	Respite Services Community Review


The Community Review of Respite Services of Montgomery County was conducted March 11, 13 and 14, 2002.  The review panel included Ms. Jacqueline Davis, Dr. Florence Rosenberg and Ms. Sue Shoenberg.

This report is divided into the following four parts:

1. Program Description

2. Review Process

3. 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.

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 scoring results.

Program Description

The Department of Health and Human Services (DHHS) contracts with the Arc of Montgomery County to provide respite services.  Two County staff members, a program manager and a program specialist, work with the program on a part-time basis.  The Arc has eight employees dedicated to the program including a respite administrator.  Approximately 45 private individuals and 30 agencies are used for respite care.  In addition to providing funds for linkages to independent respite providers, Montgomery County also funds a respite house in Potomac operated 24-hours a day, 365 days a year.  Interested families in Montgomery County who are caring for a family member who is frail, elderly or disabled can apply for respite services.

Respite Services promotes the beliefs of self-determination and inclusion for persons with disabilities by having a variety of options in the local community.  The program is flexible and enables families to have choices, maintain control and make decisions based on their needs and preferences.  Families are offered temporary relief and support for giving ongoing care to frail elderly persons, children and adults with disabilities and/or children with severe medical or behavioral needs.  Respite care can be provided at planned intervals, in a time of crisis or on an as needed basis.  The care is provided by certified care workers in or out of families’ homes.  This temporary care gives a period of rest and renewal for the family.  It also contributes to maintaining the person in the community, enabling the person to live in a family or family-like environment or assisting the person in achieving a greater level of independence.  
Review Process

To gather their findings, the reviewers initially met with the Chief of Aging and Disability Services and the Administrator of Information and Assistance Services of Aging and Disability Services to understand better the program’s service area.  They also spoke with the administrator who works with disability services to discuss the review schedule and gain an overview of Respite Services.  The program manager and program specialist of Respite Services described their functions with the program.  A video about respite care was also shown to the panel.
During the review, the County staff presented the program’s budget, contract and the self-assessment.  The panel went to Arc’s Respite Services office and met with the Executive Director of the Arc.  The Respite Administrator explained the application process for respite care, how placements are made and discussed customer feedback.  An Arc staff member who does outreach to clients talked about how clients learn about services.  The reviewers had the opportunity to visit several sites that have respite care and the respite house in Potomac.  Additionally, they spoke with members of the Advisory Committee to learn about the committee’s role.
To assist the panel with their findings the following documents were reviewed:

· Program Self-Assessment

· A Description of Respite Care Values and How Respite Care Works

· DHHS Contract with the Arc
· Annual Report

· Program Brochures

· The State Requirements for Respite Care Services

· State Eligibility Income Levels

· Information Assistance Fact Sheet

· A Registry of Respite Services Providers

· Job Descriptions

· Letter Agreement for Consortium Agency of System of Respite Care

· Family Satisfaction Survey

· Survey Results

· Respite Services of Montgomery County 2001 Respite Satisfaction Results

· Consortium Letter of Intent
· Respite Care Providers for Children with Challenging Behaviors

· Respite Care Providers for Children and Adults with Developmental Disabilities

· Providers of Ancillary Supports

SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES
Summary 

Aspects of the Program that are Highly Commendable

· Program’s ability to accommodate the majority of requests for respite services.
· The program has a clarity of mission.
· The program does an outstanding job of working with other agencies and organizations (government and non-government).
· The program has set trends nationally in the area of respite care.
Ways in Which the Program is Meeting Expectations

· Awareness of needs and ways to meet needs of Montgomery County residents.
· Monitoring the field on a national basis.
· Connecting with coalitions.

· Outreach to schools and other organizations.

Aspects of the Program that Need To Be Developed Further

· A continued development of measurement and analysis is need.
· Continued marketing to public.
Suggestions for Improvement

· Greater emphasis should be placed on overcoming cultural and language barriers to program access by underserved sub-groups.

Additional Comments and Recommendations
· More reports on program outcomes are needed.
· Continue to work with the medical profession to aid families.
SECTION II:  PROVIDING CUSTOMER SERVICE
Summary

Aspects of the Program that are Highly Commendable

· Flexibility and individualizing of program services for each customer.
· A variety of services are available for families
· Program treats all clients with respect and care regardless of level of disability and/or difficult behavior.
Ways in which the Program is Meeting Expectations

· Respite Care facilities and offices have appropriate access and are well located.  

· Services are user friendly.

·  Staff makes appropriate referrals for customers.
Aspects of the Program that Need To Be Developed Further

· Further data on customer satisfaction and utilization of these data would enhance program services.
Suggestions for Improvement

· A clearly delineated written policy for handling complaints should be part of the package given to consumers.
SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Highly Commendable

· The program staff is efficient and effective.

The staff also demonstrates the following high commendable aspects:
· Staff teamwork
· High staff morale
· Program and staffing stability
Ways in which the Program Is Meeting Expectations
· Program has technology adequate to its needs.
Aspects of the Program that Need to Be Developed Further

· Increased budget for additional respite hours per family.
· Increased budget for additional respite care facilities.

· Additional funding for more respite care providers.

Suggestions for Improvement

· The Advisory Committee should be more diverse.

Additional Comments and Recommendations

A public recognition of the respite care providers/caregiver’s contributions would be a way to bring positive attention to the program and reward effective work.  An example would be having a recognition luncheon or other ceremony once a year.
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:  
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                 Highly 

     
Expectations
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   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for Respite Services:

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 in program descriptions and publications 
	
	
	
	
	(
	

	Frequencies
	
	
	
	1
	5
	

	Subtotal =   24 out of a possible 25 
	


	
	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
	
	
	6
	1
	2
	1

	Subtotal =  32 out of a possible 45
	

	*Possible score reduced from 50 to 45 because item#5 is not applicable.
	


	
	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
	
	
	
	
	4
	

	Subtotal =  20 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. 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
	2
	7
	

	Subtotal =  46 out of 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. 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
	
	
	
	
	9
	

	Subtotal = 49 out of a possible 50
	


	
	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
	
	4

	Subtotal = 4 out of a possible 5*
	

	*Possible score reduced from 25 to 5 because items #2-#5 were not observed.
	

	Comments:

· Annually, families are sent a survey about the program services.  Providers are also given a survey about the program.
· The reviewers were not sure if the program had a standard policy program’s policy for handling complaints.



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
	
	
	3
	1
	6
	

	Subtotal =  43 out of a possible 50
	

	Comments:

· The contract monitor meets quarterly with the Arc Respite Services staff to discuss the administrative functions of the program.
· The Advisory Committee provides oversight for the program and gives regular feedback.

· County employees are evaluated on a regular basis.


	
	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
	
	2
	2
	
	
	

	Subtotal =  10 out of a possible 20
	

	Comments:
· The relatively low scores (e.g., 2) refer to budget and data measurement, neither of which reflect on the caregivers' performance.




	
	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
	
	
	3
	1
	
	1

	Subtotal = 13 out of a possible 20
	

	*Possible score reduced from 25 to 20 because item#2 is not applicable.
	

	Comments:

· County staff members working with the program attend required State trainings, the County’s Center for Continuous Learning Trainings and other professional trainings.  The Arc provides training for providers.  Respite Care Providers are trained in first aid and care management.  Behavior management is another example of a training for providers.  The Developmental Disabilities Administration also offers training that staff can access. 
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