	Rewarding Work Community Review


The Community Review of the Rewarding Work was conducted April 16, 17 and 18, 2002.  The review panel included Dr. Mona Ellis, Mr. James Marrinan and Mr. Lee Stanton.

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.

Special Note

The Rewarding Work Program does not deliver direct patient care.  This evaluation tool is designed for programs that directly deliver patient care and services.  Therefore, the panel has decided to use a majority of text in addition to a portion of the tool, whichever seems most appropriate.  Panel members also want to make clear that the primary customers of Rewarding Work are the individual subcontractor programs that do deliver care and services.  The secondary Rewarding Work customers are the patients.  At times, the panel scored or commented for one or both of these customers.

Program Description
Review Process

Other review activities by the panel included:

To assist the panel with their findings the following documents were reviewed:

SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Highly Commendable

· Program has admirable broad-based goals that improve community health care.

· Excellent, knowledgeable, dedicated and enthusiastic staff.

· Staff effectively creates and nurtures partnerships both with County resource as well as non-county programs.

Ways in Which the Program is Meeting Expectations

· Establishment of the Community Healthlink identity.
· Regular meetings with providers, publishing newsletters and e-mail contacts.
Aspects of the Program that Need To Be Developed Further

· Having subcontractors generate desired results may require additional funding for staffing or technology.  Results may be available once the planned integrated computer system is up and running.  Reporting results would be preferable to awaiting 100% reporting.

· Consider implementing a timeline for the successful operation of MIS including training, data entry, results gathering and analysis.  This could include performance incentives.

Suggestions for Improvement

· For primary customers, consider measures of participation, cooperation and implementation of stated goals.

· Increase additional efforts to ensure communication between all parties.

SECTION II:  PROVIDING CUSTOMER SERVICE
Summary

Aspects of the Program that are Highly Commendable

· The facilitation of programs’ access to current and potential providers works well.  Staff recognizes the diversity of the programs’ needs and attempts to accommodate these needs.
Ways in which the Program is Meeting Expectations

· The program is responsive to the providers’ needs.

Aspects of the Program that Need To Be Developed Further

· Written policy for grievances are needed and have been brought up by customers.
· Develop mechanisms to provide TTY or other reasonable accommodations and services as necessary.  Publicize this availability such as on business cards and Web sites.
Suggestions for Improvement

Work with subcontractors to develop a uniform secondary customer satisfaction tool.  Develop other uniform standards or tools to aid programs in consistent data gathering and reporting.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Highly Commendable

· Program has a superb staff.

· The integration of CAP grant funding in meeting needs of the Rewarding Work Program is commendable.

Ways in which the Program Is Meeting Expectations
· Rewarding Work is on the verge of launching MIS to provide data to meet stated program goals.

· The current executive director keeps PCC’s Board of Director well informed and is appropriately responsive to their inquiries.

Aspects of the Program that Need to Be Developed Further

· Once the MIS system is implemented, additional personnel and possibly, funding is needed to support trouble-shooting, training and enhancement of both the clinical and quality assurance functions.
· Try to obtain more secure, multi-year funding to reduce repetitive funding requests and enhance program planning.
Suggestions for Improvement

· In the future, seek out more culturally diverse applicants including applicants who are Spanish-speaking.

· Seek out novel sources of additional funding such as the Federal bioterrorism funding.

· Obtain access to sources of information such as information from the National Library of Medicine.

Additional Comments and Recommendations

· Consider the use of volunteers, students or interns to enhance staff capabilities.  This could be a training ground for future work in community health.
· The executive director has used his unique abilities to attract funding, support and staff, which has been critical to the success of the program.  Ideally, he will have a continued relationship with the program or an appropriate transfer of knowledge of skills will be undertaken to perpetuate these strengths.

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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The panel used the following definitions of the rating scale for Rewarding Work:

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
	
	
	
	
	5
	

	Subtotal =  25 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
	
	
	1
	
	3
	6

	Subtotal =   18 out of a possible 20*
	

	*Possible score reduced from 50 to 20 because items#8-#10 are not applicable until results are available.
	

	Comments:

· Results are not currently available for stated program measures.


	
	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
	7
	3

	Subtotal =  39 out of possible 40*
	

	*Possible score reduced from 55 to 40 because items 4, 6 & 10 were not observed.
	


	
	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
	
	1
	
	6
	3
	

	Subtotal = 32 out of a possible 35*
	

	*Possible score reduced from 50 to 35 because items#6 and #8 are not applicable and item#9 was not observed.
	


	
	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
	
	2
	
	
	2
	1

	Subtotal = 14 out of a possible 15
	

	*Possible score reduced from 25 to 20 because item #3 was not observed.
	


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
	
	
	
	2
	6
	2

	Subtotal =   38 out of a possible 40*
	

	*Possible score reduced from 50 to 40 because items#9 & #10 are not applicable.
	


	
	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
	
	
	3
	

	Subtotal = 17 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
	
	
	
	
	5
	

	Subtotal =  25 out of a possible 25
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