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Carver County Community Carver County Community 
Social ServicesSocial Services

Our response to the Quality Our response to the Quality 
Assurance ReviewsAssurance Reviews

Carver’s Family Service ReviewCarver’s Family Service Review

•• Carver County’s Family Carver County’s Family 
Service Review was Service Review was 
completed in January of completed in January of 
2004.2004.

•• Our Program Our Program 
Improvement Plan was Improvement Plan was 
approved that August.approved that August.
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Our PIP was Influenced by our BSCOur PIP was Influenced by our BSC

•• Carver County was involved in Casey Family Program’s Carver County was involved in Casey Family Program’s 
Breakthrough Series Collaborative (BSC) on Recruitment Breakthrough Series Collaborative (BSC) on Recruitment 
and Retention from November 2002 through November and Retention from November 2002 through November 
2003.  2003.  

•• The Continuous Quality Improvement (CQI) The Continuous Quality Improvement (CQI) 
methodology we learned from the BSC became an methodology we learned from the BSC became an 
integral part of our PIP.integral part of our PIP.

The Value of MeasurementThe Value of Measurement

•• The BSC required us to submit monthly The BSC required us to submit monthly 
outcome reports.outcome reports.

•• We struggled to use SSIS and Crystal We struggled to use SSIS and Crystal 
Reports to provide these reports.Reports to provide these reports.

•• Initially failed to connect the reporting Initially failed to connect the reporting 
with the CQI process.with the CQI process.

•• But at the end of the year were amazed at But at the end of the year were amazed at 
some of our improvements.some of our improvements.
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Impact of Shared Vision and MeasurementImpact of Shared Vision and Measurement

•• Some things improved Some things improved 
dramatically without dramatically without 
focusing on change focusing on change 
directed at that directed at that 
measure. measure. 

•• We believe the change We believe the change 
was due to the impact was due to the impact 
of shared vision and of shared vision and 
regular measurement.regular measurement.
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Continuous Quality ImprovementContinuous Quality Improvement
•• Define a work process to be improved.Define a work process to be improved.
•• Identify a way to measure the process and Identify a way to measure the process and 

then collect a baseline measurement. then collect a baseline measurement. 
–– Most measures are only indicators of outcome. Most measures are only indicators of outcome. 

•• Implement a Plan/Do/Study/Act (PDSA) cycle Implement a Plan/Do/Study/Act (PDSA) cycle 
to test small improvement efforts.to test small improvement efforts.
–– Tests are small and rapid Tests are small and rapid 
–– What can I do by next Tuesday?What can I do by next Tuesday?

•• Review measures to check for improvements Review measures to check for improvements 
and refine the PDSA cycle for the next test.and refine the PDSA cycle for the next test.
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Extended CQI TeamsExtended CQI Teams

•• School Based Unit CQI Item AssignmentsSchool Based Unit CQI Item Assignments
–– 14:  Preserving connections:14:  Preserving connections:-- Lisa JespersonLisa Jesperson
–– 18:  Child and Family involved in case planning:18:  Child and Family involved in case planning:-- Kate Kate 

BerghoffBerghoff
–– 19:  Worker visit with child :19:  Worker visit with child :-- Liz LaurenLiz Lauren
–– 20:  Worker visit with parents:20:  Worker visit with parents:-- Jason RippentropJason Rippentrop
–– 21:  Educational needs of child:21:  Educational needs of child:-- Jane FlemingJane Fleming
–– 22:  Physical needs of child:22:  Physical needs of child:-- Betsy RodeBetsy Rode
–– 23:  Mental health of child:23:  Mental health of child:-- Ellen Roan Ellen Roan 

CQI Item TasksCQI Item Tasks

1.1. Track progress on the assigned measure using Track progress on the assigned measure using 
quantitative or qualitative data.quantitative or qualitative data.

2.2. Seek input from clients, resource parents, Seek input from clients, resource parents, 
GAL’s, and community members.GAL’s, and community members.

3.3. Identify improvement ideas to test.Identify improvement ideas to test.
4.4. Define and implement PDSA process personally Define and implement PDSA process personally 

or through colleagues.or through colleagues.
5.5. Study results and seek new improvement Study results and seek new improvement 

ideas.ideas.
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Timeliness on CP ReportsTimeliness on CP Reports

•• MN Stat. 626.556, Sect. MN Stat. 626.556, Sect. 
5, subd.10 states that we 5, subd.10 states that we 
“shall conduct a face“shall conduct a face--toto--
face contact with the face contact with the 
child reported to be child reported to be 
maltreated” immediately maltreated” immediately 
if “substantial child if “substantial child 
endangerment is alleged endangerment is alleged 
and within five calendar and within five calendar 
days for all other days for all other 
reports.”reports.”

Carver County’s QA Carver County’s QA 
Results on TimelinessResults on Timeliness

•• Our QA review in 2004 ranked Carver Our QA review in 2004 ranked Carver 
County’s timeliness for initiating County’s timeliness for initiating 
investigations of reports of child investigations of reports of child 
maltreatment as an area needing maltreatment as an area needing 
improvement since Carver County improvement since Carver County 
scored 71% and 85% is required. scored 71% and 85% is required. 
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How we addressed Timeliness in How we addressed Timeliness in 
our PIPour PIP

•• We chose to use the “Time to Initial We chose to use the “Time to Initial 
Contact with Victim/Other” report in SSIS Contact with Victim/Other” report in SSIS 
as a means to track our timeliness.as a means to track our timeliness.

•• This report can be found in: SSIS/General This report can be found in: SSIS/General 
Reports/Maltreatment/Time to Initial Reports/Maltreatment/Time to Initial 
Contact with Victim/OtherContact with Victim/Other

Time to Initial Contact with Time to Initial Contact with 
Victim/Other General ReportVictim/Other General Report
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How to use the reportHow to use the report

•• After running the monthly After running the monthly 
report, I meet with the report, I meet with the 
social workers to discuss social workers to discuss 
the time stated in the the time stated in the 
report.report.

•• We look for patterns to We look for patterns to 
help resolve the issues help resolve the issues 
identified so that we can identified so that we can 
find solutions.find solutions.

An example of the report reviewed An example of the report reviewed 
with the social workerswith the social workers
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This process is easy and tellingThis process is easy and telling

•• It is true that what gets It is true that what gets 
measured, gets done.  Social measured, gets done.  Social 
workers know we will be workers know we will be 
talking about it so it provides talking about it so it provides 
an extra incentive to pay an extra incentive to pay 
attention to the time.attention to the time.

•• We’ve been able to track out We’ve been able to track out 
patterns and thus, find patterns and thus, find 
solutions.solutions.

Summation of Data ErrorSummation of Data Error

•• We discovered that social We discovered that social 
workers weren’t always workers weren’t always 
recording their time accurately.  recording their time accurately.  
Instead of checking Instead of checking 
“child/observation interview”, “child/observation interview”, 
they had recorded time under they had recorded time under 
“client contact.”“client contact.”
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For Example…For Example…

•• You will notice in the following case the time You will notice in the following case the time 
to Victim Contact is blank but 4 hours is to Victim Contact is blank but 4 hours is 
recorded in the column that discusses time recorded in the column that discusses time 
to other contact.  When discussing this issue to other contact.  When discussing this issue 
with the worker, we discovered she hadn’t with the worker, we discovered she hadn’t 
put her time under the correct node in SSIS.  put her time under the correct node in SSIS.  

An example of a data error in SSISAn example of a data error in SSIS
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Other patterns discoveredOther patterns discovered

•• We discovered that the We discovered that the 
Crawford decision Crawford decision 
impacted our timeliness.  impacted our timeliness.  
In the past, we would do In the past, we would do 
a CornerHouse interview a CornerHouse interview 
but with cases where we but with cases where we 
questioned a child’s questioned a child’s 
competency, we had to competency, we had to 
wait for a hospital exam wait for a hospital exam 
and interview.and interview.

Additional PatternsAdditional Patterns

•• There were times we had actually seen the There were times we had actually seen the 
child before the report or disposition was child before the report or disposition was 
entered into SSIS.  The time we saw the entered into SSIS.  The time we saw the 
child was actually occurring before the child was actually occurring before the 
disposition was entered so the Timeliness disposition was entered so the Timeliness 
report in SSIS was actually recording our report in SSIS was actually recording our 
second contact with the child.  As a result, second contact with the child.  As a result, 
we changed the way we entered our time we changed the way we entered our time 
and opened our cases in SSIS.and opened our cases in SSIS.
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Solutions to Timeliness issuesSolutions to Timeliness issues

•• We changed the way we We changed the way we 
recorded our time in SSIS.recorded our time in SSIS.

•• Social workers and Social workers and 
supervisors paid attention to supervisors paid attention to 
our timeliness.our timeliness.

•• We tracked out our problems We tracked out our problems 
and found solutions.and found solutions.

•• We have data to support We have data to support 
staffing needs based on staffing needs based on 
safety issues for children.safety issues for children.

Case Review using a Team ProcessCase Review using a Team Process
•• A case is randomly selected from each Case A case is randomly selected from each Case 

Manager’s caseload and Case workers are paired Manager’s caseload and Case workers are paired 
to review each other’s cases using the Case to review each other’s cases using the Case 
Review and Consultation Guides Review and Consultation Guides 

•• As a Unit, the Case Managers utilize the Agency As a Unit, the Case Managers utilize the Agency 
Computer Training Room for the review. (to Computer Training Room for the review. (to 
access SSIS as well as paper file information)access SSIS as well as paper file information)

•• Supervisor is available to clarify requested Supervisor is available to clarify requested 
information on the review form, and assist in information on the review form, and assist in 
where to find the supporting information in where to find the supporting information in 
SSIS. SSIS. 
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Goals and Benefits of Peer ReviewsGoals and Benefits of Peer Reviews

•• To improve understanding of specific practices that To improve understanding of specific practices that 
produce good outcomes in the areas of Safety, produce good outcomes in the areas of Safety, 
Permanency and WellPermanency and Well--beingbeing

•• Caseworkers have immediate feedback as the paired Caseworkers have immediate feedback as the paired 
workers complete each other’s review and request workers complete each other’s review and request 
information from each other.information from each other.

•• Familiarity with the items on the Tools assist Familiarity with the items on the Tools assist 
Caseworkers in continually improving their skills and Caseworkers in continually improving their skills and 
processes in working with familiesprocesses in working with families

•• Team members support and learn from each otherTeam members support and learn from each other
•• Complete qualitative review of a small case sampleComplete qualitative review of a small case sample

Pathway to Review GuidesPathway to Review Guides
Supervisor’s WebsiteSupervisor’s Website
http://www.dhs.state.mn.us/main/groups/county_access/documents/phttp://www.dhs.state.mn.us/main/groups/county_access/documents/pub/DHS_id_00030ub/DHS_id_00030
8.hcsp8.hcsp

•• Case Review and Consultation Guide Case Review and Consultation Guide 
(Placement Cases) (Placement Cases) 
http://www.dhs.state.mn.us/main/groups/count
y_access/documents/pub/DHS_id_026442.pdf

•• Case Review and Consultation Guide (InCase Review and Consultation Guide (In--
Home CasesHome Cases) ) 
http://www.dhs.state.mn.us/main/groups/count
y_access/documents/pub/DHS_id_026443.pdf
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CollaborationCollaboration

•• As the BSC ended we thought we had As the BSC ended we thought we had 
primarily learned CQI.primarily learned CQI.

•• We wanted to spread CQI across our We wanted to spread CQI across our 
agency.agency.

•• Including CQI processes in our PIP was a Including CQI processes in our PIP was a 
way to encourage this spread.way to encourage this spread.

•• Now we realize that collaboration was as Now we realize that collaboration was as 
critical to our outcomes from the BSC as critical to our outcomes from the BSC as 
CQI.  CQI.  

Collaborative StructureCollaborative Structure

•• If we didn’t submit our monthly report on time, the BSC If we didn’t submit our monthly report on time, the BSC 
staff sent a friendly reminder.staff sent a friendly reminder.

•• 20+ teams each had a PDSA or two to present during our 20+ teams each had a PDSA or two to present during our 
monthly teleconferences. monthly teleconferences. 

•• At the end of each teleconference we had more good At the end of each teleconference we had more good 
new ideas than we could even test.new ideas than we could even test.

•• We picked from our own ideas and others and tested We picked from our own ideas and others and tested 
only the ideas we wanted to test. only the ideas we wanted to test. 
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Seeking CollaborationSeeking Collaboration

•• Now we want to find a way to get Now we want to find a way to get 
from other counties what we got from other counties what we got 
from other teams in the BSC.from other teams in the BSC.

•• Currently each county has it’s own Currently each county has it’s own 
review, it’s own PIP and it’s own review, it’s own PIP and it’s own 
learning process.learning process.

•• Wouldn’t the best ideas from 20 Wouldn’t the best ideas from 20 
teams be better than the best ideas teams be better than the best ideas 
from 3?from 3?

Crystal ReportsCrystal Reports

•• Crystal Reports is a powerful report writer that Crystal Reports is a powerful report writer that 
can be used to extract data from SSIS.can be used to extract data from SSIS.

•• Because we all have the same table structure, Because we all have the same table structure, 
Crystal Reports templates can be easily shared Crystal Reports templates can be easily shared 
across counties.across counties.

•• You can download some templates from:You can download some templates from:
–– http://http://Minnesotabsc.sharepointsite.comMinnesotabsc.sharepointsite.com/SSIS/SSIS

•• Username: Username: BSCguestBSCguest
•• Password: guestPassword: guest

•• EE--mail mail dkoziolek@co.carver.mn.usdkoziolek@co.carver.mn.us if you would if you would 
like to become a member of this site.like to become a member of this site.
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Resource Care BSCResource Care BSC

•• We are seeking counties willing to collaborate We are seeking counties willing to collaborate 
with us as a part of our DHS foster care grant. with us as a part of our DHS foster care grant. 

•• Expect to bring Lorrie Lutz to Minnesota to Expect to bring Lorrie Lutz to Minnesota to 
recreate learning sessions and videoconferences recreate learning sessions and videoconferences 
with other interested counties.  with other interested counties.  

•• More information is available at:More information is available at:
–– http://http://Minnesotabsc.sharepointsite.comMinnesotabsc.sharepointsite.com

•• Username: Username: BSCguestBSCguest
•• Password: guestPassword: guest

How to Contact UsHow to Contact Us
•• Dan Koziolek: Dan Koziolek: 

dkoziolek@co.carver.mn.usdkoziolek@co.carver.mn.us
952952--361361--16164040

•• Joy Sindelir: Joy Sindelir: 
jsindelir@co.carver.mn.usjsindelir@co.carver.mn.us
952952--361361--16041604

•• Michelle Selinger: Michelle Selinger: 
mselinge@co.carver.mn.usmselinge@co.carver.mn.us
952952--361361--16611661
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The EndThe End


