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Improved Consistency
� Ensuring Child Welfare administrative rules are adequately explained and 
broken down into instructional guidance in a comprehensive procedure 
manual for the field

Improved Accessibility and Usability
�Standardization and redesign of procedure manual template to ensure 

accessibility and usability by the field

Improved Accountability
�Central office program managers and staff will be accountable for updating 

the procedure manual and ensure procedure aligns with rule

Enhanced Observance
�Program management will ensure field staff adhere to revised policy 

Task H: Goals of Policy, Procedure 
and Case Practice



� Established Policy and Procedure Workgroup

�Developing focus group questions to seek feedback and buy-in 
regarding redesigned procedure manual

�Working with the Office of Information Services and Publications and 
Creative Services to develop revised manual template and determine 
best platform for presentation

�Updates to Chapter 2 and portions of Chapter 3 to come into compliance 
with revised rules effective January 1, 2018

�Performing gap analysis on rules and procedures

Task H: Accomplishments



Community Engagement

2018 DHS Child Welfare Action Plan
District Tour



Who ENGAGED overall?

STAFF
TOTAL-657

COMMUNITY PARTNERS 
TOTAL-784
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• Larger space is needed to spread out, and additional facilitators 
and note takers to decrease size of discussion groups for all 
sessions.

• Consider ways to increase the number of table topics participants 
could discuss.

Lessons Learned:
Overall
• Host pre-tour training for all 

facilitators and note takers to 
increase consistency and 
reliability of data.



Staff Sessions
• Consider separate staff sessions with targeted questions for 

different types of staff so everyone feels included.

• Consider structural changes to address issues around fear 
and safety of sharing. 

Lessons Learned:



Community Forums
• Consider questions, language, and setup to decrease 

perception that relatives foster parents are not equal to 
general foster parents.

• Attendance from frequently underrepresented communities 
was low- consider changes to outreach or structure of event 
to be more inclusive. 

• Youth sessions had very low turnout. Future consideration for 
unique ways to engage youth and young adults with foster 
care experience.

Lessons Learned:



PARTICIPANT FEEDBACK



Staff Listening Sessions – 32%

Strongly 

disagree

1%

Disagree

4%

Neutral

18%

Agree

61%

Strongly 

agree

16%

“I really appreciated the humility 
of Fariborz and Marilyn.  It was 
very refreshing to hear about 

servant leadership and to know 
we have leaders who have 
integrity as well as humility.” 

Do you have a better understanding of the future vi sion for DHS?



Strongly 

disagree

2%

Disagree

5% Neutral

8%

Agree

45%

Strongly 

agree

40%

“I felt respected in the way 
I was able to share my 
ideas, concerns, and 

areas that need immediate 
attention, but the true 
respect will come in 

seeing implementation 
and action to know we 
have truly been heard.” 

Did you feel respected as part of the statewide DHS  Child Welfare 
team?

Staff Listening Sessions



Strongly 

disagree

2%

Disagree

2%

Neutral

10%

Agree

51%

Strongly 

agree

35%

Did you have the opportunity to provide direct feed back to Central 
Office leadership? 

“I felt for the first time in 
a long time Central 
Office Leadership 
actually wanted to 

openly listen and did not 
shut frontline staff down 
when “workload” or "not 

enough staff” was 
brought up.”

Staff Listening Sessions



Community Listening Sessions – 23%

Strongly 

disagree

1%

Disagree

4%

Neutral

20%

Agree

59%

Strongly 

agree

16%

“The presence of top-level 
management enhanced the 

perception that serious 
commitments were being 

made to affected individuals, 
stakeholders, and our 

communities. This added 
profound credibility to DHS' 

future vision.” 

Do you have a better understanding of the future vi sion for DHS?



Strongly 

disagree

1%

Disagree

2%

Neutral

11%

Agree

47%

Strongly 

agree

39%

Did you feel respected as a trusted partner of DHS Child Welfare?

“Staff, management, and 
other representatives of 
DHS made themselves 

available to attendees. Their 
attitude at all times was one 

of sincere listening and 
caring about the concerns 
and opinions of attendees.” 

Community Listening Sessions



Did you have the opportunity to provide direct feed back to DHS Child 
Welfare ?

“It is the first time I 
have felt valued by 

DHS.  It was a 
turning point for me.” 

Disagree

3%

Neutral

3%

Agree

49%

Strongly 

agree

45%

Community Listening Sessions



1. Analyze data from listening sessions, notecards, follow up 
emails and post-event evaluations.

2. Develop District Tour Report of Findings with crosswalk of 
work underway.

3. Determine next steps for future engagement with staff and 
community.

Next Steps:
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Some Critical Success Factors for 
Intake and On-Going Assessment:

RReessoouurrcceess  
aanndd  CChhaannggee  
MMaannaaggeemmeenntt

PPrroocceessss,,  
PPoolliiccyy,,  aanndd  
DDiirreeccttiioonn

SSyysstteemm  
CChheecckkss  aanndd  
BBaallaanncceess

• Clear allegation system and 
definitions

• Provide appropriate staff  direction 
and guidance (policies, manuals, 
implementation guidelines)

• Training and re-training and re-re-
training

• Focus on screening decisions 
and priority response time 
authorities and delineation

• Consider an additional level of  
screening review for each 
report

• Develop quality assurance 
and improvement processes 
and protocols

• Allocate all resources including 
staffing and time…adjust along 
the way

• Develop a change management 
strategy to address the entire 
system

• Develop a communication and 
training plan for external 
stakeholders and community 
partners

• Don’t underestimate the strength 
of  holdovers

Taken from Three Branch Institute Conference Presentation:  July, 2017
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RReessoouurrcceess  VVeerrssuuss  TTiimmeelliinnee  AAlliiggnnmmeenntt::

01
Resources:  

Collabora(ve informed •
plan exists
Small, dedicated, •
competent project team
Par(cipatory •
subcommi<ee members 
may struggle to maintain 
workload

Timelines and work •
product quality may 
slip
Decision• -making 
delays may occur

Resources and Change Management:

02
Timeline:
• December 2018 was aggressive 

even with a fully-staffed, 
dedicated project team

• Biggest threat to timelines are 
the unknowns
• May be month(s) of 

mitigation plan 
implementation to be fully 
ready

• Coordination of facilities and 
technology adds layers of 
complexity and dependencies



QUARTER 1 QUARTER 2 QUARTER 3 QUARTER 4 2019

Milestone 1
Jan 17

Milestone 2
Jan 31 Milestone 4

Apr 1

Milestone 5
June 31

Milestone 6
Jul 1-Nov 1

Milestone 7
Oct 30

Milestone 8
Dec 1

Milestone 9
Jan 1

Jan 20181) Convene Subcommittees

Jan 20182) Procure/Announce Hotline Facility LocaPon

Jan 2018 Mar 2018
3) Develop Workforce and 
Communications Plans

Apr 2018 Jun 20184) Hire/Onboard Hotline Manager

Apr 2018 Jun 20185) Develop Training Curriculum

Nov 20186) Recruit and Train Hotline Staff 

Project Milestones

9) Continue Phased Implementation of Hotline

Dec 2018

Milestone 3
Mar 31

7) Transition Hotline Staff to Centralized Location

Jul 2018

Oct 2018

Mar 2019

8) Begin Phased Implementation of 
Hotline

Centralized Child Abuse Hotline

Jan 2019

Dec 2018

Subcommittee 
Kick-Off 

Presentation
January 2018



Project Milestones
Centralized Child Abuse Hotline

QUARTER 1 QUARTER 2 QUARTER 3 QUARTER 4 2019

Milestone 1
Jan

Milestone 2
Jan Milestone 4

May

Milestone 6
Jul

Milestone 7
Sep

Milestone 8
Dec

Jan 20181) Convene Subcommittees

Jan 20182) Procure/Announce Hotline Facility LocaOon

May 2018

5) Implement Workforce and Communications Plans

July 20186) Finalize Hotline Management Team

June 2018

Sep 20187) Begin Developing Training Curriculum

8) TransiOon Staff to New LocaOon 

10) Begin Phased Implementation

Milestone 3
May

3) Develop Project ImplementaOon Plan 

Apr 2019

4) Update Screening Rule and Procedures May 2018

Apr
Milestone 10

9) Begin Training Staff

Dec 2018

Jan 2019

Jun
Milestone 9

Jan

Milestone 5

Timeline Today
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Schedule Adjustment and Project Plan Modifications:

1) Centralized Screening Staffing:  12 weeks
Develop • Job Descrip=ons

Determine HR Processes to Reassign and Hire Staff •
Develop and Finalize Workforce Transi=on Plan•
Create Recruitment and Reten=on Plan for •
Centralized Screening Staff

Statute2) , Rules and Policy Review:  16 Weeks 
Statute• , Rules, and Policy Assessment and 

Recommenda=ons

Statues, Rules, and Policy Rewrite and Approval•
Allega=on System/Priority Response Time •
Development and Review

3)   OrganizaBonal and Program Impact Study and 
MiBgaBon Plan Development:  19 weeks 

Case Review•
Conduct District Workload Study for Current •
Screening Staff

Develop MiBgaBon Plan and Develop Strategies to •
Address OrganizaBonal and Program Impacts 
(biggest threat to Bmeline)

4) Quality Assurance Program Development and 
Implementation:  
32 weeks
• Develop QA Tools for Screening Functions

5) Training Curriculum, Tools Development, and 
Delivery:  
46 weeks   
• Rules and Policy Finalization

• Curriculum Development

• Tools Development

• Training Delivery

6) Change Management and Communication: (on-
going)
• Develop and Execute  Change Messaging Strategies

• Cultivate Relationships and Build Program 

Champions
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FFooccuuss  oonn  PPrrooggrraamm  EEnnhhaanncceemmeenntt  aanndd  OOppeerraattiioonnaall  IImmppaacctt::

01
Organizational and Program Impact Study and 
Mitigation Plan Development:  
• Case review (screening and on-going services)

• Evaluate call trends
• Evaluate practice trends and staff 

roles/activities
• Risk mitigation strategy development

• Workload study/impact review
• Fully identify district level screeners 

current activities and change impact
• Identify potential workload increases as a

result of improved screening
• Mitigation planning

• FTE assignment 
• Task reassignment
• Training evaluation roll-out
• Workload management pre-centralization

Process, Policy, and Direction:

02
Statute, Rules, Policies, and Procedures:
• Focus on program changes that lead to 

consistent and improved service 
delivery

• Comprehensive policies and procedures
• Integrate Safety Practice Model in 

screening function
• Develop cohesive allegation system 

(address threat of harm)
• Address screen out protocols and 

documentation
• Review priority response times

• Understand how process changes 
could impact Federal data and 
outcomes
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IInnttaakkee  CCaallll  VVoolluummee 22001133 22001144 22001155 22001166

Community Calls 24,144 26,856 28,380 29,196

Emergency Calls 12,696 11,880 11,544 11,820

AAnnnnuuaall  CCaallll  VVoolluummee 38,853 40,750 41,939 43,032

AAnnnnuuaall  IInnccrreeaassee -- ⇡⇡4.88% ⇡⇡2.92% ⇡⇡2.61%

AAbbaannddoonn  CCaallllss 6,492 5,208 5,052 3,228

%%  ooff   AAbbaannddoonneedd  CCaallllss 16.71% 12.78% 12.05% 7.50%

PPeerrcceenntt  AAnnsswweerreedd  iinn  55  
MMiinnuutteess  oorr  LLeessss 83% 89% 91% 92%

CCllaarrkk  CCoouunnttyy,,  NNeevvaaddaa  DDaattaa  BByytteess::  IInnttaakkee  AAsssseessssmmeenntt  CCaallll  VVoolluummee
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CCllaarrkk  CCoouunnttyy,,  NNeevvaaddaa  DDaattaa  BByytteess::    TToottaall  AAsssseessssmmeennttss

YYeeaarr TToottaall  
AAsssseessssmmeennttss

PPeerrcceennttaaggee  IInnccrreeaassee

2013 8,743 --

2014 10,565 ⇡20.84%

2015 11,770 ⇡11.41%

2016 12,314 ⇡4.62%

2017 (projected) 13,790 ⇡11.99%
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SSccrreeeenniinngg  AAsssseessssmmeenntt  IInnffoorrmmaattiioonn  
CCoolllleeccttiioonn  aanndd  DDeecciissiioonn--MMaakkiinngg::

Demographic Information (Family and 
Child)

Maltreatment Informa;on that Correlates 
to a Well-Developed and Defined 
Allega;on System

01

02

•Screen In/Screen Out Decisions that 
Correlate to Response Times (Present versus 
Impending Danger)

Child Func;oning and Condi;on 
(Vulnerability)

03

Parenting Discipline Practices 
and History (Protective Capacity)

Adult Functioning

Reporter Rela;onship (Not 
Mandatory, but Preferable)

04

05

06
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Role of Screening in On-Going 
Assessment:

• Reunification timelines and 

long-term stability

• Waiver of Reasonable Efforts 

and Termination of Parental 

Rights decision making

• Timeliness to permanency

• Fully understanding child 

needs and history (Social 

Summary)

• Targeting in-home and/or 

safety services

• Developing Treatment Plans 

that are relevant

• Identifying service providers 

that meet the actual needs 

of clients

Safety planning •
In• -home services

RelaEves/kin idenEficaEon•
Fully understanding child needs and •
history (immediate well-being and 

social summary)

• Identifying presenting/prevailing issues 

appropriately

• Identifying and mitigating safety threats

• Increasing protective capacity

• Reviewing and understanding history, 

particularly to address mental health, 

substance abuse, and DV

• Targeting in-home and/or safety 

services

• Creating/supporting specialty programs 

and partnerships with courts

Intake & 
Assessment

Placement

Support Service
s

Case Planning

Pe
rm

an
en

cy
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SSaaffeegguuaarrddss  aanndd  QQuuaalliittyy  AAssssuurraannccee::

01
Screening Safe Guards:  

Do resources allow for •
mul0-level review of 
screening decisions in 
rela0ve real-0me?
Budget and project •
planning process may be in 
conflict with decision-
making
Consistency in decision• -
making may require a 
review process currently 
unaccounted for with 
regard to staffing model

System Checks and Balances:

02
Quality Assurance System:
• A fully developed CQI 

process establishes 
credibility quickly 
• Community partners
• Internal staff and 

programs
• Allows for transparent 

display of successes and 
proactive redirection
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Summary of Overall Recommendations:

Adjust the project <meline and  the project plan to incorporate:
Development of comprehensive policies and procedures and other tools for •
implementa<on.  Include the development of an well-defined allega<on system 
and review/modify the priority response <me system.
Conduct a • brief case review, workflow and process analysis of the current 
system to ensure that the safety prac<ce model is being used to help relieve 
system pressure and tensions.
Conduct a work • study of current screening ac<vi<es.

Thoroughly evaluate other poten<al impacts to child welfare programs and coordinate a 
simultaneous plan to address/mi<gate those impacts (control what you can with as few 
surprises as possible).

Start to acknowledge this could impact your  project <melines in the short and •
long-term.
Iden<fy construc<ve mechanisms to address poten<al workload impacts to •
other program areas.

Add full-<me resources to the project team, con<nuing to use par<cipatory 
subcommiMees for input, direc<on and guidance.

01

02

03


