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Measuring client satisfaction is valuable feedback for the Division of Children and Family Services (DCFS) on service effectiveness and client involvement in decision-making.  The Division participates in the development of surveys to assess client satisfaction with various client groups such as foster youth, clients receiving in-home services, and foster parents.  Future plans include surveys intended for DCFS employees, providers, and to broaden the universe for foster youth and for foster parents.  
Foster care is a team effort involving DCFS, the foster parents, the foster child, and the custodial parents.  The Division has completed a survey of our foster youth and is in the process of surveying parents.  This survey will provide information on the client satisfaction of our foster parents.  Foster parents aligned with other agencies were not included in this survey.  All of the DCFS foster parents have received pre-service training and are approved to provide foster care services.   Foster parents are provided services through DCFS staff throughout the year.  Each year the home is re-evaluated to determine that the family continues to meeting standards such as criminal record checks, driving records checks, housing checks, and verification of continuing education.  At present, the Division has over 900 foster parents approved to provide care for over 2,000 of our foster children.  Not all of our foster children reside in a foster home.  Many of our children (1510) are placed in other licensed facilities such as residential, emergency shelters, therapeutic foster homes, and pre-adoptive homes.  In October of 2006, DCFS had over 3600 children in custody. 
The survey was developed by the Planning Unit of DCFS.  A literature review, review of surveys from other states and review of the book, “A Complaint Is A Gift” by Janelle Barlow and Claus Moller contributed to the development of the DCFS survey.  The survey contained 25 opinion statements in which the respondents could choose from 5 choices.  The Likert scale was used in this survey and allowed the respondent five possible answers on a scale from strongly disagree to strongly agree with a middle answer of undecided.  The survey also included an open-ended question about the foster parent’s suggestions to improve services at DCFS.  The topics of the survey ranged from:

· child placements matching foster parents preferences; 

· provision of background information on children; 

· partnership and contacts with the agency workers;

· attitude about being a foster parent;

· adequate contact for the child with his parents and siblings and with the worker; 

· provision of adequate clothing and personal items for the child; and 

· provision of training.   
The survey was distributed to DCFS foster parents attending a Division sponsored conference as part of the conference packet in October, 2006.  Over 120 DCFS foster parents attended the conference and 86 participants completed and turned in the survey.  The results of the survey were compiled by Department’s Research and Statistics, Office of Finance and Administration.  The DCFS Planning Unit analyzed the data and completed this report.  The report will be distributed throughout DCFS.  Future plans include a mail distribution of the survey to all of our foster parents statewide.
This paper contains the demographic data on the respondents; an analysis of the data; a percentage breakdown of the responses; a list of the comments from the respondents; and recommendations for consideration.  

Survey Demographic Data

Number of Respondents   86

Number in universe (conference attendees)
120
Area and County of Respondent Attendees

I        2 

Madison; Washington  

II       9  

Johnson; Logan; Sebastian; Yell

III      5  

Howard; Montgomery; Saline

IV      5   

Columbia; Hempstead; Sevier

V       4  

Faulkner; Van Buren

VI      9   

Pulaski

VII     1   

Cleveland

VIII    8  

Clay; Craighead; Lawrence; Mississippi; Sharp

IX       7   

Crittenden; Cross; Poinsett; White

X        4

Ashley; Chicot; Desha

No Answer

32

Date of Responses
October 6 -7, 2006

Length of time as a DCFS Foster Parent

Under 1 year     1  
  1.16%
1 to 3 years
23
26.74%

3 to 5 years
15
17.44%
5 to 10 years
27
31.40%
Over 10 years  19
22.09%

No Answer
  1
  1.16%
 Analysis of Data
The strongly disagree and disagree response percentages were combined as were the strongly agree and agree percentages to provide an evaluation of negative and positive responses. 
The highest positive responses (agreeable) were for Statements:
· #24 @ 90.70% 

The training I have received since becoming a foster parent has 



been adequate and useful. 

· #16 @ 89.53% 

I would recommend being a foster parent to others.
· #18@ 84.89% 

I know whom to contact if I have a problem with my worker.
The highest negative responses (disagree) were for Statements:

· #22 @ 47.67% 

Children placed in my home have been provided adequate 




clothing and personal  items in a reasonable time period when 



initially placed in my home.
· #2 @ 45.35% 

I have received adequate background information on the foster 



children placed in my home.

· #3 @ 34.89% 

I have received adequate information on an on-going basis about 



the children placed in my home.

The highest undecided responses were for Statements:
· #17 @ 26.84% 

My expressed concerns and opinions have been treated with 



respect and with a timely, adequate, and fair response.
· #3 @ 19.77% 
 
My expressed concerns and opinions have been treated with 



respect and with a timely, adequate, and fair response.

· #14 @ 19.17% 

My calls have returned in a timely manner.
Survey Responses
    1.   Children placed in my home have matched the preferences I identified.

	Disagree   12.79%
	Undecided   6.98%
	Agree   76.75%
	No Answer   3.49%


     2.   I have received adequate background information on the foster children placed in my home.

	Disagree   45.35%
	Undecided   17.44%
	Agree   37.21%
	No Answer   0%


     3.   I have received adequate information on an on-going basis about the children placed in my home.
	Disagree   34.89%
	Undecided   19.77%
	Agree   44.20%
	No Answer   1.16%


     4.   The information that I have received has been helpful to me in caring for my foster children.
	Disagree   4.65%
	Undecided   17.44%
	Agree    72.66%
	No Answer   4.65%


     5.    I have felt safe with the foster children placed in my home.

	Disagree   6.97%
	Undecided   11.63%
	Agree   79.07%
	No Answer   2.33%


     6.   I have been involved in planning the services to meet the needs of children in my home.
	Disagree   17.44%
	Undecided   8.14%
	Agree   72.09%
	No Answer   2.33%


      7.   I consider myself a part of the team to support and care for the foster children in my home.   

	Disagree   8.14%
	Undecided   3.49%
	Agree   84.68%
	No Answer   3.49%


8. The agency has considered me a part of the team in caring for the foster children in my home. 
	Disagree   6.98%
	Undecided   11.63%
	Agree   77.91%
	No Answer   3.49%


9.  The agency has valued my work with children placed in my home.

	Disagree   8.14%
	Undecided   6.98%
	Agree   83.72%
	No Answer   1.16%


10. My worker has kept me up-to-date on court hearings, visitations, staffings.

	Disagree   29.07%
	Undecided   9.30%
	Agree   59.31%
	No Answer   2.33%


11. My worker has given me adequate notice of important meetings, appointments, reunification.
	Disagree   25.58%
	Undecided   10.47%
	Agree   61.63%
	No Answer   2.33%


12. Agency staff have been professional and courteous to me and my family.

	Disagree   5.81%
	Undecided   9.30%
	Agree   81.40%
	No Answer   3.49%


13. The agency has been helpful when I have contacted them.

	Disagree   8.14%
	Undecided   16.28%
	Agree   69.76%
	No Answer   5.81%


14. My calls have been returned in a timely manner.
	Disagree   29.07%
	Undecided   19.17%
	Agree   40.7%
	No Answer   4.65%


15. My worker has contacted me (by phone, visits, mail) on a regular and adequate basis.

	Disagree   20.93%
	Undecided   10.47%
	Agree   67.44%
	No Answer   1.16%


16. I would recommend being a foster parent to others.

	Disagree   2.32%
	Undecided   5.81%
	Agree   89.53%
	No Answer   2.33%


17. My expressed concerns and opinions have been treated with respect and with a timely, adequate, and fair response.

	Disagree   4.65%
	Undecided   26.74%
	Agree   61.63%
	No Answer   6.98%


18. I know whom to contact if I have a problem with my worker.
	Disagree   11.63%
	Undecided   1.16%
	Agree   84.89%
	No Answer   2.33%


19. Children placed in my home have received the services needed to meet their needs.

	Disagree   9.31%
	Undecided   13.59%
	Agree   74.42%
	No Answer   2.33%


20. Children placed in my home have had adequate contact with their parents and siblings.

	Disagree   9.30%
	Undecided   10.47%
	Agree   79.07%
	No Answer   1/16%


21. Children placed in my home have had adequate contact with their worker.
	Disagree   6.98%
	Undecided   18.60%
	Agree   70.93%
	No Answer   3.49%


22. Children placed in my home have been provided adequate clothing and personal items in a reasonable time period when initially placed in my home.

	Disagree   47.67%
	Undecided   11.63%
	Agree   38.37%
	No Answer   2.33%


23. The pre-service training I received adequately prepared me to be a foster parent.

	Disagree   5.82%
	Undecided   10.47%
	Agree   81.40%
	No Answer   2.33%


24. The training I have received since becoming a foster parent has been adequate and useful.

	Disagree   4.65%
	Undecided   2.33%
	Agree   90.70%
	No Answer   2.33%


25. On-going training has been held at convenient times and places.

	Disagree   12.79%
	Undecided   12.79%
	Agree   63.77%
	No Answer   4.65%


Survey Comments
What are your suggestions to improve services at DCFS?

· In some circumstances I feel that it is in the best interest of the child that the parents do not know where the children stay if they are in a daycare setting.  Therefore I feel during a supervised visit I do not think a parent should be transported to and from the child’s daycare.
· Work on retaining existing foster parents rather than recruiting new ones.  Conduct exit interview with foster parents who leave to find out how their expectations have not been met.  Make annual re-certification competence based, rather than training hours attended.  If foster parents have the measurable skills to do their work, they do not need to warm a bench for 15 hours every year.
· For the workers to be more open with information on the children being placed in our homes.

· Increase the number of case workers; most of them if not all are overloaded.  Foster parents are sometimes misled about a child so they will take them.  There needs to be more priority on returning calls for help with the kids.  Some case workers call back quickly, some take days.

· We need more help keeping foster parents in our own counties in contact.

· Always be there for the foster parent and go beyond the call of duty to let us know every needed and helpful thing and feel about the child being placed in our home.  That will help us be a better parent to the child also and help the child with his or her condition.  I love being a foster parent and will be one until I’m too old to be.  

· Help provide the needs of the children in a timely manner.  Be more available to foster parents and listen to them.  Help with discipline ideas.  Don’t give us the children and then not provide a way to keep their behavior in check without moving the children.  That should not be the option that’s given.  Even though the kids act out a lot.  Does not mean the children need to be moved to a new placement. 
· I have no complaints with my home county.  I have had less than satisfaction experiences with other counties.  I had an infant placed in my home that had tested positive for Hepatitis B and I was not informed, but had to find out on my own.
· In 4 ½ years of being a foster parent, we only received a shopping voucher one time for a child.  We were told in training that if a child came in with nothing, we would get a voucher of some kind.  It never happened, which made it financially difficult when first receiving a child.  Generally, any problems that have arisen have been out of county agencies.

· Let us do more online training and get training hours.  Put the TR-1 online so I don’t have to call to get new ones.  There seems to be a disconnect between what is stated as the agency position and what filters down to the case workers.  We don’t get information (I was surprised to find out grief training is mandatory).  I am offended when case workers triangulate around me and tells the child something without letting me know.  I don’t expect to agree on everything, but I do expect to be respected and informed.  We’re all adults here.
· Recruit more staff and foster parents.  We understand there are staffing issues and we want to thank the workers that we do have for what they do.  Thank you!

· I know that most workers from DCFS are hard working and dedicated.  But they are understaffed and covered in paperwork.  DCFS needs workers so thank you for the things you have the time to get done.  It was said in the conference – this is the hardest thing we love to do.
· Re-vamping adoption.  Overall, love the good and take the bad along with it!  Foster parenting is great.

· Kids just coming into care need to get an initial clothing allowance.  

· Raising the board payment or giving food vouchers.  But I am so proud to be a foster parent because it is reward.  Glad to be here.

· Give more child care on site of training. 

· #22 – responded “strongly disagree” to the statement that children placed in my home have been provided adequate clothing and personal items in a reasonable time period when initially placed in my home.

· I feel that training hours could be reduced for foster parents who have been foster parenting for 5 years.  What better training than the experiences we have had as long-  time parents or multiple children?  Also weekend training with child care provided would be very helpful.  

· The trouble we have is with out-of-county workers.  They don’t call back.  They don’t transport and the time of day they choose is either too late or in the middle of the school day.  We need more information on after affects on kids.

· Communication!  Communication!  Communication!

· Less case loads for case workers.  Don’t compromise the well being of the children in order to ease the caseloads.

· Follow the policies set up for fostering.  The worker needs to visit the child in the home.  Do home visits.  Children need to receive adequate clothing and personal items, etc. to become a “normal” child.  Quit making children a political football.  These children need to be given many outside opportunities such as dance, sports, band, etc.  It takes too long to get a clothing voucher for children.  Our experience has been six weeks or longer for clothes.

· To set new laws for the time children should be in foster care.  Turn all the years into s few months and get them out of care if the parents are not doing a 100%.

· Parents should decide within a few months if they are willing to do what it takes to get straight or give up their rights so the child can have a life of their own.  Parents should be willing to become adults now not in a few years.

· I think all our children should have daycare (0-5) and medical insurance until adulthood.  It shouldn’t be based on our income.  I enjoyed the conference and very good speakers.

· Return calls.  Show respect.  Think of the children first – not convenience.  These small conferences are much better than those in the past.  There was always too many people in the other conferences.

· It would be good to have two conferences a year.  More foster parents would be able to come.
· Current case workers are over-loaded.  They need more workers so the kids get the full attention that is need for them to adjust.  

· After multiple years of fostering, why require training?   I think to a degree we are “over training”.  Parents don’t have to do training hours, CPR……

· Encourage all foster parents to conferences to get the support and refresher that what we do is important.  Less paperwork.  Don’t make children different.  We don’t do an inventory log for our bio children????  We also don’t lock up kitchen knives in normal homes.

· I have had some really great caseworkers that worked closely with me for the children.  I have also had one or two that did absolutely nothing except drop the child off at the door.  That was the reasoning for my “sometime” questions.  Overall I have had good relations with caseworkers with children in our home.

· We have more than enough training.  But I think we need more training in the normal child.  Because more often than not, the children are normal.  Especially after they get out of the bad environment.

· Let us know when we have court day and the day before when we ask a child to be moved.  Please so it in 5 days not months later.  It is bad on the kids and foster parents when the children have SSI and they are young.  Please invest it for them so the government doesn’t get it back!  Raise the age limit for adoptive families.  

· Thank you so much for the training.  It’s an eye opening.

· More communication between parties.

· Independent Living Program is always on Saturday at 1:00.  I don’t get out of church until 12:30.  No way to get there in time.  I think that the case worker needs to keep more closely in contact with the foster parent.  I have had some drop off and never call to see how things are going.

· There is no doubts about Pat Page is the best.

· Prices on groceries have gone up.  Gas has gone up.  Clothes cost more.  Light bills are more.  Water bills are more.  Why board payment being the same last 13 years?  Cost of living has gone up.  Minimum wage has gone up.  Everybody has gone up, but Foster Care has to take care of our children.

· More communication between caseworker and parents and foster parents about children, behavior, needs, visits, etc.  Work closely with foster parents on children’s needs.
Recommendations for Consideration
· Broaden the client base for distribution of the survey to include more foster parents.
· Survey foster parents who have recently completed pre-service training and for those prospective foster parents who did not complete training to obtain focused information about the DCFS pre-service training program.
· Survey foster parents through an exit interview who discontinue fostering with DCFS. 
· Seek information from our foster parents about ways they could assist in foster parent recruitment.
· Determine if a system of documentation for field staff to utilize that would be accessible to and reviewed by Central Office regarding the provision of clothing and personal items for foster children initially entering care would be feasible.
· Determine if a system could be developed or amended to ensure that foster parents receive information about their foster child upon entering care and throughout their stay in the home.
· Determine if additional worker training on relationship building, support, and communication  could assist in strengthening the worker/foster parent relationship.
· Determine the feasibility of developing/increasing other avenues of continuing in-service training for foster parents. 
· Distribute the results of this survey to DCFS foster parents, case workers, management, and trainers.
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