National Child Welfare Resource Center for Organizational Improvement (NRCOI)

Responses to a Request for Information on Customer Service Training

May 18, 2009
Request:

Lissa Vernon, Elizabeth.Vernon@okdhs.orgThis e-mail address is being protected from spambots. You need JavaScript enabled to view it [image: image1.png]


, writes: Oklahoma DHS has received a Diligent Recruitment grant from the Children's Bureau and I am the Project Manager for the grant.  Part of our work plan involves providing staff training related to customer service-with the goal of moving more potential resource families into approval status with us after they initiate the process and with the goal of improving our culture in terms of how resource families are treated by the agency.  Are you aware of other states that have done similar training?  Do you have any suggestions for us in terms of locating potential trainers-or in terms of sharpening our focus around this training request? 
Responses:
 

1. From: MB Lippold, MaryBeth.Lippold@dcs.IN.gov This e-mail address is being protected from spambots. You need JavaScript enabled to view it [image: image2.png]



We are in the process of developing licensing specialists who will work with foster parents but at this time we are contracting this piece out so don't have any training information to share.

 

2. From: Bruce Rollins, BRollins@ric.edu This e-mail address is being protected from spambots. You need JavaScript enabled to view it 
I forwarded this to Deb Mathews at URI. We did two trainings of this nature with URI; one, for clerical and support staff; the other for staff answering the C A Hot Line, to elicit better info from people calling that 800 number.

 

3. From:  Patricia White, patrice.white@familyinnovations.org This e-mail address is being protected from spambots. You need JavaScript enabled to view it [image: image3.png]



I am writing in response to your request for information for "customer service" training for agency staff, specifically in regards to treatment of resource families.  I would like to briefly share what our agency, Appalachian Family Innovations (www.familyinnovations.org) has done in this area and offer our services to you.

Appalachian Family Innovations (AFI) created the Principles of Partnership that serve as the basis for the reform of the child welfare system in North Carolina. (For details please see the attached American Humane Association 2007 Protecting Children journal article.)  As you can see, these principles - Everyone desires respect, Everyone needs to be heard, Everyone has strengths, Partners share power, Judgments can wait, and Partnership is a
process - are universal principles applicable to any "partnership."  In our work with our own AFI resource families (therapeutic foster families and adoptive families) we have benefited greatly by working as partners with these families, as our retention and longevity rates would attest.  Of course, one could ask any resource family what they want from the agencies they work with and they will likely all mention some form of the principles.

The training division at AFI has taken our partnership training to many different states and Canada, and applied the principles to line workers, supervisors, administrators, and entire agencies to improve their partnerships, both internally and externally, with the variety of clients or community partners they serve.  At times, we have been asked specifically to
use the principles of partnership to train agency staff in customer service skills.  All of our training is designed to create buy-in among staff, to demonstrate parallel process with trainees, and to concentrate on what it looks and sounds like to actually put the principles into practice.

I would love to discuss your needs in more depth, and share what we have done with other programs.  Please call or email at your convenience to begin a dialogue.

 

4. From: Melody Roe, NRCOI, mroe@usm.maine.edu This e-mail address is being protected from spambots. You need JavaScript enabled to view it 
Lissa's request is right in line with the type of services that the NRC for the Recruitment and Retention of Foster and Adoptive Parents/AdoptUsKids provides free-of-charge to States.  In fact, AdoptUsKids is the NRC that is assisting the Children's Bureau in the oversight / support of the Diligent Recruitment grantees.  I would encourage Lissa to contact Sharri Black, sharri@adoptex.orgThis e-mail address is being protected from spambots. You need JavaScript enabled to view it [image: image4.png]


, and talk to her.  I am attaching a publication that was developed a few years ago that had good ideas / suggestions for retaining prospective resource families that Lissa might find useful for training staff. 

[Click here to access  Answering the Call; Getting More Parents for Children from Your Recruitment Efforts, Practitioner's Guide] 





 
