	Urine Monitoring Program Community Review


The Community Review of the Urine Monitoring Program was conducted May 20-21, 2004.  The review panel included Earl Flanagan, Alan Kraut and Jerry Floyd
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 Urine Monitoring Program (UMP) is a program to test urine specimens for drugs of abuse.  UMP offers facilities on-site to perform observed collection of urine specimens and houses the laboratory to do the actual testing of the samples.  Some of the program’s partner agencies are equipped to do their own collection and UMP acts strictly as the testing laboratory in those instances.  UMP offers a 24-48 hour turnaround time from receipt of sample to the electronic release of results to the referring entity.





From the Urine Monitoring Program’s Self-Assessment
Review Process
The panel began the review by meeting with the program manager to get an overview of the program and a tour of the facility.  After the meeting, the reviewers observed the reception area during the scheduled collection period and interacted with staff and clients.  In the afternoon, panel members interviewed some of the programs partners.  They met with the program director of Journey’s Treatment Program at the Maryland Treatment Center and the supervisor of the Day Reporting Center of the Maryland Department of Public Safety and Correctional Services, Division of Parole and Probation.  The panel members also talked with staff members and with the supervisory therapist of the Client Assessment Team to discuss urinalysis as a clinical tool.  The reviewers wrapped up the first review day with another observation of the reception area during the scheduled collection period.

On the second review day, panel members spoke with a lab scientist and received an overview and tour of the lab and reviewed the lab operating procedure manuals.  The UMP supervisory therapist also met with the panel and further interviews with staff were done.  The review concluded with a wrap-up meeting with panel members, the Behavioral Health and Crisis Services operations manager who works with the program and UMP’s program manager and supervisory therapist.  Various program documents were reviewed by panel members.
SUMMARY OF FINDINGS

SECTION I.  ACHIEVING OUTCOMES

Summary 
Aspects of the Program that are Exceeding Expectations
The aim of the Urine Monitoring Program is so clear that it was simply a matter for the review team of determining not whether, but how many of its outcome goals had been met.  On this front, the panel is pleased to report that, time after time, from what they have read, heard and saw was a strong stream of splashy results that exceeded all expectations. (One might say the Urine Monitoring Program’s cup has runneth over, but that would be wrong.  Let’s just say it is brimming with good news.)  
Montgomery County is far ahead of the curve on virtually all aspects of the testing program.

New equipment conducts up to 400 tests per hour and test results are virtually always reported within 24 hours (as opposed to 10 days to report using Baltimore’s testing lab).  HATS allows any appropriate outside agency secure access to data and HATS generates any number of useful reports for any single agency and for UMP itself.  In summary (and with all attempts at humor put aside), the panel members were delighted with the outcome data they reviewed.  The monitoring and analysis exceed standards established by the program.
SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Aspects of the Program that are Exceeding Expectations
· Staff members are experienced and dedicated and skilled with their discharging and monitoring responsibilities.

· Staff members have empathy and are caring about clients who utilize services.

· Staff members are knowledgeable about new innovative monitoring ways.

Aspects of the Program that are Meeting Expectations
· Primary and secondary customers are receiving results in a timely manner.
Aspects of the Program that Need To Be Developed Further
· Reading material about health issues should be increased in the reception area.
· Before the initial visit, clients should be informed and explained by the referring agency how the procedure will be accomplished.
Suggestions for Improvement
· Document the utilization of services by those referred by the Montgomery County Police Department.
· Document the number of clients referred for more intensive services and agency referred to implement these services.

Additional Comments and Recommendations
· Group home leaders should explain to clients the observed monitoring process.
· Consider developing a mechanism whereby a periodic assessment could be made of a satisfaction index for individual clients, as well as that for institutional clients.
Useful Trends/Information
Customers receiving services felt that they were treated in a very caring, respectful and nonjudgmental manner.

SECTION III:  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary

Aspects of the Program that are Exceeding Expectations
· Highly skilled personnel were observed, first hand, carrying out the program in an exceptional manner. They exemplified a clear understanding of the program’s mission, were familiar and adjusted to the organization and implementing the necessary strategies in an efficient and effective manner.  These observable factors defined an admirable and perhaps unusual local government operation in a difficult and problematic area.  
· The positive dedication of the entire staff was shown to be admirable and beyond description.

· The leadership for the program is excellent.  
· Professional staff members have a very nice mix of business savvy, science and a therapeutic approach.  
Ways in which the Program are Meeting Expectations
The vacant position of principle administrative aide should be filled forthwith.  Currently, the tasks associated with this position are being undertaken by others on a rotating and need basis. This procedure could have the effect of detracting from the time needed to carry out other position duties of a general and technical nature.  Again, the willingness of others on the staff to take on these administrative duties speaks volumes regarding the quality of the personnel that work in UMP.  Panel members found them to be unified in their approach to mission accomplishment

Aspects of the Program that Need to Be Developed Further

The panel observed and was told in more specific detail about certain staff scheduling problems, particularly on Fridays.  The panel understands that there may be many reasons for this.  However, the panel believes the constant use of temps and the use of professional staff to work the front desks makes this a matter that deserves further attention.
Suggestions for Improvement

The placement of the staff position that was redeployed elsewhere in the FY05 budget might be reviewed to ascertain whether its effectiveness was enhanced by this redeployment.  
Additional Comments and Recommendations
UMP, although technical and complex, seems to be providing an outstanding, effective and efficient service to individuals and client institutions.  The written personnel performance evaluation was found to be objective, orderly and timely in its administration.  Each person the panel interviewed stated that the staff member had a part in establishing the performance goals and milestones for assessing achievement.  All expressed satisfaction with its implementation on an annual basis. (The next annual appraisal was due in August 2004). 

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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The panel used the following definitions of the rating scale for the Urine Monitoring 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
	
	
	
	
	9
	

	Subtotal =  45 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
	
	
	
	
	5
	

	Subtotal =  25 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
	
	
	
	
	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. 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
	
	
	4
	
	7
	

	Subtotal =  47 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
	
	7
	1

	Subtotal =   38 out of a possible 40*
	

	*Possible score reduced from 45 to 40 because item#8 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. 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
	
	
	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
	
	
	
	(
	
	

	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
	
	
	
	2
	5
	2

	Subtotal =  33 out of a possible 35
	

	*Possible score reduced from 45 to 35 because the Program does not use volunteers.
	

	· One Community Service Aide position is vacant. 


	
	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
	2
	1
	

	Subtotal =  16 out of a possible 20
	

	· There is a need for upgraded air conditioning and some additional storage space. Efforts are underway to rectify both of these items.

· No formal process exists where customers can make recommendations to the budget.



	
	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
	
	
	1
	2
	2
	

	Subtotal = 21 out of a possible 25 
	

	The amount of infrastructure support in the area of computer skills and technology might be improved and this could provide increased data input capability for ongoing programs and administration.
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