Silver Spring Income Supports Community Review

The Community Review of Silver Spring Income Supports was conducted June 4, 6, 7 and 8, 2001.  The review panel included Dr. Jeremiah Floyd, Mr. James T. Marrinan and Ms. Janice Stanton.  This is the eighth program reviewed in FY’01.

This report is divided into the following four parts:

1. Program Description

2. Process for the Review

3. 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.

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

Program Description

The Income Support Program helps eligible County residents pay for food, health care and other basic needs.  The program is located in the following County locations:  Silver Spring, Rockville and Germantown.  The focus of the program is to encourage self-sufficiency for all recipients of benefit programs.

Temporary Cash Assistance (TCA) is one of the benefit programs that Income Supports handles.  TCA is a federal program for eligible children and their parent/s or other caretaker relatives that is designed to promote self-sufficiency.  Recipients can obtain monthly cash benefits up to five years.  Continuous participation in the Work Opportunities Program, designed to help individuals find jobs and become self-sufficient and compliance with child support requirements is mandatory for TCA applicants and recipients.

Transitional Emergency Medical and Housing Assistance (TEMHA) is another benefit program that helps single adults who are temporarily disabled and cannot work due to either physical or mental impairment.  Income Supports manages the applications for the Federal and State Food Stamps Programs and determines ongoing eligibility for Maryland Medical Assistance or Medicaid (MA), the largest assistance program.  This program provides health benefits for low-income families and individuals.  The Federal Refugee Cash Assistance program is also operated through Income Supports.  

Customers are screened for eligibility and meet with caseworkers to determine benefits.  A group orientation is held for eligible TCA customers to learn more about benefits and the job search process.  During the orientation, customers are informed about Welfare Reform and the requirement to participate in an activity leading to self-sufficiency.  Customers receive information regarding MAXIMUS Employment Resource Center Services, Child Support Enforcement, the Purchase of Childcare program, post employment supports and post employment benefits at the meeting.  Customers receiving food stamps can attend an orientation about The Electronic Benefit System (EBT) card, ATM-like cards that are used to purchase food.

The Silver Spring Income Supports program is divided into four units each under a supervisor.  The program has two Income Support Units, an Income Support and TCA Unit and an Administrative Support Unit.  Two assistant supervisors assist with the units and a manager oversees the whole program.  Caseworkers handle the applications for those applying and reapplying for benefits.  Clients, for the most part, are interviewed on a walk-in basis.  Staff also conducts scheduled periodic recertification interviews for currently active customers.
Process for the Review

The reviewers initially met with the Chief of Crisis, Income and Victim Services (CIVS) to learn more about the three Silver Spring CIVS programs being reviewed, Emergency Services, Income Supports and MAXIMUS (a contract program that assists customers with the job search process and job placement).  The CIVS chief discussed with panel members how the three programs are interrelated and services are integrated for efficient customer service.  At the Silver Spring Service Center, the reviewers met with the Manager of Silver Spring Income Supports, the supervisor of the Administrative Support Unit, a supervisor of an Income Support Unit and the lead supervisor from Emergency Services to be oriented to both of the CIVS programs.  A tour of the center was given to see the Income Supports and Emergency Services offices.

During the review, the panelists talked with several caseworkers and observed interviews with clients.  They viewed videos shown to customers about the EBT card and welfare reform.  A reviewer sat in on the orientation for those applying for TCA benefits.  Reviewers also discussed with administrative staff members about the technical management of the office.  Reviewers observed the reception area and the front office to see how the intake process for the customers works.  An assistant supervisor and the TCA and IS Unit supervisor shared how caseworkers manage cases.  The Administrative Support Unit supervisor explained the office’s functions and the program’s partnerships with other agencies. 

The panel had an opportunity to meet with the Appeals Coordinator to understand better how the appeals process works for the customer.  Reviewers heard from The Customer and Building Services Coordinator about the upkeep of the Silver Spring facility.  The reviewers had an opportunity to talk individually with the reinvestment reviewer and the state’s Front-End-Fraud-Investigator who are both on site.  A volunteer from Ministries United for Silver Spring and Takoma Park (MUSST), which has an office in the Silver Spring facility, described how MUSST partners with Income Supports and Emergency Services to serve clients.  The team leader for the Silver Spring Care Coordination Team discussed how referrals from Income Supports and Emergency Services are brought to the team.

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

· Program Self-Assessment

· Federal and State guidelines and policies

· Program Measure Information

· Income Supports Brochure and an Emergency Services and Income Supports Booklet

· Various Income Support Program Applications

· Intake Application 

· Benefit Program descriptions

· Referral forms

· Job Descriptions

· Information about MUSST

· Information given at TCA Orientation

· Organizational Chart and Silver Spring Office Procedures

· Staff  Listing and staff schedule for recertifications and intake

.

SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary

Aspects of the Program that are Highly Commendable

· The program has a highly motivated and well-trained staff that is customer oriented.
· The speed and accuracy in processing most applications (some issues with food stamp applications) is impressive.
Ways in Which the Program is Meeting Expectations

· The program is providing services to those in obvious need.

· The self-reported numbers of customers served seems consistent with the numbers of application received.  The emphasis by staff of customers obtaining and keeping employment is true to the program’s key goals.

· The tie-in with numerous community groups especially the co-location of Ministries United of Silver Spring/Takoma Park (MUSST) is helpful.

Aspects of the Program that Need To Be Developed Further

· Program should track the percentage of those in need of services that actually apply.

· The Program, with DHHS assistance, should define its target population and measure success in providing services overall.

Suggestions for Improvement/Other Comments and Recommendations

The staff is concerned about the upcoming crisis caused by the 60-month eligibility limit for clients.  In some of the more difficult cases, clients could have trouble finding employment when they reach the time limit.  Income Supports should develop a strategic plan to address this issue.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Highly Commendable

· The quality of staff is outstanding and empathetic to the customer.  The customer is treated with courtesy, respect and professionalism.  During one interview observed, the caseworker made certain her customer understood everything completely.  

· The Income Supports area and interview rooms are pleasant.

· The Electronic Benefit System (EBT) card, ATM-like cards that are used to purchase food through the Federal Food Stamp Program, are produced on site.  This is an excellent service because customers benefit in the ease of obtaining the cards at a convenient location.


· The TCA orientation for screening customers that provides customers with verbal and written information about requirements, procedures, etc. is well done.

· The method of educating customers about food stamps and Temporary Cash Assistance works well with informative, easy to understand videos in several languages and brochures in several languages.

Ways in which the Program is Meeting Expectations

· The work schedule for the program seems to work well with certain days and mornings set aside for applications and Wednesdays set aside for paperwork.  This is to ensure that customers are served more efficiently and timely.
· Program is providing services that people need.
· Services are provided in clean, well-lit offices.
· Services and information are provided in Spanish and Vietnamese.
Aspects of the Program that Need To Be Developed Further

· More available translators and staff to assist in filling out the myriad of forms would be of benefit to customer and staff.  
· Document the needs of clients who seek assistance but are not eligible for any of the income maintenance services.
· Ensure that all business cards include TTY information.
· The voicemail message on the program’s main line should be bilingual, in Spanish.  An option could be put on the message to enable customers to hear the message in Spanish.
· Explore ways to increase communication and coordination with MAXIMUS in serving customers eligible for TCA.

Suggestions for Improvement

· Add on site bilingual staff dedicated to translation.  Currently, staff speaking several languages have an already heavy workload in addition to helping out with foreign speaking customers in other areas.

· New TCA staff has to spend two to four weeks in training in Baltimore.  They travel to and from Baltimore daily.  Some other method of that training might be to have the trainer travel to the County or provide electronic training via closed circuit TV, for example.  Valuable staff time would be saved.

· Additional staff is needed to accommodate daily intake overload.

· Develop more formal client satisfaction survey data.

· Better customer service should include large signage in the lobby in several languages detailing such information as the Wednesday schedule, the upcoming five-year limit time and basic documents required for service.

Additional Comments and Recommendations

The overall impression of the facility and staff regarding customer service is one of respect, professionalism and courtesy to the people served.  The staff interviewed and observed seem dedicated, try to make certain they understand the often-complicated procedures and requests, and genuinely want to make a "success" of their cases.  A number of staff speak more than one language.  A 30% turnover in the Income Support staff has occurred this year that has put extra demands on the program.

TCA customers have to go to MAXIMUS for the job search component within five days of the orientation if they qualify and decide to go through with the application process.  They also go there for childcare provision.  A small shuttle bus between the Silver Spring center and MAXIMUS operating several days a week at announced and promoted scheduled times might be a useful service for customers that may not have personal transportation.
Informational brochures on parenting, nutrition, depression and other topics would enhance the time spent by customers waiting in the lobby to be served.  During the review, the panel pointed out that a better use of the lobby TV would be for educational purposes to the captive audience.  Education information was then shown during the review week.  The Customer and Building Services Coordinator also immediately arranged for suggested brochures on mental health issues.  Some brochures are currently there and waiting customers were seen to read them.

The method the office has implemented for intake and moving customers through the lobby seems to work smoothly for the most part with special cases, elderly or disabled, receiving immediate help.  However, the wait can still vary from a few minutes to four hours with some customers asked to come back another day once the available appointments are allocated.  Those customers are given a receipt, not an appointment, indicating they had waited the previous day.  Although a formal waiting list does not exist on a daily basis, efforts are made to accommodate unusual/serious situations.  Additional staff resources are needed to accommodate this excess need for services.

Paperwork is rampant with long forms, small print, many only in English, and some reproduced to unreadability.  Most forms for Income Supports originate at the State level, thus posing a problem for changes.  Informational brochures produced by the County seem to be largely in English only, as are the State forms.  The diversity of languages in the County supports more foreign language materials.

Computerized methods of capturing demographic data would enable an accurate analysis of exactly which languages are most frequently used.   If an analysis of the customer service cards is done, the feedback is not reaching the staff.

The usual lack in government of enough resources such as staff, space and up-to-date equipment is an impediment to better customer service.  Computers were down at least once during the review as well as e-mail on another day.  Apparently the fax machines are old and slow, which furthers delays staff who do their own clerical work.

The TCA orientation seemed effective in eliminating people who were not ready to adhere to the idea of employment as their primary goal, did not want to give child support information or had earnings above income levels.  An emphasis on domestic abuse, STDs and women's health issues was included in the orientation.  Language diversity was an issue during the observed orientation but a translator was available.  Some customers observed were illiterate in their own language and spoke little English.  A Spanish translator who was present at the orientation was able to help a Cambodian customer who understood some English but could not read English.
SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Highly Commendable

· Staff is highly motivated and well-trained.

· Program should be commended for consciously hiring bilingual/bicultural staff.

· Program’s strong desire to make do with limited resources.

· The overlap of Income Supports with Emergency Services has many built-in efficiencies and positive outcomes.

· Income Supports’ office space in Silver Spring is well maintained.

· Having the Front-End-Fraud investigator, contracted with the State of Maryland Department of Human Resources, on site is helpful to staff.    

· Staff members are to be commended.  They face difficult situations given the seemingly elastic and ever-changing rules and regulations that they must administer and impose with an impermissible error rate.
Ways in which the Program Is Meeting Expectations

· The structure of dividing the Silver Spring office into four units with a lead supervisor of each unit appears to work well and efficiently.

· Staff have ample training opportunities in customer service, security issues and communication as well as many other topics.
Aspects of the Program that Need to Be Developed Further

· At times, policy handed down from the state can be ambiguous and it is up to the supervisors to interpret the policy.  More direction from the State would assist supervisors with interpretation of policy.
Suggestions for Improvement

· Increase staffing and resources including technical/computer staff support and office space.
· Analyze reasons for increased staff turnover.
· A well-maintained and upgraded computer system is urgently needed.
· Computer technology should be used during the intake process.  This information, if entered electronically, would then be available for each caseworker’s use.  This would eliminate the duplication of entering the initial data twice.
· On-site computer maintenance staff is needed.
· Increased printer capability, modern scanners and on-site technical assistance capabilities would be significant dimensions that would enhance the efficiency of service delivery.
· Explore with the State ways for orientations and trainings to be local so that staff members, particularly new ones, would not have be in Baltimore for long periods of time for training.  A suggestion would be to have video conferencing or more local trainings or to spread out the training over several months.  Having new staff available when a turnover has occurred seems particularly crucial. 
· Explore having staff members specialized in certain policy for efficiency in serving customers.

· Students from local colleges and universities working on human service related degrees or research methods would be helpful to the program.  A recommendation would be for Income Supports to explore with DHHS how to provide adequate space and supervision for students.
· Work with DHHS to locate additional space for files and materials.

· Staff would benefit from access to trainings outside of the County and the State.

Additional Comments and Recommendations

The program self-assessment listed 42 staff positions that represent 41.5 work years.  The review panel conducted interviews with ten staff members from Income Supports.  Interviewed staff included managers, administrative staff, supervisors and caseworkers.  All staff exhibited enthusiastic support of the unit’s mission and possess high competency in their respective positions.  The panel was informed that due to staff retirements, resignations and promotions, the office has experienced an approximate 30% turnover recently.

Generally, the ongoing caseloads are heavy with approximately 300 families per worker.  These families can have multiple assistance units reflecting multiple Income Support programs.  For each family, caseworkers are responsible in managing any income support need.  The program’s management procedures for maintaining a high degree of effective service delivery appear to be working.  Back-up assistance is provided for new staff members as well as those cases in which a regular caseworker is absent for personal, in-service or cross-training activities.  While the staffing level meets minimum standards, increased services, less stress and more complete and timely service delivery would be enhanced with a small increase in staff especially in the caseworker area.

A long-range plan to co-locate all human services programs in one site similar to the Germantown facility’s triage system should be considered in Silver Spring.

The frequent computer failures at the program can complicate the intake process and sharply reduce staff efficiency and effectiveness.

In an observed interview intake, the computer was used to record information.  Some states have simple programs that allow caseworkers to note on the computer the documents and information needed from customers and then, make print outs for the customers to take with them.  Currently, staff has to hand write that information.  Printers would be needed in the interview rooms for this to work.    

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 Silver Spring Income Supports 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


1
4



Subtotal = 19 out of a possible 25


Comments:

· Staff is less aware of DHHS’ results-based accountability system and more focused on federal and state requirements for accuracy and/or caseload reduction (note:  caseload reduction may not be appropriate if unidentified need exists in the community or if national/regional conditions deteriorate).
· In the Program Self-Assessment, staff indicated that the community-wide outcome they are supporting is,”Increased access to medical, cash and food stamps resources for eligible residents.”  After a review of the program, it appears that this outcome is actually the program’s key result and the key result, “Improved health and self sufficiency,” mentioned in the Self-Assessment is the outcome the program is supporting.
· Income Supports is included in Measuring Progress under Public Assistance Benefits Certification with the outcome of Individuals and Families Achieve their Maximum Possible Level of self-sufficiency.  
· Research is cited in the Measuring Progress and in the Family of Measures about changes in the welfare system (see attached Family of Measures sheet at end of the report).  


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

2
1
4
1
2

Subtotal =   27 out of a possible 40*


*Possible score reduced to 40 from 50

because item#5 is not applicable, the Program does not have a standardized assessment tool.  Additionally, item #7 was not observed.


Comments on Charting Results:
· In the Family of Measures, Income Supports is included under Public Assistance Benefits Certification.  The mission of this program is to “provide limited cash assistance and supportive services to eligible families in order to help achieve self-sufficiency.”

· According to the Program Self-Assessment, the program is not using a measure of client well-being.  The program measure of the “percentage of core Temporary Cash Assistance recipients who remain employed after one year” is an identified measure of client well-being (see Family of Measures sheet for Public Assistance Benefits Certification at the end of the report). 

· Targets exist in the Family of Measures regarding the number of TCA recipients who become employed and remained employed. 

· The program’s computer technology needs to be upgraded to determine client trends, demographics and follow-up information.


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
2
12


Subtotal =  16 out of a possible 20


Comments:

· The program includes its important partners in the Program Self-Assessment (see page 2, Item #8 of the Program Self-Assessment).

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

1
3
1
6


Subtotal =  45 out of a possible 55 


Comments:

· Staff is aware of how to connect clients to sign language interpreters through the Department when needed.  Clients indicate any specific accommodations needed during the intake process.  


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


3
1
4
2

Subtotal =  33 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:

· A TTY machine is available in the Income Supports area.

· Program uses the Maryland Relay line with customers.

· The lobby facilities are pleasant with easy access to public restrooms with baby changing tables in both men and women's. The building looks to be ADA compliant.  Parking is scarce, but staff parks in a nearby church lot to provide more room for customers.  A pay telephone is available and under cover.  

· A children's corner is provided and twice weekly, the Family Works agency comes to the center to provide child care and do activities with the children on site while parents are filling out paperwork in the lobby.  Family Works also gives information to parents on parenting skills and other resources if needed.  The agency will bring books and games for the children to use while they are waiting with their parents.

· Staff works coherently and cooperatively to serve customers.


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

1
3

1


Subtotal =  16 out of a possible 25


Comments:

· Changes have been made in the program based on lessons learned through the fair hearings process where customers can challenge finding/decisions.  Through this process, the program has identified policy areas where workers may have been making incorrect eligibility decisions.  If that is the case, training is requested in those areas.

· Additionally, the program had lost several appeals because of inadequate/incorrect language in notices.  Because of this, the program has completely revamped its representation in hearings involving TCA.

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


4
1
2
2

Subtotal = 26 out of a possible 40


*Possible score reduced to 40 from 50 because the program does not use any volunteers or students and no use of consultants was observed (items #9 and #10).


Comments on Supporting Outcomes through Personnel:

· Professional and support personnel of diverse backgrounds were well represented in the program. 

· Staff members were clear about their job duties and were given adequate guidelines to serve clients effectively.  

· All of the staff interviewed indicated that supervisors routinely conduct performance evaluations.  This includes a mid-year and annual evaluation with a yearly conference.  Currently, the program is using a draft County evaluation form with an addendum, developed by Income Supports, with statistical, measurable goals.  A new County evaluation form is still in the development stages and Income Supports is using the draft form until the new one is completed.

· The current evaluation process seems to be meeting the employee’s needs and the agency’s expected outcome.  Distinct roles exist in the process for the supervisor and the employee to give feedback.


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

1
2


1

Subtotal = 8 out of a possible 15*


*Possible reduced to 15 from 20 because item#4 was not observed.


Comments:

·  Budget for Income Supports is determined at the State level.

· The program’s greatest need in terms of resources appears to be additional funding for clerical and technical support.

· Program is attempting to address personnel needs by staff recognition, involvement of staff in planning and decision-making work groups and providing staff access to training and career development planning.


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

1
1
2
1
1

Subtotal = 18 out of a possible 25*


*Possible score was reduced to 25 from 30 because item#2 was not observed.


Comments:

· Those interviewed indicated the computer program that is managed, updated and controlled by the State functions well except the updating in not always timely.  Also, the appropriate training for the application of any changes is not always ready.
· Technology in the field was not observed.  However, staff has voice mail and access to e-mail.
· The intake system uses a manual process that involves entering handwritten data on separate logs for workers.

· The computer system is down frequently which affects and creates inefficiencies.
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