Process of Community Review of Assessment Services Teams 1 & 2
The Community Review of Assessment Services Teams 1 & 2 of Aging and Disability Services was conducted September 8, 9 and 15, 1999.  This was the first review of FY’00. The review panel included Judge David Cahoon, Dr. Naomi Plumer and Ms. Carla Satinsky.

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:  
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The panel members completed the review tool together and gathered information through observations, by talking to and interviewing staff, reviewing the Program’s Self Assessment, attending home visits, reading documents and reviewing case files with staff.  Some of the questions asked in the review tool were not applicable to the program and have been reflected in the rating scale as N/A in the second part of this report.  

This report is divided into the following two parts:  

1. The first is an interpretation of the panel’s final results and a summary of the reviewers’ overall impressions about the program’s performance in each area.  This part also includes recommendations and suggestions for improvements.  

2. The second part displays the review scale with the panel’s results, comments and scoring.

INTERPRETATION OF FINAL RESULTS AND 

SUMMARY OF FINDINGS
SECTION I.  ACHIEVING OUTCOMES
Summary of Developing Key Results

In this area, staff has demonstrated highly commendable work.  Staff practices support community wide outcomes of safe individuals and families.  The program’s outcomes are achieved by the reduction of abuse and neglect incidences of the frail elderly and adults with disabilities and nursing home admissions rates in the community.  Staff describes the program’s key results as a decrease in the risk of abuse and neglect and the prevention of unnecessary nursing home admissions of their customer base.  These are reflected in program literature.

The program measures that indicate key results are being achieved are based on the percentage of customers who remain safe in the community and who take their medications safely 90 days after the initial assessment.  The results of the program’s piloted measurement tool from 1998 demonstrate that these standards were being achieved at the time of case closure.

Staff is incorporating research into orientation and training sessions.  The program is keeping up with current studies and they cite medication compliance initiative as an example.  The reviewers felt the program was meeting expectations when using research to achieve results. 

Recommendations

· Staff should continue building awareness of key results during orientation phase of new staff.

· The program should make sure all staff is aware of indicators.

· Staff should continue to update and review new information about reducing unnecessary nursing home admissions.  
· While efforts being made to use research are commendable, a deliberate plan to keep staff updated on current findings and an on-going, thoughtful process in incorporating changes as a result of these findings is still needed.
Summary of Charting Results

The program met expectations in this area.  The review panel observed that the staff is too overloaded with casework to do research.  Supervisors read and report the majority of research and keep staff current with findings.  

Staff collects data to be charted and uses a comprehensive health and social assessment to identify needs and recommend a plan of care for customers.

This section was not as observable as other areas and was difficult to assess.

Recommendations

· To assist staff with research and information gathering, support staff, volunteers and computers could be utilized.

Summary of Creating and Nurturing Partnerships 

The program exceeds expectations in almost all areas of this section.  The program has an innovative partnership between the nurses and social workers that work in multidisciplinary teams to provide services for customers.  Staff works closely with other programs in Aging and Disability such as the Information and Assistance Unit, Continuing Case Management, In-Home Aide Services and Adult Protective Services.  

The program accesses many partnerships within and outside DHHS to provide customers services.  These partnerships are broad, often developed on a case by case basis and include formal and informal resources.  The program is partnering with the Commission on Aging to advocate for escorted transportation.  Staff is aware of group homes and other alternative living facilities to assist customers in remaining as independent and comfortable as possible.  

Recommendations

· Staff should continually update themselves on existing community resources.

· Expand funding to enable increased outreach efforts that involve community resources and volunteers.

SECTION II.  PROVIDING CUSTOMER SERVICE

Summary of Identifying the Needs of the Customer

Teams 1 and 2 consist of dedicated, caring, committed staff members who accommodate and establish relationships with customers.  Staff goes on long interviews and gives customers individualized attention.  Staff makes themselves available even after cases are closed.

The reviewers were concerned about communication issues that could arise with customers who speak a different language.  Reviewers felt strongly that the staff should not rely solely on family and friends to interpret for the customer because this could give inaccurate information.  Staff seemed knowledgeable about providing for customers with specific needs through the use of volunteers and contracted services such as Jewish Family Services.  

The panel felt that the Customer Feedback cards were too informal for the predominantly elderly population that Teams 1 and 2 serve.  

Recommendations

· A small budget should be available for hiring, when necessary, translators to enable customers to speak for themselves as much as possible. 
· The program should continue to offer in-service trainings to make sure all staff are aware of latest techniques and resources to meet the needs of an increasingly diverse population.
· A more effective and direct feedback process is needed to assess customer satisfaction. 

· A procedure for follow-up to ensure the return of a feedback form needs to be developed.

Summary of Responding to the Needs of the Customer

Although staff is responsive to customer needs, existing limited resources in the Department affect them.  There is a long waiting list with an average of 20-25 customers who wait 2-4 weeks before a caseworker is assigned.  However, customers who are at risk of being unsafe are not placed on the waiting list and are seen immediately.  These are Adult Protective Service (APS) cases that the Assessment Teams cover frequently.  Staff does not have adequate training to do APS work or for APS continuing care casework.   Many customers request or are referred to the Department’s Home Care Services that also has a waiting list.  Staff is aware of alternative community resources for customers.

The program has identified the primary barriers to providing excellent customer service as limited funding, scarce resources and staff having high caseloads.  These cases have become increasingly complex with the increased number of APS cases being assigned to Teams 1 and 2 staff members.  Other significant barriers in providing customers quality service include a lack of escorted transportation, available adequate housing, resources for medication administration and monitoring and mental health services.

Recommendations

· APS needs additional professional staff to meet their program’s caseload needs.  This would enable Assessment Services staff to respond to their waiting list for services more effectively.
· Home Care Services needs more funding to meet the needs of the customers and decrease the waiting list.
· When Assessment staff takes on APS cases in an emergency, an APS staff member should follow the continuing care.
· A county flex fund could be available to pay for customer expenses such as medications, physician visits, transportation or for other bills in extenuating circumstances.

Summary of Anticipating and Evaluating the Needs of the Customer

Again, reviewers felt a more formalized process for gathering information about customer satisfaction was needed.  They also thought the program needed a more official complaint process.  At present, customers contact supervisors with concerns and the supervisors resolve issues with customers.  

Recommendations

· A formalized process for gathering client feedback is needed.

· Complaint process is done informally.  Program needs a clear process in writing.  Customers should be given grievance process/procedures information at the time of the initial interview.

· It is important that there be follow-up on each customer six months to one year after the case is closed.  Client satisfaction can be furthered ascertained in this fashion.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary of Supporting Outcomes through Personnel

Reviewers observed that the program does not have sufficient resources to support the program goals because of overflow APS cases.  At present, the program does not use a formal evaluation tool for personnel.  The Department is in the process of revising the evaluation form for all programs.  Currently, supervisors meet with staff to discuss cases.  If a problem arises with a staff member, the supervisor issues a written comment. 

Program uses language volunteers that speak a wide variety of languages.    Program also uses consultants for Brown Bag Lunch series and other staff meetings.  

Recommendations

· Additional support staff and technology would alleviate paperwork and overflow.

· Address labels could be used for repetitive information on required forms.

· A formal evaluation process of staff is needed. 

· Training opportunities could be expanded through new technologies such as distance learning and other resources.
· When staff has an advanced degree and/or new certification to grow professionally, they should be rewarded financially through bonuses or an accelerated step increase.
Summary of Supporting Outcomes through Budget

This section was rated low because the program is understaffed and the budget is not adequately supporting the program’s outcomes. Teams 1 and 2 have a well-trained, competent staff who is unable to keep up because of shortage of staff and funding.  Staff shortages in APS and the In-Home Aide Services negatively affect these competent staff members.  Assessment Services is constantly being called on to take overflow from APS.  Additionally, contractual social workers are hired to assist with extra work duties.  Having contractual social workers can interfere with the continuity of care for customers because these positions are temporary and contract staff sometimes leave abruptly before completion of contract term.  Merit staff often has to pick up the work of the contract workers after they leave and time that has been given to train these social workers.

Recommendations

· More staff and funding needed for APS and Home Care Services 

· Contracted workers should be required to fulfill their contracts.

· Funding is needed for enhanced technology.

· Program needs a formal feedback document to get recommendations from customers and advocates of the program.

Summary of Supporting Outcomes through Technology and Training

The current computer system is not adequate for staff to do work effectively.  Assessment Services plans on having an entirely new computer system and is working with automation specialists to develop user-friendly computer programs.  These programs would collect and analyze statistics and include a Y2K compliant data base system.  The program is working to get Internet access available to all staff.

Recommendations

· Staff should be instrumental in developing the design of computer programs to meet their own needs.

· For technology to be useful, training is required. 
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SECTION I.  ACHIEVING OUTCOMES


Score

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

1. Supporting community wide outcomes 




(


2. Aware of community wide indicators




(


3. Able to describe the key result




(


4. Able to describe how key result was determined




(


5. Identifying program measures




(


6. Using research to achieve results


(




7. Clearly articulating the key result




(


8. Demonstrating that staff is clear in understanding key results




(


Frequencies


1

7


Subtotal = 38 out of a possible 40


Comments:
· Program should continue building awareness of key result during the orientation phase of 

        new staff.  

· Ensure that all staff is aware of community wide indicators through studies and trainings.

· Staff is incorporating research in orientation and training sessions.  The program is keeping up with studies citing examples of medication compliance as an initiative.  Staff and program should continue to update and review new information about reducing unnecessary nursing home admissions.  Staff should always be incorporating new material.

· While the efforts being made to use research are commendable, there still needs to be an on-going thoughtful process when staff applies research to work.  


Score

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

1. Working to ensure that program measures are moving in the right direction


(




2. Measuring information concerning outcomes for individuals


(




3. Gathering information concerning collective success of the program


(




4. Using information to clarify strategy


(




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


(




Frequencies


5




Subtotal = 15 out a possible 25


Comments:

· Staff is too overloaded with casework to do research.

· This section was not as observable as other areas.  It seemed less observable and more difficult to assess.




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. Using relationships to support the development of key results




(


5. Using relationships to achieve community-wide outcomes




(


6. Identifying additional partnerships


(




Frequencies


1

5


Subtotal = 28 out of a possible 30


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. Attempting to identify the needs of customers on an individual basis




(


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


(




7. Employing a positive tone




(


8. Ensuring that customers understand access and intake process





(

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





(

10. Able to demonstrate an awareness of whether customers are pleased





(

Frequencies

2
3
1
2
3

Subtotal = 23 out of a possible 35*


*  Possible score reduced to 35 from 50 because items 8 –10 not applicable.

Comments:
· Raise staff awareness about communicating clearly and appropriately to the client 

      based on the client’s ability to comprehend in their first language and considering any 

      Cultural differences.  Program should be careful when using acronyms with general public.

· Greater effort needed for language capability in the assessment process.  Need for 

       idiomatic understanding of the language.

· The staff goes on long interviews.  They give customers individual attention.

· Informal system of depending on family and friends to translate may give inaccurate information.  Staff can access volunteer services and has a contract with Jewish

      Family Services to provide services.

· Customer satisfaction is collected by an informal method. 

· Adult Protective Services needs more staff to relieve Teams 1 & 2 so that the teams can better provide services to the customers.


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, TTY, etc.


(




4. Maintaining a waiting list


(




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


(




6. Referring customers on the waiting list to appropriate resources in the community



(



7. Delivering services in comfortable facilities





(

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


(




9. Demonstrating that staff work well together to serve customers




(


Frequencies


4
3
1
1

Subtotal =  29 out of a possible 40


*Possible score reduced to 40 from 45 because item 7 was not applicable.

Comments:
· In-Home Health Aide Program needs more funding to meet the needs of the customers

      and decrease the waiting list for services.


Score

C. Anticipating and Evaluating the Needs of the Customer
1
2
3
4
5
N/A

1. Gathering information about customer 

Satisfaction


(




2. Using Information to Improve customer service





Need

More Information

3. Using Information to assess impact of services

(





4. Handling complaints/disputes through a clear process

(





5. Making a change in the program because of the dispute process





Not Apparent

Frequencies

2
1


2

Subtotal =  7 out of a possible 15*


*Possible total score reduced to 15 from 25 because item 2 is not applicable and more information is needed for item 5.
Comments:

· Customer Feedback Cards are not an adequate method of gathering information.
· Complaint process is done informally.  Program needs a clear process in writing.  Customers should be given complaint process/procedures at the time of the initial interview.

· A change in the program because of the dispute process could happen with a more formalized complaint process.

· It is important that there be follow-up on each customer six months to one year after the case is closed.  Client satisfaction can be ascertained in this fashion.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE


Score

A. Supporting Outcomes through

Personnel
1
2
3
4
5
N/A

1. Program has staff resources that are sufficient 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 any other sources of personnel support such as volunteers and consultants



(



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



(



Frequencies
1
1
3
3
2


Subtotal =  34 out of 50


Comments for A.  Supporting Outcomes Through Personnel

· If staff was not seeing overflow from APS this would be a higher rating and program 

goals could be met more effectively. Additional support staff and technology might 

       alleviate paperwork and overflow.

· Program should continue to offer in-services to make sure all staff are aware of latest techniques to meet the needs of an increasingly diverse population.  

· Performance evaluations are presently informal.  A formal evaluation process is needed.  written comments are only given when someone is not performing job task well.

· Program uses language volunteers that speak a wide variety of languages.  Program also 

uses consultants for Brown Bag Lunch series and other staff meetings.  Training 

      opportunities could be expanded through new technologies such as distance learning 

       at Montgomery College and use of other resources such as NIH.

· Enhanced Technologies are being instituted.

· When staff has additional training for an advanced degree and/or new certification to grow

professionally, they should be rewarded financially through bonuses or an accelerated step increase.


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





Not Observed

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





Not Observed

Frequencies
2




2

Subtotal =  2 out of a possible10*


*Possible total score reduced to from 20 to 10 because items 3 & 4 were not observed.

Comments:

· Program is understaffed.  Staff is required to take overflow cases from APS.  Having 

contractual social workers interferes with continuing care for customers 

· Contracted workers should be required to fulfill their contracts.

· More technology and staff is needed.  More funding is needed for in-home aide services.

· Program need a more formal feedback document to get recommendations from customers/

advocates of the program.


Score

C. Supporting Outcomes through 

Technology
1
2
3
4
5
N/A

1. Program identifies training resources needed


(




2. Program has resources that are easy to access


(




3. Program has appropriate and sufficient technology to support its work
(






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


(




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


(




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

(





Frequencies
1
1
4




Subtotal = 15 out of a possible 30


Comments:

· An entirely new computer system is being instituted.  Staff should be instrumental in developing the design of computer programs to meet their own needs.

· For technology to be useful, training is required.  This technology can reduce paperwork.

· Teams 1 and 2 have a well-trained, competent staff who are unable to keep up because of

shortage of staff and funding.  Staff shortages in Adult Protective Services and the In-Home Aide Services affect these competent staff members.  
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