	Rabies Prevention Program Community Review


The Community Review of the Rabies Prevention Program was conducted April 28 and 29, 2004.  The review panel included Shirley Bagley, Jim Coyle and Ken Jackson.
This report is divided into the following six parts:

1. Program Description

2. Review Process

3. Overview

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

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

6. Program’s Americans with Disabilities Act Checklist

Program Description
Rabies Prevention is one service within the Communicable Disease Control and Outbreak Investigation Program.  County residents have the potential to contract rabies, a fatal disease, from the exposure to an infected animal.  The staff of this program determines which bites/exposures have the potential risk of rabies transmission.  Community Health Nurses counsel individuals and ensure the proper medicines are given to the patient for administration by their physician.  There is a coordinated effort between State and local health department clinical care providers, animal control professionals and administration for fiscal services. 
(From the Rabies Prevention Program Self-Assessment)    

Review Process
The review began with panel members meeting with the nurse manager to obtain a program overview and understand better about the Communicable Disease Control and Outbreak Investigation Program.  The panel also received a tour of the Dennis Avenue Health Center and meet staff members.  Case examples were presented to the reviewers.  After lunch, a description of the fiscal/billing process of Rabies Prevention was given.  The reviewers also learned about the management of rabies biologic (the medicines).

During the morning of the second day of the review, the morning was spent at the Animal Services Division in Rockville.  There, the reviewers heard more about the partnership between Rabies Prevention and Animal Services Division.  The review concluded in the afternoon at the Dennis Avenue Health Center with a wrap up of the panel’s initial findings presented to the nurse manager.

**Special Note—For this report, Rabies Prevention will be called the Rabies Prevention Program.  However, Rabies Prevention is one element of the Communicable Disease Control and Outbreak Investigation Program.
Overview
The Rabies Prevention Program is excellent in its identification and treatment of rabies exposures in the general population.  The program is well-run and has a very able program manager and dedicated staff.  Conversations with the program manager and the staff gave a strong impression they love their work.  In terms of infrastructure, the staff seems to be maxed out with their workload and in crunch times, they have had to use compensatory time to perform some tasks.  Currently, the staffing seems appropriate but they could face a staffing deficiency if they cannot hold on to the Bioterrorism Grant, which provides an additional nurse.  The addition of more staff may solve the issue of using compensatory time.   

The budget is “bare-bones” and needs to be examined as to its adequacy to meet future needs.  A great working partnership exists between the program and the staff member who orders the rabies vaccines.  There is also a good partnership with Animal Services Division with both the staff of Animal Services Division and the Rabies Prevention Program respecting and supporting the other.  Although, the Rabies Prevention Program staff performs all their tasks admirably, they could benefit themselves and the program by attending workshops and other trainings related to their work.   

Data and information collected is complete, except for final information on patients exposed and treated by physicians, which should be obtained.  Computerization of data would be very useful, especially in providing for more complete analysis.  Public information dissemination needs to be increased, and if analysis indicates, such information might be more targeted to specific populations.  Improvements could also be made by the development of a structured consumer education and awareness program and dispute resolution policies.  Individualized written position descriptions for the nurse positions, examination of the fees for licensing requirements for pets and a better results reporting relationship with the Maryland Department of Health should be considered.

Overall, the Rabies Prevention Program is meeting the goals identified:  reducing the risk of exposure to rabies and providing treatment when exposure occurs.  The program consists of a committed and professional staff, which should serve to promote improved outcomes.  
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 
Aspects of the Program that are Exceeding Expectations 

· The program has clear outcome measures such as numbers of individuals at risk for rabies due to exposure to infected animals and numbers of individuals in postexposure care.  
· Information provided indicates a decline in the number of residents exposed to at-risk animals in FY01 through FY03 with predicted further declines in FY04 and FY05.  
· Forms completed by clients concerning consultation and forms completed by physicians about administration of vaccines and adverse reactions appear to be complete.  Information provided by these forms allow for additional measure of outcomes.  

· The program consists of a committed and professional staff which should serve to promote improved outcomes.

Aspects of the Programs that are Meeting Expectations

· Good working relationships have been established with the Centers for Disease Control (CDC), the Department of Health and Human Services and with the Animal Services Division of Montgomery County.  
· There is prompt contact between the Rabies Prevention Program and Animal Services on reported bites and the provision of information on animal registration by Animal Services.

· The CDC provides up-to-date information on rabies research and treatment.

Aspects of the Programs that Need To Be Developed Further

1. Computerization of a program database on rabies (exposures, consultations, treatment and follow-up and client satisfaction) that would allow for analysis on ethnic, geographical and socioeconomic status is greatly needed.  Analysis of theses factors would indicate whether any group needs specific information. 
2. While the Rabies Prevention Program has developed some public information materials, there is a need for additional information dissemination through public media such as newspapers, radio and television.  Adequate funds should be made available for the development and dissemination of information through these channels.  Brochures and other public information available in languages other than English are also needed.
Suggestions for Improvement

1. Opportunities should be made available for program staff to attend meetings/conferences focusing on rabies to be informed of research developments, new and improved means of reducing at risk exposures, client counseling and treatment, as well as information dissemination.
2. The form, Report of Postexposure Rabies Treatment, which is completed by the physician and sent to the Maryland Department of Health and Mental Hygiene should be sent to the Rabies Prevention Program to be entered into the database.  The form includes information on nature of exposure and activity leading to exposure as well as information on treatment received and provides closure on exposure through treatment.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations
· Program provides consumer feedback via a feedback card in packet that goes to the doctor administrating vaccine.
· Consumers are given vaccines to take to their doctors so that time is not lost in administering vaccines.
· Initial interactions with consumers are friendly, helpful and extremely professional.

Aspects of the Program that are Meeting Expectations
· Program provides rabies information through use of four brochures: two that are County produced and two from other organizations.
· The lead nurse is assigned for a full case management approach.

Aspects of the Program that Need To Be Developed Further
1. Program does not have final consumer service information since the administering doctors send records and reports to the Maryland Department of Health and Mental Hygiene.
2. Public education and awareness is limited since the program has limited staff and no funds for this activity.
3. Printed material for multicultural population needs to be developed.

Suggestions for Improvement
1. Develop a public education and awareness activity for the general public; County funds are needed to support this.
2. Develop better information for the health care agencies and the physician network.
3. Program needs help in locating a site for conducting summer and fall free vaccine program.
4. A more thorough examination of the client satisfaction form might be beneficial as well as development of written procedures for handling client dissatisfaction or complaints and dispute resolution should they arise.

5. An addendum to nurse position descriptions, which outlines Rabies Prevention Program responsibilities is needed; the current descriptions are general nurse position descriptions.
Additional Comments and Recommendations
1. Investigate possible college intern program to assist program with discrete but important research projects.
2. Support program suggestion for a pre-arranged agreement with one or more medical centers for administering vaccines to low-income residents.
3. County should revisit dog and cat licensing fees which appear to be hindering registrations (only 25%); low or no cost licenses could generate greater rate of compliance.
4. It would be helpful for the program to have a Web site that the community can access.
Useful Trends/Information
1. The interdepartmental cooperation with Animal Services is a model effort that could be useful for other departments with similar coordination requirements.
2. The self-help approach for getting vaccines to doctors is an effective cost-savings approach.

SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations
· Staff works efficiently and effectively to meet program goals.
· The nurses and administrative staff work well together.
· Staff uses available technology well to support program goals.
· A seamlessness of services exists between Rabies Prevention and their partnering programs.
Ways in which the Program are Meeting Expectations
· Although an additional nurse could be effectively utilized by the program, current staffing meets program expectations.
· Regular staff evaluations are completed.

· The “bare bones” budget seems adequate for now.
· Sufficient technology is available to meet the needs of the program.
Aspects of the Program that Need to Be Developed Further

1. The program manager acknowledged the need for ongoing training and for improved communications with physicians.
2. The program does not use volunteers and it may benefit the program to recruit an occasional intern for tasks such as data collection and data storage.
3. The program needs to communicate better with the public.  They are doing a great service to the community and deserve more visibility.  
4. Additional funds to hold clinics, seminars, etc., should be requested to outreach to the community.
5. Data collection should be automated to provide more consistency and an integrated database should be developed.
Suggestions for Improvement

1. Additional automation of information.
2. Additional information sharing with physicians.
3. More visibility/information sharing with the general public, especially schools.
Additional Comments and Recommendations
1. Rabies Prevention Control is an excellent, well-run program. The program does a lot with a small staff.  The program manager and the staff are to be congratulated for the dedication and effectiveness.

2. Staff is multicultural except for the nurses.  If an additional nurse is needed, strong efforts should be made to seek more diversity.

3. If the program is to meet its desire for better community outreach, the budget will probably need to be increased.

4. Job descriptions are general for the nurses, so it is difficult to describe any individual’s role in accomplishing the program’s mission.  Performance evaluations might be more individual.
REVIEW SCALE WITH RESULTS AND COMMENTS

Areas for Review and Rating Scale

The panel rated the program in the following areas:  

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

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

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

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


  Expectations

        
Expectations


   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Rabies Prevention Program Community Review:
Exceeding Expectations
· 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 Outcomes
	1
	2
	3
	4
	5
	N/A

	1.  Able to describe the program’s mission
	
	
	
	
	(
	

	2.  Clear about community-wide outcomes
	
	
	
	
	(
	

	3.  Able to describe the specific impact of 

     the program 
	
	
	
	
	(
	

	4.  Have outcome measures in place to 
     measure results
	
	
	
	
	(
	

	5.  Able to indicate how the program’s

    outcome measures address client’s 

  well-being
	
	
	
	(
	
	

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

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

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

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

	Frequencies
	
	
	1
	2
	6
	

	Subtotal =  41 out of a possible 45
	


	
	Score

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

	1. Using a standardized assessment tool to measure success
	
	
	
	(
	
	

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

	3. Identifying/setting targets for outcome measures
	
	
	(
	
	
	

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

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

	Frequencies
	
	1
	3
	1
	
	

	Subtotal =  15 out of a possible 25 
	


	
	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
	
	2
	
	2
	
	

	Subtotal =  12 out of a possible 20
	


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

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

	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
	
	3
	1
	1
	6
	

	Subtotal =  39 out of a possible 55  
	


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

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

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

	Frequencies
	
	
	1
	2
	4
	2

	Subtotal =   31 out of a possible 35*
	

	*Possible score reduced from 45 to 35 because the program does not have a waiting list.
	


	
	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. Handling complaints/disputes through a clear written process
	(
	
	
	
	
	

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

	Frequencies
	2
	1
	1
	
	
	

	Subtotal =  7 out of a possible 20
	


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 performance evaluations that are conducted on a regular basis
	
	
	(
	
	
	

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

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

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

	Frequencies
	
	3
	4
	
	2
	

	Subtotal =  28 out of a possible 45
	


	
	Score

	B. Supporting Outcomes through 

      Budget
	1
	2
	3
	4
	5
	N/A

	1. Budget reflects and supports program goals
	
	
	(
	
	
	

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

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

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

	Frequencies
	
	3
	1
	
	
	

	Subtotal =  9 out of a possible 20
	


	
	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 identifies training resources needed
	
	
	(
	
	
	

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

	Frequencies
	
	
	4
	1
	
	

	Subtotal = 16 out of a possible 25 
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