Process of Community Review of Victim Assistance and Sexual Assault Program

The Community Review of Victim Assistance and Sexual Assault Program (VASAP) was conducted October 12-14, 1999.  This was the third review of FY’00.  The review panel included Mr. Austin Heyman, Ms. Arva Jackson and Ms. Carolyn Post.

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 members completed the review tool together and gathered information by attending a high school community education session, observing a staff meeting, interviewing staff, reviewing the Program’s Self Assessment, analyzing program documents and sample case files and touring the program’s office.  Outreach material such as a program display, brochures and Web site were presented to the panel for review.  The panel, as a group, met individually with ten of the program’s current and former clients (one meeting took place with a couple) to determine client feedback and the success of the program.  These clients included victims of crime and/or sexual assault and family members of victims.  The panel spoke with the Victim Services Advisory Board co-chair and a former program volunteer to ascertain findings.  An interview was also conducted with Rick Cage, a police sergeant in charge of one of the Youth Division’s Child Sexual Abuse/Sexual Assault Teams and the Acting Director of the Youth Services Investigation Division.  A panel member attended a volunteer recognition ceremony and two panel members attended APP’s and VASAP’s Orientation Fair for DHHS staff. 

Some of the questions asked in the review tool were not applicable to the program and have been reflected in the rating scale as N/A in the second part of this report.  

This report is divided into the following three parts:  

1. A general summary of the panel’s overall impressions of VASAP.

2. The second is a summary of the reviewers’ findings of the program’s performance in each area.  This part also includes recommendations and suggestions for improvements.

3. The third part displays the review scale with the panel’s results, comments and scoring.

GENERAL SUMMARY OF VASAP

General Summary of VASAP

Montgomery County’s Victim Assistance and Sexual Assault Program (VASAP) makes it evident in its operation that restoration is demanding, labor intensive work.  Their charge is to “restore victims to their pre-crime level of functioning and to enable victims to lead safe, healthy and productive lives.”  In FY ’99, VASAP served 1,762 crime victims who represented a cross-section of Montgomery County’s population.  These clients were referred by hospital personnel, police officers, related agency staff or through self-direction.

An array of VASAP services are in operation to help victims recover their sense of personal control over their lives.  Services include a 24-hour crisis line; the service of an advocate in working through necessary contacts with medical providers, the police, guidance counselors, attorneys, social service workers and representative of institutions e.g. the Maryland Criminal Injuries Board. 

 Complementing these services is a well-trained staff of two clinical supervisors, eight full-time therapists, two part-time therapists, one full-time victim assistant, four part-time victim assistants (one position is vacant and one is contracted through the Broker Contract), two part-time psychiatrists (at ten to thirteen hours per week), two grant funded clinical contractors, two community education contractors and a small administrative staff (one office manager, one vacant principal administrative aide position and a telephone screener, for whom there will be no more grant dollars in less than two years).  A program manager is the principal supervisor who steers the operation and provides the link to the infrastructure chain of command at the County’s Department of Health and Human Services (DHHS).

Twenty-one members of the staff are merit employees.  Currently six of those on staff are contractors with the Mental Health Association.  Interspersed in this staff are twenty to forty volunteers who provide the first “response to call” from hospitals and police stations when sexual assaults are reported.  In FY ’00, a tripartite stream with lion’s share of $1,197,000 Montgomery County’s General Funds and lesser shares from Federal Grants--$164,240 and State of Maryland Grants--$133,230, will fund VASAP.  

Those current and former VASAP clients who agreed to meet with the panel, conducting the October 1999 Community Review, were uniformly gratified by VASAP services.  For these victims and their families, trauma had been mitigated by finding psychic, physical and in some cases, monetary support.  While they were generally unaware of the operational nuts and bolts that made possible the help they received, there was little evidence that they perceived any sand in the program’s gears.  To them it appeared that the staff was there to serve them when they needed help.  In some cases, there was a sense that much of the service i.e. therapy was of value above and beyond the singular event that had occasioned VASAP’s intervention.  Given this sampling and reviews of brochures, protocols and partnerships, the VASAP operation is doing well in meeting the needs of those that are referred or make their way to these service providers. 

Considering VASAP’s unmet needs, the staff considers a “lack of awareness among the general County population concerning the scope and availability of our services” to be a significant barrier to achieving those key results adopted by DHHS.  The Program Self-Assessment is clear that there is no waiting list for services and adds, “service requests are responded to in a most timely fashion.”  It is also clear that every victim who might have needed VASAP services did not access the program.  No authoritative study was reviewed that lists why this might be so and the reasons vary.  Spontaneously, the majority of the victims who spoke with the review panelists said that VASAP needed to be better known to the public.

To these efforts, a public education and awareness campaign has been initiated with other rape and crisis programs throughout Maryland.  If successful, victim response will likely overwhelm the staff elasticity where resilience and resourcefulness have met the challenges of limited resources in the past. Additionally, A VASAP Web site has been launched to reach and educate the larger community about crime victim services and volunteer opportunities.

Based upon the community review of VASAP, the panel has highlighted seven recommendations for short-term and long-term efficiencies that should be adopted.  In most instances, the decisions to go forward with these efficiencies are beyond the command of the VASAP staff.  Additional program recommendations are included in the remaining sections of the report.

The panel proposes that the following short-term expertise is needed:

1. Development and use of outcome measures for data collection to capture work efforts that are currently operational and to document best practices that may be adopted or adapted.

2. A dependable incoming and outgoing telephone system.

3. Resources, as needed, to create and sustain a fully technically knowledgeable and sufficient staff to take advantage of the electronic networks that bring relevant knowledge to the computer screens of professional and administrative staff.

4. An additional Spanish-speaking therapist, an additional victim assistant and restore a part-time administrative aide position to effectively meet and support program goals.

Long-term there is a need for the following:

1. Additional training for staff working with child and adolescent victims of sexual assault and abuse.

2. Development of strategies to use demographic data and program outcome measures to better gauge future needs and program modalities to meet projected needs.

3. A Departmental interface with Montgomery Public School officials and the leadership of the Montgomery County Police to create inter-Departmental working relationships that will support the day-to-day working connections of the VASAP staff with these other Departmental peers.

VASAP is a small vital force working to restore a fuller life to victims and their families.  The program also increases comity and habitability in all of Montgomery County.

INTERPRETATION OF FINAL RESULTS AND 

SUMMARY OF FINDINGS
SECTION I.  ACHIEVING OUTCOMES

Summary

Work of the Program Exceeding Expectations

Exceptional work has been routinely produced to reduce the ongoing pain (both physical and mental) that accompanies an experience of any crime except child abuse or domestic violence.  

The work done by therapists is outstanding, however, key results are difficult to quantify.  Client testimony is impressively solid and complimentary of staff’s willingness to work above and beyond even the client’s expectations.

Work of the Program Meeting Expectations

Victims are seen as quickly as possible.  There is no backlog; however, the staff is working at a high level of performance.  There is the sense that the staff is absorbing any additional duties that the chronic lack of administrative staff has presented to them.  The price has been exacted by creating two-tiered workloads i.e. victim assistance or therapy systemically practiced, needing to be balanced with more group sessions and support assignments e.g. telephone duty.  These changes have not had a measurable effect on the service provided to the victims who are getting the services they need. 

Work of the Program that Needs to Be Developed Further

The greatest challenge to VASAP is the incorporation of technology as a resource to undergird the dedication, skills and talents of the staff.  Directly related to the continuing effectiveness of VASAP will be the success of efforts to find ways to tell their story in ways that command respect and engagement of a population that is greater than past or current victims who are satisfied customers.

Recommendations/Suggestions for Improvement

· Develop a specific outreach strategy that includes targeting specific “circles of influence” to receive unassailable documentation of the results of VASAP’s efforts and relationship of those results to the health and safety of that community.

· Consider production of short, compact program information on 3 x 5 cards that clearly make the case for the agency’s support for staff to present in the community.

SECTION II:  PROVIDING CUSTOMER SERVICE

Summary

Work of the Program Exceeding Expectations

The priority and concern given to the clients by the veteran staff of VASAP is evident from testimony of clients, referrals by clients to their friends and family, and discussions with staff.  The effort to reach out to the community, to recruit and train volunteers who are dedicated to providing 24 hour service, the willingness of staff to travel to any part of the County to meet clients who have difficulty coming to the office, all reflect great credit to a program which exceeds the expectations of clients and observers.

Work of the Program Meeting Expectations

Staff carefully evaluates clients needs and tailor their response and treatment to meet the needs indicated.  VASAP partners with many organizations and government services to help meet client needs and to identify clients.  Extensive information on the services has been prepared including brochures, a Web site and a public service announcement.

Work of the Program that Needs to Be Developed Further

While VASAP has some capacity to assist Hispanic clients, given the demographics of the County, additional support for these clients seems desirable.  Administrative staff constraints may also, on occasion, impact on delivery of services.

Suggestions for Improvement

A systematic way of evaluating customer satisfaction and increased use of computer technology would enable VASAP to more effectively document its success in meeting clients’ needs and achieving VASAP goals.

Other Comments and Recommendations

· The major criticism by clients has been “nobody has heard of this program.”  Additional Department and County support in this area could reinforce VASAP’s own considerable efforts to alert potential clients. 

· Continuing outreach to Montgomery County Public School (MCPS) and private school students about crime victimization and sexual assault prevention remains of critical importance to achieving a safe and healthy community.

The panel recommends that DHHS meet with the new police chief to discuss the recent protocol changes of the Police Department’s Major Crimes’ Division in which victims are no longer routinely referred to VASAP.  As a first step, a Victim Services Advisory Board Subcommittee, VASAP’s Program Manager and clinical supervisors will meet with the new police chief to discuss changing the protocol and providing police representation again on the Advisory Board.  The panel proposes Departmental support with this effort.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE

Summary
Work of the Program Exceeding Expectations

The Program Manager has enormous respect from a well-trained and experienced staff members who appear very committed and dedicated to achieving program goals.  There appears to be a strong teamwork approach in serving clients and a holistic philosophy in realizing outcomes.  Carefully selected and extensively trained outreach volunteers are an integral part of the program team.  The manager has been extremely successful in securing grants.

 Work of the Program Meeting Expectations

Most of the program goals are being met by current staff.  Job descriptions are defined and evaluations of staff are performed in a timely manner.

Work of the Program that Needs to Be Developed Further
· The Latino population has been increasing rapidly and needs to be served by staff who speaks Spanish.  

· Technology and tracking data is a need.  

· Additional individual supervision time for clinical therapist to assist therapist in their work with clients.

· Technical and administrative assistance in front office is needed.

Recommendations 

The Program needs the following support:

· An additional therapist and victim assistant;

· Two administrative aides in the front office (one full-time and one part-time);

· Access to research expertise to effectively evaluate individual data collected;

· Additional consultant hours from clinical psychologist or psychiatrist for therapists.

REVIEW SCALE WITH RESULTS AND COMMENTS

SECTION I.  ACHIEVING OUTCOMES


Score

A.  Developing Key Results
1
2
3
4
5
N/A

1. Supporting community wide outcomes 




(


2. Aware of community wide indicators



(



3. Able to describe the key result


(




4. Able to describe how key result was determined




(


5. Identifying program measures




(


6. Using research to achieve results


(




7. Clearly articulating the key result




(


8. Demonstrating that staff is clear in understanding key results




(


Frequencies


2
1
5


Subtotal = 35 out of 40


Comments on Developing Key Results:

· The program’s outcome has been identified as “children and adults are physically and mentally healthy” with the key result as “improved mental health.”  Health is emphasized in the outcome/result, but safety is the day-to-day operational goal.

· Reports from clients are cited.  It is unlikely that these reflect community-wide indicators that tell if the outcome is being achieved.  Nonetheless, the work of VASAP is having a positive effect on the health and sense of safety evidenced by former and present clients who are almost effusive in their praise of the services and staff especially, the therapists.

· VASAP staff are able to describe key result of the program when describing what has happened to individuals and families who are beneficiaries of therapy, legal support, compensation guidance and referral assistance.  There is an in depth relationship engendered by adherence to the principle that the client comes first and a professional conscientiousness to “be there’ when needed.  Missing is the aggregate analysis of the program’s effectiveness.

· The individual is the primary focus (as is appropriate in this service).  Key results are the indicators that every client has demonstrated a reduction in symptoms presented at the time the client accesses VASAP.

· A program measure has been identified i.e. “increase the percentage of a adult clients demonstrating a reduction in symptoms.”  This program has been furthered buttressed with strategies specifically drawn to document results.

· VASAP functions under the DHHS strategic plan to measure progress.  A complete description of DHHS’ goals, outcomes and core strategies can be found in its strategic plan, “Partnership for People.”  VASAP’s director is one of five DHHS employees on one of the Program Measure Service Area Teams, Crisis, Income and Victim Services.

· Public documents, handouts are clear in descriptions of who may be served, what the services are and how to contact services.  There is a common agreement that much more must be done to ensure greater public awareness of the service.  VASAP has been creative and forward thinking in developing brochures, graphics on posters and the first Web site for a DHHS agency.  Despite these efforts, services remain unknown to the majority of Montgomery County.     

· The VASAP staff is well versed in understanding the cause and effect relationship between key results and the program’s desired outcome.  An example of this awareness is the care evident in recruitment tools and orientation of volunteers including mandatory monthly meetings.  This ensures that volunteers understand the essential need to be responsible and responsive to the “customer”; and the relevance to achieving the desired outcome.


Score

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

1. Working to ensure that program measures are moving in the right direction


(




2. Measuring information concerning outcomes for individuals




(


3. Gathering information concerning collective success of the program

(





4. Using information to clarify strategy





(

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


(




Frequencies

1
2

1


Subtotal = 13 out of 20*


*Possible score reduced to 20 from 25 because item 4 is difficult to determine since the program is at an early phase of the development and array of data aggregation.

Comments:

· Staff is working to ensure that program measures are moving in the right direction.  It is not clear that the staff is universally knowledgeable about methodology that may/will be necessary to track program measures.

· The measurement of individual outcomes on an ongoing basis is inherent in the therapist-victim treatment plan.  Crime victims are provided services that are generally tangible e.g. compensation, preparation for court testimony.  Rape victims present a complex array of needs and therefore, a more variable outcome pattern.

· The information is available by individual victim about the program’s success.  Information that presents a snapshot (or trend) of the collective success of the program is more elusive.

· An assessment tool to measure the severity of client’s symptoms, a post-traumatic scale, is administered at the initial meetings with therapists and during follow-up services. This assessment has been in place since February 1999.

· Most VASAP reports require information about the progress toward key results.


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. Using relationships to support the development of key results


(




5. Using relationships to achieve community-wide outcomes



(



6. Identifying additional partnerships




(


Frequencies


1
1
4


Subtotal = 27 out of a possible 30


Comments:

· The level of requisite coordination makes the establishment and nurture of good working relationships vital to VASAP.  There is convincing documentation that this aspect of VASAP’s operation is ingrained in staff.

· Relationships exist with other DHHS Programs e.g. Adult Mental Health and Substance Abuse; Children, Youth and Family Services; Public Health Services; Accountability and Customer Services and the Crisis Center. 

· Outside of DHHS, the program has relationships/partnerships with the police, State’s Attorney Office, Courts and a host of other government agencies.

· VASAP woos a partnership with MCPS with vigor.  The program also cites as resources and referring agents non-profits such as hospitals, the Mental Health Association, private clinicians, hotlines and private social service agencies.

· Only the paucity of outreach staff limit more organized efforts to engage other agencies in the development of documented key results.  Much of the chronology of such working relationships has not been captured in a coherent archival fashion.

· Most of these organizational relationships are established because they reflect the common cause of these organizations i.e. greater or lesser program priority to bring about an improvement in the physical and mental health of the children and adults in Montgomery County.

· In addition to the long list of organizations already considered coordination players, VASAP staff looks for opportunities to widen their circle of influence and mutual support among potential allies.

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. Attempting to identify the needs of customers on an individual basis




(


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




(


7. Employing a positive tone




(


8. Ensuring that customers understand access and intake process




(


9. Encouraging staff to make a concentrated effort to please customers




(


10. Able to demonstrate an awareness of whether customers are pleased




(


Frequencies




10


Subtotal = 50 out of a possible 50


Comments on Identifying the Needs of the Customer:

· VASAP services target persons who are victims of crime and reside in Montgomery County.  The program also serves child victims of physical/sexual abuse, rape victims, adult victims of child sexual abuse and victims’ families.

· Victims generally come in contact with VASAP through the police, hospitals, the crisis center and school referrals.

· Eligibility criteria are clearly described in written materials and through in-take telephone conversations.

· Extensive brochures, written material, Web site and community presentations are available in Spanish.  Program uses language volunteers for customers who need them.

· Every client is informed of all appropriate services with treatment plans developed with client.  When necessary, services are provided in an alternative setting of greater convenience to the client.

· Clients report positive receptions to initial contact with program.

· Staff includes Spanish speaking manager, therapist and office coordinator.  Other language minorities are assisted through the Multi-Cultural Program, the Language Bank and through the assistance of community members, as appropriate.

·  The influx of clients who do not speak English has increased the demand for multi-lingual staff.  Much of this need is being met, but threatens to outstrip staff capacity as the diversity of the clientele increases.

· Volunteers play a key role in assisting customer to access services.

· Staff leadership and philosophy strongly recognizes individual customer needs.  Staff has incorporated the philosophy of customer service into practice.

· Clients report VASAP services significantly improved their daily functioning.  Completed DHHS report cards; anecdotal reports through client thank you letters; an extremely low level of complaints and grievances supports the impression that clients are pleased with services.


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, TTY, etc.




(


4. Maintaining a waiting list





(

5. Attempting to meet the needs of customers on the waiting list





(

6. Referring customers on the waiting list to appropriate resources in the community




(


7. Delivering services in comfortable facilities

(





8. Delivering services in a sensitive manner in terms of cultural diversity




(


9. Demonstrating that staff work well together to serve customers




(


Frequencies

1

1
5


Subtotal =  31 out of a possible 35*


*Possible score reduced to 35 from 45 because items #4 and #5 are not applicable.  The program does not have a waiting list.

Comments on Responding to the Needs of the Customer:

· Services offered are clearly consistent with goal of restoring victims to their pre-crime level of functioning.

· Program does not turn any customer away nor is there a delay in receiving services.  Staff indicates an additional need for a Spanish-speaking therapist.

· Program has a limited ability to reach Asian clients.

· Program is accessible by phone and through the Crisis Center.  However, currently, the Piccard facility has an inadequate telephone system due to the high volume of calls the facility receives.  Given the potential crisis nature of this program, adequate phone service is essential.

· Veteran staff members are skilled at seeking appropriate resources in public and private sector through close working relationships with providers and agencies.

· While the offices at Piccard Drive are comfortable, accessibility is an issue for some clients given the difficulty of reaching the building by public transportation.  To compensate, staff has, at times, has had to travel to another site to meet with clients.  Space is tight, but staff has attempted to make the suite pleasant and secure.  The staff believes that the addition of a County staff security officer will help increase the feeling of security.

· The staff is extremely sensitive to the diverse needs of the County.

· The interpersonal dynamics at a staff meeting attended by the panel confirmed the impression that this staff works well together and has a well-developed professional camaraderie.


Score

C. Anticipating and Evaluating the Needs of the Customer
1
2
3
4
5
N/A

1. Gathering information about customer 

Satisfaction


(




2. Using Information to Improve customer service


(




3. Using Information to assess impact of services





(

4. Handling complaints/disputes through a clear process



(



5. Making a change in the program because of the dispute process





(

Frequencies


2
1



Subtotal 10 out of 15*


*Possible score reduced from 25 to 15 because item #3 was not observed and item #5 was not applicable because program has not gone through a dispute process.

Comments:

· While VASAP has some information about customer satisfaction, there does not seem to be a systematic/formal mechanism for tracking individual customer satisfaction.

· Since staff is extremely sensitive to client needs, no doubt program adjustments have been made to improve services e.g. therapist going to client homes.

SECTION III.  BUILDING AN EFFECTIVE INFRASTRUCTURE


Score

A. Supporting Outcomes through

Personnel
1
2
3
4
5
N/A

1. Program has staff resources that are sufficient 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 any other sources of personnel support such as volunteers and consultants




(


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




(


Frequencies


5

5


Subtotal =  40 out of 50


Comments for Supporting Outcomes Through Personnel

· Staff is doing an excellent job but desperately needs the following Spanish-speaking positions:  an additional full-time therapist and a part-time victim assistant.  It has been a challenge for the program to meet the needs of the Latino community with only one Spanish-speaking therapist.

· The program has a highly effective manager who uses skills of staff to maximize efficiency in delivery of services.  The two clinical supervisors have a team of therapists to supervise.  There is evidence of collaboration of staff regarding ideas for therapy and outreach.  Staff does a comprehensive training of screened outreach volunteers with follow-up supervision.  The victim assistants and the therapists work as a team.  Case collaboration is used to bring added value to the customer’s understanding of his/her experience and how to use that experience for life long adaptation.

· All of the therapists are experienced and have a master’s degree in either social work, counseling or a related field.  Community educators are very skilled and experienced.  The victim assistants have at least two years experience in some aspect of criminal justice prior to working with VASAP.  The program does not have anyone trained in public relations outreach.

· All staff members appear committed to restoring clients to pre-crime level functioning and helping them to lead safe and healthy lives in the community.  This is done through therapy for families, couples and individuals.  Case management is routinely used to enhance the umbrella of safety for the client who needs such service.  Staff will make home visits to clients, if necessary.

· Program Manager and clinical supervisors have job descriptions and regular performance evaluations for each person working in the program as required by the County.

· The job descriptions clearly define the individual’s role in achieving program goals.

· The Program Manager and supervisors do performance evaluations that are based on the employee’s contribution toward meeting program goals.

· Outreach volunteers are an integral part of the program.  They provide 24-hour victim assistance to sexual assualt victims.  Two psychiatrists provide consultation to staff and prescribe medication for clients when indicated.

· Program provides a comprehensive screening and training of volunteers.


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 =  13 out of 20


Comments:

· The Program Budget needs to include an additional Spanish-speaking therapist and victim assistant to effectively reflect and support program goals.

· The Budget does not meet the significant needs of the program.  It needs to include technical expertise to computerize data and research psychologist or information technology consultant to continue with the outcomes measures project.  As technology advances, the program will need someone to upgrade software.  Restoration of a part-time principal administrative aide position is needed.  Program also needs clinical consultants.

· Program manager has been successful in securing Federal and State grants.  Program is using a Montgomery College student as a telephone screener and has used a volunteer computer expert to do the Web site for VASAP.  Manager and staff have used organizations to donate necessary supplies i.e. teddy bears and kits for sexual assault victims.  Program staff works closely with the Victims Services Advisory Board which advocates for the program at the State and local levels.  When County money runs out, Victim Assistants help victims access dollars from the Criminal Injuries Compensation Board.  Despite these efforts, the staff and resources are stretched very thin.

· VASAP follows the Department’s process for completing report cards.  Since the information is limited and voluntary, it would appear that the data are not significantly useful.




Score

C. Supporting Outcomes through 

Technology
1
2
3
4
5
N/A

1. Program identifies training resources needed


(




2. Program has resources that are easy to access

(





3. Program has appropriate and sufficient technology to support its work

(





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

(





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


(




6. Program is exploring ways to use technology to make its work more effective

(





Frequencies

4
2




Subtotal =  14 out of a possible 30


Comments:

· Program needs additional training in working with child and adolescent victims of sexual assault and abuse.  
· Program needs more training on use of computer software for data collection and analysis.
· The County’s technology resources have not been easy to access on an as needed basis.  A volunteer trained the staff on E-mail.  Program manager has creatively obtained a grant to create a Web site.  Technology resources and training on the computer are limited.
· Program needs expertise to use and develop software for outcome measures data collection.  Therapists each have a computer and keep their own case files but there is no database.  Tracking information is needed so that the aggregate will be available.  Phone system needs immediate attention.  There are not enough lines going out.
· All staff has voice mail and those with computers have E-mail. Laptops and cell phones would be helpful for work “in the field.”  Internet access should be more widely available to staff for research and information gathering.
· Program needs database for tracking information. 
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