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Competencies & Agenda
Competencies
1. Participants will use a customer service orientation when receiving referrals.

2. Participants will be able to obtain and document thorough information at the point of referral that will inform effective decision-making.

Learning Objectives
a. Describe a customer service orientation.

b. Respond to referrals in a courteous and effective manner.
c. Apply interviewing skills to scenarios.

d. Devise appropriate follow-up questions.

e. Document key information.
Agenda

· Introductions/Housekeeping/Opening Activity
· Intake: The First Link in the Chain
· Policy/Process of Intake

· Connection to Customer Service
· Connection Through Engagement
· Engaging the Reporter
· What to Say

· Linking to Documentation
Intake Policy
Effective January 2007
1000 Intake
The Intake Process begins when SRS receives an allegation or suspicion that a child may be a child in need of care or a request for services. The Intake Process ends with the Initial Assessment decision of no further CFS action needed or accept it as a report for further assessment.
1010 Receiving Child In Need of Care (CINC) Reports

The Kansas Protection Report Center receives reports regarding Child In Need of Care allegations statewide, 24 hours/day and 7 days/week including holidays. Reports are forwarded to Regional protection Report Centers for Initial Assessment.

Regional Protection Report Centers receive and complete the Initial Assessment on reports regarding Child In Need of Care allegations during agency business hours.

1020 Other Intake Actions
1011 Interstate Compact for the Placement of Children (ICPC)
ICPC referrals accepted from other states shall be opened on the CFS‑1000 series by the local office. For the purpose of Intake, the reason for case assignment is documented as ICPC on the CFS‑1002. Note: Complete policies and procedures for ICPC are addressed in PPM section 9000.
1012 Requests for Child Protective Service (CPS) Courtesy Interviews from Other States

Requests for a courtesy interview from another state shall be acted upon by the local office. For the purpose of Intake, these requests may be recorded on the CFS‑1000 series; however, they do not require documentation of a response determination.
1013 Requests for Courtesy Contact or Interview Between SRS Offices

An SRS office with investigation responsibilities may request a courtesy contact or interview from a different area office to assist with preliminary inquiry or assessment of an assigned report. The office requesting the contact information or interview shall provide a copy of the CFS‑1000 series and any other pertinent information to the office that will conduct any courtesy task. (See PPM section 2900 for entering these cases in FACTS.)
1014 Court Order or Request from an Entity Other than SRS for a Home Study

Court ordered home studies will be completed by SRS. 
Home studies not court ordered but requested by the court or other entities will be completed at the discretion of the CFS Program Administrator. The decision of the CFS Program Administrator should be based on current caseload activity and availability of other resources in the community to complete the home study. The requesting entity should be provided with information of other agencies who could provide the services.
Requests from an entity other than SRS or ICPC that are accepted for a home study shall be opened by the local office. SRS may assess a fee. The fee should be based on the current rate in the community for similar services. For the purposes of Intake, the CFS‑1000 series may be utilized with CINC/NAN as reason for case assignment.
1015 Child Protection Service (CPS) Alerts

A. CPS Alerts Received from Other States

CPS alerts are received from a child welfare or law enforcement agency in other states by Children and Family Services or the local SRS office. For the purposes of Intake, these alerts are not required to be documented on the CFS‑1000 series. When an alert is received, FACTS and KAECSES should be checked to determine any current or past agency involvement. If the family is identified in the data information system, the alert shall be forwarded to the local Intake with the most recent involvement. If no previous agency involvement is found, Kansas Protection Report Center or the Regional Protection Report Center in receipt of such an alert shall transmit the contents of the alert either electronically or by other means to all other SRS child protection intake units and other service programs as indicated by the nature of the presenting concern. Appendix 1-C can be used to forward the information received from another state.
B. CPS Alerts to Other States

When SRS needs to send a CPS alert, critical information relating to the protection concern shall be forwarded to any state’s child welfare and/or law enforcement agency by the local office as needed. The alert shall contain identifying information for the family, summarize the protection concern, and list an SRS contact person. Appendix 1-C may be used to forward the information to the receiving state.
Name and addresses of child welfare agencies in other states can be located in The National Directory of Children, Youth and Families Services, or online from the American Public Human Services Association website. Search for the current website location using the entire name of the association. When the current website is located, click on links, and select state contacts.
1016 Central Registry Requests

A. Checks to be Completed by Local/Regional SRS Office

A registry request on a current open case related to assessment activities or placement of a child may be completed by the Local/Regional SRS Office.
B. Checks to be Completed by Central Registry Unit

A registry request not related to assessment activities or placement of a child on an open case shall be processed by the Central Registry Unit of Children and Family Policy. This request requires a signed release of information from the individual being checked in Central Registry and a fee may be applied (examples include employment or volunteer requests).
1017 Central Registry Requests received from other States

State Child Welfare Agencies may submit Child Abuse/Neglect Central Registry requests. These requests shall be made in writing and can be received via mail or fax.

In order to process a request for Central Registry, the following information is required for the person being checked:

· name;

· alias, other names used, and/or maiden name (if applicable);

· date of birth;

· social security number.

Results of the Central Registry Request can be mailed or faxed to the State requesting the information. A fee does not apply.
1100 General Policy

All reports and allegations received by the department shall be recorded on form CFS‑1000 series, “FACE SHEET.” Statewide information systems, such as FACTS, KAECSES, etc., will be utilized to complete identifying information and CFS service history information.
The CFS‑1000, Face Sheet, shall be updated as additional information becomes available regarding the family. Updates shall be dated and initialed.
Page two of the CFS‑1000, Face Sheet, may be completed when any child in the family is in the custody of SRS. The information on Page 2 may be useful in any situation, and it is recommended that it be completed for children not in SRS custody.
(Practice Note:
Pages 1 and 2 of form CFS‑1000 are designed to record basic information about the family members and other essential information. The form may be shared with the family in order that family members may supply needed information (such as birth dates and social security numbers).
Information gained throughout each event is entered in FACTS and provides an ongoing, current record of demographic and identifying information regarding the family via the FACTS face sheet.

During the investigation and assessment, information gathered regarding resources available for Kinship Care should be documented on the CFS-1000 page 2 to be available in the event of any future placement for a child.

1200 Taking the Report/Request for Services Information
Information from the reporter and screening decision shall be recorded on form CFS‑1001 Report/Request for Services.
(Practice Note:
It may be necessary for the Intake Worker to prompt the reporter for additional information or to gather the necessary information from other sources, if available.
1201 All Allegations/Requests for Services

CFS‑1000 and 1001, the Face Sheet and the Report/Request for Services/Initial Assessment, records reported information and documents the Department’s decision whether to accept a report. This form shall be completed accurately and without delay. The documentation shall provide a detailed description of the Report/Request for Services, which includes:
· A description of the circumstances or conditions that led the reporter to believe there is a family crisis or a child is in need of care.
· The reporter’s motivation to contact the agency today.
1211 Reports Alleging Abuse or Neglect

If the report alleges abuse or neglect, the reporter will be asked to provide detailed information concerning:
· Age of child(ren).

· Description of harm/injury, including the location and severity of injury; how the injuries were inflicted (e.g., open hand, closed fist, or with an object); when and where this occurred; and any previous occurrences.

· Name of person alleged to be causing the harm/injury and information regarding access of this person to the child.
· Other individuals or agencies who have information about this incident and how to contact them.
· When and where the child can be located (e.g., school, parents, home, etc.).

· Child’s current condition.

· Availability of a non-abusing adult to protect child from further harm.
(Practice Note:
It is often necessary to ask a number of questions to guide the reporter in giving information necessary for an Initial Assessment. It is very important that time, place, frequency, and chronicity of the abuse/neglect be addressed. In addition, the reporter should be asked why he/she believes the alleged abuse/neglect or other situation is occurring. For example: Did the abuse occur by excessive “discipline,” or was it the result of a deliberate desire to harm the child? Is alleged abuse/neglect due to problems the caregiver(s) has(have), such as limited intellectual functioning, chronic mental illness, drug or alcohol dependency, or other factors?

If the report meets criteria for acceptance for further assessment, CFS‑1002 Response Determination, which guides and documents the level of response and timeframe for department response, shall be completed.
1212 Reports Alleging Methamphetamine Labs in the Home

When allegations of meth labs in a home where children are present or reside are reported, the reporter should be asked additional questions, as applicable, regarding the allegation. 
The following questions shall be asked, as applicable, regarding the reported information:

· What are the indicators that a meth lab exists in the home?

· What have you observed?

· Where are these ingredients being stored?
· What kind of containers are ingredients stored in?

· Do the children have access? And to what?

· Is the meth lab active? (Is meth currently being produced?)

· Have law enforcement been called regarding the meth lab (today or in the past)?

· What types of meth ingredients have been observed?

· Where are the meth ingredients being stored?

· Do the children have access to any explosive, flammable, and/or toxic ingredients?

· What are the conditions of the home?

· Is there a presence of loaded weapons or booby traps in the home?

· Are there people going in and out of the home frequently?

· Do you know anything about the people going in and out of the home? What do you know about the people observed?

· Are the adults in the home exhibiting any of the following behaviors and, if so, please explain the behavior in detail:

· Extreme mood fluctuations

· Violent behavior

· Depression
· Poor impulse control

· Bizarre behaviors as applicable
· Lack of attention to hygiene

· Psychotic episodes

· Other drug use

· What are the adults’ behaviors toward the children?

· What is the current condition of the children?

· Do the children have any health (including dental) issues?

· Are the children getting fed?

· Do the children appear to be underweight, extremely thin, or in poor physical health?

· Do the children have any developmental disabilities?

· Do the children have any behavioral disorders (e.g., ADHD)?

· If the children are school age, are the children attending school?

· How are the children performing in school?

· Have the children been harmed? If so, how?

· Are you willing to report your concerns re: the meth lab to law enforcement?
1213 Domestic Violence Related Information on Reports

A. Information for All Reports
If the report is regarding a child in their own home, the reporter shall be asked the following question to elicit potential information regarding domestic violence. It is not necessary to ask these questions on reports regarding children in out-of-home placement, childcare settings, or reports regarding third-party perpetrators unless the reporter has alleged domestic violence.
· Are you aware of any verbal and/or physical fights between the adults in the home?
B. Information for Reports Indicating the Presence of Domestic Violence
If the reporter alleged domestic violence, or the previous questions indicate the presence of domestic violence, the following information shall be asked of the reporter:
· How does the reporter know this information?

· Have there been any recent injuries or accidents to anyone in the household? If yes, ask for a description of the injury or accident.

· Have the police been involved?

· What were the children doing during episodes of violence in the home?

· Have there been any threats to hurt or kill family members or pets?

· Has anyone used a weapon or other objects to threaten or harm someone in the family? If yes, describe the weapons in the house.
· Has the abuser ever threatened to leave with the children? If yes, describe the circumstances.

· Describe any effects of domestic violence on the children.

· Describe any assistance the adult victim has tried to access in the past.

· Describe any contacts the victim has with family members or community members.
· Do you have any fears or concerns for the safety of anyone in the household if SRS makes contact with the family directly and/or if law enforcement gets involved?
1220 Reporter Information
1221 Confidentiality for Reporters

Agency policy requires protection of information which would identify a person who reports suspected child abuse or neglect. However, the protection is not absolute. SRS can make no promises beyond our responsibility to follow the law. Form CFS‑1001 Report/Request for Services contains information identifying the reporter and shall not be copied or disseminated in any manner that violates the confidentiality requirements of the Kansas Code for Care of Children (K.S.A. 38-2209 et seq.).
(Practice Note:
Generally, reporters will be more likely to provide their name if it is explained the information allows SRS to contact them if additional information is needed. 
An example of why SRS prefers to obtain the name might be: “In the event we need additional information from you.”
1222 Notice of Action to Reporters

Persons who have reported that a child may be a child in need of care may be notified of agency action regarding their report. Upon request, reporters shall be informed of agency action either by verbal contact or mailing of the CFS‑1005 Notice of Action to Reporters. This notice summarizes the agency’s decision to accept the report for further investigation and assessment or not following the Initial Assessment decision. Verbal notices shall be documented in the case record.
1230 Reports from Law Enforcement Agencies

Law enforcement agencies are authorized and required by statute to “receive and investigate reports of child abuse or neglect for the purpose of determining whether the report is valid and whether action is required to protect the child” [K.S.A. 38-2226(a)] and to report the investigation to SRS [K.S.A. 38-2223(c)]. SRS may and should accept conclusions of a law enforcement officer at face value, unless there is evidence to do so would jeopardize the safety of a child.
When a report is received in the local office from law enforcement, the department determines if further assessment is needed even if the law enforcement agency has already acted on the report. The same criteria for deciding SRS action applies to reports from a law enforcement agency as from any other source. Staff should take steps necessary to assure that reports requested from law enforcement agencies are received and reviewed without delay.
If law enforcement requests assistance from SRS in the investigation of “third-party” (non-family/unregulated caregiver) child abuse or neglect, the department will assist.
When a report is received from law enforcement orally, SRS staff are to request a written report of the situation and any action taken by the law enforcement agency.
Delay or failure of the law enforcement agency to investigate or to provide a written report does not relieve the department from the responsibility to determine whether abuse or neglect has occurred or if further steps are necessary to protect a child. The Initial Assessment decision and assignment of the report should not wait on a written report from law enforcement.
1240 Reports Involving Native American Children

Children enrolled or eligible to enroll as members of a Native American tribe require referral to Native American tribal authorities in some situations. Whenever it appears that a child may come into the custody of SRS, or whenever a child has been placed in SRS custody by a court, it is very important that the Worker ask whether the child or parent is enrolled in a Native American tribe. It is the responsibility of the assigned SRS office to notify appropriate parties of reports involving Native American children. (See PPM section 0900.)
1250 Protection Report Center

The Kansas Protection Report Center (PRC) will record any Child In Need of Care reports received. PRC shall be available to receive reports 24 hours per day, 7 days per week. The reports shall be forwarded to the appropriate Regional Protection Report Center for any preliminary inquiry activities and the Initial Assessment decision.
Internet Information

· http://srsnet/
This is SRS’s intranet. You can find customer service numbers, SRS locations and numbers, access points, policy manuals, and draft policies.
· http://www.anywho.com/
Resource for phone number or address information and reverse lookup.
· http://www.srskansas.org/800list/A_800_list.htm
List of helpful 800 numbers and web addresses.
· http://www.helplinedatabase.com/hospital-us/kansas.html
List of Kansas Hospitals.
· http://www.usacops.com/ks
List of law enforcement agencies in Kansas.

· http://www3.ksde.org/eddir/pubelem.pdf
List of public elementary and secondary schools and contact information.
· http://www.usps.com/
Resource for finding zip codes.
· http://www.unitedwayplains.org/211kansas.htm
Helpful resources for callers can be found here.
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Information for All Reports
If the report is regarding a child in their own home, the reporter shall be asked the following questions. It is not necessary to ask these questions on reports regarding children in out-of-home placement, childcare settings, or reports regarding third-party perpetrators unless the reporter has alleged domestic violence.
· Are you aware of any verbal and/or physical fights between the adults in the home?

Information for Reports Indicating the Presence of Domestic Violence
If the reporter alleged domestic violence, or the previous question indicates the presence of domestic violence, the following information shall be asked of the reporter.
· How does the reporter know this information?

· Have there been any recent injuries or accidents to anyone in the household? If yes, ask for a description of the injury or accident.

· Have the police been involved?

· What were the children doing during episodes of violence in the home?

· Have there been any threats to hurt or kill family members or pets?

· Has anyone used a weapon or other objects to threaten or harm someone in the family? If yes, describe the weapons in the house.
· Has the abuser ever threatened to leave with the children? If yes, describe the circumstances.

· Describe any effects of domestic violence on the children.

· Describe any assistance the adult victim has tried to access in the past.

· Describe any contacts the victim has with family members or community members.

· Do you have any fears or concerns for the safety of anyone in the household if SRS makes contact with the family directly and/or if law enforcement gets involved?
Kinship Questions To Include
Although not yet a part of policy, we consider these questions to be a part of good practice. We believe it is critical to ask more questions about possible resources the family may have available to them, who they are connected with, and who may have an interest with them. Most reports do know someone who is connected to the family and we do not want to miss the opportunity to identify resources and kin who can help support the family.

· Do you know of anyone who is involved in supporting this family or connected to them?
· Can you tell me what is going well for the family or what strengths this family has?
· If school is calling in report (or we could call them) ask who is on emergency contact list and verify contact information.

Principles of Customer Service*

1. Listening is your most important skill for gathering information. Ways to improve listening skills are:
· Focus on what the reporter is saying.
· Explore using engagement skills. Effectively question the reporter to gather information.

· Reflect on what the reporter has said using summarizing or paraphrasing.

2. Align with the reporter. Let him/her know that you hear him/her and care about what is being said.
3. Use your voice wisely:
· Speed – Speak slowly.
· Quality – Articulate and pronounce words carefully. Avoid use of jargon.
· Intonation – Speak with natural inflections; do not raise or lower your voice inappropriately.
· Tone – Through your tone, communicate concern and interest.

Regional Customer Service Standards
South Central Region

Guiding Principles
Customers will say that staff in the South Central Region are “friendly and caring people, offering help and hope.”
The South Central Region Staff are committed to providing you the best service possible. You are assured that South Central Region staff will do the following:

· We will carefully listen to the questions you have and will answer your questions completely.
· We will provide complete information about services that you might need and make you aware of community resources that we know about.
· We will provide responses to you as quickly as possible. This includes returning your phone calls within one business day and seeing you within 15 minutes of your scheduled appointment.
· If we must keep you waiting when you come to see us, we will let you know how soon we will be able to meet with you and the reasons for any delays. This includes unscheduled visits to our service centers.
· When we speak to you, we will be courteous, pleasant, and professional, using your name, using plain language, and a tone of voice that is respectful.
· If we make a mistake, we will admit it and take steps to correct it.
· We will make every effort to understand your unique situation and work creatively with the challenges you face.
· When you are working with more than one program area within SRS, we will communicate fully within our own agency to ensure you do not have to repeat the same information over and over again.
If at any time, you do not feel that we are meeting our Customer Service Guiding Principles, please request to speak with the supervisor of the staff with whom you are working. Every effort will be made to assure that issues are resolved.
Kansas City Metro Region

Customer Service Standards

The Kansas City Metro Region’s Customer Service Vision is: At the end of the day, everyone will say, “Working with us was easy.”
The Kansas City Metro Region SRS Staff are committed to providing you the best service possible. You are assured that Kansas City Metro Region staff will do the following:

· We will carefully listen to the questions you have and will answer your questions completely.
· We will provide complete information about all services that you might need and make you aware of community resources that we know about.
· We will provide responses to you as quickly as possible. This includes returning your phone calls within one business day and seeing you within 15 minutes of your scheduled appointment.
· If we must keep you waiting when you come to see us, we will let you know how soon we will be able to meet with you and the reasons for any delays. This includes unscheduled visits to our service centers.
· When we speak to you, we will be courteous, pleasant, and professional, using your name, using words that are understandable, and a tone of voice that is respectful.
· If we make a mistake, we will admit it and take steps to correct it.
· We will make every effort to understand your unique situation and work creatively with the challenges you face.
· When you are working with more than one service area within SRS, we will communicate fully within our own agency to ensure you do not have to repeat the same information over and over again.
If at any time, you do not feel that we are meeting our Customer Service Standards, please request to speak with the supervisor of the SRS staff with whom you are working. Every effort will be made to assure that issues are resolved.
Southeast Region 
Customer Service Standards 

(Draft ‑ not finalized)

100% Positive Attitude

Excellent Customer Service (ECS) requires a commitment by all agency staff to the following principles:
· Understanding who our customers are.
· Accurately, timely, and consistently delivering services as defined by policy.
· Advising customers of all external/internal resources.

· Communicating with customers in a respectful, courteous, family‑centered manner.

· Hiring, training, and retaining high performing staff capable of providing ECS.

Customer Service philosophy:
· Make information, applications, services available within the communities where customers live, work, and conduct their daily activities (shopping, doctor, etc.)
· Lessen requirements for customers to go to a service center office, rather serve them in their communities if there is requirement that we meet them for face‑to‑face interviews (e.g. Vision card PIN selection)

· Working to increase awareness of resources available in communities and forging partnerships so we are more aware of resource availability within communities.
· Focus on customer needs and greater flexibility to meet individual needs.
· Focus on providing "preventive services", daycare, food stamps, healthcare, in order to support working families and assist in maintaining employment.

Northeast Region

Reception Area Guiding Principles
EVERYONE WILL BE HELPED!
· We will treat everyone with courtesy and respect by greeting them with, “How can I help you?” and a smile.
· We will not keep anyone waiting in the lobby more than 15 minutes for scheduled appointments.
· For non‑scheduled appointments, someone will respond within 15 minutes to listen to the customer or explain when the worker will be available, if the worker is not available.
· We will be knowledgeable about programs and community agencies.
· We will date stamp information and give the customer an opportunity to get a copy.
· We will have respect for the confidentiality of customer information.
Customer Relations Guiding Principles

EVERYONE WILL BE HELPED!
· We will support the Reception Area’s Guiding Principles.
· We will return phone calls promptly.
· We will champion/celebrate customer success.
· Customers will leave with information/resources to assist them with their current situation.
· We will support each other.
· We will listen to internal and external customers.
· We will treat customers with respect and courtesy.
· We will promote/support program integrity.
· We will treat all customers equitably.
· We will work collaboratively for our external and internal customers in a positive manner.
· We will never be satisfied with saying, “That is the way we have always done it!”
· We will be knowledgeable about programs and community resources.
Wichita Regional SRS Office

Reception Customer Service Guiding Principles

· We will treat everyone with courtesy and respect.

· We will educate customers regarding SRS and community services.

· We will strive to see each customer who has a scheduled appointment within thirty (30) minutes. If you have been waiting longer thirty (30) minutes, please let the receptionist know.

· We will strive to return telephone calls by the end of the next business day.

Our Guiding Principles for Internal and External Customers

· We will have respect for customer’s confidential information.

· Customers will leave with the information needed and a better understanding of the next possible steps.

· We will reach high standards by being accountable for actions and decisions of our agency.

· We will attempt to serve all customers at the first reception area stopped at and will not pass the customer from floor to floor. (We will reword this one.)

· We will return telephone calls by the end of the next business day.

· Customers in restricted areas will be escorted.
West Region Customer Service Principles
Under development
Engagement Skills*
Open-Ended Questions

When you ask questions that are an open invitation to say whatever is on the person’s mind, it is sometimes amazing what people will share. This applies to any question for which “yes” or “no” or “I don’t know” are not likely responses.
Examples:
Empathy

Empathy is tuning in to the way the other person sees and feels about her experience and communicating to her both your attempt to understand and your compassion. It requires you to both step into the caller’s world and be objective at the same time.
Examples:

Partializing

Partializing is helping a reporter deal with one issue at a time or breaking down complex situations. It means breaking down the situation into parts to minimize the reporter’s feelings of being overwhelmed.
Examples:

Paraphrasing
Paraphrasing is saying in your own words what you think you hear the other person has said—both the content and the emotional messages. It helps to show the reporter that you understand and that you are trying to understand. It also serves to help check the content against what the reporter has said or thought that she/he said.
Examples:

Summarizing

Summarizing is consolidating the content into the most important information and the feelings expressed by the reporter. Summarizing also helps when the reporter is feeling overwhelmed and needs assistance in sorting through information.
Examples:

Allowing Ventilation

Allow the reporter to express anger, frustration, and fear. Acknowledge these feelings and let the reporter know that you understand how he or she may feel this way. The Intake Worker should listen purposely, neither condemning nor discouraging this expression, but do be aware that it doesn’t get too out of hand.
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Buzzwords
PRC Deal-A-Call Instructions
1. Role-play a report coming into the call center. The Reporter should review the facts in the case. You have five minutes to review the facts.

2. The Reporter and PRC Intake Worker should be back to back. The Reporter should not let the PRC Intake worker see his/her “fact” cards.
3. The Reporter only provides the information asked by the PRC Intake Worker. The Reporter moves the cards around in his/her hand to those that have been covered and those that still need to be covered. Alternatively, he/she can give their partners the card with the information they’ve collected.
4. If the PRC Intake Worker asks a question and content is not provided on a fact card, the person can ad lib or say, “I don’t know.” Be careful about making up information, as it may skew the facts of the case.

5. The point of this exercise is for the PRC Intake Worker to ask probing questions to collect as many facts as possible during the course of the phone call, while practicing his/her engagement skills.
6. You have exactly 10 minutes for each phone call.
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DEPARTMENT OF SOCIAL AND REHABILITATION SERVICES

CHILDREN AND FAMILY SERVICES
	FACE SHEET

(Must be completed for all reports/referrals)
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	Case #
	
	Event #
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	Section II

	ADULT NAME
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	Section III

	ADULT # 

OR CHILD LETTER
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	RISKS TO SOCIAL WORKER :
	


	

	LANGUAGE SPOKEN AND WRITTEN: 
	
	ENGLISH 
	
	SPECIFY
	

	OTHER MEDIA USED: ( E.G. BRAILLE, AMERICAN SIGN, ETC.)
	
	SPECIFY
	
	NONE
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Department of Social and Rehabilitation Services

Children and Family Services
	REPORT/REQUEST FOR SERVICES


	CFS‑1001
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	 Case Name:
	

	Case #
	
	Event #
	

	Report Date
	
	Time:   
	
	
	am
	
	pm
	County where incident occurred:
	

	Person Receiving Report:
	
	Area
	
	FACTS Wkr #
	

	Report Medium:   (Mark one) 
	
	Fax  [ F ], 
	
	Mail [M ],  
	
	Phone [ P ],  
	
	Walk-in [ W ]

	Section I

	INFORMATION FROM THE REPORTER

	Description of circumstances or conditions that led the reporter to make a report.   Why today?  

	If the reporter alleges abuse or neglect, ask the reporter to provide detailed information concerning:

1)   Age of child(ren)?   2)   Description of harm\injuries, how occurred, where and when, or has this happened before?   3)   Who caused harm\injury?

4)   Does he\she have access to the child?  5)   Other individuals or agencies having information?

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	Section II

	Section III

	Location of Child:  Where can the child be located now?
	Prior SRS Involvement:

	
	

	
	

	Section IV

	Reporter Name:
	

	Address (street, apt. #)
	

	City
	
	County
	
	State
	
	ZIP
	
	Phone #
	

	Report Source (Relationship) check only one:

	
	
	Social Service [SSP]
	
	Medical [MED]
	
	Legal [LGL]
	
	Education [EDU]
	
	Anonymous [ANO]

	
	
	Victim [VIC]
	
	Parent [PAR]
	
	Relative [REL]
	
	Neighbor [NEI]
	
	Friend [FRN]

	
	
	Day Care Provider [DCF]
	
	Substitute Care [SUB]
	
	Other [OTP] Specify:
	


What to Say

Take notes here on what to say.
Documentation Checklist
Review documentation for the following:

· Correct identification of child(ren)—full name

· Child’s school district code

· Correct identification of gender and race

· Correct identification of role codes

· Correct identification of birthdates

· Identification of social security numbers or insert “unknown” or a question mark
· Identification of city or “unknown”
· Consistency of information for all children in family (e.g., one SSN but not another)

· Correct matching of children and adults in identification lines (e.g., a, b, c, then a, b, c listed below, not a, c, d)

· Names/relationships of all people living in the home

· Specifically what happened to instigate the phone call

· Vague statements that need clarification

· Buzzwords that need clarification

· Children’s reactions to situation

· Reporter’s motivation for calling

· Reporter’s name and address

· Reporter’s relationship or role to the family being reported

· If reporter is anonymous or not, no identifying information in report

· The date, time, and frequency of the event

· Any kind of interpreter needs are noted in the report (for language or disability)

· Current location of the child and anticipated stay at this location

· Current condition of child

· All persons noted in the narrative are also listed on the CFS‑1000 “Face Sheet”
· Description of the circumstances surrounding the event

· Location of where the event occurred

· Explanation from the reporter as to why he/she thinks it is occurring

· Current condition and location of caretaker(s) and/or perpetrators and access to child

· Names and contact information for all non-custodial parents

· Identification of whether domestic violence is in the home

· Identification of any potentially dangerous situations or hazards that the social worker should know about before going to the home or seeing the children

· Documenting pertinent questions asked, even if the response is “Unknown.”
Action Planning Worksheet

Name: _________________________________________________ Region: _____________________________________________
Directions: Ask yourself what area(s) of your job would you like to improve. Determine who you will share this with to support your efforts to implement your action plan (either a colleague or your own supervisor). Please complete this form through the “Intended Outcomes” column.
Goal(s): You must have at least one and no more than three.
1. _________________________________________________________________________________________________________

2. _________________________________________________________________________________________________________

3. _________________________________________________________________________________________________________
	Goal
	Action: What will you do?
	How will you know you’ve succeeded?
(Performance Indicators)
	Intended Outcomes
	Target Date
	Date Actually Completed
	Barriers

	#1

	
	
	
	
	
	

	#2

	
	
	
	
	
	

	#3

	
	
	
	
	
	

















* Adapted from: Zemke, R. & Woods, J. (Eds.). (1999). Best practices in customer service. Amherst: HRD Press.


* This material is adapted Skills of Family Centered Practice, developed by Child Welfare Resource Network, University of Kansas in consultation with Jane Berdie, as a part of the SRS/KU Training Contract.
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