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EXECUTIVE
SUMMARY

This report presents findings from a study of the structure and
operations of six Human Services Departments within Albany County:
The Department for Aging (DFA), The Department for Children, Youth
and Families (DCYF), The Department of Health (DOH), the Department
of Mental Health (DMH), the Department of Probation (Probation), and
the Department of Social Services (DSS). Findings are based on the
following methodologies: a document and literature review, interviews
with department leaders and IT staff, and an electronic staff survey.
The findings from this study will be used to develop and implement an equity
agenda specific to Albany County and its Human Services Departments.
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KEY FINDINGS:

Leaders identified adaptability and responsiveness to
community need as key successes for their departments,
mirroring the literature which suggests both are a “best
practice” of human services delivery.

Common challenges include retaining employees, enhancing
employee satisfaction, overcoming budget limitations,
balancing state mandates with effective service provision,
data collection/utilization, and effectively targeting
underserved populations.

Data related to employee satisfaction and professional
development needs are not routinely collected or assessed
within most departments.

Though leaders report they prioritize collaboration within and
among departments, employees stress that further sharing
of resources could streamline outreach efforts and improve
communication.

Department leaders are minimally aware of the equity
agenda and its impact on service outreach and provision to
traditionally underserved populations.

Employees feel they have positive and trusting relationships
with direct supervisors, but less so with departmental
leadership.

Overall employees’ perceptions of fairness, openness, and
several other key work climate factors are lower than their
federal employee counterparts.

For reasons that include lack of data sharing capabilities, and
lack of coordinated systems, most departments have a limited
ability to create or utilize data in order to evaluate and drive
program development and implementation.

RECOMMENDATIONS

Implement procedures to solicit ongoing feedback from
employees.

Create pathways for advancement within departments that
are based on transparent supervisor review and reward
exemplary performance.

Establish staff meeting protocols for consistent
communication and sharing organizational priorities.

Provide professional development on such employee
suggested topics as: computer skills training, management/
leadership training to promote advancement within agencies;
stress management; working with challenging populations;
client-centered approaches and interpersonal skills; and
cross-agency training so that employees can learn services
other departments provide.

Consider developing a resource inventory across county
agencies for leadership to view “at a glance” a summary of all
contracted providers, services, and expenditures.

Blend funds across departments to foster innovative practices
such as supporting cross-agency staffing (e.g. co-locating
county workers).

Conduct additional outreach and marketing services to
increase awareness of services available within the county.

Prepare collaborative grant proposals to foster more
integrated services and share resources in proposal writing (a
practice that is often encouraged in grant applications).

Promote opportunities for staff, especially departmental
leaders, to become familiar with the themes, goals, and
strategies the equity agenda promotes.

Consider utilizing tools such as the Implicit Bias Toolkit to
begin a discussion on preconceived biases and how they
affect service delivery systems (http://www.kingcounty.gov/
elected/executive/equity-social-justice/tools-resources.aspx).

Establish MOUs between agencies to facilitate data sharing.

Develop a central Release of Information (ROI) form to be
signed at client intake.

Establish clear data sharing policies and procedures and
disseminate to staff.

Designate an official staff member with the specific
responsibility of managing/analyzing data within each
department.

Consider efforts to include programmatic staff in the process
of implementing new systems or improvements to existing
systems, in order to generate staff buy-in, as well as better
incorporate and satisfy end-user concern.
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INTRODUCTION

OVERVIEW

New York State counties are increasingly responsible for
administering and delivering a wide range of human services to
address a variety of social issues and to ensure the health and
well-being of the populations residing within their jurisdictions.

In their continuing effort to improve human service delivery,
policymakers are recognizing the importance of program
evaluations to understand what programs accomplish, what they
cost, and how they should be operated to maximize efficiency.
Decisions regarding program operations are made based on
empirical evidence, rather than anecdotal reports.

This study was designed to systematically assess the operations
of the following human services departments in Albany County,
New York:

Department of Aging

Department for Children, Youth, and Families
Department of Health

Department of Mental Health

Department of Probation

Department of Social Services

Findings from this study are intended to provide Albany County
leadership with useful information and recommendations that
contribute to improved management, performance and resource
allocation.

METHODOLOGY

The study employed the following methodologies to inform the
results:

Document and Literature Review: Documents collected from
each department included: flow charts, organizational charts, prior
reports and evaluations, as well as other records that provided a
description of departmental structure and processes. Additionally,
each department website was reviewed to gain an understanding
of how information is presented to the public. Finally, budget
narratives from the recently released 2017 Executive Budget
were reviewed to develop benchmark measures (see Appendix

B) for each department. Existing literature on best practices in
county government structure and service delivery was completed
to provide context and further inform the interpretation of data
gathered from Albany County Health and Human Services
Departments.

Interviews: Interviews were conducted with each Commissioner
or Director, as well as with Deputy Commissioners, Division
Directors, and Program Directors to clarify department goals and
objectives, services and programs, administrative operations,
and assessments. Additionally, questions were asked to address
the issue of employee satisfaction and to identify any specific
initiatives designed to address challenges around equity and
reaching traditionally underserved populations. Finally, several
questions related to data capacity and the ability of existing
databases and software to share information among departments
and meet the needs of management to use data in program

and service planning. Findings from these interviews and the
document reviews were used to create logic models for each
department (see Appendix A).

CHSR also conducted interviews with county IT department staff
in order to identify strengths and needs of each department. A
mixture of IT staff and program staff were interviewed which
provided feedback not just on the intended purpose of each
system, but also the end-user experience.

Staff Survey: CHSR staff developed an electronic staff survey
in collaboration with the county Human Resources Department
based on the Federal Employment Viewpoint Survey (FEVS).
This survey has been utilized to measure civil service employee
satisfaction at the federal level since 2004. The survey was
distributed via email to 750 employees in the human service
departments within Albany County. Questions address work
place issues such as leadership, supervision, climate, and
employee satisfaction.
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ORGANIZATIONAL

STRUCTURE

Albany County was first established in 1683 by the General
Assembly of Freeholders in order to administrate over the court
systems and provide representation for the colony.” Given the
county’s considerable growth in both geography and population,
administrative demands and complexities in health and human
services at the county level gradually developed to address the
needs of residents. Currently, more than 30 separate programs
and/or departments within county government serve over
300,000 residents. A number of those departments fall under
the umbrella of Human Services, including the six departments
covered in this report.

Originally designed to be “administrative arms of the state
government,” many counties have restructured and shifted to
providing a wider variety of services.?® Today, counties fall into
two primary structure types:

Unreformed, which is governed by a board of county
commissioners without executive leadership

Reformed, which is led by an elected chief executive or an
appointed administrator

Unreformed governments typically operate by an appointed
board of commissioners with no elected executive. Unreformed
governments function well in smaller states where many of

the key governmental operations and services are operated

and supervised by the state. Albany County operates under

a reformed government, having an elected executive and

possessing a charter. The reformed county government structure
can be more expensive, since a goal of this approach is to meet
the need for services, and the need tends to grow and change
over time. The reformed structure is considered to be preferable
for more diverse, urban, and/or rapidly growing populations in
which counties may assume roles that cities might have filled

in the past. Additionally, according to Benton (2002), reformed
county governments have the benefits of flexibility, centralization,
and professionalization so that counties can “function
successfully in a rapidly changing society” and “adjust revenues
[via taxation] and expenditures to changing circumstances.”

Reformed county governments with elected executives generally
wield more power to change policy than the appointed type

of county administrator government. Structurally reformed
governments may adopt a charter, which is a locally developed
document that describes structural, functional, and fiscal reforms,
and also enables counties to be more, though not entirely,
independent of state regulation. Supporters of the reformed
approach argue that counties should increasingly assume

the role in service provision typically filled by cities because
regionalization of public services is more cost-effective than city-
based models.

Departmental Overview

Based upon the document reviews and interview data, the
mission, program areas and administrative structure for each
department are presented below in Table 1.

Table 1. Mission, Program Areas, and Administrative Services for Albany County Human Service Departments

MISSION

DIVISIONS/PROGRAM AREAS

ADMINISTRATIVE STRUCTURE

Department for Aging (DFA)

Provide the highest quality Program Areas:

supportive services to seniors and « Nutrition/Health/Wellness
their families to enable them to o In-Home Support
maintain an independent and self- « Transportation

directed lifestyle. « Supportive Services

« Caregiver Services

Commissioner; fiscal director.

« Specialized Services (Legal counsel and Employment)
« Community Participation and Outreach

« Administrative Services

1 Pratt, A.L. (2015). Our evolving counties: A history of New York state county government. NYSAC News, 36(1), 14-15.

2 Kemp, R.L.(2008). County government: Past, present, and future. National Civic Review, 97(4), 2-59.

3 Benton, J. E. (2002). County service delivery: Does government structure matter?. Public Administration Review, 62(4), 471-479.
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Deliver an integrated, diverse,
holistic set of services in
collaboration with families and
communities to empower families to
create a safe, nurturing environment
in which children can grow, thrive,
and reach their full potential.

Department of Children, Youth and Families (DCYF)

Divisions:

Administrative services

Community programs and staff development

Children and family services
Youth bureau

Children’s mental health services
Children with special needs.

Commissioner; Deputy Commissioner;
Division heads.

Protect and promote the health
of individuals, families, and
communities

Department of Health (DOH)

Divisions:

Family Health/Nursing (includes outreach and health
services to pregnant women, new mothers, and

babies)

Communicable Disease Control,

Chronic Disease Prevention,

Community Health Assessment and Health
Improvement plan,

Environmental Health

Public Health Emergency Preparedness
Administrative Services

Commissioner; 2- Assistant Commissioners;
Public Health Physician Specialist; Division
heads

Ensure the residents of Albany
County living with mental illness
or emotional disturbance,
alcohol and/or substance abuse
problems, or intellectual and/or
developmental disabilities can
attain meaningful improvement in
the quality of their lives, renewed
connection to their communities,
and lasting recovery so that their
personal goals can be achieved

Department of Mental Health (DMH)

Divisions:

Clinical Operations
« Integrated outpatient clinic

« Jail mental health treatment and forensic

services
« jail diversion services
« community forensic services
« Mobile mental health crisis services

« Health Home care management services
« Assertive Community Treatment (ACT)

« Peer Advocacy
« SPOA
. CMU
Quality Care
Fiscal Management
Administrative Services
Informatics and Systems Management

Director of Community Services; Associate
Director of Clinical Operations; Associate
Director of Fiscal Operations; Deputy
Director; Associate Director of Informatics
and Systems Development

Ensure the safety of Albany County
residents by supervising all juvenile
and adult clients on probation and
helping them become responsible,
productive, and law-abiding
members of the community.

Department of Probation (DOP)

Divisions:

« Administrative Services/Fiscal Management

Juvenile Division
« Family Court Intake/Diversion
« Family Court Investigations
« Family Court Supervision
« Alternative Juvenile Programming
Adult Division
« Pre-Trial Services
« Adult Investigations
« Adult Supervision
« Alternative to Incarceration
« Warrant Squad
Clerical Services

Probation Director (acting, also directs
Adult Division); Deputy Director (also directs
Juvenile Division); Principal Probation Officer
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Department of Social Services (DSS)

Improve the quality of life in Albany Divisions:
County by helping people to help
themselves, by assisting those
incapable of acting on their own
behalf and by helping to ensure that « Health insurance
all residents have an acceptable
standard of living Chronic Care

« Nutrition and Energy

« Temporary assistance/Reception
« Safety Net, Family Assistance (TANP), Non-
Heap, Energy Programs

The department is headed by a Commissioner
with the support of 2 Deputy Commissioners.
Additionally, each service area/division contains
a division head and a hierarchy of employees

« Medicaid, Elderly/Disabled, Spend-Downs,

« SNAP, HEAP, Energy related ESNs and EAAs

« Adult Services

« NYConnects, Adult Protective, Home Care

« Child Support

« Enforcement, Collections, Family Court

« Employment/Daycare services

« Employment for TA/SN/SNAP, Day Care, Fair

Hearings
« Fraud
« Accounting Services

« Third Party Revenue, Budgeting, Claiming,
Payroll, Vendor Payments, Contract

Management

« Personnel/Staff Development

« Administrative Services

LOGIC MODELS

Logic models are commonly used in goal planning for programs,
agencies, and departments in multiple fields. A logic model is

a systematic and visual way to present resources and activities
and show how they relate to broader departmental objectives
and goals."Logic models can serve as working documents

and be utilized as part of a strategic planning, goal setting, and
resource allocation process. As part of this study, logic models
were developed for each department to reflect the way current
programs and activities are linked to departmental goals and
objectives. Completed models can be found in Appendix A.

0l

BENCHMARKS

Effective performance and management of departmental
services, budget, and planning can be developed and tracked
in a number of ways. Establishing benchmarks, or performance
measures, for services, programs or other departmental goals
that are actively being implemented allow leaders to effectively
evaluate and track progress. In the review of the 2017 Executive
Budget, Center for Human Services Research (CHSR) staff
specifically identified several goals and performance targets
for each participating department that lend themselves to the
development of benchmark measure to track progress. For
many of these, a baseline measure has not been established,
or could not be easily located within the document or other
documents submitted for review. It is recommended that

a baseline measure is either identified from past years or
established in 2017 for comparison in future years. See
Appendix B for proposed benchmarks for each department.



FINDINGS

Results from three separate but complementary data collection
efforts are summarized below. First, qualitative analysis of findings
from administrator interviews are presented and related to best
practices from the literature. To provide multiple perspectives,
results from the Employee Survey are then summarized using
both quantitative and qualitative methods. Finally, findings from
interviews with IT staff are offered to provide insight on existing
data systems and information sharing procedures.
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ADMINISTRATOR INTERVIEWS

Successes and Barriers

Department leaders discussed both successes the department
has experienced over the last several years and barriers to
creating and implementing successful programs and services.
In terms of successes, leaders identified adaptability and
responding to community changes as significant successes
within their departments. Specifically, both DCYF and DMH have
redesigned and redeveloped the clinical services they offer in
order to better meet the needs of county residents and operate
more efficiently. For example, DMH recognized the complicated
and overlapping process clients faced to enroll in, and receive,
both mental health and substance abuse services from the DMH
clinic. With that in mind, the department successfully merged
its mental health and substance abuse clinics to streamline
all aspects of service provision (e.g., clients have a central
enrollment, clinical charts are no longer kept separately, etc.).
DCYF has continued to expand their Single Point of Entry (SPOE)
program targeting the birth-5 population to more efficiently link
families with needed services. Additionally, departments such
as Probation and DOH have increased prevention programs
within the community for individuals who may be at risk of
negative outcomes. In general, leaders indicated that being
“innovative,” “collaborative,” and “responsive” has helped them
develop programs that generally do more with decreasing or
stagnant budgets. This finding is consistent with the literature,
which identifies integration of service delivery and cross-agency
collaboration as best practices. Other identified successes in
Albany focused not necessarily on service delivery, but rather
on administrative changes that have taken place over the last
year. For example, DSS highlighted their focus on changes to the
personnel department in order to make systems for hiring more
efficient.

In terms of barriers, department leaders cited budget issues,

a lack of comprehensive data systems, unfunded and/or
increasing state mandates, and staff retention/turnover. Most
leaders identified that in an “ideal” world there would be more
funding available to pay employees competitive salaries (much
of the staff turnover, according to leaders, is due to a lack of
competitive pay) and increase or expand services. Department
leaders attempt to overcome budgetary issues by collaborating
with partners when possible (sharing resources), reducing costs
where possible, and applying for grant money when available.

DCYF has recognized the high employee turnover that has begun
to occur as vetted leaders retire and younger employees leave for
higher paying jobs elsewhere. To mediate the loss of institutional
knowledge due to retirements, and give younger employees

a clear path to promotional opportunities, the department has
developed and begun to implement a leadership/management
training program that helps fast track younger employees to take
on leadership roles. In general, each department recognizes and
attempts to strategize routinely on overcoming barriers in each of
their programs.

Staff Development and Satisfaction

Employee engagement and satisfaction has been studied by
many entities, including the Federal government through their
Office for Personnel Management (OPM) since 2004. OPM
defines employee engagement as “the employee’s sense of
purpose that is evident in their display of dedication, persistence,
and effort in their work or overall attachment to their organization
and its mission.”™

Employee engagement has been shown to be positively
correlated with the following:

e innovation,

e performance/productivity

e J|oyalty (less likely to leave organization)

e satisfaction

e team-orientation

e commitment to organization

e higher levels of personal well-being

e lower levels of absenteeism

e organization-level performance outcomes such as
productivity, financial performance, customer satisfaction,
and morale

Employee engagement is negatively associated with:

e Equal Employment Opportunity complaints
e safety incidents
e work-related injuries, and number of sick days

According to department leaders, data related to employee
satisfaction and engagement are not typically collected in any
department. Both DSS and DOH have previously attempted

to measure employee satisfaction but did not systematically

use their findings to make improvements or establish ongoing
vertical communication within the department. Other department
leaders are also interested in collecting employee feedback,

but cited a lack of time and resources to complete the activity.
Several departments, including DCYF and DOH, attempt to
recoghize employees who are going above and beyond, or have
implemented other strategies to increase employee satisfaction.
Barriers to increasing employee satisfaction that were cited
during the interviews included: lack of promotional opportunities,
pay rates lower than other agencies, high rates of employee
turnover, and the sometimes difficult nature of the work.

4 United States Office of Personnel Management (2015). The keys to unlocking engagement: An analysis of
the conditions that drive employee engagement. Washington,D.C.: Office of Personnel Management.
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Professional development and training are key factors associated
with job satisfaction. According to the feedback received, many
departments either directly provide, or allow their staff to attend,
numerous professional development opportunities throughout
the year. The types of professional development generally fell in

1 of 2 categories:

e mandated training (e.g., to receive or maintain licensure,
required departmental/state trainings, etc.)

e optional trainings to enhance professional experiences
and client interactions.

Most departments use either employee evaluations or
supervision to assess employee training needs. A barrier

to providing professional development cited by multiple
departmental leaders is a lack of resources and time for staff

to be absent from their job duties. Probation has attempted

to address this issue by providing more “in-house” training by
qualified staff and hiring an internal staff development officer.
This has helped keep the cost of professional development down,
while ensuring that all staff meet (and in many cases significantly
exceed) the minimum yearly training requirement set forth by the
state.

Staff that feels valued and competent is more likely to be retained
than those who feel marginalized or disconnected.® Universally,
department leaders reported they have a huge respect for

their staff and feel all employees generally perform at or above
expectations. Each leader mentioned they wished they could
offer their employees more in terms of pay and/or promotional
opportunities. However, as can be seen from the literature, pay
and promotional opportunities are not the only factors that
contribute to high employee satisfaction. Thaden et. al (2010)
notes that professional development and training opportunities
also contribute to employee engagement and satisfaction. Each
departmental leader interviewed was able to point to numerous
training opportunities offered to staff on a routine basis.

Service Provision: Collaboration

A review of the literature in the area of service collaboration
points to the many benefits to both providers and consumers of
integrating services and collaborating whenever possible. Many
families and individuals with complex and persistent needs

will come into contact with and need services from a variety of
providers and systems.® As a group, this high-need population
can often be difficult to engage in long-term relationships

with multiple systems. Creating more unified systems of

service delivery promotes program participation and utilization.
Unfortunately, service fragmentation is typically the norm
within government agencies and programs, with inter-agency
relationships proving challenging to forge.”

To overcome service fragmentation, the Human Services
departments within Albany County have created collaborations
both within and among departments. For example, DFA and DSS
collaborate on a number of projects specifically targeted toward
older individuals living within the county. These programs attempt
to streamline the provision of resources and connect people with
needed services in an efficient manner. Several departments
have either collaborated within their programs or with other
agencies to develop Single Point of Entry/Access programs
(SPOE/SPOA), which makes the intake process more efficient
for individuals and families. Generally speaking, all of the leaders
interviewed cited many current and potential collaborations from
work groups, advisory councils, and task forces. Clearly, the
County and its Human Services Departments place an emphasis
on establishing and promoting collaboration whenever possible.

Expanding collaboration is clearly a worthy goal, but also

not without challenges. Many of the barriers to collaboration
discussed during the interviews with department leaders

fell into the following categories: departmental territorialism,
misaligned or conflicting rules/regulations, confidentiality, lack
of data sharing capabilities, and a lack of resources. Pammer
(2000) cites many of these barriers as common at the county
level, due to frequently less centralized authority than city or
state governments. Budgetary and proprietary concerns can be
difficult to overcome, even if many of the other barriers can be
mediated. In general, however, Albany County Human Services
Departments have overcome many of their self-reported barriers
to develop consistent and effective collaborations that benefit the
residents of the community.

Service Provision: Equity

Unfortunately, a community’s lack of understanding regarding
the contributing factors to disadvantage, negative connotations
of social welfare, and the origins of poverty often influence

its predisposition to social equity.® It therefore becomes the

job of community agencies and stakeholders, with help from
government entities, to begin the dialogue regarding equity
issues—-issues related to equal access of all individuals within a
community to services and supports. Department leaders shared
their perceptions of access to services and targeting traditionally

5 Thaden, E., Jacobs-Priebe, L., & Evans, S. (2010). Understanding attrition and predicting employment durations of former staff in a public social service organization. Journal

of Social Work, 10(4), 407-435.

6 Agranoff, R. (1991). Human services integration: Past and present challenges in public administration. Public Administration Review, 533-542.
7 Pammer, W.J., Lightle, J.K., and Watson, D.M. (2000). Fostering cooperation in counties: Governing by cajole: Conversations with county managers. Public Administration

Quarterly, 24(3): 305-319.

8 Glaser, M. A., Bartley Hildreth, W., McGuire, B. J., & Bannon, C. (2011). Frederickson’s social equity agenda applied: Public support and willingness to pay. Public Integrity,

14(1), 19-37.
12
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underserved populations. A number of themes emerged:

e A need to better understand the equity agenda as it relates
to human service delivery

e a belief that services already target traditionally
underserved populations simply by definition (e.g., DMH
and DSS typically serve individuals and families who
cannot afford or do not have access to other levels of
service)

e the use of data-driven techniques to target underserved
populations in departments where outreach is routinely
occurring (e.g., DMH and DOH have performed zip code
studies to target outreach regarding certain prevention or
public health services).

The interviews also revealed two main perceived barriers to
reaching underserved populations:

e most voluntary services cannot be “forced” on individuals
if they do not want them, and

e departmental budgets do not typically allow for targeted
outreach to specific populations.

A theme that emerged from both the literature and interviews
was that access to services for rural county residents is an issue
all departments face. People living in rural areas are known to
have less access to health care and poorer health outcomes than
their urban peers.® Barriers to access for rural residents include
stigma associated with mental health service utilization; lack of
transportation; shortages of qualified professionals, facilities, and
primary care providers; and lack of adequate health insurance
coverage. These sentiments were echoed by Albany County
Human Services Department leaders who agreed that issues of
access to services for the Hilltowns and other rural areas of the
county were a concern. To mitigate this particular barrier, DCYF
has invested time and resources in providing services within

the communities that are traditionally difficult to reach with a
centralized department location. Specifically they have invested
in staff at an outlying school district in order to provide services
in a less stigmatizing, more accessible environment. Several
other departments echoed the desire to implement services
within rural communities (e.g., DFA reopened a senior center in
Berne), but several also reported that it is not economically viable
to offer a plethora of services or resources at locations outside of
their main building.

Albany County Human Services Departments, generally speaking,
are in the beginning stages of recognizing and embracing the
Equity Agenda. While some department leaders acknowledged
the importance of targeting services to traditionally underserved
populations, others maintained that the service delivery model

of being a “safety net” and “serving all who come in the door”
guaranteed that all underserved populations were already

being targeted. Literature suggests that government services
employees need to understand the underlying causes of short
and long-term dependence on their services before they will be
able to craft policies and protocols that begin to address these
issues.

EMPLOYEE SURVEY

Overview

In collaboration with the county Human Resources Department,
researchers developed a survey to obtain employees’
perspectives of various components of their working
environment. The survey was based on the Federal Employment
Viewpoint Survey (FEVS), which has been used since 2004 to
measure civil service employee satisfaction at the federal level
(see Figure 1). While interviews focused on the thoughts and
opinions of administrators in the Commissioner and Assistant
Commissioner positions, this survey afforded employees at all
levels an opportunity to provide feedback and recommendations.
The survey asked respondents to offer perspectives on their work
experience, work unit, supervisor, agency leadership, and overall
satisfaction (see Figure 2). Questions follow a 5-point Likert
scale format, with participants asked to respond to a series of
statements about their work with either “strongly agree”, “agree”,
“neither agree nor disagree”, “disagree”, or “strongly disagree”. All
statements are phrased such that “strongly agree” and “agree”
are considered favorable, or positive responses.

Figure 1 FEVS Sections

Federal Employee Viewpoint Survey

My Work
Experience

My Work My
Unit Supervisor

Leadership Satisfaction

Figure 2 FEVS Indices and Subscales

Federal Employee Viewpoint Survey

Engagement Global New Inclusion Quotient
Satisfaction
Leaders Lead Fair
Supervisors Open
Intrinsic Work Cooperative
Experience
Supportive
Empowering

9 Douthit, N., Kiv, S., Dwolatzky, R., & Biswas S. (2015). Exposing some important barriers to health care access in the rural USA. Public Health 129(6), 611-620.
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Description of Respondents

The Worker Survey was administered to 750 Albany County
Human Service employees. A total of 397 individuals completed
the survey, yielding a response rate of 52.9 percent. Respondents
were predominantly female (78%), and most identified ethnically
as White (87%). Nearly half of all survey participants reported
educational attainment of a BA degree (44%), and an additional
21 percent had received a Master’s degree. Only 6 percent of
respondents reported no postsecondary educational experience.
A total of 335 individuals surveyed indicated which department
they worked for (62 declined to do so). Employees of the
Department of Social Services account for the largest proportion
of respondents (38%), followed by the Department of Children,
Youth, and Families (20%), Department of Health (14%),
Department of Probation (14%), Department of Mental Health
(13%), and finally the Department of Aging (2%). Response rates
within each department were as follows:

Table 2 Worker Survey Response Rates by Department

Department Surveyed Responded Response Rate
Aging 9 7 78%
Children/Youth/Families 187 71 38%
Health 83 52 63%
Mental Health 89 46 52%
Probation 102 49 48%
Social Services 282 136 48%

Participants were asked to report both how long they had
worked for the County, and how long they had held their current
position. Responses suggest a wide range of experience, with
one-quarter of employees reporting 1-5 years with the county,
and one-quarter reporting more than 20 years of service. The
vast majority of respondents had worked for the County for at
least one year (94%). Generally, employees reported less time
working in their current position, with more than half in their first
5 years of service, and 13 percent in their first year. Only 14
percent had worked more than 15 years in their present job.
Finally, Albany County employees were asked to report their
supervisory status. Approximately two-thirds of respondents
were not supervisors (65%). Relatively few indicated that they
were Senior Leaders (2%) or Managers (5%). The remainder
worked as Supervisors (16%) or Team Leaders (12%).

Overall, survey respondents were representative of the full
population of Albany County Human Service Department
employees. Across departments, employees were 78 percent
female and 80 percent White. Survey respondents were
somewhat less likely to identify as African American compared
to the employee population, with 6 percent representation
among participants compared to 15 percent County-wide. Data
also suggest that length of employment with the County did
not significantly impact the likelihood of involvement with the
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survey. The distribution across levels of seniority was similar for
respondents compared to all County employees.

FEVS INDICES

Analyses and interpretation of data generated by administration
of the FEVS to federal employees has led to the identification
of three indices within the survey. Each index of the FEVS
represents a combination of items that “refer to different facets
of a broader area of consideration, providing a more consistent
and robust metric for measuring progress toward objectives”.
The three primary FEVS indices address the broader areas
of Engagement, Global Satisfaction, and the New Inclusion
Quotient, which identifies behaviors that promote an inclusive
work environment. Scores for each index represent the mean
“favorable response” percentage among the items included in the
index.

Engagement

The Engagement Index is comprised of three subscales: Leaders
Lead, Supervisors, and Intrinsic Work Experience. The Leaders
Lead subscale measures employees’ perception of leadership
integrity, and leadership skills such as communication and
workforce motivation. The Supervisors subscale reflects the
relationship between employee and supervisor, including

trust, respect, and support. Finally, Intrinsic Work Experience
measures the employees’ feelings of motivation and competency
relating to their role. The overall index is designed to measure
employees’ sense of purpose, as evidenced by dedication,
persistence and effort.

Across all Albany County departments, the average favorable
response rate on items included in the Engagement Index
was 64 percent. Considerable variability was evident among
departments (see Figure 3). Findings within the DFA should be
interpreted with caution, given the limited sample size (7).

The first subscale, Leaders Lead, scores ranged from 23 percent
positive (DFA) to 63 percent positive (DOH), with an inter-

departmental average of 51. Overall, the Leaders Lead subscale
was the least favorably rated of the three Engagement scales

Figure 3 Engagement Index

74%
DOH DMH DOP

Percent Positive
Responses

DFA

DCYF

DSS
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(see Figures 4-6). The cross-agency mean for the Supervisors
subscale was 72 percent positive, with the departments of DMH,
DOH, and DSS all scoring above 75 percent. Finally, the Intrinsic
Work Experience subscale scores followed a similar pattern, with
an overall mean of 69 percent positive.

Overall, Engagement scores in Albany County were consistent
with findings from the government-wide federal survey
administered to more than 400,000 employees in 2015.

Figure 4 Leaders Lead Subscale
Percent Positive
Responses

63%
47%
DFA DOH DMH

Figure 5 Supervisors Subscale
Responses
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Figure 6 Intrinsic Work Experience Subscale
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Global Satisfaction

The Global Satisfaction Index is comprised of items that measure
employee satisfaction related to four aspects of their work: the
job itself, their pay, their organization, and whether they view
their organization as a good place to work. The mean positive
response rate for Global Satisfaction was 53 percent. Reported
Global Satisfaction was somewhat lower among Albany County
employees compared to the federal survey respondents, among
whom 60 percent offered favorable opinions (see Figure 7).

The New Inclusion Quotient

The New IQ index is made up of 20 survey items that are
designed to quantify organizational “inclusive intelligence”. It
is divided into five subscales that reflect behaviors that help

Figure 7 Global Satisfaction Index
Percent Positive
Responses

62%
60% o
: 28% 55%

DFA DOH DMH DOP DSS
create an inclusive work environment: Fair, Open, Cooperative,
Supportive, and Empowering. Across all departments, slightly
more than half (52%) of respondents gave favorable responses
on the New IQ. Subscale scores varied considerably, with only
one-third (33%) of employees reporting a Fair work environment,
and three-fourths (75%) reporting a Supportive work environment.
The three remaining subscales—-Open, Cooperative, and

Empowering—each received approximately 50 percent favorable
responses.

DCYF

New IQ scores varied across departments, with the most
favorable scores achieved by the DOH (58%) and the DSS
(55%) (Figure 8). The New 1Q in Albany County lags behind
reported levels among federal employees. The two groups
indicated equal levels of Supportive environments, but 10
percent fewer County employees perceived a Fair work
environment, and 8 percent fewer described the work
environment as Open (Table 3).

Survey Sections

The Albany County Worker Survey was structured into five
distinct sections: My Work Experience, My Work Unit, My
Supervisor, Leadership, and Satisfaction. Scores are derived
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Figure 8 New Inclusion Quotient Index

Table 3 Favorable Response Rates on FEVS Indices

P » Index Aging DCYF DOH DMH DOP DSS All Depts
ercent Positive 58%
Responses Engagement Overall 35 57 74 66 63 67 64
50% 49% Leaders Lead 23 45 63 47 57 54 51
45% Supervisors 32 64 78 79 68 w72
(]
Intrinsic 49 62 81 73 65 70 69
Work
Experience
27% Global Satisfaction 46 41 60 58 62 55 53
New IQ Overall 27 45 58 50 49 55 52
Fair 16 29 41 30 31 38 33
Open 27 42 58 46 44 52 48
Cooperative 29 42 53 44 43 52 46
Supportive 38 70 75 78 78 79 75
DFA DCYF DOH DMH DOP DSS Empowering 25 40 64 50 49 55 51

by calculating a “favorable response rate” for each item within
a section, then averaging those percentages across all items.
Employee feedback differed by section, with predominantly
positive responses to My Work Experience and My Supervisor
items, but far less favorable responses in the My Work Unit and
Satisfaction sections. Only 46 percent of respondents offered
overall favorable ratings of their work unit or their general
satisfaction. In contrast, more than two-thirds of employees were
positive in describing their work experience or their supervisor.
Feedback regarding Leadership was mixed, with a 52 percent
favorable response rate.

The My Work Experience section contains 19 items and includes
general statements such as “| like the kind of work | do” and “my
workload is reasonable.” This was one of the more positively
rated sections, with five out of six departments scoring above
60 percent favorable. The exception was the Department for
Aging, where about half of responses were positive. Nearly all
employees across departments reported liking the work they
do, understanding expectations, and a willingness to put in
extra effort when needed. Workers were less enthusiastic about
resources available to them and physical working conditions,
both of which received about 40 percent positive ratings.

Table 4 Favorable Response Rates for Survey Sections by Department

Survey Section Aging DCYF DOH DMH Probation DSS All Depts
My Work Experience 49% 62% 77% 67% 65% 69% 68%
My Work Unit 41% 41% 58% 46% 44% 48% 46%
My Supervisor 33% 64% 74% 74% 68% 75% 70%
Leadership 27% 46% 61% 48% 53% 56% 52%
Satisfaction 33% 37% 51% 41% 50% 51% 46%
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Items in the My Work Unit section ask employees to reflect on
the quality and functioning of the team or larger agency in which
they work. ltems deal with issues such as recognition and reward,
as well as fairness and accountability. Albany County employees
generally did not rate their work units highly, with an average of
46 percent favorable responses. Ratings across departments
were fairly consistent, with the DOH emerging as a positive
outlier. Nearly 60 percent of respondents in the DOH offered
favorable ratings of items regarding their work unit.

The My Supervisor section contains 11 items to assess whether
employees perceive their immediate supervisor to be supportive,
fair, respectful, and communicative. This was the most highly
rated section of the survey across departments, with a 70
percent favorable response rate. The Department for Aging
scored poorly in this section, achieving less than half the county-
wide rate of positive feedback. However, across all respondents,
77 percent responded favorably to the item asking if their
supervisor overall “does a good job.”

Slightly more than half of respondents rated Leadership practice
favorably. Variation across departments was apparent, with the
Department of Health receiving the highest rating (61%). Once
again, the few respondents from the Department for Aging were
consistently critical of Leadership within their department. Across
all respondents, two Leadership items meeting with relatively
low levels of employee satisfaction were specific to honesty and
integrity of senior leaders and leaders’ ability to generate high
levels of motivation. Conversely, most employees reported that
leaders work well with staff from different backgrounds, and that
they communicate the goals of the organization.

Responses to items in the Satisfaction section suggest that
many County employees are not satisfied with certain aspects
of their work. Ratings of items within this section varied
considerably, suggesting that there may be specific issues
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negatively impacting employee satisfaction. The most highly
rated of the nine items in this section, with 70 percent positive
responses, was “Considering everything, how satisfied are you
with your job?” Employees were less enthusiastic about more
specific questions such as “How satisfied are you with your
pay?” (31 percent positive), and “How satisfied are you with
your opportunity to get a better job at your organization?” (32
percent positive). Response patterns suggest that much of the
frustration felt by employees may revolve around specific issues
such as compensation, advancement opportunities, and vertical
communication.

Demographic Differences in Scores

Responses were further analyzed to explore for differences in
employee perceptions by variables such as gender, ethnicity,
and years of service with the County. Male respondents more
frequently offered positive responses on every index and section.
The differences were consistent but not dramatic, ranging from

4 percent to 7 percent across survey sections. Comparisons
across ethnic groups were limited due to the small number of
non-white respondents in the sample. The only ethnic minority
group with a sample size of more than 10 was African-American,
which was selected by 19 participants.

Though a relatively small group (N=21), employees who had
worked less than one year for the County offered the most
positive responses on all three survey indices. By contrast,
employees with 11-15 years of service with the County shared
the least favorable opinions in all areas. Across indices and
survey sections, a pattern emerged such that new employee
ratings start out relatively high, gradually decline until the middle
seniority (11 to 15) years, and then improve for the longest
tenured employees.

Feedback from Open-Ended Questions

Survey participants were offered an opportunity to share
additional, at times more detailed information through a series of
four open-ended questions. The first of these asked employees
to reflect on how their organization could do a better job reaching
populations that need services but do not currently receive
them. By far the most common theme among responses was
that agencies could be more proactive and consistent with
community outreach and marketing. This theme was evident
across all departments. While most responses generally
encouraged strategic targeting of high-need populations to

raise awareness of available services, others offered specific
suggestions of how this could be done. Examples included

a mobile response van, public service announcements, and
increasing staff presence in rural areas. Other common response
themes included the need to increase resources, hire more

staff, and explore opportunities for expanded collaboration and
engagement both among County agencies and with community
partners. Several employees felt that such collaboration would
improve the flow of information and improve service efficiency.

A second open-ended question asked respondents to suggest
topics for professional development that they would like to

see their agency offer. Responses varied, and were generally
related to job demands specific to each department. Some
general themes included: computer skills training, management/
leadership training to promote advancement within agencies,
stress management, working with challenging populations,
client-centered approaches and interpersonal skills, as well as
cross-agency training so that employees can be more aware of
programs in other departments.

Respondents were also simply asked, “What would help you do
your job better?” Responses reflected many of the cross-agency
themes evident in both interview and quantitative survey data.
The most frequently mentioned topic was inadequate resources,
both material and human. Many staff mentioned unmanageable
caseloads, inadequate or outdated equipment, and inefficient
systems and processes. Also consistent with quantitative survey
data were the considerable number of employees who indicated
that they could do their job better with improved supervision and
leadership. In terms of work climate, several survey participants
pointed to a need for better communication and collaboration
among employees, as well as more respectful and responsible
work environments. Many also said that more or better training
would help them improve job performance.

Finally, County employees were asked to offer any additional
information that they would like to share outside of what was
covered in the survey. Predictably, responses to this question
covered a wide range of topics, but several workers referenced
dissatisfaction with the hiring and promotion procedures in their
department. Somewhat related, others perceived practices of
favoritism in the work place. The themes of poor communication
and overall leadership also recurred among responses to this
question. It should also be noted that many responses contained
some mention that employees enjoyed their job, saw tremendous
value in their work, and felt that most everybody in their
department worked extremely hard.

Summary of Employee Survey

The majority of County human service employees expressed
passion for their work, and pride in the obvious value their

efforts contribute to the quality of life in Albany. Some degree

of frustration with working conditions was frequently evident in
their survey responses, and these frustrations clustered around
some common themes. Though varied by department, a general
lack of confidence in leadership was apparent. More than half of
respondents did not perceive their work environment to be fair,
open, or cooperative—opinions that are likely related to insufficient
clarity from leaders regarding rules, policies, and expectations.
Predictably, within this climate worker satisfaction levels are
generally low. Inadequate pay and the absence of opportunities
for advancement were factors negatively impacting satisfaction.
These frustrations, however, are likely products of commitment to
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producing quality work and effectively serving County residents.
Employees offered a wide range of suggestions to improve
working conditions and service delivery. If increasing resources
is not realistic, many survey participants encouraged greater
collaboration and service integration among departments. Given
the common perception of untenable workloads and inadequate
funding, building collaborative systems for service integration
may be a means to improving both efficiency and quality.

INFORMATION TECHNOLOGY
STAFF INTERVIEWS

Overview

Numerous individual data systems are used throughout the
Albany County Departments participating in this study to collect
data on client characteristics and program activities. Staff who
were interviewed indicated there is at least one system in use
per program, and consistently stated that the vast quantity

of systems used is a significant source of frustration and
dissatisfaction.

The types of systems in use as well as data collected within
them are highly variable across programs. In many cases, formal
web-based/electronic systems are provided by state/federal
sources or purchased from commercial software vendors, while
other programs may be relying on paper-based systems or
Excel spreadsheets/Access databases developed in-house.
Department leaders and IT staff indicated that the efficiency and
utility of such systems varied widely depending on the specific
system used in relation to the program’s specific needs. For
example, department leaders stated that they often needed to
run reports from various databases to write reports for state
level agencies and other funders. The ability to get the needed
information could be simple if the database was already set up
to run the report, or if the employee knew how to write or access
a query. However, many leaders stated that they often need

to access multiple databases and that reports/queries are not
already built in to the system, which complicates and delays the
acquisition of needed information. Several of the department
leaders stated improvements could be made to provide more
efficient and useful reports.

In general, administrators reported higher levels of satisfaction
with the systems’ abilities to generate reports required by
funders/regulators. However, program managers reported an
inability to access and/or analyze data required for making
decisions, as well as inefficiencies around data entry and
extraction, which they feel limits the systems’ utility for managing
daily operations. This disconnect between high- and low-level
staff perspectives will be discussed further below.
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Data Sharing

As a result of the disjointed nature of the individual systems, little
to no integration exists that would allow for data to be shared
seamlessly between them. Additionally, consolidation of existing
systems is viewed as cost-prohibitive by IT leadership and
unlikely due to the fact that use of many of the separate systems
are mandated by external regulatory sources.

Instead, a more realistic approach would involve efforts

to manually share data between departments. Indeed,
programmatic staff interviewed reported they routinely encounter
situations where having access to data regarding other services
their clients receive within the County would significantly increase
their ability to improve their own service provision.

However, multiple barriers appear to exist that limit and/or
discourage sharing client data, including:

e arequirement that signed copies of client Release of
Information (ROIs) exist on file, which are reportedly
difficult to obtain once client intake has been completed;

e arequirement that Memorandum of Understanding
(MQOUs) are established between agencies sharing data;

e alack of understanding on the part of staff requesting
information, as to what data exists and from where it can
be found;

e an expressed belief that sharing data is prohibited by
State regulations.

Data Analysis

While most existing systems provide standardized reports to
end-users, many staff interviewed reported a need to frequently
analyze data on an ad-hoc basis, in order to produce custom
reports that their systems do not include “out of the box.”
Achieving this goal requires that 1) the systems used provide
access to raw data, which can be further manipulated by an end-
user; and 2) the end-user possesses the appropriate skillset to
manipulate and meaningfully analyze the data.

Staff cited a lack of one or both of these requirements as the
primary barrier to effectively manipulating and analyzing data
outside of their respective data systems. For this reason, staff
not only expressed frustrations with the openness of data
systems they use, but also expressed an interest in professional
development opportunities related to learning data analysis skills,
as well as technology skills in general, that would allow them to
better utilize the technical resources at their disposal.

Data Quality Management

A consistent issue raised by staff pertained to the quality of
data within the systems used. Staff reported inconsistent or
incomplete data, as well as data that was outdated or based on
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the subjectivity of a particular staff member. A significant problem
appeared to be the duplication of client records within and
across systems, which is likely both a function of the fact that
there are many individual systems that cannot share data with
one another, as well as the inadequacy of current procedures for

a bi-yearly basis. Program staff report that their own manual
efforts to review data for errors are a more effective, but time-
consuming, alternative. At this time, there are no “data stewards”
designated at the programmatic level.

identifying duplicate clients within them.

Efforts to audit data and rectify inconsistencies do occur at
regular intervals. However, staff indicated that internal QA audits
are less effective than official State audits, which only occur on

Several themes emerged from the above findings that shed light on both the strengths and
weaknesses of Albany County’s use of data systems, which are discussed in detail below:

Overwhelming Number of Non-
Integrated Systems

The most salient issue exposed was

the vast number of systems in use
throughout the involved departments
which are overwhelming to manage, and
an impediment for staff to execute their
primary service-oriented responsibilities.
This issue appears to be exacerbated by
the fact that the systems are incapable
of sharing data in an integrated manner,
and that manual efforts to share data are
discouraged by cumbersome or the lack
of policies and procedures.

As mentioned above, efforts to consolidate
systems are viewed by IT leadership

as cost-prohibitive and/or infeasible

due to many of the systems used

being mandated by external regulatory
sources. As such, we do not recommend
a comprehensive consolidation of
existing data systems. However, efforts
to streamline data systems with similar
functionality should be explored where
appropriate.

Programmatic Ownership of Data
Management Tasks

The Division of Information Services
staff reported that their roles consist
primarily of managing user accounts,
implementation, and vendor contracts
of the data systems used by the various
agencies and programs, but not daily
management of the data systems
themselves. As such, the programs are
viewed as “self-sufficient” in this regard.
However, programmatic staff interviewed
expressed concern over a lack of internal
IT support to assist with daily data
management tasks, which is reflected in
their annual budget requests.

In general, programmatic staff expressed
a willingness to take ownership of daily
data management tasks, but report that
a lack of access to required data, the
necessary skills, and/or time prevents
them from effectively doing so.

Conflicting Reports of Satisfaction with
Specific Data Systems Used

Programmatic staff typically reported
lower levels of satisfaction with data
systems based on ease-of-use and ability
to utilize system data for informing daily
decision-making; whereas administrators
reported higher levels of satisfaction,
based on the ability of the systems to
generate reports that satisfy regulatory
requirements.

This disconnect appears symptomatic of
a larger issue, in which programmatic staff
expressed the feeling that their concerns
are not considered in administrative
decisions, including the choice of data
systems used, as well as how such
systems are used. On the other hand,
several administrators interviewed
expressed a belief that programmatic staff
were “resistant to technology,” as a result
of their voicing these concerns.
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RECOMMENDATIONS

Synthesis of the data gathered on Albany County Human Service
Department structures and processes yields the following series of
recommendations. The section is structured by topic area.
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ORGANIZATIONAL CLIMATE

Employee Satisfaction

1 Implement a standardized cross-departmental procedure to
solicit ongoing feedback from employees and set up systems
to be transparently responsive to that feedback.

2 Create clearly defined pathways for advancement within
departments that are based on transparent supervisor review
and reward exemplary performance.

3 Establish regulations around staff meetings in terms of both
frequency and content so that communication across levels of
management is clear, and organizational priorities are shared.

4 Select one or two key drivers of employee engagement and
implement strategies to demonstrably improve performance in
those areas.

The FEVS identifies key drivers and provides actionable
strategies to address them at the following site: https://www.
fedview.opm.gov/2016FILES/Keys_Unlocking_Engagement.pdf.

Professional Development

1 Develop a cross-agency, employee-driven process to design
professional development programs that address both quality
of work and quality of life concerns.

2 Results from the employee survey suggested a desire for more pro-
fessional development opportunities regarding the following topics:

a. computer skills training

b. management/leadership training to promote advancement
within agencies

c. stress management

d.working with challenging populations

e. client-centered approaches and interpersonal skills

f. cross-agency training so that employees can learn
services other departments provide

SERVICE DELIVERY

Collaboration and Integration of Services

1 Previous research studies conducted by CHSR of New York
State counties have suggested a number of recommendations
to streamline service delivery including developing a resource
inventory to catalogue programs, contracted service providers,
and funding allocations across departments. This resource guide
would allow County leadership to view “at a glance” a summary
of all contracted providers, services, and expenditures.

2 Blend funds across departments to foster innovative practices
such as supporting cross-agency staffing (e.g. co-locating
mental health workers at the county probation department),
providing transportation services in rural areas, and providing
outreach services to underserved populations.

a. A specific recommendation offered by county employees
through the online survey was to increase outreach and
marketing services to increase awareness of services
available within the county. Blending resources to provide
pamphlets, in-person outreach, and other potentially cost-
prohibitive marketing methods could increase awareness
of all human services departments to a wider audience.

3) Additional collaborative activities at the administrative level include:

a. Developing a single Request for Proposal (RFPs) application
across departments and one basic county contract so that
RFP and contract reviews are more efficient.

b. Preparing collaborative grant proposals to foster more
integrated services and share resources in proposal writing
(a practice that is often encouraged in grant applications).

Equity Agenda

1 Staff, especially departmental leaders, should become familiar
with the themes, goals, and strategies the equity agenda
promotes.

a. Develop knowledge around the vision of an Equity and
Social Justice Agenda (e.g., http://www.kingcounty.gov/
elected/executive/equity-social-justice/vision.aspx)

b. Consider utilizing tools such as the Implicit Bias Toolkit to
begin a discussion on preconceived biases and how they
affect service delivery systems (http://www.kingcounty.
gov/elected/executive/equity-social-justice/tools-
resources.aspx)

2 Pool department resources to access available professional
development opportunities in order to provide training and
resources around the equity agenda either through a continued
partnership with SUNY Albany or through an outside entity
(e.g., www.edchang.org).

INFORMATION TECHNOLOGY

Integrating Systems

1 Pre-emptively establish MOUs between agencies to facilitate
the data sharing process

2 Develop a central Release of Information (ROI) form to be signed
at client intake. Clients could be presented with a checklist of
all departments they would like to share their information with,
with the incentive of making it easier to coordinate their existing
services, or receive other services they may be qualified for.

3 Establish clear data sharing policies and procedures and
disseminate to staff

Programmatic Ownership of Data Management Tasks

1 Provide training/professional development opportunities
focused on data management/analysis, as well as use of data
systems in general

2 Designate an official staff member with specific responsibility of
managing/analyzing data within each department (e.g., utilizing
the DMH model which has an Associate Director of Informatics
and Systems Development who acts as a “go-to” staff person
for all data management-related tasks.

Conflicting Reports of Satisfaction with Specific Data
Systems Used

1 Consider efforts to include programmatic staff in the process
of implementing new systems or improvements to existing
systems, in order to generate staff buy-in, as well as better
incorporate and satisfy end-user concern.
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Albany County Department 2 3
of Aging
Albany County Department of 2 4 2 7
Children Youth and Families -
Albany County Department 2 8 3 2
of Health -
Albany County Mental 3 3
Health Department
Albany County Department 3 4 3 5
of Probation o
Albany County Department 3 6 - 4 2
of Social Services



Appendix A

LOGIC MODELS

ALBANY COUNTY
DEPARTMENT
OF AGING

ACTIVITIES SHORT TERM
OUTCOMES
The Department for Aging ¢ Increase knowledge of
provides: seniors, caregivers, and
o Nutrition/Health/Wellness regarding Aging programs and
education assistance available to them

via information/referral and

« In-Home Support (Expanded In outreach

Home Support Services, Home

Delivered Meals) ¢ Increase seniors competence

regarding healthy choices in

« Transportation services terms of nutrition and wellness

e Supportive Services
o Caregiver Services
e Specialized Services

o |egal counseling and
assistance

o Employment programs

o Community Participation and
Outreach

Program Goal: Provide the highest quality
supportive services to seniors and their
families to enable them to maintain an
independent and self-directed lifestyle.

INTERMEDIATE
OUTCOMES

Seniors access nutrition/health/
wellness programs that are of
interest/needed

Seniors access in-home support
services if needed

Transportation services are
provided and utilized

Seniors access legal and
employment programs

Senior's homes are rehabilitated
and improved for senior living
needs

Aging staff participate in a
number of community and
outreach activities to provided
information on available
resources

LONG TERM
OUTCOMES

Seniors stay in their homes as
long as they desire

Seniors thrive in the community

Seniors live with independence
and dignity

Higher cost levels of care are
delayed or avoided

Seniors do not feel isolated
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ACTIVITIES

The Administrative Services
Division provides:

Oversight of revenue
o Systems support

Budgetary monitoring
o MUNIS system administration

Contract Management
o Payroll services

Collective Bargaining

24

ALBANY COUNTY
DEPARTMENT OF CHILDREN
YOUTH AND FAMILIES

SHORT TERM
OUTCOMES

Understand the importance of
revenue generation to the fiscal
health of the department

Understand the complicated
payment and reimbursement
structure of managed care

Understand all data management
and computer systems that
maintain budget information for
the department

Understand and interpret all
changes to the union contract as
they are passed

Understand the payroll process
and any changes that may
result from new policies and/or
procedures

Understand all the upgrades to the
EHR system

INTERMEDIATE
OUTCOMES

Ensure that the Children’s Mental
Health Clinic is fiscally viable and
receiving payment for all services
rendered

Designate VAP grant funding to the
following areas:

Upgrade and enhance the current
EHR system

Training and consultation of all
staff to utilize the new updates to
the EHR system

Add a fiscal staff member
(children’s billing liaison)

Plan for changes as managed care
comes into effect for all Medicaid
recipients

Program Goal: To oversee all fiscal
operations of the Department and ensure
that it maintains steady revenue and
programs continue to be fiscally viable.

LONG TERM
OUTCOMES

e Maintain the fiscal health of the
program

o Develop systems to efficiently
and successfully track all billing
components of the program

o Monitor systems for QA and make
adjustments as necessary to
increase efficiency

o Maintain an adequate number
and training level of staff to
meet program outcomes and
deliverables
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ACTIVITIES

Community Programs and Staff
Development Division provides:

o Staff development training
o Special projects

e Community liaison

¢ Planning

¢ Information and Referral

o Program Development

o Health and Safety

ALBANY COUNTY
DEPARTMENT OF CHILDREN
YOUTH AND FAMILIES

Program Goal: Coordinate, deliver, and manage the
Department’s staff training and educational programs
and collaborates with a variety of community programs in
order to engage the broader community in promoting the

safety and well-being of children and their families.

SHORT TERM
OUTCOMES

Understand the training needs of
staff within the program

Understand new and emerging
programs within the program

in order to provide effective
professional development for staff

Understand the community needs
in order to provide effective
educational programs to a variety
of community members

Understand community needs
in order to provide effective
resources/pamphlets/brochures
and other relevant

INTERMEDIATE
OUTCOMES

Add additional staffing to afford
staff more individualized and
intensive supervision

Develop and deliver training for
new staff in order to effectively
orient them to the program in
which they will be working

Provide staff ongoing access
to high quality professional
development opportunities

Develop and deliver effective
educational programs to the
community

Develop and distribute engaging
educational materials to the
community

LONG TERM
OUTCOMES

o Develop and sustain an effective
professional development program
which will be measured by:

o Level 1 of the Kirkpatrick
Model of Training Evaluation

o Level 2 of the Kirkpatrick
Model of Training Evaluation

o Expand training and professional
development initiatives to include
new and expanded programs

o Continue to evaluate training
needs of program in order to meet
the ongoing and expanded needs
of new and existing employees

o Educate the community regarding
the safety and well-being of
children and their families
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ALBANY COUNTY
DEPARTMENT OF CHILDREN
YOUTH AND FAMILIES

ACTIVITIES

The Children’s Mental Health
Division provides:

Children’s OMH clinic

Case Management Services

Single Point of Access

Child Forensic Psychology services
Parent Partners

26

SHORT TERM
OUTCOMES

¢ Understand the basic needs
of children and their families
regarding mental health

o Understand best practices in
providing mental health care to
children

o Understand best practices in
providing care coordination and
case management to families to
have a child with mental health
needs

¢ Understand the implications of
mental health and involvement
with the criminal justice system

Program Goal: To provide

comprehensive mental health
services to eligible children in

Albany County.

INTERMEDIATE
OUTCOMES

Provide single point of access to
families to make their experience
with multiple systems as efficient
as possible

Provide mental health counseling
services to eligible children

Provide case management,
support, and other services to
families who have a child with
mental health needs

Provide targeted services in
locations that are accessible to the
population who utilize them

Provide parent-to-parent support
to families whose children are
involved with the mental health
system

Provide outreach and education to
increase awareness of availability
of services and other issues

related to children’s mental health

LONG TERM
OUTCOMES

Provide appropriate and effective
treatment to children who are
experiencing mental health
problems

Increase the capacity of families
to support their child/children who
are experiencing mental health
problems

Increase the ability of children
who are experiencing mental
health problems to successfully
participate in school and within
other areas of the community

Reduce the number of youth with
mental health problems who are
involved with the juvenile justice
system
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ALBANY COUNTY
DEPARTMENT OF CHILDREN
YOUTH AND FAMILIES

ACTIVITIES

The Children with Special Needs
Division provides:

Early Intervention Services
Preschool Education (3-5 Program)

Physically Handicapped Children’s
Program

Comprehensive Evaluation
Services

Special Education Itinerant Teacher
Single Point of Entry (SPOE)

Program Goal: To provide comprehensive evaluation services and
administer the mandated Early Intervention and Preschool Special
Education Programs. To also provide the Physically Handicapped
Children’s Program to evaluate and serve children who have

chronic illnesses, developmental delays, and/or disabilities.

SHORT TERM
OUTCOMES

¢ Understand state and federal

guidelines and provisions for Early
Intervention Service delivery

Understand state and federal
guidelines and provisions for
providing preschool services

Understand state and federal
guidelines and provisions for
providing services to physically
handicapped and chronically ill
children

Understand state and federal
guidelines and provisions for
providing SEIT services

Understand emerging, promising,
and best practices in all service
delivery types

INTERMEDIATE
OUTCOMES

Provide evaluation services to
eligible children throughout Albany
County

Provide intervention services to
eligible children throughout Albany
County

Provide transition services to
eligible children from Early
Intervention to the child’s school
district by the age of 3

LONG TERM
OUTCOMES

o Meet state and federal guidelines

and provisions for providing
services to eligible children

Where possible, incorporate
promising and best practices into
service delivery and evaluation
to promote positive outcomes for
young children

Provide all eligible young children
with high quality early help so
that they are best prepared to
meet their educational goals in
Kindergarten
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ALBANY COUNTY

DEPARTMENT
OF HEALTH

ACTIVITIES

The Environmental Health
Services Division provides:

Sanitary inspections
Sampling and evaluation
Investigation/research

Enforcement and monitoring of
compliance to health and safety
standards

Oversee engineering plans
Education
Safety assessments

Assistance in relocation and
housing rehabilitation
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Program Goal: To protect Albany County

residents and visitors from potential
hazards in the water supply; the air; and
in locations across the county.

SHORT TERM
OUTCOMES

Improved awareness of
environmental hazards and their
impact on community members’
health and safety

Improved compliance to
established standards and
regulations of private and public
facilities

Better monitoring of maintenance
of public facilities

INTERMEDIATE
OUTCOMES

¢ Improved identification of sub-
standard facility conditions

o Enhanced guidance on adequate
facility maintenance

o Improved conditions in high-risk
communities

LONG TERM
OUTCOMES

o Increase in health and safety
compliance rates

o |mproved functioning of public
facilities

e Reduction in sub-standard or
inhabitable housing units
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ALBANY COUNTY

DEPARTMENT
OF HEALTH

Program Goal: To provide a wide

array of clinical and home visiting
services that support the mission

of the Department.

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES
The Nursing Division provides: o Provided multidisciplinary o |Improved medical follow up, health e Prevention of the spread of

Pediatric Dental Program

Maternal Child Health Home
Visiting

Maternal and Infant Community
Health Collaborative

Immunization Program

Nursing Wellness/Health Education

Homecare and Long Term Care
Programs

HIV Surveillance

Expanded Partner Services
Program

Epidemiology Program/
Communicable Disease

Sexually Transmitted Disease
screenings

TB Program

education tailored to residents of
Albany County

Improved awareness among
children and adults of various
health issues

Improved skill levels of public
health professionals

Determination of the incidence and
prevalence of diseases in Albany
County

Improved support for patients and
their partners/families

education, and patient counseling

Increased engagement in health
care and other support services for
high-need patients

More timely and coordinated
access to services

Increased vaccination rates

vaccine-preventable diseases

o Increase in public engagement in

disease risk-reduction practices

e Increase in continuous

engagement for disease treatment

o Improvement in birth outcomes
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Program Goal: Advance local public
health preparedness and response plans
and improve the County’s capacity for
responding to public health emergencies.

ALBANY COUNTY
DEPARTMENT
OF HEALTH

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES
The Public Health Emergency ¢ Improved awareness and ¢ Enhanced communication, ¢ Increase in continued readiness

Preparedness Division provides:

o Cities Readiness Initiative:
conducts annual Operational
Readiness Overview

o Public Health Emergency
Preparedness: guides response to
public health hazards

o Albany County Medical Reserve
Corps: trains professionals and
volunteers on emergency response

o Albany County Citizen Corps
Council: Engages stakeholders
and citizens in emergency
preparedness, response, and
recovery

o State Homeland Security:
conducts outreach and trainings;
Disseminates educational
resources
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understanding of emergency
public health issues

Enhanced connections with
community partners serving
vulnerable populations

Improved protocols and trainings
for responding to public health
issues for professionals,
volunteers, and community
members

service accessibility, and clinical
operations of public health
providers/emergency responders

Improved collaboration between
public health organizations and
community members

Enhanced homeland security at
the local level

for response to catastrophic public
health emergencies

Increase in trainings attended by
public health professionals and
volunteers

Increase community and individual
involvement in emergency
preparedness, response, and
recovery
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ALBANY COU NTY Program Goal: To prevent chronic diseases, injuries,
and disabilities by coordinating health education
DEPARTMENT services and promoting risk reduction activities, with

OF HEALTH special attention to underserved populations.
ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES
The Public Health Planning and ¢ Improved awareness and  Identified barriers and necessary o Increase in availability and visibility
Education Division provides: understanding of public health steps to support patient health of affordable nutrition options and
o Review of community health data issues among community goals physical activity opportunities
« Identification of community health members e Enhanced support and o Increase in effectiveness of
priorities ¢ Enhanced community engagement reinforcement of healthful disease management and injury
and support behaviors prevention
o Development of companion ) ) .
community health implementation o Increased collaboration between o Increased encouragement of o Increase in access to community
ACDOH, service providers, and positive lifestyle changes programs/clinical services

plans

community members o Improved service coordination

e Maintenance of ACDOH Community among service providers
Vi Vi

Garden

o Albany County Strategic Alliance
for Health

o Tick-borne disease education
 Injury prevention
o General health education

o TB Program
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ALBANY COUNTY
DEPARTMENT OF
MENTAL HEALTH

ACTIVITIES

Clinical Services provide:

Outpatient mental health and
substance abuse counseling

Jail mental health treatment and
forensic services

Jail diversion services
Community forensic services
Health Home care management

Assertive Community Treatment
(ACT)

Peer Advocacy

Single Point of Access for
individuals to find treatment,
care management, and housing
services

Central Management Unit where
individuals are linked with
Substance Use Treatment

Oversee the Assisted Outpatient
Treatment (AOT) for court-ordered
services
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Program Goal: To ensure that adult residents of Albany County living with
mental illness or emotional disturbance, addiction-related problems, or
intellectual and/or developmental disability (as well as their families) attain

meaningful improvement in the quality of their lives, renewed connection to their
communities, and lasting recovery so that their personal goals can be achieved.

SHORT TERM
OUTCOMES

Increase knowledge regarding
Mental Health Court

Improve understanding of
emerging mental health and
substance abuse trends (e.g.,
opiate epidemic, smoking
cessation, etc.)

Increase knowledge regarding best
practices in treating mental health
and substance abuse disorders
(e.g., medication assisted
interventions)

Increase skills of staff to better
serve individuals who have
historically been unsuccessful with
traditional models of treatment

Increase knowledge and skills in
the placement of highest need and
highest risk

INTERMEDIATE
OUTCOMES

o Prepare for Mental Health Court in

Albany County

Strategic collaboration with DOH to
address emerging mental health/
public health community needs

Collaborate with multiple
community stake holders to
reduce tobacco use among
mentally ill

Collaborate with multiple
community stake holders to
reduce illicit use of prescription
and/or opiate medications among
mentally ill

Enhance jail mental health
services through implementation
of evidence-based practices

Establish additional housing
resources for persons with
multiple needs

Collaborate with DCYF to provide
mental health services for eligible
children

LONG TERM
OUTCOMES

o Reduce unnecessary incarceration

of individuals who have a serious
mental iliness

Increase successful integration
of individuals with serious mental
iliness into the community

Increase amount of time
historically disengaged individuals
spend successfully in the
community (e.g., not hospitalized;
not incarcerated)

Reduce the number of individuals
addicted to heroin/opioids through
best practices in education,
prevention, and treatment

Increase cross-agency
communication and collaboration
to better address the needs of
individuals involved in multiple
systems
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Program Goal: To ensure the continued operation
and efficiency of the program through administrative
oversight, fiscal integrity, and continued improvement
of the Department’s information technology systems.

ALBANY COUNTY
MENTAL HEALTH
DEPARTMENT

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM

Administrative Services provide:

o Intergovernmental and
interdepartmental liaison

o Personnel management
o Staff development and training

o Management of support staff
resources

Fiscal Management services

provide:

o Fiscal and budget management

o Contract monitoring and agency
audits

o Billing claims and reimbursement
management

Informatics and Systems

Management provide:

e Electronic medical records

Electronic billing

o Data management
o Research

o Analytics

OUTCOMES

Increase knowledge regarding
required staff training

Maintain and/or increase
knowledge regarding personnel
and interdepartmental issues

Increase knowledge regarding best
practices in submitting claims and
maintaining records in a dual-
licensed clinic

Increase knowledge regarding
changes to medical insurance
billing procedures

Increase knowledge regarding
Electronic Health Record data
management procedures

Increase knowledge of high-risk/
high-needs populations through
zip code and other demographic
analysis

OUTCOMES

Provide necessary/mandated
training to staff or arrange for staff
to travel off-site for professional
development

Provide support to employees
regarding personnel issues and
management

Develop new and/or update
current claims and billing
processes

Develop new and/or update
current EHR management systems
to comply with mandates/laws

Develop new and/or update
current research methodologies by
targeting and analyzing relevant
demographic data

OUTCOMES

o Support the needs of clinical staff
to provide needed mental health
and substance abuse services

o Maintain the fiscal integrity of
the department through accurate
billing and claims submission

o Assist in the development of
targeted services by utilizing
existing, and developing new
methods, to analyze trends
and demographics within the
community

o Develop best practice strategies
for maintaining and expanding
dual-licensed clinic
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PROBATION

ACTIVITIES

Adult Services Division provides:
o Pre-Trial services

o ROR-RUS Program

o Home visits

e Pre-Plea and Pre-Sentence
investigations

o Counseling/ assistance services
and referrals

o Workforce development

o Mental health case coordination
and support services

o Arrest and offender transportation
coordination
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ALBANY COUNTY Program Goal: To ensure the safety of Albany County
DEPARTMENT OF

residents by supervising all adult clients on probation
and helping them become responsible, productive,
and law-abiding members of the community.

SHORT TERM INTERMEDIATE LONG TERM

OUTCOMES OUTCOMES OUTCOMES

¢ Improved background information o More comprehensive case o Reduction in pre-disposition
gathering and analysis conceptualizations to inform incarceration or subjection to

« Increased support for offenders decision making unaffordable bail
to function appropriately in their o Provide opportunities for o Increase in collaboration among
communities defendants to remain in law enforcement officials and

« Improved skill set for offenders to community pending case other service providers

disposition

enter workforce o Reduction in recidivism
o |mproved collaboration with other
in-state and out-of-state law

enforcement officials
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ALBANY COUNTY Program Goal: To ensure the safety of Albany County
residents by supervising all juvenile clients on probation
DEPARTMENT OF Y SHpErvIsng &t °

and helping them become responsible, productive, and
PROBATION law-abiding members of the community.

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES
Juvenile Services Division provides: ® Reinforced behavioral o |mproved supervision of assigned o Prevention of patterns of
. ) accountability cases dysfunctional and delinquent
o Interviews and risk assessments to behavior
inform case planning ¢ Improved youth understanding of ¢ |dentified and provided early
) R how behavior affects others intervention for at-risk youth o Elimination of costly out-of-home
o Routine multidisciplinary team lacement
meetings o Developed skills and insights for o Improved communication with P
e H isit parents to manage their children’s families, school officials, and o Increased restitution paid to crime
ome vistts behaviors service providers victims
* Juvenile and family support/skill o Added structure and responsibility e Enhanced family support and o Prevention of recidivism

building services for youth engagement

o Community service/restitution

programs o Empowered youth to enter

workforce
o Alternative placement programs
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ACTIVITIES

The Accounting Division provides:

o Third-party revenue
o Budgeting
o (laiming

Payroll/Kronos
o \endor Payments

Contract Management

The Fraud Division provides:

o |nvestigative work
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ALBANY COUNTY
DEPARTMENT OF
SOCIAL SERVICES

SHORT TERM
OUTCOMES

Accounting Division

¢ Understand the importance of
revenue generation to the fiscal
health of the department

¢ Understand all data management
and computer systems that
maintain budget information for
the department

Fraud Division

¢ Understand how to recognize
fraudulent applications

o Understand eligibility criteria for
benefits

o Understand how to close or
rebudget open cases

¢ Understand how to collect debts
from individuals who have commit
fraud

o Learn how to develop a process
for uncooperative individuals who
have committed fraud

Program Goal: To maintain a balanced
budget and investigate claims of fraud to
minimize the amount of money lost to fraud.

INTERMEDIATE
OUTCOMES

Accounting Division

Ensure the department is fiscally
viable and receiving payment for
all services rendered

Fraud Division

Financial eligibility is more
accurately evaluated, possibly
through the use of Credit Reporting

Fraudulent applications are denied

Active cases found to be fraudulent
are closed or rebudgeted

Administrative Disqualification
Hearings in the Unit for
Intentional Program Violations are
implemented

The Division works with the County
Attorney’s Office to file Income
Executions on debtors

LONG TERM
OUTCOMES

Accounting Division

o The fiscal health of the program is
maintained

o Systems are developed and/
or maintained to efficiently and
successfully track all billing
components of the program

o Quality Assurance is performed
and adjustments are made as
necessary to increase efficiency

Fraud Division

o Costs are saved by preventing
fraud

o Debts are collected from
individuals who have committed
fraud
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ALBANY COUNTY
DEPARTMENT OF
SOCIAL SERVICES

Program Goal: To assist elderly and
disabled individuals by providing
centralized information, resource
provision, and direct services.

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES

The Adult Services Division o Staff and clients understand o Systems and resources are o Seniors live independent and

provides: eligibility criteria and application set up so that staff can serve healthy lives

Information, Assistance and
Options Counseling through NY
Connects

Intake and long-term Adult
Protective Services for potentially
abused and neglected adults,
including acting as Representative
Payee for those who have
challenges handling their money

Eligibility assessment and case
management for homecare and
food programs, including EISEP
and Home Delivered Meals

Long-Term Care Council facilitation

processes

Staff understand changes in State
and Federal policies, regulations,
and data systems

Improved understanding on how to
work with clients who have mental
health issues

¢ Improved understanding on how

to provide person-centered,
consumer-driven services and
referrals

the increasing numbers of
Representative Payee cases

o Home care assessments and
home and community services are
expanded to be more person-
centered and consumer-driven

o Seniors receive a thorough
assessment that more directly
supports their individual needs

e Clients receive person-centered
and consumer-driven services and
referrals to essential long-term
services and supports
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Program Goal: To provide services to
identify and locate financially responsible
non-custodial parents to establish and
enforce child support orders.

ALBANY COUNTY
DEPARTMENT OF
SOCIAL SERVICES

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES

The Child Support Division e Staff and clients understand « Increase monetary Collections « Clients receive the child support

provides: eligibility criteria and application that they need

o Increase number of Support Orders

Locates financially responsible
non-custodial parents

Enforces child support payments

Collects child and medical support
payments

Remits undistributed funds to
clients and respondents

Family Court
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processes

Staff understand changes in State
and Federal policies, regulations,
and data systems

Staff understand the various
processes for collecting support
such as Income Withholding,
Property Execution, etc.

o Increase number of Paternities
established

¢ Increase number of Medical
Support Orders

o Clients rely less on public
assistance
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ACTIVITIES

The Employment and Day Care
Division provides employment
services for TA, SN, and SNAP

clients. Services include:

o Job readiness training

o Job placements

o Assistance with child care costs
o Child Care Subsidy benefits

o Fair Hearings

ALBANY COUNTY
DEPARTMENT OF
SOCIAL SERVICES

SHORT TERM
OUTCOMES

Staff and clients understand
eligibility criteria and application
processes

Staff understand changes in State
and Federal policies, regulations,
and data systems

Administrators understand
and monitor changes in Child
Care Block Grant funding and
expenditure requirements

Staff understand the needs of
clients with limited education,
partial English proficiency,
inadequate work experience,

less than stable child care,
variable support systems, criminal
histories, etc.

Program Goal: To provide job readiness
training, job placements and assistance with
child care costs to help individuals prepare
for, secure and retain employment.

INTERMEDIATE
OUTCOMES

Albany County maintains eligibility
for receiving Child Care Block
Grant funds

The Division partners and
maintains relationships with
community agencies

Staff and community partners
provide employment services
appropriate to the unique needs of
their clients

LONG TERM
OUTCOMES

o Clients are prepared for, secure,
and retain employment
o Clients feel self-sufficient

o Clients experience excellent
customer service

o Clients experience fewer obstacles
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ALBANY COUNTY
DEPARTMENT OF

SOCIAL SERVICES
ACTIVITIES SHORT TERM
OUTCOMES
The Health Insurance Division o Staff and clients understand
provides: eligibility criteria and application

o Medicaid for low-income elderly processes

and disabled persons o Staff understand changes in State
and Federal policies, regulations,

e Spend-downs
and data systems

e Chronic care
o Staff are able to find out when the
State has taken over a Medicaid

case
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INTERMEDIATE
OUTCOMES

Staff are able to process
applications in a timely manner

Staff work with clients directly
through the process of applying for
disability reviews

Fewer Medicaid cases are
duplicated or lapsed at the State
and County level

Program Goal: To provide access to Medicaid, primarily for individuals
who are aged and/or disabled and meet income guidelines and for
those in receipt of Medicare and who are income eligible and would
otherwise be unable to afford health insurance.

LONG TERM
OUTCOMES

o Low-income elderly and individual
persons receive the health
insurance and healthcare that they
need

o Medicaid cases are not duplicated
between the county and state

o Medicaid recipients do not
experience lapses in coverage
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ALBANY COUNTY
DEPARTMENT OF
SOCIAL SERVICES

ACTIVITIES

The Temporary Assistance Division

provides:

Safety Net

Family Assistance (TANF)
Non-HEAP energy programs
Reception

Triage Team

Client Support Specialist

SHORT TERM
OUTCOMES

Staff and clients understand
eligibility criteria and application
processes

Staff understand changes in State
and Federal policies, regulations,
and data systems, particularly
HUD’s Homeless Management
Information System

Staff and contractors understand
contract-fulfillment requirements
and processes

DSS administrators understand
how to improve the flow and
customer experience in reception

Program Goal: To meet the essential
financial needs of eligible individuals
and families and foster their ability to
achieve economic self-sufficiency.

INTERMEDIATE
OUTCOMES

Clients access appropriate
assistance

Clients are diverted from
homelessness and/or obtain
permanent housing

Housing-related outcomes are
tracked using HUD’s HMIS

The regulatory requirements of
contracts are fulfilled

Staff receive support to do their
jobs

Improvements are made to the
reception area

LONG TERM
OUTCOMES

o Financial needs of eligible families
are met

o Individuals and families achieve
economic self-sufficiency (with or
without long-term assistance)

o Homelessness is prevented

o Families and individuals are
supported and protected

o Staff experience high levels of job
satisfaction; burnout is prevented

o Clients experience improved
flow and customer service in the
reception area and at DSS overall
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ALBANY COUNTY Program Goal: To assist low income individuals
DEPARTMENT OF and families with their nutritional needs. To offer

financial assistance to offset residential heating

SOCIAL SERVICES fuel and utility costs.

ACTIVITIES SHORT TERM INTERMEDIATE LONG TERM
OUTCOMES OUTCOMES OUTCOMES

The Nutrition and Energy Division o Staff and clients understand o Clients receive financial assistance e Low-income individuals and

provides: eligibility criteria and application to offset residential heating fuel families have their nutritional

processes and utility costs, including regular needs met
HEAP, emergency HEAP, and
furnace replacement or repairs

o Supplemental Nutrition Assistance
Program (SNAP) o Staff understand changes in State
and Federal policies, regulations,

e Low-income individuals and

o Home Energy Assistance Program families have adequate heat and

(HEAP) and data systems o Staff are able to process other utilities in their homes
o Energy-related ESNs and EAAS o Staff learn how to use the new applications _ J Acco_unt_abil_ity_ in data tracking and
. ] updated and expanded features of e Once staff are trained, the HEAP monitoring is improved
* Assistance to TA with EAFs the HEAP database system database system is expanded
o Staff understand new processes o Staff utilize the database for SNAP
for eligibility, monitoring, and benefits for Able Bodied Adults
tracking SNAP benefits for Able Without Dependents accountably,
Bodied Adults Without Dependents by monitoring and tracking
appropriately
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BENCHMARKS

DEPARTMENT FOR AGING BENCHMARKS
Goal/Measure 2016 Actual 2017 Target 2017 Actual

Increase access to information, assistance and referrals for Albany seniors, caregivers, and their families regarding their options.
Number of calls to the NY Connects No Wrong Door Program

Number of outreach events attended by department staff

Number of presentations made at community events by department staff

Number of brochures and handouts distributed throughout the community

Number of outreach attempts by department staff specifically targeting low income, rural, and/or
minority seniors

Help seniors maintain their health in the community, increase outreach and access to Aging’s Health and Nutrition programs and services.
Number of meals distributed to eligible seniors through HDM
Number of meals distributed to eligible seniors through congregate programs

Number of outreach events attended by department staff to educate seniors regarding making
healthy food choices

Number of presentations made at community events by department staff to educate seniors
regarding making healthy food choices

Number of brochures and handouts distributed throughout the community to educate seniors
regarding making healthy food choices

Help seniors maintain their independence in the community, increase information, outreach and access to Aging’s community support programs
and services.

Number of outreach events attended by department staff to educate seniors regarding access to
senior transportation

Number of presentations made at community events by department staff to educate seniors
regarding access to senior transportation

Number of brochures and handouts distributed throughout the community to educate seniors
regarding access to senior transportation

Number of outreach events attended by department staff to educate seniors regarding access to
senior legal services or other legal programs

Number of presentations made at community events by department staff to educate seniors
regarding access to senior legal services or other legal programs

Number of brochures and handouts distributed throughout the community to educate seniors
regarding access to senior legal services or other legal programs
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Goal/Measure 2016 Actual 2017 Target 2017 Actual

Number of outreach events attended by department staff to educate seniors regarding access to
community supports such as aide services, adult day programs, shopping assistance, friendly home
visitor and nutrition programs

Number of presentations made at community events by department staff to community supports
such as aide services, adult day programs, shopping assistance, friendly home visitor and nutrition
programs

Number of brochures and handouts distributed throughout the community to community supports
such as aide services, adult day programs, shopping assistance, friendly home visitor and nutrition
programs

Number of outreach events attended by department staff to educate seniors regarding access to
caregiver supportive services

Number of presentations made at community events by department staff to caregiver supportive
services

Number of brochures and handouts distributed throughout the community to caregiver supportive
services

Number of outreach events attended by department staff to educate seniors regarding access to
community supports such as aide services, adult day programs, shopping assistance, friendly home
visitor and nutrition programs

Number of presentations made at community events by department staff to community supports
such as aide services, adult day programs, shopping assistance, friendly home visitor and nutrition
programs

Number of brochures and handouts distributed throughout the community to community supports
such as aide services, adult day programs, shopping assistance, friendly home visitor and nutrition
programs

Number of outreach events attended by department staff to educate seniors regarding access to
caregiver supportive services

Number of presentations made at community events by department staff to caregiver supportive
services

Number of brochures and handouts distributed throughout the community to caregiver supportive
services

DEPARTMENT OF HEALTH BENCHMARKS

Goal/Measure 2016 Actual 2017 Target 2017 Actual

Expand outreach to pediatric providers to implement dental sealant applications in their offices
Number of outreach contacts completed to pediatric providers

Number of mailings sent to pediatric providers

Number of sealant applications applied

Work with unfluoridated municipalities to encourage fluoridation of community water

Number of unflouridated municipalities that begin to fluoridate water supply

Transition to more accurate TB screening test, the T-Spot test, which will improve the evaluation and treatment process for foreign born and other
at risk populations

Percent of T-Spot test given compared to all TB screening tests

Commence testing and enforcement of Local law 1 for 2015, the Toxic Toy Law
Number of toys tested

Number of citations given for toys that exceed limit
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DEPARTMENT OF CHILDREN, YOUTH, AND FAMILIES BENCHMARKS
Goal/Measure 2016 Actual 2017 Target 2017 Actual

Focus on family engagement through Family Team Meetings, Parent Partners, and familial natural supports in an effort to safely avoid out of home
placement for children and youth and to safely expedite permanency for children in foster care

Number of Family Team Meetings held

Continue to focus on juvenile justice reform through participation in the Juvenile Detention Alternatives initiative (JDAI), as well as the Capital
Region Youth Justice Team (CRYJT). In particular, the focus will be on safely reducing the detention admissions an out of home placements of
youth identified as a Person in Need of Supervision (PINS) or a Juvenile Delinquent (JD).

Number of detention admissions on out of home placements of youth identified as a Person in Need of

Supervision (PINS)
Number of detention admissions on out of home placements of youth identified as a Juvenile
Delinquent
DEPARTMENT OF SOCIAL SERVICES BENCHMARKS
Goal/Measure 2016 Actual 2017 Target 2017 Actual

Temporary Assistance

Homeless Diversion Team will implement an expanded version of the Homeless Management Information System (HMIS) in order to effectively
capture results for Diversion clients.

Rate of return of diverted households

Rate of return for households receiving eviction prevention services

Number of outcomes tracked for diverted households.

Adult Services

Expand home care assessment to include concept of Community First Choice Option
Number of assessments completed

Number of clients referred to home care services

Number of clients referred to a variety of long term services and supports to help maintain individual
in the community.

Number of individuals linked with services through NY Connects
Number of service plans developed
Number of referrals made to long-term services and supports

Child Support
Collections $29030,198 $29,400,000
Established Support Orders 1,200
Established Paternities 340 730
Medical Support Orders 250
Adult Services
DEPARTMENT OF PROBATION BENCHMARKS
Goal/Measure 2016 Actual 2017 Target 2017 Actual

Assist Probationers in leading a law abiding life

Number of Probationers attending Probationers Budget Classes
Amount of court ordered restitution paid

Amount of DWI fees paid
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Goal/Measure 2016 Actual 2017 Target 2017 Actual

Number of individuals attending 1 or more Thinking for a Change classes
Number of individuals utilizing dedicated employee services computer lab
Number of COMPAS risk tool assessments completed

Juvenile Services

Number of youth diverted from detention and placement

Number of YASI risk assessments completed

DEPARTMENT OF MENTAL HEALTH BENCHMARKS
Goal/Measure 2016 Actual 2017 Target 2017 Actual

Number of Crisis Intervention Team (CIT) trainings for law enforcement 2
Number of times evidence-based screening tool completed as part of client monitoring process

Number of instances Medication Assisted Treatment options were utilized as part of substance abuse
treatment program

Number of community presentations given regarding addiction, recovery, and the opiate/heroin

epidemic 5

Number of incarcerated individuals participating in mental health services

Percent of time individuals who have historically been unsuccessful in traditional models of treatment 90%
0

spend successfully in the community

Number of high risk individuals placed in Single Points of Access (SPOA) for clinical services, care
management, and for housing

Cost of inmate/patient psychiatric hospitalizations
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Appendix C

2016 ALBANY COUNTY EMPLOYEE SURVEY ITEMS (ail Departments)

ITEM

My Work Experience

| am given a real opportunity to improve my skills in my organization.

| have enough information to do my job well.

| feel encouraged to come up with new and better ways of doing things.
My work gives me a feeling of personal accomplishment.

| like the kind of work | do.

| know what is expected of me on the job.

When needed | am willing to put in the extra effort to get the job done.

| am constantly looking for ways to do my job better.

| have sufficient resources (for example, people, materials, budget) to get my job done.
My workload is reasonable.

My talents are used well in the workplace.

| know how my work relates to the agency’s goals and priorities.

The work | do is important.

Physical conditions (for example, noise level, temperature, lighting, cleanliness in the
workplaces) allow employees to perform their jobs well.

My performance appraisal is a fair reflection of my performance.

| am held accountable for achieving results.

| can disclose a suspected violation of any law, rule, or regulation without fear of reprisal.

My training needs are assessed.

In my most recent performance appraisal, | understood what | had to do to be rated at
different performance levels (for example, Fully Successful, Outstanding).

My Work Unit

The people | work with cooperate to get the job done.

My work unit is able to recruit people with the right skills.

In my work unit, steps are taken to deal with a poor performer who cannot or will not
improve.

In my work unit, differences in performance are recognized in a meaningful way.
Awards in my work unit depend on how well employees perform on their jobs.
Employees in my work unit share job knowledge with each other.

The skill level in my work unit has improved in the past year.

Overall, the quality of the work done by my work unit is high.

PERCENT POSITIVE
RESPONSES

61
72
48
74
86
85
97
85
43
55
54
85
93

39

66
7
53
49

60

66
35

27

31
17
79
50
75
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The workforce has the job-relevant knowledge and skills necessary to accomplish
organizational goals.

Employees have a feeling of personal empowerment with respect to work processes.
Employees are recognized for providing high quality products and services.
Creativity and innovation are rewarded.

Pay raises depend on how well employees perform their jobs.

Policies and programs promote diversity in the workplace (for example, recruiting
minorities and women, training in awareness of diversity issues, mentoring).

Employees are protected from health and safety hazards on the job.
My organization has prepared employees for potential security threats.

Arbitrary action, personal favoritism, and coercion for partisan political purposes are
not tolerated.

Prohibited Personnel Practices (for example, illegally discriminating for or against
any employee/applicant, obstructing a person’s right to compete for employment,
knowingly violating veteran’s preference requirements) are not tolerated.

My agency is successful at accomplishing its mission.

| recommend my organization as a good place to work.

| believe the results of this survey will be used to make my agency a better place to
work.

My Supervisor

My supervisor supports my need to balance work and other life issues.

My supervisor provides me with opportunities to demonstrate my leadership skills.
Discussions with my supervisor about my performance are worthwhile.

My supervisor is committed to a workforce representative of all segments of society.

My supervisor provides me with constructive suggestions to improve my job
performance.

Supervisors in my work unit support employee development.

My supervisor listens to what | have to say.

My supervisor treats me with respect.

In the last six months, my supervisor has talked with me about my performance.
| have trust and confidence in my supervisor.

Overall, my immediate supervisor does a good job.

Leadership

In my organization, senior leaders generate high levels of motivation and commitment
in the workforce.

My organization’s senior leaders maintain high standards of honesty and integrity.
Supervisors work well with employees of different backgrounds.
Managers communicate the goals and priorities of the organization.

Managers review and evaluate the organization’s progress towards meeting its goals
and objectives.

Managers promote communication among different work units (for example, about
projects, goals, needed resources).

Managers support collaboration across work units to accomplish work objectives.

48

60

30
28
21

48

54
63

25

64

73
56

42

81
62
66
59

68

64
78
83
65
70
7

34

45
65
62

55

44
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Overall the manager (the person above your direct supervisor) is doing a good job.
| have a high level of respect for my organization’s senior leaders.

Senior leaders demonstrate support for Work/Life programs.

Satisfaction
How satisfied are you with your involvement in decisions that affect your work?

How satisfied are you with the information you receive from management on what’s
going on in your organization?

How satisfied are you with the recognition you receive for doing a good job?

How satisfied are you with the policies and practices of your senior leaders?

How satisfied are you with your opportunity to get a better job at your organization?
How satisfied are you with the training you receive for your present job?
Considering everything, how satisfied are you with your job?

Considering everything, how satisfied are you with your pay?

Considering everything, how satisfied are you with your organization?

57
59
50

48

38

39
41
32
59
70
31
55
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About the Center for Human
Services Research

The Center for Human Services Research (CHSR) is

a research department within the School of Social
Welfare at the University at Albany. CHSR has over 20
years of experience conducting evaluation research,
designing information systems and informing program
and policy development for a broad range of agencies
serving vulnerable populations. Rigorous research and
evaluation methods, strong relationships with project
partners, and timely, accurate and objective information
are hallmarks of CHSR’s work. For more information
about CHSR please visit www.albany.edu/chsr.

Center for Human Services Research
School of Social Welfare

University at Albany
Richardson Hall

135 Western Avenue
Albany, NY 12222

(518) 442.5762
chsr@albany.edu

www.albany.edu/chsr

The Evaluation Team

This report was prepared by Erin Berical as part of a contract with Albany County to evaluate
six human service departments on their mission, service delivery system, administrative
structure, equity agenda, and IT operations. Assisting with data collection and evaluation is
Dr. Kenneth Robin, Althea Pestine-Stevens, Ruth Lindenfelser, and Gabriela Melillo.
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