Input from Stakeholders

Purpose:
The intent of the following policy is to ensure that data is collected, analyzed and the results used to assist CDS in its effort to provide quality programs and to continually improve services.

Policy:
It is the policy of the CDS Family & Behavioral Health Services, Inc., to plan, and design data collection procedures, conduct data collection, analyze the data and act on the results of feedback from Participants, Employees and Stakeholders including Community Partners, Funding entities and other interested parties.
Procedure and/or Process:


CDS uses a variety of mechanisms to solicit and collect information both formal and informal. Some examples include written surveys, advisory groups, face-to-face meetings, conferences, focus groups, and telephone conversations, speaking engagements, coalitions of stakeholders, complaints, and communication logs.  CDS collects this information throughout the year.

This procedure focuses on soliciting, collecting, analyzing, and using input from all stakeholders to create services that meet or exceed the expectations of the persons served, the community, and other customers.

 The following group will be surveyed at least annually.
(1) Participants

The following groups will be surveyed bi-annually.
(1)
Employees
(2)
Stakeholders and Business Partners
Definitions:

Participant- a person served in a CDS program.

Employee- is any person hired by CDS to do a specific "job". 

Stakeholder and Business Partners - someone with an interest in CDS’s services and policies and interacts with CDS on behalf of another person or group, or who influences the agency direction.  Goods and services provided to the employees of CDS, such as payroll, benefits or an organization or business that CDS relies on for goods and services, such as business expenses or technical support for telephone or computer services.

Procedures for all Satisfaction Surveys

■ Surveys will be either mailed or handed directly to the appropriate person (participant, employee, stakeholder) and may be accompanied by a self-addressed, stamped envelope, or provided an interoffice mail envelope.  They may also be electronically delivered through email or online platforms such as Google Survey.
■ All surveys will be generated and distributed in accordance with program guidelines that will be developed for each type of survey.

■ At minimum a bi-annual report will be generated and the survey results compiled and reviewed will be made accessible to staff and interested parties
■ CDS will use instruments allowing for anonymity.

Input from the Participant
CINS/FINS (Children in Need of Services/Families in Need of Services) 

Procedures

■ In accordance with its contract, CDS complies with the Florida Network Operations Manual and Netmis protocols regarding the collection and the reporting of data acquired through a standard participant satisfaction form.  
■ Upon exiting CINS/FINS services participants and their parents/guardians are provided a Florida Network Client Services Satisfaction Form to complete.

■ 30/60 days after the participant exits the program; participants and/or family are surveyed in accordance with contractual procedures.

■ The participant satisfaction forms for residential and non-residential services and the 30/60 day follow up after exiting programs are available on the CDS intranet and the Florida Network Internet website.  

■ The reports of the results of the Client Services Satisfaction Survey are available on the Florida Network website.  Additionally, annually the agency receives a report of findings based on Client Services Satisfaction Surveys from the previous fiscal year.  The data compares like programs across the state. 

■ Data reports are presented to the CINS/FINS Directors/Supervisors as they are produced and disseminated at program staff meetings as appropriate with the goal of continually improving satisfaction ratings. Reports are shared with the Program Committee of the Board of Directors typically on three times per year. 

Other Ways Input is Collected from Participants and Stakeholders

■ Participants are encouraged to exercise their rights to complain or grieve any issue that is causing conflict.  

■ Participants are encouraged to take an active role in the development of their individual plan and to express their own goals.

■ Incident reports are completed on an as needed basis.  The reports are reviewed and a feedback loop utilized.  

■ Monthly, Region Director/Supervisor collect, review and analyze the list of all incident, child abuse, and participant complaint/grievance reports in order to complete a monthly Risk Management Report.  All monthly Risk Management Reports are sent to Data Management where they are combined together for an Agency wide report.
■ Participant interviews are conducted during licensure; quality assurance reviews and contract monitoring and their feedback is provided to CDS informally and in written reports.  

Input from Employees

It is the philosophy of CDS to encourage all employees, including part-time and temporary workers, to openly communicate what they think and feel regarding CDS program services and business practices.  Feedback is received through both formal (as in written surveys, staff meetings and communication logs) and informal communication (as in one-on-one conversations with personnel about how things are going or addressing complaints).  

Executive Manager Team Survey and Employee Survey 

Procedure

■ Bi-annually, during the last quarter of the fiscal year, the Executive Management Team and all CDS employees are provided an opportunity to complete a written survey.  

■ All personnel are encouraged to complete surveys and return them to the Chief Operations Officer by the designated due date using interoffice mail.   
■ This data will be aggregated. 

■ Aggregate data will be presented (with annual comparisons) to the CDS Executive Management Team, the Board of Directors and at staff meetings with the goal of improving satisfaction ratings for all aspects of CDS program services. 
■ Following the data analysis, the organization may wish to make changes based on information that was gathered.   In some case’s the data will lead to a logical conclusion that is simple and easy to address.  In other case’s it may require further analysis or may need to be addressed in long term planning; program planning, performance improvement, strategic planning, organizational advocacy, financial planning, or resource planning.
Region Directors/Supervisors Evaluation by Staff 

Procedures

■ Annually, during the second quarter of the fiscal year, employees are given an opportunity to evaluate the performance of their Region Directors/Supervisors.

■ The COO, or designee attends all Region Directors staff meetings, explains the purpose of the evaluation and passes out the Region Director/Supervisor Evaluation form to all staff in attendance.  Staff not in attendance of the staff meeting will review staff meeting notes explaining the process and have an opportunity to complete a form.  

■ The COO, or designee encourages all employees to complete the evaluation form and return it to the COO using interoffice mail.

■ The COO collects, compiles and analyzes the information, eliminating comments that may identify any personnel by name or situation.  

■ The COO schedules a one-on-one meeting with each Region Director/Supervisor and where feedback is provided along with the opportunity for further discussion.

Program Log Book

Procedures 
■ All residential programs maintain a Program Log Book, which is reviewed and signed by all residential staff prior to or at the beginning of each shift that they have read the entries for the previous three shifts.  

Contract Requirements

Procedures 

 Department of Children and Families Procedures
■ Annually CDS completes an analysis of personnel for the State of Florida, Department of Children and Families to include: a Civil Rights Compliance Checklist. 

Continued Procedures for Contracts

■ The data collected from the Civil Rights Compliance Checklist allows CDS to track trends and changes in personnel over periods of time and to incorporate the need for changes into business plan, strategic plan, accessibility plans or enhances recruitment or hiring practices.  
Agency Data

■ The data (with annual comparisons) is prepared by the Human Resources Manager and presented by the Chief Operations Officer to the CDS Executive Management Team, the Board of Directors, and/or at Committee meetings.
Internal Event Reporting 

Procedures

■ Staff are encouraged to write down specific issues that need to be addressed.  Computer problems disrupt productivity would be an example.  Staff are encouraged to document anything that is unique or out of the ordinary regarding day-to-day operations.  See Internal Event Reporting procedures.

Informal Feedback Loop
CDS encourages the flow of information among its employees to improve the daily operations of its programs.  Open-ended discussions held during staff meetings allows for a free exchange of information that is valuable in making decisions regarding change.  

Input from Stakeholders

Stakeholders Survey 

Procedures

■ Every two years during the last quarter of the fiscal year the members of the EMT are requested to review the organizations on the Cooperative Service Agreement list and to provide the COO (or an appropriate substitute with updated names, addresses, phone numbers or e-mail addresses of current and active partners.  The designated person will make changes to the Cooperative Service Agreement list and make sure it is updated.  

■ Following the update, Stakeholder Surveys will be sent to this list of organizations, along with new Cooperative Service Agreement form requesting their commitment. 

■ Upon return of the survey, the data will be aggregated and the information will be used to identify any issues that require improvements or additional attention to foster and maintain positive working relationships between organizations with the ultimate beneficiary being the person being served.  

■ Aggregate data will be presented (with annual comparisons) to the CDS Executive Management Team, the Board of Directors through the Program Committee with the goal of continually improving satisfaction ratings for all aspects of CDS program services. 

Community Forums, Coalitions, Prevention Activities and Meetings - CDS has many staff representing the agency at numerous community functions.  The information and feedback received during these activities can directly affect agency operations.  Managers or assigned staff are familiar with the program and services offered by CDS and misinformation can be corrected and/or linkages made to connect individuals with the right program.  These activities are tracked on prevention forms.  However, informal information (such as school personnel feedback) is more likely to be passed along the chain of command or told directly to the Region Director/Supervisor of the program in question.

Analysis of the Data


Procedure
■ The COO and/or designee reviews the input obtained.

■ The data is organized in a manner that will facilitate analysis

■ Determine the appropriate types of analysis.

■ Perform the analysis.

■ Present the data.

■ Formulate conclusions and recommendations based on the data.

■ Present the recommendations to the Executive Management Team, Board of Directors, Committee/Staff meetings.

Acting on the Results

Procedure

■ Uses the input in:
(1)
Program planning.
(2)
Performance improvement.
(3)
Strategic planning.
(4)
Organizational advocacy.
(5)
Financial planning.
(6)
Resource planning.
■ The input is continually analyzed, and the analysis is integrated into the continuous quality improvement plan for the organization. 

■ The input is analyzed to help determine if the organization is:

—
Meeting the current needs of the participant and other stakeholders.
—
Offering services/products that are relevant to the participant and other stakeholders.
—
Identifying potential new opportunities for the growth and development of programs and services.
■ Input can be used in various ways: developing or revising individual service plans; changing service delivery designs; developing, improving, or eliminating services; making short- and long-range planning; and prioritizing staff training needs.

■ The organization uses stakeholder input to direct its ongoing process for quality improvement. This process is a continuous cycle of quality improvement in which the organization seeks and uses the input it gets from its stakeholders.

Documentation of the Written Surveys and Results

Procedure

■   The COO or designee shall maintain the written survey and results.  
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