	Social Services to Adults Community Review


The Community Review of Social Services to Adults was conducted March 29 through March 31, 2006.  The review panel included Shirley Bagley, Ruth Hayn and Janie Stoll.
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 Social Services to Adults program (SSTA) is a statewide program, within the Department of Human Resources, the Community Services Administration and Office of Adult Services.  In Montgomery County, the Department of Health and Human Services’ Aging and Disability Services administers this program.  The SSTA program provides assessment, crisis intervention and voluntary care management to persons 18 years and older with physical and/or mental impairments.  
Care (or case) management, as defined by the Case Management Society of America, is a collaborative process which assesses, plan, implements, coordinates, monitors and evaluates the options and services required to meet an individual’s health needs, using communication and available resources to promote quality, cost-effective outcomes.  The SSTA program, which includes the Senior Care program in Montgomery County (case management and gap-filling resources for seniors with severe to moderate functional disabilities and defined, limited financial resources), provides professional social work and nursing assessments (as needed), service linkages and coordinates in-home supports for customers that seek to remain safely in the community in the least restrictive living arrangement.







From the SSTA Program Self-Assessment
Review Process

The community review of the SSTA program included staff introductions, a program overview and PowerPoint presentations of SSTA and Senior Care.  Panel members also observed several home visits with SSTA staff.  

A site visit was made to the Misler Center Adult Day Care Program.  SSTA staff talked with the reviewers about program services and panel members met with the program manager.  Various program documents were reviewed prior to and during by the panel.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Exceeding Expectations
· SSTA’s objectives and outcome measures are well articulated.  The program’s effectiveness and success are measured by the ability of the clients who through case management assistance and provision of multiple services are able to remain living in the community.  
· The program’s work in providing continuing case management including the identification and coordination of multiple services exceeds expectations in maintaining clients in relatively sage and healthy environments.  The level of coordination and cooperation with other programs the Home Care Program and Adult Protective Services (APS), etc. is outstanding.  Staff of the various programs may not have met personally, but through working relationships know each other and share a common dedication, competence and partnership.  Partnerships have been established with local Rotary Clubs and have been especially useful in renovating homes for clients with special needs.
· Management seems to go out of its way to keep abreast of the latest research on what “works” in the social services field.  It is also impressive in the way assets of the community are identified and reached and then incorporated into helping clients in a practical manner.  (Rotarians for example).
· Clients complete a client satisfaction survey and approximately 90% are satisfied with casework and services received indicating the program is exceeding in achieving outcomes.
Aspects of the Program that are Meeting Expectations

· SSTA is seen as a prevention to forestall the need for APS and the outcome seems to prove that it is doing just that.
· The program is meeting expectations in for those clients who are assessed, accepted into the program and monitored.
Aspects of the Program that Need To Be Developed Further

· Strong lobbying seems to be called for to give back the staff that was cut in the last few years, until that is done the waiting list will continue to be a barrier to achieving SSTA’s mission.
Suggestions for Improvement

· The means of reducing numbers on the waiting list should be considered as soon as possible, as well as means of reducing waiting time on the list in the future.
· Contacting those on the waiting list for current assessment is warranted.
Additional Comments and Recommendations

The program staff submitted very detailed and well-organized Program Self-Assessment and program documents to the Community Review Panel.   
SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations

The program interfaces seamlessly with those parts of the department that implement services which were assessed as necessary to meet client needs.  The staff is very responsive to needs expressed during meetings with the clients.
Aspects of Customer Service that Need to be Developed Further
· The time between assessment and actual service start is often lengthy and from the client’s point of view that is hard to comprehend.  Realistic time frames need to be explained in simple language terms.
· There is a waiting list of 201 individuals for the program, which raises the question of whether the program is serving all who need services.  A waiting list of 201 appears excessive.  With the intensity of the casework and services provided and the number of clients assigned to each social worker, it is understandable a waiting list might exist.
Additional Suggestions for Improvement
A more diverse staff would be desirable.  As the population of this county has grown in diversity, both culturally and language wise it would be helpful if the staff reflected this change.
Additional Comments and Recommendations

· Considering the lack of adequate staffing due to budgetary restrictions SSTA is maintaining an admirable level of service.  The morale of the unit appears to be high and this translates into stretching the staff to its utmost to deliver the needed attention to the diverse needs of the clients.

· SSTA has lost a third of its budget in the last few years. The waiting list, which is totally unacceptable, reflects this as there is simply not enough staff available to meet the needs of eligible clients.  In addition, the current staff is often deployed into other departmental areas.  Nonetheless, it is admirable to observe that the morale of staff and supervisors is exceptionally high.
SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations

· Management techniques have created a very positive environment for staff to work in i.e., retreats, Friday morning breakfast meetings, etc.
· The staff leadership is excellent.  The program manager seems to be aware of every aspect of the program and demonstrated intimate knowledge of the social workers’ caseloads.  He makes suggestions to the social workers and follows the progression of various cases closely.

· An excellent rapport exists between the various managers and a good sense of cooperation between SSTA and other parts of the Aging and Disability Services.  The programs appear to act together seamlessly.  

· The program manager meets regularly with staff both formally and informally to discuss cases.  This seems to be reflected in the easy manner staff interacts with other and with management.  
· The staff was noted to be enthusiastic, very competent, thorough and helpful.  They were knowledgeable of the available resources needed and patient with clients.  All of the staff seems invested in the program and work diligently to arrange the best possible outcomes.  There was a strong supportive relationship between management and staff.
Aspects of the Program that are Meeting Expectations

· Each member of the staff is clear as to their duties and also their limitation in what they are able to accomplish with their clients.
· Volunteers (students) and consultants, when they are available, are used to supplement the staff.  It was noted students were requested this year but the program did not have a student currently.  

· SSTA works seamlessly with APS and the Senior Care Program to meet the needs of each service as best they can within budgetary constraints.  SSTA has had to loan staff to APS for the program to meet their needs.

· The staff has been trained on the AIF computer system and the review panel was informed the staff is using it.

· Each member of the staff has a computer on their desk with Internet and Intranet access.

· Staff training needs are being met either through training provided by Montgomery County or through outside resources.
· Staff is experienced with work in this county, conversant with all services available and able to cover for each other when the need arises.
ADVANCE \x468 

ADVANCE \d4Aspects of the Program’s Work in Building an Effective Infrastructure to be Developed Further
· As mentioned, a more diverse staff would be desirable.  
· It would be helpful to the program if staff had laptops that they can take into the field.   
· Of the most concern to the reviewers who focused on this section, were the lengths of the waiting lists of those waiting to be served (more than 200) and of those who were assessed but were waiting for services (about 100).  It is apparent that SSTA is not adequately staffed to meet the ever increasing needs of this growing segment o f the Montgomery County community.  There is an immediate need for at least two to three more social workers. 

· The initial assessments need to be done in a timelier manner.

· SSTA could also use the more direct services of a registered nurse (RN).  Perhaps a RN could be hired by Aging and Disability Services to serve as a floater available to all the Aging and Disability programs.  This would enable an RN to evaluate resources needed by those clients with medical problems when they are first assessed, perhaps facilitating faster medical intervention when necessary.
· Additional funding for the in-home aide services is needed.

ADVANCE \d4Suggestions for Improvement
· It would be advantageous for the staff to have laptops to use to enter and pull up information when they are away from the office.  Since this would be a one time expense, perhaps funding could be obtained from other funding sources within the County such as a large business (law firms upgrading their systems might discard relatively new lap tops and might donate them to the department) or even from a special grant.
· Considering the shortage of staff, it might be desirable to explore the use of less highly qualified workers to implement services needed such as transportation aides or increase the efforts to get interns.
Additional Comments and Recommendations

· Consider more cultural diversity among staff.
· Overall, the program and the staff are impressive, doing the best they can with limited resources.  However, since Montgomery County is expecting a huge increase in the target population of this program, more funding has to be obtained either through the County, State or through grants.  The current waiting lists are a serious problem.  If more funding cannot be found to hire more people, the current staff may be subject to burn-out and if that happens, the program will not be able to keep functioning at the high level it reaches today.  One short-term solution might be to hire a grants person temporarily to research funds available and write the grants.  It might even be possible to get a qualified person to at least research this through the Montgomery County Volunteer Center.
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:  

Not Meeting


    Meeting


              Exceeding

     
Expectations


  Expectations

        
Expectations



   1

       2


3

      4

        5

The panel used the following definitions of the rating scale for the Social Services to Adults Community Review:

Far Exceeding Expectations (5)
· There is evidence of highly exceptional performance.
Above Expectations (4)

· Program is doing above the department’s/agency’s expectation.
Meeting Expectations (3)

· Expectations are being met by the contract, agency’s mission 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 views the category as positive performance.
Below Expectations (2)

· There is evidence of minimal effort.
· A program may be rated a two if they are attempting to meet the expectation in this area but do not have all the resources necessary.  In this case, it is not a negative rating and will highlight a program’s need.
Not Meeting Expectations (1)
· 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
	
	
	
	x
	
	

	2.  Clear about community-wide outcomes
	
	
	
	x
	
	

	3.  Able to describe the specific impact of 

     the program 
	
	
	
	x
	
	

	4.  Have outcome measures in place to 

     measure results
	
	
	x
	
	
	

	5. Able to indicate how the program’s

    outcome measures address client’s 

    well-being
	
	
	x
	
	
	

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

	7.  Using research on “what works” to   

     achieve the program’s mission and   

     improve the outcome measures
	
	
	
	x
	
	

	8.  Applying research to develop and/or  

     change strategies.
	
	
	x
	
	
	

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

	Frequencies
	
	
	5
	4
	
	

	Subtotal =  31 out of a possible 45
	

	Comments:

· Clients are visited by a social worker at least quarterly but frequently the social workers are in contact with clients more often as they arrange for a variety of needed services and respond to situations as they arise.


	
	Score

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

	1. Using a standardized assessment tool to measure success
	
	
	x
	
	
	

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

	3. Identifying/setting targets for outcome measures
	
	
	x
	
	
	

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

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

	Frequencies
	
	
	4
	1
	
	

	Subtotal =  16 out of a possible 25
	

	Comments:  
The program compares and reports outcome measures on monthly and quarterly reports with other Maryland jurisdictions.  Information about the number of clients served, number of visits and number of services for clients is also charted.


	
	Score

	C. Creating and Nurturing

      Partnerships
	1
	2
	3
	4
	5
	N/A

	1. Able to clearly identify what County system of services the program is under?
	
	
	x
	
	
	

	2. Establishing relationships (other parts of DHHS)
	
	
	
	
	x
	

	3. Establishing relationships (other parts of county government)
	
	
	
	x
	
	

	4. Establishing relationships (other agencies outside of government)
	
	
	
	x
	
	

	5. Identifying additional partnerships
	
	
	
	x
	
	

	Frequencies
	
	
	1
	3
	1
	

	Subtotal =  20 out of a possible 25
	


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
	
	
	x
	
	
	

	2. Aware of how customers come into the program
	
	
	x
	
	
	

	3. Using explanations of eligibility criteria that are clear 
	
	
	x
	
	
	

	4. Maintaining information in a variety of formats and languages
	
	
	x
	
	
	

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

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

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

	8. Identifying needs of customers on an individual basis
	
	
	x
	
	
	

	9. Employing a positive tone
	
	
	
	x
	
	

	10.  Ensuring that customers understand      

       access and intake process
	
	
	x
	
	
	

	11.  Encouraging staff to make a 

       concentrated effort to please

       customers
	
	
	
	x
	
	

	Frequencies
	
	
	9
	2
	
	

	Subtotal =  35 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 
	
	
	x
	
	
	

	2. Offering services that are readily available
	
	x
	
	
	
	

	3. Easily accessible by phone, fax, e-mail
	
	
	x
	
	
	

	4. Accessible by TTY, use of the Maryland Relay Service and other assistive devices
	
	
	x
	
	
	

	5. Delivering services in comfortable facilities that are accessible to people with disabilities
	
	
	x
	
	
	

	6. Maintaining a waiting list 
	
	x
	
	
	
	

	7. Attempting to meet the needs of customers on the waiting list
	
	x
	
	
	
	

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

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

	Frequencies
	
	3
	5
	1
	
	

	Subtotal =  25 out of a possible 45
	


	
	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
	
	
	x
	
	
	

	2. Using Information to Improve customer service
	
	
	x
	
	
	

	3. Handling complaints/disputes through a clear written process
	
	
	x
	
	
	

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

	Frequencies
	
	
	4
	
	
	

	Subtotal =  12 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
	x
	
	
	
	
	

	2. Program utilizes management techniques to ensure that staff are effectively working to meet goals
	
	
	
	
	x
	

	3. Program has staff that is well-matched to program needs
	
	x
	
	
	
	

	4. Program has staff and others that see their jobs in terms of supporting program goals
	
	
	
	x
	
	

	5. Program has job descriptions and evaluations for each staff person.
	
	
	x
	
	
	

	6. Program has performance evaluations that are conducted on a regular basis
	
	
	x
	
	
	

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

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

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

	Frequencies
	1
	1
	5
	1
	1
	

	Subtotal =  27 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
	x
	
	
	
	
	

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

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

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

	Frequencies
	2
	
	2
	
	
	

	Subtotal =  8 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 
	
	
	x
	
	
	

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

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

	4. Program identifies training resources needed
	
	
	x
	
	
	

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

	Frequencies
	
	
	5
	
	
	

	Subtotal =  15 out of a possible 25 
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