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Dates of onsite technical assistance:   May 8, 18-21, June 8-11, September 18 and 24
Please indicate which responses were employed in this T/TA:

_X__    Technical Assistance

____    Training 
__​__    Phone Consultation

____     Referral to another NRC

____     Referral to Other Organization
_X__     Review of Policy and Materials

____     Publications Provided
____     Secondary Research
__X_     Other/Group Facilitation 

Situation and Technical Assistance Request
Through the approval of the Wisconsin Department of Children and Families and the Federal Regional Office, the Bureau of Milwaukee Child Welfare (BMCW) requested technical assistance from the National Resource Center for Child Protective Services (NRCCPS) regarding the program function of Access (phone intake for child protective services and child welfare referrals).

The BMCW requested technical assistance in evaluating the structure, the quality and efficiency of the Access (Intake) function within a comprehensive assessment process.  The BMCW requested recommendations to enhance the function of Access (Intake)  including improving the quality of information collection and decision making as well as creating more efficient system design.  In addition, the BMCW wanted assistance to assess the quality of Access (Intake) availability to the community when reports of maltreatment are being made.
Technical Assistance Provided 
Terry Roe Lund from NRCCPS provided the technical assistance which involved the following level of effort through both on-site and off-site work:

· Meetings with 2 daytime Access supervisors; 1 CRT (approximately 4 pm-midnight) supervisor

· Meeting with quality assurance staff (PEM’s) regarding data and quality assurance efforts

· Observed 2 daytime Access workers; 2 CRT workers

· Meeting with PEM’s regarding BMCW purchased contract for answering service for Access
· Facilitated focus groups split out by job function:

· 5 Access workers

· 7 Initial Assessment workers

· 5 Ongoing workers

· 5 Safety Services workers

· 9 Foster/Adopt workers

· Cross-section of 9 supervisors (ongoing, safety services, permanency, foster/adopt, licensing, and Initial Assessment)

· Meeting with 2 Region Managers

· Meeting with Section Chief

· Meeting with Deputy Director

· Meeting with Section Chief and Communication Specialist

· Meeting with WISACWIS specialist re data

· Review of 2007 State Office report on Access

· Review of 60 Access reports; 40 screen-ins, 20 screen-outs

· Review of Access policy

· Review of Access data

Impressions
In debriefing with the Interim Director of BMCW and the Section Chief for Access and Initial Assessment, the following was shared:

· The function of Access appears to be out of step with both state standards as well as the framework for service employed by BMCW.  Information collection does not assist with decision making for screening or response time.  The fidelity of implementation of the Bureau’s practice standards should be strengthened.

· Access should be supported through systemic components of Leadership, Policy/procedure, Supervision, Automation, Professional Development, and Quality Assurance.  Each of these components is currently in need of improvement:

· BMCW policy should be revised to be current, and reflective of BMCW standards for Access work

· Data reports are available and should be regularly used to control and manage this program function

·  Routine opportunities should be provided for ongoing professional development of staff
· Supervision of this function should include coaching, consultation, and hands-on assistance to staff, particularly related to information collection

· Regular review of the work of Access should be carried out to measure the fidelity of implementation

· Leadership of BMCW should articulate what the Access function provides for the program, what the expectations are, and ensure that resources necessary to its operation (staffing, equipment, etc.) are sufficient to carry out the program objectives.

Next Steps
No further technical assistance will be provided during this current fiscal year.  The Interim Director and Section Chief expressed a desire for continued technical assistance during the following fiscal year, and they will seek necessary approvals from the State Office and the Federal Regional Office.

Tentatively, next steps would include the development of a record reading instrument (for Access records) and a record review carried out by the Section Chief, the 4 Region Managers and the 2 Access supervisors.  If technical assistance is approved for the next fiscal year, the NRCCPS can help facilitate this process.  The record review’s purpose will be to help BMCW managers assume control of the direction Access will take for BMCW, and determine what steps are necessary for continued program development.
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