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ALABAMA
Sandy Holmes, sandy.holmes@dhr.alabama.gov, 334-353-1195

The Quality Assurance Guide describes the use of satisfaction surveys and stakeholder interviews by County QA systems:

Satisfaction surveys are one tool for the evaluation of systemic performance and issues.  Surveys can be developed to target specific areas such as CAN assessments or ISPs or they may target specific groups such as foster parents or educators.  Generally surveys are designed to obtain information that is either outcome based (how well are the child and family being served) or on systemic issues (how the agency is collaborating with community partners).  Some surveys may be ongoing (e.g., after ISPs) while others may be periodic (e.g., annual surveys of foster parents).  Survey results should be shared with county QA Committees and any feedback provided by the Committee should be addressed.   

 

COLORADO
Marc Mackert, MARC.MACKERT@STATE.CO.US, 303-866-7137

 

Colorado’s Administrative Review Division (ARD) serves as an independent third party review

system for the State and is housed within the Office of Performance and Strategic Outcomes in the Department of Human Services.

 

The ARD Steering Committee is a multi-disciplinary team charged with the oversight of the processes and functions of the ARD. The ARD works with internal stakeholders in the Division of Child Welfare on a regular basis. Work with external stakeholders is typically based around specific projects. For example, the ARD, the State, and/or the counties will periodically conduct provider surveys to inform changes in policy and practice. 

 

IDAHO
Wes Engel, engelw@dhw.idaho.gov, 208-334-5921
There is no formal system for interviewing stakeholders, however feedback is collected through an annual survey sent from central office to the following stakeholders:

· Prosecutors

·  CASA

· Child Protection Magistrates 

· ICWA Child Welfare Specialists

· Defense Attorneys assigned to child welfare cases

· Keeping Children Safe Panel Members 
ILLINOIS

Joan Nelson-Phillips, joan.nelson-phillips@illinois.gov, 312-814-5527
Staff and stakeholder surveys are conducted, but the State is exploring more ways to effectively engage stakeholders.

KENTUCKY
Vince Geremia, Vincent.geremia@ky.gov, 606-920-2007
Kentucky’s CQI State Plan describes the use of customer, employee and community partner surveys in the CQI process:

Since State Fiscal Year 2001-2002, DCBS has employed a systematic, statewide survey process to measure satisfaction with services among its clients, employees and community partners. Surveys have been conducted by a variety of methods (mailed surveys, web-based surveys, surveys handed out at meetings and mailed in, and face-to-face interviews). Each survey employs the best practices in survey methods to ensure reliable, valid and representative findings. The survey process is designed and implemented at the central office level with assistance from the regions. Results of customer satisfaction surveys have provided rich information to guide program improvements, the federal Child and Family Service Reviews, and a number of key program initiatives.  

DCBS annually seeks input from a variety of stakeholders.  Surveys are developed and distributed from the central office. When possible, analyses of the results are completed by region and reports on the findings are provided to each region. Survey findings may prompt further assessment through the CQI system and, where necessary, corrective steps.  For example, a survey of all circuit, district and family court judges in Kentucky, conducted in 2004-2005, informed efforts to enhance partnerships between DCBS and courts. Results of a pair of surveys conducted in 2006 – one directed at physicians and one at Protection and Permanency (P&P) field staff – guided efforts to improve physicians’ awareness of the signs of child abuse and neglect and to strengthen the relationship between community medical providers and DCBS.  Surveys of families receiving family preservation services in 2008 identified the need to expand services to more families because of their high satisfaction with services.  A survey of staff on their values and beliefs in 2010 identified needs for focused discussion on values related to engaging families in decisions about their care.  See, for example, survey results included in the program evaluation of family preservation: http://chfs.ky.gov/NR/rdonlyres/1C6C930E-A2D9-4336-8CBF-CDA1C2D2D31A/0/FPPEvaluation_Final.pdf
Currently, a web-based customer satisfaction survey is in development.  The URL for this survey is printed on all forms shared with clients in P&P so that they can access the survey and respond.  Larger offices may include a computer terminal accessible to clients for completing surveys while in the DCBS office. 

MINNESOTA

Shari Kottke, shari.l.kottke@state.mn.us, 651-431-4706
Stakeholders are primarily involved in QA activities through the MnCFSR’s interview process. Stakeholder interviews are conducted with local agency administration and caseworkers, court partners, older youth and tribes. The county is able to make requests of the QA Unit to meet with other groups (e.g. multi-disciplinary teams, child protection teams, the Citizen Review Panel). Additionally, input is sought from licensed foster parents through a written survey. Performance on national child welfare standards are shared with court improvement teams across the State. In the two largest counties, the State court coordinator participates in all MnCFSRs and leads the court stakeholder focus group. The court coordinator will also bring data from the State court system to share with the group. 

TENNESSEE

Tony Nease, Anthony.nease@tn.gov, 865-329-8879 ext. 1036
Surveys are given to contract providers, youth, birth-parents, resource parents and community partners. The results are anonymous and broken down by region or county. The information from these surveys is used to learn about issues causing low service satisfaction, which then helps to set performance improvement goals. Stakeholder interviews are completed as part of the QSR process. Additionally, youth groups meet on a monthly basis and report back to the CQI unit on identified needs/issues. The Department of Children and Families (DCS) facilities have developed Youth CQI Teams to give kids a chance to voice their opinions and learn critical thinking skills. Older youth from Interdependent Living Groups or those with Post-Custodial Services have been included, as well as birthparents and relative caregivers. The State’s Foster Parent Association has the ability to train on the CQI process and several members have taken advantage of this opportunity. Legislative and Constituent Services of DCS reviews and responds to concerns and/or inquiries of clients, parents, foster and adoptive parents, advocates, legislators, and other concerned citizens regarding all areas within DCS. The CQI Unit uses some of their data to look at concerns stakeholders may have. 
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