  

ADA Compliance

The rear entrance of Dorothy Day Place is ground level and wheelchair accessible.  The entrance has a buzzer that rings the front desk for assistance.  From the front entrance (which includes stairs) the handicap entrance is not clearly marked.  The facility has handicap parking that will accommodate a van; but the parking is not marked.  Within the facility hallways are accessible and there is a clear pathway from the accessible rear door to the front reception area. One of the three showers and bathrooms is accessible. There is no drinking fountain but the water cooler is accessible to everyone. The doors leading to the residential rooms are slightly below ADA requirements at 31.5 inches. The doors appear to be wide enough to accommodate most wheelchairs but some of the room’s furniture arrangements would be problematic. 
The case manager’s interview room is not accessible due to tight furniture arrangements and the computer room’s door is not wide enough to accommodate a wheelchair.  

The current staff does not have experience accommodating customers that require alternate formats such as Braille, or sign language.  The program brochure does not inform people of how to request information in an alternate format.

Recommendations for Improving Customer Service

Develop resident community  

Several steps can be taken to further develop community within the program.  The self-assessment suggests that residents’ lack of motivation is a barrier to achievement. It may be beneficial for the peer-selected Residential Counselors to create a list of classes or speakers the residents think would be useful and a list of activities they would like to participate in.  This may boost motivation and promote a greater sense of community.  Another option is to involve residents in outreach to the community through such activities as taking ownership of writing a DDP newsletter.

Compile and review customer feedback 

Customer service feedback should be translated into a format that facilitates action.  DDP does actively gather data on customer input. It would be useful to analyze that data for patterns and trends in dissatisfaction.  The administration should continuously assess whether there are any changes the program should undergo in light of consumer input.  The Catholic Charities Continuous Quality Improvement Program information and other consumer feedback should be used to assess program deficiencies and strengths.  

Review all program information and forms

Make sure all of the provided information is accurate.  Review all written materials (brochures, application forms, etc.) from the perspective of the customer.  Determine if the information is easy to understand. Consider how information and questions are presented.  Be sure enough space is allotted to answer the questions. 

Alternative Formats

Create a guide that specifies the procedure for providing information in alternate formats.  Make sure all staff is aware of this guide.  

Improve accessibility 

Clearly mark handicap parking and accessible rear entrance.  Consider rearranging furniture in computer and interview room to make rooms accessible. Consider how the floor plan could be changed for better accessibility.  For example, could a larger office be converted into the computer room and the computer room converted into an office?   

Ratings for Section III: Building and Effective Infrastructure

RATINGS KEY: 

In terms of expectations, Dorothy Day Place is:    1-Not Meeting      2-Below      3-Meeting       4-Above      5-Far Exceeding 
	A. Supporting Outcomes through Personnel

       Does the program…
	1
	2
	3
	4
	5
	NA

	A1.  Have enough staff and appropriate resources to support the program's goals? (38)
	
	
	X
	
	
	

	A2.  Utilize management techniques to ensure that staff are effectively working to meet 

        program goals (e.g., using teams, cross-training?) (43)
	
	
	
	
	
	X

	A3.  Have staff that meets the program's needs in terms of background, experience and cultural diversity? (47)
	
	X
	
	
	
	

	A4.  Have staff and others who view their jobs in terms of supporting the achievement of 

        the program’s  mission?
	
	
	
	X
	
	

	A5.  Have job descriptions for each person working in the program? (44)
	
	
	X
	
	
	

	A6.  Have performance evaluations that are conducted on a regular basis for each person 

        working in the program? (44)
	
	
	X
	
	
	

	A7.  Have job descriptions and evaluations that reflect the individual’s role in achieving 

        the program’s mission? (44 & 45)
	
	X
	
	
	
	

	A8.  Use volunteers, consultants or have opportunities for students? (46)                
	
	
	X
	
	
	

	A9.  Ensure that volunteers, consultants and/or students understand their role in 

        supporting program mission through training and supervision? (46)
	
	
	X
	
	
	

	SUBTOTAL
	0
	2
	5
	1
	0
	1

	

	B. Supporting Outcomes through Budget

      Does the program budget…
	1
	2
	3
	4
	5
	NA

	B1.  Reflect and support the program’s mission? (1, 52  & 53)
	
	
	X
	
	
	

	B2.  Address all of the program's significant needs? (53)
	
	
	X
	
	
	

	B3.  Incorporate a process so that needs not reflected in the budget can be addressed? (54)
	
	X
	
	
	
	

	B4.  Have a process to incorporate recommendations from customers of the program, their 

        advocates and/or advisory committee or board members? (55)
	
	X
	
	
	
	

	SUBTOTAL
	0
	2
	3
	0
	0
	0

	

	C. Supporting Outcomes through Technology

       Does the program…
	1
	2
	3
	4
	5
	NA

	C1.  Have appropriate and sufficient technology to support work? (56)
	
	
	
	X
	
	

	C2.  Have technology available for work “in the field” with consumers (e.g., laptops, 

        pagers, voice mail, e-mail)? (56)
	
	
	
	
	
	X

	C3.  Have staff that utilizes available technology to help achieve program goals? (57)
	
	
	X
	
	
	

	C4.  Identify training needed by personnel? (58)
	
	
	
	
	
	X

	C5.  Make use of County or other training resources?  (59)
	
	
	
	X
	
	

	SUBTOTAL
	0
	0
	1
	2
	0
	2

	

	TOTAL
	0
	4
	9
	3
	0
	3


* Numbers in parentheses refer to the question answered in the self-assessment.

Section III: Building an Effective Infrastructure

Aspects of the Program Exceeding Expectations


Dorothy Day Place is fortunate to have an exceptional staff of dedicated individuals, which is currently made up of one Program Administrator, two Case Managers, and five Residential Counselors (two are former residents).  All members of the staff contribute both professional and personal experiences toward achieving the program’s mission.  While some staff members have extensive knowledge and backgrounds in the field of Social Work, others share their personal familiarity with the program as former residents.  No matter what position a staff member holds, it is evident that that individual is cognizant of the needs of the residents and appreciates the importance of the program’s mission.


In addition to their varied service experiences, the staff members can work effectively through the use of available technology and supportive training.  Individuals have access to several means of internal and external communication including email, fax, and voicemail.  Each staff member has a computer, which facilitates data collection and information retrieval.  Additionally, the residents have their own computer room with several operating units.  These resources allow both the staff and residents to work independently and efficiently.  Catholic Charities also provides technical support services through its IT staff.


All DDP staff members complete extensive training programs administered by Catholic Charities.  A new employee attends three days of orientation (one day at the Catholic Charities Hickey Building in downtown Washington, DC and two days on-site at Dorothy Day Place) and creates a training schedule to be completed within the first year of employment.  Some training courses are required while others are chosen to match the job requirements and skills of each employee.  Examples of training courses offered include such topics as diversity and cultural sensitivity, CPR and basic first aid, sexual harassment, and management responsibilities.

Aspects of the Program Meeting Expectations

Dorothy Day Place seems to have an adequate number of staff members, relative to the number of residents in the facility at any given time, and strives to utilize each employee’s skills and training effectively.  The responsibilities and skills required of a Program Administrator, Case Manager, and Residential Counselor are summarized in job descriptions supplied by Catholic Charities.  These documents list and prioritize specific job duties for each employee.  Similarly, Catholic Charities has devised an employee performance evaluation tool that is used to describe an employee’s quality of work and level of commitment to the program.  An evaluation is conducted within the first 90 days of a new employee’s hire and again one year later.

A student from the Montgomery College serves as an intern, assisting the staff in general operations.  She also offers her bilingual skills in facilitating communication between the staff and a Spanish-speaking resident.  This internship position could become a useful connection between DDP and the campus community.  Additionally, volunteers from local churches and non-profit organizations serve as important contributors to the successful work at Dorothy Day Place.  All volunteer assignments are administered through the application and one-day training process established by Catholic Charities.


The budget information we received shows that the program mission is adequately supported by allocating funds for personnel (including the program administrator and several residential counselors) and operating expenses (including supplies, communication technology, building and computer maintenance, staff development, and client assistance).  These areas seem to highlight the most significant needs of successfully executing the program.

Aspects of the Program Needing Further Development


Currently, the staff of Dorothy Day Place does not adequately meet the cultural and language needs of the residents.  One resident is a Spanish-speaker who not only faces language barriers when interacting with staff and other residents, but also experiences apprehension when discussing personal information with case managers and service providers because of differing cultural values.  While some effort is made to ameliorate this situation, with the help of a bilingual intern and translators from the Montgomery County Volunteer Office Language Bank, a more deliberate solution is needed to ensure the highest quality of assistance for residents and applicants, as well as to develop a more sensitive awareness of cultural diversity for the future.  The administration would like to hire a Spanish-speaking staff member (resources permitting) to continue to address this culturally defined need. 


More could be done to tap into one of the greatest resources Dorothy Day Place has - its surrounding community. In the past, a local resident established a mentoring program called “Friends of Dorothy Day Place.” This network, which is no longer in operation, provided a great service to the residents and was an important link to the community as well. 


Dorothy Day Place does not have its own Board of Directors rather the Catholic Charities Board acts as its main governing body. The program could benefit from a small group focused specifically on DDP needs and services.  

As discussed above, Catholic Charities has produced documentation of job descriptions and instituted a performance evaluation process for staff members.  However, these do not explicitly describe the role and responsibilities of each individual, nor evaluate a staff member’s performance in fulfilling the specific goals of DDP.


The program budget does not explicitly illustrate processes by which those needs that are not included in the budget can be adequately funded.  This document also does not show how recommendations from clients are incorporated into allocation formulas.  

Recommendations for Building Infrastructure

Volunteer Coordinator

Hiring a volunteer coordinator to organize a community support network would be beneficial for DDP and the surrounding area. If a paid position is not feasible, this could be an ideal job for a yearlong intern. Responsibilities may include arranging volunteer activities, soliciting donations, establishing mentor relationships and planning community events.  

Advisory Board

Assembling a Board of Directors may not be feasible for DDP because it is under the operation of the Catholic Charities of the Archdiocese of Washington DC. It may be useful, however, to establish a productive and responsible advisory board to promote the services and community benefits created at Dorothy Day Place.

Bilingual Staff

To make the program more culturally sensitive and accessible to more homeless women, DDP should hire one full-time or two part-time bilingual staff members to address the needs of Spanish-language residents and applicants.

Updating Job Descriptions and Performance Evaluation

It would be useful for the program to develop job descriptions and performance evaluations that are tailored to the functions and priorities of Dorothy Day Place. 

Conclusion


Dorothy Day Place has provided a valuable service to homeless women in Montgomery County, Maryland for nearly twenty years. Great strides are being made to ensure that residents are given the resources they need to become self-sufficient. Many opportunities for strengthening and building on the services provided are within reach, especially given a fresh staff. 

Of the host of suggestions offered by the review team there are a few worth highlighting. These suggestions are considered the most important for Dorothy Day Place to implement. Some require additional funding, others call for extra time and energy from current staff, and some could be done with the help of volunteers. They are as follows: 

· Create one mission statement

· Clearly define outcome measures

· Edit and revise program material

· Develop resident community

· Hire a bilingual staff person

Hundreds of women have walked through the doors of Dorothy Day Place and no doubt their lives have been changed for it. The review team is certain that hundreds more will be served even better in the years to come. 
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