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On-site dates:  April 3, 4, & 18, 2008; June 5 & 27, 2008; July 17, 2008; and August 19, 2008
Please indicate which responses were employed in this T/TA:

__X_    Technical Assistance

____    Training 
__​X_    Phone Consultation

____     Referral to another NRC

____     Referral to Other Organization
__X_     Review of Policy and Materials

__X_     Publications Provided
__X_     Secondary Research
____     Other/Group Facilitation 

Situation and Technical Assistance Request
To provide expert opinion on ways to improve policy and practice related to the receipt and response to reports of child maltreatment.
Technical Assistance Provided
A case review was conducted of 198 calls that were referred to the Hotline during the period May 2007 through April 2008.  The sample included 124 Child Protective Service reports and 74 Information and Referral calls. Reviewers reviewed information entered in the automated system and listened to corresponding hotline calls.  A focus group was held with Hotline staff to gather their input on challenges they face in their job and ways to improve the intake and screening process.  The study was designed to achieve the following purposes:
· To evaluate information collection and decision making against policy and state of the art standards;

· To identify ways to improve the agency’s handling of reports of child maltreatment.

One hundred seventeen variables were used to study information collection and decision making by Hotline staff.  A report on the findings and recommendations was provided to the Child and Family Services Agency.  Recommendations were grouped in the following categories:

· Policy Issues

· Practice Issues

· System Issues
A work plan was developed to implement the recommendations and corresponding work groups formed to work on implementation.
Next Steps
The NRCCPS will support implementation of the recommendations from the Hotline study.  Future technical assistance will include a review of staffing patterns for the Hotline and Investigations Units, assistance with the development of a desk guide for hotline staff, and a review of policy related to CPS investigations.  
