National Child Welfare Resource Center for Organizational Improvement (NRCOI)

Responses to a request for Information on training for hotline/screener staff

April, 2009
Charmaine Brittain, from the Butler Institute for Families at the University of Denver, writes:  Specially, here in Colorado we are seeking information to the following questions: How are states providing training for hotline /screener staff? How many hours of training are offered? What topics are covered? In what format (e.g., classroom, distance)? For formal training, is there formal curricula? Would they share this curricula? For states not providing formal training, how do they prepare their hotline/screener staff? 

Any information other states could provide would be most helpful, even if that information is that they do not provide any training. - Thanks so much!        

Responses to Charmaine Brittain's request for information on training for hotline / screener staff:

From:  Pamela Severs, psevers@ihs-trainet.com
How are states providing training for hotline /screener staff?  Up until now, our eight regional training centers have periodically offered screening training for caseworkers through individual contracts with OCWTP trainers.  It had not been standardized.  We have just drafted a standardized curriculum at the request of the Ohio Dept. of Job and Family Services (ODJFS) and the OCWTP.  Its been field tested only once but was very well received.  I believe it is now being currently scheduled throughout the state for the next training calendar.

How many hours of training are offered?  What topics are covered? In what format (e.g., classroom, distance)?  The training is currently a six-hour classroom training.  I've attached an agenda and list of competencies that I hope will give you some idea of scope.  It consists of a written trainer guide, handouts, PowerPoint, and Classroom Performance System activities. 

For formal training, is there formal curricula?  Would they share this curricula?  At this time, it is considered a draft for two reasons.  First, it is being reviewed by ODJFS and we will then need to incorporate their edits and suggestions.  Secondly, a task force created by our Public Children Services Association of Ohio is developing screening standards that we hope to incorporate when available - likely in June.  I'd be glad to talk with you about how we could share this curriculum.

For states not providing formal training, how do they prepare their hotline/screener staff?  Because Ohio is a State Supervised, County Administered system, there are a number of individual agency policies and protocol.  Many county agencies do in-house training to prepare staff.  While the standardized training that we have developed presents best practice and stresses casework skills, it does allow for agency differences.

Click on the following links to view the documents from Ohio: 
Agenda 

Competencies 

Screening Workshop Description
 

From: Mary Schrenker,  Mary_K_Schrenker@dcf.state.fl.us
The Florida Abuse Hotline is the central abuse hotline for all reports of child and vulnerable adult abuse and neglect in Florida.  We operate 24 hours a day and receive reports through a toll free phone number, toll free fax number or web-based reporting.  We have 9 weeks of pre-service training for new counselors.  The first seven weeks is classroom training and the
last two weeks is a practicum of taking calls under close supervision of the trainers.  I am attaching the trainer agenda for pre-service training and I added some notes.

We have a lot of job aids that we use as training documents.  These job aids cover jurisdictional requirements, abuse, neglect and some of the specific maltreatments we use for reports/intakes.  The job aids are based on Florida statute, Florida Administrative Code, Department of Children and Families Operating Procedures and Florida Abuse Hotline policy.

Click here to view the preservice agenda document from Florida. 
 

From:  Andrea Poole, Andrea.Poole1@state.nm.us
In New Mexico, our Statewide Centralized Intake (SCI) staff are required to take the same 8 week Basic Core training that all Protective Services Division workers must take. That includes 5 weeks of classroom work and three weeks of OJT. There are 17 OJT activities required for all Core students, including SCI.

 

From: Marian Woods,  WoodsM@dhw.idaho.gov and Nina Dillon

In Idaho we have a statewide number (2-1-1) for information and referral. Some of our calls come in through this number. Information on training of the call agents is attached.

2-1-1 Idaho CareLine Information and Referral agents receive the following training:

-  10 days, 80 hours of classroom training with a full review of the training manual
-  10 days, 80 hours of phone training with experienced agent

The training manual includes specialized AIRS approved protocols for Crisis Intervention and Child and Adult Abuse/Neglect.  

Click here to view the Crisis Intervention Protocol from Idaho. 

Click here to view the Child and Adult Abuse/Neglect Protocol from Idaho. 
 

From: MB Lippold,  MaryBeth.Lippold@dcs.IN.gov
Indiana does not have a coordinated effort in this area.  We have a mix of private providers who do their own training, local staff who only provide on the job training, and a dated curriculum that has not been used in a while.  We are currently in the process of submitting a proposal to the Midwest Implementation Center to assist us with developing a Statewide Call Center and will develop specialized curriculum related to that.  We have a copy of Florida's curriculum which looks pretty good so that would be a state I would specifially
contact

 

From:  Kathleen Davis, kad31@pitt.edu
The Pennsylvania Child Welfare Training Program has some training available for screening calls.  It can be located at www.pacwcbt.pitt.edu , on-line curricula (on left), Charting the Course for Permanency for Children in Pennsylvania, Module 8. 

 

From: Jennifer Kerr, jlm69@pitt.edu
The Pennsylvania Child Welfare Training Program provides training for hotline / screener staff just like any other child welfare staff throughout the commonwealth.  Hotline staff complete our certification series of 120 hours within their first 18 months of employment which walks through the whole caseworker cycle (including curriculum specific to the Intake / Screening Process.  After they have completed their 120 hours of initial certification, they are required to maintain that certification with an additional 20 hours of training each year.  

Some of the trainings that we offer that would benefit them are:
204: The Intake and Investigation Process
204: An Introduction to the Safety Assessment and Management Process
301: Engaging Clients from a Strength-Based, Solution-Focused Perspective
110: Charting the Course, Module 8: Screening, Investigation and Documentation

At this current time, all of our training is classroom, but that will change in the near future.

The trainings and many others are all formal curriculum which we can share or can be accessed off our website www.pacwcbt.pitt.edu  online curriculum and then view down through the titles

 

From:  Vicky Hina, vhina@uta.edu
Information on Texas: 

*SWI (Statewide Intake) staff go through a BSD program which is offered by their own agency - DFPS.  I am attaching a powerpoint as to the information we last knew was included.  You could also contact Sherrie Hardie (sherrie.hardie@dfps.state.tx.us) or Mike Norris (mike.norris@dfps.state.tx.us) for more information.  This is a requirement for their certification which is administered by us.

http://www2.uta.edu/ssw/ccw/psti/html/swi/specialist/requirements.html 

*SWI gets a few days of training from PSTI but only one is specific to handling calls which is a new workshop for us to offer this year.  Other workshops are the same topics offered to CPS, APS, CCL but helpful to SWI since they answer calls for all these areas.  We recently were requested to adapt the Handling Calls for DFPS Admin staff, as you'll see in the description below.

Handling Difficult Calls and Debriefing Challenging Situations Description Administrative staff who respond to the public never know what they will be facing when they pick up the phone. This workshop focuses on providing tangible skills for handling the complex calls received by CPS, APS, CCL, and SWI administrative staff. Callers who are needy, angry, anxious, upset, demanding, suspicious and reluctant will be addressed in specific and creative ways. From irate parents or alleged perpetrators, worried family members or foster parents, persistent lawyers or providers, questioning field staff, hostile or upset clients, disoriented callers, and persons with mental illness, vignettes will be presented in this interactive workshop. Debriefing techniques will also be addressed. Come prepared to present your most challenging calls!

*SWI is also always allowed to attend any PSTI workshop which may be focused on a particular program area or may be open to all programs we serve in DFPS.

 

From:  Jeff Adams, Jeff.L.Adams@dss.mo.gov 

Information from the unit manager at the central hotline unit:

We provide 120 hours of on-site training at the Missouri Child Abuse and Neglect Hotline.  This training includes policy, law, interviewing, and computer systems (including FACES—Family and Children Electronic System).  

Click here for a copy of our training outline for information on topics covered.
 

From: Molly Clemmitt, mclemm@arlingtonva.us
As far as I know, there is no specific hotline screener staff training for Virginia.  Each locality provides whatever training they feel necessary.

I have gone through the VISSTA courses for CPS.  This includes:
Intake, Assessment and Investigation in CPS (4 days offsite)
New Worker Policy Training with OASIS (4 days offsite)
Sex Abuse (1 day)
Sex Abuse Investigations (2 days)
Out of Family Investigations (2 days)

I was trained by the previous screener in addition to having these trainings.  It was not formal but for two months I sat with him and he assisted me in the referral screening process.  

I keep a policy manual close by and routinely call our regional specialist with questions.
 

