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Fiscal Year 2010-11 marked the third year the Agency implemented a full scale Continuous Quality Improvement (CQI) Program which provides oversight of quality care, client access and quality services by making programmatic decisions based on information that is quantified, analyzed, monitored in a conscious, rational and systematic manner.  The program processes improve through data driven decision making.  The Continuous Quality Improvement Program is structured to:

1. Identify and monitor risk management activities;

2. identify personnel training and professional development needs;

3. implement initiatives that focus on the continual improvement of service delivery;

4. develop standardized methods to analyze, monitor and manage program outcomes;

5. assist in the development and monitoring of short term and long term goals; and

6. develop and manage strategies for data collection and client follow-up.

This Annual Continuous Quality Improvement Report is structured to present to stakeholders the CQI activities Tides Family Services has utilized this fiscal year to help inform decision making so as to continue to improve upon the quality of services provided by Tides.  This report also serves as a guideline for the Board of Trustees and the Steering Committee in terms of strategically planning the goals and objectives for the agency.

This report includes Stakeholder Feedback results, Agency Outcomes, Program Evaluations (including follow-up data on closed cases), Committee Reports and an update on Senior Management’s Annual Strategic Objectives for FY 10-11.  The report also recommends goals and objectives in each of these preceding categories for the 11-12 Fiscal Year.   

Stakeholder Feedback

Three stakeholder feedback forms were sent out in the beginning of January 2011, the Family Satisfaction and Feedback survey, the Community Stakeholder Satisfaction and Feedback survey and the Employee Satisfaction survey.

Family Satisfaction & Feedback Survey Results

Of 250 surveys sent, 50 were returned for a 20% return rate.  92% of all family satisfaction and feedback surveys agreed or strongly agreed on all the following questions:

Staff:

Conveyed interest and concern for me and my family.

Explained information clearly.

Made me and my family feel welcome and comfortable.

Were knowledgeable and skilled.

Were courteous and sincere.

Followed through with agreed upon activities.

Reflected my own culture /ethnicity or exhibited competence in considering my family’s culture/ethnicity into our work together.

Services:

Met my expectations and satisfaction.

Were helpful.

I was included in the development of treatment goals.

The quality of the services provided were good.

1 respondent reported they disagreed that staff conveyed interest and concern for me and my family.

1 respondent reported they disagreed that staff explained information clearly.

1 respondent reported they disagreed that staff were knowledgeable and skilled.

1 respondent disagreed and 1 strongly disagreed that staff followed through on agreed upon activities.

3 respondents reported they disagreed that the services met their expectations and satisfaction.

2 respondents reported they disagreed that services were helpful.

2 respondents disagreed that the quality of services were good. 

Comments to question:  “How could Tides Family Services provide better services to you and your family?” 

“Need to communicate to the parent more than the child.” (YOP)

“Could have considered our time better.” (TOP Pawt)

“Provide support to families in seeking services to assist the child” (TOP Woon)

“They have to put more interest when they work with families not just listen how they are doing in the week and leave.” (TOP Woon)

“I would like you to call before you come to my house.”

“They have helped me a whole lot since I have been in their program.” (Tides School Prov)

“Keep doing what you’re doing.” (Tides School Prov)

“The services and staff were excellent.  I would recommend Tides to anyone who would benefit from it.  Tides made a big difference in my family’s life, for the better.  If it was not for Tides God only knows where my son would be now.  Thank God for Tides and all its staff.  Keep up the good work.  You are the greatest.” (TOP Woon)

“When there is no school or a holiday I wish they could still help and be around to help with kids that are very hard to take care of.” (TOP Pawt)

“I don’t have any major concerns.  Everyone from Tides has been friendly, nice and caring.  I do hope they all keep up with the good work.” (TOP Pawt)

“Everything is good.”  (YNF)

“Everything is perfect.”  (YNF)

“They have done a great job.  Both counselors and behavior specialists have been very professional and sensitive to our needs.  Look forward to their visits weekly.  Don’t think any other services are necessary at this time.  Thank you.”  (PFN)

“I don’t see how you can improve other than coming up with many carbon copies of HF.  She is brilliant, intuitive, pro-active and succinct.  She handles everyone in our family with a dexterity that I have never seen in the many years we have been seeking help.  She saved my life!”  (PFN)

“School vacations – more activities.  More activities with other kids.  ‘Emergency help’ – like when there is a behavior problem.  Morning help.  AM, DT and J are great.  They obviously like their jobs and really like my son.  They picked up on his sense of humor and stubbornness.”  (PFN)

“The main problem or cause of the problem.”  (PFN)

“Working with Tides for more than two years, I have reached lots of my goals.  I feel that Tides should work a little stronger with teenage attitude and behavior.”  (PFN)

“I am happy now with all the services that my son is getting.  It has been a long road but he has turned things around at school and at home.  So thank you very much!”  (PFN)

“The Tides program was very good and useful to m family including my kid.  My son was treated in according to all guidelines.  My son has improved greatly in his attitude and academic performance since Tides started working with him.”  (YOP - Pawt)

“By helping kids get jobs and support during summer time when there is no school.  Sport programs and activities in general doe the summer.  Thank you for your help.  I’m very grateful for having the workers and the help in general.  Thank you so much it makes a difference in our lives.”  (YOP - Pawt)

“They are doing a good job and I can’t ask for more.  Just hope they keep doing a good job with everyone they work with.”  (YOP – KC)

“I would like more programs for children closer to age 18.  I realize funding is difficult but waiting lists are extremely long.”

“Take the child to different activities.  Take the child to eat out.” (YOP – KC)

“No improvements needed.  All of the Tides staff I have dealt with have been great!”  (YOP – KC)

“I cannot think of anything they could do to improve.  It was a great experience!”  (YOP – KC)

“At this point I do not know what to add.  With my case you guys are excellent and I appreciate all the help I have received.” – Translated from Spanish

“I like that the kids are consistently being checked in school.” – Translated from Spanish

“Working with the parents and the kids.” – Translated from Spanish

“Because he has received support.” – Translated from Spanish

“Because when I needed them the most they have been there for me.” – Translated from Spanish

“When I need them for advice or support they are always there.” – Translated from Spanish

“Whenever I called they were always there for me.” – Translated from Spanish

“I find that all the programs are good.” – Translated from Spanish

“I do not find anything the program needs help with.  All the programs are good.” – Translated from Spanish

Community Stakeholder Satisfaction & Feedback Survey

Of 150 Stakeholder Surveys sent, 26 were returned for a 17% return rate. 12 identified as DCYF workers or supervisors; 3 identified as a family court or truancy court representative;  2 identified as police; 6 identified as public school personnel; 1 identified as a private school personnel; and 2 identified themselves as contracted services providers/partners.

The majority of respondents claimed the services they were most familiar with were PFN and Outreach and Tracking.  Youth Outreach, Article 23 Assessments, MST and Educational Advocacy were also noted.

9 respondents reported being involved with the agency for one-year; 3 for two-years; 6 for eight-years; 1 for 10-years; 1 for 14-years; 1 for seventeen-years; and 1 for twenty-eight years.

100% of DCYF respondents either agreed (4 – 33%) or strongly agreed (8 - 66%) that they were satisfied with their overall experience with Tides Family Services.

100% of Family or Truancy Court respondents agreed that they were satisfied with their overall experience with Tides Family Services.

100% of Police respondents strongly agreed that they were satisfied with their overall experience with Tides Family Services.

100% of Public School respondents either agreed (2 – 33%) or strongly agreed (4 - 66%) that they were satisfied with their overall experience with Tides Family Services.

100% of Private School respondents strongly agreed that they were satisfied with their overall experience with Tides Family Services.

100% of Contracted Service Providers/Partners either agreed (50%) or strongly agreed (50%) that they were satisfied with their overall experience with Tides Family Services.

Comments

DCYF:

“Love the Outreach and Tracking – Staff very involved with kids.”

“My interactions with case managers and specifically GS has been positive.  Their feedback regarding the families that have been referred for services has been helpful.  I have found the support shown to the families has been very helpful.” – Jan Tavares

“Very satisfied with current and previous contacts.”

“The team has gone above and beyond with this family and has been willing to work with FCCP out of CFHS.  The staff have been phenomenal trying to come up with plans to promote success in this family.”

“They have been outstanding with their patience working with this family where the ongoing issues are cyclical and very little forward progress is made.”

“Tides responds to referrals and sets services up in a timely fashion.  Staff communicate consistently with DCYF.” – DCYF Supervisor

“Both programs (PFN and Outreach & Tracking) are excellent.”

“I feel that your staff for the most part are smart, able to do their job and communicate with other providers.  I value people who are willing to stand up in Court and make recommendations or describe why they came to various conclusions, something overall your agency refuses to do.”

“Always in contact with pertinent information.  Always available to meeting places and times.  Committed to working with kids and families in crisis.” – Laura Nevins

“It often depends on the team you work with.  Overall Tides provides quality services.”

“I have been disappointed with leadership in the West Warwick O&T program as far as knowledge of the cases and response to crisis situations.  On the other hand, CW in WW office did an amazing job w/ one of my most challenging families.”

Family/Truancy Court:

“Very satisfied with outreach and tracking they have been very supportive of our students, helping them attend school.”

“I believe the people involved with the outreach and tracking program do a great job.  The one complaint is for previous years the staff would make claims to the truancy court magistrate that were misinformed.  This hasn’t been the case the last two years but happened in the past.” – Pawtucket School Department Truancy Officer

Police Departments:

“Letters for unsuccessful treatments have been coming back in a more timely basis.”

Public Schools:

“We would like more face to face contact with the outreach and tracking workers in order for our students to understand that we all work together as a team (the school and TFS).” – Feinstein Learning Academy

“Very professional and we work together to accommodate the needs of one of my students and your client.”

“The representative is well mannered and professional at all times!”

“Your staff are hard working and reliable.  They consult with me on a regular basis and will come into the school setting when asked whether it be for a meeting or to support a student.  They are supportive of parents with regards to problem solving and transportation to appointments.  It would be helpful to know about the other programs offered by Tides.” – Olivia Louro, Central Falls School District

“Follow-up is good.  Additional information given is helpful, students respond to the program in a positive manner.” – Chris Coleman, AP Roger Williams High School

Private School:

“Very easy to work with, great follow-through, great communication.  Very satisfied with agency.” – Anne Walters, Clinical Director, Partnership Program

Contracted Service Provider/Partner:

“Our collaboration with Tides has been excellent.  The staff that we work with are all committed professionals who work tirelessly with the most challenging kids and families.  Their dedication to keeping kids connected to their families and community is inspiring.  Their willingness to trust us with their clients motivates us to provide top quality services.  I look forward to working together in the future.”  Mary Turillo

“I really like working with the Tides organization.”

Employee Satisfaction Surveys
Tides Family Services’ Employee Satisfaction Survey

[image: image2.wmf]Satisfaction Survey-Work Atmosphere & Workload

3.5

4.2

3.8

3.6

4.4

4.6

3.94

3.79

3.42

3.79

4.25

3.58

3.58

4.17

3.66

4.33

4

4

3.67

4

4.33

4.33

3.67

3.67

4

3

4.5

5

4.5

4

5

3.5

2.5

3

2.5

4

4.4

4.2

4.2

4.37

3.68

3.84

4

4.11

4.42

3.33

4.67

3.17

4

2.67

3.75

4.5

3.55

4.34

3.97

3.9

3.28

3.45

3.9

3.9

0

0.5

1

1.5

2

2.5

3

3.5

4

4.5

5

CQI Program

Recognition

TFS Atmosphere

Clean Office

Waiting Room/ Common Area

Committed Staff

Even Workloads

Work-Life Balance

Pace of Work

Amount of Work

Average score

Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay


[image: image3.wmf]Satisfaction Survey- Professional Development

3.67

5

4

4.33

3.5

3.5

3.5

3

3.6

3.8

4

3.6

3.67

4.06

3.72

3.67

3.97

3.55

3.52

3.59

0

0.5

1

1.5

2

2.5

3

3.5

4

4.5

5

Training Program

Professional

Development

In-Service Trainings

Technology

Average score



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay


[image: image4.wmf]Satisfaction Survey-Work Atmosphere & Workload

3.5

4.2

3.8

3.6

4.4

4.6

3.94

3.79

3.42

3.79

4.25

3.58

3.58

4.17

3.66

4.33

4

4

3.67

4

4.33

4.33

3.67

3.67

4

3

4.5

5

4.5

4

5

3.5

2.5

3

2.5

4

4.4

4.2

4.2

4.37

3.68

3.84

4

4.11

4.42

3.33

4.67

3.17

4

2.67

3.75

4.5

3.55

4.34

3.97

3.9

3.28

3.45

3.9

3.9

0

0.5

1

1.5

2

2.5

3

3.5

4

4.5

5

CQI Program

Recognition

TFS Atmosphere

Clean Office

Waiting Room/ Common Area

Committed Staff

Even Workloads

Work-Life Balance

Pace of Work

Amount of Work

Average score

Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay


*See Personnel Committee Summary for more details.
Agency Outcomes FY 10-11

Overall Goal



Outcome




Indicator





Family is closed to DCYF and/or

80% of families are closed
 

DCYF/Family Court status

Family Court at closing.


to DCYF or Family Court at closing.

at closing.

Increase positive functioning


70% of clients score between 11-19

Ohio Scale OR YLS scores 

behaviors and decrease problem


on Ohio Scales Problem Severity; 70% 

and M-CGAS scores at 

behaviors.




of clients score 49 or above on Ohio Scale 

closing.

Functioning Index OR score between

0-22 on YLS;  70% of clients score 






51 or higher on M-CGAS.






70% of families show an increase in their

Pre-Post NCFAS scores at 






functioning level from intake to closing.

closing.






Families make progress on quarterly

70% of families show an increase in progress on
Progress rating at quarterly

agreed upon treatment goals. (TX goals

treatment goals during quarterly Utilization Review.
Utilization Review.

should be based upon individual

assessment and an increase in known

protective factors for at-risk youth)

Data for these outcomes was collected each Quarter, by hand, through the Agency’s Utilization Review process.  By policy, 100% of all cases should be UR’ed at least one time per quarter, more if it is a high risk case or if there are major changes to the client’s treatment plan during the quarter.

Due to inadequate computer systems, all data collection was done by hand, inviting human error into the process.  There have been several changes to the tool used to collect this data based on usability feedback from supervisors and directors on a quarterly basis.

During FY 2010-11, 149 cases were closed.  Of the 149 closed cases, 141 (94%) were at home at the time of closing; 70 cases (53%) scored between 11-19 on Ohio Scales Problem Severity and 49 or above on Ohio Scale Functioning Index OR scored between 0-22 on YLS; 51 (38%) clients scored 51 or higher on M-CGAS.  41 clients (31%) showed an increase in progress on treatment goals during quarterly Utilization Review.

Most clients who are referred to Tides Family Services for treatment have an initial Ohio Scale score in the range of 37-49+ on the Problem Severity Scale and in the range of 24-0 on the Functioning Scale.  Additionally, the Youth Level of Service (YLS) scores for clients in the Youth Transition Center and the Youth New Futures programs generally have a referral score on the YLS of moderate to high risk.  While only 53% scored between 11-19 on Ohio Scales Problem Severity and 49 or above on Ohio Scale Functioning Index OR scored between 0-22 on YLS, indicating treatment can occur on a less intensive basis (Ohio Scales) or a low-risk for re-offending (YLS), given how our clients score at the end of treatment verses how they score at the end of treatment is impressive.  Next year, using the Evidence to Outcomes program from Social Solutions, we will have the ability to track this information more accurately and consistently, specifically from intake to closing.

Additionally, the Modified Children’s Global Assessment of Functioning Scale (M-CGAS) is parallel to the Global Assessment of Functioning (GAF) index for adults (axis five on the Diagnostic and Statistical Manual of Mental Disorders IV multiaxial classification).  The M-CGAS is designed to assess children’s level of overall functioning.  Most clients referred to Tides Family Services, especially clients referred to the Preserving Families Network have an initial M-CGAS score in the range of 1-20.  So, for 38% of cases closed to have a M-CGAS score of 51 or higher (interpreted to mean appropriate services should be on a less-intensive basis), is also impressive. 

Recommendations for next Fiscal Year:

The Agency has purchased and is in the process of implementing the Evidence to Outcomes program from Social Solution.  A committee has been meeting to tailor the ETO program to the specific needs of Tides.  It is expected that it will be fully operational within a few months.  It is also recommended for next year that we utilize ETO’s ability to link known protective factors to individual and family treatment goals.  This will help tailor treatment to each individual family and client’s specific strengths which will aid staff in helping families make better progress on treatment goals.  I would also recommend that we add an outcome in the client level of functioning area that will read “clients improve functioning level from intake to closing”.  This will allow for us to monitor individual level of functioning and improvement in such, rather than only looking at how many individuals have a high level of functioning at closing.  

Program Evaluations

Each program supervisor develops, in cooperation with their director and/or supervising vice-president, quarterly program objectives that are based on program specific goals, census and demographics expected in the program, as well as short-term program goals which are developed annually through the program evaluation process, to measure progress and goal attainment.  

Each client has an individual treatment plan based on program goals in the areas of therapeutic recreation, educational performance and attendance, community service and individual and family counseling. Treatment goals are based on a comprehensive assessment of the needs in these areas and progress is monitored on a three-month basis through the utilization review process.  All services provided as well as progress made on treatment plans are logged in the agency’s client database. Additionally, all paperwork including appropriate releases and consent forms are kept in a client file. All programs in the agency are subject to our agency’s overall Quality Improvement Program to insure the oversight of quality services. 

The following is a summary from each program supervisor on the program’s achievements, barriers to achievements and potential goals for the coming fiscal year.

Youth Outreach Program

Fiscal Year 2010/2011

The Youth Outreach Program (YOP) is an early intervention, preventative counseling program designed to keep youth, ages 9-17, out of the Juvenile Justice system and in their homes. YOP services approximately 80 clients monthly in the areas of Kent County, Pawtucket, and Central Falls. The program consists of one full time supervisor to oversee both locations, and four full time Bachelor’s level counselors. Each staff person maintains an individual caseload of 15-20 clients, seen weekly.  YOP clients are not involved with Family Court of the Department of Children, Youth, and Families. Clients are most often referred by parents, schools, local police departments, community hearing boards, and Family Court diversion. 

The program addresses a wide variety of needs, specifically truancy, disobedience, family conflict, anger management, poor peer choices, and academic performance. Each client has a specific treatment plan developed by the counselor in conjunction with the family.  The counselor conducts a strength based, family focused four-week assessment in order to develop an effective treatment plan. In addition to individual counseling, the Youth Outreach Program provides family and group counseling, Wayward/Disobedient assessments, and educational advocacy. 

Accomplishments

1. During the 2010/2011 Fiscal Year, 94% of clients were discharged to their homes.  

2. On the objective to increase the discharge reason of “Client Goals Accomplished” of 50% at closing. This goal was exceeded by the end of the 2009-2010 fiscal year, with a percentage of 62% of clients achieving treatment goals. At the end of the 2010/2011 fiscal year, this objective had a decrease of 3% to 59%. Will explore program reasoning for the 3% decrease in percentage of “client goals accomplished” at time of closing.   

3. The Youth Outreach Program worked very diligently to continue established community provider/stakeholder relationships through regular face to face contacts, and collaboration. The nature of these relationships were reflected through numerous positive stakeholder feedback surveys returned to the agency.

4. 89% of families remained “unknown” to DCYF and Family Court at time of closing from the Youth Outreach Program, illustrating the program’s ability to successfully divert and prevent involvement with the System. There was a decrease of 3% from 92% the year prior. The change is due to the nature of clients and presenting concerns being more intense at time of intake.  

Barriers

1. The Youth outreach project continues to see a  significant increase in higher end, mental health needs and an increased number of clients that require more intensive and frequent interventions. These cases continue to be extremely time consuming and make it difficult for staff to keep up with basic job responsibilities due to constant crisis interventions, meetings, and incidences of explosive outbursts. Due to no involvement with DCYF or Family Court, these particular cases cannot be referred to more intensive services such as Outreach and Tracking or Preserving Families Network. Contractual issues continue to be a  major barrier when providing the most effective and appropriate services to families. It would be tremendously helpful if YOP had the ability to internally refer cases when more intensive services are needed.

2. Both office locations have a history of extremely lengthy waitlist. Referrals may sit on the waitlist for several months, as presenting problems escalate. 

3. YOP will work to maintain progress on current strategic objectives over the next fiscal year, and will assess areas that require more attention and care during the upcoming months. 

4. YOP will work to decrease the number of instances where DCYF becomes active to families. This year, there was a 3% increase of DCYF involvement to YOP families. 

Goals for FY 2011-12

1. Increase use of short term, solution focused therapy with open cases to close within scheduled time frame and open new cases regularly in order to reduce waitlist. 

2. Decrease court involvement through wayward petitions while involved in the Youth Outreach Project.

3. During this fiscal year, YOP will work to reduce DCYF becoming involved in YOP cases. 

Pawtucket TOP Narrative

Fiscal Year 2010/2011

This narrative represents the Pawtucket Tides Outreach Project’s annual report on its overall progress and recommendations for goals moving forward.   The narrative will briefly explain the program’s purpose and function, and will serve as a baseline reference point for future Continuous Quality Improvement (CQI) annual reports.

Program Description

The Tides Outreach Project (TOP) consists of two teams of three BA level caseworkers, and one supervisor to oversee both teams. The program services 50 youth and their families living in Pawtucket or Central Falls involved with the Department of Children Youth and Families (DCYF) and/or Family Court.  The youth are at high-risk to be placed outside of the home, and are seen in school, at home, and in the community multiple times a day, six days a week with 24 hour on call service to maintain our clients in their homes and communities.  

All services provided as well as progress made on treatment plans are logged in the agency’s client database. Additionally, all paperwork including appropriate releases and consent forms are kept in a client file. All programs in the agency are subject to our agency’s overall Quality Improvement Program to insure the oversight of quality services. 

Accomplishments 

Based on the Pawtucket TOP Quarterly Objectives for fiscal year 2010/2011 the following was accomplished:

1. A goal from the previous FY report was that the Tides Outreach Project would be fully staffed and running with AmeriCorps workers and that Tides Family Services would collaborate with The Choice Program in Baltimore regularly.  This was sustained throughout the FY with TOP Supervisor and Director sending monthly reports, updates and hiring needs.  On the other side, The Choice Recruiter collected resumes of interested candidates while the Program Coordinator supplied any AmeriCorps policy updates/paperwork.

2. In February, TOP Pawtucket successfully closed out its first two AmeriCorps employees after they met their required service hours and year of service.  

3. All AmeriCorps requirements per The Choice Program were completed: FBI checks, hire forms, performance evaluations, quarterly reflections, milestone awards and closing forms (when applicable).

4. At the end of FY09-10, less than 80% of the clients referred to TOP Pawtucket remained in the home when their cases were closed.  A goal was created to increase home preservation during FY10-11 by have a minimum of 80% of the clients remaining in the home at time of discharge.  At the end of Q3, TOP Pawtucket closed 33 clients with 29 (88%) remaining in the home with a parent/guardian at time of closing.   We estimate that number will slightly drop after 4th quarter reports are generated due to a client being placed in a residential placement in May.  However, the FY goal was accomplished.

5. Of the thirty-three closings, only one client was adjudicated to the Rhode Island Training School (RITS).  Unfortunately, that one client asked to be placed at the RITS instead of the court recommendation of being placed on home confinement.  The remaining four clients were placed in a residential placement.

6. Through educational advocacy and partnerships with community agencies, 100% of clients receiving services by Pawtucket TOP were enrolled in school or an alternative learning program.

7. TOP Pawtucket had a change of supervisors at the end of Q3; Chantele Rotolo took over supervising responsibilities in March ’11. 

Barriers/Goals for Growth

1. TOP Pawtucket will improve the amount of clients who are identified as needing mental health services who are actually receiving services.  During FY10-11, the barrier to progress being why the unmet need for service was due to non-compliant client.

2. An increase of disciplinary actions took place in for the clients that reside in Pawtucket.  The Pawtucket Schools started to enforce a rule that if a client is late for school, they will then need to report to after school detention.  If the detention is not served that day, a mandatory one-day suspension will occur.  The goal for FY11-12 will be to make a stronger effort to utilize TFS Educational Advocates before lengthy suspensions occur.  Scheduling and conducting routine Utilization Reviews, rundown meetings and school meetings will help identify areas of concern before the schools use behavioral interventions.

3. After looking through CQI Outcome reports gathered during Utilization Reviews (UR), it was noticed that only around 50% of the cases reviewed (opened & closed) showed improvement in their Risk Assessment and treatment goals from their previous review.  A new way to document treatment goals was created no longer using CID to generate goals.  TOP Supervisor and staff will become familiar and comfortable with the new treatment plan, which should reflect on an increase in a client’s Risk Assessment and progress on treatment goals.  Supervisor and staff will continue to focus on cases that have not increased progress on treatment goals, seeking clinical supervision and support in assessing for appropriate treatment goals and interventions to help clients increase the progress they are making on their treatment goals.  Also to refresh caseworkers on the importance of utilizing time spent with clients working on current treatment goals.  Use trainings available to help the staff being able to set attainable goals for each client’s individual treatment plan.

4. Pawtucket Supervisor will coordinate efforts with the Woonsocket Supervisor to ensure all training modules and quarterly responsibilities are completed by caseworkers relevant to Tides Family Services and AmeriCorps.

5. The TOP Supervisor will continue to monitor client/family needs i.e. language barriers and request the AmeriCorp Hiring team seek a certain number of applicants that possess skills necessary to meet those needs.

Conclusion

The Tides Outreach Project in Pawtucket/Central Falls will continue to monitor the program’s progress, barriers to progress, and objectives to overcome those barriers every quarter, and communicate those needs to the VP of Quality Management and the Administration in an organized manner, in order to assure that quality services are delivered to the clients and their families, and maintain the Tides Family Services overall CQI plan.

Woonsocket TOP Narrative

Fiscal Year 2010-2011
This narrative represents the Woonsocket Outreach and Tracking Program’s Annual Report on progress towards goals and strategies for continued progress moving forward.   The narrative will briefly explain the program’s purpose and function, and will serve as a reference point for the Program’s Continuous Quality Improvement (CQI) activities for FY 2011-2012.

Program Description

Woonsocket Outreach and Tracking consists of one team of two BA level trackers, and one supervisor to oversee both teams. The program services 25 youth and their families living in Woonsocket that are involved with the Department of Children Youth and Families (DCYF) or Family Court.  The youth are at high-risk to be placed outside of the home, and are seen in school, at home, and in the community multiple times a day, six days a week with 24 hour on call service to maintain our clients in their homes and communities.  

Accomplishments 

Based on the Woonsocket TOP Quarterly Objectives for fiscal year 2010/2011 the following was accomplished:

1.   AmeriCorps volunteers comprise both Woonsocket Tides Outreach Project Staff positions as of September 6, 2010.   

2. The Woonsocket Tides Outreach Project Supervisor and caseworkers informed stakeholders of what AmeriCorps volunteer positions are, and how it enhances our ability to serve due to less restrictive scheduling.  Communication regarding the changes occurs if and when asked about the change.   

3. The Woonsocket Tides Outreach Project Supervisor coordinated efforts with the Pawtucket Tides Outreach Project weekly to ensure all proper training modules and quarterly responsibilities are completed by caseworkers relevant to Tides Family Services and AmeriCorps.  To date, both caseworkers have completed all Tides’ training and all AmeriCorps-related Training.  

4. The Woonsocket Tides Outreach Project Supervisor monitored client/family needs i.e. language barriers.  At this time, one of two AmeriCorps volunteers possesses language skills necessary to meet those needs.   

5. In order for each volunteer to increase his or her knowledge of resources for themselves and their overall effectiveness when working with clients and their families, AmeriCorps service projects will be developed by the Supervisor through administrative support, and volunteers will participate as part of their chronological development.  To date, both staff have completed the four projects. 

6. The Woonsocket Tides Outreach Project Caseworkers have completed all orientation training and attend an extended rundown every week that includes clinical supervision.  Additionally, all caseworkers participate in the program’s utilization review process to provide input regarding their clients’ progress toward treatment goals.  

7. In order to meet the demands of stakeholders at Juvenile Probation, the Woonsocket Tides Outreach Project worked to propose and ultimately accept Juvenile Probation referrals through DCYF approval; in doing so, the program also maintained its required census number for the DCYF contractual agreement as well.

8. Of the cases closed to service during FY 2010-2011, 6 out of 7 made good or better progress toward their treatment goals at time of closing.

9. Of the cases closed to service during FY 2010-2011, 5 out of 7 remained home at time of closing.

10. Of the cases open for service during FY 2010-2011, 21 out of 23 were reviewed at least once per quarter by an LICSW. 

Goals for FY 2011-12

1) The Woonsocket Tides Outreach Project Supervisor will coordinate efforts with the Pawtucket Tides Outreach Project Supervisor to ensure all proper training modules and quarterly responsibilities are completed by caseworkers relevant to Tides Family Services and AmeriCorps.

2) The Woonsocket Tides Outreach Project Supervisor will continue to monitor client/family needs i.e. language barriers and request the AmeriCorps Hiring team seek a certain number of applicants that possess skills necessary to meet those needs.

3) Due to the various out-of-state volunteers hired for the Woonsocket Tides Outreach Project, the Supervisor will work with Administrators to develop meaningful AmeriCorps service learning projects for the volunteers to participate in.  The focus of the projects will be two-fold: First, volunteers will learn useful facts and where to find resources for personal knowledge and needs; Second, volunteers will learn where to find resources for work-related knowledge and needs.  By participating in these projects, each volunteer will increase his or her knowledge of resources for themselves and their overall effectiveness when working with clients and their families.  As the year progresses, these projects will take place in a rotating format on a quarterly basis so that new staff can participate in ongoing chronological development activities.

4) Together with the Program Director, the Woonsocket Tides Outreach Supervisor and Caseworkers will plan regularly scheduled Utilization Review time with the LICSW assigned to review cases to ensure a quarterly review for every client’s treatment plan.  Additionally, the Program Supervisor and Director will ensure that each case has a 30-day treatment plan signed and reviewed prior to the 30-day mark.

5) Through training and supervision, the Woonsocket Tides Outreach Caseworkers will 

demonstrate proficiency in risk assessment, treatment planning, service delivery.

Conclusion

The Woonsocket Tides Outreach Project will continue to monitor the program’s progress, barriers to progress, and objectives to overcome those barriers every quarter, and communicate those needs to the VP of Quality Management and the Administration in an organized manner, in order to assure that quality services are delivered to the clients and their families, and maintain the Tides Family Services overall CQI plan.

Pawtucket YNF Narrative

Fiscal Year 2010/2011

This narrative represents the Pawtucket Youth New Futures Program’s annual report on its overall progress and recommendations for goals moving forward.   The narrative briefly explains the program’s purpose and function, and serves as a baseline reference point for future Continuous Quality Improvement (CQI) annual reports.

Program Description

Pawtucket Youth New Futures (YNF) consists of one team of three caseworkers, and one BA level supervisor to provide program oversight. The program services 35-40 youth and their families living in Pawtucket or Central Falls involved with the Department of Children Youth and Families’ Division of Juvenile Parole, Juvenile Probation, the RI Training School, or Family Court.  The youth are at high-risk for placement outside of the home in shelters or at the RI Training School as Probation or Parole Violators, and require intensive community supervision to maintain their status at home and in the community.  Thus, YNF caseworkers track the youth in school, at home, and in the community multiple times a day, six days a week, along with 24- hour on call cell phone service.  Caseworkers attend Probation/Parole meetings and provide educational and Family Court Advocacy to provide support to the clients and their families during difficult times.

Accomplishments 

Based on the Quarterly Objectives for 2010-2011 FY, the YNF program was successful in meeting the following goals.  YNF established and continues to maintain provider relationships to ensure continuity of referrals from Juvenile Probation, Family Court and the Rhode Island Training School.  During the 2010-2011 FY, YNF received 32 referrals from Probation and 15 referrals from the Training school.  In addition, YNF program received positive feedback from the educational programs our clients attend.  

Through educational advocacy and employment skill building YNF was able to maintain above 90% of the caseload either attending school, GED program or employed.  During the four quarters we achieved 95% or above with this goal.      

After receiving referrals from Probation and Rhode Island Training School for specific clients to attend our Conflict Resolution Group, YNF was successful in maintaining a minimum of 3 clients per group.  During the 1st, 2nd and 3rd quarters YNF maintained 6-8 clients in attendance which all were successful in completing the group as well as the program.  During the 4th quarter we managed to service a total of 3 clients, which are on track to achieving their personal goals and ultimately complete probation without any violations.
Barriers

During the 2010-2011 FY, the areas identified as needing corrective action are decreasing number of clients being adjudicated and increasing 30-day treatment planning meetings on time.  

Goals for FY 2011-12

YNF will focus more on referral information, history of offenses, family history (genogram), accurate information, being proactive on case planning and more focus on high-risk vs. low risk cases.  Continue to incorporate clinical supervision during rundown at least once weekly.

Corrective action for improving 30-day treatment planning: YNF supervisor will complete a rough draft of goals during initial assessment/intake meeting with the family, then meet with staff and give timelines for ongoing case review.

Conclusion

Pawtucket YNF will continue to monitor the program’s progress, barriers to progress, and objectives to overcome those barriers every quarter, and communicate those needs to the VP of Quality Management and the Administration in an organized manner, in order to assure that quality services are delivered to the clients and their families, and maintain the Tides Family Services overall CQI plan.

Youth Transition Center - Providence

Fiscal Year 2010/2011

The YTC Program just completed its third year.  Current staff are 3 full time caseworkers, 2 full time Lasallian volunteers, 1 full time educational coordinator, 1/2 time clinician.

The program is routinely used to have residents of RITS released early from their EOS.

Program develops strong transition plan that incorporates both what Probation/RITS require as conditions of probation and what the clients/family require for personal growth.  This program works to strengthening relationships within the home and connecting the client to community resources.

Accomplishments:

YTC staff both Tides and Probation working in collaboration on treatment; at the same time understanding each other's roles.

As part of the YTC, Tides helps bridge residents from RITS to Probation.  Developing transition plans, coordinating with other agencies, and begin working with clients/families before resident are released.

Barriers:

This is a time of transition for the State and partnering agencies. Budgetary constraints and cuts have negatively impacted the resources to the youth and families. 

There will be series of meetings to identify resources and formalize YTC partnerships. 

Once completed, YTC managers will inform youth, families, stakeholders, Family Court/AG, and Public Defenders of the changes.

Goals for the 2010-2011 fiscal year:

1) Begin meeting administratively and begin having routine community meetings to strengthen and formalize stakeholder partnerships in an effort to increase resources for our youth and affect more positive outcomes such as reduction in recidivism. 

2) Revise and Finalize YTC narrative 

3) Develop strategic objectives with partners to move program forward.

4) Increase family involvement and information sharing between the YTC and families. Potential venues include parent groups, and family focus group.

5) YTC will implement new agency UR process. 

Preserving Families Network

Fiscal Year 2010/2011

This Narrative will briefly explain the Preserving Families Network’s (PFN) purpose and function, accomplishments achieved throughout the year and barriers identified as goals for growth.  Immediately following this report are breakout reports from some of well-established services/programs within the scope of The Preserving Families Network (MST, 

Summary

PFN is a Tides Family Services network that was developed in the 2007 to address the treatment needs of youth who had historically been unsuccessful in being maintained in their homes. Tides Family Services began it’s first evidence based Multi Systemic Treatment (MST) team along with the expansion of Outreach and Tracking services and Home Based Clinical Services (HBCS) to be offered statewide. Tides contracts with Family Resources Community Action, St. Mary’s Home for Children, North American Institute and Family Service RI in order to provide brief (1-3 nights) respite at licensed foster families or residential facilities. This allows continuity of community based treatment at times when the youth requires time out of the home. During these brief respite occasions, treatment increases to both the youth and family with the goal of resolving the immediate crisis. Tides has expanded it’s capacity within HBCS to include psychiatric treatment through contracting with Northern RI Community Services, Family Service RI and Newport County Community Mental Health Center. Again, this allows continuity of treatment within PFN avoiding treatment silos that existed in the past. Services within PFN may be provided individually or overlapping as the family’s level of need fluctuates over time. There is a seamless delivery system unique to PFN that has lead to the success of this network. 

Thank you to our staff, partnering agencies and stakeholders for all the hard work! This network is successful due to effective communication, consistency in service delivery, and a shared mission.

Accomplishments

Expansion of MOUs/Contracts for HBCS with Psychiatry

PFN expanded its scope of treatment and client population by offering psychiatric care through HBCS. Initial success in collaborating with Family Resource Community Action (FRCA) around providing psychiatric services to youth in need lead to PFN developing partnerships with Northern RI Community Services (NRI), Family Service RI (FSRI) and Newport County Community Mental Health Center (NCCMHC) to provide HBCS with psychiatry capacity under PFN. As service providers under PFN, families are treated as a whole therefor services within PFN may overlap according to the family’s need. Daily communication among PFN staff is vital. Level of care is reviewed during weekly PFN Director meetings that include representation of all PFN programs including PFN partners.  

There has been a steady flow of referrals to PFN in all areas of RI. In response, additional staff have been added to Outreach and Tracking and HBCS teams. 

Training this year included a PFN Booster that included partnering agencies with the theme of “Back to Basics” and “Tides Mission & Philosophy”. Recognizing that we need a strong foundation as this network grows. This theme has been integrated into all supervision, group meetings and consultation. Examples of the components of “Back to Basics” are regularly scheduled daily communication among all PFN staff working with a family. Provider meetings that include PFN staff, DCYF/Probation and families take place every 60 days at minimum to ensure appropriate coordination and treatment planning occurs.  Monthly internal Supervisor and Director Meetings also incorporate these elements.

Multi Systemic Therapy (MST)

Over the past year we have recognized and received feedback from MST Services, the importance of adhering to the referral criteria prior to opening a family to MST. MST serviced 114 families between 12/08 and 5/2011. Estimated annual service capacity was 41. Total number of cases discharged during the report period was103 and the percent of cases completing treatment was 94.19%
Tides continues to participate in MST statewide provider meetings regularly. This group developed an informational training and presented it to community stakeholders, which included DCYF caseworkers and Probation caseworkers. Additional work is being done in this group includes; developing a standardized feedback loop with its referral sources and exploring diversified funding for MST.

(See MST Report) 

Continuation of MOUs/Contracts for Respite 

The success of offering respite to PFN families through FRCA launched the expansion of respite to include St Mary’s Home for Children, North American Institute (NAFI) and FSRI. FRCA licensed foster families have provided safe and nurturing homes for PFN youth during times of crisis for over two years. Some youth have been able to return to the same family, which offers a sense of security to both the youth and parents. These foster families have accepted youth with only a few hours notice and maintained respite throughout weekends and holidays when necessary. Our residential partners have responded to crisis at late hours of the night and provided structured therapeutic environments for youth that may require more than a foster family could offer. One female teen requested a residential stay due to past trauma related issues and feeling uncomfortable sleeping at a stranger’s home. These agencies have collaborated in treatment, communicated daily and assisted in PFN successfully maintaining youth in their homes. 

Software Development to obtain Outcome Data

Tides Family Services and Social Solution Efforts to Outcomes have begun the process of developing software for the Agency’s ongoing development of data collection and obtaining outcomes. 

Expansion to East Bay/Newport County

PFN has provided services statewide through MST & HBCS. Due to the increase in demand, Outreach and Tracking was added in the East Bay/Newport County area. Tides moved into office space in Middletown.  Increased Outreach and Tracking caseworkers up to 2 caseworkers to increase ability to respond to crisis, maintain required contact level, and assist with treatment needs within large geographic areas.  An Open House was held in April with attendance from local legislators and service providers. 

Educational Advocacy, Short Term Placements & Reis-Norton Virtual Learning Academy

The number of clients who required a short-term placement at the Tides school and attended the Reis-Norton Virtual Learning Academy has increased significantly. In turn, PFN staff have increasingly assisted parents in advocating for appropriate programming to address unmet educational needs. 

The ability to maintain youth in school during times of crisis is vital in continuing the momentum of treatment. The short-term placement at a Tides school provides structure, continued learning during the school day and assists parents from taking time out of work to supervise their children when suspended or place out of school for varying reasons. There is a reduction in stress to the family system with continued focus on identified treatment goals.

Training & Consultation

Tides continues to consult with Norah Sargent, Ph.D. and Robert Cohen, Ph.D., LICSW who combined provide biweekly supervision & consultation to supervisors, directors, clinicians and administrative staff. Areas of continued focus are clinical implications of families in perpetual crisis, experiencing multiple trauma, and poverty. 

Additionally, family system’s theory and strength based approach to enhance service provision. Along with an emphasis on clinical development, consultation focuses on supervisory and administrative development, larger systems issues, and implications on policy as well as being change agents.    

Tides offered a two-day training to all staff, state stakeholders and partnering agencies. Ken Hardy, Ph.D., this year’s keynote speaker, spoke to the exact issues our staff and clients’ families face daily. The impact of poverty, race, and violence on families and the importance of establishing a genuine, respectful working relationship with clients based on predictability and trust were included in his presentation. We look forward to more training and consult from Dr. Hardy in the future and have submitted for grant funding.   

Tides has redesigned Agency Orientation & Training Implementation to meet best practice standards and ensure all staff are prepared to service the current client population.

DCYF Medicaid Review

In October 2010 and May 2011 DCYF conducted audit reviews to ensure that records are being maintained and service delivery are in accordance with Federal Medicaid standards. DCYF is able to receive federal Medicaid reimbursement for PFN services due to the clinical involvement and oversight provided by Tides’ LICSWs. 

In response to the feedback received, Tides has worked in partnership with DCYF’s Medicaid Review Team and developed and revised chart documentation.

Barriers Identified and Goals for the Future

It is the Agency’s goal to recruit and retain staff that reflect the client community, have a shared mission, value best practice, and are providing quality services. 

Rigidity of the current system of care reduces options when problem solving with family relational issues. Family treatment is interrupted when a child is removed from the home. PFN has worked tirelessly to reduce placements and strengthen family systems in RI.

PFN Data Report - June 30, 2011

· PFN started in November 2007

· Total families serviced  by PFN 
          


734

· Children returned from out-of-home placement
  
332    
 =  45%
Out-of-state residential facility 


24

In state residential facility 



147

Hospital/shelter/foster care  



105

RITS  






56

· Total # closed due to placement



123    
=  16%

Placements averted





=  84%

Preserving Families Network - Multi-Systemic Therapy

Previous Recommendation Status Report

Previous Recommendation
Status
Comment

Recommendation 1:  The Supervisor will update the Clinicians Development Plans by to 2/15/11.

a. The Supervisor will have each therapist complete a Strengths and Needs on themselves by 1/31/11.This will then be reviewed by the Supervisor and System Supervisor to develop new OAGs of Clinician Development, and incorporated into Clinician Development plans by 2/15/11.   

b. The Clinical Supervisor will review the TAM-R forms for each therapist to identify specific TAM-R measures that each therapist is struggling with.  This will be done on a monthly basis.  

c. The Clinical Supervisor will incorporate these into the Clinician Development Plan by conducting a fit assessment and developing interventions designed to target these growth opportunities.  This will be completed on a monthly basis.    


Met
The Supervisor had updated the development plans of each therapist.  However, since 2/15/11, those therapists have received promotions and are no longer with the team, and the supervisor received a promotion to Clinical Director, resulting in a new Clinical Supervisor and new therapists being on the team.    


Not met
A review of the data indicates that 75% of all youth completed at least 1 TAM-R.  This will be addressed in the Recommendations section of this report.     

Summary Recommendations
The purpose of this section is to summarize the program’s progress in adhering to MST practices and to outline the next steps recommended to be addressed over the next six months.

Summary of strengths

A review of the data indicates that the team was able to surpass the TAM-R collection goal of 70%, with an actual rate of 78.57%.  In addition, the team was able to surpass the Overall Adherence Threshold of 0.61 with an actual Overall Adherence Score of 0.70.  100% of all cases completed treatment with no youth being closed out due to low engagement or being placed into a restrictive setting.100% of youth served were discharged to home and 85.71% were in school and/or working while 100% of all youth did not receive a new arrest during the course of treatment.   

Areas to be addressed and targeted for improvement 

The following next steps are recommended to address other areas targeted for improvement:

Recommendation 1:  The percent of youth with at least 1 TAM-R will increase to 90% or more by 11/30/11.  

A review of the data indicates that 75% of all youth completed at least one TAM during treatment.  Based upon a fit assessment for this outcome, the primary driver was that there were several transitions on the team, including 2 new therapists, and a new clinical supervisor.  These transitions led to a small decrease in some of data collection.  Therefore, in order to increase the percent of youth with at least 1 TAM-R to 90% or more, it is recommended that: 

a. The new Supervisor will be trained about the TAM-R Collection process, identifying that new cases have their first TAM-R collected after the first 2 weeks of treatment, and every 30 Days after that.   She will also be trained on how to utilize the TAM-R Monitoring Report and TAM-R Schedule Reports to identify when TAM-Rs are due.     

b. Each week, prior to group supervision, the Supervisor will review the TAM-R monitoring report to identify any cases that have a TAM-R currently due.  These cases will be reviewed with the therapists at the start of group supervision.    

c. Once a discharge date is identified for a youth completing treatment/or other form of discharge, the Clinical Supervisor will review the TAM-R Monitoring Report to ensure the youth is not scheduled to complete a TAM-R prior to discharge.

d. If a youth is scheduled to complete a TAM-R prior to discharge, the Clinical Supervisor will assign a Paper TAM-R to be completed by the therapist.  

e. The Supervisor will follow up on this at the beginning of Group Supervision each week to ensure the therapists complete this paper TAM-R.   

Recommendation 2: The percent of youth reporting adherence will increase to 75% or more by 11/30/11.  

A review of the data indicates that 72.22% of youth reported adherence during the report period.   Based upon a fit assessment for this outcome, the primary driver was that there were several transitions on the team, including 2 new therapists, and a new clinical supervisor.  These transitions led to a small decrease in this measure.  Therefore, in order to increase the percent of youth reporting adherence to 75% or more, it is recommended that:    

· The Supervisor will be trained on how to utilize the MST Therapist Adherence Report to identify the TAM-R items that each therapist is struggling with, and utilize the Clinician Develop Plans to conduct fits for the struggle and develop interventions to increase the clinician’s development.  

· The Clinical Supervisor and System Supervisor will monitor the MST Therapist Adherence Report on a monthly basis to monitor this process.  
· The System Supervisor will conduct a Supervisor booster on how to utilize Tape reviews in the clinician development process.    This will be done prior to the end of June 2011.   
· The Supervisor will conduct a minimum of 1 tape review per month on each therapist to assess for struggles during sessions as well as a means to monitor the implementation of interventions on difficult cases.  The Supervisor will utilize the clinician development process to conduct fit assessments and develop plans to address any identified barriers or needs.  
Recommendation 3: The average number of SAMs per therapist will increase to 3 by 11/30/11.  

A review of the data indicates that the average number of SAMs per therapist was 1.33.   There were a total of 4 SAMs completed.   Based upon a fit assessment for this outcome, the primary driver was that there were several transitions on the team, including 2 new therapists, and a new clinical supervisor.  These transitions led to a decrease in the number of SAMs being completed.  Therefore, in order to increase the average number of SAMs per therapist to 3 or more, it is recommended that:

· The Supervisor will have the therapists complete a SAM every two months, starting during the month of June 2011.  

· The Supervisor will add a Reoccurring Schedule to her Outlook Calendar, ensuring that during the first week of every even numbered month, she is directing therapists to complete their scheduled SAM Entry.  

· The Supervisor will add a second Reoccurring Schedule in her Outlook Calendar:  At the end of each week of the even numbered month, she is to run a PIDR report for each therapist to assess if they have completed a SAM.   

· If a therapist has not completed a SAM by the end of the 3rd week in the even numbered month, The Supervisor will assign this to be completed after Group Supervision during the 4th week of the even numbered month.   

· The System Supervisor will review the SAM Report every two months to ensure that a SAM has been completed by each therapist.  

Recommendation 4: The average number of CAMs per therapist will increase to 3 by 11/30/11.  

· The Supervisor will have the therapists complete a CAM every two months, starting during the month of July 2011.  

· The Supervisor will add a Reoccurring Schedule to her Outlook Calendar, ensuring that during the first week of every odd numbered month, she is directing therapists to complete their scheduled CAM Entry. 

The System Supervisor will send out an email Reminder during the first week of every odd numbered month to ensure the Supervisor is following up with therapists to complete a CAM, and will follow up during Individual Supervisor Development Meetings as well.    In addition, the System Supervisor will send out reminders during the last week of each odd numbered month as well.

Preserving Families Network – Outreach and Tracking Kent County

Supervisor:  Greg Smith

Summary Statement:  Period being covered is first, second and third quarter.  During this period we were able to maintain the majority of the clients in home with family.  For those that were placed out of the home we worked diligently with the Department and made all possible efforts to maintain the client at home.

Areas of the program that meet or exceed the strategic objectives:  In working with veteran staff this program has been running without major concerns.  Supervisor has maintained communication with other programs within PFN aiming for effective and progressing treatment.  Caseworkers have improved communication to supervisor and other PFN providers. Contact has been fluent between supervisor and DCYF/Probation Workers to ensure proper treatment for clients.  Caseworkers have been diligent on maintaining school contacts and properly advocating clients rights while seeking assistance with Tides Special Education Advocate as needed.

Areas identified as needing corrective action:  An area needing corrective action is maintaining a fully functioning team.  This program’s supervisor has actively interviewed and followed procedure to request a staff member when needed. An area to improve upon would be to increase consistency with face to face meetings between this PFN program and partnering agencies. 

Potential strategic objectives for the 2011-2012 fiscal year:  Increase the number of cases who are actively involved in a sustainable pro social activity.  Increase communication with partnering agencies, setting up consistent meeting times to review case.  Increase Caseworker ability to maintain a functional and audit adherent (Medicaid compliant) client chart. 

Tides’ Schools Annual Program Report

Fiscal Year 2010-2011

Accomplishments: 

Virtual Learning/ILS and PFN/E.P./E.G./WW

Based on the objectives for fiscal year 2011/2012, the following was accomplished:

We continued our efforts to maintain effective relationships with school districts within our service areas and develop new partnerships with new school districts.  One of the new school districts outreached was the East Providence Public Schools.  The Tides schools and the East Providence Public Schools developed an agreement regarding the provision of special education day school services in a cooperative effort.  If space becomes available within the East Providence schools, we will locate this program in this space and further this cooperative effort.  We also began a cooperative program with the Preserving Families Network (PFN) by providing short-term day school programming within our day school structure for the purpose of school stabilization and advocacy.  Through this PFN arrangement, we did arrange our first long-term tuition-based placement via the East Greenwich public schools.  Additionally, we completed our first full year with our Virtual Learning Academy graduating four students and receiving some nine thousand dollars in grants to support this program.  We also added a new virtual learning site in our office to begin services in the Fall of 2011.

The three Tides schools served 54 students in day school programs, short-term placements and Virtual Learning Programs.  Four students received high school diplomas from Tides and, three students received their high school diplomas from their sending high schools.

Goals for FY 2011-12

· The schools will continue their efforts to form cooperative agreements with public schools with specific emphasis on the East Providence public schools.

· Organizational adjustments will be made to help facilitate short-term PFN placements in the Tides School programs while arranging to effectively transition them back to more appropriate public school programs.

· Adjust advocacy and programming approaches to the new drop out requirement of 18 years of age.

· We developed a form for the collection of basic school data as a means of reviewing some of the measures utilized to ascertain student/program results.  This form will be utilized to gather data during the 2011-2012 school year.

· We located and hired two (2) part-time driver’s during the 2010-2011 school year and initiated services accordingly.  The process proved to be somewhat difficult even though it’s clearly a need.  It will be our objective to make this process become more efficient during the 2011-2012 school year.

· We added a third Catholic school lunch program to our culinary program during the 2010-201l school year.  With this addition we were able to higher one of our former students on a part-time basis to work in this program.  We are also looking forward to the opening of our first Tides sponsored commercial quality culinary kitchen to open in the Fall of 2011 in our West Warwick facility.  It is our hope this facility will lead this program in the development of a product line(s) and a possible community kitchen along with other business possibilities.

Follow-Up Data – Closed Cases

Accompanying these program evaluations, Tides also sent a Follow-up Data Collection Questionnaire to families who had closed to Tides services within the past year.  The questionnaire was comprised of six questions regarding the client’s current living placement, school attendance & performance, employment, involvement with the Department of Children, Youth and Families, acquisition of new charges since exiting Tides, and involvement with other service providers.  234 surveys were sent, only 15 were returned.  Of the Fifteen returned surveys, (1) identified as a Tides School, (2) HBCS; (2) YNF; (1) MST; (4) YOP; (4) Outreach and Tracking and (1) stated “General Services”

1. Where is he/she living at this time?

a. Home  10/15

b. With other family members or friends

c. Independently  1/15

d. Other:  (please identify) (2) Group Home; (1) Out-of-state residential; (1) Job Corps

2.  Is he/she in school?  


Yes  _13/15__

No  _2/15___

     If yes, is he/she passing academically?
Yes  _13/15__

No  _2/15__

                is he/she attending regularly?
Yes  _13/15__

No  ______

3.  Is he/she currently employed?

Yes  _1/15___

No  _14/15_

If yes, how long has he/she maintained employment? Summer/seasonal_

If no, has he/she been employed since exiting services at Tides?  (1) 2-3 months 

4. Has he/she been involved with DCYF/Probation 

      or Family Court since exiting Tides?       Yes  _5/15___

No  _10/15_

If “Yes”, please explain reason for involvement:  drug court; assault; B&E and fighting charge
5. Has he/she acquired any new charges 

      since exiting Tides services?

Yes  _2/15___

No _13/15__

If “Yes”, please explain:  None reported.   

6. Has he/she been involved with any other 

      service providers since closing to Tides?  Yes _2/15___

No _13/15__

    If “Yes”, which service provider?  Corkery House, MST; RI Care Management Network, Child & Family Services of RI; Family Resources.
7. Do you have any comments or concerns that you would like to be included in this evaluation?

Responses:

1. “Can you please help my child?”

2. “No.  Thanks for your help and suggestions.”

3. “I sincerely hope your staff becomes more informed about RAD children and children with severe trauma histories.  My experience with Tides left me feeling very low.  I felt blamed for not being able to cope with my child’s complex needs on my own.  Statements from staff such as, ‘Lots of families handle oppositional defiant children at home – why can’t you?’, are seared into my memory as a form of blaming and shaming.  This is difficult, important work we are all doing.  We all have different roles to play.  ‘Well the care worker spent 1.5 hours with her and didn’t have any problems.’, is a statement that hurts and shows complete ignorance of what RAD is about.”

4. “Not at this time.”

5. “S’s mother – JD passed away in March 2011.  S is living with me – ND, his sister at our family home.  Any further questions can be directed to me.”

6. “Just very happy she is on track.”

7. “Not now, I would like more information.”

8.   “J has been doing well, she had a baby boy (in March).  She is a good loving mother.”

Committee Reports

All Continuous Quality Improvement (CQI) activities are monitored through assigned committees (Clinical Committee, Personnel Committee, Building Safety Committee, Finance Committee and the Steering Committee). Each committee is responsible for reviewing all data collected through the CQI process, identifying trends and developing corrective action when necessary.  The following reports are from the Clinical Committee, the Personnel Committee and the Building Safety Committee, respectively, on the activities and corrective action they have taken this fiscal year.

Clinical Committee Report FY 2010-2011

The general charge of the clinical committee is to provide consistent oversight, guidance and management of clinical policies and procedures for Tides Family Services.  Responsibilities aimed toward this charge include a quarterly review of Clinical Incident Reports, Training Evaluations and Clinical Case Record Reviews.  These quarterly reviews result in management, oversight and corrective action planning within each of the reviewed areas.   The clinical committee consists of a broad representation of TFS staff.  Membership has been adjusted throughout the year to ensure that there is representation from all offices. The following is a summary of the corrective plans and actions that were taken by the clinical committee over the course of the 2010/2011 fiscal year. 

Clinical Record Reviews are conducted on a quarterly basis.  Files are selected through random sampling and the purpose of the audits is to identify areas of improvement within our service delivery. During this fiscal year, the current system of reviewing files has been revised.  For past reporting cycles, clinical staff within the agency were compensated outside of their work hours each quarter to review a selected number of files to inform this committee of overall agency needs in this area.  This system was devised originally because of the difficult time constraints on clinical staff and the inability for these staff to do these audits within their typical workweek.  While this process has been successful in that a much higher percentage of charts were being reviewed, it has been costly to the agency.  As this system was being reviewed, a “hold” was placed on the formalized auditing.  During this time, each program supervisor has been asked to review five files a week from their programs to ensure that documentation practices did not decline while a new system was being created.  The VP of Quality Management has reviewed the COA standards and determined that the reviewers are not required to hold clinical licensure.  The ability to train additional staff as Reviewers will once again allow the agency to conduct these reviews quarterly with no additional funding required.  As this committee closes this fiscal year and enters the next, it will be developing a system of review moving forward.  In addition, it has been identified throughout committee discussion that treatment teams would benefit from an increased level of feedback from the reviewers each quarter in order to best address documentation trends within their program.

Training evaluations are given to each trainee at the completion of scheduled agency trainings.  The Clinical Committee reviews these evaluations and imparts corrective actions as a direct result of this employee feedback. While the general feedback for the trainings that were provided during the 2010-2011 was positive, the committee identified themes within the training system that needed to be addressed.  These themes included a lack of overall oversight within the system that prevented the agency from monitoring a new employees timely completion of the “New Hire” trainings.  Within the existing system, program supervisors alone monitored this attendance which did not allow for sufficient oversight and monitoring.  In addition, the delivery of trainings was often inconsistent based on the busy schedules of the trainers and there were instances of poor communication regarding cancelled/rescheduled trainings or scheduled attendees notifying trainers if they were no longer able to attend.  Due to all of these identified themes, the VP of Treatment Programs revised the training curriculum beginning in the 2011 calendar year.  At this time all new hire trainings are being delivered every other month in a 3-day format. All new hires are enrolled in the training program that most closely follows their start date with the agency.  This ensures timely attendance and adequate training within 45 days for all new hires.   The feedback received regarding this change has been positive and there were two “rounds” of new hire trainings held this fiscal year.  

The ongoing professional development trainings have also been reviewed during this process and there have been inconsistencies in the delivery of these trainings as well.  There were some shifts made in presenters for these trainings to allow for more consistent delivery based on schedules.  It was recognized through training evaluations that staff were often not aware of the ongoing trainings within the agency that were available to them.  There has been an increased attempt to disseminate this information through emails, directors meetings and supervisors meetings as well as postings on the agency calendar to address this issue.   The clinical committee will continue to collect and review the employee evaluations of both the new hire and ongoing trainings to monitor trends and needs in this area.  

An additional area within training that was identified and addressed during this fiscal year was the difficulty for part time staff in attending any ongoing professional trainings.  Due to their part time status and unique schedules they are often unavailable during training times.  Due to this barrier, a system had previously been set up in which each part time staff receives individual new hire trainings at time of hire.  While this has been successful, these staff did not have the opportunity for formal professional growth trainings.  During this report period, a monthly schedule of training opportunities have been delivered in the evenings for our part time staff.  These trainings have had great attendance and overall very positive feedback.

Corrective actions have also been taken as a result of the quarterly reviews done with Clinical Incident Reports. In the early stages of monitoring clinical incident reports, there were concerns that these reports were not always being completed for instances that required this step.  There has been sustained progress in this area with a greater amount of reporting consistently occurring each quarter allowing for Quality Management Oversight of critical situations and TFS response to these situations.  There has been concern regarding the observed trend of limited reporting coming out of our Providence Day School, despite the large volume of high-risk clients in attendance.  In order to best ensure that this is not an oversight in necessary reporting, training was completed with school staff regarding Incident Reporting Procedures.  In addition, this committee has recruited additional members from the Providence Office to increase ability to disseminate information in this region.  The committee also recognized the large number of hirings and supervisory changes within the agency during this reporting year and therefore included a training component around Incident Reporting within the New Supervisor Training Sessions to ensure consistency of procedural knowledge throughout the agency.

Personnel Committee Report 2010-2011

This report will record the committee’s activities and accomplishments for the fiscal year 2010-2011. This document will also cite how the charges have been addressed and the CQI goals for the upcoming fiscal year 2011-2012.  

The charges to the committee include Human Resource planning, performance reviews, employee satisfaction and retention, recognition events, and recruiting in addition to monitoring and reporting on the agency’s CQI plan in relation to personnel activities. In an effort to represent all staff, the committee consists of members from each office and program as well as the Vice President of Human Resources.

Accomplishments

Reviewed the agency’s Human Resources Management and Personnel policies and procedures with the goal that all policies are being implemented as set forth.
Annual Employee Satisfaction Feedback

The employee satisfaction survey is planned to be administered in May 2011 that will provide feedback regarding the agency’s climate, management, and conditions of employment. Specific questions were centered on communication and supervision, professional development, and work atmosphere and workload.  Annually, the committee conducts the survey and compiles the results. The committee will compare the scores to previous results and look for trends. Action plans will be discussed at the next committee meeting to be held in June based on a low scoring average less than 3 in any category.
Employee round table discussions are being planned throughout the organization as another method to initiate discussions regarding employee satisfaction and improvements that can be implemented.

Personnel retention and turnover rates are being determined for the fiscal year as well as the length of staff employed through the present. These rates will be compared to Rhode Island statewide rates of comparable day programs’ findings that were published by the Human Resources Institute in Cambridge, MA. The report distinguished between day support and residential programs in several states with RI statistics broken out between day support and residential programs.
In an effort to plan for Human Resource needs, the Human Resource Department continued to implement other cost-effective methods to recruit such as: jobsinri.com, college fairs, and community resource fairs.

On a quarterly basis, the committee reviewed exit interviews and determined actions plans based on trends and feasibility.

Implemented the agency’s years of service recognition program by presenting personalized gifts to staff at staff day.

Goals for FY 2011-12

· The committee will continue to meet quarterly with a set agenda to maintain Council on Accreditation (COA) compliance. One recurring item is to review the agency’s Human Resources Management and Personnel policies and procedures with the goal that all policies are being implemented as set forth.

· In July 2011, the committee will get a report from the Hr Assistant as to status of all performance reviews completed. The committee will review the status list and follow up with the HR Consultant on the outstanding reviews.

· In July 2011, the committee will get a report from the Hr Assistant as to status of missing job descriptions. The committee will review the list and work with the HR Consultant to develop new job descriptions where needed.

· The committee will set a goal for a decreased staff turnover rate based on the previous years’ rates. 

· The committee will continue to analyze the length of employment of separated staff as well as the length of current staff employed. Thus, a staff retention rate will be set based on prior history.

· The committee will administer the annual staff satisfaction survey in May 2011 and based on the results implement action plans for continuous quality improvement.

· Biannually, the committee will continue to hold years of service award ceremonies to recognize staff’s commitment to our mission. 

· The committee will continue to analyze the exit interviews quarterly and develop action plans, if feasible, based on the reasons that people have left the agency.

Building Safety Committee Report 2010-2011

This narrative represents the Building Safety Committee’s annual formal report on its activities, corrective action, overall progress, and recommendations for goals moving forward for 2011/2012.   The narrative will briefly explain the committee’s purpose and function, and will serve as a reference point for future Continuous Quality Improvement (CQI) annual reports.

Purpose and Function

Tides Family Services is responsible for the management of four buildings located in West Warwick, Providence, and Pawtucket.  Tides also operates out of rented space in Woonsocket, North Kingstown, and Middletown and while we do not assume any property management duties there, we still assume responsibility for the well being of its employees working there.  Furthermore, Tides owns one 12-passenger van and two seven-passenger vans used to transport various program service recipients for recreational activities, etc.  As the agency grew and continues to grow, however, it became evident through our accreditation self-study in 2005 that an internal committee was needed to help organize the tasks required to maintain the buildings and vehicles, and to monitor the implementation and adherence to trainings and safety regulations as well.

The Building Safety Committee was formed at first to help the agency meet certain standards of operation for an agency of its size.  Through regular reporting via building-safety and vehicle-safety checklists, the use of standard work orders and documentation, a method of prioritizing maintenance jobs was established to provide a needs-based focus for building maintenance workers.  The committee also developed fire drills requirements based on state regulations, and the Emergency Response and Preparedness training to ensure that all staff are trained for emergency situations.  All drills conducted are documented in logs, and attendance to trainings is noted in each of the personnel files.  Additionally, the committee assisted the agency with research when the Board recommended a bidding process for building and grounds specific services, including an upgrade to the phone system, upgrades to the copy machines agency wide, janitorial services, and environmental management.

In order to divide the responsibilities within the committee, the following membership was maintained:

Committee Chair: Committee oversight.

Building/School Representatives: Office/vehicle maintenance reporting, fire drill facilitation and reporting.

Building Maintenance Representatives: Work Order completion/scheduling reporting, reporting on property management tasks.

Administrative Representatives: Provide information and input into decision making.

Accomplishments

During fiscal year 2010-2011, the employee participation rate in the Risk Prevention Management and Emergency Response Preparedness Training remained constant at  100%

During fiscal year 2010-2011, the agency appointed a Building Safety Officer to manage all building safety issues. The fire drills were transitioned to the BSO whom will be responsible for managing and conducting all fire drills for all agency locations to ensure regularity and consistency.

During fiscal year 2010-2011, the committee reviewed seven Incident Reports related to building and safety issues. Based on the review of the Incident Reports, the committee made Requests for Policy Change regarding staff safety and medical treatment to ensure staff seek medical treatment if injured on the job. During fiscal year 2010-2011, the committee will continue this practice on a quarterly basis, and compile the quarterly reports into an annual report for the VP of QM.

During fiscal year 2010-2011, the committee drafted policy relating to the ongoing maintenance of all agency vehicles and the scheduling of all agency vehicles. 

During fiscal year 2010-2011, the committee drafted policy relating to the leasing of space.

During the fiscal year 2010-2011, the committee continued to compile work orders and monitor their status of completion.  Building and School representatives from the committee met with their staff after committee meanings to report the results in order to minimize frustration among staff if barriers to work order completion slowed progress.

During fiscal year 2010-2011, the committee met with representatives from various phone and Internet providers to explore options for an agency wide upgrade to the phone system. The committee will be making recommendations to the CEO, Senior Administrative team, and the Board of Trustee’s for approval to enable implementation during fiscal year 2011-2012.

During fiscal year 2010-2011, the committee met with the VP of QM during a portion of a scheduled meeting two times. 

During fiscal year 2010-2011, the committee restructured the body to decrease membership to role/job specific representation in order to expedite committee functions and decrease collective time spent at the committee level.  Building and School representatives. will not need to attend every meeting but will stay in contact through committee members.

On September 29, 2010, a Risk Assessment was conducted by Christian Brothers Services. At the time of the assessment, there were no risk control issues that needed to be addressed to reduce overall risk. A recommendation was made regarding a training on the abatement of claims related to claims made by former and current employees. Currently, there are no staff signed up to take these trainings.

Goals for FY 2011-12

· During fiscal year 2011-2012, the committee will continue to review all Incident Reports related to building and safety issues on a quarterly basis, and compile the quarterly reports into an annual report for the VP of QM.

· During fiscal year 2011-2012, the building and school representatives will attempt to meet formally with staff at their locations quarterly to continue to provide updates on work orders and building needs based on the priority/completion list.

· During fiscal year 2011-2012, the committee will design and implement an inventory control system.

· During fiscal year 2011-2012, the committee will implement an ongoing maintenance plan.

· During fiscal year 2011-2012, the committee will develop and implement a policy on e-waste.

Steering Committee Annual Strategic Objectives Updates from FY 10-11

The following is a status report for the Steering Committee’s annual strategic objective for fiscal year 2010-2011.  This report will focus on each of the Steering Committee Member’s (senior management) short-term objectives based on the long-term strategic plan developed by the Board of Trustees.  The report will highlight the accomplishments, barriers to the full accomplishment of objectives.  Some new recommendations for the FY 2011-12 will be incorporated, but given that this is a Strategic Planning year, additional objectives will need to be developed once there is a finalized Strategic Plan for 2011-2014 by the Board of Trustees.

Br. Michael Reis, LICSW – CEO

Goal I.1   Foster a statewide shift for high – risk youth away from residential care and toward community/family based care. 
Objective 1.  Effect legislation that supports community/family based care. - Ongoing
Recommendations from 2010-11:

· Continue to lobby and advocate for continued support of community based programming for at-risk youth and families from the legislature based on proven outcomes of effectiveness and cost savings.  Continue to serve on the Child Welfare Advisory Committee and the Global Waiver Taskforce.

· Continue to develop community-based alternatives to residential placements for high-end youth and families.

· Continue to meet with key State officials and legislators

· Continue to meet with Congressional Delegates

· Continue to serve on the Children’s Policy Coalition’s Executive Board.

Accomplishments:

· Advocated for monies to support the DCYF and the new Network of Care direction by testifying at the House and Senate Finance Committee;

· Met Steve Costentino on the Network of Care plan;

· Continued to serve on the Child Welfare Advisory Committee and the Global Waiver Taskforce;

· Met with several legislatures on behalf of community based service provider alternatives in support of the Network of Care;

· Met with the Speaker of the House, Gordon Fox on the System of Care Network;

· Met with the Commissioner of Education  regarding educational needs of the Tides population and alternative support;

· Met with the Chair of the Elementary and Secondary Education Board of Regents;

· Testified to the Judiciary Committee in support of Judge Bedrosian’s appointment as Chief Judge of the Family Court;

· Continued to serve on the Children’s Policy Coalition and helped form a sub-committee that will look at the financial repercussions of the new Networks and whether or not enough monies have been reinvested in this system. 

Objective 2. Secure the adoption of community/family based model with all parties in the Family Court System. - Ongoing
Recommendations from 2010-11:

1. Continue to develop partnerships with other family focused service providers.

2. Meet with DCYF Administrators of the 4 regions and Probation.

Accomplishments:

· Have formalized our relationship with the Ocean State Network for Children and Families.  Formal proposal has been submitted to the DCYF in response to their RFP for a System of Care Network.

· Have met with probation and continue to work on meeting with all four of the regional administrators;

Goal I.2   Develop and establish provider affiliations that offer the full spectrum of community – based youth/family care needed, including, where necessary, residential care. 

Objective 1.  Operationalize Partnerships for Families a DCYF contracted (FCCP). - MET

Recommendations from 2010-11:
1. Continue to participate in CEO and clinical meetings of the FCCP.

2. Participate in the Ocean State Network for Children and Families and how to incorporate the FCCP’s and/or Wrap Around Model into the OSNFC&F’s.

Accomplishments:

· Both these recommendations were met, see above.

Objective 2.  Operationalize contract with Family Care Community Partnership of Northern and Southern Rhode Island to provide strength based family services for adolescent youths referred to the FCCP.

Objective 3.  Formalize contract for Community Partnership for Change (Ocean State Network for Children and Families)

Recommendations from 2010-11:

Continue to participate in the development and operationalizing of the Ocean State Network for Children and Families. 

Accomplishments:

· Met.  See above
Objective 4.  Formally establish Preserving Families Network to reach sustainable goal of 300 cases at any given time
Recommendations from 2010-11:

1. Continue to actively negotiate with DCYF on additional slots in order to make the PFN viable at a sustainable rate.

Accomplishments:

· We were able to expand PFN statewide and sustain a growth rate to 200 slots. 

Objective 5.  (New Objective 2009-2010)  Formally establish a partnership with the Choice Program in Baltimore, MD and the St. Gabriel’s System in Philadelphia, PA to broaden the scope of community based partnerships on the East Coast.

Recommendations from 2010-11:

Heather has been working with Kate Carver and LaMar Davis at Choice on planning for the loss of the AmeriCorps contract (below)

· Find a National Direct Grantee to cover our combined MD RI slots for October 2010 to September 2011. 

· Get and ED Award only grant that cover MD and RI beginning Oct 2011. 

· Enroll all MD and RI members in UMBC Graduate Practicum to ensure student status for the bridge year of 10-10 to 10-11 (Would include beefing up formal curriculum and reflections). 

· Get and ED Award only grant that cover MD and RI beginning Oct 2011. 


Accomplishments:

· A formal and sustainable partnership with the Choice Program has been established.  The Choice Program was awarded a new contract with AmeriCorps which included slots for Tides Family Services.

· Continue to collaborate with St. Gabes through the LAYFS Administrator Forum.

Goal V1.  Secure and maintain COA accreditation. 

Objective 3.  Maintain COA accreditation.

Recommendations from 2010-11:

Begin working on self-study for re-accreditation in FY – 11-12.

Accomplishments:

· Accreditation has been maintained and work on the self-study for re-accreditation in 2013 will begin in the next fiscal year.

Goal V2.  Solve the organizational need for financial, risk and human resource management. 

Objective 1.  Lead the effort to accomplish the action steps outlined under V-2 in the Strategic Plan action steps.

Develop true cost accounting model and begin accounting for all cost of providing  

Services.  

Determine cost for dedicated staff and determine timeline given financial resources. 

Review and update timeline as needed.  

Recommendations from 2010-11

· See CFO’s ASO’s for recommendations on financial management.

· See HR ASO’s for recommendations on Human Resources.

Accomplishments:

· A fiscal consultant was hired on a part-time basis.  These objectives will be incorporated into the new strategic plan during the next fiscal year.

· A Human Resource Director was hired 4 days a week.

Goal V4.  Design and activate a succession plan for the CEO. 

Objective 1.  Have succession plan for the Board of Trustees

Recommendations from 2010-11:

The Executive Committee should develop a succession plan with input from Br. Michael.

Accomplishments:

· Not met.  This will need to be incorporated into the new strategic plan for the next fiscal year.

Goal V5.  Increase the use and functionality of technology.

Objective 2.  Secure third party funding for new technology system. - Ongoing

Objective 3.  Operationalize new technology system. - Ongoing

Recommendations from 2010-11:

· Continue to solicit funding.

· See goals for Tech Committee

Accomplishments:

· Approximately $190k was secured for a new Technology System.

· We hired a technology consultant to develop and implement a new Technology System for Tides (See Technology Report).

· We continue to have active participation from the Technology Committee (J&W University, Citizen’s Bank and Gilbane Construction).

Goal V6.  Complete transition to a primarily community based/led Board of Trustees committed to Lasallian mission supported by active and effective board committees and task groups. 

Recommendations from 2010-11:

· This goal should continue to be monitored by the Board of Trustees through the Executive Committee and the Board Development Committee.

Objective 2.  Plan and implement a CEO Advisory Committee.

Recommendations from 2010-11:

· Extend this objective into the coming fiscal year.

Accomplishments:

· This will be continued into the Strategic Plan for the next fiscal year.

Goal VI 1.  Develop and execute the requisite plans and processes to achieve established silent and public phase capital campaign goals.

Objective 1.  Guide and facilitate, in conjunction with the fund development committee of the Board, ten on-site presentations, to include quarterly reports, to potential donors.  (MET – ongoing)

Objective 2.  Guide and facilitate 20 fact to face major donor multi-year pledge solicitations 

Recommendations 2010-11

· See Director of Fund Development’s ASO’s.

Accomplishments:

· See Report from Director of Fund Development.

Heather Ferro, LICSW – Vice-President of Quality Management

The following is an update on the goals established for FY 10-11 followed by potential goals for the 2011-12 fiscal year.

Goals for FY 10-11:

· Solicit feedback from Steering Committee members of the efficiency of the current structure and implement agreed upon changes.
· Meet with Agency Directors on a regular basis to review their responsibilities to the CQI process and to trouble shoot any potential issues that may arise.

Met.  Regular Steering Committee meetings were not held during the 2010-11 Fiscal Year.  I did meet several times with the Assistant VP of Tx Programs and the Director of Treatment Programs as well as the program Directors on several CQI initiatives such as updating agency outcomes, reviewing quarterly outcomes and reviewing and assessing agency risk assessment tools.

· Participate in the Process Evaluation for PFN to help evaluate current CQI process and implement findings and recommendations.

Met.  I met with Mark Motte on initial planning/strategizing of data collection and desired outcome of process evaluation.  Process evaluation is currently in its final stages of completion.

· Meet with the HR consultant to review current Personnel Committee structure and responsibilities and assist in the implementation of agreed upon changes.

Met.  I met with Dolores Zompa several times throughout the year to review the current status of HR policies and procedures as well as the structure of the current Personnel Committee.  Dolores will take the role of Personnel Committee Chair in the 2011-2012 Fiscal Year. HR policies will be reviewed again during the self-study of the re-accreditation process beginning in 2012.  

· Continue to oversee, monitor and evaluate the CQI process.

Met.  I also began the process of working with the Board of Trustees on updating the Strategic Plan.  New Strategic Plan will be finalized by the BOT in August 2011 and will be presented to the full Board at the September 2011 meeting.

· Oversee the development of the Annual CQI Report for FY 10-11.

Present

· Continue to represent Tides Family Services at the Ocean State Network for Children and Families Clinical group meetings and other meetings as assigned by Br. Michael.

Met.

Goals for FY 10-11:

· Participate in the need assessment conducted by the HR Consultant to help determine gaps in the current HR structure.

· Participate, where appropriate, in the action plan to fill those gaps.

Met.  See above.

Goals for FY 10-11:

· Continue to assist the Technology Committee in its goal to attain a Client Management System that supports the future growth of the Agency.

Met.  I participated in the development of a client database RFP and selection process.  I have participated in the initial trainings of Social Solutions.  I have also participated in the new Technology Leadership meetings begin held by Jim McArdle to assist in identifying technology gaps and implementing agreed upon solutions.

Goals for FY 10-11:

· Continue to assist the Board of Trustees in developing its membership, goals and action plans.
Met/Ongoing.  I am currently working with the Board to develop the strategic plan for 2011-2014.
Goals for FY 10-11:

I will continue to see some La Salle students over the summer as well as do some family work.  Plans have been made to place a former HBCS clinician at La Salle for 3-4 days (still to be determined) during the 10-11 school year.  I will continue to provide services at La Salle the other 1-2 days and I will continue to be responsible for supervision of the clinician as well as have oversight of the La Salle/Tides contract. 

Met.

Goals for FY 10-11:  

In an attempt to rectify any potential “goodness of fit” issues for next year, we will have all the supervisors meet with and interview the incoming LV’s and get their input on where they think the LV’s will be best placed.  More specifically, my goal for next year will be to incorporate the LV program more formally into the CQI program in terms of stakeholder feedback to identify any areas that may be in need of improvement.

Met.  This year we scheduled a longer LV site visit that allowed each supervisor and director a chance to meet each potential LV.  Placement of LV’s will be determined by the Directors with my input.

Goals for FY 10-11:

My goal for 10-11 will be to continue to serve and represent Tides Family Services at the district and regional level and to promote the agenda of the Lasallian Child-Care ministries.  I will continue to chair the TLC.

Met.  I served on the Regional Mission Formation Board as the Brother Visitor’s (DENA) appointment.  This Board was dissolved in May of 2011 as Regional structures are being re-designed.  I also served on the Administrators Forum for the LAYFS Mission Council and served as a Board member on the St. Mary’s Press Board of Directors.  The Tides Lasallian Committee is meeting regularly (quarterly) and has three established sub-committees; Young Lasallians, Formation and Lasallian Youth, that are also meeting regularly and have established goals and membership.  I prepared a budget for Lasallian formation and activities to be reviewed by Br. Michael and the Board for the 2011-2012 fiscal year.

Recommended Goals for FY 2011-2012:

1. Tides Family Services will begin to be recognized as an “evidenced-based/best practice” service provider.  Work with Social Solutions to solidify outcomes and data to support best practices. – Continue in FY 11-12.

2. Promote and facilitate discussions with other best-practice/evidenced based programs/groups (i.e. MST, Choice, National Family Preservation Network) to explore the steps needed to become recognized as a best practice service provider. - Continue in FY 11-12.

3. Collaborate with other Lasallian Child-Care agencies and provide expertise to Lasallian child care agencies in providing effective community and home based services. - Continue in FY 11-12.

4. Develop/implement the use of protective factor oriented assessment tools and treatment goals to assist staff in focusing on interventions that promote protective factors (evidenced-based). – This will continue to be a goal for FY 11-12

5. Oversee the collection of outcome data that supports evidence-based, best practice service. - Continue in FY 11-12.

6. Incorporate findings from the FY 10-11 CQI Report into corrective action for FY 11-12

7. Provide guidance to the Board of Trustees, Steering Committee and CQI Committees to incorporate identified corrective action into attainable action steps for quality improvement. - Continue in FY 11-12.

8. Oversee the Tides - La Salle contract and provide counseling to that program. - Continue in FY 11-12.

9.   Continue to serve as a Peer Reviewer for COA.

Sue Kershaw-Sczuroski, LICSW – Sr. Vice-President of Treatment Programs

The following is an update on the goals established for FY 10-11 followed by potential goals for the 2011-12 fiscal year. These include the goals for Beth Lemme-Bixby, VP of Treatment Programs and Jessica Pawlowski, Assistant VP of Treatment Programs.
Goals for FY 10-11:

Goal I.1   Foster a statewide shift for high – risk youth away from residential care and toward community/family based care.

· Continue efforts to improve recruitment and retention of quality caseworkers and clinicians who reflect the client community served and adhere to the Tides mission. 

· Increase education and awareness regarding best practice/evidence based to Social Work programs within the State of the importance of community based treatment. 

· Improve communication and formal processes with DCYF to address ongoing capacity issues in the two identified programs. 

· Develop and Implement additional Evidence Based models of treatment. 

Met- See attached PFN Data Report. We continue to receive referrals weekly from DCYF supporting this effort.

· Continue to advocate for funding for all referrals made to and services provided by Tides through DCYF. 

Met- Susan, Beth and Jessica have participated in the process led by FSRI and 18 additional partnering agencies in order to complete a proposal to the DCYF System of Care Phase II RFP.

Objective 3. Assign and supervise staff as daily “gatekeepers” in Family Court.

· Continue to adhere to the Tides mission and philosophy in service delivery while working cooperatively with stakeholders. 

· Continue to support DCYF Administration in effectively changing the culture and practice within the Department and State.
· Continue to have a strong Court presence as a means of keeping the judges informed of treatment progress and options. 

Met- We have maintained close working relationships with Family Court judges. The newly appointed Chief Judge Bedrosian and Magistrate Paulhus attended the Tides Annual All Staff Training with guest speaker Ken Hardy. 

Objective 5. Assist Agency Directors with the oversight of Program Objectives and Outcome Data

· Continue regular meetings between Treatment Program Directors and Quality Management to maintain awareness, participation, and effectiveness of Program evaluation. 

Ongoing- Continued efforts are made to better retrieve accurate and timely data. Gains have been made in communication between program directors and administrators as well as in the technology department. 

Objective 6. Participate on Board Advocacy and Outreach Committee.

· Continue to participate in committees, increase presence in community at decision making level furthering growth and relationships. 

Met – there has been a shift in positions this year which has allowed for significant growth in this area. 

Goal I.2  Develop and establish provider affiliations that offer the full spectrum of community – based youth/family care needed, including, where necessary, residential care.

· Continue to increase staffing needs in accordance with program needs and funding/budget concerns.

Met-In order to ensure best practice within service provision and to meet DCYF and Medicaid Standards for Federal Reimbursements, infrastructure was reorganized. Two additional Outreach Directors were hired to oversee East Bay/Newport County and South County/Kent County.  Susan Kershaw Sczuroski was promoted to Senior Vice President, Beth Lemme Bixby was promoted to Vice President to Treatment programs and Jessica Pawlowski was promoted to Assistant Vice President.

Objective 2.  Manage hiring, training, supervision, and appointments of new staff to a position. 

Continued oversight of agency wide program staffing needs. Access support staff to assist in implementation of updates. 

Met- Beth Lemme Bixby redesigned Agency Orientation & Training Implementation to ensure all staff are prepared to service clients and to meet COA timeframes.
Objective 3. Develop and maintain MOUs/Contracts with partnering agencies to increase the Agency’s capacity to provide best practice services. 

· Continue to explore and partner with agencies of similar mission who offer services that may best meet the needs of the families served.  

Met- we have expanded into the East Bay area with new office space and a subcontract with Newport County Community Mental Health Center. 

Objective 4. Operationalize the FCCP contract.

· Continue to participate in the development of the FCCP’s.

· Continue to work towards securing a formal contract and participate in the development of the Ocean State Network for Children and Families.

Met- The Ocean State Network for Children and Families proposal was submitted formally to DCYF on July 28, 2011. Tides is a formal partner in this network.

· Tides staff will continue to meet to collaborate with Probation Administration with a goal of  operationalizing the Pawtucket YTC contract.

· Finalize construction for the YTC Pawtucket. 

· Continue to work with Probation Administration toward goal of permanent presence for YTC in Pawtucket.

Ongoing- Beth Bixby has worked diligently this year to solidify this contract. 

Objective 8.  Seek avenues to build Clinical Department in a financially viable way to meet the current demands of standards and program.

· Assess current state budget crisis and contracts with DCYF to determine whether more clinicians will be hired. Continue to explore alternative funding options. 

· Continue to oversee further develop and manage the respite program. Continue to assure staff participation in the development process. 

Met- This is an ongoing area of development.

Goal I.3 Market Tides/Networks to potential sources of kids (Family Court, DCYF, Lawyers)

· Continued involvement in meetings related to juvenile justice issues.

· Further develop skills through individual and group supervision, consultation and training.

Met- Tides offered a two day training  to all staff, state stakeholders and partnering agencies. Ken Hardy, Ph.D., this year’s keynote speaker, spoke to the exact issues our staff and clients’ families face daily. The impact of poverty, race, and violence on families and the importance of establishing a genuine, respectful working relationship with clients based on predictability and trust were included in his presentation. We look forward to more training and consult from Dr. Hardy in the future and have submitted for grant funding.   

Goal V. Maintain COA accreditation

· Explore Network standards and requirements needed to address PFN. 

Met- These have been explored however, with our new association to the OSN, this will be an ongoing effort. 

Goal V5.  Increase the use and functionality of technology.

· Continue to participate in Technology Committee meetings throughout the development and implementation process. 

Ongoing –We have participated in Technology Committee with Corporate Sponsors as well as Jim McArdle (Tides technology Consultant).  Sue, Beth and Jessica are active participants within the development and implementation of Social Solutions Efforts to Outcomes. 

Recommended goals for FY 2011-12:

1. Promote and facilitate discussions regarding the Tides mission and philosophy within the community at a decision making level. 

2. Oversee the implementation of the Social Solutions ETO client information system to enhance the agency’s ability to effectively collect and report on data and evaluation.  

3. Manage staffing patterns in accordance to program growth and budget needs.

4. Seek avenues to diversify funding streams for clinical treatment.

5. Operationalize FCCP contract

6. Oversee Transition To Success (SAMHSA Initiative)

7. Explore Network standards and requirements needed to address PFN and COA

Beth Bixby, LICSW - Assistant Vice-President of Treatment Programs recommended Goals for FY 2011-2012:

1. Operationalize the YTC Providence and Pawtucket contracts

Beth Lemme-Bixby, LICSW – VP of Treatment Programs & Jessica Pawlowski, LICSW – Assist. VP of Treatment Programs recommended Goals for FY 2011-2012:

1. Treatment programs will continue to work on fostering the statewide shift for high – risk youth away from residential care and toward community/family based care. In response to the DCYF System of Care Phase II RFP, Tides has collaborated with 18 partnering agencies in the Ocean State Network for Children and Families (OSNCF). Phase II prescribes a system of care that is reliant on natural supports, kinship care and community services. A significant focus of this year will be on further developing existing partnerships and strengthening day to day operating practices.

2. In response to the changing system, Tides will train staff in the evidenced-based High Fidelity Wrap process. 

3. Continued efforts will be made in staff recruitment, retention, and educating/advocating the community regarding the mission of the agency.

4. Oversee daily operations of all programs assuring adherence to the Tides mission and philosophy in service delivery. 

5. Continue support to DCYF Administration in effectively changing the culture and practice within the Department and State by developing and implementing best practice within OCNCF.

6. Continue to have a strong Court presence as a means of keeping the judges informed of treatment progress and options. 

7. Assist Agency Directors with the oversight of Program Objectives and Outcome Data

8. Manage hiring, training, supervision and appointments of new staff to a position. 

9. Operationalize FCCP contract

10. Explore Network standards and requirements needed to address PFN and COA

Mike Capalbo, M.Ed. – VP of Educational Programs

GOAL 11.1 DETERMINE WHAT EDUCATIONAL SERVICES TIDES SHOULD 

PROVIDE

OBJECTIVE 1. CONTINUE TO REFINE PROGRAM OFFERINGS


The educational climate in Rhode Island continues to change in a manner that is consistently inconsistent.  Although the direction is for higher academic standards, the methods to achieve these standards remain a moving target and the only true constant is the disastrous effect it is having on those youngsters and families least capable of dealing with schools and bureaucracy.  In this regard we continue to look at programs and systems of delivery that will counteract some of the negatives of the standards movement.

BARRIERS: FUNDING SOURCES

RECOMMENDATIONS FOR 2011-12:

1.) The charter school effort is currently on hold given financial issues at the state level and philosophical issues that need to be addressed as regards that availability of educational opportunities for at-risk adolescents.

2.) We will continue to develop and expand the virtual learning academy as our primary means of addressing a dropout alternative and avenue for achieving a high school diploma.

3.) We will continue to operate a day school special education program for youngsters with significant behavioral difficulties with the objective of completing their education and receiving a high school diploma from their home high school or obtaining employment.

4.) We began a program in the Fall of 2010 for PFN (Preserving Families Network) students who required a day school environment to help stabilize them in a community-based program.  Placements in the Tides day school are designed for a 45-day placement and observational evaluation in preparation of returning to the youngster’s home school with whatever adjustments necessary.  As part of this process, educational advocacy and support will be provided.

5.) A new program that we began in the Fall of 2010 with CCRI will be continued and streamlined during the 2011-2012 school year.  This program provides supported access to CCRI for any Tides’ client who intends to enroll at the community college.  Assistance with the application process, funding arrangements, course selection and other requirements of enrollment is provided on an individual basis.  Once enrolled, tutorial support is made available along with ongoing counseling support.  Funding arrangements, course selection and other requirements of enrollment are provided on an individual basis.  Once enrolled, tutorial support is made available along with ongoing counseling support.
OBJECTIVE 2. NEW DIPLOMA RULES

We believe that the current combination of virtual learning opportunities along with our work with sending school districts for day school students puts us in position to maximize opportunities for high school completion and the attainment of a high school diploma.  Although the high standard movement in conjunction with the social and psychological resistance of high-risk adolescents and their families to systems of educational reform has caused a significant roadblock to diploma attainment, it is our view that a sensitive and supportive system such as provided by Tides is the last best chance at achieving diploma completion for our clients.

BARRIERS:  The barriers are generational failure in school programs and financial support.

RECOMMENDATIONS FOR 2011-12:

We will continue to emphasize the need to obtain a high school credential.  We will do this via various counseling programs, family support and school advocacy and, school options that offer realistic opportunities for school success.

OBJECTIVE 3. IDENTIFY POTENTIAL PARTNERSHIPS

We have developed working relationships with the East Providence Public Schools, and, potential working relationships with the Cranston Public Schools and Central Falls Public Schools.  The East Providence partnership is a work in progress with three students completing a Tides program in cooperation with staff from East Providence High School and Middle School.  We have submitted written proposals to the Central Falls School Department and met with former DCYF Director Patricia Martinez who represented the Central Falls School system.  A written proposal was requested by the Cranston School Department with follow-up phone conversations.

BARRIERS:  Fund availability even at the lowest possible levels continues to be the primary difficulty.

RECOMMENDATIONS FOR 2011-12:

We will continue to advance these concepts with these three school districts and, if possible,

build and/or further develop relationships and cooperative programming models.

GOAL IV.1
 MAINTAIN SUSTAINABLE EDUCATIONAL PROGRAMS AND

FACILITIES DURING TRANSITION PERIOD

As Tides begins the process of entering the newly formed Ocean State Network (OSN) and, as we adjust to this new arrangement, the Tides Schools began to make programmatic and financial adjustments.   School staff was trimmed by two and one-half positions.  We refined some organizational aspects to our service delivery system and are looking to provide a more organized/structured PFN instructional/advocacy arrangement.  Additionally, we lowered our tuition rate from $41,500 to $38,000, which makes Tides one of the lowest (if not the lowest) in the State for 2011-2012.

BARRIERS:

Barriers would be local school department funding and resultant willingness to provide appropriate programming for the behavior disorder population.

RECOMMENDATIONS FOR 2011-12:

Through the utilization of several funding sources – school department tuitions, PFN tuitions, East Providence cooperative program tuitions, virtual learning grants, we will provide a range of income sources sufficient to protect variations in referral rates.  With this approach in conjunction with streamlined staffing patterns and low tuition rates we expect to maintain referral levels.  Cost containment and programmatic streamlining via organizational/managerial adjustment should stabilize the school programs in the short-run.  Via the growth of the new network and continued efforts to partner with local educational agencies, the Tides schools will be well positioned to sustain themselves and, hopefully, grow accordingly.

GOAL IV.2 EXPLORE BUSINESS OPPORTUNITIES (CULINARY/OTHER) 

During the 2010-2011 school year our culinary program added a third Catholic school lunch program to its service delivery arrangement.  With this addition, they were able to hire our first Tides School graduate as a part-time employee.  Additionally, we are very excited about the pending completion of a new, state-of-the-art culinary facility at our West Warwick office.  It is our hope that this new facility will help us realize a long-standing goal of developing a product line to sell at local grocery stores and/or on-line and, the development of a community kitchen that will provide low-cost/no-cost meals for local individuals or clients.  Perhaps the development of a small restaurant or take-out service will also be in our future.

BARRIERS:

Ability to diversify in a manner that returns a sufficient source of income to not only support the program but produce a “profit” margin that will support the additional hiring of our graduates/clients.

RECOMMENDATIONS FOR 2011-12

Our objectives for 2011-2012 center on our ability to properly organize the new culinary facility in a manner that maintains current program activities and is properly prepared to accept new projects.  We will explore possible projects with Farm Fresh, probation and other interested individuals and/or programs as a means of beginning to expand and build a functional community-based enterprise.  Student/client/community involvement will be the key ingredients to the success of this endeavor.

GOAL V.I SECURE AND MAINTAIN COA ACCREDITATION

OBJECTIVES 1-3 IMPLEMENT STANDARDS, ACHIEVE ACCREDITATION, AND MAINTAIN ACCREDITATION

With the ongoing support of Tides’ staff, we will continue to actively support and implement COA requirements.

BARRIERS:  Time commitments can periodically impede efforts to remain focused on these requirements.

RECOMMENDATIONS FOR 2011-12

School staff will collaborate with agency support staff as a means of managing the work necessary to complete this process.

Mary Gagnon, Financial Management Consultant

Goal I.1-2   Work to develop a permanent presence in Family Court to increase

referrals to community-based programs.

Short Term Objective 1.  Secure contractual agreement from DCYF for 90-day

temporary Court Liaison.

Recommendations from 2010-11:

· Continue to move the Court Liaison position forward before DCYF leadership, supported by evidence of successful treatment outcomes when community-based services are given first priority. Include Tides-funded position in FY 10/11 budget as a contingency should contractual agreement not materialize.

Accomplishments:

· Funding for this position was added to the budget, however this objective has changed due to our involvement in the OSN for Children & Families.  Tides will continue to have a presence in Family Court, however it will not be a singular position.  

Goal I.2-5 Ensure payment of services covers true cost of providing services.

Short Term Objective 1.  Review cost allocation to ensure that all costs reflect current reality due to dynamic program shifts. 

Accomplishments: 

· During 2011, administrative and maintenance costs were tracked in their own cost centers.  During 2011, salaries and benefits were allocated based on historical allocations.  As part of the budget process for 2012, separate cost centers were created for all administrative programs (administration, facility, human resource, finance and compliance). 

Recommendation for 2012: 

· Track expenses for all administrative departments separately.  Allocate costs to programs based on a new allocation methodology.

· Renegotiated rental agreement with Christian Brothers to incorporate building improvements made by Tides Family Services.

Short Term Objective 2.  Re-assess budget versus actual income/expense at 6-month mark to allow for spending adjustments. 

Accomplishments:

Budgeted was adjusted to accommodate increasing slots from 150 to 200 and approved by the Finance Committee.  Increased staffing patterns were put in place to effectively accommodate PFN growth.  At the end of June, PFN had 183 full-time slots and 189 actual cases.

Barriers:

Difficulty of assigning costs when overlapping services provided.

Recommendations for 2011-12

· DCYF budget constraints have required a totally new approach to allocating cases to individual social service agencies.  During 2012, Tides will join Ocean State Network and will receive referrals from the Network based on a negotiated agreement.  All fee for service revenue will be consolidated into one cost center.  DCYF contracts will be tracked separately.  Tides will present a preliminary budget to the BOT for July 1 – Dec 31st  and Jan 1 – June 30 to forecast expected/anticipated inclusion of OSN Lead Agency budget at the September 2011 meeting of the Board.
Goal V.1-5   Review COA updates periodically and ensure compliance with

requirements.

Short Term Objective 1.  Implement auditor recommendations regarding Internal Control.

Recommendations from 2010-11:

· Periodic review of COA standards for Internal Control, consultation with auditor as necessary.

Accomplishments:
· This recommendation was met.  Tides received a “clean” Management Letter from the auditor, i.e. no weaknesses, misstatements, disagreements with management. Recommendations to tighten Internal Controls were implemented.  

· Laurie Wesley resigned June 2010, prior to the year-end audit.   Also, the 2010 audit was completed by a new accounting firm Sullivan & Company.  The audit was completed with no adjusting entries.  There were a few recommendations for enhancing internal controls that were brought forward to the Finance Committee.  Policies were updated.

Short Term Objective 2. Ensure compliance with Risk Management standards.

Recommendations from 2010-11:

· Capitalize on slower summer activity to complete Providence and Pawtucket; confirm adequate insurance coverage.

Accomplishments:

· Laurie Wesley resigned June 2011 and the inventory was not completed.  In addition, West Warwick and Providence are in the process of completing new construction projects.  The physical inventory should be postponed until renovation projects completed and old equipment and furniture removed.  This objective will be incorporated into the FY 2011-12 objectives in the context of the new strategic plan.

Short Term Objective 3. Involve key stakeholders in budget planning process.

Accomplishments:

· During 2011, the 2012 budget was very difficult to complete due to revised DCYF budget and network model.  A preliminary budget was presented; however, is in the process of being updated based on new information.  A revised budget will be presented in December 2011 when the Network agreement has been finalized.  VP’s of each department will be involved in the budget planning process.  

Short Term Objective 4. Assist Finance Committee in auditor bid process (Financial Accountability).

Accomplishments:

· Met.  Board approved the selection of Sullivan & Company.  The 2010 audit was completed as scheduled.

Goal V.5-5   Identify cost, develop implementation plan and operationalize

(Technology).

Short Term Objective 1. Support IT Department by providing financial analysis for the

plan.

Accomplishments:

A consultant was recently hired to oversee the implementation of a new information technology infrastructure.  A project plan has been developed and prioritized.  The consultant is currently in the process of acquiring estimated costs to implement project plan.  See Technology Report in this document.  Tech consultant will submit a technology budget for the 2011-12 FY.

Continue to provide input for selection of Client Management System software, specifically addressing billing options and bridge to current accounting software.

Short Term Objective 2. Ensure accurate recording of donations restricted for IT.

Accomplishments:

This objective was not met.  An IT consultant hired fourth quarter of 2011.  A majority of technology purchases were delayed until IT consultant employed.  Restricted donations are being tracked separately.  This objective will be incorporated into objectives for financial management and fund development for FY 2011-12 in the context of the new strategic plan.

Goal VI.2-1   Develop and maintain a list of facility needs and priorities.

Short Term Objective 1. Identify highest priority capital expenditures.

Short Term Objective 2. Develop a 5-year capital budget.

Short Term Objective 3. Monitor projects to ensure contracts and insurance certificates

obtained.

Short Term Objective 4. Accumulate a capital contingency fund to cover unforeseen

major repairs.

Accomplishments:

These objectives have not yet been met and will be incorporated into the FY 2011-12 objectives for the Vice-President of Building and Grounds in the context of the new strategic plan.

Additional Fiscal Recommendations for 2011-2012:
· The Board Development committee will develop an investment policy. Evaluate the feasibility of hiring an investment management firm to oversee excess operating funds to maximize both short and long-term investment returns.

· Review current accounting policies and procedures.  Implement technology solutions where appropriate to streamline operations. Update policies and procedures as required.

· Complete evaluation of Paychex timesheet and expense reimbursement on-line solutions.  If appropriate, implement new capabilities.  Facilitate training for accounting and end-user departments.

· Evaluate the feasibility of upgrading current accounting software.  Review system capabilities of upgraded version of Peachtree software and/or implementing a new accounting system with enhanced capabilities and system controls.

· Review existing PFN/MST and third party billing procedures.  Develop policies and

      procedures that incorporate Network business requirements along with interfaces with Social   

      Solutions. Also, evaluate potential to outsource third party reimbursement. 

· Review Razor’s Edge capabilities to determine opportunities for eliminating 

duplicate entry in both financial and donor management systems.

· Create new cost centers for accounting, information technology, human resources, and compliance.  Monitor actual results against budget.  Centralize expense tracking of all facility costs within the facility cost center.  Allocate all administrative departments to operating programs based on new allocation methodologies.


· Continue to monitor compliance with SAMHSA and HUD grant requirements.  

· Work with senior management to develop key operating metrics to easily monitor program performance. 

· Develop fiscal policies and procedures that accommodate and comply with the Ocean State Network model.

Frank Sullivan, Director of Development

Related Strategic Plan Long-Term Goal

1-1  Foster a state-wide shift for high-risk youth away from residential care and toward community/family based care. Develop increased resources to achieve this.

Short Term Objective from 2010-11:

Formulate a clear and concise message articulating the mission of Tides Family Services to support the state-wide shift through infrastructure.

Accomplishments:

· Although the Development Department staff has compiled a list of numerous 

accomplishments in this area as evidenced by the accompanying list, the clarity of our mission continues to face certain barriers. Among those barriers are:

· The continued confusion caused by the name Tides Family Services which is so similar to Ocean Tides, another ministry founded by the DeLaSalle Christian Brothers. TFS and Ocean Tides are frequently perceived by many in the non-profit sector and the general public as one and the same.

· Although Tides Family Services is community based with its clients living at home with their families, many confuse it with Ocean Tides which is a residential treatment program for adjudicated youth. Most of the confusion centers on the fact that both agencies have the word Tides in their names and both are administerd by the Christian Brothers. Future strategic planning discussions should take up this critical issue of branding or it is certain that the confusion about the names of the two agencies will continue.

· The difficulty of precisely articulating the nature of the community-based work which the Tides Family Services staff performs. Most outsiders think that working with at-risk youth and their families takes place either in office settings or in residential treatment locations. To reeducate the public , stakeholders, and other possible supporters takes time and resources which have not always been available to Tides. Back in 2008

· Tides was named a Community Champion by Citizens Bank and NBC Channel 10 which gave the agency a great boost in publicity but since then, nothing of that magnitude has occurred.

· The political uncertainty at the both the state and the national level about the future stability of government funding for human services programs like Tides Family Services. In Rhode Island millions of dollars has been recently cut to non-profits which serve the poor and disadvantaged. The State Department of DCYF is mandating that many agencies form networks to cut costs and trim administrative overhead. These new networks are fraught with many unknown variables which are not yet clearly defined. Only time will determine their effectiveness.

· At the federal level earmark grants like the one Tides received from HUD  for work on our Providence location are disappearing and can no longer be counted on as sources of revenue.

Short Term Objective from 2010-11:

Assess all current Development and Public Relations activities with an eye toward consolidation and cost savings.

Accomplishments:

· The fund development program at Tides Family Services holds two major special events each year; a Humanitarian Awards Dinner and Auction in July and a Charity Golf Tournament in October. Both had paid outside consultants who ran them and this year we were able to sucessfully transition away from the former consultant and bring the work in-house. The net profit for the July event increased from $40,000 to $44,000 this year. The Golf  Tournament remains unchanged with the consultant and her volunteer committee in charge. There is some administrative backup from the staff.

· For the last two years the development staff has been able to add a third major special event to the fundraising activities with the participation of approximately 40 staff members as volunteers at the CVS/Caremark Charity Golf Tournament which takes place over a three day period in June. Last December this resulted in a check for $22,000.

· The quarterly newsletters and the Annual Report continue to be written by an outside consultant along with assistance from a professional graphic artist. We have done some preliminary examining of  the costs of preparing and mailing the documents to the 2400 individuals, non-profits and corporations in our Raisers Edge data base. Hopefully during the new fiscal cycle, we will be able to get a clearer breakout of those costs and come to some kind of conclusion what they are and if there are ways to trim them and make our written contacts with donors and stakeholders more effective. We should also discuss what realistic expectations we should have for these mailings in terms of obtaining donations form those who receive them. Currently only 3 or 4 envelopes are returned with checks when we send out the newsletters and the Annual Report.

· The barrier to this examination is that Tides Family Services has never looked as these mailings as a possible source of donations. Clearly we must examine what other non-profits are doing with their written and electronic communications and adopt some of their best practices if Tides Family Services wants to remain competitive in the area.

Short-Term Objective from 2010-11:

Conduct $2.7 million Capital Campaign to meet the space and building needs of the growing staff and clientele

Accomplishments:

· The Development Director formulated a Feasibility Study Questionnaire which was sent to all the designated Capital Campaign Committee members and some of the Board members. The point of the Study was to determine if Tides Family Services was actually in a position to raise the $2.7 million for its current capital needs. The projects making up the list of needs had been determined by the Development Director and the Maintenance staff. Few responses to the questionnaires came back.

· For capital campaigns to be successful the larger 6 figure gifts must be obtained during the Silent Phase in the initial stage of the Campaign.  Over half of the money should be obtained in this matter if the campaign is to succeed. Later in the public phase the smaller donations are solicited. In the last year the Capital Campaign has raised the following funds:

· $27,000 of cash and pledges form the Board members and the Capital Campaign members

· $44,000 from the Humanitarian Awards Event in July

· $44,000 from Fidelity Investments for computers

· $37,000 from the October Golf Tournament at the Rhode Island Country Club.

· $ 4,000 from the R.I. Foundation for computers for the new office in Middletown.

Barriers:

The barriers to raising the kinds of capital funds we had hoped for are as follows:

· We do not have previous individual donors who have made large gifts Tides Family Services other than close family members of Brother Michael. What to do about this scarcity of rich and willing prospects is an obvious concern and must be addressed.

· Our Board and Capital Campaign Committee should meet and reassess exactly how feasible our goal of $2.7 is given our history of donations and our success with the prospects we have approached. 

· We should take a serious look at assessing how much we could obtain foundations since the agency has had much greater success in obtaining capital grants from them in the past. In this regard we have a wonderful Foundation Grant Plan which has been prepared for our use.

Related Strategic Plan Long-Term Goal
V-1- Enhance overall organizational effectiveness

Short Term Objective from 2010-11:

Develop a new website with the assistance of our IT consultants from Citizens Bank.

Accomplishments
· The website has been installed and is operational. It includes the Capacity to receive donations via the Network for Good which is a non-profit entity and costs much less than PayPal.

Barriers

· Our website needs to become more of a priority for other staff members since in this electronic age it will become a more crucial link to those outside the agency. Its importance can not be underestimated.

Recommended Goals for the Development Department for 2011-2012

The goal of the Tides Family Services Development Office is to assist in generating the capital necessary to provide the agency with the proper facilities, equipment, programs and personnel to accomplish its mission.

· Objective: To better utilize the Raisers Edge software so that we can more easily   

identify and categorize all of our donors and stakeholders

· Objective: To increase the Tides donor base

                        a) 20% increase in individual donors

                              b) 25% increase in corporate donors

                              c) 20% increase in foundation grants

· Objective: To reassess our approach to the Capital Campaign based on our results with the Board and other individuals, corporations and foundations in 2010

 To accomplish the above, the following actions must take place:

· Action: Send out an annual fund appeal in September

· Action: Upgrade our use of the website by working through the Technology Committee so that we increase our exposure to stakeholders and donors

· Action: Work with the newly formed Council to the President at a breakfast in September to identify possible people who will assist us in raising more funds

· Action: Utilize the Foundation Grants Plan and Mark Motte to initiate at least one grant every month for additional funds for the agency

· Action: Continue to explore revenue enhancement opportunities with the Special Education Departments of municipal school systems so that our educational programs can grow.  

How to measure objectives/actions:

· Report the progress of the Development Office effort quarterly to Brother Michael and the Fund Development Committee

· Report to the Tides Board of Trustees at their periodic meetings throughout the year 

Dolores Zompa, Human Resources Consultant

The following outlines the detail and scope of the HR support services that DZ Consulting Services can provide to Tides Family Services tailored to meet the organization’s needs and culture. 

HR support was provided to Tides Family Services, on a consulting basis, 2 days a week, from May 2010-April 2011.  Effective May 2011, I was hired by Tides, 4 days a week in the role of Director, Human Resources.  

Below is a status of 2010-2011 consulting accomplishments:
Developed on-site presence with Tides’ management team to strengthen areas of policy development, compensation, legal compliance, positive human relations and talent acquisition and development:

Reviewed files of existing position descriptions to assure job descriptions accurately reflected positions tied to organizational structure.

Updated and created job descriptions for program areas missing position descriptions; assured descriptions were in compliance with federal employment regulations; worked with management team to define roles and responsibilities of staff.

A review of market pricing of wages and salaries across the organization was identified as a project of immediate interest.  Phase I of the project, a “benchmark” review of fifteen (15) 

selected positions within the clinical, management, and education structure of the Agency were completed by 12/10.
Matched actual paid rates for Tides staff members occupying the benchmarked positions.  Worked with management to adjust salaries for positions that fell below the median range.

Worked with management staff to develop a formalized recruitment plan incorporating workflow forms processing and procedures.  Recruitment Plan is still in development stage and targeted to be completed by 9/30/11.

Instituted formal exit interview process for all employees leaving Tides.  Conducted face-to-face exit interviews with all employees terminated to date.

Worked with management team to implement formal FMLA procedures to address and resolve existing employee grievances.

Educated management staff on FMLA rules and process for on-going compliance with Federal Law and internal Tides policy.

Conducted supervisory and management education presentation on conducting performance evaluations.

 Developed HR Orientation module, presented quarterly to all newly hired employees.  Program consists of a review of important personnel policies employees should be educated on.  The HR module is part of the company’s “New Employee Orientation” program. 

As an initial step in establishing positive and open employee communication systems, I took the opportunity to reach out to all employees through scheduling small, informal, round table forum meetings, no agenda, just open discussion with constructive dialogue to help me understand what is working and what suggestions/recommendations could be provided to make Tides a better place to work.  

These meetings were scheduled starting in May 2011 with the following groups:

Cross-section of employees from different programs

Culinary Staff

School Staff

Supervisors

Directors

Management Staff (to be scheduled)

At the completion of these scheduled meetings, information will be brought forward to Senior Management to inform them of what is working and what is not, and to develop an action plan to address areas of improvement.

In addition, The Employee Satisfaction Survey was distributed to all employees and completed.  

Employees will also be informed as to the outcome of the round table meetings and the Employee Satisfaction Survey at the All Staff meeting scheduled for late August.

HR services not completed and moved to 2011/2012 HR goals

· Personnel Policy Review

· Formalization of Recruitment/Hiring Plan

· Recruitment and Selection activities to include New Employee

· Orientation

Barriers to achieving goals:

At the completion of 3 months, a recommendation was made to Senior Management as to the level of HR support needed to successfully implement a HR infrastructure for Tides Family Services.  The only barrier encountered was lack of time and technology resources.  Management was receptive to recommendation of continuing to provide HR support which resulted in hiring me for a 4 day, 32 hour workweek.

Goals for FY 2011-2012

· Assume lead role for chairing Personnel Committee assuring all HR CQI/COA requirements are being adhered to.  Provide consistent oversight, guidance and management concerning all aspects of personnel policies and procedures for Tides Family Services.

· Phase II of Compensation Project to include:

· Review of remaining position descriptions (30-50) to ensure that jobs are accurately represented and that the content is in compliance with federal, regulatory and sound business practices.

· Utilize valid market data to establish value and to construct wage and salary ranges for each position, showing 25th percentile, median, and 90th percentile data.

· The completed process will allow us to evaluate actual pay practices for external competitiveness and internal equity.  A job grading structure will be developed which will allow Tides to self-manage the compensation system.

· Implementation of formal recruiting/hiring plan

· Development and implementation of workflow process for hiring plan to include development of revised forms

· Training of supervisors, directors and management on hiring process

· Assist with all Talent acquisition and development

· Develop New Employee Orientation Program

· Development of Supervisory Training Plan to include:

· Training tools for new supervisors

· Performance Evaluation training

· Interviewing styles

· Review of existing Performance Evaluation documents and develop documents specific for managers and supervisors.

· Review of existing Personnel Policies and Procedures.

· Update as appropriate or necessary to assure regulatory and legal employer mandates are adhered to, thereby minimizing the risk of non-compliance.

· Update Employee Handbook to include new and revised policies and distribute revised handbook to all employees.

Jim McArdle – Technology Consultant

Plan/Status by Technology Layer and Project

1.  Infrastructure 

•Servers/Workstations 

2.  Utilities 
•Email/Calendar 

•Website/Intranet 

3.  Business Applications 

•Social Solutions 

•Ocean State Network 

•Timesheet Automation 

Communication and Collaboration 

Current Status:

1.  
Technology Layer: Infrastructure 

     
Project: Servers and Workstations 

     
Project Description: 
Upgrade/stabilize infrastructure level technology including servers, workstations, networks, Internet service, printer/copier,   

    
telephone, other

Recent Accomplishments: 
· Sue Moulton and Jim McArdle met with Citizens technical team to finalize specifications and identify potential vendors 

· Citizens provided proposed server/workstation configuration that will minimize cost and complexity of the workstations (less software, minimal workstation based functionality) 

· Identified Open Office as a non-cost alternative to Microsoft Office, further reducing the cost of the workstation 

Near Term Plans: 
· Initiate discussions with potential hardware vendors (Dell and Lenovo) 

· Use results of current workstation analysis to develop budgets (Fiscal year Expense and Capital Budget for 2011-2014 

Issues/Risks:

None identified at this time

2.
Technology Layer: Utilities 

Project: Email/Calendar 

Project Description: Migrate Email service from Verio Webmail to Google Mail and implement Google Calendars

Recent Accomplishments: 

· Project Team has been formed 

· Distribution lists are being defined 

· Bookable Resources are being defined (Conference rooms, vans, …) – Active and Passive 

· Nicknames/Aliases being identified 

· Preliminary Timeline established 

Near Term Plans: 
· Finalize distribution lists/bookable resources 

· Start setup/configuration 

· Establish Beta testers (possibly the Email/Calendar Team) 

· Team is actively using Base Camp to collaborate 

Issues/Risks: 
· Problems with the historical email uploader from Verio to Google Mail

3.  
Technology Layer: Utilities 

Project: Websites (Internet/Intranet) 

Project Description: Put a team and process in place to evolve the content of the Tides Internet site and design/develop/maintain appropriate Intranet sites.
Recent Accomplishments: 
· Project Team formed 

· Reviewed objectives 

· Activated Base Camp site 

· Marc Baizman (Google consultant) provided INTRAnet site creation overview 

Near Term Plans: 
· Meet weekly 

· Initial focus will be INTRAnet site planning (what sites? What content?) 

· Work with John Smithers (JWU) to arrange for intern subject matter expertise 

Issues/Risks: 
· None identified at this time 

4.
Technology Layer: Business Applications 

Project: Social Solutions / Ocean State Network Integration

Project Description: Replace MS Access Client Database with Social Solutions ETO system including updated processes, procedures, testing and training. Establish required data integration with OSN Lead Agency and DCYF/RICHIST

Recent Accomplishments: 
· Completed Blueprint revision 

· Final Blueprint review/approval scheduled for Monday, 8/1 

· Discussion of iPhone scheduled for Monday, 8/1 Near Term Plans: 
· Social Solutions ETO site will be configured for us, based on the approved Blueprint, between 8/2 and 8/19 

Issues/Risks: 
· None identified at this time 

5.
Technology Layer: Business Applications 

Project: Timesheet Automation 

Project Description: Confirm that PayChex Time & Labor module satisfies Tides FS need for an automated Timesheet system and implement

Recent Accomplishments: 
· Project Team formed and kick-off meeting held 

· PayChex provided a demonstration to the project team of the online Timesheet functionality 

· Good News! PayChex online Timesheet functionality includes mileage reimbursement feature. This may replace a manually intensive mileage reimbursement process 

Near Term Plans: 
· Project Team will review Timesheet functionality in more detail 

· Commit to PayChex contract and get a Time & Labor specialist assigned to us 

· Identify policy/procedures that must be reviewed/updated as part of this project 

· Seek auditor review of process changes 

Issues/Risks: 
· There will be cultural challenges with the implementation of these new processes. We must be ready to provide senior management support for process changes that may not be popular at first 

6.  
Communication and Collaboration Update 

· Agency-wide announcement about IT Initiatives – Jim will draft for Br Michael 

· Formation of the Intranet team and establishment of the IT site will help.  This will a  first priority of the Website team 

· Project Teams actively using Base Camp sites 

· Buildings & Maintenance and Treatment Program Teams are testing Base Camp for  

organizational collaboration
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Communication-Supervision

		Employee Satisfaction Survey 6-2011

		Organizational Info

		office		Type		pos		gender		race		Participation in Discussions		Agency-wide Communication		Supervisor Feedback		Job Description

		PAWT		FT		D		F		H		4		4		5		5

		PAWT		PT		D		F		H		4		3		4		4

		PAWT		FT		D		M		AA		3		4		5		4

		PAWT		FT		M						5		3		4		4

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		4		5		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						4		4		4		4

		PAWT		FT		D		M		CV		4		4		4		5

		PAWT		FT		D		F		W		4		3		4		5

		PAWT		AMER		D		F		O		3		2		4		4

		PAWT		FT		D		F		H		2		4		4		4

		PAWT		FT		D		M		AA		4		4		4		4

		PAWT		FT		D		F		O		3		3		1		2

		PAWT		FT		D		F		W		3		2		4		4

		PAWT		FT		D		M		W		4		3		5		5

		PAWT		FT		A		M		W		4		4		4		5

		PAWT		FT		D		F		O		2		2		4		4

		PAWT		FT		D		F		CV		4		2		4		4

		PAWT		FT		D		M		H		4		4		5		5

		PAWT		FT				F		W		3		3		4		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		2		2		4		3

		PAWT		FT		D		F		W		4		4		3		5

		PAWT		FT		A		F		W		4		3		5		5

		PAWT		FT		A		M		W		4		3		4		4

		PAWT		PT		A		M		W		4		5		4		4

		PAWT		PT		A		F		W		4		3		4		4

								total average				3.6		3.3		4		4.1

		WW		FT		D		F		W		4		4		5		4

		WW		FT		AD		F		W		4		4		0		3

		WW		FT		D		F		W		4		3		5		5

		WW		FT		M		F		W		4		4		4		5

		WW		FT		AD		F		W		2		3		2		3

		WW		FT		D		F		W		4		4		5		5

		WW		PT		D		F		W		4		3		4		4

		WW		FT		D		M				4		3		5		4

		WW		FT		D		M		W		5		5		5		5

		WW		FT		D		F		W		4		4		4		4

		WW		FT		D		F		W		5		3		3		5

		WW		FT		D		M		W		4		2		5		4

		WW		FT		D		F		W		4		3		4		4

		WW		FT		M		M		W		2		4		5		5

		WW		FT		M		F		W		2		2		2		3

		WW		FT		M						5		4		5		4

		WW		FT						M		5		4		4		4

		WW		FT		D						5		4		4		4

		WW										3		2		4		4

		WW

		WW

		WW

								total average				3.9		3.4		3.9		4.2

		PROV		FT		D		F		W		3		3		4		4

		PROV		FT		M		M		H		4		4		4		4

		PROV		FT		D		M		H		5		4		3		4

		PROV		FT		D		F		CV		4		4		4		5

		PROV		FT		D				AS		5		4		3		4

		PROV		FT		D		M		H		4		5		3		5

		PROV		FT		M		M		H		4		3		4		5

		PROV		FT		D		F		W		3		2		4		5

		PROV		FT		AD		F		W		3		3		4		4

		PROV		FT		M		F		W		2		2		4		3

		PROV		FT		M		M		H		4		4		5		5

		PROV		FT		D		M		AA		1		1		4		3

		PROV		FT		D		M		AA

								total average				3.5		3.3		3.8		4.3

		WOON		FT		D		F		W		4		4		4		3

		WOON		FT		D		F		W		5		5		4		5

		WOON		FT		D		F		W		3		3		4		4

		WOON		FT		D		M		W		4		3		4		4

		WOON		FT		D		F		W		4		4		3		4

								total average				4		3.8		3.8		4

		SC		FT						W		5		5		5		5

		SC		FT						W		4		4		5		5

		SC		FT								5		4		4		5

		SC		FT

		SC		FT

								total average				4.67		4.33		4.67		5

		EB		FT		D						4		4		4		5

		EB		FT		D						3		4		5		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		4		4.5		4.5





Professional Development

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Training Program		Professional Development		In-Service Trainings		Technology

		PAWT		FT		D		F		H		4		5		4		4

		PAWT		PT		D		F		H		3		4		3		4

		PAWT		FT		D		F		AA		4		4		3		5

		PAWT		FT		M						3		4		4		2

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		5		4		5

		PAWT		FT		D		F		W		3		4		3		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						5		5		5		2

		PAWT		FT		D		M		CV		5		5		5		5

		PAWT		FT		D		F		W		3		5		2		4

		PAWT		AMER		D		F		O		3		3		4		1

		PAWT		FT		D		F		H		3		3		3		2

		PAWT		FT		D		M		AA		4		3		4		3

		PAWT		FT		D		F		O		2		2		2		4

		PAWT		FT		D		F		W		4		4		4		5

		PAWT		FT		D		M		W		3		3		3		4

		PAWT		FT		A		M		W		3		3		5		3

		PAWT		FT		D		F		O		4		3		4		5

		PAWT		FT		D		F		CV		4		4		3		4

		PAWT		FT		D		M		H		5		5		5		3

		PAWT		FT				F		W		2		4		3		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		4		3		4		4

		PAWT		FT		D		F		W		4		5		2		1

		PAWT		FT		A		F		W		4		5		5		2

		PAWT		FT		A		M		W		3		4		3		5

		PAWT		PT		A		M		W		4		5		3		3

		PAWT		PT		A		F		W		4		4		3		4

								total average				3.55		3.97		3.59		3.52

		WW		FT		D		F		W		4		5		3		5

		WW		FT		AD		F		W

		WW		FT		D		F		W		4		4		4		3

		WW		FT		M		F		W		4		4		4		4

		WW		FT		AD		F		W		3		3		4		4

		WW		FT		D		F		W		4		5		2		3

		WW		PT		D		F		W		4		3		4		3

		WW		FT		D		M				3		4		3		3

		WW		FT		D		M		W		3		4		4		5

		WW		FT		D		F		W		4		4		3		2

		WW		FT		D		F		W		5		5		5		5

		WW		FT		D		M		W		4		4		4		3

		WW		FT		D		F		W		4		3		5		2

		WW		FT		M		M		W		3		3		3		3

		WW		FT		M		F		W		4		3		3		5

		WW		FT		M						3		5		4		3

		WW		FT						M		4		5		4		5

		WW		FT								4		5		4		4

		WW										3		4		3		4

		WW

		WW

		WW

								total average				3.72		4.06		3.67		3.67

		PROV		FT		D		F		W		2		3		2		5

		PROV		FT		M		M		H		4		5		5		4

		PROV		FT		D		M		H		4		3		3		5

		PROV		FT		D		F		CV		4		5		4		3

		PROV		FT		D				AS		2		3		3		4

		PROV		FT		D		M		H		5		5		5		5

		PROV		FT		M		M		H		4		5		4		1

		PROV		FT		D		F		W		2		2		2		5

		PROV		FT		AD		F		W		1		2		2		5

		PROV		FT		M		F		W		3		4		4		1

		PROV		FT		M		M		H		4		5		4		2

		PROV		FT		D		M		AA		3		4		5		4

		PROV		FT		D		M		AA

								total average				3.17		3.83		3.58		3.67

		WOON		FT		D		F		W		3		4		4		4

		WOON		FT		D		F		W		3		4		4		2

		WOON		FT		D		F		W		4		4		3		4

		WOON		FT		D		M		W		4		4		4		4

		WOON		FT		D		F		W		4		4		4		4

								total average				3.6		4		3.8		3.6

		SC		FT						W		4		5		4		5

		SC		FT						W		3		5		4		3

		SC		FT						W		4		5		4		5

		SC		FT

		SC		FT

								total average				3.67		5		4		4.33

		EB		FT								3		4		3		2

		EB		FT								4		3		4		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		3.5		3.5		3





Work Atmosphere-Workload

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		CQI Program		Recognition		TFS Atmosphere		Clean Office		Waiting Room/ Common Area		Committed Staff		Even Workloads		Work-Life Balance		Pace of Work		Amount of Work

		PAWT		FT		D		F		H		4		5		5		5		5		5		5		5		5		5

		PAWT		PT		D		F		H		3		4		5		0		5		4		4		5		5		4

		PAWT		FT		D		F		AA		4		4		3		2		3		4		4		4		4		4

		PAWT		FT		M						3		4		4		4		4		4		4		5		2		3

		PAWT		FT		M		F		W		3		4		4		3		3		5		4		3		4		4

		PAWT		FT		D		M		W		3		4		5		5		4		3		2		4		4		2

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		M						4		4		4		2		3		4		4		3		4		4

		PAWT		FT		D		M		CV		4		4		5		4		4		5		3		5		4		3

		PAWT		FT		D		F		W		4		5		5		3		4		4		5		4		4		5

		PAWT		AMER		D		F		O		3		4		4		2		1		5		5		5		5		4

		PAWT		FT		D		F		H		3		3		4		4		3		4		3		2		3		3

		PAWT		FT		D		M		AA		4		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		O		4		2		5		5		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		5		5		4		4		4		4		3		4

		PAWT		FT		D		M		W		3		4		5		5		3		5		5		5		5		4

		PAWT		FT		A		M		W		4		4		5		3		3		5		5		4		5		5

		PAWT		FT		D		F		O		3		2		2		1		3		3		4		2		3		2

		PAWT		FT		D		F		CV		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		M		H		4		5		5		5		5		5		4		4		4		4

		PAWT		FT				F		W		3		3		4		2		3		4		3		5		3		3

		PAWT		FT				M		W		3		3		3		3		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		5		3		2		5		5		2		2		2

		PAWT		FT		A		F		W		3		4		5		2		3		4		2		4		4		2

		PAWT		FT		A		M		W		3		4		5		3		4		4		3		5		4		4

		PAWT		PT		A		M		W		3		5		5		3		3		4		4		4		4		4

		PAWT		PT		A		F		W		3		5		4		4		4		4		4		4		5		4

												3.45		3.9		4.34		3.28		3.55		4.17		3.9		3.97		3.9		3.66

		WW		FT		D		F		W		3		4		5		3		3		4		4		3		4		4

		WW		FT		AD		F		W				4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		4		4		3		3		5		5		5		4		4

		WW		FT		M		F		W		4		4		4		3		3		5		4		5		5		5

		WW		FT		AD		F		W		2		2		4		3		3		4		2		4		3		2

		WW		FT		D		F		W		5		5		5		5		4		5		5		5		5		5

		WW		PT		D		F		W		3		4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		5		5		5		5		5		4		5		5		4

		WW		FT		D		M		W		5		5		5		5		5		4		4		4		5		4

		WW		FT		D		F		W		3		4		5		3		3		4		4		5		4		4

		WW		FT		D		F		W		5		5		5		2		2		5		3		5		5		4

		WW		FT		D		M		W		4		5		4		4		3		5		2		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4		4		0		3		3

		WW		FT		M		M		W		4		4		5		5		4		5		4		2		3		3

		WW		FT		M		F		W		4		2		3		3		3		4		3		2		3		2

		WW		FT		M						5		5		5		4		3		5		5		5		4		5

		WW		FT						M		5		4		4		5		3		4		4		4		4		4

		WW		FT								4		5		5		5		4		4		4		4		4		4

		WW										3		4		4		2		2		3		3		3		3		3

		WW

		WW

		WW

								total average				3.94		4.11		4.42		3.79		3.42		4.37		3.68		3.84		4		3.79

		PROV		FT		D		F		W		4		5		5		1		4		5		4		4		4		4

		PROV		FT		M		M		H		4		4		4		4		4		4		4		4		4		4

		PROV		FT		D		M		H		4		4		5		5		5		5		3		4		4		3

		PROV		FT		D		F		CV		4		4		4		3		3		5		3		4		2		4

		PROV		FT		D				AS		3		4		5		2		2		5		2		4		3		1

		PROV		FT		D		M		H		5		5		5		2		3		5		4		3		3		4

		PROV		FT		M		M		H		4		4		5		1		4		4		5		4		4		4

		PROV		FT		D		F		W		3		4		4		1		2		4		2		2		4		2

		PROV		FT		AD		F		W		5		4		4		2		3		5		3		3		4		4

		PROV		FT		M		F		W		4		3		4		4		3		5		4		4		4		4

		PROV		FT		M		M		H		4		5		5		2		1		5		4		3		4		4

		PROV		FT		D		M		AA		4		5		4		5		4		4		2		4		5		5

		PROV		FT		D		M		AA

												4		4.25		4.5		2.67		3.17		4.67		3.33		3.58		3.75		3.58

		WOON		FT		D		F		W		4		3		4		3		3		5		5		5		5		5

		WOON		FT		D		F		W				5		4		3		3		5		4		4		4		5

		WOON		FT		D		F		W		3		5		5		4		4		4		3		4		4		5

		WOON		FT		D		M		W		3		4		4		5		4		4		4		5		4		4

		WOON		FT		D		F		W		4		4		4		4		4		4		4		4		4		4

												3.5		4.2		4.2		3.8		3.6		4.4		4		4.4		4.2		4.6

		SC		FT						W		4		4		3		3				4		4		3		3		4

		SC		FT						W		4		3		5		4		4		4		5		4		4		4

		SC		FT						W		5		5		4		4		4		5		4		4		4		4

		SC		FT

		SC		FT

												4.33		4		4		3.67		4		4.33		4.33		3.67		3.67		4

		EB		FT								3		4		5		5		4		5		4		3		4		3

		EB		FT								3		5		5		4		4		5		3		2		2		2

		EB		FT

		EB		FT

		EB		FT

												3		4.5		5		4.5		4		5		3.5		2.5		3		2.5





Compensation-Benefits

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Compensation		Benefits		Understand Benefits		Satisfied w/ Benefits		High Value on Benefits		Treated Fairly

		PAWT		FT		D		F		H		5		4		4		4		4		5

		PAWT		PT		D		F		H		2		2		0		2		0		5

		PAWT		FT		D		F		AA		3		3		4		4		3		4

		PAWT		FT		M						4		4		4		4		4		4

		PAWT		FT		D		F		W		3		3		4		3		3		5

		PAWT		FT		D		M		W		2		3		3		3		3		5

		PAWT		FT		D		F		W		3		2		3		3		3		4

		PAWT		FT		D		F		W		3		4		4		3		3		4

		PAWT		FT		M						3		5		5		5		5		5

		PAWT		FT		D		M		CV		3		4		5		4		4		5

		PAWT		FT		D		F		W		4		4		5		5		5		5

		PAWT		AMER		D		F		O		3		3		3		3		3		3

		PAWT		FT		D		F		H		3		3		4		4		3		4

		PAWT		FT		D		M		AA		4		4		3		4		3		4

		PAWT		FT		D		F		O		3		3		4		3		4		4

		PAWT		FT		D		F		W		4		4		4		4		3		4

		PAWT		FT		D		M		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		5		4		5		5		5		5

		PAWT		FT		D		F		O		1		1		4		1		1		5

		PAWT		FT		D		F		CV		4		4		4		4		5		4

		PAWT		FT		D		M		H		5		4		4		5		5		5

		PAWT		FT				F		W		3		3		3		2		3		3

		PAWT		FT				M		W		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		2		3		5		5

		PAWT		FT		A		F		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		3		4		4		4		4		5

		PAWT		PT		A		M		W		3		3		3		3		3		5

		PAWT		PT		A		F		W		4		3		3		4		3		4

												3.34		3.48		3.66		3.59		3.52		4.41

		WW		FT		D		F		W		4		5		4		4		3		5

		WW		FT		AD		F		W				5		5		5		5		5

		WW		FT		D		F		W		4		5		4		4		4		5

		WW		FT		M		F		W		4		4		5		5		5		5

		WW		FT		AD		F		W		2		3		5		5		5		3

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		PT		D		F		W		4										4

		WW		FT		D		M				2		5		5		5		5		5

		WW		FT		D		M		W		3		5		4		4		4		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		FT		D		M		W		3		4		4		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4

		WW		FT		M		M		W		2		5		5		5		5		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		ft		m						5		5		5		5		5		5

		WW		FT						M		3		4		5		5		4		5

		WW		FT								4		4		4		4		4		4

		WW										4		4		4		4		4		4

		WW

		WW

		WW

								total average				3.56		4.39		4.5		4.5		4.39		4.32

		PROV		FT		D		F		W		2		5		5		5		5		5

		PROV		FT		M		M		H		3		3		4		3		3		5

		PROV		FT		D		M		H		5		5		4		5		4		5

		PROV		FT		D		F		CV		3		3		4		3		4		5

		PROV		FT		D				AS				4		2		4				5

		PROV		FT		D		M		H		3		3		4		4		5		5

		PROV		FT		M		M		H		2		4		4		4		3		5

		PROV		FT		D		F		W		4		4		4		5		4		5

		PROV		FT		AD		F		W		4		5		5		5		5		5

		PROV		FT		M		F		W		4		4		4		4		4		5

		PROV		FT		M		M		H		3		4		4		4		4		5

		PROV		FT		D		M		AA		5		5		4		5		5		5

		PROV		FT		D		M		AA

												3.45		4.08		4		4.25		4.18		5

		WOON		FT		D		F		W		4		4		4		4		5		5

		WOON		FT		D		F		W		3		5		4		5		5		5

		WOON		FT		D		F		W		3		3		3		3		3		5

		WOON		FT		D		M		W		3		4		4		4		4		5

		WOON		FT		D		F		W		3		3		4		4		3		4

												3.2		3.8		3.8		4		4		4.8

		SC		FT						W		3		4		4		4		4		4

		SC		FT						W		3		5		4		5		5		5

		SC		FT						W		2		3		4		4		5		5

		SC		FT

		SC		FT

												2.67		4		4		4.33		4.67		4.67

		EB		FT								3		4		3		4		4		5

		EB		FT								4		4		4		4		4		5

		EB		FT

		EB		FT

		EB		FT

												3.5		4		3.5		4		4		5





results

		





results

		Participation in Discussions		3.9		3.5		3.6		4.67		3.5

		Agency-wide Communication		3.4		3.3		3.3		4.33		4

		Supervisor Feedback		3.9		3.8		4		4.67		4.5

		Job Description		4.2		4.3		4.1		5		4.5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Communication & Supervision

4

3.8

3.8

4



comments

		Training Program		Training Program		Training Program		Training Program		3.67		3.5

		Professional Development		Professional Development		Professional Development		Professional Development		5		3.5

		In-Service Trainings		In-Service Trainings		In-Service Trainings		In-Service Trainings		4		3.5

		Technology		Technology		Technology		Technology		4.33		3



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey- Professional Development

3.6

3.72

3.55

4

4.06

3.97

3.8

3.67

3.59

3.6

3.67

3.52



		CQI Program		CQI Program		CQI Program		CQI Program		4.33		3

		Recognition		Recognition		Recognition		Recognition		4		4.5

		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		4		5

		Clean Office		Clean Office		Clean Office		Clean Office		3.67		4.5

		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		4		4

		Committed Staff		Committed Staff		Committed Staff		Committed Staff		4.33		5

		Even Workloads		Even Workloads		Even Workloads		Even Workloads		4.33		3.5

		Work-Life Balance		Work-Life Balance		Work-Life Balance		Work-Life Balance		3.67		2.5

		Pace of Work		Pace of Work		Pace of Work		Pace of Work		3.67		3

		Amount of Work		Amount of Work		Amount of Work		Amount of Work		4		2.5



&CTFS Annual Staff Satisfaction Survey 2011

Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Work Atmosphere & Workload

3.5

3.94

4

3.45

4.2

4.11

4.25

3.9

4.2

4.42

4.5

4.34

3.8

3.79

2.67

3.28

3.6

3.42

3.17

3.55

4.4

4.37

4.67

4.17

4

3.68

3.33

3.9

4.4

3.84

3.58

3.97

4.2

4

3.75

3.9

4.6

3.79

3.58

3.66



		Compensation		Compensation		Compensation		Compensation		2.67		3.5

		Benefits		Benefits		Benefits		Benefits		4		4

		Understand Benefits		Understand Benefits		Understand Benefits		Understand Benefits		4		3.5

		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		4.33		4

		High Value on Benefits		High Value on Benefits		High Value on Benefits		High Value on Benefits		4.67		4

		Treated Fairly		Treated Fairly		Treated Fairly		Treated Fairly		4.67		5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Compensation & Benefits

3.2

3.56

3.45

3.34

3.8

4.39

4.08

3.48

3.8

4.5

4

3.66

4

4.5

4.25

3.59

4

4.39

4.18

3.52

4.8

4.32

5

4.41



		Comments

		WW		very wonderful place to work, but more computers are needed.

		WW		enjoy working here & love the organization, but have hard time saving money-it runs out before the end of the month.

		WW		TREATLY FAIRLY-DISAGREE CIRCLED GENDER female

		WW

		WW

		PROV		has been an incredible experience-mission is alive and moving in strong direction.

		PROV		Illiteracy is a large barrier to our agency and the goals we are trying to accomplish. Need to be encouraged to read out loud with families.

		PROV		results on roundtable

		PROV		enjoyed and look forward to coming to work everyday.

		PAWT		Reword personal info on pg 1-can be identifying not anonymous

		PAWT		ADD A VISION PLAN TO BENEFITS

		PAWT

		sc		WOULD BE NICE IF AGENCY PAID FOR A PORTION OF MASTER'S DEGREE

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				LOVE MY JOB & THE PEOPLE I WORK WITH.






_1373972887.xls
Chart3

		CQI Program		CQI Program		CQI Program		CQI Program		4.33		3

		Recognition		Recognition		Recognition		Recognition		4		4.5

		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		4		5

		Clean Office		Clean Office		Clean Office		Clean Office		3.67		4.5

		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		4		4

		Committed Staff		Committed Staff		Committed Staff		Committed Staff		4.33		5

		Even Workloads		Even Workloads		Even Workloads		Even Workloads		4.33		3.5

		Work-Life Balance		Work-Life Balance		Work-Life Balance		Work-Life Balance		3.67		2.5

		Pace of Work		Pace of Work		Pace of Work		Pace of Work		3.67		3

		Amount of Work		Amount of Work		Amount of Work		Amount of Work		4		2.5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Work Atmosphere & Workload

3.5

3.94

4

3.45

4.2

4.11

4.25

3.9

4.2

4.42

4.5

4.34

3.8

3.79

2.67

3.28

3.6

3.42

3.17

3.55

4.4

4.37

4.67

4.17

4

3.68

3.33

3.9

4.4

3.84

3.58

3.97

4.2

4

3.75

3.9

4.6

3.79

3.58

3.66



Communication-Supervision

		Employee Satisfaction Survey 6-2011

		Organizational Info

		office		Type		pos		gender		race		Participation in Discussions		Agency-wide Communication		Supervisor Feedback		Job Description

		PAWT		FT		D		F		H		4		4		5		5

		PAWT		PT		D		F		H		4		3		4		4

		PAWT		FT		D		M		AA		3		4		5		4

		PAWT		FT		M						5		3		4		4

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		4		5		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						4		4		4		4

		PAWT		FT		D		M		CV		4		4		4		5

		PAWT		FT		D		F		W		4		3		4		5

		PAWT		AMER		D		F		O		3		2		4		4

		PAWT		FT		D		F		H		2		4		4		4

		PAWT		FT		D		M		AA		4		4		4		4

		PAWT		FT		D		F		O		3		3		1		2

		PAWT		FT		D		F		W		3		2		4		4

		PAWT		FT		D		M		W		4		3		5		5

		PAWT		FT		A		M		W		4		4		4		5

		PAWT		FT		D		F		O		2		2		4		4

		PAWT		FT		D		F		CV		4		2		4		4

		PAWT		FT		D		M		H		4		4		5		5

		PAWT		FT				F		W		3		3		4		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		2		2		4		3

		PAWT		FT		D		F		W		4		4		3		5

		PAWT		FT		A		F		W		4		3		5		5

		PAWT		FT		A		M		W		4		3		4		4

		PAWT		PT		A		M		W		4		5		4		4

		PAWT		PT		A		F		W		4		3		4		4

								total average				3.6		3.3		4		4.1

		WW		FT		D		F		W		4		4		5		4

		WW		FT		AD		F		W		4		4		0		3

		WW		FT		D		F		W		4		3		5		5

		WW		FT		M		F		W		4		4		4		5

		WW		FT		AD		F		W		2		3		2		3

		WW		FT		D		F		W		4		4		5		5

		WW		PT		D		F		W		4		3		4		4

		WW		FT		D		M				4		3		5		4

		WW		FT		D		M		W		5		5		5		5

		WW		FT		D		F		W		4		4		4		4

		WW		FT		D		F		W		5		3		3		5

		WW		FT		D		M		W		4		2		5		4

		WW		FT		D		F		W		4		3		4		4

		WW		FT		M		M		W		2		4		5		5

		WW		FT		M		F		W		2		2		2		3

		WW		FT		M						5		4		5		4

		WW		FT						M		5		4		4		4

		WW		FT		D						5		4		4		4

		WW										3		2		4		4

		WW

		WW

		WW

								total average				3.9		3.4		3.9		4.2

		PROV		FT		D		F		W		3		3		4		4

		PROV		FT		M		M		H		4		4		4		4

		PROV		FT		D		M		H		5		4		3		4

		PROV		FT		D		F		CV		4		4		4		5

		PROV		FT		D				AS		5		4		3		4

		PROV		FT		D		M		H		4		5		3		5

		PROV		FT		M		M		H		4		3		4		5

		PROV		FT		D		F		W		3		2		4		5

		PROV		FT		AD		F		W		3		3		4		4

		PROV		FT		M		F		W		2		2		4		3

		PROV		FT		M		M		H		4		4		5		5

		PROV		FT		D		M		AA		1		1		4		3

		PROV		FT		D		M		AA

								total average				3.5		3.3		3.8		4.3

		WOON		FT		D		F		W		4		4		4		3

		WOON		FT		D		F		W		5		5		4		5

		WOON		FT		D		F		W		3		3		4		4

		WOON		FT		D		M		W		4		3		4		4

		WOON		FT		D		F		W		4		4		3		4

								total average				4		3.8		3.8		4

		SC		FT						W		5		5		5		5

		SC		FT						W		4		4		5		5

		SC		FT								5		4		4		5

		SC		FT

		SC		FT

								total average				4.67		4.33		4.67		5

		EB		FT		D						4		4		4		5

		EB		FT		D						3		4		5		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		4		4.5		4.5





Professional Development

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Training Program		Professional Development		In-Service Trainings		Technology

		PAWT		FT		D		F		H		4		5		4		4

		PAWT		PT		D		F		H		3		4		3		4

		PAWT		FT		D		F		AA		4		4		3		5

		PAWT		FT		M						3		4		4		2

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		5		4		5

		PAWT		FT		D		F		W		3		4		3		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						5		5		5		2

		PAWT		FT		D		M		CV		5		5		5		5

		PAWT		FT		D		F		W		3		5		2		4

		PAWT		AMER		D		F		O		3		3		4		1

		PAWT		FT		D		F		H		3		3		3		2

		PAWT		FT		D		M		AA		4		3		4		3

		PAWT		FT		D		F		O		2		2		2		4

		PAWT		FT		D		F		W		4		4		4		5

		PAWT		FT		D		M		W		3		3		3		4

		PAWT		FT		A		M		W		3		3		5		3

		PAWT		FT		D		F		O		4		3		4		5

		PAWT		FT		D		F		CV		4		4		3		4

		PAWT		FT		D		M		H		5		5		5		3

		PAWT		FT				F		W		2		4		3		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		4		3		4		4

		PAWT		FT		D		F		W		4		5		2		1

		PAWT		FT		A		F		W		4		5		5		2

		PAWT		FT		A		M		W		3		4		3		5

		PAWT		PT		A		M		W		4		5		3		3

		PAWT		PT		A		F		W		4		4		3		4

								total average				3.55		3.97		3.59		3.52

		WW		FT		D		F		W		4		5		3		5

		WW		FT		AD		F		W

		WW		FT		D		F		W		4		4		4		3

		WW		FT		M		F		W		4		4		4		4

		WW		FT		AD		F		W		3		3		4		4

		WW		FT		D		F		W		4		5		2		3

		WW		PT		D		F		W		4		3		4		3

		WW		FT		D		M				3		4		3		3

		WW		FT		D		M		W		3		4		4		5

		WW		FT		D		F		W		4		4		3		2

		WW		FT		D		F		W		5		5		5		5

		WW		FT		D		M		W		4		4		4		3

		WW		FT		D		F		W		4		3		5		2

		WW		FT		M		M		W		3		3		3		3

		WW		FT		M		F		W		4		3		3		5

		WW		FT		M						3		5		4		3

		WW		FT						M		4		5		4		5

		WW		FT								4		5		4		4

		WW										3		4		3		4

		WW

		WW

		WW

								total average				3.72		4.06		3.67		3.67

		PROV		FT		D		F		W		2		3		2		5

		PROV		FT		M		M		H		4		5		5		4

		PROV		FT		D		M		H		4		3		3		5

		PROV		FT		D		F		CV		4		5		4		3

		PROV		FT		D				AS		2		3		3		4

		PROV		FT		D		M		H		5		5		5		5

		PROV		FT		M		M		H		4		5		4		1

		PROV		FT		D		F		W		2		2		2		5

		PROV		FT		AD		F		W		1		2		2		5

		PROV		FT		M		F		W		3		4		4		1

		PROV		FT		M		M		H		4		5		4		2

		PROV		FT		D		M		AA		3		4		5		4

		PROV		FT		D		M		AA

								total average				3.17		3.83		3.58		3.67

		WOON		FT		D		F		W		3		4		4		4

		WOON		FT		D		F		W		3		4		4		2

		WOON		FT		D		F		W		4		4		3		4

		WOON		FT		D		M		W		4		4		4		4

		WOON		FT		D		F		W		4		4		4		4

								total average				3.6		4		3.8		3.6

		SC		FT						W		4		5		4		5

		SC		FT						W		3		5		4		3

		SC		FT						W		4		5		4		5

		SC		FT

		SC		FT

								total average				3.67		5		4		4.33

		EB		FT								3		4		3		2

		EB		FT								4		3		4		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		3.5		3.5		3





Work Atmosphere-Workload

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		CQI Program		Recognition		TFS Atmosphere		Clean Office		Waiting Room/ Common Area		Committed Staff		Even Workloads		Work-Life Balance		Pace of Work		Amount of Work

		PAWT		FT		D		F		H		4		5		5		5		5		5		5		5		5		5

		PAWT		PT		D		F		H		3		4		5		0		5		4		4		5		5		4

		PAWT		FT		D		F		AA		4		4		3		2		3		4		4		4		4		4

		PAWT		FT		M						3		4		4		4		4		4		4		5		2		3

		PAWT		FT		M		F		W		3		4		4		3		3		5		4		3		4		4

		PAWT		FT		D		M		W		3		4		5		5		4		3		2		4		4		2

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		M						4		4		4		2		3		4		4		3		4		4

		PAWT		FT		D		M		CV		4		4		5		4		4		5		3		5		4		3

		PAWT		FT		D		F		W		4		5		5		3		4		4		5		4		4		5

		PAWT		AMER		D		F		O		3		4		4		2		1		5		5		5		5		4

		PAWT		FT		D		F		H		3		3		4		4		3		4		3		2		3		3

		PAWT		FT		D		M		AA		4		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		O		4		2		5		5		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		5		5		4		4		4		4		3		4

		PAWT		FT		D		M		W		3		4		5		5		3		5		5		5		5		4

		PAWT		FT		A		M		W		4		4		5		3		3		5		5		4		5		5

		PAWT		FT		D		F		O		3		2		2		1		3		3		4		2		3		2

		PAWT		FT		D		F		CV		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		M		H		4		5		5		5		5		5		4		4		4		4

		PAWT		FT				F		W		3		3		4		2		3		4		3		5		3		3

		PAWT		FT				M		W		3		3		3		3		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		5		3		2		5		5		2		2		2

		PAWT		FT		A		F		W		3		4		5		2		3		4		2		4		4		2

		PAWT		FT		A		M		W		3		4		5		3		4		4		3		5		4		4

		PAWT		PT		A		M		W		3		5		5		3		3		4		4		4		4		4

		PAWT		PT		A		F		W		3		5		4		4		4		4		4		4		5		4

												3.45		3.9		4.34		3.28		3.55		4.17		3.9		3.97		3.9		3.66

		WW		FT		D		F		W		3		4		5		3		3		4		4		3		4		4

		WW		FT		AD		F		W				4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		4		4		3		3		5		5		5		4		4

		WW		FT		M		F		W		4		4		4		3		3		5		4		5		5		5

		WW		FT		AD		F		W		2		2		4		3		3		4		2		4		3		2

		WW		FT		D		F		W		5		5		5		5		4		5		5		5		5		5

		WW		PT		D		F		W		3		4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		5		5		5		5		5		4		5		5		4

		WW		FT		D		M		W		5		5		5		5		5		4		4		4		5		4

		WW		FT		D		F		W		3		4		5		3		3		4		4		5		4		4

		WW		FT		D		F		W		5		5		5		2		2		5		3		5		5		4

		WW		FT		D		M		W		4		5		4		4		3		5		2		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4		4		0		3		3

		WW		FT		M		M		W		4		4		5		5		4		5		4		2		3		3

		WW		FT		M		F		W		4		2		3		3		3		4		3		2		3		2

		WW		FT		M						5		5		5		4		3		5		5		5		4		5

		WW		FT						M		5		4		4		5		3		4		4		4		4		4

		WW		FT								4		5		5		5		4		4		4		4		4		4

		WW										3		4		4		2		2		3		3		3		3		3

		WW

		WW

		WW

								total average				3.94		4.11		4.42		3.79		3.42		4.37		3.68		3.84		4		3.79

		PROV		FT		D		F		W		4		5		5		1		4		5		4		4		4		4

		PROV		FT		M		M		H		4		4		4		4		4		4		4		4		4		4

		PROV		FT		D		M		H		4		4		5		5		5		5		3		4		4		3

		PROV		FT		D		F		CV		4		4		4		3		3		5		3		4		2		4

		PROV		FT		D				AS		3		4		5		2		2		5		2		4		3		1

		PROV		FT		D		M		H		5		5		5		2		3		5		4		3		3		4

		PROV		FT		M		M		H		4		4		5		1		4		4		5		4		4		4

		PROV		FT		D		F		W		3		4		4		1		2		4		2		2		4		2

		PROV		FT		AD		F		W		5		4		4		2		3		5		3		3		4		4

		PROV		FT		M		F		W		4		3		4		4		3		5		4		4		4		4

		PROV		FT		M		M		H		4		5		5		2		1		5		4		3		4		4

		PROV		FT		D		M		AA		4		5		4		5		4		4		2		4		5		5

		PROV		FT		D		M		AA

												4		4.25		4.5		2.67		3.17		4.67		3.33		3.58		3.75		3.58

		WOON		FT		D		F		W		4		3		4		3		3		5		5		5		5		5

		WOON		FT		D		F		W				5		4		3		3		5		4		4		4		5

		WOON		FT		D		F		W		3		5		5		4		4		4		3		4		4		5

		WOON		FT		D		M		W		3		4		4		5		4		4		4		5		4		4

		WOON		FT		D		F		W		4		4		4		4		4		4		4		4		4		4

												3.5		4.2		4.2		3.8		3.6		4.4		4		4.4		4.2		4.6

		SC		FT						W		4		4		3		3				4		4		3		3		4

		SC		FT						W		4		3		5		4		4		4		5		4		4		4

		SC		FT						W		5		5		4		4		4		5		4		4		4		4

		SC		FT

		SC		FT

												4.33		4		4		3.67		4		4.33		4.33		3.67		3.67		4

		EB		FT								3		4		5		5		4		5		4		3		4		3

		EB		FT								3		5		5		4		4		5		3		2		2		2

		EB		FT

		EB		FT

		EB		FT

												3		4.5		5		4.5		4		5		3.5		2.5		3		2.5





Compensation-Benefits

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Compensation		Benefits		Understand Benefits		Satisfied w/ Benefits		High Value on Benefits		Treated Fairly

		PAWT		FT		D		F		H		5		4		4		4		4		5

		PAWT		PT		D		F		H		2		2		0		2		0		5

		PAWT		FT		D		F		AA		3		3		4		4		3		4

		PAWT		FT		M						4		4		4		4		4		4

		PAWT		FT		D		F		W		3		3		4		3		3		5

		PAWT		FT		D		M		W		2		3		3		3		3		5

		PAWT		FT		D		F		W		3		2		3		3		3		4

		PAWT		FT		D		F		W		3		4		4		3		3		4

		PAWT		FT		M						3		5		5		5		5		5

		PAWT		FT		D		M		CV		3		4		5		4		4		5

		PAWT		FT		D		F		W		4		4		5		5		5		5

		PAWT		AMER		D		F		O		3		3		3		3		3		3

		PAWT		FT		D		F		H		3		3		4		4		3		4

		PAWT		FT		D		M		AA		4		4		3		4		3		4

		PAWT		FT		D		F		O		3		3		4		3		4		4

		PAWT		FT		D		F		W		4		4		4		4		3		4

		PAWT		FT		D		M		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		5		4		5		5		5		5

		PAWT		FT		D		F		O		1		1		4		1		1		5

		PAWT		FT		D		F		CV		4		4		4		4		5		4

		PAWT		FT		D		M		H		5		4		4		5		5		5

		PAWT		FT				F		W		3		3		3		2		3		3

		PAWT		FT				M		W		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		2		3		5		5

		PAWT		FT		A		F		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		3		4		4		4		4		5

		PAWT		PT		A		M		W		3		3		3		3		3		5

		PAWT		PT		A		F		W		4		3		3		4		3		4

												3.34		3.48		3.66		3.59		3.52		4.41

		WW		FT		D		F		W		4		5		4		4		3		5

		WW		FT		AD		F		W				5		5		5		5		5

		WW		FT		D		F		W		4		5		4		4		4		5

		WW		FT		M		F		W		4		4		5		5		5		5

		WW		FT		AD		F		W		2		3		5		5		5		3

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		PT		D		F		W		4										4

		WW		FT		D		M				2		5		5		5		5		5

		WW		FT		D		M		W		3		5		4		4		4		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		FT		D		M		W		3		4		4		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4

		WW		FT		M		M		W		2		5		5		5		5		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		ft		m						5		5		5		5		5		5

		WW		FT						M		3		4		5		5		4		5

		WW		FT								4		4		4		4		4		4

		WW										4		4		4		4		4		4

		WW

		WW

		WW

								total average				3.56		4.39		4.5		4.5		4.39		4.32

		PROV		FT		D		F		W		2		5		5		5		5		5

		PROV		FT		M		M		H		3		3		4		3		3		5

		PROV		FT		D		M		H		5		5		4		5		4		5

		PROV		FT		D		F		CV		3		3		4		3		4		5

		PROV		FT		D				AS				4		2		4				5

		PROV		FT		D		M		H		3		3		4		4		5		5

		PROV		FT		M		M		H		2		4		4		4		3		5

		PROV		FT		D		F		W		4		4		4		5		4		5

		PROV		FT		AD		F		W		4		5		5		5		5		5

		PROV		FT		M		F		W		4		4		4		4		4		5

		PROV		FT		M		M		H		3		4		4		4		4		5

		PROV		FT		D		M		AA		5		5		4		5		5		5

		PROV		FT		D		M		AA

												3.45		4.08		4		4.25		4.18		5

		WOON		FT		D		F		W		4		4		4		4		5		5

		WOON		FT		D		F		W		3		5		4		5		5		5

		WOON		FT		D		F		W		3		3		3		3		3		5

		WOON		FT		D		M		W		3		4		4		4		4		5

		WOON		FT		D		F		W		3		3		4		4		3		4

												3.2		3.8		3.8		4		4		4.8

		SC		FT						W		3		4		4		4		4		4

		SC		FT						W		3		5		4		5		5		5

		SC		FT						W		2		3		4		4		5		5

		SC		FT

		SC		FT

												2.67		4		4		4.33		4.67		4.67

		EB		FT								3		4		3		4		4		5

		EB		FT								4		4		4		4		4		5

		EB		FT

		EB		FT

		EB		FT

												3.5		4		3.5		4		4		5





results

		





results

		Participation in Discussions		3.9		3.5		3.6		4.67		3.5

		Agency-wide Communication		3.4		3.3		3.3		4.33		4

		Supervisor Feedback		3.9		3.8		4		4.67		4.5

		Job Description		4.2		4.3		4.1		5		4.5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Communication & Supervision

4

3.8

3.8

4



comments

		Training Program		Training Program		Training Program		Training Program		3.67		3.5

		Professional Development		Professional Development		Professional Development		Professional Development		5		3.5

		In-Service Trainings		In-Service Trainings		In-Service Trainings		In-Service Trainings		4		3.5

		Technology		Technology		Technology		Technology		4.33		3



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey- Professional Development

3.6

3.72

3.55

4

4.06

3.97

3.8

3.67

3.59

3.6

3.67

3.52



		CQI Program		CQI Program		CQI Program		CQI Program		4.33		3

		Recognition		Recognition		Recognition		Recognition		4		4.5

		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		4		5

		Clean Office		Clean Office		Clean Office		Clean Office		3.67		4.5

		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		4		4

		Committed Staff		Committed Staff		Committed Staff		Committed Staff		4.33		5

		Even Workloads		Even Workloads		Even Workloads		Even Workloads		4.33		3.5

		Work-Life Balance		Work-Life Balance		Work-Life Balance		Work-Life Balance		3.67		2.5

		Pace of Work		Pace of Work		Pace of Work		Pace of Work		3.67		3

		Amount of Work		Amount of Work		Amount of Work		Amount of Work		4		2.5



&CTFS Annual Staff Satisfaction Survey 2011

Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Work Atmosphere & Workload

3.5

3.94

4

3.45

4.2

4.11

4.25

3.9

4.2

4.42

4.5

4.34

3.8

3.79

2.67

3.28

3.6

3.42

3.17

3.55

4.4

4.37

4.67

4.17

4

3.68

3.33

3.9

4.4

3.84

3.58

3.97

4.2

4

3.75

3.9

4.6

3.79

3.58

3.66



		Compensation		Compensation		Compensation		Compensation		2.67		3.5

		Benefits		Benefits		Benefits		Benefits		4		4

		Understand Benefits		Understand Benefits		Understand Benefits		Understand Benefits		4		3.5

		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		4.33		4

		High Value on Benefits		High Value on Benefits		High Value on Benefits		High Value on Benefits		4.67		4

		Treated Fairly		Treated Fairly		Treated Fairly		Treated Fairly		4.67		5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Compensation & Benefits

3.2

3.56

3.45

3.34

3.8

4.39

4.08

3.48

3.8

4.5

4

3.66

4

4.5

4.25

3.59

4

4.39

4.18

3.52

4.8

4.32

5

4.41



		Comments

		WW		very wonderful place to work, but more computers are needed.

		WW		enjoy working here & love the organization, but have hard time saving money-it runs out before the end of the month.

		WW		TREATLY FAIRLY-DISAGREE CIRCLED GENDER female

		WW

		WW

		PROV		has been an incredible experience-mission is alive and moving in strong direction.

		PROV		Illiteracy is a large barrier to our agency and the goals we are trying to accomplish. Need to be encouraged to read out loud with families.

		PROV		results on roundtable

		PROV		enjoyed and look forward to coming to work everyday.

		PAWT		Reword personal info on pg 1-can be identifying not anonymous

		PAWT		ADD A VISION PLAN TO BENEFITS

		PAWT

		sc		WOULD BE NICE IF AGENCY PAID FOR A PORTION OF MASTER'S DEGREE

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				LOVE MY JOB & THE PEOPLE I WORK WITH.
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Chart1

		Participation in Discussions		3.9		3.5		3.6		4.67		3.5

		Agency-wide Communication		3.4		3.3		3.3		4.33		4

		Supervisor Feedback		3.9		3.8		4		4.67		4.5

		Job Description		4.2		4.3		4.1		5		4.5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Communication & Supervision

4

3.8

3.8

4



Communication-Supervision

		Employee Satisfaction Survey 6-2011

		Organizational Info

		office		Type		pos		gender		race		Participation in Discussions		Agency-wide Communication		Supervisor Feedback		Job Description

		PAWT		FT		D		F		H		4		4		5		5

		PAWT		PT		D		F		H		4		3		4		4

		PAWT		FT		D		M		AA		3		4		5		4

		PAWT		FT		M						5		3		4		4

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		4		5		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						4		4		4		4

		PAWT		FT		D		M		CV		4		4		4		5

		PAWT		FT		D		F		W		4		3		4		5

		PAWT		AMER		D		F		O		3		2		4		4

		PAWT		FT		D		F		H		2		4		4		4

		PAWT		FT		D		M		AA		4		4		4		4

		PAWT		FT		D		F		O		3		3		1		2

		PAWT		FT		D		F		W		3		2		4		4

		PAWT		FT		D		M		W		4		3		5		5

		PAWT		FT		A		M		W		4		4		4		5

		PAWT		FT		D		F		O		2		2		4		4

		PAWT		FT		D		F		CV		4		2		4		4

		PAWT		FT		D		M		H		4		4		5		5

		PAWT		FT				F		W		3		3		4		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		2		2		4		3

		PAWT		FT		D		F		W		4		4		3		5

		PAWT		FT		A		F		W		4		3		5		5

		PAWT		FT		A		M		W		4		3		4		4

		PAWT		PT		A		M		W		4		5		4		4

		PAWT		PT		A		F		W		4		3		4		4

								total average				3.6		3.3		4		4.1

		WW		FT		D		F		W		4		4		5		4

		WW		FT		AD		F		W		4		4		0		3

		WW		FT		D		F		W		4		3		5		5

		WW		FT		M		F		W		4		4		4		5

		WW		FT		AD		F		W		2		3		2		3

		WW		FT		D		F		W		4		4		5		5

		WW		PT		D		F		W		4		3		4		4

		WW		FT		D		M				4		3		5		4

		WW		FT		D		M		W		5		5		5		5

		WW		FT		D		F		W		4		4		4		4

		WW		FT		D		F		W		5		3		3		5

		WW		FT		D		M		W		4		2		5		4

		WW		FT		D		F		W		4		3		4		4

		WW		FT		M		M		W		2		4		5		5

		WW		FT		M		F		W		2		2		2		3

		WW		FT		M						5		4		5		4

		WW		FT						M		5		4		4		4

		WW		FT		D						5		4		4		4

		WW										3		2		4		4

		WW

		WW

		WW

								total average				3.9		3.4		3.9		4.2

		PROV		FT		D		F		W		3		3		4		4

		PROV		FT		M		M		H		4		4		4		4

		PROV		FT		D		M		H		5		4		3		4

		PROV		FT		D		F		CV		4		4		4		5

		PROV		FT		D				AS		5		4		3		4

		PROV		FT		D		M		H		4		5		3		5

		PROV		FT		M		M		H		4		3		4		5

		PROV		FT		D		F		W		3		2		4		5

		PROV		FT		AD		F		W		3		3		4		4

		PROV		FT		M		F		W		2		2		4		3

		PROV		FT		M		M		H		4		4		5		5

		PROV		FT		D		M		AA		1		1		4		3

		PROV		FT		D		M		AA

								total average				3.5		3.3		3.8		4.3

		WOON		FT		D		F		W		4		4		4		3

		WOON		FT		D		F		W		5		5		4		5

		WOON		FT		D		F		W		3		3		4		4

		WOON		FT		D		M		W		4		3		4		4

		WOON		FT		D		F		W		4		4		3		4

								total average				4		3.8		3.8		4

		SC		FT						W		5		5		5		5

		SC		FT						W		4		4		5		5

		SC		FT								5		4		4		5

		SC		FT

		SC		FT

								total average				4.67		4.33		4.67		5

		EB		FT		D						4		4		4		5

		EB		FT		D						3		4		5		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		4		4.5		4.5





Professional Development

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Training Program		Professional Development		In-Service Trainings		Technology

		PAWT		FT		D		F		H		4		5		4		4

		PAWT		PT		D		F		H		3		4		3		4

		PAWT		FT		D		F		AA		4		4		3		5

		PAWT		FT		M						3		4		4		2

		PAWT		FT		D		F		W		3		4		4		4

		PAWT		FT		D		M		W		3		5		4		5

		PAWT		FT		D		F		W		3		4		3		4

		PAWT		FT		D		F		W		4		4		4		4

		PAWT		FT		M						5		5		5		2

		PAWT		FT		D		M		CV		5		5		5		5

		PAWT		FT		D		F		W		3		5		2		4

		PAWT		AMER		D		F		O		3		3		4		1

		PAWT		FT		D		F		H		3		3		3		2

		PAWT		FT		D		M		AA		4		3		4		3

		PAWT		FT		D		F		O		2		2		2		4

		PAWT		FT		D		F		W		4		4		4		5

		PAWT		FT		D		M		W		3		3		3		4

		PAWT		FT		A		M		W		3		3		5		3

		PAWT		FT		D		F		O		4		3		4		5

		PAWT		FT		D		F		CV		4		4		3		4

		PAWT		FT		D		M		H		5		5		5		3

		PAWT		FT				F		W		2		4		3		3

		PAWT		FT				M		W		3		3		3		3

		PAWT		FT		D		M		W		4		3		4		4

		PAWT		FT		D		F		W		4		5		2		1

		PAWT		FT		A		F		W		4		5		5		2

		PAWT		FT		A		M		W		3		4		3		5

		PAWT		PT		A		M		W		4		5		3		3

		PAWT		PT		A		F		W		4		4		3		4

								total average				3.55		3.97		3.59		3.52

		WW		FT		D		F		W		4		5		3		5

		WW		FT		AD		F		W

		WW		FT		D		F		W		4		4		4		3

		WW		FT		M		F		W		4		4		4		4

		WW		FT		AD		F		W		3		3		4		4

		WW		FT		D		F		W		4		5		2		3

		WW		PT		D		F		W		4		3		4		3

		WW		FT		D		M				3		4		3		3

		WW		FT		D		M		W		3		4		4		5

		WW		FT		D		F		W		4		4		3		2

		WW		FT		D		F		W		5		5		5		5

		WW		FT		D		M		W		4		4		4		3

		WW		FT		D		F		W		4		3		5		2

		WW		FT		M		M		W		3		3		3		3

		WW		FT		M		F		W		4		3		3		5

		WW		FT		M						3		5		4		3

		WW		FT						M		4		5		4		5

		WW		FT								4		5		4		4

		WW										3		4		3		4

		WW

		WW

		WW

								total average				3.72		4.06		3.67		3.67

		PROV		FT		D		F		W		2		3		2		5

		PROV		FT		M		M		H		4		5		5		4

		PROV		FT		D		M		H		4		3		3		5

		PROV		FT		D		F		CV		4		5		4		3

		PROV		FT		D				AS		2		3		3		4

		PROV		FT		D		M		H		5		5		5		5

		PROV		FT		M		M		H		4		5		4		1

		PROV		FT		D		F		W		2		2		2		5

		PROV		FT		AD		F		W		1		2		2		5

		PROV		FT		M		F		W		3		4		4		1

		PROV		FT		M		M		H		4		5		4		2

		PROV		FT		D		M		AA		3		4		5		4

		PROV		FT		D		M		AA

								total average				3.17		3.83		3.58		3.67

		WOON		FT		D		F		W		3		4		4		4

		WOON		FT		D		F		W		3		4		4		2

		WOON		FT		D		F		W		4		4		3		4

		WOON		FT		D		M		W		4		4		4		4

		WOON		FT		D		F		W		4		4		4		4

								total average				3.6		4		3.8		3.6

		SC		FT						W		4		5		4		5

		SC		FT						W		3		5		4		3

		SC		FT						W		4		5		4		5

		SC		FT

		SC		FT

								total average				3.67		5		4		4.33

		EB		FT								3		4		3		2

		EB		FT								4		3		4		4

		EB		FT

		EB		FT

		EB		FT

								total average				3.5		3.5		3.5		3





Work Atmosphere-Workload

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		CQI Program		Recognition		TFS Atmosphere		Clean Office		Waiting Room/ Common Area		Committed Staff		Even Workloads		Work-Life Balance		Pace of Work		Amount of Work

		PAWT		FT		D		F		H		4		5		5		5		5		5		5		5		5		5

		PAWT		PT		D		F		H		3		4		5		0		5		4		4		5		5		4

		PAWT		FT		D		F		AA		4		4		3		2		3		4		4		4		4		4

		PAWT		FT		M						3		4		4		4		4		4		4		5		2		3

		PAWT		FT		M		F		W		3		4		4		3		3		5		4		3		4		4

		PAWT		FT		D		M		W		3		4		5		5		4		3		2		4		4		2

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		M						4		4		4		2		3		4		4		3		4		4

		PAWT		FT		D		M		CV		4		4		5		4		4		5		3		5		4		3

		PAWT		FT		D		F		W		4		5		5		3		4		4		5		4		4		5

		PAWT		AMER		D		F		O		3		4		4		2		1		5		5		5		5		4

		PAWT		FT		D		F		H		3		3		4		4		3		4		3		2		3		3

		PAWT		FT		D		M		AA		4		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		O		4		2		5		5		4		4		4		4		4		4

		PAWT		FT		D		F		W		4		4		5		5		4		4		4		4		3		4

		PAWT		FT		D		M		W		3		4		5		5		3		5		5		5		5		4

		PAWT		FT		A		M		W		4		4		5		3		3		5		5		4		5		5

		PAWT		FT		D		F		O		3		2		2		1		3		3		4		2		3		2

		PAWT		FT		D		F		CV		4		4		4		3		4		4		4		4		4		4

		PAWT		FT		D		M		H		4		5		5		5		5		5		4		4		4		4

		PAWT		FT				F		W		3		3		4		2		3		4		3		5		3		3

		PAWT		FT				M		W		3		3		3		3		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		3		4		4		4		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		5		3		2		5		5		2		2		2

		PAWT		FT		A		F		W		3		4		5		2		3		4		2		4		4		2

		PAWT		FT		A		M		W		3		4		5		3		4		4		3		5		4		4

		PAWT		PT		A		M		W		3		5		5		3		3		4		4		4		4		4

		PAWT		PT		A		F		W		3		5		4		4		4		4		4		4		5		4

												3.45		3.9		4.34		3.28		3.55		4.17		3.9		3.97		3.9		3.66

		WW		FT		D		F		W		3		4		5		3		3		4		4		3		4		4

		WW		FT		AD		F		W				4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		4		4		3		3		5		5		5		4		4

		WW		FT		M		F		W		4		4		4		3		3		5		4		5		5		5

		WW		FT		AD		F		W		2		2		4		3		3		4		2		4		3		2

		WW		FT		D		F		W		5		5		5		5		4		5		5		5		5		5

		WW		PT		D		F		W		3		4		4		4		4		4		3		4		4		4

		WW		FT		D		F		W		4		5		5		5		5		5		4		5		5		4

		WW		FT		D		M		W		5		5		5		5		5		4		4		4		5		4

		WW		FT		D		F		W		3		4		5		3		3		4		4		5		4		4

		WW		FT		D		F		W		5		5		5		2		2		5		3		5		5		4

		WW		FT		D		M		W		4		5		4		4		3		5		2		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4		4		0		3		3

		WW		FT		M		M		W		4		4		5		5		4		5		4		2		3		3

		WW		FT		M		F		W		4		2		3		3		3		4		3		2		3		2

		WW		FT		M						5		5		5		4		3		5		5		5		4		5

		WW		FT						M		5		4		4		5		3		4		4		4		4		4

		WW		FT								4		5		5		5		4		4		4		4		4		4

		WW										3		4		4		2		2		3		3		3		3		3

		WW

		WW

		WW

								total average				3.94		4.11		4.42		3.79		3.42		4.37		3.68		3.84		4		3.79

		PROV		FT		D		F		W		4		5		5		1		4		5		4		4		4		4

		PROV		FT		M		M		H		4		4		4		4		4		4		4		4		4		4

		PROV		FT		D		M		H		4		4		5		5		5		5		3		4		4		3

		PROV		FT		D		F		CV		4		4		4		3		3		5		3		4		2		4

		PROV		FT		D				AS		3		4		5		2		2		5		2		4		3		1

		PROV		FT		D		M		H		5		5		5		2		3		5		4		3		3		4

		PROV		FT		M		M		H		4		4		5		1		4		4		5		4		4		4

		PROV		FT		D		F		W		3		4		4		1		2		4		2		2		4		2

		PROV		FT		AD		F		W		5		4		4		2		3		5		3		3		4		4

		PROV		FT		M		F		W		4		3		4		4		3		5		4		4		4		4

		PROV		FT		M		M		H		4		5		5		2		1		5		4		3		4		4

		PROV		FT		D		M		AA		4		5		4		5		4		4		2		4		5		5

		PROV		FT		D		M		AA

												4		4.25		4.5		2.67		3.17		4.67		3.33		3.58		3.75		3.58

		WOON		FT		D		F		W		4		3		4		3		3		5		5		5		5		5

		WOON		FT		D		F		W				5		4		3		3		5		4		4		4		5

		WOON		FT		D		F		W		3		5		5		4		4		4		3		4		4		5

		WOON		FT		D		M		W		3		4		4		5		4		4		4		5		4		4

		WOON		FT		D		F		W		4		4		4		4		4		4		4		4		4		4

												3.5		4.2		4.2		3.8		3.6		4.4		4		4.4		4.2		4.6

		SC		FT						W		4		4		3		3				4		4		3		3		4

		SC		FT						W		4		3		5		4		4		4		5		4		4		4

		SC		FT						W		5		5		4		4		4		5		4		4		4		4

		SC		FT

		SC		FT

												4.33		4		4		3.67		4		4.33		4.33		3.67		3.67		4

		EB		FT								3		4		5		5		4		5		4		3		4		3

		EB		FT								3		5		5		4		4		5		3		2		2		2

		EB		FT

		EB		FT

		EB		FT

												3		4.5		5		4.5		4		5		3.5		2.5		3		2.5





Compensation-Benefits

		Employee Satisfaction Survey

		Organizational Info

		office		Type		pos		gender		race		Compensation		Benefits		Understand Benefits		Satisfied w/ Benefits		High Value on Benefits		Treated Fairly

		PAWT		FT		D		F		H		5		4		4		4		4		5

		PAWT		PT		D		F		H		2		2		0		2		0		5

		PAWT		FT		D		F		AA		3		3		4		4		3		4

		PAWT		FT		M						4		4		4		4		4		4

		PAWT		FT		D		F		W		3		3		4		3		3		5

		PAWT		FT		D		M		W		2		3		3		3		3		5

		PAWT		FT		D		F		W		3		2		3		3		3		4

		PAWT		FT		D		F		W		3		4		4		3		3		4

		PAWT		FT		M						3		5		5		5		5		5

		PAWT		FT		D		M		CV		3		4		5		4		4		5

		PAWT		FT		D		F		W		4		4		5		5		5		5

		PAWT		AMER		D		F		O		3		3		3		3		3		3

		PAWT		FT		D		F		H		3		3		4		4		3		4

		PAWT		FT		D		M		AA		4		4		3		4		3		4

		PAWT		FT		D		F		O		3		3		4		3		4		4

		PAWT		FT		D		F		W		4		4		4		4		3		4

		PAWT		FT		D		M		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		5		4		5		5		5		5

		PAWT		FT		D		F		O		1		1		4		1		1		5

		PAWT		FT		D		F		CV		4		4		4		4		5		4

		PAWT		FT		D		M		H		5		4		4		5		5		5

		PAWT		FT				F		W		3		3		3		2		3		3

		PAWT		FT				M		W		3		3		3		3		3		3

		PAWT		FT		D		M		W		3		4		4		4		4		4

		PAWT		FT		D		F		W		3		5		2		3		5		5

		PAWT		FT		A		F		W		4		4		4		4		4		5

		PAWT		FT		A		M		W		3		4		4		4		4		5

		PAWT		PT		A		M		W		3		3		3		3		3		5

		PAWT		PT		A		F		W		4		3		3		4		3		4

												3.34		3.48		3.66		3.59		3.52		4.41

		WW		FT		D		F		W		4		5		4		4		3		5

		WW		FT		AD		F		W				5		5		5		5		5

		WW		FT		D		F		W		4		5		4		4		4		5

		WW		FT		M		F		W		4		4		5		5		5		5

		WW		FT		AD		F		W		2		3		5		5		5		3

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		PT		D		F		W		4										4

		WW		FT		D		M				2		5		5		5		5		5

		WW		FT		D		M		W		3		5		4		4		4		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		FT		D		F		W		5		5		5		5		5		5

		WW		FT		D		M		W		3		4		4		4		4		4

		WW		FT		D		F		W		4		3		4		4		4		4

		WW		FT		M		M		W		2		5		5		5		5		5

		WW		FT		D		F		W		3		4		4		4		4		2

		WW		ft		m						5		5		5		5		5		5

		WW		FT						M		3		4		5		5		4		5

		WW		FT								4		4		4		4		4		4

		WW										4		4		4		4		4		4

		WW

		WW

		WW

								total average				3.56		4.39		4.5		4.5		4.39		4.32

		PROV		FT		D		F		W		2		5		5		5		5		5

		PROV		FT		M		M		H		3		3		4		3		3		5

		PROV		FT		D		M		H		5		5		4		5		4		5

		PROV		FT		D		F		CV		3		3		4		3		4		5

		PROV		FT		D				AS				4		2		4				5

		PROV		FT		D		M		H		3		3		4		4		5		5

		PROV		FT		M		M		H		2		4		4		4		3		5

		PROV		FT		D		F		W		4		4		4		5		4		5

		PROV		FT		AD		F		W		4		5		5		5		5		5

		PROV		FT		M		F		W		4		4		4		4		4		5

		PROV		FT		M		M		H		3		4		4		4		4		5

		PROV		FT		D		M		AA		5		5		4		5		5		5

		PROV		FT		D		M		AA

												3.45		4.08		4		4.25		4.18		5

		WOON		FT		D		F		W		4		4		4		4		5		5

		WOON		FT		D		F		W		3		5		4		5		5		5

		WOON		FT		D		F		W		3		3		3		3		3		5

		WOON		FT		D		M		W		3		4		4		4		4		5

		WOON		FT		D		F		W		3		3		4		4		3		4

												3.2		3.8		3.8		4		4		4.8

		SC		FT						W		3		4		4		4		4		4

		SC		FT						W		3		5		4		5		5		5

		SC		FT						W		2		3		4		4		5		5

		SC		FT

		SC		FT

												2.67		4		4		4.33		4.67		4.67

		EB		FT								3		4		3		4		4		5

		EB		FT								4		4		4		4		4		5

		EB		FT

		EB		FT

		EB		FT

												3.5		4		3.5		4		4		5





results

		





results

		Participation in Discussions		3.9		3.5		3.6		4.67		3.5

		Agency-wide Communication		3.4		3.3		3.3		4.33		4

		Supervisor Feedback		3.9		3.8		4		4.67		4.5

		Job Description		4.2		4.3		4.1		5		4.5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Communication & Supervision

4

3.8

3.8

4



comments

		Training Program		Training Program		Training Program		Training Program		3.67		3.5

		Professional Development		Professional Development		Professional Development		Professional Development		5		3.5

		In-Service Trainings		In-Service Trainings		In-Service Trainings		In-Service Trainings		4		3.5

		Technology		Technology		Technology		Technology		4.33		3



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey- Professional Development

3.6

3.72

3.55

4

4.06

3.97

3.8

3.67

3.59

3.6

3.67

3.52



		CQI Program		CQI Program		CQI Program		CQI Program		4.33		3

		Recognition		Recognition		Recognition		Recognition		4		4.5

		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		TFS Atmosphere		4		5

		Clean Office		Clean Office		Clean Office		Clean Office		3.67		4.5

		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		Waiting Room/ Common Area		4		4

		Committed Staff		Committed Staff		Committed Staff		Committed Staff		4.33		5

		Even Workloads		Even Workloads		Even Workloads		Even Workloads		4.33		3.5

		Work-Life Balance		Work-Life Balance		Work-Life Balance		Work-Life Balance		3.67		2.5

		Pace of Work		Pace of Work		Pace of Work		Pace of Work		3.67		3

		Amount of Work		Amount of Work		Amount of Work		Amount of Work		4		2.5



&CTFS Annual Staff Satisfaction Survey 2011

Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Work Atmosphere & Workload

3.5

3.94

4

3.45

4.2

4.11

4.25

3.9

4.2

4.42

4.5

4.34

3.8

3.79

2.67

3.28

3.6

3.42

3.17

3.55

4.4

4.37

4.67

4.17

4

3.68

3.33

3.9

4.4

3.84

3.58

3.97

4.2

4

3.75

3.9

4.6

3.79

3.58

3.66



		Compensation		Compensation		Compensation		Compensation		2.67		3.5

		Benefits		Benefits		Benefits		Benefits		4		4

		Understand Benefits		Understand Benefits		Understand Benefits		Understand Benefits		4		3.5

		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		Satisfied w/ Benefits		4.33		4

		High Value on Benefits		High Value on Benefits		High Value on Benefits		High Value on Benefits		4.67		4

		Treated Fairly		Treated Fairly		Treated Fairly		Treated Fairly		4.67		5



Woonsocket

West Warwick

Providence

Pawtucket

South County

East Bay

Average score

Satisfaction Survey-Compensation & Benefits

3.2

3.56

3.45

3.34

3.8

4.39

4.08

3.48

3.8

4.5

4

3.66

4

4.5

4.25

3.59

4

4.39

4.18

3.52

4.8

4.32

5

4.41



		Comments

		WW		very wonderful place to work, but more computers are needed.

		WW		enjoy working here & love the organization, but have hard time saving money-it runs out before the end of the month.

		WW		TREATLY FAIRLY-DISAGREE CIRCLED GENDER female

		WW

		WW

		PROV		has been an incredible experience-mission is alive and moving in strong direction.

		PROV		Illiteracy is a large barrier to our agency and the goals we are trying to accomplish. Need to be encouraged to read out loud with families.

		PROV		results on roundtable

		PROV		enjoyed and look forward to coming to work everyday.

		PAWT		Reword personal info on pg 1-can be identifying not anonymous

		PAWT		ADD A VISION PLAN TO BENEFITS

		PAWT

		sc		WOULD BE NICE IF AGENCY PAID FOR A PORTION OF MASTER'S DEGREE

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				SURVEY ASKING DEMOGRAPHICS MAKES IT NOT ANONYMOUS

				LOVE MY JOB & THE PEOPLE I WORK WITH.






