	Transitioning Youth Services Community Review


The Community Review of Transitioning Youth Services was conducted March 21, 23 and 24, 2006.  The review panel included Clare Dell’Olio, Ken Jackson and Laura Roberts.
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

Transitioning Youth Services assist students, ages 14 to 21, with developmental disabilities and their families in the process of graduating from the school system and entering the adult service system.  Programs and services students might transition to include ongoing supports through the Developmental Disabilities Administration for adult vocation, day habilitation or supported employment services.  
Transitioning Youth Services is a part of the Community Support Network, a unit within the Aging and Disability Services area of the Department of Health and Human Services.  The program’s goal is to provide vital information and identify community supports and opportunities through active planning, advocacy and linkages for students to successfully transition from school to adult life.  

From the Montgomery County Department and Health Human Services Web Site and the Transitioning Youth Services Program Self-Assessment

Review Process

During the first day of the Transitioning Youth Services community review, panel members received a program orientation at the program’s office.  Reviewers observed a Transitioning Youth Services’ meeting at a school and attended a Transitioning Youth Process Presentation for families and students, which was held in the evening at the Carver Educational Service Center.  A wrap up of the review was conducted with the program administrator and program manager the final review day.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 

Aspects of the Program that are Exceeding Expectations
· The program has a clear mission that is easily understood by its consumers through the program's handouts and the community meetings it holds. 
· The high percentage of youth being placed in adult services is a clear indication of the program’s success. 

Aspects of the Program that Need To Be Developed Further

· Considering the program’s success, better documentation of its stellar results would be a good place to focus in the future.  
· Possible standardized tools, if available, could be used to evaluate the program.  This way results could be compared with other similar programs.

· The six month follow-up survey appears to be a good tool to evaluate Transitioning Youth Services’ effectiveness.  The format seems conducive to having results quantified so they can be easily compared to past years.   It would be helpful to have a section on the survey where youth can be further identified by age, race, disability, etc. to see trends in the outcomes to help develop future goals.

Suggestions for Improvement

· The evaluation form provided by Montgomery County Public Schools at the parent/community informational meetings does not seem to have a high rate of return.  If the form was made smaller, possibly a large postcard size so it could be easily mailed back at a later date, more evaluations might be returned.  A place for additional questions about services should also be included on the form for attendees.
· The sign-in sheets used at the community informational meetings should be tallied and compared to previous meetings.  Perhaps a box to check next to one’s name stating whether the attendee is a student, parent/family member or community member could be added.  This would give information about preferred meeting places, times and topics.  It also would show what a remarkable turn out the meeting seems to get.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations
The program exceeds expectations in the areas of identifying needs and responding to the needs customers.
Aspects of Customer Service that Need to be Developed Further
It would be a good idea to have a written policy for the grievance procedure and a formal description of the manner in which complaints may impact on the program i.e., potential program changes.
Additional Comments and Recommendations
· Although the program has but one full-time staff, it is clear from the panel’s interviews and site visits an intensive effort is made to satisfy customer demands.
· This program is operated in an outstanding manner.  It is managed primarily by one staff person who demonstrates excellent technical, teaching and people skills.  The program’s success is due largely to the strong and dedicated efforts of the program manager.
Useful Trends/Information for other DHHS Programs and Contractors

· DHHS is indeed fortunate to employ such dedicated and committed staff as are found throughout the support system.  
· The panel member who focused on this section believes the program manager should have the support of a backup, if only to ensure institutional memory is maintained.
SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations

· The program is basically a one-person operation and thankfully it is managed by a program specialist who is well-trained, extremely knowledgeable and committed to her clients.  She has cultivated strong relationships with her clients, colleagues in the school system and adult service agencies. 
·  This program has achieved a high success rate in placements.
ADVANCE \x468Aspects of the Program’s Work in Building an Effective Infrastructure to be Developed Further
The growing numbers of students who are eligible for services will demand additional staff to support this program.  The caseload is very heavy for one professional and little time is left for other administrative tasks.  Another staff person would also provide much needed continuity in this complicated program.
Suggestions for Improvement
In addition to adding another staff member, it may be possible to utilize volunteers or student interns to tackle various administrative chores or one-time only types of projects, such as updating records, data entry, etc.
Additional Comments and Recommendations
Currently, the program specialist is carrying out all of the duties of this program and doing an excellent job.  Her constraints, however, are an increasing caseload and no additional staff to provide support.  Another staff member is needed to relieve some of this burden and possibly handle administrative tasks, record keeping, statistics, schedules, etc.

When County Council hearings are held to discuss the operating budget, the program should consider recruiting parents and/or recently transitioned students to provide public testimony in support of this valuable program.  Transitioning Youth Services is maintaining its present funding level, but clearly need more funds in the future to continue this vital program.  Council members need to hear about the program’s importance from the constituents they serve.

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
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       2


3

      4

        5

The panel used the following definitions of the rating scale for the Transitioning Youth Services 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
	
	
	
	4
	5
	

	Subtotal =  31 out of a possible 45
	

	Comments:

(A7)  Research seems to be reviewed by staff but the panel is not sure they saw evidence of its

          application.  With only one staff person, it is up to her discretion as to what conferences 

          she attends or what research is reviewed.  This might need to be more formally outlined 

          for less experienced staff.    

(A8) This was not formally explored.


	
	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
	1
	
	
	1
	2
	

	Subtotal =  15 out of a possible 20*
	

	*Possible total score reduced from 25 to 20 because a standardized assessment tool (item #1) may not exist (see comment below).
	

	Comments:  
(B1 & B5)  A standardized assessment tool may not be available and if a tool does not exist, it 

                   would then be difficult to compare results with other similar programs.


	
	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
	
	
	
	
	5
	

	Subtotal =  25 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
	
	
	2
	
	9
	

	Subtotal =  51 out of a possible 55  
	

	Comments:

(A6)  This may be done but the panel was not sure how it was demonstrated during the review.


	
	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
	
	
	
	
	7
	2

	Subtotal =  35 out of a possible 35*
	

	*Possible total score reduced from 45 to 35 because the program does not have a waiting list (items#6 and #7). 
	


	
	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
	2
	
	2
	
	
	

	Subtotal =  8  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

	Subtotal =  31 out of a possible 40*
	

	*Possible total score reduced from 45 to 40 because the program does not utilize volunteers, consultants or students (item #9).
	


	
	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
	1
	1
	
	
	

	Subtotal =  7 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
	
	
	
	2
	3
	

	Subtotal =  23 out of a possible 25 
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