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l. Introduction

Communities Connected for Kids is the Lead ComnyuB#dsed Care Agency serving children
and families in Indian River, Martin, Okeechobemg &t. Lucie Counties (Circuit 19).
Communities Connected for Kids (CCKids) serves agséem administrator ensuring the
oversight of the system of care and accountalditymproved outcomes for the children and
families served. In addition to providing case agament (St. Lucie County) and Independent
Living Services, Communities Connected for Kidstcacts with Children’s Home Society to
provide case management services in Indian RivarfiMand Okeechobee Counties and
adoption related services in all four counties.

Philosophy (Mission, Vision and Guiding Principles)

Communities Connected for Kids is committed to ssariented performance and will strive to
continue to develop an effective system of carefthaises on strong community-based
partnerships. As established by the staff and BoaRirectors, Communities Connected for
Kids mission, vision, and core value statementgecefin approach that is focused on excellence
in service delivery, collaboration in system desi@md accountability in meeting performance
targets.

[l. Mission Statement

The mission of Communities Connected for Kidstesénhance the safety, permanency, and
well-being for all children in Okeechobee and thieasure Coast through a community network
of family support servicés Our agency endeavors to support stabilizatiofamilies, restore
families when safety concerns necessitate a remswpport caring relatives, connect children
with loving homes, and prepare adolescents fortadad. This mission is driven by our vision

of ensuring that each child has the opportunityucceed and our belief that all children have the
right to grow up safe, healthy, and fulfilled imfadies that love and nurture them.

Communities Connected for Kids is committed to ioying the quality of services administered
through the child welfare system. The guiding gipte of Communities Connected for Kids is
to develop a system of care that is family-centecedhmunity-based, integrated, outcome
oriented, culturally competent, timely, and accaibie for results.

Vision Statement

Communities Connected for Kids vision i® ‘eliminate abuse, neglect and abandonment in
Okeechobee and the Treasure Coast so all childaangcow to their full potential”’ We believe
that consistent quality outcomes for Indian Riwartin, Okeechobee, and St. Lucie Counties
children can only be achieved through the implemugon of a practice framework strongly
aligned and faithfully pursued at all levels of system. The overarching concept behind this
framework is that government and the Child Protec8ystem should be a resource for families
not a substitute for them. Communities Conneabedkfds recognizes that strong capable
children come from capable families and as suab ftamework will ground all child welfare
professionals and those from other disciplines adyaport their efforts in a clear set of goals and
practice standards directed to that end.
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The goals of our Child Welfare System are to:

YV VY

Protect children from abuse and neglect.

Enable children to live with their families.

Achieve timely permanency in the child’s life.

Assist children in becoming stable successful adbitough success in education
and job training.

lll.  Guiding Principles

Based on this vision, Communities Connected forsKids developed a Child Welfare Practice
Framework that embraces the following principles:

Ensure children remain in the home of their farsilihenever possible. Exceptions
will only be made where the provision of servicesniclude intensive in-home
services will not protect them from further harm.

Children and their families along with their natusapport systems will participate in
service/case planning. The services offered wilbbth comprehensive and unique
to the child and family and based on their uniguengiths and needs.

Services are provided in a family driven, youthdgai, culturally and linguistically
responsive, and integrated manner.

Children and their families will be encouraged an@ported in the execution of their
service plan.

If removed, children will be placed in their comnitynwith their siblings and in the
least restrictive setting that meets their needs.

Every effort will be made to eliminate placemergrdptions by providing timely
supports to foster parents, relatives and othegbaers in the system. This
responsibility falls to all participants in the sy%; community based lead agencies,
child placing agencies that operate foster homesyesidential providers.

Foster parents, relatives/non-relatives and resimeroviders shall be involved in
service/case planning for children and their fagsiland will actively participate in
the delivery of those services.

Children will maintain regular visitation/contactttvtheir families and their siblings
Foster parents, relatives and residential providéise active participants in this
process.

Children removed from their families shall be inetgd to the maximum extent
possible into normalized educational, leisure andkvactivities. All caregivers,
foster parents, relatives/non-relatives and residigoroviders shall be an active
participant in providing these opportunities forldren.
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» Any behavior modification program employed in treatment or management of a
child’s behavior shall be individualized and meetegrally accepted professional
standards including that:

* The program relies primarily on rewards insteagwiishment;

* The program shall be based on a careful assesshn® antecedents
of the behavior that the program is designed tmgbaand

» The program shall be consistently implemented ttinout the day,
including in school, residential and leisure atyiwettings.

» Children who “age out” of the system shall be pded:

* Adequate opportunities to prepare to leave fostes that will include
assistance to promote educational success, worsiexge and
opportunities to engage in basic life skills a¢ies. Caregivers, foster
parents, relatives and residential providers wellbn active participant
in these efforts.

» Transition plans that support the child’s objec$ivéehether it is
continuing education or employment.

» All personal health and other service records thidyrequire in
managing their affairs.

* A smooth transition to adult mental health andfvelopmental
disability services where they are required.

» Extended Foster Care is available for those youshing to remain in
care.

Additional principles include:

» Communities Connected for Kids will operate a serwelivery system that
will achieve excellence in providing quality semscthat assure the safety,
well-being, and life permanency of children and stebility of families.

» Communities Connected for Kids will foster communitvestment in the
lives of children and families by not only partiatpng in, but also being a
catalyst of, community partnerships in improving tives of local children.

» Communities Connected for Kids will be a premiempéger by
demonstrating that staff are valued, fairly comp¢ed, and given abundant
opportunity for personal and professional developime

Values

1. We are accountable to the children and familiessere and to the communities in
which we live.
2. Ensure services provided are:
a) Individualized, based on the strengths and needseofamilies we serve.
b) Respectful and culturally sensitive
c) Effective and accountable
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d) Evidenced-based and data driven
e) Permanency driven
3. Ensure fiscal and human resources are managed axihmzed.

Goals

The QM plan supports the following organizationaals:

> Define and support the implementation of the quatibnagement process consistent
with Communities Connected for Kids mission, goalsj strategic plan

> Integrate quality management processes througticagencies, departments, and
programs to include continuous monitoring of qyadihd engage relevant stakeholders

> Identify, assess, and communicate preferred pesstigrovide expertise for
implementation

> Create a culture of collaboration, continuous lesynand recognition to include internal
and external stakeholders

» Provide feedback and information to support comusiimprovement efforts throughout
all divisions, departments, and programs

IV.  Quality Management Concepts and Definitions

Quality Assurance (QARN “externally” driven system that validates inedrpractices and uses
sound principles of evaluation to ensure that datallected accurately, analyzed appropriately,
reported, and acted upon. The QA function lookbatentire system. Products of the QA
function include reports that validate data atuh# and service center level that evaluate the
impact of practice on in-process and end-processurements, and provide recommendations
for actions.

Quality Improvement (Ql)s an “internally” driven process that is conducéed initiated by the
staff actually providing or supervising the servi@a provides opportunities for all staff to use
data and make improvements in their daily work esmunent. QI is an ongoing process that is
dynamic and occurs as a result of action planrhagis designed to result in program
improvement.

Continuous Quality Improvement (CQIi3:the progression toward desired improvements in
process, products or outcomes through incremetgips swith periodic review and readjustment
of objectives.

Quality Management (QM)s the systematic integrated review of Quality Aasge and
Improvement activities.

Quality Management Plan (QMPZommunities Connected for Kids Annual Quality
Management (QM) Plan supports the guidelines ofWiedows into Practice - Guidelines for
Quality Assurance and Continually Quality ImprovetieY 2018-19 manual” The Quality
Management Plan will be due to the Department ofdgdn and Families no later than August
31% of each fiscal year.
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V. Communities Connected for Kids Quality and DataManagement
Structure/Resources/Turnover

Communities Connected for Kids Quality and Data Rgament Department works diligently to
effectively implement, evaluate, and maintain alhlity assurance/quality improvement
activities contained within the plan.

The Quality and Data Management Department strectonsists of three components: Quality
Management, Data Management and Performance Impenve The Department is managed
and staff guided by the Director of Quality Managen The Quality Management Team
consists of (4) Quality Management Specialists @pdPerformance Improvement Manager and
(1) Quality Management Projects Supervisor. Thal@uManagement Team is responsible for
scheduling, completing and evaluating all qualggwaance and improvement activities. These
activities include case file reviews, incident repw, tracking and follow-up, complaint and
grievance tracking, customer satisfaction surveyssing children, human trafficking, interstate
compact on the placement of children, out-of-cols@yvices, exit interview compliance, foster
care referrals for group care and sub-contract taong. Additional activities performed by the
guality management department are noted throughauplan.
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Chief Executive Officer

Chief Operating Officer

Director of Quality and Data Management

Quality Management Performance Improvement Quality Management
Specialists (4) Manager (1) Projects Supervisor (1)

Data/Records
Management Specialists
(3.5

Quality Management Department Organizational Strucure

The Director of Quality and Data Management is oesible for the quality management
activities of the agency, supervision of the gyalianagement personnel, review of quality
assurance/improvement reports prior to submisanoinsarving as the quality management
contact for the agency. The Director of Quality @ata Management will collaborate with the
Southeast Region Quality Assurance Manager anDépartment Contract Manager on Quality
Management activities. In addition the Directorlwihsure all subcontractor providers under a
contract with Communities Connected for Kids subeniopy of their QI/QA Plan to
Communities Connected for Kids on an annual basis.

Quality Management Department is responsible fta dallection, analysis and distribution,
case practice reviews, ad hoc reviews, supporttigitees outlined in the state’s performance
improvement plan, working with the various supeswsswithin the agency through the initiation
of quality improvement teams, and numerous othermally-directed assurance activities. All
Quality Management Specialists must complete thaired DCF Peer Reviewer training.

The Data/Records Management Team consists of (BrgeData/Records Management
Specialists. (DMS) The Data/Records Management Tisaasponsible for maintaining current
file room practices including imaging and indexoasge file documents into the electronic case
file. The DMS’s are responsible for data entry ibtith state-developed and locally-developed
information systems utilized by the agency (e.&FN, Communities Connected for Kids
internal systems). In addition, the DMS’s are resilole for data collection and system input,
preparation for external reviews, day-forward sdéag@and maintenance of the Data rooms
located in each Service Center.

Resources utilized to support quality assurandgiies and track and report on strategic
objectives include the following:

= Ongoing Internal Communication — a high level of communication is maintained
within each area of the agency. Methods utilizesiiide email, interoffice memo, and
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formal meetings. Information and data is sharetissrvice delivery is monitored on a
daily, weekly, monthly and/or quarterly basis.

Data Reports— Data reports are gathered from a variety ofgesiand combined to
form a single report that is electronically shaneth the agency management, staff
and/or providers. Various reports are disseminated daily, weekly, monthly and

quarterly basis. The primary source of data iSNESF

FSFN - Florida Safe Families Network (FSFN) is utilizzsithe official system of record
for all case management activities and other apbplecinformation. The data and
functionality contained within the system providports as well as determine
compliance with multiple outcome measures and mati&r set benchmarks. This system
also serves as an information source during casipe reviews.

Florida CQI Reviews- Communities Connected for Kids utilizes a stadia&d tool to
review and evaluate case practice. This tool cambimultitude of requirements that
meet the required core elements as prescribedebpepartment of Children and
Families Windows into Practice.

Rapid Safety Feedback Case ReviewsFocuses on open in-home services of children
0-4 years of age.

Various process checklists- In developing the System of Care, numerous gsEe
have been implemented to drive service deliveryawliracy. These checklists range
from Case Transfer Staffing components and HomdySiocument requirements to
Supervisory Reviews. They are intended to senataaching and compliance aid for
Case Managers, Supervisors and Program Directors.

Supervisory Reviews/Consultations Intended to serve as a teaching and compliance
aid for Case Managers, Supervisors and Prograntctionse

Document/Process Tracking Systems In focusing on compliance, numerous
documents and process tracking systems have bgdenmanted to ensure completion,
receipt and appropriateness of process execulibese systems range from case transfer
packet content and system of care activities (86stlays) to supervisory reviews and
child exit interviews.

Reliability and Integrity of Data Assurance— Through internal and external
monitoring of reports, various Quality Assurancéwiiies and ongoing case supervision,
the reliability and integrity of data is maintained

Employee Turnover/Retention— Monthly data reports are sent from Human Ressurc
to the CBC leadership with listings of new hiresntinated and present employee
information. Staff turnover information is discuds#uring weekly Senior Management
meetings. Staff turnover is monitored by all depents and levels of leadership. Staff
turnover data is posted monthly on CCKids intragiiet Annual employee surveys are
distributed and feedback summaries are providéesiership to assist with making
needed improvements.
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All of these components work collectively to driservice delivery, ensure compliance,
communicate with management, the Board, interegedaholders and serve as teaching aids.

VI.  Quality Assurance: Four (4) Principle Outcomes

Communities Connected for Kids structures the bags of our Performance and System
Improvement Plan to encompass four (4) principle@me categories:

1. Contract Performance Measures

2. Internal Strategic Quality Goals

3. Case Practice Reviews

4. Fiscal Management/Revenue Maximization

Various Quality Assurance Activities that supparear more of the categories listed above are
conducted on a regular basis.

Principle Outcome Category 1 — Contract PerformancéMeasures

Communities Connected for Kids has developed apukatket designed to drive production,
ensure accountability and provide constant, ongydeta information to all case management
agencies within Circuit 19 system of care. TheaiBbSafe Families Network (FSFN) is the
primary data source that will be used to devel@pdily/weekly/monthly data packet. Other
data (obtained from hardcopy file reviews) willineorporated into the data packet on an as
needed basis. Communities Connected for Kidsigdalplace performance issues as a priority
in our day-to-day operations and use them as ahpegk to gauge the success of our activities
in meeting our contract measures and the serviedsnef our families.

Measure Description SIENET(! Frequency of Measurement

Rolling twelve (12) month period
8.50 ending two (2) months prior to the end
of the report month.

Rate of abuse or neglect per day while
in foster care.
or less

Number of children with finalized Quarterly: Performance through the end
2| adoptions between July 1, 2018 and 113 | of the month prior to the report month.
June 30, 2019.

Percentage of children under Quarterly: Three (3) month period
3 supervision who are seen every thir Yy >99.5% |mmed|ate|y prior to the report month.
(30) days.
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Children exiting foster care to a Quarterly: For the 3 month period
4| permanent home within twelve (12) >40.5% | €nding 12 months prior to report month
months of entering care.

Children who do not re-enter foster
5 care within twelve (12) months of | >91.7%
moving to a permanent home.

Quarterly: For the 3 month period
ending 24 months prior to report
month.

Quarterly: Rolling twelve (12) mont

=)

¢ | Children’s placement moves per 1,000 4-12 period ending as of the end of the
days in foster care. or less month prior to the report month.
Percent of children in out-of-home cdre Quarterly: As of the last day of the

7| who have received medical services|in>95.0% | month ending prior to the report month.
the last twelve (12) months.

: : Quarterly: As of the last day of the
Percent of children in out-of-home cdre month ending prior to the report

8 | who received dental services within the>95.0% month.
last seven (7) months.

Percent of young adults in foster care
9| atage 18 who have completed or afe 80%
enrolled in secondary education.

Quarterly: Rolling twelve (12) month
period through the end of the month
prior to the report month.

Each of the contract performance measures areciladily, weekly, monthly and/or quarterly
to ensure compliance.

Permanency Tracking

Data Reports

Supervisory Reviews

Incident Report Analysis

Case Practice Reviews

Senior Management Team Meetings
FSFN Validation

Communication

. CMA Peer Review

10. Monitoring of Subcontracted Providers
11.Missing Children

©CoNoh,~whE

Principle Outcome Category 2 — Internal Strategic @ality Goals
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The Board and stakeholders are updated monthlyghr&oard and Alliance Reports on all
Communities Connected for Kids strategic objeciedformance goals. Data is received and
tracked through internal data reporting systems siscuReport, ulnterview, uRefer, and
numerous additional automated daily data repdetdernally, data is received through FSFN.

Specific Quality Assurance activities directly teldto this category include the following:

Case Transfer Task Tracking
System of Care Monitoring
Permanency Tracking

Data Reports

Supervisory Reviews

Case Practice Reviews

Senior Management Team Meetings
FSFN Validation

. Communication

10.CMA Peer Review

11.Monitoring of Subcontracted Providers

CoNoOrWNE

These activities are described in detail in Sectiih— Quality Assurance Activities.
Principle Outcome Category 3 — Case Practice Review

Per the Windows into Practice, Florida CQI revialNlew “Community-based care agencies
(CBCs) conduct on-going case reviews of casestermée the quality of child welfare practice
related to safety, permanency, and child and faméi]-being. These reviews include reading
case files of children served under the title N& IV-E plans and, in a designated sample,
conducting case specific interviews with case pigrdints. Case reviews provide an
understanding of what is "behind" the safety, peramay and well-being numbers in terms of
day-to-day practice in the field and how that pigcts affecting child and family functioning
and outcomes.Rapid Safety Feedback reviews are targeted revaensiesigned to flag risk
factors that impact a child’s safety.

The review Findings apply to both in-home and dult@me cases. Data collected utilizing these
standards provides local administrations a “windloiw practice” in real-time, and helps focus
guality improvement efforts at the local and statel. All CBC Quality Management staff are
trained to participate in the case file reviewsmbaunities Connected for Kids will track,
analyze and report findings quarterly and as neéaldtk Region by utilizing the Department of
Children and Families web-based tool. The consatiatassist in providing the case
management units with data and information relatinthe quality of case practice.

Quality Assurance case filereview dates are listed on the Florida Center for Child Welfare
web-site calendar.

Specific Quality Assurance activities directly teldto this category include the following:
1. Case Transfer Staffing Task Compliance

2. System of Care Monitoring
3. Permanency Tracking
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Data Reports

Supervisory Reviews

Case Practice Reviews

Senior Management Team Meetings
FSFN Validation

. CMA Peer Reviews

10. Communication

11. Supervisory Case Consultations

©ooNOOA

Detailed process explanation of the case practigiew is provided in Section VII — Quality
Assurance Activities.

Principle Outcome Category 4 — Fiscal Management/Renue Maximization

The Fiscal Management/Revenue Maximization categddyesses internal tracking and
monitoring regarding Title IV-E, Title IV-E AdoptioSubsidy and TANF and validation of the
data is FSFN.

The Federal Funding/Revenue Maximization Departmensists of one (1) Director of Finance
who is supervised by the Chief Financial Officdhe Director of Finance has direct supervision
of four (4) Eligibility Specialists and three (3isEal Specialists who are assigned all duties
associated with determining eligibility for fedefahding. Responsibilities are assigned by
county of service and consist of all out-of-homeecaients.

To ensure ongoing training and technical assistantieities comply with changing federal
requirements, Director of Finance participates anthly Revenue Maximization statewide
conference calls, facilitated by DCF Southeastd@ffilnformation obtained is disseminated to
the Eligibility Specialists in written and verbalrin along with supporting documentation, if
applicable.

All Region trainings are attended by the DirectbFimance. All information is disseminated to
the Eligibility Specialists in written form alongithv supporting documentation, if applicable.

The Region Maximization Specialists provide techhassistance upon request.
Specific Quality Assurance activities directly teldto this category include the following:

Data Reports

Subcontractor Performance Reports

Senior Management Team Meetings

FSFN Validation

Communication

Monitoring of Subcontracted Providers

Federal Funding Compliance Reports

Random Validation of Federal Funding Eligibility

N R~WNE

These activities are described in detail in Sectlih— Quality Assurance Activities.
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VII.  Ongoing Tracking and Reporting of Quality Assurance/Improvement Activities

Communities Connected for Kids conducts a largebmmof quality assurance activities on a
daily, monthly, quarterly and annual basis. THenmation gained from these activities are
collected via various tools and methods and is tseldtermine compliance and drive service
delivery. The resulting reports are shared witm@uwnities Connected for Kids management
on a weekly/monthly/quarterly basis and with thpatément monthly. Data and reports are
submitted to respective stakeholders no later thar§10) days following the reporting month,
unless an alternative timeline has been formaltyotiated.

The Quality Assurance component begins with coalineview of the day-to-day operational
data, and numerous quality assurance activitiefirfed at the conclusion of this section).
Quality Assurance is the ongoing review of datarieure that required contract outcome
measures and internal benchmarks are met. Ifemisidetermined to be deficient or non-
compliant, the Quality Management Department assuthelead role in seeking the appropriate
method to address the issue. Methods includeargunot limited to; in-depth reviews of the

data to ensure accuracy, development of qualitippeance improvement teams, specific
studies to determine root cause, identificatiotraihing needs, and general process evaluation.
Through the implementation of one or more methadsignments are made dependent upon the
area of the company that is directly affected. &@mple, if the agency is not meeting the target
for completion of home visits, the Quality ManagemBepartment will work with the case
management agencies to research barriers, revi€M EStries to determine accuracy, develop a
quality improvement team to work to determine roadse(s), develop solutions, conduct unit
comparisons, identify training needs and/or evaltia¢ process by which home visits are
completed or entered into FSFN. If a critical lifiealth, or safety threat to a child is identified
during any quality assurance review, notificationk be made to the appropriate authority.
Quality Management will follow up on all situatiotigat fall into this category. The Quality
Management Department will notify the specific Cemagement Agency (CMA) Executive
Director and/or County Directors, Program Directarsd Unit Supervisors. Also notification

will be made to Communities Connected for Kids C&@ COO of all situations that fall into

the category of critical life, health, or safetydats to a child identified during a quality
assurance review. The CMA will have 48 hours tpoasl to the Communities Connected for
Kids Quality Management Department with the acBtaps taken to correct the situation.
Technical assistance and training will be arrarfge@ach respective CMA, based on the
deficiencies noted in review. Training activitieglwe coordinated in a collaborative effort
between the Communities Connected for Kids QM Deepant and Communities Connected for
Kids Training Program.

The Quality Management Department is the origirpsiource of the method of action. Once
the method is decided, the Quality Improvement Tesadeveloped based on the area of
concentration within the agency and includes akle of staff associated with the issue. In the
instance of home visits, the Quality Managementddpent works with the Program Directors,
Case Management Supervisors, Case Managers, CBt&irand unit support staff to gather
data. Once the cause for non-compliance or padonpeance is identified, the Quality
Management Department, in conjunction with assediataff, determines what method should
be formulated to address the issue. After congoledf the quality improvement process, the
Quality Management Department supports perform#moeigh standardized quality assurance
activities or special ad hoc studies to deternmeegased compliance and success.
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Performance and Continuous Quality I mprovement/Quality Assurance processes for FY 2018-
19 that encourage and support activities that drive system improvements and help guide our
efforts of Quality Assurance and Quality I mprovement.

1.

3.

Activity: Case Transfer Staffing - CPI/CBC Working Relationshp — Ongoing Activity
Frequency: Weekly

Process/Methodology: This activity is designedrisuge that all cases being transferred
provide or contain the documents and informatioressary for the supervisor and case
manager to effectively begin working with the faynilThe goal is to ensure that all
activities and documents that should accompangdie transfer process/file are
completed in order for the case manager to havanfbemation necessary to effectively
initiate contact and services for the family. Tpiscess is led by Communities
Connected for Kids Intake and Operations Coordisato

Case Transfer documents are tracked by the Intadk®©aerations Coordinators to ensure
compliance with documents and FSFN data entry #sied in theMemorandum of
Agreement with Child Protective Investigations (C&tid Children’s Legal Services
(CLS) The Intake and Operations Coordinator plays tegnal role in the transfer of
case information. FSFN is reviewed to ensure canpk with case creation. Entries are
posted in FSFN that outline the initial case transbmpliance and any follow up
activities that must occur. In the event that neggudocuments are not received, the
Intake and Operations Coordinator works closelywlie CPI to secure and review all
documents for assessments before tranS@mmunities Connected for Kids works in
partnership with the CPI's and closely collaboragiwith the Department of Children
and families CPI's is crucial in assuring all needieformation is available at transfer.
Circuit 19 has a strong working relationship betweg& S, CPI's, and CCKids including
Case Management in all four counties.

Data Tools: Excel, FSFN

Activity: System of Care Monitoring -Ongoing Activity

Frequency: Weekly

Process/Methodology: This activity is designedrigage the family in services at the
earliest possible time.

Communities Connected for Kids has identified sjeeictivities that need to be
completed within the first 30 days of care. Thaskvities will include immediately
engaging the family at the earliest possible tiare ensuring timely completion of the
case plan. This information is shared with the CRW&gram Directors on a monthly
basis.

Data Tools: Excel, FSFN, ad hoc reports from F®&pbsitory data

Activity: Permanency Tracking -Ongoing Activity

Frequency: Monthly

Process/Methodology: This activity is designedual@ate the status of case activities
toward achieving permanency. The goal is to syateally track the cases by length of
time in care and focus on reunification/permanembite providing the specific case
information to the CMA program directors.
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6.

This process reviews the cases at specific interf&l5, 9, 11 months) through the life of
the case in order to ensure achievement of pernsginveithin required timeframes. This
information is shared with the Senior Managemeraniand the CMA Program
Directors on a monthly basis.

Data Tools: Excel, FSFN, ad hoc reports from FSgpbsitory data

Activity: Data Reports -Ongoing Activity

Frequency: Daily, Weekly, Monthly, Quarterly, SeAnnually, and Annually
Process/Methodology: This activity is designedrovpde constant, ongoing data to all
departments within the agency for the purpose iofrdy service delivery. The goal is to
place these issues as a priority in our day-toagmyations and use them as a benchmark
to gauge the success of our activities in meehegservice needs of our families.

Numerous data reports are reviewed on an ongoisig bavarious intervals. The CEO,
COO, Quality Management Department, Clinical SeviDirector, County Directors,
Finance Department, and the Case Management agereiew this data. Various
sources are utilized to collect the data and allstwared with the Senior Management
Team and appropriate departments on a weekly bHsista suggests that our
compliance or service delivery is not satisfactoryeclines, daily reports are developed
to provide an ongoing baseline for monitoring.

Data Tools: FSFN

Activity: Incident Report Analysis -Ongoing Activity

Frequency: Monthly

Process/Methodology: This activity is designednalyze the incident report data and
identify trends or concerns. The goal is to ensliaé providers are adhering to
procedure, that children remain safe and that angerning trends are identified and
addressed (both internally and externally). Incideeport analysis and trending is
included and discussed monthly with the Qualityukaace Subcommittee members and
at the Board of Directors meeting.

Incident reports, both internal and external,ciéected by a web-based system called
uReport. The Quality Management Department organize data and analyzes the data
based on systematic criteria or categories. Trepdrts are created and discussed at the
monthly Quality Assurance Subcommittee meetingscradterly CQI meetings with

case management and providers to address any nsndgopies of the summary and
trend reports are also provided to the Commun@i@snected for Kids Contract
Management Department and DCF as requested. Comesu@bnnected for Kids

Quality Management will be responsible for entemfigcritical Incidents into the DCF
Incident Reporting & Analysis System.

Data Tools: uReport, IRAS

Activity: Subcontractor Performance Reports -Ongoing Activity
Frequency: Quarterly
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Process/Methodology: This activity is designed tntain compliance with the various
service outcome measures. The goal is to ensusaladontractors are meeting the
contracted outcome measures and that the desigeetedes are being effectively
delivered.

The subcontractor submits monthly reports to tispeetive contract manager within the
Contract Management Department. The reports a@fgpto the type of
contract/services provided and directly reflectgpess or compliance with outcome
measures. The reports are reviewed and analyz#telyontract Manager. If the data is
consistent with the reporting requirements, thereis then entered into a formal
tracking system. Data is collected monthly and/ted to the subcontractor quarterly.

In the event that the Contract Manager identifiedgrmance trends that need immediate
attention, the Contract Manager provides techrgopport to providers as necessary.
The Quality Management Department provides teclhsigaport to the Contract
Management Department as necessary.

The individual subcontractor performance data rmwatively compiled on a quarterly
basis to determine the overall system of care padace.

Data Tools: Subcontractor reports, Excel, quarterbgress reports

7. Activity: Federal Funding Compliance Report (Daily Log) -Ongoing Activity
Frequency: Daily
Process/Methodology: This activity is designedrisuge that accurate placement type
and eligibility data is collected and recorded aately. The goal is to ensure 95%
accuracy of all data.

Child in Care packets consisting of informationessary to recommend eligibility
determination are submitted on a daily basis tdaigbility Specialist from Case
Managers and Protective Investigations. The in&diom is used to complete a Title V-
E/Medicaid application to make a recommendatiopresumed IV-E eligibility or Non-
IV-E if child is illegal alien to Child in Care (C)) staff in the Department of Economic
Self Sufficiency. The Fiscal Specialists validdte information for payment of a child in
licensed care. Discrepancies are addressed imtadia

Determination through the information obtainedha CIC packet for all children
initially brought into care must be received andhpteted within 24-48 hours of the
initial removal. The FSFN report, Eligibility Exggon Report and Eligibility Types, is
reviewed monthly by the Eligibility Specialist agsed to the respective case(s) who is
responsible for obtaining the necessary informaftiom the primary Case Manager or
Protective Investigator and correcting inaccuratermation, if necessary.

In order to maintain constant supervision of fetinading compliance, the Eligibility
Specialists re-determine eligibility on all casesaally. On a monthly basis through the
invoice authorization process, the Eligibility Sgadists monitor placement types within
their assigned county (ies) and communicate chawfes children leave paid placement
to the CIC office, therefore maintaining appropietigibility.

Data Tools: FSFN, CIC packets/paperwork
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8.

9.

Activity: Random Validation of Eligibility-Federal Funding - Ongoing Activity
Frequency: Annually

Process/Methodology: This activity is designeddsusie accuracy of the revenue
maximization by concentrating on eligibility criterand documentation. The goal is to
ensure 95% accuracy. The Director of Financedadument in the FSFN note feature
when conducting a file review. Samples of casdisb@idrawn from FSFN identifying
cases coded as eligible feach type of funding(IV-E Foster Care, N-E Adoption
Assistance, and TANF Adoption Subsidy) at the stially valid sample of 90/10
confidence level/interval.

A written report of the review will be prepared kit 30 business days of completion of
each review. A written annual report (collapseliings from the eligibility reviews) will
be sentger the Contragtto the Department’'s Contract Manager outlininggarneeding
correction with a summary of the findings for eaelse reviewedPlease refer to
Communities Connected for Kids Annual Federal Fagdtligibility Monitoring Plan)

Data Tools: Federal Funding Compliance Report/Diailg and eligibility determination
file review tool.

Activity: CFRS Performance Improvement Plan-As requested

Frequency: As requested

Process/Methodology: Based on the current emphasisequirements outlined in the
state Quality Improvement Plan, Communities Coreetbdr Kids participates in all
activities passed to the local Circuit/CBC levéhese activities vary based upon
specifically identified areas of emphasis.

Data Tools: FSFN, internal data collection, intéteta analysis

10. Activity: Senior Management Team Meetings ©ngoing Activity

Frequency: Weekly
Process/Methodology: This activity is designedddrass performance and service

delivery issues, ensure the dissemination of in&diom, provide a platform for feedback,
discussion, decision-making and planning, and ttask completion, employee
retention/turnover. The goal is to ensure constand cohesiveness within the system
of care. The Senior Management Team meets weekligtoiss issues of performance,
service delivery and situational items.

Data Tools: Excel and various reports

11. Activity: Florida Safe Families Network Validation -Ongoing Activity

Frequency: Continual

Process/Methodology: This activity is designedtfa Department and lead agency to
continually assess data accuracy and completehesdzoentered into the official system
of record, Florida Safe Families Network. (FSFNETgoal is to achieve 95% accuracy
of all data related to cases.
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Based on numerous ad hoc reports developed frofRSR&l raw data within the data
warehouse, as well as standard reports from wiEBIEN, information is updated to
maintain compliance and/or provide insight to arafasoncern.

For areas that cannot be tracked via the systdireaiaw data, the supervisory review,
case practice review and various ad hoc reviewdavigiet areas validated through
activities associated with each.

Data Tools: FSFN and ad hoc internal review tools

12. Activity: Exit Interviews - Ongoing Activity
Frequency: Continual
Process/Methodology: This activity is designed &etregulatory requirements and gain
feedback from children regarding each placement éxperience. The goal is to ensure
quality foster homes for children. Communities Cected for Kids web-based system
for capturing Exit interviews is called ulntervielhis system alerts the Case Manager
that an exit interview must be completed for anjdctihat exits a placement that lasted
30 days or more in duration. The interview fornsumitted via the ulnterview web-
based system to Communities Connected for Kidsefaew and data collection. Based
on the data, quality improvement activities mayrbgated. Data is disseminated to the
CMAs, Program Services, Placement, Licensing Pasyiloster Care Coordinator, and
Quality Management Department for feedback ancewevi

Data Tools: ulnterview

13. Activity: Communication - Ongoing Activity
Frequency: Continual
Process/Methodology: This activity is designednswge every Communities Connected
for Kids staff member and stakeholder receives matewand up to date information in
order to drive service delivery and continually ante the quality of our system of care.
The goal is to create a culture of information st@rensure accuracy of information and
establish a common sense of service delivery.

Communication is provided through three (3) methedsbal, written and electronic.
All communications are based on data obtained frorariety of sources, with FSFN
being the primary data source.

Data Tools: Interagency memo, email, conferene&dsphone calls, video
teleconferencing, and Development Department Neatesteon the internet/intranet.

14. Activity: Contract Oversight/Corrective Action Plan —Ongoing Activity
Frequency — Ongoing
Process/Methodology — The Corrective Action Plas w&ated to improve outcomes as
related to our annual performance measures. Thewement initiatives are developed
to improve the performance measures. The plandlbtsf the local improvement
initiatives including goals and benchmarks. ThenR$amonitored monthly with quarterly
updates and submitted to the DCF contract mandgegoing status reports on
performance improvement initiatives will be comnuated to management through
agenda items in weekly Senior Management meetirgs.information will be captured
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and communicated to the board and interested shédests through monthly board and
alliance meeting minutes. A Performance Measurekgfoup meets monthly to address
root causes and improvement initiatives.

Data Tools: Internal and external systems, FSFN

15. Activity: Annual CBC Reporting
Frequency: Annually
Process/Methodology: Per the Memorandtisgreement and/or CBC Contract
Communities Connected for Kids will compile agemeports, program data and submit
summary reports to the Department of Children aaikes, Office of Child Welfare,
Family and Community Services.

Data Tools: DCF reporting format

16. Activity: Subcontractor Monitoring Process —-Ongoing Activity
Frequency: Annually
Process/Methodology: This activity is designedit@ ghe Communities Connected for
Kids Quality Management Department “real-time” diat@rder to provide effective
monitoring of contracts. Real time data producesigte and timely information.
Providers receive immediate insight regarding @witperformance and compliance and
have the opportunity to immediately work with thumder on correcting any issues prior
to them escalating.

Communities Connected for Kids Quality Managemeep&tment continually assesses
the contract monitoring process and will managecttenges made to the process as they
develop.

Data Tools: Contract Monitoring Tools, Communitiésnnected for Kids Client
Services Monitoring Manual

17. Activity: Supervisory Reviews/Case Consultations/Supervisoiscussions —
Ongoing Activity
Frequency: Monthly/quarterly
Process/Methodology: This activity is designedttacture and increase attention to this
mandated review process, and obtains informationded on how practice is supporting
the outcomes of safety, permanency, and well-binghildren. The goal is to review
randomly selected cases and provide direction sarertimely achievement of
permanency.

Data Information can be made available at the tiend regional level through FSFN
and Quality Management’s Case File Review Tool. Qoality Management
Department will be monitoring the system and dateorts for compliance and quality
indicators. Quality Management will meet with theaseé Management Program Directors
and Supervisors to review data related to supenwidiscussions. The analysis of the
data will be presented in our Continuous Qualitpiavement (CQI) meetings.

Data Tools: FSFN, Action 4 Protection Consultatigudelines, RSF tool.
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18. Activity: Florida CQI Reviews/Rapid Safety Feedback Reviews ©ngoing Activity
Frequency: Monthly/Quarterly
Process/Methodology: This activity is designedaous CMA attention on the quality of
their casework and document all pertinent infororator Quality Assurance reviews.
Quarterly, Communities Connected for Kids will cactla case file review of service
process compliance and quality. Cases will incloot In-Home services cases (non-
judicial and judicial) and Out-of-Home servicesemaDuring each six-month period,
Communities Connected for Kids will complete twe(9) cases using the Rapid Safety
Feedback tool and twenty one (21) cases will beevead using the FL CQI tool with (1)
of those cases being in-depth case review.

Every six (6) months Communities Connected for Kidécomplete three (3) CFSR
case reviews selected randomly by the departmantifi include QA staff, initial
approval staff and secondary Oversight staff froBFDThis case will be reviewed with
our Department of Children and Families review partand will include case
participants interviews. All data will be enteredia the Child and Family Services Youth
and Families Children’s Bureau’s Onsite Reviewrimsient. (OSRI)

The Quality Management Department provides cassuttations to promote the
professional growth and critical thinking of theseananagement workforce.

Supervisory Consultation are assessed acrosssalltgpes for comparative outcomes and
act as a foundation for all review types. Spedafieas of discussion during case
consultations will be the process of safe caseuoboand supervisory case consultations.

Data Tools: FL CQI Review tool, DCF Qualtrics Pgr@hild and Family Services
Review Tool, Onsite Monitoring System

19. Activity: Florida CQI Portal Entry —Ongoing Activity
Frequency: Quarterly
Communities Connected for Kids will submit datale Department, in accordance with
the provisions outlined in the contract ZJK85. Camities Connected for Kids will
Input all applicable quarterly Case Review data the CFSR Onsite Review Instrument
at: http://appsl.dcf.state.fl.us/WebSecurity/login.aapg the CFSR web portal site no
later than October 10 January 19, April 10", and July 18 for the preceding quarter.

Communities Connected for Kids will submit thenaal“Community Based Care
Quality Assurance Analysis Report as directed by Exhibit B which is incorporated
herein by reference and is maintained on the Deygant's website at:
http://www.dcf.state.fl.us/cbc/

Data Tool: CFSR On-Site Review Instrument, Fed@rdlne Monitoring System (OMS)

20. Activity: Accreditation by Council on Accreditation (COA)
Communities Connected for Kids understands the rtapoe and efforts needed in
obtaining and continuing the national accreditaisran additional quality assurance
measure. Communities Connected for Kids was COAedded in November 2015.
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21. Activity: Missing Children —Ongoing Activity

22.

Frequency: Daily

Methodology/Process: The Quality Managenmpgartment will work in conjunction
with the CMAs and the Regional Missing Childrenigese once a child is determined to
be missing, while they are missing and when located

Data Tool: Efforts to Locate Log

Activity: Ad Hoc and High Risk Case Reviews ©ngoing Activity

Frequency: Ongoing

Process/Methodology: The Quality Maragnt Department completes numerous ad
hoc and high risk case reviews. This category etsp reviews allows for the Quality
Management Team to utilize the “windows into preetiapproach by analyzing the
information for continual quality improvement. Addhand high risk Case Reviews are
identified through data captured from Exit Intews Incident Reports, Senior
Management, Complaints, Ongoing Record ReviewsPaydhotropic Medication
Reviews.

23. _Activity:Psychotropic Medications for Children in Foster Cae —Ongoing Activity

Frequency: Weekly, Ongoing
Communities Connected for Kids utilizes the currrdilable electronic reporting
systems for monitoring children in out-of-home cat® are prescribed psychotropic
medication. Twenty five percent of children, frolexch service center that are placed in
out-of-home care identified as receiving psychatrepedications are monitored by the
clinical team on a quarterly basis to confirm thfibrts are being made by the case
manager in obtaining accurate, current informatiat is entered into the FSFN Medical
Tab. Which includes the medical profile, medicasigmescribed, medical history, and
diagnosis. The Case Manager uploads the requireahtents into the FSFN Medical
Tab to increase accessibility to CBC staff. Themseaocuments include Medication
Logs, Medical Reports, parental consents if applesacourt orders, and University of
Florida Pre-Consent Reviews. The introduction ef ltitegrate System, as developed by
Community Based Care Integrated Heathsists with increased availability of current
information. This procedure allows Communities @ected for Kids Clinical Services
Director and the Quality Management Department ¢émitor case documents for
timeliness and policy compliance. Communities Catext for Kids Quality
Management Department may perform ad-hoc caseefiiews for verification of
appropriate case file documentation.

Data Tool: FSFN

24. _Activity:Waivers to Exceed General Over-Capacity and Age Ciérential

FErequency: Monthly
Process/Methodology: All waivers to allow more thie total number the family foster

home is licensed for, shall only be approved irtimgi by CEO or designee via text,
email, or verbally prior to placement. All waiveguests will be reviewed at the
monthly CPA Licensing meetings to plan for reduding number of waivers. The
Utilization Management Coordinator will be respdmesifor completing the Waiver
Requests tracking log.
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25.

26.

Data Tool: Waiver Requests Trackirog L

Activity: Executive and Leadership Request for Special Reviesa As requested
Frequency: As requested

Process/Methodology: The Secretary or other executember of the Department may
determine at any point during the year that a wfide focus topic review will be
conducted and provide guidance on the requiremeltiese two executive special
reviews will likely require specially designed rewi tools and other specifically designed
protocols depending on subject matter. This agtiwitl likely require specially designed
review tools and other protocols depending on suibjetter.

Data Tools: DCF QA/QI assigned

Activity: Special, Discretionary, Systemic ReviewsAs requested

Frequency: As requested

Process/Methodology: Special reviews refer to ditjuassurance review outside of the
routinely planned QA activities in child protectiwesestigations and case management.
A request for a special review may be made by Deypart headquarters, elected
officials, regional directors, CBC executives, stigior others in a leadership capacity.
CCKids will participate in all special reviews, distionary, and systemic reviews either
planned or as needed.

Data Tools: DCF QA/QI assigned

27. _Activity:Medical, Dental and Vision Case File ReviewsOngoing

28.

Frequency; Ongoing

Process/Methodology: The Quality Managentesuin/Performance Improvement
Manager review and evaluate the process of conthMealical, Dental and Vision
records.

Data Tools: Medical, Dental, Vision Reviews, FSFN

Activity: Performance Data Meetings

Frequency: Monthly

Process/MethodologyQuality Management Department conducts monthly mget
designed to assist in improving outcomes as relatetinual performance measures and
the Community Based Care scorecard. The improvemitiatives are developed based
on root cause analysis resulting from poor perforceaand/or the need for continually
improving performance. The plan lists local impnment initiatives including goals and
methods of measurement, tracking, and analysissdgiple root causes. Ongoing status
reports on performance improvement initiativesa@m@municated to management and
the board and interested stakeholders through riyontlard and alliance meeting
minutes.

29. Activity: Provider Peer Reviews

Frequency: quarterly
Process/MethodologyAs part of self-evaluation processes for continugpueslity

improvement, our subcontracted agencies performrpeews of their services and
programs. Case management agencies utilize thetyBedctice Standards for
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monitoring the quality of services in dependencsecaanagement. Other agencies
utilize service-specific review tools designed valeate the quality of each specific
service delivered by their agency.

30. Activity: Ad Hoc Process Improvements

Frequencyongoing
Process/MethodologyBecause the oversight of the entire system of isargricate and,
complex, specific issues arise which require sagtion to correct or improve them.

31. Activity:Efforts to Improve Statewide Targeted Initiatives— (PIP) Ongoing Activity

32.

Frequency: Ongoing/Quarterly

Process/Methodology: The focus of the Performamgzovement Plan (PIP) is to
improve Safety, Permanency and Well-being outcomse®lated to annual performance
measures and the Child and Family Services Revi@¥SR) Improvement initiatives
are developed to improve the performance meastihesPIP was created for local and
statewide improvement initiatives, system of cagseasment and continuous quality
improvements. Locally, the PIP will be updated ¢erdy with updates being submitted to
the Department of Children and Families Regionatef All activities to address
program improvement of the National data Indicatord the CFSR case review items
deemed as areas needing improvement will be pegémthe monthly performance
measure meetings for review and additional areasnprovement initiatives. Ongoing
status reports of performance improvement initegtiwill be communicated to local
management through agenda items in Senior Manadenesiings. Also, this
improvement initiative information will be capturadd communicated to the
Communities Connected for Kids QA sub-committee iatetested stakeholders through
monthly board and alliance meetings. All CircuitR# improvement efforts are
documented and sent quarterly to the Regional #d& for statewide notification.
Quarterly, Circuit 19's CFSR data will be reviewatdhe System of Care meeting that
includes DCF, CBC, CLS and community providers.

Data Tools: CFSR, RSF Tools, Various Internal arttinal Systems, FSFN

Activity:Agency Monitoring of Local Systemic Factors:

Frequency: Ongoing

Process: Communities Connected for Kids monitoe217-19 CFSR Systemic factors
for improvements through the below processes:

Systemic Factor Factor Summary and Improvement Efforts

Statewide Statewide Information System:

Information System
Florida Safe Families Network (FSFN) is utilizedths
official system of record for all case managemetivaies
and other applicable information. The data andtionality
contained within the system provide reports as al|
determine compliance with multiple outcome measares
internally set benchmarks. This system also seasem
information source during case practice reviewsiaoides
the status, demographic characteristics, locatind,goals for
the placement of every child who is in foster care.
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Continued strategies will be for Communities Conieddor
Kids System Administrator to continue to work clyseith
the Department of Children and Families Data griougssist
with suggestions to system updates and needed vieqments
with the FSFN reporting environment.

In 2017-18 Communities Connected for Kids impleradran
improvement project by converting all client caisesffrom
the current local case file system ASK to the state case
file system FSFN. The goal of this project is todane client
file that is accessible to all case parties antlideall
applicable case file information.

2018-19 will include continual monitoring of thef@nmation
system.

Case Review System  Written Case Plans:

Quality Assurance
System

The data from the FL CQI/CFSR and Rapid Safety baekl
will be collected and reported on quarterly durinug
Continuous Quality improvement meetings.

In 2017-18 strategies for improvements on CasesPlan
completed jointly with the child parents, was Actié
Protection trainings to case management. Case Plan
improvement training will be followed by supervisor
providing supervisory reviews and QA consultatidns2018-
19 CCKids Quality Management Specialist will monito
improvement through Rapid Safety Feedback and GieSR
file reviews.

Quality Assurance System:

Continuous Quality Improvement is an ongoing precesth
meetings are held with providers, case managenmeht a
Communities Connected for Kids (CCKids) staff. Tamary
purpose of this meeting is to review data fromdberecard,
performance measures, and CFSR case file revieasgnize
improvement efforts, and conduct root cause armbyfsi
system concerns. A new project was launched toeaddr
performance challenges related to permanency agthef
stay. The project involves a case management aepartevel
evaluation of each child’s case as they approawd mionths,
to identify barriers to permanency. This datasediboth to
identify immediate solutions to barriers where jigss and to
identify and analyze systemic factors that may irequ
engagement of community and other partners forwide
solutions.

The Quality Management Department monitors andksrad
missing children within Circuit 19. Communities Cacted
for Kids point of contact monitors the status ofleahild that
is missing on a weekly basis to ensure that caseganent is
putting every effort into locating the child. Stadftrained

prior to going into the field and on an annual bdsiensure
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that all staff is aware of all policies and procesdurelated to
missing children.

Communities Connected for Kids Quality Management
Department tracks and monitors all incoming Inegest
Compact on the Placement of Children, Out of Co@#xvice
and Transfer of Jurisdiction (ICPC/OCS/TOJ) regsiest
Procedures are included to ensure timely compleatfdrome
studies, initiation of services and case transféne. goal is to
increase family stability and timely achievement of
permanency.

Communities Connected for Kids Quality Management
facilitates Continuous Quality Improvement (CQl)atirgs
with participants from case management, the Deartmf
Children and Families and community providers his t
meeting, the Quality Management Department disclisse
several topics such as record review data, in-degk review
findings, and performance measures, incident raqgprexit
interviews, missing children and Interstate Compuexcthe
Placement of Children, Out of County Service arah§fer of
Jurisdiction (ICPC/OCS/TQJ). Information from adlutiial
Communities Connected for Kids Departments is slsred
with participants. This information includes opévas,
finance, contracts, medical, dental, vision, mehéallth,
independent living, and data management policiesgalures
and updates.

Communities Connected for Kids has developed aptatket
designed to drive production, ensure accountalaiiy
provide constant, ongoing data information to afie
management agencies within Circuit 19's systenmaoé.c The
Florida Safe Families Network (FSFN) is the primdaga
source used to develop the daily/weekly/monthlyagetcket.
Other data (obtained from hard copy file reviews) be
incorporated into the data packet on an as-neeasid.b

Communities Connected for Kids CBC'’s goal is to mak
performance issues a priority in our day-to-dayrapens and
use them as a benchmark to gauge the success actouties
in meeting our contract measures and the serviedsnaf our
families.

Communities Connected for Kids has a strong working
relationship with the community partners and previd
agencies. The Quality Management Department wagkg v
closely with the provider agencies to increaseprormance
and quality of the services that are provided fdodn and
families in our circuit.

The following are initiatives that the Quality Maygament
Department is working on to increase the orgaropati
viability and sustainability:
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Staff and Provider
Training:

Revise Quality Management Monitoring Process
Professional Development

Child and Family Services Review (CFSR) - Inter-
rater Reliability

Survey Improvements

Missing Children Efforts

Internal Departmental Risk Monitoring

VVV VYVV

All of these components work collectively to driservice
delivery, ensure compliance, communicate with mernamnt,
the Board and interested stakeholders, and seneaelsing
aids. Semi-annually, the QM Director will reviewetA
department’s internal strategic strategies for detigns and
needed revisions.

Communities Connected for Kids has a Quality Asscea
sub-committee comprised of members of the Board of
Directors and CCKids QA staff. This sub group meatsithly
to review data, performance, incidents reportgetiirand
future improvement initiatives and any other arefassk and
concern. The items from this sub-committee meedtrigen
reported on during the monthly Board of Directorsetng.

Initial Staff Training:

The protection of children requires skilled compéte
practitioners. Communities Connected for Kids isattted to
creating and sustaining a learning organizationrevad staff
has access to training and development opportantte
enhance their skills. Communities Connected forsKid
recognizes the education, training and developioiits
employees is fundamental to the success of then@afson.
All employees are expected to complete a minimuififtelen
training hours during the year.

Communities Connected for Kids has developed a
comprehensive orientation program to help prepazening
staff to fulfill their role in the organization. €hprogram has
been designed to give staff a comprehensive owervfehe
agency and its role in the community. Materials@esented
in a variety of ways, to meet individual learninglss. This
includes presentations, video and e-learning. Beployees
complete this program during their first 90 days of
employment.

The Child Welfare Pre-Service training curriculusrdelivered
by Communities Connected for Kids Training SpestaliThe
pre-service curriculum has been approved by theaBeent of
Children and Families. It is comprehensive antlies all
essential elements relevant to the practice otlahdlfare
There are scheduled Labs and Field Days wheredheés
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have the opportunity to practice skills.

Communities Connected for Kids providing additional
“"System of Care Training” that trainees completeriediately
following pre-service training. All new dependerease
managers complete this program before they begrkiagin
the field. The curriculum was designed to enharazégpants
understanding of the local child welfare systemyall as
provide an evidence based framework for practicearfge of
learning media is used throughout the training é&im
participant’s needs. This program continues torti®erced to
respond to changes in the local system of care.

Quality Management participates in this procesh sitrveys
capturing data for improvements as needed.

Ongoing Staff Training:

Communities Connected for Kids provides opportesifior
CCK:ids staff and staff from community partners the
opportunity to hear national experts deliver atrtprdy in-
service trainings. The opportunity to learn togetivighances
understanding of each other’s roles and contribat@sore
effective working partnerships. Recent topics hactided
Internet Crimes Against Children - Keeping Child&efe On-
Line, The Power of language in Cases Involving Dsiice
Violence, Serving Vulnerable Populations and DJdad®nap
to System Excellence.

Data is collected through community attendancesamdeys.
This data is shared through community alliance, timgrboard
meetings and Communities Connected for Kids netesket

Foster and Adoptive Parent Training:

All foster and adoptive parents must successfulinglete
Parent Preparation Pre-service Training. Commumnitie
Connected for Kids utilizes a 21 hdtsster FamiliesCreating
And RetainingExcellence. (CARE)This curriculum includes, but
is not limited to; trauma informed care, behavi@nagement,
effective partnership, developmental stages, aad@nent anc
transition.

In addition, traditional foster parents are requiit@ complete a
minimum of8 per licensing year with no more than 4 hours
completed onlineTherapeutic foster parents are required to
complete a minimum of 6 training hours per quéditer total
of 24 hours per licensing year.

Ongoing training is offered to Foster Parents attimy Foster
Parent meetings, quarterly Communities ConnecteHifts in
service trainings, quarterly Super Saturday trg@nents, and
Quality Parenting Initiative webinars.
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Array of
Service/Individualizi
ng Services:

State Engagement
and consultation
with Stakeholders:

Communities Connected for Kids is engaged withQhuality
Parenting Initiative (QPI). QPI is one of Floridajgproaches to
strengthening foster care, The major successdregirbject
have been in systems change and improved relatpmsBites
have also reported measurable improvement in owgs@uch
as:

Reduced unplanned placement changes;
Reduced use of group care;

Reduced numbers of sibling separation: and

More successful improvements in reunification.

YVVVY

CCKids structure includes delivery of direct seeddor
Independent Living. Placement services are mandmgedgh a
combination of subcontracts with four community Ighi
Placing Agencies, and direct services for groupltehand
therapeutic placements. Case management serviees ar
conducted through a combination of direct operaitio®t.
Lucie County and subcontracted services in Mahtidian
River and Okeechobee Counties.

Communities Connected for Kids contracts with comityu
providers for the remaining direct services. Themw®ices
include an array of prevention, intervention, déien, case
management, adoptions, foster care recruitment, and
specialized assessment and treatment servicesippdrss.
An administrative services contract with

Improvement strategies - annually, Communities @cted for
Kids will review all sub-provider contract basedtbmeir
specific contract performance measures. Qualityagament
will monitor sub-contracted services with correetaetion, as
needed.

Communities Connected for Kids has developed aguhas
approach to the implementation of the County manmssg
model, with St. Lucie, Indian River and Martin Coyn
directors established at this time. In contragirior
community engagement approaches that emphasizéalben
driven stakeholder relationships, the county mqadevides a
focal point for Communities Connected for Kids’s
engagement of county level stakeholders in eacunfour
counties. This will allow deeper partnerships itegitalize
on the unique flavor, areas of strength and prawithat exist
in each county, allowing us to tailor services aagitalize on
existing local resources and services to complement
community base care funded array of safety manageansl
family support services.

2017-18 Improvement strategies, the third Countg@or
was hired during 2017. The County Directors areeeigd to
report weekly to Senior Management and monthiheo t

Page 29 of 41




Board of Directors engagement efforts, communitiies
they are involved with and any other respective rmomity
activities. Suggestions are made for additional roomity
engagement and stakeholder feedback.

Foster and Adoptive Standards Applied Equally:

Parent Licensing,
Recruitment, and
Retention

Communities Connected for Kids management meetshiyon
with all contracted Child Placing Agencies ensina state
standards are applied. Communities Connected fis Ki
Quality Management department monitors all cong@ict
residential facilities annual for qualitative arampliance
standards. Annually, during contract monitoringadatcollect
through surveys and shared with the CPA providers.

Diligent Recruitment of Foster and Adoptive Homes:

Communities Connected for Kids contracts with folitd
placing agencies; who each have a distinct recauitrplan.
One of our agencies focuses on recruiting in thicAf
American community. Three of our agencies are faébed.
Recruitment efforts include community outreachharches,
civic organizations, schools, and events. Efforésiaclusive of
TV, radio, and social media campaigns. Young adalt®erly
in foster care attend community events, as wefibster parent
training classes.

Communities Connected for Kids management stafftsnee
monthly with our CPAs to discuss targeted recruittrod
specific youth.

As part of our retention efforts, Communities Cacted for
Kids has three foster parent mentors. These meaters
experienced former foster and adoptive parentsavlo
available to foster parents 24/7, to provide supand
guidance. Communities Connected for Kids employees
Caregiver and Adoption Support Specialist and Stiger,
who are resources for foster and adoptive par@tsrches for
our faith based organizations offer on-going suppsmwell.

The organization’s adoption goal was 135 for FY 228 and
the organization exceeded the adoption goal byhidren for
a total of 186 adoptions, which is a direct refl@ttof
concerted efforts made to achieve permanency goiaés.
2018-19 adoption target for CCKids is 113.

Foster Home Recruitment- Communities Connectedids
has expanded to four (4) child placing agenciek wifocus
on faith based and traditional foster homes. Alirfagencies
have adopted a modernized curriculdraster Families:
CreatingAnd RetainingExcellence (CAREhich
incorporates principals of Quality Parenting Irtitia and
research around trauma informed care. Specifi@thies
related to targeted recruitment and placement ifiieation
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are underway in partnership with the four agencies.

Communities Connected for Kids is monitored anryuayl the
Department of Children and Families Contract OggrisUnit
regarding the timeliness of incoming and outgoinmb study
requests.

Out of County Services requests are submitteddiative, non-
relative foster placements. It is very rare thabahof circuit
placement is requested for foster care except &atical and
therapeutic placements.

The Heart Gallery is utilized for adoptive placetsen

Communities Connected for Kids will continue wittetcurrent
recruitment strategies. Communities Connected fds K
management staff meet monthly with all CPA’s tacdss their
respective bed utilization and their contract perfance
measures.

Additional processes in place to review local systec factors:

> Daily/Weekly Data Reports: CCKids has developea ghaickets and metric mail
reports that are compiled from a variety of sourdé®se reports are designed to
drive production, ensure accountability and provdadastant, ongoing data
information to all case management agencies withiouit 19’s system of care.
Data reports and metric mail are shared with trenag management, staff and/or
providers and are disseminated on a daily, weekbnthly and quarterly basis. The
Florida Safe Families Network (FSFN) is the primdaga source used to develop
these reports. Other data (obtained from hard &&oyeviews) will be incorporated
into the data packet on an as-needed basis. CUjadsis to make performance
improvement a priority in our day-to-day operati@amsl use them as a benchmark to
gauge the success of our activities in meetingcontract measures and the service
needs of our families.

» Monthly Quality Assurance Subcommittee meeti@SKids has a Quality
Assurance subcommittee comprised of members @ddlaed of Directors and
CCKIDS Quality Management staff. This subcommittezets on a monthly basis to
review data, performance, incidents reports, ctirmed future improvement
initiatives and any other areas of risk or concérraddition to the summary of
information discussed during QA Subcommittee megstithe full Board of
Directors also receives an extensive monthly dgpant containing information on
performance indicators, caseload, turnover, sepgilation and operations.

» Monthly At-a-Glance Views of Performance: CCKideydes comprehensive data
reports to stakeholders throughout the communitye 6f the more popular forms of
delivery is the monthly At-a-Glance report, whishai snapshot of the agency’s
performance on significant indicators from one nhawtthe next, color-coded to
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indicate improvement or decline, and including lwation of the degree of
movement in either direction.

» Monthly Performance Measure/CQIl Meetings: CCKidkla@ monthly
Performance Measures meeting to review progressamecard and contract
indicators. Following the review of performance sw@was, the Quality Management
department presents data and trending from the RSEQI and CFSR reviews as
well as any other area within the system of caa¢ leeds to be addressed. The
meeting is attended by CBC leadership, case maregesupervisors, and directors
from all four (4) counties, and provides a forumdicscussion, identification of
challenges, and problem-solving. It also ensureguent contact between the case
management agencies and fosters a supportive emermat and a feeling of helping
each other succeed.

» Quarterly Circuit 19 System of Care Meetings: Cird9 has a System of Care
/Joint Performance Review meeting which is ledi®y@€BC quality management
department and includes participants from DCF, GISKChildren’s Legal Services
(CLS) and community providers. This group meets @uarterly basis to review
performance data and circuit trends.

33. _Activity:PIP Activities for Improvement on National Data Indicators:
Frequency: Ongoing
Process: Communities Connected for Kids will foonghe below key activities
descriptions to address CFSR areas deemed neetpngviement. Local activities along
with the lead person responsible, evidence of cetigul, data measurement, and
quarterly updates are outlined on the 2017-19 Pedace Improvement Plan.

Activities in place and/or being monitored include:

» Improve and expand on substance abuse assessmeéntsament services and
working with the substance providers on safety mpiag and relapse,
Development of in-home rapid family response safeypagement services to be
available in all four counties,

Increase wraparound services in all four counties,

Enhance the development and management of safatg,PI

Expand resources to support foster parents foepiaat stabilization,

Increase supervisory documentation of early disonss the case plan goal,
Review of all children in group care,

Increase the targeted recruitment initiatives stédohomes for complex children,
Continue to bring children from out of circuit baickCircuit,

Engage parents in their child’s daily activitiegitmcument in the judicial review,
Improve processes and follow up on permanency reainlds,

Improve timely data entry into FSFN,

Training to reinforce the frequency and qualityvsitation between siblings and
parents,

Training for case managers to improve engaging ahitdren during home visits,
Enhance, youth involvement in case planning,

Thorough review of the utilization of managememtaigs for medical and dental
appointments for improvement in outcomes,

Compliance with psychotropic medication,

YV VVV VVVVVVVVVVY VY
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» Engage the managing entity to enhance communicatidrrecord sharing of
mental health services.

» Rapid Family Engagement - meeting within 5-7 bussnaf shelter to
immediately engage the parents and discuss conglitay return and begin case
planning process

Monitoring of progress on the above activities Wil reported quarterly on the local
Performance Improvement Plan to the Departmenialhéthclude documentation when
and activity has been completed.

34. Activity:Local Improvements Initiatives Based on CFRS/RSF Raullts:
Frequency: Ongoing
Process: The Annual Summary of Quality Assurancad®eFindings will be the road
map to help identify and analyze data in the anegsling improvement in the local
system of care. The CFSR Performance Improvemant il include areas for
measurement and reporting of improvements in thewing areas:

» Safety Plan Sufficiency and Monitorin@ CKids has identified risk and safety
management as a significant area needing improvieimé&y 2017-18. Data from
RSF reviews showed a significant downward trenavben fiscal years 2015-16 and
2016-17. Though there was some improvement showlreiarea of appropriate
safety plans in FY 2017-18, this is still an areading significant improvement.
With regard to monitoring the safety plan, thissahas seen a downward trend over
the past three (3) years. FL CQI data supportéitdengs from the RSF reviews,
though it shows an increase from fiscal years 2045 2016-17 and a decrease in
FY 2017-18 Activity: The Quality Management department along with treening
department completed an interactive CQI activityume 2018 that included CCkids
Leadership Staff, CHS Case Management and Leag@exsli CCKids Case
Management Supervisors on safety plan sufficiemmypitoring and documentation
along with supervisory consultations.

» Placement with SiblingsDespite CCKids exceeding the target on the perédnce
measure of Sibling Groups Placed Together in OOHGOC QI data shows this as an
area needing significant improvement. A 14% inceaasstrength ratings was seen
between FY 2015-16 and 2016-17, but there was ad®f%ease in FY 2017-18.
Activity: For FY 2018-19 CCKids has restructured the CPA/iday Contracts to
include a financial incentive that would remove dingncial barrier to accepting
siblings groups of three or more. These financieéntives are granted to both the
CPA and the Foster Parent to fund activities anbsrt services

» Case worker visits with ChildrenData from both the RSF and FL CQI data shows
that caseworker visits with children is still ararthat continues to need
improvement. Data from fiscal years 2015-16 and62D1 showed a 9% increase in
rating but then fell 2% in FY 2017-18ctivity: The Quality Management
department is reviewing the current Home Assessifioemt and deciding if it is
sufficient to capture the needed visit informatsod if so, why it is not being utilized
as intended to capture the required informationKid€ Training department held
trainings with case management staff on Quality B@masessments (CM visits) and
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35.

Communities Connected for Kids utilizes the followgi strategies to improve practice and

Unified Home studies/understanding and gatherifymnation on family systems
and the importance of quality and documentation.

» Medical Care- Despite CCKids exceeding the established CBCGe&gand target

during the entire 2017-18 fiscal year for the perfance measure regarding children
receiving medical care within the last 12 monthHs (&I data shows that this
continues to be an area in need of improvement Dain the FL CQI reviews
shows that CCKids had a 3% increase in ratingsdmtviiscal years 2015-16 and
2016-17; however, there was no change between fisaas 2016-17 and 2017-18.
Activity: During monthly Performance Measure meetings casegenent

Directors and Supervisors will report out on thedforts to obtain medical records,
document appropriately all follow-ups being made.

» Lack of Visiting with parents and siblings in fastare - It was decided that a

contributing factor to these areas needing imprammmay be children being placed
out of their home circuit, making visitation witheir family members difficult. The
lack of visitation could have a direct impact oe tikelationship of the child in care
with their parents by reducing the efforts to ievpiarents to school functions,
dental/doctoappointments, et@ctivity: Communities Connected for Kids
continues to work closely with the four CPA’s teiiease foster care beds so that
children placed out of circuit can be placed clasdaheir home. Monthly Targeted
Recruitment list are reviewed by CCKids, CPA’s,niilal and County Directors for
matching difficult children with the most appropgddome.

Lack of Child and family involvement in case plaigi Activity : with continual
improvements in this area needed, CCkids Traingppdment provides training and
follow-up consultations on the topics of ImpendDanger, Present Danger, Safety
Planning, Assessing Child’s Needs, Assessing Cagefirotective Capacities, and

Case Planning. Quality Management continues toutbh60% of all cases to re-
educate and reinforce the Practice model concepts.

Activity: Quality Assurance Team Trainings

Frequency: Ongoing

Process: The Quality Management team will workahaboration with the CBC
Training department by providing trainings to thB@and provider staff, as needed.
Trainings will be conducted during monthly CQI megs. Specific training topics
needed for individual case management units wiptoxided during monthly Unit
meetings.

Training topics to include but not limited to:

a) CFSR Data

b) Safety Planning and Monitoring
c) Home Assessments

d) Case Planning

e) Documentation

were selected based on evidence-based, best/pngméid/or emerging practices.
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Permanency Roundtables,

Quality Parenting Initiative,

Wraparound mental health services through the pestip with the

managing entity,

Collaboration between the Independent Living ProgrRoad to Success,

and the clinical team to co-facilitate Regis Litskaffings in order to ensure a

multidisciplinary approach to young people with dpmental disabilities

so that they have the appropriate support andeEswn place as well as
guardians appointed, if needed.

> Participation in the statewide evidence-based pergmitiative, we have
mapped our local evidence-based parenting resguandsdeveloped a
uniform reporting template to provide a greateelesf detail on parental
progress in the services.

» Rapid Response In-Home Family Services program tiigesvidence-based
family support model designed and provided by Fafi@nagan’s Boys
Town of Florida.

» Contracting with Safety Management Providers offfgrievidence-based

services such as parenting.

YV VVYVY

Stakeholder Involvement:

The local community alliance and board participateguality management plan implementation
through the review and evaluation of performandea.dadditional activities with DCF Regional
and Circuit staff including the DCF Contract Managee held monthly for Continuous Quality
Improvement (CQI) meetings and Monthly Operatidviaketings. These meetings include
updates on FSFN data, Communities Connected fas gclity management
initiatives/improvement/activities, data managemgmdates and DCF Circuit/Regional
informational updates. Specific qualifications participation in case practice reviews are
outlined within the quality assurance activity pres/methodology.

Communities Connected for Kids utilizes input framd feedback to stakeholders through a
variety of channels: web-based surveys, meetingduations, monitoring and data sharing.
Stakeholders include the children and families sgrypersonnel, providers, Board of Directors,
Department of Children and Families, Community &lice and community members as a whole.
The information gained through each avenue is catively shared with the Senior
Management Team for discussion and action. ldzesierns and comments are utilized to
evaluate our system of care, drive service delivelgntify areas of strength and weakness and
provide the agency with an overall means in imprgwur services. The current Contract
Performance Measures located on the Departmenhitfr€n and Families Dashboard, and any
other outcomes mutually agreed to at the locall lakeecommunicated monthly to the Board of
Directors and stakeholders by the Communities Cotedefor Kids CEO. The contract
performance measures are reported in graph fornasmnbbcated in the board meeting minutes.
Board packets are provided to each board membetr@hecally before the planned meeting and
as a handout on the day of the board meetingnédreésted stakeholders receive the contract
performance measures report during the monthlycbeaetings.

The Quality Management Department assists witlgtlestionnaire and satisfaction survey
process. The Senior Management Team, Board otreand local Alliance members review
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these reports to assess the overall quality oicete meet the needs of children, families and
other stakeholders.

There are five (5) different cateqories of survgysktionnaires:

1. Satisfaction of parents/child (ren)

2. Satisfaction of adoptive parents

3. Satisfaction of foster parents

4. Satisfaction of providers

5. Satisfaction of stakeholders (e.g., courts, GAgfs,)

Child and family satisfaction surveys include ques addressing the services the clients
received, the professionalism of the staff, theeegish which services were provided, whether or
not the clients felt that they received the hekytheeded, and whether the facilities were
convenient. Surveys are aggregated, reviewedegradted by quality management staff. The
information resulting from the reports is used éve&lop new services, change existing services,
and to strategically plan.

Consumer satisfaction surveys are administereldaset agencies/individuals who work with
Communities Connected for Kids. This data is atggregated, reviewed and reported by quality
management staff. The information is then usaddntify any issues that consumers have not
otherwise communicated in order to secure the mastive working relationships between
agencies and caregivers.

Each stakeholder group plays a role in the Comnasnfonnected for Kids quality
assurance/improvement activities both formally erfidrmally. Input from each stakeholder

group plays an important role in strategic planpergsuring that Communities Connected for
Kids is sensitive to the needs of each as well aistaining a system of care that meets the needs
of the service community. Feedback is providedugh newsletters, data reports, interaction
with the print media, public relations efforts amdopen door/information exchange policy with
our CEO.

Customer Relations: Inquiries, Complaints, and Grevances:

It is the policy of Communities Connected for Kidsencourage children, families, and
community stakeholders to make inquiries, shareears, and register complaints in order to
continuously improve the quality of services. Conmities Connected for Kids will ensure a
prompt and appropriate response to all inquiriemymaints and concerns that are received
verbally or in writing.
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Inquiries

An “inquiry” is defined as an issue raised thatuiegs clarification or attention but which may
not indicate dissatisfaction with services. Cligmfuiries may be made of any employee, at any
level, within the organization. The employee s#ek to resolve the concern quickly and
efficiently to the satisfaction of the inquirerhdinquiry will be routed either electronically, in
writing or verbally through the Chief Executive @#r to the Quality Management Department
for follow up by a Quality Management Specialist.

If needed, the Quality Management Specialist wiestigate the inquiry to determine what
occurred, making a preliminary assessment about adten is required. The Quality
Management Specialist will seek to resolve the eamor problem expressed, making
reasonable efforts to obtain resolution as reqddsgehe inquirer. Resolution of the concern or
problem will occur in no more than three (3) busmdays from the date the inquiry was
received. The results will be forwarded to alekent parties.

If satisfactory resolution of the inquiry cannotdigtained within three (3) business days, the
inquirer will be offered an opportunity to followoGmunities Connected for Kids grievance
procedure in an effort to reach satisfactory resmiu

The Quality Management Department will report imgulata trends on a quarterly basis to the
Senior Management Team and the CQIl Committee. i@atarts include the number of
inquiries, average time from inquiry to resolutiamd number of inquiries referred as
grievances.

Complaints

Communities Connected for Kids defines a complamtlissatisfaction with a case-specific issue
or service delivery issue, which is received vdybai in writing and for which a response is
requested. Complaints are handled through the Contiesi Connected for Kids Chief

Executive Officer (CEO) and Quality Management Dapant. Quality Management assists the
CEO and provides a point of contact for individualshing to file a complaint. Complaints are
answered by the CEO and/or QM staff during regoilesiness hours or the next business day if
received during non-working hours. The CEO alomitp wthe QM staff ensure that complaint
polices are explained to the individual filing amalaint and that the policies and procedures are
followed.

Within one business day of receipt of the complaoricern, the designated QM staff member
will begin to gather information based on the caagl If additional information is needed, the
QM staff member may contact the individual who mtdecomplaint to obtain additional
information.

When identifying information is available, confirtren of receiving the complaint to the
complainant is made. This confirmation informs tleenplainant that Communities Connected
for Kids is investigating the complaint/concern.

All complaints raised will be resolved within 3-8y or the reason for delay in resolution will
be noted. Once a complaint has been assignedvestigating, the Quality Management
department is responsible for monitoring and tnagkhe complaint resolution to ensure
timeliness is met.
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If any complaint remains unresolved, the issueiferred to the Communities Connected for
Kids Quality Management Director, and the perssunirgg the complaint will be advised of
further grievance and appeals procedures.

Grievance & Appeals Resolution Process

It is the policy of Communities Connected for Kidsrespond to all grievances and appeals in a
manner that is respectful of individual clientspyders, and others who file a grievance. This
policy is included in all contracts with serviceopiders. The grievance and appeals process
promotes fair, non-intimidating, and timely resauat

Grievance and appeal s processes for parents

The Case Manager will explain the grievance anaalsgprocess to the child and family at the
initial contact. Grievance and appeals forms actged in the consumer guide that will be
provided at initial contact. The following procedwrill be followed when a child/youth or a
parent files a grievance:

a) Inthe event that a difference of opinion or cartfbccurs, the dissatisfied person(s) is
encouraged to bring the specific issue to the ttterof the case manager in the context
of an inquiry. The forum for this dialogue is infieal and the results are documented in
the appropriate file. Documentation includes thiewsnstances surrounding the issue and
resolution/status.

b) If the concerns are not resolved at the inquirganplaint level, the case manager will
provide the person(s) with the name of his/her super so that the person(s) may speak
with them regarding the concern/complaint. Thiscess should move up the chain of
command within the case management agency untistle is resolved.

c) If the management personnel within the case manageagency cannot resolve the
issue, the CMA shall request a meeting with ComumesiConnected for Kids
management and the complainant to discuss theaodisg issue.

d) Final authority to resolve disagreements, if neagssests with the Communities
Connected for Kids CEO. If needed, all data coldatill be forwarded to the CEO for
final review. The agency designee will notify fherson(s) served of the final decision
which will be given no later than five (5) dayseafthe CEO receives the request for
review.

Grievances or Appeals Made By CMAs or Providers

All Communities Connected for Kids contracts forveees require providers to follow
Communities Connected for Kids grievance and agpgaaicedures. If a contract provider
wishes to file a grievance, a summary of the precesutlined below:

a) In the event that a difference of opinion or castfbccurs, the dissatisfied provider is
encouraged to bring the specific issue to the tttermf Communities Connected for
Kids in the context of an inquiry. The Communiti@ésnnected for Kids Quality
Management department processes all inquiries eowides the response.

b) If the Communities Connected for Kids Quality Maeagnt department cannot resolve
the issue, a meeting with Communities Connecte®ids management and the provider
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will be set to discuss the issue.

c) If the Communities Connected for Kids managemeantand the provider cannot
resolve the issue, a meeting with the Communitiesn@cted for Kids CEO will be set
for final resolution.

d) Final authority to resolve disagreements, if neagssests with the Communities
Connected for Kids CEO. If needed, all data coidatill be forwarded to the CEO for
final review. The agency designee will notify ghr@vider of the final decision which
will be given no later than five (5) days after DEO receives the request for review.

Review of all Complaints and Grievances

On a quarterly basis, the Communities Connecte&ifitls Quality Management Director
reviews all complaints and grievances filed witthie quarter. Results are reviewed with the
Communities Connected for Kids Senior Managemeati.eTimeliness of resolution,
corrective actions taken, and customer satisfaetitimthe resolution is evaluated.

Monitoring of Client Services Providers

Communities Connected for Kids monitors the coné@dgroviders in the network through a
number of mechanisms. The Director of Contractstaadepartment of Quality Management
conduct continuous management and monitoring ofiies through on-site visits to providers
and through the review of required contractual regpo

Communities Connected for Kids contract staff aceand analyze provider data from FSFN
and internal systems on a monthly basis. The DoraxtContracts discusses any performance
issues with the provider and the actions the pexwdll take to improve performance. This is
documented in the contract file. The Director oh@acts provides technical assistance as
necessary. As Communities Connected for Kids et@duand monitors programs and new
information becomes available, the Quality Managanbepartment will work in conjunction
with the program and contract management on pedoo@improvement teams, corrective
action follow-up and new performance initiatives.

An invoice tracking log which includes date of deey payment amount, and expenditure type is
managed by the Director of Contracts for all actieatracts.

All applicable contracts will undergo an annual mamng by Communities Connected for Kids
in accordance with the Communities Connected falskGlient Services Monitoring Manual.
Providers will be required to document correctiggans taken to improve performance in areas
found deficient in this monitoring.

VIII. Quality Improvement

Quality Improvement is implemented based on thelle¥performance or compliance with each
guality assurance activity or other source. Pearforce and compliance is determined based on
established benchmarks and performance expectatidresindication of poor performance or
lack of service delivery is based on data repartsanalysis conducted as part of the quality
assurance activities.

Page 39 of 41




Communities Connected for Kidelieves that in order to strengthen our systeicaog, we
must continually strive to

1. Exceed our established outcomes
2. Improve the quality of our services
3. Address substandard performance

To ensure excellence and improvement, Communites€cted for Kids addresses each area
through thePerformance Improvement Team approa€lmce an area is identified as an area for
improvement (based on performance data or revidiws)eam reviews the data and determines
who should be assigned as the team leader. Threlésaler(s) is most often a seasoned staff
member(s) who has experience within the departimedépartments that directly impact the
data or performance, while the Quality Managemespddtment provides technical assistance,
gathers data and determines trends. The teamhwitludes members of the Quality
Management Department and is required to be inausi all levels of staff within the

associated department, is responsible to review glatvided, conduct an analysis to determine
the potential root cause, formulate a solution pét target outcomes, implement deployment
and monitor progress. The Quality Management Dapart then ensures continual quality
improvement through regular auditing and reporththe process.

The key to any implementation process is effecting efficient deployment. Communities
Connected for Kids facilitates quality improvemémough careful analysis of processes and
resources, training, meeting technical needs, @ffecommunication, and feedback.
Initiatives utilized to enhance and drive deployrame:

* Performance Improvement Plan
» Use of Quality Improvement Teams

ThePerformance Improvement Plaombines results or outcomes from external aretrial
reviews, identification of specific indicators aootinual evaluation of outcomes. The process
for implementation of solution plans is initiatedonitored and evaluated by the Quality
Management Department in collaboration with thegaesl Quality Improvement Team. The
Performance Improvement Plan is updated quartedyi@designed to track and report on
ongoing improvement initiatives.

The use ofuality Improvement Teant®mbines the indicators outlined in the Quality
Improvement Plan and those identified through ragpitocess or procedural evaluation.
Multiple Quality Improvement Teams are developethimithe delivery system and assigned
various tasks or action steps outlined in the gmyplan. This team approach strengthens the
overall plan deployment.

Data Collection and Analysis
Data Collection In order to effectively address Quality Improvernmeasures, data collection
is completed through two separate processes: ext@nd internal. External data is collected via

reports and audits. Internal data is collectedugh FSFN, internal tracking processes, case file
reviews, and standardized reporting tools.
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Data collection is driven by the agency’s estalgicsindicators and activities contained within
the quality management plan. The frequency dd dallection occurs at various scheduled time
periods based on data availability, required reportthe status of a performance outcome.

Data Analysis Identifies and verifies root cause through vatildg strengths, identifying
weaknesses and ensuring the quality of the prabesslirectly drives a specific indicator
determined through the quality assurance actiwoitgftectively implement the processes.
Communities Connected for Kids will determine theqgess of the analysis, ensure valid and
accurate data collection, review current procedarespractices, establish desired outcomes and
targets, and develop and deploy a plan of solutkear. successful and continual quality
improvement, Communities Connected for Kids willrquare the data analyzed at each interval
to determine trends. As new information concermpagormance is made available, QM will
appropriately utilize the data to facilitate impeonents in the following manner: focus groups
facilitated by QM Department staff and CMA supeovss Performance Improvement Teams
(CMA’s and QM Team members), QM Department improgemnitiatives, and Performance
Improvement Plans. These projects will work to niypdnd/or improve the processes at the
CMA and CBC levels.

To effectively communicate the data, Communitiesii&eted for Kids generates reports in the
form of lists, tables, graphs and/or charts asiredu This information is disseminated to the
department, community partners, providers, staff @her interested or related stakeholders.

IX.  Staff and Provider Training

Pre-service Training - Case management staff receives Pre-service tratinioggh
Communities Connected for Kids Training Departm@ihie pre-service training includes
structured field activities and classroom trainamgl requires successful completion of a
knowledge-based test to achieve provisional cedtiion. All pre-service training follows the
requirements outlined by the state.

In-service Training - Communities Connected for Kids is responsible fwrdinating and
facilitating all needed staff in-service trainiragther by directly providing the training or
arranging an outside training opportunity. Topi€fterest will be determined by the results of
an annuallraining Need#ssessmenAt least quarterly, guest lecturers will be iedtto share
their expertise with Communities Connected for Kstiff, as well as case management staff,
Department of Children and Families staff, andfgtafployed by the community network
providers. Notice of these trainings will be praadcto all staff in calendar format, and require
prior registration. At least one in-service tramiyearly will be directed at morale and staff
retention issues.

Cultural Diversity Training - Communities Connected for Kidsaff completes the following
trainings Serving Our Customers Who Are Deaf ordHzfrHearing, Civil Rights, and Cultural
Competence training during new employee Orienta#atditional training on Florida
Certification Board Code of Ethics and the Childliafe Practice Model is provided during pre-
service training. Training regarding Interviewinggdahiring within the Law is provided for
supervisors every two years.
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