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Overview 
 
From September 2007 through December 2010, CPS Human Resource Services provided technical 
assistance to the Arizona Department of Economic Security’s Division of Children, Youth and Families – 
DCYF designed to help them embark on a comprehensive and strategic approach to strengthening and 
supporting their workforce through workforce planning and development – WFPD. 1 This technical 
assistance was financially supported by a grant from the Annie E. Casey Foundation’s Human Services 
Workforce Initiative.  

 
This final report provides context for the technical assistance offered under the Human Services 
Workforce Initiative, shares the accomplishments, and includes the many examples of WFPD tools and 
documents that can be incorporated into the work of other human services agencies. 
 

Background 
 
The Human Services Workforce Initiative (HSWI) was focused on the frontline human services workers 
serving vulnerable children and families. HSWI’s premise was that human services matter. Delivered 
well, they can and do positively impact the lives of vulnerable children and families, often at critical 
points. Frontline social services staff are the heart and soul of our nation’s human services system; the 
quality of the frontline staff influences the effectiveness of the services they deliver to children and 
families. If staff are well trained and supported, have access to needed resources, are assigned a 
reasonable workload, and are valued by their employers, it follows that they will be able to effectively 
perform their jobs.  
 
In our early work under the HSWI, we found that very few agencies had adopted and implemented 
strategic plans to strengthen their workforce. We found agencies that were addressing aspects of the 
problem (including professional development, recruitment, restructuring, and supervisory 
development), but none that were linking strategies together, or using data to inform their work or track 
their progress. In the best cases, some had developed techniques to address one aspect of their 
underlying problems, but none were addressing workforce issues in the long-term, planful, and 
comprehensive way we had come to believe is most effective: workforce planning and development.  
 
Our initial task was to find agency partners for whom we could provide technical assistance in using the 
WFPD model to create and document examples of strategies to support and strengthen the workforce. 
To do this, we used the Workforce Planning Model and the corresponding tools created for the 
Cornerstones for Kids (C4K) Workforce Planning Portal (now located at 
http://cps.ca.gov/workforceplanning/index.asp). 
 
 
 

                                                
1
 During the first two years of this project the HSWI grant was administered by Cornerstones4Kids and 

the technical assistance was jointly provided by CPS Human Resource Services and ChildFocus. 

http://cps.ca.gov/workforceplanning/index.asp
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Comprehensive Workforce Planning and Development 

 
At its core, workforce planning and development is the process of ensuring that an organization can 
achieve its mission by having the right people with the right skills and competencies in the right places at 
the right times. 
 
Operationally, WFPD is a systematic process that identifies the gaps between the workforce an 
organization has today and the workforce an organization needs to have tomorrow in order to achieve 
long-term success. Workforce planning and development also includes the logical next steps – 
identifying how to eliminate existing talent gaps and developing the competencies needed for success. 
 
The figure below illustrates this process in the context of our Workforce Planning Model. 
 
 

CPS Human Resource Services Workforce Planning Model 

 
 
Effective workforce planning and development must complement and directly support an organization’s 
strategic plan. Strategic planning helps agencies map and assess where they are now, where they need 
to go, and what they need to do to get there. The workforce plan translates this strategic thinking into 
human resources action steps designed to attract, develop, and retain the talent needed for an 
organization to achieve its strategic vision. This “people factor” is critical to success in the public sector 
and human services. 
 
Workforce planning and development requires developing a broad data system that includes 
information systems and garners staff input through surveys, focus groups, exit interviews and other 
means. It is a necessary prerequisite to effectively addressing an agency’s or system’s workforce needs.  
 

The Competency Model 

 
The WFPD process is based on the competency model approach to the recruitment, selection, 
performance management, and training and development functions of each organization.  
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We define competencies as the knowledge, skills, behaviors, personal attributes, and other 
characteristics that are associated with or predictive of superior job performance. Examples of 
competencies include Decision Making, Influence, Stress Tolerance, and Teamwork. The identification of 
competency models for DCYF’s key classifications provided the foundation for implementing gap-closing 
strategies imbedded in major HR programs such as selection, performance management, and training 
and development. The graphic below depicts how the competencies are the basis for Human Resource 
processes. 
 
 

Integrated Competency Model 
 

 

Project Summary 
 
The HSWI technical assistance team, comprised of staff and leadership from Cornerstones for Kids (C4K), 
CPS Human Resource Services (CPS), and ChildFocus was formed in 2007. CPS Human Resource Services 
provided guidance for the human resources aspects and ChildFocus provided child welfare expertise. 
The team developed a plan to provide technical assistance to the Division of Children, Youth and 
Families (DCYF) in alignment with another AECF initiative – Family to Family (F2F) – which was being 
launched at about the same time. The table on the next page provides a brief overview of the site. 
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F2F Site: Arizona Division of Children, Youth and Families – DCYF 
 

Profile 

Arizona has a state-administered child welfare services system. Overall 
responsibility lies with the Department of Economic Security (DES). Arizona’s 
structure includes centralized child welfare responsibilities administered by the 
Division of Children, Youth and Families. DCYF is a human services 
organization dedicated to achieving safety, permanency and well-being for 
children, youth, and families through leadership and the provision of quality 
services in partnership with communities. 

Key Staffing 
Metrics in 
2007 

 DCYF had 1043 CPS Specialist positions authorized  

 CPS Specialists had a 22.6% annual turnover rate 

 DCYF had 175 CPS Specialist Supervisor positions authorized 

 CPS Specialist Supervisors had a 7.8% annual turnover rate 

Key 
Workforce 
Issues in 2007 

 A lack of reliable workforce data related to employee turnover, exit interview 
data, employee demographics, and time-to-hire metrics.  

 A Human Resources department lacking the capacity to develop strategic 
plans, lead strategic initiatives, and provide analysis of complex issues.  

 Difficulty recruiting and selecting staff who were a “good fit” for the job. 

 The Division’s use of multiple but disparate recruitment strategies across 
geographic regions/Districts.  

 An organizational characterization of workforce issues as just HR issues, 
rather than the responsibility of the entire organization. 

 Ineffective internal communication and an over reliance on email. 

 
 
 
At the onset of the project in 2007, Arizona faced difficult recruiting challenges in the face of population 
growth and increasing workloads, compounded by an environment of negative media attention and 
intense legislative scrutiny. Midway into the project, Arizona began to experience major budget 
challenges that continue to impact its workforce.  
 

Project Objectives 
 
The technical assistance (TA) provided by HSWI was intended to create and support a workforce 
planning and development process targeted to DCYF’s needs and goals. The TA effort was intended to 
introduce the agency to a comprehensive WFPD model and to provide tools, expertise, and also an 
extensive onsite presence over a two-year period (later extended to three years) as the model was 
implemented. Through this effort, we sought to model an effective partnership between operations and 
human resources. 
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One of our project objectives was to test the effectiveness of our comprehensive Workforce Planning 
Model. Our efforts differed from and/or built on earlier work by: 
 

 Taking a comprehensive, strategic approach rather than a reactive, piecemeal one. We aligned 
the workforce strategy with the Family to Family initiative and with the overall strategic plan of 
the agency. 

 Using data both to inform our planning strategy and to evaluate the results of our intervention. 

 Using a geographically and organizationally diverse team to guide the workforce planning and 
development process. This helped: 

 Institutionalize the process. 

 Situate stakeholders/ambassadors throughout the organization. 

 Ensure an organizational commitment to sustainability. 
 

 Identifying a competency model for each of the major frontline classifications that would be 
aligned with and support the agency’s strategic outcomes and were closest to the children and 
families served by the agency. 

 Integrating these competencies into all of the agency’s workforce – human resources gap-
closing strategies. 

 
Our technical assistance goals and expectations for the site included: 
 

 The development of workforce plans with measurable outcomes for 2007-2010. 

 The adoption, implementation, and evaluation of gap-closing strategies within this three-year 
period. 

 Training and knowledge transfer to numerous individuals within the agency.  

 
An important part of our approach was the development of a mechanism for addressing an  
organization’s culture by encouraging employee engagement in the planning process at all levels and 
across departments. An integral component of this engagement is to develop a communications 
strategy that ensures that all stakeholders stay informed of the process. Employee engagement also 
helped to emphasize that workforce planning and development was not just an HR responsibility, but an 
organizational one, and would help ensure that any changes made could be sustained over time.  
 
By providing technical assistance, we also hoped to test the WFPD tools developed for the Workforce 
Planning Portal – http://cps.ca.gov/workforceplanning/index.asp, and to learn important lessons about 
bringing the comprehensive Workforce Planning Model to life in human services agencies.  
 
Finally, we hoped that the systemic planning model would prove useful in addressing other agency 
issues and become a favored way of doing business. 
 
 
 
 

http://cps.ca.gov/workforceplanning/index.asp
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Early Progress 

 
DCYF identified the key frontline positions to focus on in initial planning efforts. This included the CPS 
Specialists – who investigate child abuse and neglect, and provide ongoing case management and other 
critical services to children and families – and the frontline CPS Supervisor. Together, these 
classifications represented the majority of the site’s workforce, and those workers who have the 
greatest impact on the children and families the agency serves.  
 
Early in the process, DCYF made specific changes in their approach to workforce matters and identified 
forward-looking plans for the future, including: 
 

 Developing a mission statement and workforce planning and development goals. 

 Developing internal data reports on turnover, and external data reports on workforce issues in 
Arizona 

 Implementing a robust communication strategy that included town hall meetings, briefings by 
the leadership, FAQ fact sheets, posters, road shows, and logos for WFPD communication 
pieces. 

 Communicating information about the process by placing key WFPD documents and updates on 
their intranet site. 

 
DCYF embraced the concept of “parallel practice” – acknowledging that the ways in which organizations 
expect staff to engage clients – patiently, respectfully, acknowledging both strengths and weaknesses – 
is the same way they want staff and the organization to engage each other. 

 

Arizona DCYF Workforce Planning and Development Accomplishments 

 
 The development of regular WFPD data reports, e.g., the Internal Personnel Scorecard, to 

determine, for example, turnover by District, number of staff available to carry a caseload, 
number of staff in training. 

 The creation of the annually updated External Scorecard that tracks workforce issues within the 
state.  

 Developing a better understanding of employee satisfaction, reasons for turnover, “why people 
stay,” through focus groups and enhanced and streamlined surveys. 

 The development of a revised exit survey process to improve response rates and provide more 
targeted information about why people leave.  

 The integration of workforce planning and development as a key strategy to achieve outcomes 
articulated in the state’s Program Improvement Plan. 

 The creation of competency models for key positions, including CPS Specialist, Unit Supervisor, 
and Program Specialist. These competency models have been integrated into all HR practices, 
processes, and tools such as position descriptions, job announcements, recruitment, selection, 
performance management, professional development, rewards and recognition. 

 The creation of the “hire for fit” program which uses competency based behavioral interviews 
for new employee selections and promotions.  
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 The identification of an “as is” and “to be” organizational culture and recognition of “Parallel 
Practice” as the foundation for changing DCYF culture to reflect Family to Family principles and 
to improve morale and decrease turnover.  

 The development of a Retention Tool Kit that provides information on “on boarding” and other 
retention strategies designed for frontline supervisors 

 The development of a logic model that demonstrates the link between workforce planning and 
development strategies and long-term outcomes for children and families 

 The development and implementation of a new performance management and evaluation 
system that provides specific feedback and ensures accountability on both competencies and 
the major program outcomes of safety, permanency and well-being. 

 Drafting a 2007-2010 Workforce Plan detailing agency goals and outcome measures. 

 

Promising Trends for Client Outcomes 
 
The logic model developed by the Workforce Planning and Development Team is based on the premise 
that workforce quality directly impacts DCYF’s ability to achieve safety, permanency, and well-being 
outcomes for children and families. The model is a very promising tool tying workforce changes to client 
outcomes. 
 
When DCYF adopted the strategic and comprehensive approach to addressing workforce issues that 
WFPD offers, they understood and accepted the fact that any measurable impact on client outcomes 
would be years away. Using a logic model provides a construct that identifies the short-term outcomes 
necessary to achieve the medium-term outcomes required for successfully reaching specific long-term 
outcomes.  
 
DCYF has been successful in achieving a number of specific short-term outcomes, including: 
 

 Hiring staff who will be successful in child welfare work. The “Hire for Fit” competency-based 
selection process was piloted in 2007, and expanded statewide for all new hires and promotions 
in the target classifications in mid 2010. 

 Using the performance management process to focus the frontline staff and frontline 
supervision on key child welfare outcomes. The new performance management process, PASE, 
was implemented for all employees in the target classifications in October 2010. This new 
system provides performance feedback on the critical competencies and holds employees 
accountable to certain client-based outcomes. 

 Adopting a multi-faceted approach to improving employee retention. This included improving 
communications with staff, addressing organizational culture, hiring employees who are a better 
fit for the job, using a realistic job preview video, monitoring employee satisfaction surveys and 
exit interviews, and equipping supervisors with tools and holding them accountable for actions 
which promote employee retention. 

 Creating a communication process which proved very helpful during Arizona’s budget crisis. 

 
Because of the relatively recent introduction of their gap-closing strategies, it is still too early to fully 
determine if DCYF has achieved their medium-term outcomes. Determining whether newly hired 
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employees truly exhibit the competencies necessary to effectively deliver family-centered and 
community-based practice is evaluated during the year-long probationary period. Determining the 
effectiveness of the PASE in improving employee performance will take at least one full year-long 
performance management cycle, and more likely two or three.  
 
The DCYF logic model identifies several long-term outcome measures related to safety, permanency, 
and well-being. Most of those are currently being measured, and will be tracked over time to determine 
if there is improvement. We estimate that it will be at least two or three years before the impact of 
WFPD on these long-term outcomes will be measurable. 

 

Future Plans 
 
Our technical assistance approach was designed not only to introduce the concepts of workforce 
planning and development and assist with implementation, but to also transfer knowledge to team 
members so the process can be sustained and even expanded within the organization. To that end, DCYF 
has: 
 

 Scheduled quarterly WFPD Team meetings for 2011. 

 Identified a new sub team that will focus on recruitment strategies. 

 Begun the process of selecting new members for the WFPD Team to replace those who have left 
or plan to leave the Team during the upcoming year. 

 Identified the Assistant Program Manager and Program Manager positions as the focus of 
expanding workforce planning and development beyond frontline staff and their supervisors. 

 

Content of the Final Report 
 
The remainder of this Final Report includes the “2007-10 Workforce Plan” and a series of appendices 
that provide examples of the many resources created and used by the WFPD Team and the various sub 
teams. Each Appendix is comprised of the resources utilized for each of the five workforce planning and 
development steps. Many of the documents created and used by the team were "works in progress" 
and were revised and updated repeatedly.  Consequently, some of the documents included in the 
appendix are "point in time" versions that are not necessarily the most recent, but do illustrate the 
evolutionary nature of the work. 
 

Appendix A – WFP Step 1: Strategy 

Workforce Planning and Development Team – The Workforce Planning and Development Team is 
made up of an organizationally and geographically diverse group individuals – from frontline employees 
to upper level managers representing each of the DCYF Districts and the Central Office. Approximately 
twenty individuals served on the team an any one point in time, although some of the original members 
left, and new ones are added from time to time. Team members not only coordinate and oversee the 
entire WFPD process, but also fully participate in each stage of the process by gathering and analyzing 
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data, developing and implementing the gap-closing strategies and evaluating the process. Several of the 
team members also chaired sub teams that carried out the more detailed assignments of the team. The 
following documents produced by the WFPD Team serve as examples of their work: 

1. Workforce Planning Project Plan – This document was developed and revised over the course 
of several meetings in order to align WFPD with DCYF strategic initiatives. 

2. Goals, Outcomes, Performance Measures and Objectives – This document was initially created 
during the early stages of the WFPD process, but was revisited and revised throughout the 
process. 

3. Workforce Planning and Development Team Members – A “point-in-time” roster of team 
members and contact information. This was revised several times as team membership 
changed. 

4. Action Plan: DCYF Workforce Planning Step 1 – Strategy Assessment – This is a detailed 
workplan that was developed to ensure that Step 1 of WFPD was carried out properly. 

5. Presentation June 18-19, 2007: Workforce Planning to Support F2F Reform – PowerPoint 
presentation that the consultants presented to the WFPD Team to introduce them to the 
project.  

6. Executive Presentation September 28, 2007: Workforce Planning to Support the F2F Initiative 
– PowerPoint presentation that the consultants did for the Executive Steering Team to acquaint 
them with the WFPD process. 

7. Action Plan: DCYF Workforce Planning Step 4 – Gap-Closing Strategies – This is a point-in-time 
Action Plan used by the WFPD Team to identify key actions and accountabilities for developing 
and implementing gap-closing strategies. The Action Plan was updated periodically.  

 

Organizational Culture and Communications Sub Team – This sub team had two primary 
responsibilities:  1) to promote strategies to improve the organization culture of DCYF; and 2) to develop 
and administer a communications process to ensure that WFPD was well understood by everyone within 
DCYF. During the Strategy step, this sub team produced: 

8. Questions and Answers about Workforce Development – This document was developed early 
in the WFPD process as a tool to disseminate information about WFPD to all staff. 

9. WFP Communication Plan – Workplan to identify the team’s communications action steps and 
responsibilities. 

 

Data Collection and Evaluation Sub Team – This sub team was initially responsible for collecting 
both the internal and external data used as part of the environmental scan. Later in the process, the 
team assumed the responsibility for evaluation. During the Strategy step, the sub team produced: 

10. Preliminary Logic Model – The sub team developed this preliminarily logic model to graphically 
demonstrate the relationship between WFPD and long-term client outcomes.  

11. Various Data Reports – See Appendix B. 
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Appendix B – WFP Step 2: Data Collection 

Data Collection and Evaluation Sub Team – During the Data Collection step, this sub team 
produced: 

1. Action Plan: DCYF Workforce Planning Step 2 – Data Collection and Analysis – A point-in-time 
action plan used by the sub team to clearly identify action steps and responsibilities. This was 
updated and revised over time. 

2. External Data Questions – This document was developed from a template in the Workforce 
Planning Portal to help the team identify priorities in gathering external data. 

3. SWOT Analysis Matrix – This matrix was completed by the WFPD Team based on input from 
focus groups with employees and supervisors. The purpose was to identify the Strengths, 
Weaknesses, Opportunities and Threats relevant to the success of WFPD implementation. 

4. Personnel Scorecard – The team developed the Personnel Scorecard with input from District 
Managers to help the Districts identify workforce trends “at a glance.” 

5. Regional Data Comparisons – 2007 – Shows key data elements by District. 

6. External Data Comparisons by District – Highlights external data elements by District. 

7. Employee Data: Ethnicity by District and Job Classification – This chart was developed to show 
race/ethnicity data by classification and District. 

8. Employee Data: Worker Demographic Profile by Ethnicity, November 2007 

9. Employee Data: Worker Demographic Profile by Gender and Ethnicity, November 2007 
10. Focus Group Feedback Memo – This memo was sent to employees who participated in the 

“Why Do You Stay” focus groups to provide feedback on their input. 

11. Focus Group Analyses: “Why do you stay at DCYF” – The team prepared this analysis of key 
themes from the focus group input. 

12. Supplemental Exit Survey – The team developed this Exit Survey to obtain detailed information 
about why employees left their DCYF jobs. The survey was designed to be an addendum to the 
Department of Economic Security online Exit Survey. 

13. Presentation, January 24, 2008: Workforce Planning Data Collection and Gap Analysis – This 
PowerPoint was used in the presentation that the WFPD Team did for the Executive Steering 
Team to update them on WFPD progress. 

14. Presentation, August 5, 2008: Workforce Planning - Arizona's Experience with A Strategic 
Approach to Meeting Workforce Needs – Presentation given by the Technical Assistance Team 
for the Scaling the Summit National Conference on workforce issues in child welfare 
organizations, Butler Institute for Families, University of Denver. 

 

Appendix C – WFP Step 3: Data Analysis 

Data Collection and Evaluation Sub Team – During the Data Analysis step, this sub team produced: 

1. Gap Analysis: Staffing Assessment Template – The team used this template from the Workforce 
Planning Portal to project hiring needs between January 1, 2007 and January 1, 2009. 
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2. 2010 Employee Survey Consultant Analysis – The CPS consultants prepared this analysis of the 
June, 2010 survey to provide an example of how the survey results can be analyzed to help 
improve employee satisfaction and reduce turnover. 

3. Employee Survey Results by District – no date – The WFPD Team reviewed the results of a DES 
administered survey to help determine employee attitude differences by District. 

 

Appendix D – WFP Step 4: Implementation 

Organizational Culture and Communications Sub Team – During the Implementation step, this sub 

team produced: 

1. Organizational Culture Graphic – September 2008 – The team designed this graphic to illustrate 
the change in the organization from the “As Is” to the desired “To Be” state. 

2. Organization Culture Graphic – Changing the Culture to Improve Outcomes for the Workforce 
and Families – This graphic was developed by the sub team to illustrate the concept of “parallel 
process” and was used as part of the communication strategy. 

3. Organizational Culture and Communication Implementation Steps – The team developed this 
to document their thoughts and strategy for discussion purposes. 

4. Notes: WPT Communication Workgroup on DCYF Blog – April 2, 2010 – These notes serve as an 
example of the kind of notes taken at a team meeting. 
 

Competency Sub Team – This sub team was primarily responsible for developing the competency 

model for each classification and integrating it into the major Human Resources practices. During the 
Implementation step, this sub team produced: 

5. CPS Side-by-Side Competency Models – The team developed this graphic to show which 
competencies were common – and different – for each classification. 

6. CPS Program Specialist Competencies – This chart shows which competencies are the key focus 
for each HR Process. Similar charts were developed for each classification. 

7. CPS Specialist Competency Model, Fit Definitions and Key Behaviors – This document shows 
the Key Behaviors associated with each competency in the CPS Specialist competency model. 
Similar documents were developed for the other classifications. 

8. Competency / Quality Improvement Cross Walk – Used to link the competencies to the DCYF 
quality improvement case review process, and to assist supervisors in developing competency-
based skill building plans.  

 

Strengthen the Role of the Frontline Supervisor Sub Team – This sub team was primarily 
responsible for developing approaches to help strengthen the role of the frontline supervisor because of 
the critical role the position plays in employee satisfaction and retention. During the Implementation 
step, this sub team produced: 

9. AZ JS Position Description Questionnaire – The team updated the supervisory job description to 
reflect the competency model and to serve as the basis for the new PASE. 
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10. PASE Step by Step Procedures – The team developed these procedures for using the new PASE 
process/form. 

11. PASE Rating Forms: CPS Specialist and CPS Supervisor – This is the new PASE – performance 
evaluation forms developed for the CPS Specialist and Unit Supervisor. 

12. PASE Rating Score Sheets – The team developed this document to be a tool used to identify the 
appropriate standards for assigning scores for the new PASE documents. 

13. PASE Record Review – The sub team developed this supervisory tool for reviewing CPS 
Specialist casework to be used as a basis for completing certain portions of the PASE. 

14. PASE Unit Summary – This summary is another tool developed by the team to assess unit 
performance for the PASE. 

15. Presentation May 2008: Revised PASE Practice for DCYF – This PowerPoint served as the basis 
for the computer-based training that all supervisors were required to complete as the first step 
in learning about the new PASE process. 

16. Presentation July 29, 2010: Supervisor’s Conference – Competency Based Workforce Planning 
– This PowerPoint was used during the presentation that the CPS Consultants delivered at the 
Supervisor’s Conference to provide further information about the new PASE. 

17. Supervisor’s Retention Tool kit – Understanding the important role supervisors play in 
employee retention, the sub team developed this tool kit to provide supervisors with ideas and 
resources to help them in their role. 

 

Appendix E – WFP Step 5: Evaluation 

Data Collection and Evaluation Sub Team – During the Evaluation step, this sub team produced: 

1. Critical Questions: Lessons Learned Focus Group Meeting – This document resulted from the 
“Lessons Learned” discussion conducted with the WFPD Team to help evaluate the effectiveness 
of the WFPD process itself. 

2. Final Logic Model – This is the most current version of the logic model the team developed. 
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DCYF Workforce Plan: 2007–2010 
 
 

Mission Statement 

The overarching goal of the workforce planning process is to achieve better outcomes for 
children and families through recruitment, professional development, retention, and support of a 
high quality workforce in an organizational culture where staff are respected and valued in their 
peer, supervisory and administrative relationships consistent with the way staff are expected to 
treat children and families. 
 

Background 

Arizona has a state-administered child protective services system. Overall responsibility lies 
with the Department of Economic security (DES). Arizona’s structure includes centralized 
responsibilities administered by the Division of Children, Youth and Families (DCYF). The 
state’s fifteen counties are divided into six geographic regions, referred to as districts. The 
majority of the Division’s employees work with the Child Protective Services (CPS) program. 
The remaining employees provide administrative and support services. According to the 
Department, the Division has 2,002 full time equivalent positions of which 1,043 are CPS 
specialists, and 175 are CPS supervisors. 
 
DCYF has undertaken several reform initiatives including Family to Family. They have also 
pursued many disparate strategies to strengthen their workforce and address turnover. Their 
desire is to implement a more comprehensive and integrated set of workforce strategies that are 
linked to all of the initiatives they are implementing. DCYF chose the workforce planning (WFP) 
model as the way to accomplish this integrated approach (see Figure 1 below). 
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Figure 1: Workforce Planning Model 
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WPF Step 1: Strategy Assessment 

 

Strategy 

 Develop a strategy to design and implement a workforce plan for 
the Department that links the WFP process and goals to the 

Department’s strategic plan and objectives. 

 Develop an organizational structure that supports workforce 
planning. 

 Develop a work plan, timeline and communication plan. 

 Review of the ongoing strategic initiatives of Family to Family, AZ 

Blueprint, CFSR and their impact on the workforce.  

 
 
 
 
 

Figure 2: Family to Family aligned with Workforce Planning 

  

Family to Family – Four Core 
Strategies Workforce Planning – Four Core Strategies 

Recruiting, Developing and 
Supporting Resource Families 

Recruiting, developing, retaining CPS Specialists and front 
line supervisors. 

Building Community Partnerships 
Building relationships within the Department to support 
workforce planning and to collaborate at all levels within 
DES and DCYF on the importance of workforce issues. 

Team Decision Making  

Develop the concept of team decision making when any 
new policy or program is introduced. Using engagement 
strategies to help build support for the changes DCYF 
needs to make to ensure better outcomes for children and 
families. Engagement of staff at all levels of the 
organization. 

Self Evaluation 
Collecting and using data about the workforce to ensure 
progress is being made and adjust our practices where 
necessary. 

 
 

Objectives 

 Integrate the workforce planning process as a way of doing business for DCYF. 

 Provide a template for DCYF to expand workforce planning to all of DCYF and DES. 

 Provide one strategy for workforce issues as it relates to new initiatives. 

 Improve the communication process within DCYF. 

 Develop a mission statement. 
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 Develop cross functional work groups to assist in the implementation of workforce 

planning objectives and goals. 

 Develop goals for the next three years and performance measures. 

 

Outcomes 

 Workforce plan that focuses on classifications of CPS Specialist, Unit Supervisor, and 
Program Specialist first. 

 Create a Workforce Data Collection Process for sharing meaningful workforce data. 

 Develop a communication strategy to improve communication within the Division and to 

communicate workforce planning process. 

 Mission statement created August 2007. 

 Goals developed September 2007. 

 

Goals for DCYF Workforce Planning Team 

 Develop a focused workforce plan that: a) is integrated with Division of Children, Youth 
and Families goals, the Child and Family Services Review and Family to Family; b) 
enables sustainable reform; and c) offers a planning model that can be replicated by other 

Divisions within DES and/or a Community Partner. 

 Develop a competency model that reflects Family to Family values and principles, 
including family-centered and community-based practice, and a plan for moving the 
existing workforce to that competency model. 

 Foster a stronger organizational culture that respects and values staff in a manner that is 

consistent with the way in which staff are expected to treat families. 

 Strengthen the role of the supervisor as it relates to the work of the CPS Specialist levels 

to ensure workforce stability and decreased turnover. 

 Identify critical factors for retention of competent CPS Specialists, Supervisors, Program 

Specialists, and have in place actions to improve retention 

 Determine and implement a reasonable child welfare workload and monitor how policy 
and practice changes impact workload. (Implementation TBD in the future) 
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WPF Step 2: Data Collection/Environmental Scan 

 

Strategy 

 A key to success for any department is planning, and successful 
planning requires that the people involved have a 
comprehensive understanding of their current environment. 

 Review of internal data to understand turnover, time to hire, why 

people stay, why they leave. 

 Review of external factors impacting the workforce, i.e., 

unemployment, housing, access to education. 

 Identify the competencies for each targeted classification to 
improve the hiring process and impact retention by hiring staff 
who will be successful in child welfare. 
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Figure 3: DCYF District Data Comparisons as of last pay period for Month of June 2008 

 

Monthly Data as of: 06/13/2008 D-I D-II D-III D-IV D-V D-VI H/L DCYF 

CPS Specialist Authorized 516 219 78 63 63 34 70 1043 

CPS Specialist Filled (Level I-III) 438 196 66 54 56 28 67 905 

CPS Specialist Filled Level I 48 18 5 5 5 7 0 88 

CPS Specialist Filled Level II 97 37 8 16 14 7 3 182 

CPS Specialist Filled Level III 293 141 53 33 37 14 64 635 

CPS Specialist Vacant 0 0 1 4 -7 1 3 2 

Number/Percent in Training 
(CPS I-III)(*1) 

78/15% 23/10% 11/14% 5/8% 14/22% 5/15% 0/0% 136/13% 

Number/Percent in Training 
(CPS Level I)(*2) 

24/31% 4/17% 2/18% 3/60% 3/21% 1/20% 0/0% 37/27% 

Number/Percent in Training 
(CPS Level II)(*3) 

14/18% 3/13% 4/36% 1/20% 2/15% 1/20% 0/0% 25/18% 

Number/Percent in Training 
(CPS Level III)(*4) 

40/51% 16/70% 5/46% 1/20% 9/64% 3/60% 0/0% 74/55% 

Number unavailable to carry 
case load (*5)  

19 3 2 2 2 1 3 32 

Number/Percent of Workforce 
Available (*6) 

419/81% 193/88% 64/82% 52/83% 54/86% 27/79% 64/91% 873/84% 

          

Total Number of CPS Specialist 
Series New Hires 

16 4 3 1 1 3 0 28 

CPS Specialist I New Hires 2 3 2 1 0 3 0 11 

CPS Specialist II New Hires 14 0 1 0 1 0 0 16 

CPS Specialist III New Hires 0 1 0 0 0 0 0 1 

          

Number/Percent of CPS 
Specialist Separations(*7)    

10/2.3% 2/1.0% 1/1.5% 1/1.9% 0/0% 1/3.6% 1/1.5% 15/1.6% 

CPS Specialist I Separations 1 1 0 0 0 1 0 3 

CPS Specialist II Separations 7 1 0 0 0 0 0 8 

CPS Specialist III 
Separations 

2 0 1 1 0 0 1 5 

          

CPS Unit Supervisors 
Authorized 

84 33 15 12 13 11 7 175 

CPS Unit Supervisors Filled 81 36 16 12 13 8 10 176 

CPS Unit Supervisors Vacant 3 -3 -1 0 0 3 -3 -1 

*(1) # in training ÷ # authorized         

*(2, 3, 4) # in training ÷ by total # 
in training 

        

*(5) FMLA, LWOP, ED LV, ADMIN LV, MILITARY LEAVE, WORKERS COMP--AS OF THE 
REPORTING PERIOD 

  

*(6) From Authorized staff less unavailable to 
carry caseload 

       

*(7) ÷ separated by # of CPS Specialist filled plus number separated, and not in 
training 
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Figure 4: CPS Case Work Competencies and Internal Processes  

 
Recruitment/Selection* Performance Mgmt Ability to Professionally 

Develop 
Rewards/Recognition 

Responsible Person: 
CYF HR 

Resources: HRA, OMD 

Responsible 
Person: Unit 
Supervisor  

Resources: CYF 
HR,  HRA 

Responsible Person: 
Holli Sanger 
Resources: 

Supervisors, OMD 

Responsible Person: 
TBD 

Adaptability Adaptability Low Developability  Adaptability 

Decision Making Decision Making High Developability Decision Making 

Stress Tolerance Stress Tolerance Low Developability  Stress Tolerance 

Work Standards Work Standards Low Developability  Work Standards 

Communication Communication High Developability Communication 

Cultural Competence  Cultural 
Competence 

Medium Developability Cultural Competence 

Technical/Profess. Skill 
and Knowledge 

 Interviewing 

Technical/Profess. 
Skill and Knowledge 

High Developability Technical/Profess. 
Skill and Knowledge 

Managing Conflict Managing Conflict High Developability Managing Conflict 

 Managing Work High Developability Managing Work 

 Developing and 
Engaging individuals 

and/or Families 

High Developability Developing Others 

Job Fit: 

 Challenging Work 

 International Exposure 

 Relationships Building 
 

Organizational Fit: 

 Customer Focus 

 Valuing Diversity 

  

*Behavioral interview questions will be developed for these competencies 
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Figure 5: CPS Program Specialist Competencies and Internal Processes  

 

Recruitment/Selection* Performance Mgmt 
Professional 

Development Level 
Rewards/Recognition 

Adaptability Adaptability Low Developability Adaptability 

Building Strategic Working 
relationships 

Building Strategic 
Working relationships 

High Developability 
Building Strategic Working 
relationships 

Communication Communication High Developability Communication 

Cultural Competence Cultural Competence Med  Developability Cultural Competence 

Decision Making Decision Making Med Developability Decision Making 

Energy Energy Low Developability Energy 

Managing Conflict Managing Conflict High Developability Managing Conflict 

Work Standards Work Standards Low Developability Work Standards 

 Tech Knowledge/Skills High Developability Tech Knowledge/Skills 

 Facilitating Change Med Developability Facilitating Change 

 
Leading thru Vision and 
Values 

Med Developability 
Leading thru Vision and 
Values 

 
Building a Successful 
Team 

High Developability Building a Successful Team 

 Formal Presentations Med Developability Formal Presentations 

Fit Facets:    

Job Fit: 

 Challenging Work 

 Task Variety  

Organizational Fit: 

 Continuous Improvement 

 Participative Mgmt. 

 

*Behavioral interview questions will be developed for these competencies 
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Figure 6: Unit Supervisor Competencies and Internal Processes  

 

Recruitment/Selection* Performance Mgmt 
Professional 

Development Level 
Rewards/Recognition 

Adaptability Adaptability Low Developability  Adaptability 

Building Trust Building Trust Med Developability Building Trust 

Cultural Competence Cultural Competence Med Developability Cultural Competence 

Decision Making Decision Making Med Developability Decision Making 

Facilitating Change Facilitating Change Med Developability Facilitating Change 

Leading thru Vision & Values Leading thru Vision 
& Values 

Med Developability Leading thru Vision & 
Values 

Planning and Organizing Planning and 
Organizing 

High Developability Planning and Organizing 

Stress Tolerance Stress Tolerance Low Developability Stress Tolerance 

Work Standards Work Standards Low Developability Work Standards 

 Aligning 
Performance for 

Success 

High Developability Aligning Performance for 
Success 

 Building a 
Successful Team 

High Developability Building a Successful 
Team 

 Building Strategic 
Working 

Relationships 

High Developability  Building Strategic 
Working Relationships 

 Managing Conflict High Developability Managing Conflict 

Fit Facets:    
Job Fit: 

 High Involvement Leader 

 High Responsibility/ 
Accountability 

 Relationship Building 

Organizational Fit: 

 Customer Focus 

 Continuous Improvement 

 Clarity of policies and procedures 
 

 

*Behavioral interview questions will be developed for these competencies 
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Figure 7: Arizona DCYF External Dashboard 
 

External Data District I District II District III District IV District V District VI  DCYF 

Unemployment Rate 3.2% 3.7% 

Apache 8.9% 
Coconino 3.8% 
Navajo 6.6% 
Yavapai 3.7% 

La Paz 5.3% 
Mohave 4.6% 
Yuma 14.5% 

Gila 4.4%  
Pinal 4.8%  

Cochise 4.2%  
Graham 4.1%  
Greenlee 3.2 

Santa Cruz 7.7% 

  

Cost of Living Index Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista   

 US Average= 100 104 95 122 91 90 92   

Housing Availability         

Housing Affordability Gap by District/County 9.60% 7.60% 
Avg 10.5% 

range 1.1-17.1%  

Avg 10.1% 
range 6.2-

14.1% 

Avg 8.15% 
range 3.2-13.1% 

Avg 8.2% 
range 2.7-17.5% 

  

Housing Info by City Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista   

Affordability Gap 10.2% 12.1% 20.8% 9.9% 0.0% 2.5%   

Hourly Wage Needed to Buy 40.90 30.73 54.14 25.60 26.34 31.05   

Hourly Wage Needed to Rent (2 BR) 15.04 14.85 18.06 13.37 15.04 11.87   

Ability to Own based on avg CPS I & II 
median hourly wage of 18.28 

no no no no no no   

Ability to Own based on avg CPS I & II 
median hourly wage + a second income at 
70% (31.08) 

no yes no yes yes yes   

Ability to Rent based on avg CPS I & II 
median hourly wage of 18.28 

yes yes yes yes yes yes   

Availability of College Grads 05-06         

 AA Degrees Total 6217 1755 852 728 279 1197 11028 

 AA Degrees Human Services 108 8 60 23 35 36 270 

 BSW       159 

 Bachelors in CPS related field       10072 

 MSW       240 

 Masters in CPS related field       9991 

 Out of state most MSW/BSW       
CA NY MI PA 
OH IL TX FL 

Mean commute time (in minutes) 26.1 23.9 23.1 18.8 23.9 20.6   

Caseworker under 5 years         
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External Data District I District II District III District IV District V District VI  DCYF 

Population Demographics         

Population, 2006 estimate 3,768,123 946,362 515,484 400,846 323,268 212,235   

percent change, April 1, 2000 to July 1, 2006 22.60% 12.20% 
Avg 12.07% 

range 2.4-24.2%  

Avg 14.8%  
range 2.7-

24.5% 

Avg 26.4% 
range 1.7-51% 

Avg 2.93% 
range (-9.5)-

8.5% 
  

Persons under 5 years old, percent, 2005 8.20% 6.90% 7.60% 6.70% 6.75% 7.15%   

Persons under 18 years old, percent, 2005 27.40% 24.40% 28.60% 23.80% 24.55% 28.45%   

Female persons, percent, 2005 49.70% 51.10% 50.60% 50.03% 49.15% 49.35%   

Ethnicity %/County or district- 2005          

Caucasian 89.0% 88.7% 58.1% 90.5% 85.2% 91.1%   

African American 4.3% 3.4% 0.9% 1.6% 2.1% 2.0%   

American Indian/Alaska Native 2.2% 3.6% 39.1% 5.9% 11.0% 5.1%   

Asian 2.7% 2.4% 0.6% 0.8% 0.8% 0.9%   

Native Hawaiian/Pacific Islander 0.2% 0.2% 0.1% 0.2% 0.1% 0.2%   

Persons reporting more than one race 1.6% 1.7% 1.2% 1.1% 0.9% 0.8%   

Persons of Hispanic/Latino origin- 
(Census bureau reports as a subset of 
Caucasian) 

29.0% 31.9% 9.2% 30.3% 23.1% 46.5%   

Language other than English spoken at 
home 

24% 28% 35% 26% 22% 40%   

Population density-persons/sq. mile 333.8 91.9 10.7 15.0 22.2 15.5   
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Objectives 

 By July 2008, develop a Personnel Scorecard that tracks turnover for CPS Specialist I, II, 
III and CPS Unit Supervisors in 2008, and that can be updated on a monthly basis and 
shared with the Executive Leadership and District Managers on a monthly basis. 

 By January 2009, re-design the exit interview process to inform DES and DCYF about 
why staff leave the Department. 

 By January 2009, identify competencies for CPS Specialist, Unit Supervisor and Program 
Specialist. 

  

 

Outcomes 

 Scorecard designed that is used at the district level and at the Executive level to inform 
workforce decisions. 

 Reduce by 5 percent the August 2008 turnover rate of 22.6 percent for the CPS Specialist 
classification by August 2009. 

 Exit interview data used to inform strategy for reducing turnover. 
 Competencies that will be used in the selection process, performance management and 

individual development plans in place for the three targeted classifications by June 2009. 
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WPF Step 3: Data Analysis 

 

Strategy 

Conduct the analysis needed to identify the specific workforce 
strategies that DCYF will implement in order to achieve its strategic 
objectives. This includes supply and demand analysis and a gap 
analysis of the skills and competencies needed in the future for the 
department. 
 

Objectives 

 Identification of targeted positions to conduct the supply and 
demand analysis. DCYF chose the CPS Specialist and looked at 
the impact of turnover on their ability to hire for current and future 
needs.  

 Competency Gap analysis of CPS Specialists and Unit Supervisors. Dates to be 
determined. 

 

 

 
Gap Analysis 

 
 
Use a Competency 
Assessment to 
compare current 
talent to future talent 
needs 
 
Identify staffing 
gaps and surpluses 
 
Identify competency 
gaps and surpluses 

Step 3: Data Analysis 
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Outcomes 

Figure 8: Staffing Gap Analysis 

 
Classification: CPS Specialist 
Projected Date: January 1, 2009 
Projected Required Staffing Level (From Demand Analysis) 

 

    
Current staffing level in the target job classification 
 Date: 12/31/07 

 1043  

    
Current Vacancies (+) / Overage (-) in target job 
classification 

-
+ 

0 
 

And  And  

Increase from Projected Workload Changes 
(July 1, 2008) 

-
+ 

61 
 

    

Required Staffing Level =  1104 

 
 
 
Projected Internal Supply (From Supply Analysis) 
 

    
Current staffing level in the target job classification 
 Date: 12/31/07 

 1043  

    
Projected Attrition 
 

- 263  

    
    

Internal Supply  =  780 

Required Staffing Level – Projected Internal Supply = Gap 

 

324 
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WPF Step 4: Implementation 

 

Strategy 

Based on the data collected and analyzed and the needs for the 
Department, gap-closing teams were developed. The teams identified 
gap-closing strategies to close workforce gaps to help DCYF better 
achieve its mission and strategic objectives. These strategies are 
comprehensive solutions to workforce challenges. 
 

Objectives 

 Develop a competency model that reflects Family to Family 
values and principles, including family-centered and community-
based practice, and a plan for moving the existing workforce to 
that competency model for the classifications of CPS Specialist, 
Unit Supervisor and Program Specialist. 

 Develop an organizational culture that respects and values staff in a manner that is 

consistent with the way in which staff are expected to treat families. 

 Strengthen the role of the supervisor as it relates to the work of the CPS Specialist levels 

to ensure workforce stability and decreased turnover. 

 Identify crucial factors for retention of competent CPS Specialists, Unit Supervisors and 

Program Specialists. 

 

Outcomes 

 By June 2009, put in place a competency model for targeted classifications that includes 
updated selection practices, performance management tools and development solutions 

(Supports DES goal of core competencies for all divisions within DES) 

 By April 2009, establish a practice model that reflects the agency’s culture, vision and 
values. 

 By April 2009, create a Retention Tool Kit for front line supervisors. 

 
 

  

 

 
Gap-Closing 
Strategies 

 
Competency Model 
 
Recruitment 
 
Selection 
 
Retention 
 
Performance 
Management 
 
Professional 
Development 
 
Succession Planning 

Step 4: Implementation 
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WPF Step 5: Evaluation 

 

Strategy 

The overarching objective of evaluation 
is to answer the question: “Did we 
accomplish what we said we were going to with the amount of resources (time, money and 
People) we said we were going to use to do Workforce Planning” 
 

Objectives 

 To review and update goals on an as-need basis. 

 To conduct a lessons-learned exercise one year into the process. 

 Replication of workforce planning process within DES 

 

 

Outcomes 

 Updated goals in July 2008 and September 2008 to reflect changes needed to meet 
deadlines. 

 Lessons-learned exercise completed in July 2008. 

 Summary of accomplishments to date: 

 Mission Statement  

 Goals developed 

 External data collected 

 Teams created 

 Competency Model identified for CPS Specialist, Program Specialist Unit Supervisor  

 Personnel Scorecard  

 Communication of workforce planning - road shows 

 

 

Step 5:  Evaluation 
 

 

Review and Assessment 
 

Develop WFP objectives and performance measures 
 
Evaluate WFP process and results 
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Arizona Department of Economic Security, Division of Children, Youth and Families 
WFP Project Plan 

 

Family to Family Initiative Workforce Planning Step Performance Measures Technical Assistance Timeline 

Step  Step Task/Component    

Vision 

Family to Family is a foster care 
reform initiative that strives to 
develop a more family-centered 
and neighborhood based foster 
care system to ensure that children 
are in the most family-like settings 
possible, including their own homes 

Strategy 
Assessment 

 Review strategic plans 
 Identify workforce implications 

related to strategic and 
operational plans 

 Identify workforce-related 
values 

 Determine job classifications 
(job functions) for workforce 
planning 

 Develop preliminary evaluation 
plans 

 Design communication plan 

 Workforce plan is integrated into 
strategic plan 

 Workforce Planning policy 
statement incorporates agency’s 
vision and values statements 

 Workforce values will support the 
F2F initiative 

 Completed preliminary plan for 
how work will be done under 
reform.  Key classifications 
identified 

 Basic evaluation plan designed 
 Communications plan developed 

 Facilitate Meetings with Top 
Management Group  

 Identify Executive Steering 
Team, Executive Sponsor and 
Workforce Planning Project 
Team 

June to 
October 2007 

Value 
statements 

 A child’s safety is paramount 
 Children belong in families 
 Families Need Strong 

Communities 
 Public child-welfare systems 

need partnerships with the 
community and with other 
systems to achieve strong 
outcomes for children 

Anchor Site 
Planning 

Review progress to date 
 
Develop anchor site plan: 
 Actions steps 
 Barriers 
 Strategies to overcome barriers 
 Resources needed to implement 

strategy 
 
Integrate national evaluation into 
F2F implementation 

Data 
Collection – 
Environ. Scan 
& SWOT 
Analysis 

 Conduct Environmental Scan 
 Internal 

1. Employee Survey 
2. Supervisor Focus 

Groups 
 External 

1. Unemployment rates 
2. College Grads 

 Conduct SWOT (Strengths, 
Weaknesses, Opportunities, 
and Threats) Analysis 

 Conduct Supply and Demand 
Analysis 

SWOT Analysis and Supply and 
Demand Analysis completed with 
implementation strategies identified 
within appropriate timeframe 

Facilitate SWOT Analysis and 
internal/external scan 
Facilitate initial meeting to 
determine what data to collect and 
how it will be used 
Provide training on supply and 
demand analysis 
Provide ongoing review and 
guidance as needed via conference 
calls, email etc. 

October to  
November 
2007 
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Family to Family Initiative Workforce Planning Step Performance Measures Technical Assistance Timeline 

Strategy 
Formulation 

 Recruiting, Developing, and 
Supporting Resource Families 

 Building Community 
Partnerships 

 Making Decisions as a Team 
 Evaluating Results 

Data Analysis 
and Gap 
Analysis 

 Complete staffing assessment 
for each classification 

 Identify competency gaps 
 Turnover Issues analyzed 

Gap Analysis recommendations to 
Steering Committee within 6 months 
of start of planning project 

Facilitate The Supply/Demand and 
Gap Analysis process 
Facilitate the identification of 
potential gap-closing strategies 
Provide on going review and 
guidance as needed via conference 
calls etc. 

November to 
January 2008 

Key Elements of 
Strategy 
Implementation 

Implementation of RDS, community 
partnerships, team decision making 
and self evaluation guided by key 
elements of each of the strategies 

Implementati
on – Gap-
Closing 
Strategies 

 Identify gap-closing strategies 
 Design gap-closing strategies 
 Implement gap-closing 

strategies 

Competency-based, gap-closing 
strategies implemented: 
 Recruitment 
 Selection 
 Performance Management 
 Professional Development 
 Succession Planning 

Assist DES in prioriztation of gap 
closing strategies and 
implementation/evaluation planning  
Provide TA for implementation 
strategies 
Provide ongoing review and 
guidance as needed via conference 
calls, email etc. 

February  to 
July 2008 

Evaluation 

 Gather regular data reports to 
monitor progress toward F2F 
outcomes on all 4 core 
strategies 

 Evaluate and adjust 
approaches as needed 

Evaluation –  
Review and 
Assessment 

 Monitor and review workforce 
plan 

 Review and update evaluation 
plan 

Quarterly reports are supplied to 
Steering committee, lessons learned 
completed at end of one year cycle 
and report to Steering committee and 
recommendations for ongoing 
workforce planning for next year. 

Assist in the first-year evaluation 
Facilitate “lessons learned” 
Provide ongoing review and 
guidance as needed via conference 
calls, emails etc 

October 2007 
to August 2008 
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 Department of Economic Security 
Your Partner for a Stronger Arizona 

AZ Division of Children, Youth and Families 
July 2010 

 

Goals, Outcomes, Performance Measures and Objectives 
 
 
Mission Statement: 

The overarching goal of the workforce planning process is to achieve better outcomes for children and families through recruitment, professional 
development, retention, and support of a high quality workforce in an organizational culture where staff are respected and valued in their peer, 
supervisory and administrative relationships consistent with the way staff are expected to treat children and families. 

 
 

Goals Outcomes Objectives Performance Measures Comments 

1. A focused workforce plan 
that: (a) is integrated with 
Division of Children, Youth 
and Family goals, the Child 
and Family Service Review 
and Family to Family; (b) 
enables sustainable reform; 
and (c) offers a planning 
model that can be replicated 
by other Divisions within the 
Department of Economic 
Security and or a 
Community Partner. 

A workforce that understands 
the goals, exhibits the values, 
and demonstrates competence 
in practicing Family to Family 
values/model, and feels 
comfortable in its success.  

DCYF will have a 
methodology/workforce plan 
by August 2008 
 
Integrate F2F values and 
guiding principles into its 
human resources procedures 
and practices  
 

Documented key components 
of the plan, format and/or 
template including the log of 
progress and lessons learned 
by August 2008  
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Goals Outcomes Objectives Performance Measures Comments 

2. A competency model that 
reflects Family to Family 
values and principles, 
including family-centered 
and community-based 
practice, and a plan for 
moving the existing 
workforce to that 
competency model. 

1. DCYF hires new CPS 
Specialists, Program 
Specialists and Unit 
Supervisors who possess 
the competencies reflected 
in Family to Family values 
and principles, including 
family-centered and 
community-based practice. 

By July 2009 identify 
competencies that align 
with F2F values and 
principles including family 
centered and community 
based practices for CPSS, 
CPSUS and CPSPS. 
 
Identify selection process, 
interview questions and 
tests needed for selection 
process for: 
----CPSS - October 2006 
----CPSUS - June 2008 
----CPSPS - by July 2009 

Methodology: Supervisor survey 
to rate new hires from pilot 
against behavioral indicators 
completed July 2009 
 
Measure: Rating for each 
behavioral indicator is 3 or better. 
Final result was an overall rating 
of 3.9 for probationary staff hired 
under pilot  
 
 

Question to be answered by 
survey results: Are the new 
hires exhibiting the behaviors 
they were hired for and are 
they doing the behaviors 
above expectation? Yes.  
 
Advanced training classes 
could use that opportunity for 
focus groups.) 
 
Have managers have staff 
complete survey at their 
meetings. 

2. By October2010, DCYF will 
use behavioral based 
interviews consistently 
statewide based on the 
competency models for 
new CPSS, CPSUS and 
CPSPS 

By December 2009 develop 
State roll out plan for using 
competency based 
selection for CPSS, CPSUS 
and CPSPS 

Training 100% of supervisors 
state-wide on use of competency 
based Interview Guides 

 
Completed March 2010  
 
Note: As new supervisors 
come on board, additional 
training sessions will be 
offered. 

3. Ensure F2F values are built 
into case review process 
and linked backed to 
performance management 
process for CPSS 

By June 2008, the case 
review process will be 
modified to include F2F 
values and case review 
findings will be 
communicated back to 
individual employees and 
supervisors for employee 
performance planning and 
training.  

Case review process tool to 
include F2F values and CPSS 
competencies by June 2008.  
 
Develop a cross-walk tool for 
case review manual to assist 
supervisors in this process. F2F 
and competency cross walk with 
all competency tools and 
organizational values  

Actual completion was Sept 
2008 
 
 
 
 
Actual completion July 2010. 
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Goals Outcomes Objectives Performance Measures Comments 

4. A CPS Unit Supervisor and 
CPS Program Specialist 
competency model that 
clearly defines the values, 
attitudes and behaviors 
supervisors should 
possess, and the use of the 
competency model that is 
aligned to all HR processes 

 
 

By July 2009, develop a roll 
out plan that includes 
PASE, Case Review, Job 
Announcements, PDQ, 
Training and Development 
and Selection. 

 (already identified in 
#1)Supervisor survey/focus 
groups that examine barriers and 
potential strategies for retention 
and competency development. 
Completed 
 
Review of classification system 
and alignment with competencies 
– using Position Description 
Questionnaires (PDQ) Completed 
for Supervisors only. 
 
PASE retooled for Supervisors 
only. 
 
Catalogue existing training, tools 
and supports 
 
Competency model 
implementation plan for 
supervisors is completed.  

The CPSS and CPUS are 
completed for the Selection 
and Performance 
Management HR processes..  
Due to current constraints, the 
Program Specialist 
competencies are currently 
used only for the selection 
process. Integration to other 
HR processes are still 
underway. 
 
Weaving the F2F and 
competencies through training 
is underway but not 
completed. 



4 

 

Goals Outcomes Objectives Performance Measures Comments 

3. A stronger 
organizational 
culture that 
respects and 
values staff in a 
manner that is 
consistent with the 
way in which staff 
are expected to 
treat families. 

1. An environment in which DCYF staff 
are empowered to make decisions 
and supported throughout their 
decision making process 

An implementation plan will be 
developed and approved by 
October 2010 for piloting a 
―staff centered‖ approach to 
organizational culture 

Completion of focus groups to 
validate and refine document 
completed the org graphic 
January 2009  
 
Small tests of change designed 
in our implementation plan for 
each region 
 
Developed a communication 
philosophy  

This includes: don’t 
overwhelm families with 
tasks, not making 
assumptions about staff, 
reasonable and clear 
expectations, honesty and 
trust, communication about 
things that matter to them, 
ask and value their opinion, 
give them voice, recognize 
and build on strengths, help 
them access the resources 
they need, build 
relationships with those who 
can help them do their jobs, 
mentoring them through the 
challenges and mistakes. 

2. Frontline staff clearly understand the 
Agency’s values, clear and 
measurable expectations that have 
been set for them and feel these 
expectations are applied in a 
consistent, fair and objective manner 

See above  

3. Open lines of communication across 
DCYF about all aspects of the 
change process 

Communication philosophy 
developed, to be approved by 
October 2010 

 

4. Agency demonstrates respect for 
frontline staff by prioritizing staff 
wellness 

 
5. Safer work environment 

By September 2008 develop 
format and implementation 
plan. 

Depression plan and handouts 

Spring of 2010 

Kentucky Model to be reviewed  

Create a employee 
involvement team to address: 

Suggested outcome of a safer 
staff environment 

Proactive approach to avoid 
injuries 

To understand the fear factor—
involve Risk Management 

Staff Safety Training and Plan- 
Core training 

Secondary Trauma Training – 
online training 

Cultural Diversity Training –core 
training, and Knowing Who You 
Are training. 2010 

Community meetings 

Depression and wellness FAQ. 
Brochure and EAP Spring 2010 

Communication on how to 
handle Critical Incident reports 

Suggested performance 
measures establish baseline 
of safety incidents/accident 
reports  
 
Meeting scheduled to 
review Kentucky Model 
during the month of TBD 
 
Completed  
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Goals Outcomes Objectives Performance Measures Comments 

4) To strengthen the role 
of the supervisor as it 
relates to the work of the 
CPS Specialist levels to 
ensure workforce stability 
and decreased turnover. 

1. Supervisors have a clear 
understanding of the 
competency model, job 
expectations and what 
the supervisor job entails. 

 
A Statewide roll out plan 
that captures priorities for 
supervisors, with 
supports and conditions 
needed to realize those 
priorities 

By November 2008, DCYF will 
develop a draft PDQ with a 
written set of job expectations 
and an articulated process for 
how supervisors can ensure a 
match between expectations and 
realities. 
 
By December 2008, draft 
supervisor PASE  

 
By February 2009, review and 
identify revisions to Supervisory 
Core Training. Include coaching 
and mentoring, APM transfer of 
learning role, educational transfer 
of learning and the competency 
model. Review models of CWTI 
and AZGU. Review contrast of 
both trainings. 
 
By _______revise Supervisor 
training 
 
By _____ deliver advance 
training to Supervisors 

Baseline and follow-up survey of 
supervisory staff focused on current 
expectations and today’s realities 
conducted April 23, 2008 
 
 
Decrease of turnover and length of 
vacancies in CPS Specialist 
positions 
 
Decrease vacancies in CPS Unit 
Supervisors 
 
Exit survey analysis 
 
New PASE with emphasis on Safety 
Permanency and Well Being 
 
CBT training new competencies 
 
Supervisory Conference on new 
competencies, including training on 
new PASE September 2010 
 
Roll out of new PASE for Specialist 
and Supervisor October 2010 

Move toward 
supervisors not carrying 
cases and providing an 
increased level of 
clinical supervision to 
staff  
 
Identify 3 priorities and 
measures length of 
time to fill vacancy, 
analysis of turnover by 
supervisor. Review of 
Butler Survey and work 
done by Cindy Leitz 

2. Supervisory classification 
reflects work and 
becomes the ―Magnet‖ 
position 

By October 2008, conduct an 
analysis on the impact of not 
upgrading the salary 

Complete analysis and submission 
Supervisory upgrade confirmed 
waiting for budget dollars 

On hold due to budget 
crisis 
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Goals Outcomes Objectives Performance Measures Comments 

3. To ensure Assistant 
Program Managers 
(APMs) support for front 
line supervisors through 
engagement, mentoring, 
coaching and 
collaboration. 

By December 2008, communicate 
and encourage development of 
Professional Develop Plans. 
 
Included in new PASE training 
September 2010 
 
By December 2008, use PASE 
system for delivering 
expectations, included PASE in 
2010 
 
By December 2008, incorporate 
CSA-SRA Review and Quality 
Initiative into supervisor functions, 
incorporated into PASE for 2010 
 
By September 2009, transfer of 
learning tool and process 
developed 

Email to be sent out on Professional 
Development Plans 
 
Revise Supervisor Core Training for 
inclusion of transfer of learning 
 
Meet with CWTI to develop tool 
 
CSA-SRA QI role to be included on 
PASE performance evaluation tool 
 
PASE training to include IDP 

 



7 

 

Goals Outcomes Objectives Performance Measures Comments 

 
5. To identify critical 
factors for retention of 
competent CPS 
specialists, Unit 
Supervisors, and Program 
Specialists, and have in 
place actions to improve 
retention. 

1. A thorough 
understanding of 
the reasons for 
turnover within the 
classification and 
or district 

By June 2008, design an ongoing 
process to accurately measure 
turnover in the desired level of detail 
 Implementation of Personnel 
Scorecard 

a.  monthly 
b. quarterly 

 
By December 2008, analyze why 
employees stay with DCYF  
 
By January 2009, have a ―world class‖ 
exit survey process  
 
By March 2009, ensure DCYF 
leadership incorporates exit survey 
and turnover data into retention tool kit 
and decision making  

Completion of employee 
survey/focus groups employees 
with 2-5 years and those with 
5+ years conduct periodic 
surveys that are only 5 
questions keep it short 
 
Automation of staffing and 
turnover data 
 
Exit survey process 
implemented 
 
Process to disseminate exit 
survey information implemented 
 
Decisions based on data 

―Why employees stay‖ 
Focus Groups conducted 
and results analyzed 
Summer 2010. 
 
Creation of detailed 
turnover reports 
continues to be a problem 
as of Sept. 2010. 
 
―World class‖ exit survey 
created and appended to 
DES survey in 2009. 
However, few employees 
complete DCYF portion of 
survey. 

2. Competent stable 
workforce for CPS 
Specialist, Unit 
Supervisor, and 
Program Specialist  

By August 2009, reducing the turnover 
in each classification by 5% based on 
turnover data and exit survey 

Turnover reports 
 
Exit surveys 
 
Reduce turnover by 5% for 
CPS Specialists. 

May want district specific 
goals 

3. Supervisor Tool Kit  

By December 2008, develop Table of 
Contents 
 
By August 2010, develop a Supervisor 
Tool Kit that includes CWTI and AZGU 
information and can be used as a day 
to day guide 

Develop a dissemination 
process and communication of 
retention 
 
Test effectiveness of Tool Kit  

Tool Kit augment 
supervisor training 
curriculum 
 
Create a road map, 
timesheets, 30 60, 90 day 
mileposts 



8 

 

Goals Outcomes Objectives Performance Measures Comments 

 
 
6. Determine and implement 
a reasonable child welfare 
workload and monitor how 
policy and practice changes 
impact workload. 

1. To have an appropriate 
complement of staff to 
ensure work life balance for 
CPS Specialists, Unit 
Supervisors and Program 
Specialists  

  
This goal addressed in 
2009 

2. Reduce burnout-related 
turnover 

   

3. Employees have increased 
job satisfaction 

   

4. Appropriate staffing will be 
established to the support 
the policy and practice 
changes 

   

 



 

Role Name Title Email Phone 

Executive Sponsor Jakki Hillis DCYF Assistant Deputy Director JHillis@azdes.gov 602-542-3598  

Project Manager Susanne G. Williams DCYF Special Projects SWilliams@azdes.gov 602-542-3907  

Executive Steering Team 

Ken Deibert DCYF Deputy Director KDeibert@azdes.gov 602-542-3598  

Jakki Hillis DCYF Assistant Deputy Director JHillis@azdes.gov 602-542-3598  

Janice Mickens CPS Program Administrator JMickens@azdes.gov 602-542-3598  

David Longo FBOA Program Administrator DLongo@azdes.gov 602-542-5099  

Esther Kappas DCYF/CQI/Strategic Planning Manager EKappas@azdes.gov 602-542-2371  

Holli Sanger DCYF/CWTI Program Administrator HSanger@azdes.gov 602-351-8524  

Terry Christopherson DCYF/HR Manager TChristopherson@azdes.gov 602-542-0207  

Ben Levine Human Resource Admin Administrator blevine@azdes.gov 602-271-9596  

Kristin Esty-Ibarra OMD Program Administrator KEstyIbarra@azdes.gov 602-442-3461  

 DCYF/Family to Family Manager  602-364-0778  

Workforce Planning 
Team 

Lillian Downing CPS Program Manager, District II LDowning@azdes.gov 520-628-6810  

Deborah Nishikida CPS Program Manager, District VI DNishikida@azdes.gov 520-432-5611  

Margaret Strength DCYF Family to Family Member MStrength@azdes.gov 602-542-2875  

Julie Smee HRA Staffing Administrator JSmee@azdes.gov 602-271-9596  

Celia Rodriquez DCYF/HRA Staffing Analyst crodriquez@azdes.gov 602 542-2522  

Vivian Kidd CWTI Supervisor VKidd@azdes.gov 520-620-3603  

Jerry Boehm 
Administrator, Arizona Council of Human Service 
Providers 

jboehm@azcouncil.com 602-252-9363  

Teri Knutson-Kennedy Professor, Arizona State University terikennedy@asu.edu 602-496-0076  

Jan Shore  Professor, Arizona State University Jan.Shore@asu.edu 602-496-0082  

Minerva Gant CPS Unit Supervisor, Avondale, Dist I MGant@azdes.gov 623-932-8025  

Gary Arnold CPS Program Manager, District III GArnold@azdes.gov 928-779-2731  

Jennifer B. White CPS Program Specialist, Talavi, Dist I JBWhite@azdes.gov 602-644-3000  

Elizabeth Hatounian Organization Development Manager ehatounian@azdes.gov 602-442-3452  

CJ Wischmann CPS Unit Supervisor, Holbrook CJWischmann@azdes.gov 520-289-3312  

Stephany Essick Executive Staff Assistant, DCYF SEssick@azdes.gov 602 542-3967  

Shari Sanders Personnel Specialist, District II SSanders@azdes.gov 520 628-6810  

Susie Huhn Executive Director, Casa De Los Ninos susiehuhn@casadelosninos.gov 520 624-5600  

Su Hensler CPS Assistant Program Manager, Dist IV SHensler@azdes.gov 928-704-7776  

Nanette Gerber CPS Deputy Program Manager, Dist I NGerber@azdes.gov 602 920-8732  

Mary Gonzales CPS Assistant Program Manager, Dist V MaryGonzales@azdes.gov 520 836-2351  

 

mailto:Swilliams@azdes.gov
mailto:crodriquez@azdes.gov
mailto:CJWischmann@azdes.gov
mailto:SEssick@azdes.gov
mailto:SSanders@azdes.gov
mailto:SHensler@azdes.gov
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Action Plan: Division of Children, Youth and Families 
Workforce Planning Step 1 – Strategy Assessment 

  

Action Plan Goal(s) 

 Provide overview of workforce planning for workforce planning team members 
 Identify the impact of F2Freform on the workforce 
 To align F2F initiative and other DCYF initiatives  with workforce planning 
 Develop a work plan  and time line 
 Identify evaluation /success factors for workforce planning project 

Key Challenge 
 F2F is not the only initiative the department is conducting 
 First time the entire group will be together  

Executive Sponsor or 
Department Director 

Jakki Hillis Date September 28, 2007 

 
 

Action 
Strategies 
How will we 
address our key 
challenges? 

Tactics/Tasks 
Required 

Specifically, how will 
the strategy/objective 
be accomplished? List 

the individual steps 
needed to achieve the 

goal 

Person(s) 
Responsible 
Identify who is 

responsible to see that 
each task is completed 

Additional 
Resources 
Identify any 
additional 

resources that are 
needed to 

complete the task 

Timetable 
Specify when 

each task will be 
completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Workforce 
Planning Summit 

Finalize workforce 
planning team 
members and invite 
them to the summit  

Jakki Hillis, Monica 
Snyder 

 August 2007 Completed 
Team identified and able to 
attend summit 

Finalize the agenda 
and location for the 
summit 

Jakki Hillis, Susanne 
Williams 

Connie 
Champnoise, Mike 
Masternak, 
Jennifer Miller, 
Susan Robeson, 
Ira Cutler 

September 12, 
2007 

  

http://cornerstones4kids.com/content61.html
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Action 
Strategies 
How will we 
address our key 
challenges? 

Tactics/Tasks 
Required 

Specifically, how will 
the strategy/objective 
be accomplished? List 

the individual steps 
needed to achieve the 

goal 

Person(s) 
Responsible 
Identify who is 

responsible to see that 
each task is completed 

Additional 
Resources 
Identify any 
additional 

resources that are 
needed to 

complete the task 

Timetable 
Specify when 

each task will be 
completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Development of an 
workforce planning 
work plan and time 
line 

Summit attendees 

Connie 
Champnoise, Mike 
Masternak, 
Jennifer Miller, Ira 
Cutler 

September 28, 
2007 

 

Work plan and time line 
completed, next steps 
include dates for telephone 
calls to discuss WFP policy 
statement and 
communication plan 

Workforce Policy 
Statement  

Prepare/develop draft 
workforce planning 
policy statement. 

Workface planning 
team and workforce 
planning project 
manager 

Connie 
Champnoise, Mike 
Masternak 

October 30, 31,  
2007 

Started 

Draft completed and 
referred to Executive 
Sponsors and Executive 
Steering Team for review 

Draft workforce 
planning policy 
reviewed and 
approved by 
Executive Steering 
team 

Executive Sponsors  November  2007  
Timely feedback to wfp 
team and project manager  

Communication 
Plan 

Determine if a sub 
committee should be 
formed 

Workface planning 
team and workforce 
planning project 
manager 

Connie 
Champnoise 
Mike Masternak, 
Jennifer Miller 

October 30, 31 
2007 

  

Develop a 
communication format 

Sub Committee?  
October 30, 31, 
2007 

  

Review of plan and 
format from sub 
committee 

Workface planning 
team and workforce 
planning project 
manager 

Connie 
Champnoise, Mike 
Masternak, 
Meghan Howe 

November  2007  

Plan and format complete 
and ready for Executive 
Steering Committee 
approval 
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Action 
Strategies 
How will we 
address our key 
challenges? 

Tactics/Tasks 
Required 

Specifically, how will 
the strategy/objective 
be accomplished? List 

the individual steps 
needed to achieve the 

goal 

Person(s) 
Responsible 
Identify who is 

responsible to see that 
each task is completed 

Additional 
Resources 
Identify any 
additional 

resources that are 
needed to 

complete the task 

Timetable 
Specify when 

each task will be 
completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Finalize work 
plan and time 
line. 

Work plan and 
timeline  
Finalized 

Workforce Planning 
Project Manager and 
Team 

Connie 
Champnoise, Mike 
Masternak, 
Jennifer Miller 

October 30, 31 
2007 

 

Review and approval by 
Executive Sponsors and 
Executive Steering 
Committee completed on 
time 

Launch workforce 
planning process  

Executive Steering 
Team, Executive 
Sponsors, Workforce 
Planning Project 
Manager and Team 

 TBD  

Communication format and 
plan works.  DCYF  is 
aware of the program and 
the goals 
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Workforce Planning to 
Support F2F Reform

Arizona Department of
Economic Security

Division of Children,
Youth and Families

June 18 - 19, 2007

Presented by:

Connie Champnoise
Principal Consultant

CPS Human Resource Services

Mike Masternak
Senior Consultant

CPS Human Resource Services

Susan Robison
Childfocus

Meeting Goals

• Increase Understanding of the Workforce 
Planning Process and resource needs

• Increase understanding of the alignment 
between workforce planning and F2F

• Increase Understanding of Technical Assistance 
Support

• Discuss Concerns and Expectations

Agenda

• Project Background

• Vision, Mission and Guiding Principles

• Workforce Planning Model

• Alignment of F2F and Workforce Planning

• Technical Assistance Support

• Discussion

C4K and the HSWI 
Mission

HSWI’s mission is to work with others to raise the 
visibility of, and sense of urgency about,
workforce issues. We hope to:
• Call greater attention to workforce issues
• Help to describe and define the status of the 

human services workforce
• Disseminate data on current conditions
• Highlight best and promising practices
• Suggest systemic and policy actions that can 

make a deep, long-term difference

The Premises

• Human services matter – they impact the lives of 
vulnerable children and families, often at critical 
times.

• There is a correlation between the quality of the 
frontline workers and effectiveness of the 
services they deliver.

• We cannot produce better outcomes without 
addressing the workforce.
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Workforce Planning The best policy reforms and program innovations 
will have only minimal impact without quality 

staff to translate reforms into good practice for 
children and families.

Big Problems Require
Big Solutions

• We need to reject piecemeal, quick fixes that 
have at best marginal impact.

• We need to adopt a long-term set of goals that 
address whole systems.

• We need to understand that attracting and 
maintaining a high quality staff is a never-ending 
job and doing it well should be a normal part of 
doing business. 

What to Do? Comprehensive 
Workforce Planning

• A mechanism that provides managers and 
leaders with data to make decisions.

• An accepted model used by business and  
government.

• It establishes goals, timetables, resources 
needed and fixes responsibility. 

• Helps to build a partnership between human 
services, human resources and political 
leadership. 

Workforce Planning 
Overview

• Demystify and operationalize the workforce 
planning process.

• Provide a set of concrete steps and activities 
used in conducting workforce planning.

Workforce Planning 
Defined

Workforce planning is the strategic alignment of 
an organization’s human capital with its 
business direction.

It is a methodical process of analyzing the 
current workforce, identifying future workforce 
needs, establishing the gap between the present 
and the future, and implementing solutions so 
the organization can accomplish it mission, 
goals, and objectives (IPMA-HR, 2002).
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Workforce Planning 
Defined

Or, stated more succinctly:

Workforce planning helps organizations get the 
right people, in the right place, at the right time.

Workforce Planning Model
 

Gap-Closing 
Strategies 

 
 Recruitment 
 
 Selection 
 
 Performance 

Management 
 
 Professional 

Development 
 
 Retention 
 
 Succession Planning
 
 Reengineering 
 

Strategy 
Assessment 

 
Review strategic and 
operational plans 
 
Determine workforce 
implications of 
strategic and 
operational plans 
 
Establish leadership 
commitment and 
resources 
 

Environmental Scan 
 
Forecast business and 
labor force trends 
 
Conduct internal and 
external scans 
 

Supply/Demand 
Analysis 

 
Project workforce supply 
and demand 

Identify required 
competencies 
(knowledge, skills, abilities 
and behaviors) 

 
Gap Analysis 

 
 
Compare current 
talent to future talent 
needs 
 
Identify staffing 
gaps and surpluses 
 
 Identify competency 
gaps and surpluses 
 
 

Step 1: Strategy Step 2: Data Collection Step 3: Data Analysis Step 4: Implementation

Step 5:  Evaluation 

 

Review and Assessment 
 

Monitor and review implementation 
 
Evaluate outcomes and processes and revise as necessary 

Strategy Assessment

Strategy Assessment

• The Strategy Assessment Step helps align the 
workforce planning process with the 
organization’s strategic vision, mission and 
values

• Helps insure leadership’s commitment and 
resources

Data Collection

Data Collection

• The Environmental Scan helps identify the 
internal and external factors that must be 
considered in the workforce planning process

• The Supply-Demand Analysis identifies the 
projected workforce supply and demand, as well 
as the required competencies
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Gap Analysis

Gap Analysis

• The Gap Analysis step assesses the disparity 
between the existing workforce, both staffing 
level and competencies, and current and future 
workforce needs.

• In essence, gap analysis determines whether, 
for the target job classification, future staffing 
needs will be met.

Gap Analysis

• The Gap Analysis step synthesizes data from 
the Supply and Demand Analysis step and 
identifies staffing and competency requirements.

• The organization can then prioritize its needs 
and develop gap-closing strategies.

Gap-Closing
Strategies

Gap-Closing Strategies

• The Gap-Closing Strategies step identifies 
various approaches that can be taken to close 
the workforce gap.

• Answers to several questions will help the 
organization identify strategies that are feasible 
and appropriate for the organization to 
implement.

Gap-Closing Questions

• Who is responsible for identifying and 
implementing the gap-closing strategies?

• What is the budget?

• What resources are available?

• Is there a critical date by which the workforce 
gaps must be closed?
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Gap-Closing Strategies

• Reengineering

• Recruitment

• Retention

• Succession planning

• Training

Gap-Closing Strategies

• Multiple gap-closing strategies are often used 
simultaneously.

• Implementation of the gap-closing strategies occurs 
during the Action Evaluation step of the process.

• An evaluation of the effectiveness and success of the 
gap-closing strategies should also be conducted.

• Where implemented strategies have fallen short of 
desired goals, they may be re-emphasized and/or 
alternative strategies may be implemented.

Workforce Planning Model
 

 
Gap-Closing 
Strategies 

 
 Recruitment 
 
 Selection 
 
 Performance 

Management 
 
 Professional 

Development 
 
 Retention 
 
 Succession Planning
 
 Reengineering 
 

 
Strategy 

Assessment 
 
Review strategic and 
operational plans 
 
Determine workforce 
implications of 
strategic and 
operational plans 
 
Establish leadership 
commitment and 
resources 
 

 
Environmental Scan 

 
Forecast business and 
labor force trends 
 
Conduct internal and 
external scans 
 

Supply/Demand 
Analysis 

 
Project workforce supply 
and demand 

Identify required 
competencies 
(knowledge, skills, abilities 
and behaviors) 

 
Gap Analysis 

 
 
Compare current 
talent to future talent 
needs 
 
Identify staffing 
gaps and surpluses 
 
 Identify competency 
gaps and surpluses 
 
 

Step 1: Strategy Step 2: Data Collection Step 3: Data Analysis Step 4: Implementation

Step 5:  Evaluation 

 

Review and Assessment 
 

Monitor and review implementation 
 
Evaluate outcomes and processes and revise as necessary 

Advantages of a Plan

• Relating workforce needs to strategic plans

• Considering the long-term workforce needs

• Workforce implications of reforms

• Clearly stated, publicly known goals

• A tracking system, monitoring benchmarks

• Identifying unintended consequences

The Critical Alignment:

Family to Family Reform

And 

Workforce Planning

(See Matrix)

Technical Assistance Steps 
for Workforce Planning

• Strategy Assessment

• Data Collection

• Data Analysis

• Implementation

• Evaluation
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Technical Assistance

• C4K will provide technical assistance to DCYS, 
bringing to bear the expertise of CPS Human 
Resource Services and Childfocus, Inc.

Technical Assistance Team

• Ira Cutler from C4K will be the Project Director.

• Jennifer Miller of Childfocus will be Project 
Manager with guidance from Susan Robison.

• Connie Champnoise and Mike Masternak of 
CPS Human Resource Services will provide 
consulting services.

Strategy Assessment

• Facilitate Meetings

• Meet with Workforce Planning Project Team 
(WPPT)
– Establish workplan

– Identify responsible parties for plan implementation

– Establish timelines

– Discuss evaluation plans

– Discuss Communication/Engagement Strategy

– Provide ongoing teleconference support

Data Collection

• Facilitate SWOT Analysis and environmental 
Scans

• Facilitate initial meeting re: data collection

• Provide Training on Conducting Supply/Demand 
Analysis

• Provide ongoing teleconference support

Data Analysis

• Facilitate Supply/Demand and Gap Analysis 
Process

• Facilitate the Identification of Potential Gap-
Closing Strategies

• Provide ongoing Teleconference Support

Implementation

• Assist with Identification of Gap-Closing 
Strategies

• Assist with prioritization of Gap-Closing 
Strategies and implementation/evaluation 
planning

• Provide Technical Assistance with Design and 
Implementation of Identified Gap-Closing 
Strategies

• Provide Ongoing Teleconference Support
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Evaluation

• Assist in identification and Development of 
Evaluation Tools/Processes

• Assist in First-Year Evaluation

• Facilitate “Lessons Learned”

• Provide ongoing Teleconference Support

Workforce Planning Team
Roles & Responsibilities

Team Name Team Members Roles and Responsibilities 

Executive Steering 
Team 

 Head of Agency  
 Director Level and above 
 Executive Sponsor 
 Workforce Planning Manager 

 Provide Guidance and direction for the WFP effort 
 Ensure linkage between strategic plan and WFP 
 Ensure resources are available for planning and committee 

work 

Workforce Planning 
Project Team 

 Line Managers 
 HR, IT, Budget analysts/staff 
 WFP Project Manager 

 Develop sub-teams 
 Receive sub-team reports and incorporate into WFP 
 Provide updates on the status of Workforce Planning to the 

Executive Sponsor 

Communications Sub-
Team 

 WFP Project Manager 
 Executive Sponsor 

 Develop communication plan for agency 

Internal/External Scan 
Sub-Team 

 HR 
 IT 
 Budget analysts 

 Conduct an external scan of workforce issues  
 Conduct an internal scan of workforce demographics, current 

skills, competencies and labor relations issues and 
organizational climate 

 Turnover statistics 
 Budget implications of workforce issues 

SWOT Sub-Team 

 HR 
 WFP Project Manager 
 Employees 
 Union reps 
 Frontline Managers/Supervisors 

 Determine agencies Strengths, Weaknesses, Threats and 
Opportunities through focus groups, on line surveys 

 

Workforce Planning Team
Roles & Responsibilities

Team Name Team Members Roles and Responsibilities 

Supply and Demand 
Sub-Team 

 HR 
 Frontline Managers 

 Determine current workforce supply  
 Determine workforce demand for the future 
 Determine staffing resources available 
 Determine gap between supply and demand 

Competency Sub-Team 

 HR 
 Frontline Managers 
 Top Leaders 
 Frontline employees 

 Determine competencies for future needs for critical positions 
in the agency 

Culture Climate Sub-
Team 

 HR 
 Line Managers 
 Executive Sponsor 

 Develop an employee attitude survey for the agency  
 Conduct focus groups to determine questions for the survey 

and issues  

Gap Closing 
Implementation Sub-
Team 

 HR Director 
 HR Staff 
 Executive Sponsor 
 WFP Project Manager 
 Front managers 

 Develop competency model for the agency 
 Implement competency based recruitment and selection, 

performance management and training and development 
 Re engineering of work to meet strategic objectives 

Evaluation Sub-Team 

 Executive Steering Team 
 Executive Sponsor 
 WFP Project Manager 
 Support staff 

 Develop project outcomes and measure success against plan 

 

Outcomes of Workforce 
Planning

• DES/DCYF will have a workforce plan that is 
aligned with the Family to Family Initiative

• DES/DCYF will have the capacity to conduct 
workforce planning

Discussion

• What do you want to gain from workforce 
planning?

• What are the most pressing workforce issues 
facing DES/DCYF?

• What workforce issues do you think the 
department can fix?

• What workforce issues do you think are beyond 
the department’s authority?

Next Steps

• Finalize an agreement with DES/DCYF

• Selection of team members for workforce 
planning team

• Summit Planning

• C4K Development of a one-stop-shop Workforce 
Planning Portal (http://cornerstones4kids.com)



 
Arizona DCYF 

Workforce Planning and Development Final Report   
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Workforce Planning to 
Support F2F Initiative

Arizona Department of 
Economic Security

September 28, 2007

Presented by:

Ira Cutler
Cornerstones for Kids

Jennifer Miller & Susan Robison
Childfocus

Connie Champnoise & Mike Masternak
CPS Human Resource Services

Technical Assistance Team

• Ira Cutler from C4K will be the Project Director.

• Jennifer Miller is the project manager and Susan 
Robison of the Childfocus will support the 
integration of workforce planning and F2F.

• Connie Champnoise and Mike Masternak of 
CPS Human Resource Services will provide 
consulting assistance in the implementation of 
the workforce planning process.

C4K and the HSWI 
Mission

The mission of the Human Services Workforce 
Initiative (HSWI) is to work with others to raise 
the visibility of, and sense of urgency about, 

workforce issues. We hope to:
• Call greater attention to workforce issues
• Help to describe and define the status of the 

human services workforce
• Disseminate data on current conditions
• Highlight best and promising practices
• Suggest systemic and policy actions that can 

make a deep, long-term difference

The Premise

• Human services matter – they impact the lives of 
vulnerable children and families, often at critical 
times.

• There is a correlation between the quality of the 
frontline workers and effectiveness of the 
services they deliver.

• We cannot produce better outcomes without 
addressing the workforce.

The Problem

The human services workforce is in crisis –
characterized by excessive turnover, inadequate 
pre-professional and/or in-service training, burn-
out, unrealistic expectations and antagonistic 
relationships between line staff and 
administration. And in some ways it is getting 
worse.
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Family to Family

Child Welfare Vision

• The Federal Outcomes: Safety, Permanency 
and Well-Being

• Arizona Blueprint

– strengthen families so children can remain 
safely in their homes.

– place children in the least restrictive, most 
family-like setting possible.

– Expedite permanency for all children in care.

Family to Family Beliefs

• A child’s safety is paramount. 

• Children belong in families. 

• Families need strong communities. 

• Public child-welfare systems need partnerships 
with the community and with other systems to 
achieve strong outcomes for children. 

Family to Family

• To make family foster care a safe and humane 
choice for children

• To allow more children to remain safely in their 
own families or to be connected to permanent 
and stable families

• Consistent with state and federal visions of 
safety, permanency and well-being

4 Core Strategies

• 4 core strategies
– Team Decision Making

– Building Community Partnerships

– Resource Family Recruitment, Development 
and Support

– Self Evaluation

F2F and Workforce

• What skills and competencies do workers need 
to realize the federal, state and  F2F visions?

• How is work different now that outcomes are 
clear and consistent?

• How can resources be aligned to ensure there is 
a match between the workers and the work 
needed to achieve those outcomes?
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Workforce Planning The best policy reforms and program innovations 
will have only minimal impact without quality 

staff to translate reforms into good practice for 
children and families.

ENLIGHTENED 
POLICIES

INNOVATIVE
PROGRAMS

BETTER
OUTCOMES

THE
WORKFORCE

ENLIGHTENED 
POLICIES

(CFSR & PIP)

INNOVATIONS

(F2F)

BETTER
OUTCOMES

We often think that passing legislation or adopting a new program 
model will lead directly to improved outcomes. We forget that it takes 

workers to apply policies and deliver services.

ENLIGHTENED 
POLICIES

INNOVATIONS

BETTER
OUTCOMES

THE
WORKFORCE

The way change really happens. 

The Challenge

• To assure a high-quality child welfare workforce 
– one that is stable, motivated, well prepared, 
subject to realistic expectations and well 
supported by supervisors and the organization. 

• There are no quick, easy, inexpensive answers. 

• The key to improving the quality of the workforce 
is improving the quality of the jobs.

Getting and Keeping 
Quality Staff

• Good young people consider entering children’s 
services every day, because they want to make 
a difference.

• Large numbers do not commit to a career  
because:
– compensation and benefits are not commensurate 

with education and importance;
– working conditions are unsatisfactory; and 
– there is little recognition.

• The issues play out differently in the different 
human service fields.
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Big Problems Require
Big Solutions

• We need to reject piecemeal, quick fixes that 
have at best marginal impact.

• We need to adopt a long term set of goals that 
address whole systems.

• We need to understand that attracting and 
maintaining a high quality staff is a forever job 
and doing it well should be a normal part of 
doing business. 

What to Do? Comprehensive 
Workforce Planning

• A mechanism that provides managers and 
leaders with data to make decisions.

• An accepted model used by business and  
government.

• It establishes goals, timetables, resources 
needed and fixes responsibility. 

• Helps to build a partnership between human 
services, human resources and political 
leadership. 

Workforce Planning 
Overview

• Demystify and operationalize the workforce 
planning process.

• Provide a set of concrete steps and activities 
used in conducting workforce planning.

Workforce Planning 
Defined

Workforce planning helps organizations get people 
with the right competencies, in the right place, at 

the right time.

Workforce Planning Model
 

 
Gap-Closing 
Strategies 

 
 Recruitment 
 
 Selection 
 
 Performance 

Management 
 
 Professional 

Development 
 
 Retention 
 
 Succession Planning
 
 Reengineering 
 

 
Strategy 

Assessment 
 
Review strategic and 
operational plans 
 
Determine workforce 
implications of 
strategic and 
operational plans 
 
Establish leadership 
commitment and 
resources 
 

 
Environmental Scan 

 

Forecast business and 
labor force trends 
 
Conduct internal and 
external scans 
 

Supply/Demand 
Analysis 

 
Project workforce supply 
and demand 

Identify required 
competencies 
(knowledge, skills, abilities 
and behaviors) 

 
Gap Analysis 

 
 
Compare current 
talent to future talent 
needs 
 
Identify staffing 
gaps and surpluses 
 
 Identify competency 
gaps and surpluses 
 
 

Step 1: Strategy Step 2: Data Collection Step 3: Data Analysis Step 4: Implementation

Step 5:  Evaluation 

 

Review and Assessment 
 

Monitor and review implementation 
 
Evaluate outcomes and processes and revise as necessary 

Advantages of a Plan

• Relating workforce needs to strategic plans

• Considering the long-term workforce needs

• Workforce implications of reforms

• Clearly stated, publicly known goals

• A tracking system, monitoring benchmarks

• Identifying unintended consequences
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The Critical Alignment:

Family to Family Reform

And 

Workforce Planning

(See Matrix)

Project Goals

1. A focused workforce plan that:
(a) Is integrated with Division of Children, Youth and Family 

goals, the Child and Family Service Review and Family 
to Family.

(b) Provides a roadmap to sustain reform.
(c) Offers a planning model that can be replicated by other 

Divisions within the Department of Economic Security.

2. A competency model that reflects Family to Family values 
and principles, including family-centered and community-
based practice, and a plan for moving the existing 
workforce to that competency model.

Project Goals

3. A stronger organizational culture that respects and 
values workers in a manner that is consistent with the 
way in which workers are expected to treat families.

4. To strengthen the role of the supervisor as it relates to 
the work of the CPS Specialist and Program Specialist 
levels to ensure workforce stability and decreased 
turnover.

Project Goals

5. To identify critical factors for retention for CPS 
specialist, Supervisor and Program Specialist and 
have in place actions to improve retention.

6. Develop a process to monitor child welfare workload
and how changes in policy and practice impact 
workload.
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Action Plan: Division of Children, Youth and Families 
Workforce Planning Step 4 – Gap-Closing Strategies 

  

Action Plan Goal(s)  Gap-closing strategies to close workforce gaps to help DCYF achieve its mission and strategic objectives 

Key Challenge 
 F2F is not the only initiative the department is conducting 
 Keeping focus on workforce planning when everyone at DCYF has so much else going on 
 The availability of needed data 

Executive Sponsor or 
Department Director 

Jakki Hillis Date February 19 & 20, 2008 

 
 

Action 
Strategies 
How will we 
address our 
key 
challenges? 

Tactics/Tasks Required 
Specifically, how will the 

strategy/objective be 
accomplished? List the individual 
steps needed to achieve the goal 

Person(s) 
Responsible 
Identify who is 
responsible to 
see that each 

task is completed 

Additional 
Resources 
Identify any 
additional 

resources that 
are needed to 

complete the task 

Timetable 
Specify when 
each task will 
be completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Gap Closing 
Strategies 
& Sub Teams 

Determine Gap Closing Strategies 
and alignment with goals 

 
WFP Team  

Connie/Mike 
February 19 & 
20, 2008   

 
Review of all data collected, 
analyzed and determine 
priorities 

Determine sub teams and chairs, 
review outcomes, etc. 

WFP Team  

Connie/Mike 
teleconferences 
to assist where 
necessary 

February 19 & 
20, 2008 

 
Review of accountability and 
structure of sub teams  

Review of priorities and teams with 
Executive Sponsor  

Jakki Hillis, 
Susanne 
Williams 

 TBD   

Determine Communication Roll- 
Out 

Communication 
Team 

 TBD   
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Action 
Strategies 
How will we 
address our 
key 
challenges? 

Tactics/Tasks Required 
Specifically, how will the 

strategy/objective be 
accomplished? List the individual 
steps needed to achieve the goal 

Person(s) 
Responsible 
Identify who is 
responsible to 
see that each 

task is completed 

Additional 
Resources 
Identify any 
additional 

resources that 
are needed to 

complete the task 

Timetable 
Specify when 
each task will 
be completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Gap-Closing 
Sub Teams 
& Chairs  

Competency Model – Goal 2 

 Behavior Based interviews 
statewide 

 Performance Management 

 Case Review Process 

 Supervisor Competencies 

 CPS Specialist  Competencies 

 Professional Development 

 District recruitment plans 

     

Organizational Culture – Goal 3 

 Communication issues 

 Written guidelines 

 Empowerment  and supportive 
work environment 

 Worker Safety 

     

Strengthen the role of  the 
Supervisor – Goal 4 

 Written set of job expectations 

 Supervisor competency 
approach 
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Action 
Strategies 
How will we 
address our 
key 
challenges? 

Tactics/Tasks Required 
Specifically, how will the 

strategy/objective be 
accomplished? List the individual 
steps needed to achieve the goal 

Person(s) 
Responsible 
Identify who is 
responsible to 
see that each 

task is completed 

Additional 
Resources 
Identify any 
additional 

resources that 
are needed to 

complete the task 

Timetable 
Specify when 
each task will 
be completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Retention – Goal 5  

 Turnover analysis 

 Exit survey process review 

 Review of  employee survey 
process 

 Turnover by classification and 
district 

 Retention Plan Statewide and 
by District 

     

 

Data Collection 

 Internal dashboard 

 External dashboard 
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WHAT IS WORKFORCE PLANNING AND DEVELOPMENT? 
 

Workforce Development is a process of ensuring that an organization can achieve its mission by having the right 
people, with the right skills, in the right places at the right times.  Operationally, it is a systematic process that 
identifies the gaps between the workforce the organization has today, and the workforce the organization must 
have tomorrow, to achieve long-term success.  Workforce planning also includes the logical next step of 
identifying how to eliminate these talent gaps and develop the competencies needed for success.   
 
 

WHAT DOES WORKFORCE DEVELOPMENT MEAN TO THE ARIZONA DIVISION OF 
CHILDREN, YOUTH AND FAMILIES? 

 
Mission Statement:  The overarching goal of the Workforce Planning process is to achieve better outcomes for 
children and families through recruitment, professional development, retention, and support of a high quality 
workforce in an organizational culture where staff are respected and valued in their peer, supervisory and 
administrative relationships, consistent with the way staff are expected to treat children and families. 
 
Goals: 

 A focused workforce plan that: (a) is integrated with Division of Children, Youth and Family goals, the 
Child and Family Service Review and Family to Family; (b) enables sustainable reform; and (c) offers a 
planning model that can be replicated by other Divisions within the Department of Economic Security 
and or a Community Partner. 

 A competency model that reflects Family to Family values and principles, including family-centered 
and community-based practice, and a plan for moving the existing workforce to that competency model. 

 A stronger organizational culture that respects and values workers in a manner that is consistent with 
the way in which workers are expected to treat families. 

 To strengthen the role of the supervisor as it relates to the work of the CPS Specialist levels to ensure 
workforce stability and decreased turnover. 

 To identify critical factors for retention of competent CPS specialists, Supervisors, Program Specialists, 
and have in place actions to improve retention. 

 Determine and implement a reasonable child welfare workload and monitor how policy and practice 
changes impact workload. 

 
 

HOW DOES WORKFORCE DEVELOPMENT ALIGN WITH OTHER AGENCY 
INITIATIVES? 

 
Effective workforce planning must complement and directly support the Division of Children, Youth, and 
Families strategic plan.  Strategic planning helps agencies map where they are now, where they need to go, and 
what they need to do to get there.  This roadmap will assist in modeling a structure that will integrate DCYF 
goals with the Family to Family values and principles and have an outcome that will provide other Divisions in 
DES, as well as other agencies the ability to replicate the developed model.  Current initiatives that are being 
implemented by DCYF include: 
 

Family to Family  
Family to Family is a set of value-driven principles that guide a tested group of strategies that, in turn, are 
implemented by a practical set of tools for everyday use by administrators, managers, and field workers.  The 
goal of Family to Family is system wide change that would be fully integrated into a new way of providing child 
welfare programs.  In addition, instilling the beliefs that strong, stable families lead to good outcomes for 
children and that children affected by the child welfare system should have the support of families, communities, 
and the system to protect them from harm.  In 2006, Arizona was identified by Annie E. Casey Foundation as an 

QUESTIONS AND ANSWERS ABOUT WORKFORCE DEVELOPMENT 



anchor site to implement the Family to Family Initiatives.  Family to Family has also been integrated into the 
Agency’s Practice Improvement Plan.  Visit www.aecf.org for further information about this initiative. 

 
Child and Family Services Review 

The Child and Family Services Reviews are designed to enable the U.S. Department of Health and Human 
Services Children's Bureau to ensure that State child welfare agency practice is in conformity with Federal child 
welfare requirements, to determine what is actually happening to children and families as they are engaged in 
State child welfare services, and to assist States to enhance their capacity to help children and families achieve 
positive outcomes. 
 
The review examines the delivery of child welfare services and the outcomes for children and families served by 
child protective services, foster care, adoption and other related programs. 
The reviews are conducted by the Department of Health and Human Services.  The review looks at outcomes for 
children and families in the three main areas of safety, permanency, and child and family well-being.  The 
various Agency initiatives are encompassed as part of the CFSR and Practice Improvement Plans for the State of 
Arizona.  Visit www.acf.hhs.gov for additional information. 
 

Child Safety Assessment/Strength and Risk Assessment/Case Planning 
The DES Division of Children, Youth, and Families, has revised the Child Safety Assessment, Strength and Risk 
Assessment, and Case Planning process in coordination with the National Resource Center for Child Protective 
Services and the National Resource Center for Family Centered Practice and Permanency Planning.  The 
purpose of the revised CSA/SRA/Case Planning process is to provide a methodical and consistent systematic 
statewide approach in the assessment of child safety, family strengths, risks and case planning activities.  This 
new tool supports current initiatives relating to family centered practice and a strength-based approach to 
completing assessments.  This new tool has impacted the field work on many levels and incorporates elements of 
statewide initiatives into direct practice.   

 
 

HOW WILL THIS AFFECT US? 
 

The goal of our workforce planning is to improve our recruitment efforts and hiring process; elevate the level of 
professionalism throughout the department; supplement our training programs to bolster new employee 
recruitment and also retain seasoned staff; provide ongoing support and services to staff; and reward, retain and 
promote skilled staff and managers who are committed to working with children and families.  The ultimate goal 
is to achieve better outcomes for children and families while valuing staff and developing, retaining, and 
supporting a high quality workforce.   
 
 

 HOW CAN I BE INVOLVED IN WORKFORCE DEVELOPMENT? 
 

Participation in the Workforce Development Initiative is all voluntary.  You can help by learning about the value 
in workforce planning and communicating the message amongst your colleagues.  Also, talk to your supervisors 
and offer input or suggestions for the work that is being done across the State.  It is important that staffs are 
engaged at all levels and address the issues or concerns impacting the workforce.  You may also visit 
http://cornerstones4kids.org/ for more information regarding Cornerstone for Kids and the Workforce Planning 
process. 
 
 

HOW WILL I BE INFORMED AND APPRISED OF THE PROJECT STATUS? 
 

Information regarding the statewide initiative will be made available to employees through various means 
including, but not limited to:  Regular updates provided through Staff Meetings, Newsletters, Flyers, 
Communication via mail/email, Surveys, Conferences and updates from Workforce Development Team 
Members. 

 

http://www.aecf.org/
http://www.acf.hhs.gov/
http://cornerstones4kids.org/


 
 

WHO DO I CONTACT ABOUT WORKFORCE DEVELOPMENT? 
 
 
There are staff members in each region who are assigned to the Workforce Development Team.  You may 
contact any of the following people: 
 

 DCYF/Central Office – Terry Christopherson, Susanne Williams  
 CWTI – Vivian Kidd 
 District I – Nanette Gerber, Minerva Gant, Jennifer B. White     
 District II – Lillian Downing       
 District III – Gary Arnold, CJ Wischmann        
 District IV – Su Hensler            
 District V – Mary Gonzales                
 District VI – Deborah Nishikida              
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Worksheet: Communication Plan – AZ Division of Children, Youth and Families 
January 2008 

 

Step No. Who is responsible Tactic/ Action Step Format 
Date/Date 

Range 
Intended 
Audience 

1 
 Executive Steering 

Team 

Begin WFP process in conjunction with reform 
planning process.  Workforce Planning linked  
to the DCYF  reform initiatives 

 Summit 
September 
28, 2007 

 

2 

 Executive Sponsor 

 WFP Project Manager 

 Communication Sub 
Team 

Develop Communication strategy. 
 Major objectives 

 Key Audiences 

 Key Messages 

 Methods of Communication 

 

 Manager/Supervisor 
meetings 

 Employee Staff meetings 

 Information Tool Box 

 Payroll Stuffers 

 Frequently Asked Questions, 

 Posters 

 Newsletters 

 Overview 

October 
31, 2007 

Managers/ 
Supervisors 
Employees 

3  Executive Sponsor 
Meet with Public Information Officer to discuss 
communication strategies and gain information 
on Tool Box 

 Tool Box 
November 
15, 2007 

All Staff 

4 
 Executive Sponsor 

 WFP Project Manager 
Brief Executive Steering Team on the status of 
Workforce Planning. 

 Informal and formal updates 
January 
24, 2008 

WFP Team 

5  Deputy Director 

Issue WFP mission statement. 
 Marketing  of the process 

 Internet portal 

 Teasers about the issues  

 Introduction to workforce planning 

 Using above strategies 

 Survey says 

 Create conversations – buzz 

 Create curiosity about wfp 

TBD  
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Step No. Who is responsible Tactic/ Action Step Format 
Date/Date 

Range 
Intended 
Audience 

6 

 Executive Steering 
Team 

 WFP Team 

 WFP Project Manager 

Share information with line managers about the 
WFP process including intent, methodology, 
planning cycle and expected results and the 
need for their participation and for some of their 

staff to participate on sub-teams. 
Presentation packet distributed to all line 
managers and supervisors. 
 Cultural Diversity Conference March 11 & 12, 

2008 

 Child Abuse Awareness Month April 

 Other??? 

 Program Managers Meeting 

 Central Office Managers 
Meeting 

TBD Managers 

7.  Line Managers 

Use the information gained from Program 
Managers/Central Office Managers Meetings 
and Executive Steering Team to discuss the 
WFP process with employees. Share general 
information with all employees about the 
initiative to ensure that they understand what 
WFP is and why the agency is doing it. Also, 

solicit volunteers for sub-team work. 

 Staff Meetings TBD Employees 

8 
 HR 

 Executive Sponsor 
Brief Public Information Officer on the status of 
Workforce Planning. 

 Meeting 

After gap 
closing 
session in 
January 

 

9  WFP Team  Cultural diversity conference presentation  Conference 
March 11 & 
12 

Employees 

10 

 WFP Team 

 Executive Sponsor 

 WFP Project Manager 

Provide information to Executive Steering Team 
regarding who may be impacted and about 
projected gaps and surpluses in the plan and 
gap closing strategies. 

 Presentation - Executive 
Staff and Senior Staff 

January 
2008 

 



3 

Step No. Who is responsible Tactic/ Action Step Format 
Date/Date 

Range 
Intended 
Audience 

11 

 Executive Sponsor 

 Executive Steering 
Team 

 Commissioner 

Communicate the details of the workforce plan 
to line managers in target/impacted groups to 
make sure they understand the challenges the 
agency faces, the strategies that have been 
developed, and the action items related to their 
program areas. Implementation strategy. 

 Meeting TBD Managers 

12 

 Communication Sub-
Team 

 WFP  Team 

 WFP Project Manager 

 

Provide Updates to Executive Steering Team, 
line managers and supervisors on major 
updates 
 Gap analysis 

 Gap closing strategies 

 Implementation of gap closing strategies 

 Impact of gap closing strategies 

 Newsletters 

 Leadership Presentations 

 Manager/Supervisory 
Meetings 

 Employee Staff Meetings 

TBD  

13  Line Managers 

Provide updates to employees at regular 
intervals. Inform the WFP Team of the need for 
additional communication as the plan is 
implemented. 

 Staff meetings On going  

14 
 Communication Sub-

Team 
Provide agency wide update on the plan and 
the evaluation process. 

 Newsletters 

 Leadership Presentations 
Quarterly  
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PRIORITIES:

Strategy:

Inputs

Activities

PACE's completed thoroughly and on time Data on timeliness of completing investigations

Percentage of staff meeting PACE objectives. Data on approval of safety plans

Long

Outputs

 CSA's/SRA's 
completed accurately 
and timely

Frontline 
Supervisors

Improve the timeliness of all aspects of CPS investigations

Competency proficiency of staff hired thru "hire for fit" vs. 
baseline

CSA/SRA's completion data
Short Term Measures Medium Term Measures

PROGRAM ACTION- LOGIC MODEL

Competency 
Model

Use Workforce Planning and Development Gap-Closing strategies to support, strengthen and enhance the workforce so that 
CPS investigations are completed in a thorough and timely manner.

Workforce 
Planning Team CPS Staff

Failure to appropriately investigate allegations of abuse of neglect in a timely manner place vulnerable children at risk. 

Arizona children 
are appropriately 
protected from 
abuse and neglect

Child safety is enhanced by accurate and timely investigations

Practice model

SITUATION:

Outcomes

Short

Supervisors 
promptly approve 
safety plans 

Investigations 
completed timely

New hires are 
highly competent

Line Management

Participation Medium

Enhanced PACE

Financial 
resources

Hire for Fit
C4K Grant Staff are proficient 

in competencies

Staff meet PACE 
objectives

IT support
Staffing levels

Staff proficient in identified competencies will perform better
Emphasis on PACE objectives will focus staff performance

Assumptions: External Factors:

Supervisory support
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Action Plan: Division of Children, Youth and Families 
Workforce Planning Step 2 – Data Collection and Analysis 

  

Action Plan Goal(s) 
 To use the environmental scan, the SWOT analysis, and the supply/demand gap analysis to identify and 

prioritize the workforce issues and challenges at DCYF 

Key Challenge 
 F2F is not the only initiative the department is conducting 
 Keeping focus on workforce planning when everyone at DCYF has so much else going on 
 The availability of needed data 

Executive Sponsor or 
Department Director 

Jakki Hillis Date January 21, 2008 

 
 

Action 
Strategies 
How will we 
address our 
key 
challenges? 

Tactics/Tasks Required 
Specifically, how will the 

strategy/objective be 
accomplished? List the 
individual steps needed 

to achieve the goal 

Person(s) 
Responsible 
Identify who is 

responsible to see that 
each task is completed 

Additional 
Resources 
Identify any 
additional 

resources that are 
needed to 

complete the task 

Timetable 
Specify when 

each task will be 
completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Prepare for 
Environmental 
Scan/SWOT 
Analysis (Site-
Meeting ) 

Determine what to 
include in the Scan, 
identify sub teams and 
assign data collection 
responsibilities.   

 
WFP Team  and 
Workforce Planning 
Project Manager 

Connie/Mike Oct 30/31 Completed 
Relevant data needs are 
identified and team 
members assigned 

Gather internal/external 
data and prepare reports 

Internal Data and 
External Data Sub 
Teams and WFP 
Project Manager 

Connie/Susan/Mike
/Jennifer  
teleconferences to 
monitor and stay 
on track 

Series of 
meetings 
between Oct and 
January 

Completed 

Team members will have 
gathered data and prepared 
reports to be shared with 
entire WFP Team 

 

Familiarize the WFP 
Team with the SWOT 
Analysis tool. 

Connie/Mike  October 30/31 Completed 
The WFP Team will 
understand the purpose of 
doing the SWOT Analysis 

Identify major Strengths, 
Weaknesses, 
Opportunities, Threats 

WFP Team Connie/Mike October 30/31 Completed 
First stage of SWOT 
analysis completed 



2 

Action 
Strategies 
How will we 
address our 
key 
challenges? 

Tactics/Tasks Required 
Specifically, how will the 

strategy/objective be 
accomplished? List the 
individual steps needed 

to achieve the goal 

Person(s) 
Responsible 
Identify who is 

responsible to see that 
each task is completed 

Additional 
Resources 
Identify any 
additional 

resources that are 
needed to 

complete the task 

Timetable 
Specify when 

each task will be 
completed 

Status 
Not Started 

Started 
Completed 

Performance 
Measures/Milestones 

What measure will we use 
to determine successful 

completion of action items? 

Presentation of 
Environmental Scan data 
to WFP Team  

WFP Project Manager 
and Scan Sub Teams 

Connie/Mike December 4/5 Completed 

The WFP Team will have all 
the data it needs to 
complete the SWOT 
analysis 

Solicit employee input 
into SWOT Analysis 
through survey or focus 
groups 

WFP Project Manager Connie/Mike 

At least one 
week prior to 
January 23/24 
meeting. 

Completed 
SWOT analysis 
appropriately includes 
employee input 

Complete 
Supply - 
Demand & 
Gap Analysis 
(Site-Meeting  

Provide training to the 
Supply/Demand Analysis 
Team. 

Connie/Mike 
 
 

December 4/5 Completed 
Training completed 
successfully  

Supply/demand analysis 
staffing data gathered 
and analyzed 

Supply/Demand Sub 
Team 

Connie/Mike by 
teleconference 

At least one 
week prior to 
January 23/24 
meeting 

Completed 
All relevant data prepared to 
be shared at Site-Meeting  

Supply/demand 
competency analysis 
conducted 

Competency Analysis 
Team 

Connie/Mike January 23,2008 Completed 
Competency analysis 
prepared to be shared at 
Site Meeting  

Complete SWOT 
Analysis and Gap 
Analysis

1
 

Connie/Mike facilitate  January 23/24  

The WFP Team will have 
analyzed all relevant 
information and data to 
identify and prioritize the 
workforce issues and 
challenges at DCYF 

 

                                                 
1
 This step will require pulling together all the information gathered during the environmental scan, the SWOT analysis, and the staffing and competency 

supply/demand analysis. 
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AZ Division of Children, Youth and Families 
External Data Questions 

 
 

Goals: What do we 
hope to accomplish? 

Questions to Answer Data Needed Analysis Required/ Comments 

1.  A better 
understanding of the 
potential labor supply 
in the target 
classifications by 
district and statewide 

A. What is the 
unemployment rate by 
district, county and 
statewide 

Unemployment rates: 
 Each county: 

http://www.workforce.az.gov/aspdotnet/search/adSea
rch.aspx?quickSearch=unemployment+rate 

 State: 
http://www.workforce.az.gov/admin/uploadedPublicati
ons/679_azue.xls 

 Aggregate by DCYF districts 
 Create chart with each district 

B.  To what extent are 
colleges and 
universities graduating 
people who meet our 
entrance 
requirements? 

 Number of AZ graduates with required degrees 
 Number of graduates with required degrees in other 

states (Jan will try to get info for adjacent states) 
 Number of AZ BSW, MSW grads 
 Jan will put BSW grads in districts.  She will try to find 

district of residence. 
 Survey of students re anticipated employment upon 

graduation 
 Number of BSW, MSW grads from other states 

 Comparison of college and university 
graduates who meet DCYF requirements: 

 Among AZ colleges & universities, 

 Among  states 
 Trends over time 

C. Of all social workers 
in AZ, what proportion 
does DCYF employ? 

 Number of licensed social workers (By district and 
statewide) 

 NASW state chapter? 
 Board of Examiners? 
 Number of licensed social workers employed by 

DCYF (By district and statewide) 
 Number of people employed in human services, by 

district 
 Internal scan group will collect number of 

applications, CPS specialists, supervisors by district 
 Number of employees of private agencies in 

comparable positions by district  (AZ Council Survey 
or Jerry Boehm) 

 Percentage of social workers that are 
employed with DCYF   

 Percentage of AZ graduates with required 
degrees that DCYF hires (1.B above) 

http://www.workforce.az.gov/aspdotnet/search/adSearch.aspx?quickSearch=unemployment+rate
http://www.workforce.az.gov/aspdotnet/search/adSearch.aspx?quickSearch=unemployment+rate
http://www.workforce.az.gov/admin/uploadedPublications/679_azue.xls
http://www.workforce.az.gov/admin/uploadedPublications/679_azue.xls
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Goals: What do we 
hope to accomplish? 

Questions to Answer Data Needed Analysis Required/ Comments 

D.  What are the 
employment 
backgrounds of DCYF 
employees? 

 Internal scan sub-team data:  

 Applicants’ previous employment 

 New hires’ previous employment 

 Percentage of applicants and new hires who 
are previously employed in: 

 Unrelated fields 

 Other types of social work 

 Specific, human services positions 

 Nonprofit child and family services  

 Public child welfare agencies in other 
states/ jurisdictions 

 Comparison of employment backgrounds by 
district 

E. Where (geographic 
location) do new DCYF 
employees come from? 

 Internal scan sub-team data: 

 Applicants’ places of residence   

 New hires’ place of origin 

 College or university where applicants/new hires 
graduate 

 
(Internal team plans to compile manually.) 

 Percentage of applicants and new hires who 
come from in-state and out-of-state (by 
district and statewide) 

 Comparison and ranking of places DCYF 
new hires come from (by district, across 
districts, and statewide). 



 
3 

 
Goals: What do we 
hope to accomplish? 

Questions to Answer Data Needed Analysis Required/ Comments 

2.  To gather external 
data on factors that 
impact our ability to 
recruit and retain 
quality employees. 
 
 

A. What is the cost of 
living by district and 
county?  

 Cost of living data by district 
 Cost of living index for certain communities 

http://www.bestplaces.net/city/ 
 Cost of living for other states/jurisdictions where candidates 

come from 

 Comparison of COL among districts  
 Comparison of COL for AZ and other 

key states, jurisdictions  

B. What is the 
availability of affordable 
housing by 
county/district? 

 Affordable housing index by district and statewide 
 Affordable housing index for other key states/jurisdictions  
 Arizona Housing Dept: 

 County housing profiles (including housing affordability gap) 
http://www.housingaz.com/ShowPage.aspx?ID=181 

 Housing affordability for buyers & renters by county 
http://azcms.housingaz.com/uploads/PUBLICATIONS/State%
20of%20Housing/Stoplight%20table%202005-2007.pdf 

 Median value of owner-occupied housing units, 2000 
http://quickfacts.census.gov/qfd/states/04000.html 

 Comparison among districts 
 Comparison with other key 

states/jurisdictions 
 Trends and projections 

C. What kinds of jobs 
and organizations 
compete with DCYF for 
the same kind of 
workers? 

 Private sector  
 AZ Council of Human Service Providers 
 Compensation & Benefits Survey 2006: 

 1
st
 Line Supervisor (Certified & Non-Certified) 

 Clinician – MA 
 Clinician – BA 
 Case Manager – MA 
 Case Manager 

 

http://www.bestplaces.net/city/
http://www.housingaz.com/ShowPage.aspx?ID=181
http://azcms.housingaz.com/uploads/PUBLICATIONS/State%20of%20Housing/Stoplight%20table%202005-2007.pdf
http://azcms.housingaz.com/uploads/PUBLICATIONS/State%20of%20Housing/Stoplight%20table%202005-2007.pdf
http://quickfacts.census.gov/qfd/states/04000.html
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Goals: What do we 
hope to accomplish? 

Questions to Answer Data Needed Analysis Required/ Comments 

D.  Are there any 
additional factors by 
district that impact our 
ability to recruit 
(isolation, etc?) 

 

 Average number of miles driven per worker in each 
county/district 

 Land area per county/district 
http://quickfacts.census.gov/qfd/states/04000.html 

 Per capita income by county/district 
http://www.bea.gov/regional/ 

 Demographic data by county/district, ages, ethnicity, home 
ownership rates, household income, land area, etc. 
http://quickfacts.census.gov/qfd/states/04000.html 

 Quality of life factors:  
 Social isolation, distance between towns, 
 Schools systems, availability of health care, post-secondary 

education 
 http://www.bestplaces.net/city/ 

 

http://quickfacts.census.gov/qfd/states/04000.html
http://www.bea.gov/regional/
http://quickfacts.census.gov/qfd/states/04000.html
http://www.bestplaces.net/city/
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Goals: What do we 
hope to accomplish? 

Questions to Answer Data Needed  Analysis Required/ Comments 

3.  To gain a better 
understanding of 
external forces that will 
affect the numbers and 
type of clients we will 
be required to serve in 
the future.   

A. What is the projected 
number of clients in the 
future and their 
demographic make-up?  If 
not what do we need to be 
able to estimate that? 

David Longo – Gary will contact. Does DCYF or DES already have data? 

 
 



 

AZ Division of Children, Youth and Families 
SWOT Analysis Matrix 

 
 

Positives Negatives 

Strengths Weaknesses 

In
te

rn
al

 F
ac

to
rs

  Benefits and stability of State employment 
 Training and professional development 
 Dedicated, knowledgeable, and 

committed staff 
 Diverse workforce 
 Organization’s recognition of the 

importance of aligning workforce 
development with outcomes for children 
and families 

 Workload 
 Compensation (including salary, compression 

issues) 
 Estrangement between field and central office 
 Core training 
 Lack of resources (e.g. computers, space, 

supplies) 

Ex
te

rn
al

 F
ac

to
rs

 

Opportunities Threats 

 Family centered practices 
 Community and university partnerships 
 Support of Governor 
 Better use of data – We need the “key.” 
 Recognition of the critical role of unit 

supervisors 

 Budget deficit 
 Public opinion / media / political climate 
 Lack of legal community alignment and 

support 
 Difficulty recruiting and retaining staff, 

especially in rural areas 
 Increasing population impact on workload 

and resources 

  
 



 

 
Strengths 
 
What are the strengths of our organization related to the workforce? Strengths are 
internal factors or attributes of the organization that are helpful to achieving the 
organization's goals and objectives. 
 
 
Weaknesses 
 
What are the weaknesses of our organization related to the workforce? Weaknesses are 
internal factors or attributes of the organization that may be harmful or prevent the 
organization from achieving its goals and objectives. 
 
 
Opportunities 
 
What are the opportunities related to the workforce in our organization? Opportunities 
are external factors or conditions that would help our organization achieve its goals and 
objectives. 
 
Threats 
 
What are the threats related to the workforce in our organization? Threats are external 
factors or conditions that are harmful or may prevent our organization from achieving its 
goals and objectives. 
 



As Of:  08/08/2008

Monthly Data D-I D-II D-III D-IV D-V D-VI H/L DCYF
CPS Specialist Authorized 516 219 78 63 63 34 70 1043
CPS Specialist Filled (Level I-III) 427 183 64 50 59 23 70 876

CPS Specialist Filled Level I 46 11 5 5 7 6 0 80
CPS Specialist Filled Level II 84 34 9 11 12 6 4 160
CPS Specialist Filled Level III 297 138 50 34 40 11 66 636

CPS Specialist Vacant 22 9 4 5 -5 3 0 38
Number/Percent in Training (CPS I-III)(*1) 67/13% 27/12.3% 10/12.8% 8/12.9% 9/14.3% 8/23.5% 0/0% 129/12.4%

Number/Percent in Training (CPS Level I)(*2) 14/20.9% 2/7.4% 0/0% 2/25% 0/0% 1/12.5% 0/0% 19/14.7%
Number/Percent in Training (CPS Level II)(*3) 8/12% 1/3.7% 3/30% 1/12.5% 2/22.2% 1/12.5% 0/0% 16/12.4%
Number/Percent in Training (CPS Level III)(*4) 45/65.7% 24/88.9% 7/70% 5/62.5% 7/77.8% 6/75% 0/0% 94/72.9%

Number unavailable to carry case load (*5) 10 3 2 2 3 0 2 22
Number/Percent of Workforce Available (*6) 417/80.8% 180/82% 62/79% 48/76% 56/89% 23/67.6% 68/97.1% 854/81.9%

Total Number of CPS Specialist Series New Hires 11 7 3 1 0 1 1 24
CPS Specialist I New Hires 10 5 0 0 0 1 0 16
CPS Specialist II New Hires 1 2 3 0 0 0 0 6
CPS Specialist III New Hires 0 0 0 1 0 0 1 2

Number/Percent of CPS Specialist Separations(*7)   15/3.5% 3/1.6% 2/3.1% 1/2.0% 1/1.7% 2/8.7% 0/0% 24/2.73%
CPS Specialist I Separations 4 0 1 0 0 0 0 5
CPS Specialist II Separations 5 1 1 1 0 1 0 9
CPS Specialist III Separations 6 2 0 0 1 1 0 10

CPS Unit Supervisors Authorized 84 33 15 12 13 11 7 175
CPS Unit Supervisors Filled 83 36 16 11 13 8 9 176
CPS Unit Supervisors Vacant 1 -3 -1 1 0 3 -2 -1
*(1) # in training ÷ # authorized
*(2, 3, 4) # in training ÷ by total # in training

*(5) FMLA, LWOP, ED LV, ADMIN LV, MILITARY LEAVE, WORKERS COMP--AS OF THE REPORTING PERIOD
*(6) From Authorized staff less unavailable to carry caseload
*(7) ÷ termed by # of CPS Specialist filled plus number terminated, and not in training

Personnel Scorecard
DCYF District Data Comparisons as of last pay period for Month of August  2008



Date: November 30, 2007
Data 1 2 3 4 5 6 DCYF

Total Number of CPS Specialists Authorized
Percentage of CPS Specialists by District
Total Number of CPS Specialist Vacancies
Vacancy rate by District
Turnover Rate: CPS All Levels 22.3% 16.4% 25.7% 19.7% 21.5% 30.0% 22.2%
Turnover Rate: CPS I 136.4% 100.0% 66.7% 50.0% 133.3% 50.0% 112.7%
Turnover Rate: CPS II 87.9% 75.0% 125.0% 300.0% 130.4%
Turnover Rate: CPS III 9.2% 9.3% 14.3% 7.8% 11.5% 14.3% 10.7%
Turnover Rate: CPS Unit Supervisors 7.0% 9.4% 27.3% 7.7% 8.0%
Total Turnover Rate 19.1% 14.9% 24.1% 16.7% 17.1% 22.5% 19.2%
Average Length of Service: CPS Specialist
Average Length of Service: CPS Unit Supervis
Percentage of CPS Specialists under 1 year
Percentage of CPS Specialists under 2 year
Percentage of CPS Specialists under 5 year
Percentage of CPS Specialists under 10 year
Percentage of Unit Supervisors under 3 years
Percentage of Unit Supervisors under 4 years
Percentage of Unit Supervisors under 5 years 76.6% 85.5% 88.5% 92.3% 89.0% 97.5% 82.1%
Percentage of Unit Supervisors eligible for retirement
Average Age of CPS Specialists
Percent of CPS Specialists having BSW/MSW
CPS Specialist Race and Ethnicity
Overtime cost per CPS Specialist
Workers Comp Costs per CPS Specialist
No. CPS I under 5 years 27 4 6 6 3 2 48
No. CPS II under 5 years 30 8 4 1 43
No. CPS III under 5 years 335 182 47 47 55 28 694
No. Total CPS under 5 years 392 186 61 57 59 30 785
No. CPS Super under 5 years 74 29 11 12 10 8 144
No. Total under 5 years 489 224 77 72 73 39 974
Total Number CPS Workers 638 262 87 78 82 40 1187

AZ DCYF Regional Data Comparisons - 2007



External Data Comparisons by District - Date

External Data District I District II District III District IV District V District VI DCYF

Unemployment Rate 3.2% 3.7%

Apache 8.9%  
Coconino 3.8% 
Navajo 6.6% 
Yavapai 3.7%

La Paz  5.3%  
Mohave 4.6%
Yuma  14.5%

Gila  4.4% 
Pinal 4.8% 

Cochise 4.2%  
Graham  4.1%  
Greenlee  3.2%  

Santa Cruz 7.7%
Cost of Living Index Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista
     US Average= 100 104 95 122 91 90 92
Housing Availability

Housing Affordability Gap by District/County 9.60% 7.60% Avg 10.5%
range 1.1-17.1% 

Avg  10.1%
range 6.2-14.1%

Avg 8.15%
range 3.2-13.1%

Avg 8.2%
range 2.7-17.5%

Housing Info by City Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista
Affordability Gap 10.2% 12.1% 20.8% 9.9% 0.0% 2.5%
Hourly Wage Needed to Buy 40.90 30.73 54.14 25.60 26.34 31.05
Hourly Wage Needed to Rent (2 BR) 15.04 14.85 18.06 13.37 15.04 11.87
Ability to Own based on avg CPS I & II median hourly 
wage of 18.28 no no no no no no

Ability to Own based on avg CPS I & II median hourly 
wage + a second income at 70% (31.08) no yes no yes yes yes

Ability to Rent based on avg CPS I & II median hourly 
wage of 18.28 yes yes yes yes yes yes

Availability of College Grads 05-06
   AA Degrees Total 6217 1755 852 728 279 1197 11028
   AA Degrees Human Services 108 8 60 23 35 36 270
   BSW 159
   Bachelors in CPS related field 10072
   MSW 240
   Masters in CPS related field 9991
   Out of state most MSW/BSW CA NY MI PA OH IL TX FL
Mean commute time (in minutes) 26.1 23.9 23.1 18.8 23.9 20.6
Caseworker under 5 years
Population Demographics
Population, 2006 estimate 3,768,123 946,362 515,484 400,846 323,268 212,235

percent change, April 1, 2000 to July 1, 2006 22.60% 12.20% Avg 12.07%
range 2.4-24.2% 

Avg  14.8%   
range 2.7-24.5%

Avg 26.4%
range 1.7-51%

Avg 2.93%
range (-9.5)-8.5%

Persons under 5 years old, percent, 2005 8.20% 6.90% 7.60% 6.70% 6.75% 7.15%
Persons under 18 years old, percent, 2005 27.40% 24.40% 28.60% 23.80% 24.55% 28.45%
Female persons, percent, 2005 49.70% 51.10% 50.60% 50.03% 49.15% 49.35%
Ethnicity %/County or district- 2005 

Caucasian 89.0% 88.7% 58.1% 90.5% 85.2% 91.1%
African American 4.3% 3.4% 0.9% 1.6% 2.1% 2.0%
American Indian/Alaska Native 2.2% 3.6% 39.1% 5.9% 11.0% 5.1%
Asian 2.7% 2.4% 0.6% 0.8% 0.8% 0.9%
Native Hawaiian/Pacific Islander 0.2% 0.2% 0.1% 0.2% 0.1% 0.2%
Persons reporting more than one race 1.6% 1.7% 1.2% 1.1% 0.9% 0.8%
Persons of Hispanic/Latino origin-
(Census bureau reports as a subset of Caucasian) 29.0% 31.9% 9.2% 30.3% 23.1% 46.5%

Language other than English spoken at home 24% 28% 35% 26% 22% 40%
Population density-persons/sq. mile 333.8 91.9 10.7 15.0 22.2 15.5



District Race No. % No. % No. % No. % No. % No. % No. %

1 African American 7 20.6% 5 14.7% 68 14.8% 4 12.5% 10 11.6% 80 15.1% 94 14.5%

Hispanic 2 5.9% 1 2.9% 8 1.7% 2 6.3% 5 5.8% 11 2.1% 18 2.8%

Multi-ethnic 5 14.7% 4 11.8% 26 5.6% 0.0% 35 6.6% 35 5.4%

Native Am/Alaska Nat 7 1.5% 1 1.2% 7 1.3% 8 1.2%

White 19 55.9% 20 58.8% 255 55.3% 19 59.4% 53 61.6% 294 55.6% 366 56.6%

Asian/Pacific Islander 1 2.9% 8 1.7% 1 3.1% 4 4.7% 9 1.7% 14 2.2%

Unknown 1 2.9% 3 8.8% 89 19.3% 6 18.8% 13 15.1% 93 17.6% 112 17.3%

34 34 461 32 86 529 647

2 African American 14 6.4% 1 10.0% 14 6.3% 15 5.7%

Hispanic 1 20.0% 47 21.6% 2 20.0% 10 31.3% 48 21.5% 60 22.6%

Multi-ethnic 4 1.8% 1 3.1% 4 1.8% 5 1.9%

Native Am/Alaska Nat 4 1.8% 4 1.8% 4 1.5%

White 4 80.0% 131 60.1% 7 70.0% 21 65.6% 135 60.5% 163 61.5%

Asian/Pacific Islander 5 2.3% 5 2.2% 5 1.9%

Unknown 13 6.0% 13 5.8% 13 4.9%

5 218 10 32 223 265

3 Hispanic 1 1.7% 1 1.4% 1 1.1%

Multi-ethnic 1 16.7% 1 12.5% 5 8.6% 1 14.3% 7 9.7% 8 8.9%

Native Am/Alaska Nat 2 3.4% 2 2.8% 2 2.2%

White 4 66.7% 5 62.5% 43 74.1% 6 85.7% 11 100.0% 52 72.2% 69 76.7%

Unknown 1 16.7% 2 25.0% 7 12.1% 10 13.9% 10 11.1%

6 8 58 7 11 72 90

4 Hispanic 1 16.7% 1 25.0% 2 3.3% 2 2.6%

Multi-ethnic 1 16.7% 11 21.6% 1 25.0% 3 23.1% 12 19.7% 16 20.5%

Native Am/Alaska Nat 1 7.7% 0 0.0% 1 1.3%

White 7 13.7% 3 75.0% 5 38.5% 7 11.5% 15 19.2%

Unknown 4 66.7% 3 75.0% 33 64.7% 4 30.8% 40 65.6% 44 56.4%

6 4 51 4 13 61 78

5 African American 7 11.5% 1 8.3% 7 10.8% 8 9.8%

Hispanic 1 100.0% 4 6.6% 2 16.7% 5 7.7% 7 8.5%

Multi-ethnic 1 1.6% 1 20.0% 1 1.5% 2 2.4%

Native Am/Alaska Nat 1 1.6% 1 1.5% 1 1.2%

White 2 66.7% 42 68.9% 4 80.0% 7 58.3% 44 67.7% 55 67.1%

Unknown 1 33.3% 6 9.8% 2 16.7% 7 10.8% 9 11.0%

3 1 61 5 12 65 82

6 African American 1 50.0% 3 10.7% 4 13.3% 4 10.0%

Hispanic 4 14.3% 1 50.0% 1 12.5% 4 13.3% 6 15.0%

Multi-ethnic 1 3.6% 1 12.5% 1 3.3% 2 5.0%

Native Am/Alaska Nat 2 7.1% 2 6.7% 2 5.0%

White 1 50.0% 14 50.0% 1 50.0% 5 62.5% 15 50.0% 21 52.5%

Asian/Pacific Islander 1 3.6% 1 3.3% 1 2.5%

Unknown 3 10.7% 1 12.5% 3 10.0% 4 10.0%

2 28 2 8 30 40

Santa CruzHispanic 1 50.0% 1 50.0% 1 33.3%

White 1 100.0% 0 1 33.3%

Unknown 1 50.0% 1 50.0% 1 33.3%

2 1 2 3

African American 8 14.3% 5 10.6% 92 10.5% 5 8.3% 11 6.7% 105 10.7% 121 10.0%

Hispanic 4 7.1% 3 6.4% 65 7.4% 5 8.3% 18 11.0% 72 7.3% 95 7.9%

Multi-ethnic 7 12.5% 5 10.6% 48 5.5% 3 5.0% 5 3.1% 60 6.1% 68 5.6%

Native Am/Alaska Nat 0 0 0.0% 16 1.8% 0 0.0% 2 1.2% 16 1.6% 18 1.5%

White 30 53.6% 25 53.2% 492 56.0% 40 66.7% 103 63.2% 547 55.7% 690 57.3%

Asian/Pacific Islander 0 1 2.1% 14 1.6% 1 1.7% 4 2.5% 15 1.5% 20 1.7%

Unknown 7 12.5% 8 17.0% 152 17.3% 6 10.0% 20 12.3% 167 17.0% 193 16.0%

56 4.6% 47 3.9% 879 72.9% 60 5.0% 163 13.5% 982 1205

District 2 Total

Totals by 

Race

Grand Total

Total CPS I, II, III

Classification

Total

SANTA CRUZ Total

District 6 Total

District 5 Total

District 4 Total

District 3 Total

CPS III CPS Prog CPS Unit 

District 1 Total

CPS I CPS II



AZ DCYF CPS Worker Demographic Profile - by Ethnicity, November 2007

District Class Title No. % No. % No. % No. % No. % No. % No. %

CPS I 33 6 18.2% 2 6.1% 5 15.2% 19 57.6% 1 3.0%
CPS II 33 5 15.2% 1 3.0% 1 3.0% 4 12.1% 19 57.6% 3 9.1%
CPS III 455 67 14.7% 8 1.8% 8 1.8% 24 5.3% 7 1.5% 252 55.4% 89 19.6%

CPS I, II, III 521 78 15.0% 9 1.7% 11 2.1% 33 6.3% 7 1.3% 290 55.7% 93 17.9%
CPS Prog Spec 31 3 9.7% 1 3.2% 2 6.5% 19 61.3% 6 19.4%
CPS Super 86 10 11.6% 4 4.7% 5 5.8% 1 1.2% 53 61.6% 13 15.1%

1 Total 638 91 14.3% 14 2.2% 18 2.8% 33 5.2% 8 1.3% 362 56.7% 112 17.6%
CPS I 5 1 20.0% 4 80.0%
CPS III 215 14 6.5% 5 2.3% 47 21.9% 4 1.9% 4 1.9% 128 59.5% 13 6.0%

CPS I, II, III 220 14 6.4% 5 2.3% 48 21.8% 4 1.8% 4 1.8% 132 60.0% 13 5.9%
CPS Prog Spec 10 1 10.0% 2 20.0% 7 70.0%
CPS Super 32 10 31.3% 1 3.1% 21 65.6%

2 Total 262 15 5.7% 5 1.9% 60 22.9% 5 1.9% 4 1.5% 160 61.1% 13 5.0%
CPS I 6 0.0% 1 16.7% 4 66.7% 1 16.7%
CPS II 8 0.0% 1 12.5% 5 62.5% 2 25.0%
CPS III 56 1 1.8% 5 8.9% 2 3.6% 41 73.2% 7 12.5%

CPS I, II, III 70 1 1.4% 7 10.0% 2 2.9% 50 71.4% 10 14.3%
CPS Prog Spec 6 0.0% 1 16.7% 5 83.3%
CPS Super 11 0.0% 11 100.0%

3 Total 87 1 1.1% 8 9.2% 2 2.3% 66 75.9% 10 11.5%
CPS I 6 1 16.7% 1 16.7% 4 66.7%
CPS II 4 1 25.0% 3 75.0%
CPS III 51 0.0% 11 21.6% 7 13.7% 33 64.7%

CPS I, II, III 61 2 3.3% 12 19.7% 7 11.5% 40 65.6%
CPS Prog Spec 4 0.0% 1 25.0% 3 75.0%
CPS Super 13 0.0% 3 23.1% 1 7.7% 5 38.5% 4 30.8%

4 Total 78 2 2.6% 16 20.5% 1 1.3% 15 19.2% 44 56.4%
CPS I 3 0.0% 2 66.7% 1 33.3%
CPS II 1 1 100.0%
CPS III 61 7 11.5% 4 6.6% 1 1.6% 1 1.6% 42 68.9% 6 9.8%

CPS I, II, III 65 7 10.8% 5 7.7% 1 1.5% 1 1.5% 44 67.7% 7 10.8%
CPS Prog Spec 5 0.0% 1 20.0% 4 80.0%
CPS Super 12 1 8.3% 2 16.7% 7 58.3% 2 16.7%

5 Total 82 8 9.8% 7 8.5% 2 2.4% 1 1.2% 55 67.1% 9 11.0%

4

5

Total 
Employees

1

2

Native 
American

White Unknown

3

African Am
Asian/Pac 
Islander

Hispanic Multi-ethnic
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AZ DCYF CPS Worker Demographic Profile - by Ethnicity, November 2007

District Class Title No. % No. % No. % No. % No. % No. % No. %

Total 
Employees

Native 
American

White UnknownAfrican Am
Asian/Pac 
Islander

Hispanic Multi-ethnic

CPS I 2 1 50.0% 0.0% 1 50.0%
CPS III 28 3 10.7% 1 3.6% 4 14.3% 1 3.6% 2 7.1% 14 50.0% 3 10.7%

CPS I, II, III 30 4 13.3% 1 3.3% 4 13.3% 1 3.3% 2 6.7% 15 50.0% 3 10.0%
CPS Prog Spec 2 1 50.0% 1 50.0%
CPS Super 8 1 12.5% 1 12.5% 5 62.5% 1 12.5%

6 Total 40 4 10.0% 1 2.5% 6 15.0% 2 5.0% 2 5.0% 21 52.5% 4 10.0%

55 7 12.7% 4 7.3% 7 12.7% 30 54.5% 7 12.7%

46 5 10.9% 1 2.2% 3 6.5% 5 10.9% 24 52.2% 8 17.4%

866 91 10.5% 14 1.6% 64 7.4% 46 5.3% 16 1.8% 484 55.9% 151 17.4%

58 4 6.9% 1 1.7% 5 8.6% 3 5.2% 39 67.2% 6 10.3%

162 11 6.8% 4 2.5% 18 11.1% 5 3.1% 2 1.2% 102 63.0% 20 12.3%

967 103 10.7% 15 1.6% 71 7.3% 58 6.0% 16 1.7% 538 55.6% 166 17.2%

1187 118 9.9% 20 1.7% 94 7.9% 66 5.6% 18 1.5% 679 57.2% 192 16.2%

6

Total CPS I, II, III

Grand Total

Total CPS I

Total CPS II

Total CPS III

Total CPS Prog Spec

Total CPS Super
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AZ DCYF Worker Demographic Profile - by Gender and Ethnicity, November 2007

District Class Title
Grand 
Total

%
Total 

Females
% Af Am % Hisp %

Multi-
ethnic

% Nat Am % White % Asian % Unknown %

CPS I 33 5.2% 27 81.8% 5 15.2% 2 6.1% 3 9.1% 16 48.5% 1 3.0%
CPS II 33 5.2% 29 87.9% 4 12.1% 1 3.0% 3 9.1% 18 54.5% 1 3.0% 2 6.1%
CPS III 455 71.3% 365 80.2% 46 10.1% 6 1.3% 15 3.3% 7 1.5% 211 46.4% 5 1.1% 75 16.5%

CPS I, II, III 521 81.7% 421 80.8% 55 10.6% 9 1.7% 21 4.0% 7 1.3% 245 47.0% 6 1.2% 78 15.0%
CPS Prog Spec 31 4.9% 27 87.1% 3 9.7% 2 6.5% 15 48.4% 1 3.2% 6 19.4%
CPS Super 86 13.5% 70 81.4% 7 8.1% 5 5.8% 1 1.2% 42 48.8% 4 4.7% 11 12.8%

1 Total 638 518 81.2% 65 10.2% 16 2.5% 21 3.3% 8 1.3% 302 47.3% 11 1.7% 95 14.9%
CPS I 5 1.9% 5 100.0% 1 20.0% 4 80.0%
CPS III 215 82.1% 174 80.9% 13 6.0% 41 19.1% 2 0.9% 2 0.9% 103 47.9% 4 1.9% 9 4.2%

CPS I, II, III 220 84.0% 179 81.4% 13 5.9% 42 19.1% 2 0.9% 2 0.9% 107 48.6% 4 1.8% 9 4.1%
CPS Prog Spec 10 3.8% 7 70.0% 1 10.0% 1 10.0% 5 50.0%
CPS Super 32 12.2% 24 75.0% 6 18.8% 1 3.1% 17 53.1%

2 Total 262 210 80.2% 14 5.3% 49 18.7% 3 1.1% 2 0.8% 129 49.2% 4 1.5% 9 3.4%
CPS I 6 6.9% 5 83.3% 4 66.7% 1 16.7%
CPS II 8 9.2% 6 75.0% 4 50.0% 2 25.0%
CPS III 56 64.4% 43 76.8% 1 1.8% 4 7.1% 2 3.6% 29 51.8% 7 12.5%

CPS I, II, III 70 80.5% 54 77.1% 1 1.4% 4 5.7% 2 2.9% 37 52.9% 10 14.3%
CPS Prog Spec 6 6.9% 5 83.3% 1 16.7% 4 66.7%
CPS Super 11 12.6% 8 72.7% 8 72.7%

3 Total 87 67 77.0% 1 1.1% 5 5.7% 2 2.3% 49 56.3% 10 11.5%
CPS I 6 7.7% 5 83.3% 1 16.7% 1 16.7% 0.0% 3 50.0%
CPS II 4 5.1% 3 75.0% 1 25.0% 0.0% 2 50.0%
CPS III 51 65.4% 41 80.4% 10 19.6% 5 9.8% 26 51.0%

CPS I, II, III 61 78.2% 49 80.3% 2 3.3% 11 18.0% 5 8.2% 31 50.8%
CPS Prog Spec 4 5.1% 4 100.0% 1 25.0% 3 75.0%
CPS Super 13 16.7% 11 84.6% 2 15.4% 5 38.5% 4 30.8%

4 Total 78 64 82.1% 2 2.6% 14 17.9% 13 16.7% 35 44.9%
CPS I 3 3.7% 2 66.7% 1 33.3% 1 33.3%
CPS II 1 1.2% 1 100.0% 1 100.0%
CPS III 61 74.4% 50 82.0% 6 9.8% 4 6.6% 1 1.6% 1 1.6% 34 55.7% 4 6.6%

CPS I, II, III 65 79.3% 53 81.5% 6 9.2% 5 7.7% 1 1.5% 1 1.5% 35 53.8% 5 7.7%
CPS Prog Spec 5 6.1% 3 60.0% 1 20.0% 2 40.0%
CPS Super 12 14.6% 10 83.3% 1 8.3% 1 8.3% 6 50.0% 2 16.7%

5 Total 82 66 80.5% 7 8.5% 6 7.3% 2 2.4% 1 1.2% 43 52.4% 7 8.5%
CPS I 2 5.0% 1 50.0% 1 50.0%
CPS III 28 70.0% 24 85.7% 3 10.7% 3 10.7% 1 3.6% 2 7.1% 12 42.9% 1 3.6% 2 7.1%

CPS I, II, III 30 75.0% 25 83.3% 4 13.3% 3 10.0% 1 3.3% 2 6.7% 12 40.0% 1 3.3% 2 6.7%
CPS Prog Spec 2 5.0% 2 100.0% 1 50.0% 1 50.0%
CPS Super 8 20.0% 7 87.5% 1 12.5% 1 12.5% 4 50.0% 1 12.5%

6 Total 40 34 85.0% 4 10.0% 5 12.5% 2 5.0% 2 5.0% 17 42.5% 1 2.5% 3 7.5%
55 4.6% 45 81.8% 6 10.9% 4 7.3% 4 7.3% 0.0% 25 45.5% 0.0% 6 10.9%
46 3.9% 39 84.8% 4 8.7% 3 6.5% 3 6.5% 0.0% 22 47.8% 1 2.2% 6 13.0%
866 73.0% 697 80.5% 68 7.9% 55 6.4% 33 3.8% 14 1.6% 394 45.5% 10 1.2% 123 14.2%
58 4.9% 48 82.8% 4 6.9% 4 6.9% 3 5.2% 0.0% 30 51.7% 1 1.7% 6 10.3%
162 13.6% 130 80.2% 8 4.9% 13 8.0% 4 2.5% 1 0.6% 82 50.6% 4 2.5% 18 11.1%
967 81.5% 781 80.8% 78 8.1% 62 6.4% 40 4.1% 14 1.4% 441 45.6% 11 1.1% 135 14.0%

1187 959 80.8% 90 7.6% 79 6.7% 47 4.0% 15 1.3% 553 46.6% 16 1.3% 159 13.4%Total - All

1

2

3

4

5

6

Total CPS I, II, III

Total CPS Prog Spec
Total CPS Super

Total CPS I
Total CPS II
Total CPS III

Female
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AZ DCYF Worker Demographic Profile - by Gender and Ethnicity, November 2007

District Class Title
Grand 
Total

%

CPS I 33 5.2%
CPS II 33 5.2%
CPS III 455 71.3%

CPS I, II, III 521 81.7%
CPS Prog Spec 31 4.9%
CPS Super 86 13.5%

1 Total 638
CPS I 5 1.9%
CPS III 215 82.1%

CPS I, II, III 220 84.0%
CPS Prog Spec 10 3.8%
CPS Super 32 12.2%

2 Total 262
CPS I 6 6.9%
CPS II 8 9.2%
CPS III 56 64.4%

CPS I, II, III 70 80.5%
CPS Prog Spec 6 6.9%
CPS Super 11 12.6%

3 Total 87
CPS I 6 7.7%
CPS II 4 5.1%
CPS III 51 65.4%

CPS I, II, III 61 78.2%
CPS Prog Spec 4 5.1%
CPS Super 13 16.7%

4 Total 78
CPS I 3 3.7%
CPS II 1 1.2%
CPS III 61 74.4%

CPS I, II, III 65 79.3%
CPS Prog Spec 5 6.1%
CPS Super 12 14.6%

5 Total 82
CPS I 2 5.0%
CPS III 28 70.0%

CPS I, II, III 30 75.0%
CPS Prog Spec 2 5.0%
CPS Super 8 20.0%

6 Total 40
55 4.6%
46 3.9%
866 73.0%
58 4.9%
162 13.6%
967 81.5%

1187Total - All

1

2

3

4

5

6

Total CPS I, II, III

Total CPS Prog Spec
Total CPS Super

Total CPS I
Total CPS II
Total CPS III

Total 
Males

% Af Am % Hisp %
Multi-
ethnic

% Nat Am % White % Asian % Unknown %

6 18.2% 1 3.0% 2 6.1% 3 9.1%
4 12.1% 1 3.0% 1 3.0% 1 3.0% 1 3.0%

90 19.8% 21 4.6% 2 0.4% 9 2.0% 41 9.0% 3 0.7% 14 3.1%
100 19.2% 23 4.4% 2 0.4% 12 2.3% 45 8.6% 3 0.6% 15 2.9%
4 12.9% 4 12.9%

16 18.6% 3 3.5% 11 12.8% 2 2.3%
120 18.8% 26 4.1% 2 0.3% 12 1.9% 60 9.4% 3 0.5% 17 2.7%

41 19.1% 1 0.5% 6 2.8% 2 0.9% 2 0.9% 25 11.6% 1 0.5% 4 1.9%
41 18.6% 1 0.5% 6 2.7% 2 0.9% 2 0.9% 25 11.4% 1 0.5% 4 1.8%
3 30.0% 1 10.0% 2 20.0%
8 25.0% 4 12.5% 4 12.5%

52 19.8% 1 0.4% 11 4.2% 2 0.8% 2 0.8% 31 11.8% 1 0.4% 4 1.5%
1 16.7% 1 16.7%
2 25.0% 1 12.5% 1 12.5%

13 23.2% 1 1.8% 12 21.4%
16 22.9% 3 4.3% 13 18.6%
1 16.7% 1 16.7%
3 27.3% 3 27.3%

20 23.0% 3 3.4% 17 19.5%
1 16.7% 1 16.7%
1 25.0% 1 25.0%

10 19.6% 1 2.0% 2 3.9% 7 13.7%
12 19.7% 1 1.6% 2 3.3% 9 14.8%

2 15.4% 1 7.7% 1 7.7%
14 17.9% 2 2.6% 1 1.3% 2 2.6% 9 11.5%
1 33.3% 1 33.3%

11 18.0% 1 1.6% 8 13.1% 2 3.3%
12 18.5% 1 1.5% 9 13.8% 2 3.1%
2 40.0% 2 40.0%
2 16.7% 1 8.3% 1 8.3%

16 19.5% 1 1.2% 1 1.2% 12 14.6% 2 2.4%
1 50.0% 1 50.0%
4 14.3% 1 3.6% 2 7.1% 1 3.6%
5 16.7% 1 3.3% 3 10.0% 1 3.3%

1 12.5% 1 12.5%
6 15.0% 1 2.5% 4 10.0% 1 2.5%

10 18.2% 1 1.8% 0.0% 3 5.5% 0.0% 5 9.1% 1 1.8%
7 15.2% 1 2.2% 0.0% 2 4.3% 0.0% 2 4.3% 2 4.3%

169 19.5% 23 2.7% 9 1.0% 13 1.5% 2 0.2% 90 10.4% 4 0.5% 28 3.2%
10 17.2% 0.0% 1 1.7% 0.0% 0.0% 9 15.5%
32 19.8% 3 1.9% 5 3.1% 1 0.6% 1 0.6% 20 12.3% 2 1.2%
186 19.2% 25 2.6% 9 0.9% 18 1.9% 2 0.2% 97 10.0% 4 0.4% 31 3.2%
228 19.2% 28 2.4% 15 1.3% 19 1.6% 3 0.3% 126 10.6% 4 0.3% 33 2.8%

Male
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Dear Focus Group Participant, 
 
Thanks again for your participation in the retention Focus Groups.  Although it has been 
a long time in coming, attached is the final document outlining the common themes 
identified, along with examples of those themes.              
 
Our work took us longer to complete than anticipated, primarily because it took longer 
than originally projected to analyze your responses due to the richness and wealth of 
information we obtained from you.  While, our responsiveness to you has been delayed, 
we are still actively working toward identifying retention strategies.  We are using the 
identified themes to formulate retention strategies to present to the entire Workforce 
Planning Team and the DCYF management team. 
 
Please review the attached document.  If you believe one of your quotes would identify 
you to others and you do not want the quote included in the document presented to the 
Workforce Planning Team and/or the DCYF Management team, please let us know.  
Also, if you have any ideas about how to take some of these themes and translate them 
into specific strategies DCYF could implement, please let us know, especially if those 
ideas are low cost ideas!!!!! 
 
Again, we would like to sincerely thank you for taking time out of your busy workday to 
help us and your colleagues better understand what keeps child welfare practitioners 
committed to the field. 
 
Sincerely,  
Tonia Stott      
Jan Shore 
Susanne Williams 
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Question 1:  Why do you stay with DCYF & CPS?  What keeps you in the child welfare 
profession?  
 

Question One, Theme One:  The Nature of the Job 
 
Sub-Theme 1.1.1:  Helping Children and Families, Improving Children’s Lives  
Number of people who mentioned this as a reason:  40  
Examples:   

 Reminded me of another reason why I stay – the families.  I work with in-
home, with voluntary families.  They’re open to making positive change.  
I love working with families who are open to partnering.  I like engaging 
with people and tough cases.  I like turning that around.  It’s challenging 
for me.  This is not an easy job, it’s not for everyone.  There’s a part of me 
that likes working with this population, cause its not easy. The unit, I like 
working within my unit.   

 I agree, I like seeing that we’re helping families and helping children get 
out of bad situations. 

 I also enjoy working with children and seeing the light in their eyes when 
they see their parents make the changes they need to make and can go 
home and be a self-sufficient family.  Just enjoy seeing the kiddos be able 
to be with their families.   

 I have a love for children, I want to make sure they’re safe and I want to 
help families heal themselves, that’s why I’m here. 

 
Sub-Theme: 1.1.2:  Making a Difference, Doing Meaningful or Important Work   
Number of people who mentioned this as a reason:  42   
Examples:   

 The story of the starfish, I really believe that.  I like the saying, to the 
world you may be one person but to one person you may be the world.  I 
really can have an impact on people.  You’re affecting the future.  You’re 
making a difference somewhere somehow.  Future crime, delinquency.  
Many of us have had things happen to us, sadness, things that we have had 
to deal with.  I know that I can help a kid deal with something I’ve dealt 
with or be in tune to them.   

 I think we wouldn’t be at CPS if we didn’t believe in the work we are 
doing.  We’re there for our families and kids.  I also enjoy the fast-paced 
work and constant changing of tasks and things to do. I go home and it 
makes me appreciate that my kids’ problems are minor.  I want to help 
kids and this is a good way to help kids.  

 Coming from a minority background, it was always my idea that I’d be a 
democrat and be in a social services position where I would help people.  
Because of my background I became aware of things like substance use 
and DV.  Staying with DCYF fulfilled that part of me.  CPS has power, 
some of us have a power trip, and it’s a way to help families.  Some of us, 
at least when I first started, I thrived on drama.  CPS was my drama fix, 
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yet I could still remove myself from it.  I really want to make a difference.  
I REALLY want to make a difference.   

 Work becomes meaningful. You’re able to make a difference in your 
community and work with other providers and offer support. We play an 
important role. 

 
Sub-Theme 1.1.3:  Working with People/Networking in the Community  
Number of people who mentioned this as a reason:  11 
Examples:   

 Networking – (several in agreement) it gives us the chance to work with 
different providers and lets us know what’s going on and what’s available 
to the families. 

 I like all the excitement and working with different people.  You get to 
have a part of the drama but not take it open.     

 I like meeting all the different people, doiong someithng different every 
day 

  
Sub-Theme 1.1.4:  Good at It, Prepared for It, Career Fit  
Number of people who mentioned this as a reason:  14 
Examples:   

 I have stayed because I worry about my families.  I feel like I do the best 
job for them.  Especially with the skills I have.  I started with a family 
centered program and that completely changed my view.  I want to make a 
difference.  I don’t want to change the world, just make a difference.   

 I think I’m good at what I do and better than some (laughter), that’s why I 
stay. 

 I stay because it’s a good fit for me, the preparation I had from the two 
good sups I had.  The preparation I had and continued support is good, the 
prep I had at ASU SSW prepared me for the job.  Current sup is 
knowledgeable and fair.  She allows me autonomy in job.  She gives me 
freedom; she’s not a micromanager, that would irritate me.  I appreciate 
that from her.  

 I don’t view it as a job, but as a career, I have the education and 
experience to do it, it’s important work, and I can make a positive impact 
on families.  The good I do outweighs the bad we hear about in the public.  
It’s important work. 

 
Sub-Theme 1.1.5:  Enjoys Specific Position  
Number of people who mentioned this as a reason:  13  
Examples:  

 I stay because I really enjoy investigations and what is involved in CW.  I 
couldn’t see myself involved in other administrations.  I need to be active.  
Be out there, doing something and having contact with all kinds of 
different people who teach me on a daily basis.  Good and bad.   

 I enjoy working with children.  Worked for another division, then came 
back to the state.  Am now in-home worker, wouldn’t like doing 
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dependencies, but enjoy working with the families and parents, providing 
services and getting to know the children.   

 I think there’s something really cool about meeting with people in very 
stressed situations, and then we have to work with them and help them 
reunify.  People open their doors to us we sit on their couch and work with 
them.  There’s something very cool about that.  Especially as an in-home 
worker, we work very intensely with people.  

 
Sub-Theme 1.1.6:  Satisfaction from the Challenge  
Number of people who mentioned this as a reason:  14 
Examples:  

 The stipend was a motivator for me. The nature of the job is fascinating.  
It’s like a big puzzle.  Very complex.  It’s a personal challenge.  A lot of 
us feel proud we’re able to do it.  I feel like I can do this job, I can talk 
with people.  A lot of people don’t want to do this job.  

 Commitment.  We’re all in this because we want to make a difference or 
change.  We can’t expect to change the world, but we can make some 
headway.  It’s a challenge.  It’s a never-ending battle, a war that never 
ends.    

 It’s not repetitious, it’s always different, every family is unique.  I learn 
and grow and am challenged.  I talk to co-workers to learn things on how 
to make a family better.   

 The job is never boring.  It’s challenging.  There’s a lot of flexibility, 
you’re not just sitting behind a desk, you get to get out.   

 
Sub-Theme 1.1.7:  Always Learning  
Number of people who mentioned this as a reason:  5 
Examples:   

 The training from DES that gives us the knowledge to do what we do, 
since I’ve been with CPS, I’ve learned a lot about families and children 
and we continue to learn and grow, and of course the benefits. 

 It’s important to do this so we know what does keep people here.  Been 
working here since 1998.  I just love my work, love working with people.  
You’re always learning, I’m never bored, there’s always new things to do.  
Like the combination of both field work and office/computer work. 

 
Sub-Theme 1.1.8:  Enjoy it, Passionate for the Work 
Number of people who mentioned this as a reason:  7 
Examples:   

 I stay because I very much enjoy the work.  I get an opportunity to make 
sure the kids don’t get hurt one more time and I’ve been given the freedom 
to make those choices.  In that freedom, I’ve been able to do a lot of 
teaching that has made a difference to families and children.   

 Passion.  I have a passion for the safety of children and families and 
helping them out.  And for the past 3 years, I’ve maintained that feeling – 
passion.     
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 The reason I stay with Child welfare is that there is a huge need, there are 
just so many kids out there who are hurting and need people who have a 
heart and need someone who is going to stand by them, that’s where my 
heart is, there’s nothing else I want to do other than child welfare. 

 
Question One, Theme Two:  Workplace Relationships   
 

Sub-Theme 1.2.1:  Supportive Supervisor  
Number of people who mentioned this as a reason:  25 
Examples:  

 I’ve worked with 2 different offices, if I were still at first one, I wouldn’t 
still be with agency.  But at this office, the supervisor and the morale of 
the office is one reason why I stay here. 

 Have a really good sup.  Hired by her, trained by her, been with her.  She 
goes above and beyond, like she made me a certificate for something and 
is constantly doing employee appreciation.  She remembers all of our b-
days and makes us brownies.  I think a lot people don’t’ feel supported by 
their sups and they jump around a lot.   

 Also because of my supervisor.  If someone gets fed up, they leave.  The 
sup makes the key difference and that’s what the research has said.   

 Third that.  Sup can make or break you, and I’ve had more than one 
almost break me.    

 
Sub-Theme 1.2.2:  Camaraderie with Unit/Colleagues  
Number of people who mentioned this as a reason:  20 
Examples:   

 There’s many answers to that, but mostly because I love working with 
children and helping them.  I would say it’s a very diverse job, I don’t like 
just doing one task every day.  I like the people I work with right now, it’s 
a pleasant atmosphere.  I love the aspect that I’m able to help the children 
and their families.    

 It’s different – it’s not something that you’re gonna do on a daily basis.  
The people we work with all have a strange and unique personality.  The 
co-workers make it fun.  The families are definitely different – you 
couldn’t make some of this up, it’s interesting.  Our office is pretty close 
knit.  Our job is so stressful, you have to be close with co-workers 
otherwise sanity goes out the window.   

 The work environment is one of the reasons I have stayed here.  Coming 
into work, it’s like a family here.  We’re pretty united and help each other 
out.   

 Agreement with benefits of rural area.  I have great co-workers who pitch 
in and help each other.  I believe people can change and that gets 
reaffirmed when people get their children back and make important 
changes in their lives. 
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Question One, Theme Three:  Job Structure  
 

Sub-Theme 1.3.1:  Provides Variety, Active Job  
Number of people who mentioned this as a reason:  22 
Examples:   

 I like meeting all the different people, doing something different every 
day. 

 I like to be employed to be active, busy, involved.  I’m sure I couldn’t get 
another meaningful job.  I would be greeting people at Wal-Mart.    

 I like that I don’t just sit in an office all day, its different every day. 
 It’s important to do this so we know what does keep people here.  Been 

working here since 1998.  I just love my work, love working with people.  
You’re always learning, I’m never bored, there’s always new things to do.  
Like the combination of both field work and office/computer work.  Love 
the people I work for.   

 
Sub-Theme 1.3.2:  Flexibility  
Number of people who mentioned this as a reason:  13 
Examples:   

 I work four 10s right now.  Except for work, I don’t come in on that day.  I 
have elderly parents who help with my children.  Without that extra day, 
they wouldn’t be able to make their dr appts and I’d have to quit work to 
stay home with my kids.   

 Really like flexibility as well.  I have children, so if I have to take off, I 
can make up those hours on the weekend or evenings.  In those situations 
its really helpful and flexible.  Also, citrix is helpful.  Working from home 
has saved me a couple of times and it’s really helpful when we have to do 
on-call things.  We don’t have to come into the office at 2:00 in the 
morning.   

 The flexibility is important.  This year, I’m working a day at home.  That’s 
really made a difference.  I can concentrate on computer work at home and 
can get appointments done, like the doctor.     

 The flexibility of the job is the only thing keeping me here.  With my 
family and my scope of work, it’s flexible enough that I can work on a 
Sat. or work extra if I have to take time off for a dr.’s appt. or something. 

 
Question One, Theme Four:  Necessity 

 
Sub-Theme 1.4.1:  Benefits (retirement, health insurance)  
Number of people who mentioned this as a reason:  27   
Examples:   

 Job security is a big thing, with the economy it’s not a good time to look 
for another job.  The pay is decent, and there’s good benefits.  That’s an 
incentive to stay, it’s not the time to look for anything else.  The 
supervision is also good, came from another district with a good sup and 
now has good sup.  If didn’t wouldn’t still be here. 
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 I stay because I live in a rural area, the benefits, retirement, salary is a 
good reason why I stay, and it’s commensurate with education and 
experience. 

 Second the retirement plan, that’s one reason I’m here now.  I know when 
I can retire.   

 The other things like benefits and retirement are important too.  I’m 
getting older, I worry about things like that.   

 I probably wouldn’t do this job if didn’t get to work with the children.  
Making sure they’re safe and that they’re involved in relationships.  
Especially being a male and being a role model in their lives.  Benefits are 
nice, too. That makes me stay here- it’s one part.  Just had some surgery, 
costs would have been hard without the benefits.   

 
Sub-Theme 1.4.2:  Nothing Else Available/Feels Stuck  
Number of people who mentioned this as a reason:  14 
Examples:  

 I think about this question a lot – why I stay.  Honestly, I’m getting older, 
I’m afraid of a job change.  In some ways I stay because I feel stuck.  I 
don’t feel I have any other place to go.   

 A job with the state is more secure than with another entity.  Especially 
when you live in a rural area, there’s not much choice.  It’s the only game 
in town, almost.   

 Those of us who stay and don’t have an MSW, we can’t go anywhere else 
in the Phoenix area and make more money 

 I’ve looked for other jobs, this one pays as well as other SW jobs and it’s a 
state job, so has benefits 

  



7 

Question 2:  What personal characteristics do you have that motivates you to stay?   
 

Question Two, Theme One:  Interpersonal skills  
 

Sub-Theme 2.1.1:  Non-judgmental, Open-Minded, Treat People with Dignity and 
Respect   
Number of people who mentioned this as a characteristic:  22 
Examples:   

 It’s really hard to sit down in a house and you wouldn’t let your children 
sit there.  When I first started, I had to sit down with my sup and really 
talk about these things.  Now it doesn’t matter, it’s all about the safety of 
the children.  That’s when the control comes in, when CMs try to control it 
and how they would want it in their lives.  

 I had to set aside a lot to work here.  I set aside my personal standards.  
For example, I didn’t think kids could live with roaches, but now I’ve set 
that aside.  I don’t have as many emotions now.  I don’t want to be one of 
those workers who goes home and cries and thinks about their cases.  I’ve 
let my religion go, too.     

 Being able to set aside some of my own prejudices, some of the things that 
I was brought up with and have been exposed to in my life.  I have a hard 
time working with molesters, but I can set aside my own prejudices.  I can 
set aside my own belief systems to work with other belief systems.   

 You do have to separate yourself.  We work with a lot of people who feel 
differently than we do.  I’ve worked with white supremacists.  Being able 
to look past that and deal with the issues.   

 And you have to have unconditional positive regard for your families if 
you are going to get them engaged.  

 Everyone can’t be a Social Worker.  You have to be able to integrate 
yourself in every situation and treat people with respect and dignity 
regardless of the situation.  And it’s spiritual.  It’s more of a spiritual 
endeavor than other types of fields.    

 I’m tolerant, I believe in treating everyone with dignity and respect.  And I 
don’t like change, this keeps me doing what I’m doing 

 As a single mother, a welfare to work mother, who put myself through 
college, I developed the values of integrity and tolerance.  I’ve walked the 
walk and struggled as many of my parents have, except with addictions.  I 
can bring a lot to parents and kids to empower them without taking over.  
I’ve learned from good DES trainings that our agency wants us to do with 
families not do to families.  It’s not about me it’s about society.  

 I think my flexibility. I try to give people the benefit of the doubt.  I want 
to hear their side of things.  When we get these allegations, it’s just a 
phone call, it may not be true, or fully true.  My willingness to hear what 
they say. I want people to be successful. I don’t want to be punitive.  I do 
want to keep kids safe.  I believe in family-centered practice, it’s in every 
fiber of me.  



8 

 I’m more or less of an A personality, when I go out, I know what I’m 
going to ask, look for, but I also have some flexibility when I go to see 
families and kids to be able to assess the situation and -make good 
choices, especially when it comes to the safety of children. 

 
Sub-Theme 2.1.2:  Relationship Building Skills, Use of Self to Engage, Non-
Threatening  
Number of people who mentioned this as a characteristic:  15 
Examples:   

 I work in ICWA, I’m more the bubbly person, it helps for me when I’m 
happy and smiling.  If I go in there and am not already pissed off, it helps.  
Clients feel more comfortable with me, but I also know when to bring it 
down.  Like someone already said, they’re already afraid of us.  So that 
works for me.  Being patient and honest.  They don’t understand what’s 
going on.  They need us there to walk them through it.  Especially court, 
their attorneys don’t usually call them back, so just being there.     

 When I go on an investigation and work with families, I don’t know why 
but I’ve never had anyone absolutely refuse to cooperate.  Because I have 
difficulty getting up and down the stairs, people want to let me in.  
Children gravitate to me, don’t know why, I don’t know if I’m a grandma 
figure or if people know that I’m concerned.  Children always talk with 
me.  I don’t have any difficulty getting them to talk.  Being female and old 
can be an advantage, people don’t feel threatened.  You can bring the 
police, but often it’s better to appear vulnerable.  When police are there, 
there’s a rise in anxiety.  

 I’ve learned to be a chameleon with my personality.  Some clients you 
have to be one way with and others a different way, so you adjust to them 
and how you work with them. 

 In investigations, the first knock on the door is what leads to the blow-up.  
I’m lucky because I’m old, so I say how hot it is and then they let me in.  
I’ve cried with people.  I’ve tried some of the newer techniques like 
motivational interviewing.  I really like that.  It’s intense.  Having that 
opportunity to engage with them, get them to open up, problem solve and 
get them the resources they need.  I like working with people.  You have 
to be you.  I hope one thing that doesn’t come out of this is a set of 10 
characteristics.  We didn’t all come in this the same.  We learn and grow.  
Open for growth would be another characteristic.  
 

Sub-Theme 2.1.3:  Empathy, Caring, Understanding  
Number of people who mentioned this as a characteristic:  13  
Examples:   

 I can really have empathy for parents who are struggling with their 
children.  My own life experiences have given me insight into working 
with families. I’ve adopted children and had children on drugs.  I’ve lost 
family members.  I’ve been through much that these families go through, 
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except having a CPS referral.  I just don’t want to give up, I want to keep 
going because it’s something I enjoy doing.   

 I feel connected to most of the parents and what they’re going through.  
 People have to know we care.  No one has ever put their fist in my face, 

because they know I care.  I feel terrible when I have to do a removal.  I’m 
a mom, too, and it must be hellish to have your child removed.   

 You have to be a people person and be motivated to do everything they 
want you to do, not just the visits but the paperwork.  Caring would be 
another one.   

 
Sub-Theme 2.1.4:  Good listener 
Number of people who mentioned this as a characteristic:  10  
Examples:   

 When I have felt that there would be a threat, it’s never materialized.  
When it’s established that you want to hear what they’re saying, they tell 
you in exhaustive detail and sometimes give you more info than you’re 
ready for.   

 I’ve learned a lot from the young adults, they have the answers.  They 
don’t realize how powerful they are.  So being a good listener.   

 Being a good listener and a good coach   
 
Sub-Theme 2.1.5:  Communication Skills, Honesty, Straightforward   
Number of people who mentioned this as a characteristic:  8 
Examples:   

 You have to be honest with your families and let them know I don’t know 
all the answers and let them know we have to figure this out together.  
Partnering with families instead of telling them what to do.   

 In dealing with the public you have to be able to articulate properly to 
them.  They have a different perspective like that children should come to 
school everyday clean without any issues.  So working with teachers who 
say why aren’t you taking this child.  Educating the public.  Talking with 
them without offending them.   

 I think a personal characteristic – I’m brutally honest.  I use that in my job 
and that helps me to stay, it helps me be honest with clients and let them 
know what’s going to happen if they don’t do what they need to do.  Then 
I feel like I’ve given them ample warnings and I don’t feel bad for them.   

 Being consistent.  Having the same information, being consistent with 
your approach.  Being in CPS, and being a Case Worker, in terms of the 
young adults, a lot of them have had so many, they’ve had a lot of 
disappointments, so being consistent and straightforward and explaining 
things.  Sometimes they have been told stuff and there hasn’t been the 
follow-through.  Don’t make false promises.   
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Sub-Theme 2.1.6:  Team Player, Team Approach  
Number of people who mentioned this as a characteristic: 6  
Examples:   

 We need to be team players and learn how to work in the team….everyone 
needs to know what everyone knows. 

 Our unit eats lunch together, we’re the only unit who does it with the 
investigative unit.  We help each other out, solutions come about.   

 
Sub-Theme 2.1.7:  Sense of Humor  
Number of people who mentioned this as a characteristic: 5 
Examples:   

 Humor.  We joke around and decorate for Halloween.  You hear such 
horrible stories, it keeps you grounded.   

 Whoever said humor, hit it.  The more you talk and think about the issues 
the more likely who are to find something funny.  Most the people who 
work here find things that are funny that others wouldn’t.  It might be a 
sick sense of humor.   

 
Sub-Theme 2.1.8:  Enjoy Working with People  
Number of people who mentioned this as a characteristic: 4 
Examples:   

 Working with the different families, seeing their perspective on things and 
how they see things in comparison to what CPS stands for and their 
perspective of CPS.   

 I enjoy working with the children and families, not being stuck in an office 
everyday.  

 
Sub-Theme 2.1.9:  Good Assessment skills, Insight   
Number of people who mentioned this as a characteristic: 3 
Examples:   

 Having the ability assess the situation and determine what approach I want 
to take.  The approach of being the soft person or the stern, this is the way 
it needs to be approach.   

 Insight, to be able to take a different approach to a problem.  Able to make 
the final decision very forcefully.  Like if it has to be made by a team, but 
knowing that I’m representing CPS and being able to stand up and say that 
decision.  We have the authority and responsibility to make difficult 
decisions.  That’s not always done, but when the decision has to be made, 
we have to make it.  It doesn’t always happen just in investigations either.   

 
Sub-Theme 2.1.10:  Ability to Work with Diverse Families  
Number of people who mentioned this as a characteristic: 2 
Examples:   

 Previous experience in working with families with addictions and health 
issues it helps me see red flags.  Also experience working with diverse 
families has been an attribute.  I don’t feel like I’m going in blind.     
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 Resilience, you never know what you’re going to face with families who 
are culturally different.  You have to be resilient to what you’re going to 
be dealing with.  You have to be open.  You wouldn’t do it for free, but as 
Social Workers, we make more here, than we would make somewhere 
else.  The money is a motivating factor.  Once things do get better and you 
factor in the OT, it’s a different situation.  Those of us who are sticking 
around, we’re dealing with it. And mileage reimbursement.  

 
Question Two, Theme Two:  Stress Tolerance  
 

Sub-Theme 2.2.1:  Patience, Not easily Frustrated  
Number of people who mentioned this as a characteristic: 13 
Examples: 

 You have to be patient.  People will cuss and yell at you, and threaten you.  
A lot of people couldn’t handle that. 

 I have a lot of patience.  It helps a lot.  I have a lot of young parents.  I go 
out of my way to keep them going.  If I have to make more than one visit I 
will.  Some of them are scared of us.  They might need extra attention or 
just knowing that we’re going to be there for them.  Patience has paid off a 
lot.   

 Patience to deal with all the changes in the agency, workload, and clients.  
Everything you face, if you have patience, its easier to stay longer.   

 Patience, and adapting to change.  Especially with the budget cuts, there’s 
new ways of doing things all the time.   

 Perseverance.  This is a job that can get hard to do because things don’t 
work out.  Trying to get a RAD therapist, trying to get that in place and 
convince providers that’s what she needs – persevere through that and not 
get frustrated and just get it done.  Can’t be easily frustrated or irritated by 
the bureaucracy of it all.   

 
Sub-Theme 2.2.2:  Self-Care, Personal Life in Order 
Number of people who mentioned this as a characteristic: 13 
Examples: 

 Being physically strong and healthy.  Unfortunately that hasn’t been as 
true for me as I’ve gotten older.  And there aren’t any accommodations for 
that.  I’m on the down side.  You have to be able to find something to do 
with the stress mentally.  As I get older its harder to do that.  When things 
go bad, you have to say that was bad, and you’ve got the weekend and 
you’ve got another week.  Otherwise it will start to eat at you and then you 
get to a point where you’re just there, or you’re physically so unhealthy 
you have to give it up or have disabilities.  That’s just part of the stress.  
It’s almost like a woman whose been hit before, even if it never happens 
again, it’s always there in her mind.   

 One more thing, not sure if it’s a personal characteristic, but to do this 
work, you have to have your own personal life in order.  If you come into 
this work with your own personal issues that you haven’t resolved, it 
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impacts your work.  I think that’s important in hiring, they need to look for 
stable people.  You have to have your act together.  

 A sense of serenity to shield you from all this.   
 Sometimes its good to have someone to bounce stuff off of, cause I do 

take my work home with me.  My husband has to listen to me.  It’s hard to 
leave your work at work.   

 
Sub-Theme 2.2.3:  Ability to handle stress   
Number of people who mentioned this as a characteristic:  3  
Examples: 

 You have to handle stress. Everything is a deadline, everything is a crisis 
and everyone needs you right away.  People who don’t do well with stress 
burn–out.   

 I’m a person with a lot of tolerance who keeps a cool head in a crisis 
which is imperative in this work.  

 
Question Two, Theme Three:  Enjoys Stimulation  

 
Sub-Theme 2.3.1:  Curiosity, Enjoys Learning  
Number of people who mentioned this as a characteristic:  9  
Examples:  

 I find working with families so very interesting.  All the interactions of 
family life are interesting.  Speaking of curious, I’m curious, too.  I’m 
always interested in learning more about how families function and how 
they get through things.    

 Curious, interested in the details.  The report gives a report, but when you 
get into it, there are so many more details.  I’m nosy; I want to know more 
about it.  It takes listening skills to find out more.  The job requires you to 
listen.    

 Thirst for knowledge.  They keep giving us more and more opportunities 
to learn different things.   

 All of us are creative.  You have to be creative do this work.  You have to 
be open to learning new skills and fast on your feet and can learn new 
policy – which changes every 5 minutes.    

 
Sub-Theme 2.3.2:  Intelligent, Creative  
Number of people who mentioned this as a characteristic:  7  
Examples:  

 I like to put puzzles together, I like to be a problem-solver and think out of 
the box.  A lot of times I get a case with misinformation and I have to go 
out and figure out what happened.  

 You have to be intelligent, it goes along with creativity.  Someone who 
can think about complex situations and sort through all that information.  

 
Sub-Theme 2.3.3:  Enjoys Variety   
Number of people who mentioned this as a characteristic:  6  
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Examples:  
 Agree, it’s not a monotonous job.  It’s never boring, it’s always chaotic.  

There’s an adrenaline rush – and being able to go out and help the family.   
 Low finances at home, I don’t have a whole lot, I have a decent house, 

decent car, decent lifestyle, I can afford to stay here.  It’s a somewhat 
livable wage, not extravagant.  It’s a challenge this year, especially with 
the furloughs.  Also, my MSW stipend was cut, and overtime was cut.  
You could plan on getting OT, but all of that is gone now, and it makes it 
a challenge to live.  I can afford to stay because my house is in a different 
category, I don’t have a lot of expenses [expensive things].  I like the fast 
pace, that our job has a lot of different activities.  We had a conference last 
week when we had to sit for 8 hours and it was awful, because we’re all 
ADD types.  The time was dragging, because we’re used to doing one 
thing and getting interrupted and going from a home visit to court, and I 
feel like I fit that mold.   

 I enjoy working with the children and families, not being stuck in an office 
every day.  

   
Sub-Theme 2.3.4:  Likes a Challenge    
Number of people who mentioned this as a characteristic:  5  
Examples:  

 I’m crazy, that’s what it is (laughter).  It’s just a challenge.  Challenge of 
the job, the challenge of trying to at least make one little dent in the family 
to help them out.  You may not be able to change everything, but you can 
make a dent.  Every day is a different day, all heck can break lose, 
regardless of your plans, and you just have to go with the flow.  

 I like the challenge, the changes and I enjoy what I do.  Most of the people 
I know who work here say the same thing, either you like it or you don’t.  
I enjoy investigations the most.  Every day is different; you don’t know 
what you’re going to see or what’s going to happen that day.  I don’t like 
doing in-home or long term cases, because it doesn’t have the challenge.   

 Liking the challenge.  It’s not the same thing every day.  Doing something 
different almost every day, it keeps me…interested.  

 
Question Two, Theme Four:  Commitment to Social Justice  

 
Sub-Theme 2.4.1:  Change Agent, Advocate     
Number of people who mentioned this as a characteristic:  9  
Examples:  

 Am a voice of the child, help them when needed. 
 A lot of agencies are dealing with money issues, just like we are.  So 

they’re saying, you need to do this or that, and very often we have to say, 
that’s not within our responsibility.  Maintaining that integrity, and being 
polite and respectful.  Having that integrity.  It’s being challenged today.  
When I say integrity to do whatever it takes, I had a young man who had 
been in juvenile prison for a while and he had been introduced to a version 
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of Islam that was anti-white, and I knew that that was not what Muslims 
believed.  I was allowed to find him an Imam to assist him and I was able 
to find a gay mentor for a gay child.  We didn’t have any rules that 
prohibited us from working with these children.  Whatever ideas I’ve 
found to support these kids, have been supported.  The mentor was able to 
get the kid a Koran and a prayer rug.  He was like a wanna-be, but the 
Muslim community took him on and now he feels like he belongs.       

 Also have to be a good listener, and a strong advocate. Good at building 
relationships with other agencies.  

 To stay long with CPS you have to have perseverance, commitment, 
loyalty to people you work with, not only to client families, but to co-
workers, don’t want to let them down.  I try to be my families’ biggest 
advocate, whatever it is they need, I will fight tooth and nail to get them 
what they need.   

 Mine would be commitment and perseverance and being a strong advocate 
too.  There’s things I see I don’t agree with, but if I were to leave my kids, 
that I would be letting them down, in advocating for them and knowing 
their case and what they really need.   
  

Sub-Theme 2.4.2:  Have a Belief that People Can Change      
Number of people who mentioned this as a characteristic:  5  
Examples:  

 Have to believe that people can change.  If you don’t believe that you 
probably don’t belong in this line of work.  

 One important characteristic is believing in the power of people, believing 
people have the ability to make great change, not only in their own lives, 
but in the world around them.  It’s something I learned from my father 
who was a leader in his local union – that people have the power.  Another 
important characteristic is ability to separate personal life from work life 
and ability to go home and be home and not think constantly of work.  Be 
able to separate those issues.   

 
Sub-Theme 2.4.3:  Commitment to Improving People’s Lives       
Number of people who mentioned this as a characteristic:  3  
Examples:  

 Have always worked two jobs, raised children alone.  Know the need out 
there for children who are abused and neglected.  Always had a strong 
work ethic, my family taught me that.  To be able to help a family who 
didn’t grow up that way, so they can feel good about themselves, that 
helps them feel good and helps me feel good.  Helping them find a new 
direction to go in to make their lives better and make better lives for their 
children.   

 My love of kids, wanting to help people.  The fact that I don’t mind 
getting up in the morning and coming to work, I enjoy it.  Lastly, I would 
rather work with people than sitting by myself at a desk, I like working 
with people. 
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 I am resilient.  I am self-motivated.  I am working towards an advanced 
degree.  That helps a little bit. I have a strong desire to work for child 
welfare.  I consistently have a vision of an efficient and effective child 
welfare system.         

 
Question Two, Theme Five:  Strong Personality  

  
Sub-Theme 2.5.1:  Tough, Brave, Confident, Assertive  
Number of people who mentioned this as a characteristic:  8  
Examples:  

 It takes a special type of person to do this work, you can’t be fragile.  
Sometimes now and then, we have a break-down, a co-worker may have a 
break-down, but that’s few and far between.  We have to hold in a lot that 
a normal person wouldn’t see.  You can’t be fragile.     

 That includes both inside CPS and outside CPS.  Standing your ground 
and saying I know what’s best for this child, as long as you’ve collected 
the information and background.  I’m the one who goes to the home and 
sees the child.  You can’t allow yourself to be swayed by others.   

 You have to be tough too.  You can’t be wimpy.  You have to be strong 
and tough.  It’s important to be a strong assertive person.   

 You have to be brave and confident in yourself.  In crisis situations, you 
recognize it’s brewing and what to do.  New workers don’t know how to 
do that.   

 
Sub-Theme 2.5.2:  Integrity, Commitment  
Number of people who mentioned this as a characteristic:  5 
Examples:  

 I believe in the integrity of doing whatever it takes to make sure that child 
is never hurt again.  Whatever it takes.   

 It’s my own personal integrity.  I know what’s right and was brought up to 
do what’s right, although some people have questioned my integrity; I 
know it’s still intact.  I won’t do anything I know isn’t right.   

 I do have a strong commitment.  When I do get involved in something, I 
give it everything I have.  If I was to leave the agency, I would leave 
something unfinished.   

 Loyalty.  I’m just the kind of person who likes the continuity.  I feel like I 
do a good job and I like knowing my job.  I know where to get help when 
I need it.  Professionally, I’m rewarded for what I do and am respected.  

 
Sub-Theme 2.5.3:  Does not Take Things Personally   
Number of people who mentioned this as a characteristic:  4 
Examples:  

 Not taking things personally from supervisors or co-workers.  Recently we 
got an email and there were people who took the memo very personally.  

 You can’t take things personally, can’t be real sensitive 
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 Don’t take things personally. I look at the big picture, am an agent of 
change.  Am a good listener.  Don’t like change. 
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Question 3:  What three most important qualities does a supervisor need to possess to motivate 
staff to stay?   
 

Question Three, Theme One:  Competent Leader  
 

Sub-Theme 3.1.1:  Supportive of Workers & Encouraging of Workers  
Number of people who mentioned this as a quality:  19   
Examples:   

 One of my sups, she would empower me.  She would ask me questions 
and help me come to the conclusions and that made me feel like I had 
power over my cases.  She helped me process information and formulate a 
plan.  I came here straight from grad school, and it helped me to be able to 
think on my feet and use the information I had.  That was one thing my 
first sup did really well.  Also she really made us a team through unit 
meetings and meals together, pot-luck lunches.  Our annual team building 
– we did that together.  When we got behind in cases, she would do a 
contest, she would set goals and would use ways to help motivate us and 
give us some kind of recognition, and then it made you feel good that you 
were all caught up again.  I stayed because I had that sup in the beginning.  
She was a great sup, teacher, and leader.  If I would have come into a unit 
with a different sup, I might not have stayed.  My second sup didn’t let us 
make decisions and empower us and when you’re a new employee you 
need to gain those skills.  Working under the second sup was making my 
life, my health miserable.  Everyone in my unit wound up leaving and 
moving on.  It was learning experience for me, as well.  It’s a big agency, 
but it depends on your sup on whether you’ll make it.   

 Encouragement, someone willing to listen.  Our job is very difficult, so 
having someone to vent to, talk to, brain storm ideas with.  Especially in 
the assessment process it is very important.  Someone who’s supportive 
and someone who is willing to teach you.  A professional who knows the 
job themselves and can teach you the social work skills you need.  
Someone who doesn’t get angry.  For my personality I need someone who 
doesn’t get angry and blow-up.  Someone who is very patient and even-
tempered and can solve conflicts, especially in the office when you have 
staff who don’t get along.  They need to keep morale up and problem 
solve.    

 Agree with statement about importance of Sup who trusts you and 
supports you and will back you up on your decision because they trust 
you.   

 Agree with the support aspect and allow us to do job as we see fit, and 
supervise and give wiggle room to allow us to make decisions.  Not being 
a barrier.  Having the backing of the sup goes a long way in court or 
working with other agencies, knowing supervisor won’t overrule us except 
when needed.    

 Backing your worker up, if you get a call from an irate parent, assuming 
the worker is wrong without giving them a chance to discuss it.    
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 How to back up the CM.  Sometimes they take the other person’s side, but 
it’s like, you’re supposed to be helping me.   

 Support – the number one characteristic  
 

Sub-Theme 3.1.2:  Available, open door policy  
Number of people who mentioned this as a quality:  19   
Examples:   

 They have to be available and take time.  It’s important for a sup to take 
time and review cases and give you direction if you’re floundering.  They 
have to know policy and give direction.  They have to be a sup, not 
friends.  A strong sup treating everyone impartially and everyone gets the 
same supervision.  New workers, of course, need more time, but 
sometimes for the more experienced workers, there is just not time for us.  

 Agree with availability, we’ve been understaffed for past 3 yrs.  Having a 
sup who can cover things when you can’t be in two places at once. And 
get back with you quickly.    

 Their availability is really important, especially in our office.  Offering 
support and being there when there is a problem and supporting us in our 
efforts and offer guidance for making decisions.  Honest communication is 
important, being left in the dark, especially now with everything, keeping 
us updated is really important.  Everyone is pretty worried right now. 

 Open door policy, able to go in and bounce ideas off of them before 
implementing them.  Understand that we have too much on our plate and 
be lenient as to why things didn’t get done in a certain time frame.  And 
communication. 

 Approachability, availability, open-door policy but with healthy 
boundaries.  My sup creates a context for dialogue.  She doesn’t hand out 
answers.  She asks questions that make me go deeper.  Challenges me. She 
helps us strengthen our own muscles instead of doing the work for us.   

 They have to be there or let us know their work schedule. 
 Being available to staff cases 
 Being around, being in the office 
 Availability is huge, too.  Some sups are never in their office.  My sup 

now, if she’s not there, we can text her or call her and she’s there.   
 

Sub-Theme 3.1.3: Does not micro manage   
Number of people who mentioned this as a quality:  15   
Examples:   

 I tend to work better independently.  I like to be micro-managed in terms 
of the policy part, but macro-managed in terms of giving me freedom in 
working with clients.  The sups I have tell me what they want done, and 
then I do it in a way that fits my style.  Every sup is different in what they 
want done, even though they all follow the same policy.  Also when 
they’re creative, it’s better for the worker.  When they do things out of the 
box, it’s more fun to work that way.  One that’s dynamic.   
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 They need to trust us to do our jobs.  I’ve heard of workers who get the 
third degree if they come back 20 min late from a home visit  

 Don’t be controlling or judgmental  
 Don’t micro manage  
 Understanding of empowerment.   

 
Sub-Theme 3.1.4: Fair, Impartial, Consistent    
Number of people who mentioned this as a quality:  13    
Examples:   

 Fairness, willingness to listen and allow different points of view, not just 
throw you under the bus if they don’t agree 

 Have to be impartial in the sense, although it’s hard to do, but not to show 
favoritism or slight a staff person who is more annoying or harder to get 
along with.  There has to be equal time.   

 Fairness. In investigations if you’re overloaded with dependencies and 
court, being fair, if it’s your turn, giving it to someone else. 

 Don’t play your favorites.  Sups have their favorites and those people get 
more leeway on their cases.   

 Myself and another person are really good at hard cases, so we get all the 
hard cases, but the other CM just gets cookie cutter cases.  I’m doing three 
CFTs to every one of hers.   

 
Sub-Theme 3.1.5: Provides recognition, strength-based  
Number of people who mentioned this as a quality:  11   
Examples:   

 It’s important that they compliment their workers, instead of just focusing 
on the bad things.  Even if its just one thing a day.  Do things to help build 
morale.  Even just a “good morning.”  I’ve seen sups just walk by their 
workers without saying a word.   

 Being able to praise workers for what they’re doing right.  Instead of the 
call, your report is late, how about a call that says yeah your report is on 
time.   

 Appreciation - it goes back to - our sup appreciates what we do on a daily 
basis.   

 Recognize our strengths.  They expect us to be strengths based, but they’re 
not that way with us.  Just in the past few months, my sup began 
recognizing my strengths and I became more productive.  They’re CMs, 
and some of them don’t have managerial skills.  They don’t know how to 
supervise.  Sometimes people are promoted because of how long they’ve 
worked for the state, not because they’re a people person.    

 
Sub-Theme 3.1.6: Problem solving skills  
Number of people who mentioned this as a quality:  9     
Examples:   

 Be able to help you figure stuff out 
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 Being willing to process cases and offer suggestions, instead of just 
saying, you’re doing it wrong.   

 
Sub-Theme 3.1.7: Motivates  
Number of people who mentioned this as a quality:  5    
Examples:   

 A good sup has an ability to motivate workers and maintain good team 
spirit.  Sometimes, just maintaining friendly disposition when things are 
falling apart.  A steadying influence. Being cheerful when you feel like 
killing yourself.   

 A desire to want to motivate his or her unit.   
 

Sub-Theme 3.1.8: Holds workers accountable   
Number of people who mentioned this as a quality:  3   
Examples:   

 Holds people accountable who aren’t doing what they need to be doing.  
One thing I like about my sup, is I never have to worry about a client 
calling her.  She never judges without talking to me.  I like that she 
doesn’t just say, okay you want a new CM and then gives them one.  She 
talks to us.  It makes me not feel afraid and that I’m going to get in 
trouble.  I’ve given clients her number, I feel confident in her knowing 
that I know my job.   

 
Sub-Theme 3.1.9: Fosters Unity    
Number of people who mentioned this as a quality:  2   
Examples:   

 The sup is the person who fosters that sense of unity and teamwork.   
 

Question Three, Theme Two:  Knows the work  
 

Sub-Theme 3.2.1: Knowledgeable of resources, policy, & system      
Number of people who mentioned this as a quality:  16   
Examples:   

 Have to be knowledgeable, that is a big one.  If I have a question, I depend 
on my sup, if she doesn’t know she looks it up, but she has to have 
knowledge of the field.  That can come from rising up through the ranks 
along with education.  Integrity would be another one.  They’re going to 
treat you with respect and talk with you if there’s a concern and not just 
pretend it’s not there.  I really like the fact that someone trusts my 
judgment instead of micromanaging, giving me breathing room, and 
looking over my shoulder.  I’ve been doing this for a long time, I need to 
know that they respect me and know that I know what I’m doing.  

 Giving you the right answer.  Some sups, don’t give you the right answer.  
You go back to your office and you think, I don’t think that was right.     

 Or they give one person one answer and someone else a completely 
different answer to the same question.     
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 A couple of weeks ago I went to my sup and said it’s been so long since 
I’ve done this, how do I do it.  There are so many procedures, so someone 
who doesn’t look down on you or says you should know how to do this.  
Someone who can say do this, do that.   

 Having knowledge of the whole system, in-home, on-going, and 
investigations 

 
Sub-Theme 3.2.2: Provides hands on help  
Number of people who mentioned this as a quality:  10   
Examples:   

 A good sup is able to support the staff either by providing assistance in 
helping with a removal of several children all at once and help with that.  
And then be knowledgeable, someone who knows how to guide you in 
knowing what it is you need to do.  A sup who is available and knows the 
learning style of the staff.  Can gear the info to the style that is most 
effective in relaying that info to the staff.   

 I was having trouble with a CFT and my sup went with me, and she came 
back and was like, oh my gosh.  She took the time to go with me.  That 
was awesome.  To have someone who cared enough to go with me and see 
it from my perspective.  That said a lot to me.   

 A characteristic of a good sup is that they would never ask you to do 
something they wouldn’t be willing to do themselves 

 Be willing to work with the staff, if they need something, be willing to go 
out there and assist them.   

 You feel like they’re working hard, too.   
 

Sub-Theme 3.2.3: Experience as a CM  
Number of people who mentioned this as a quality:  8  
Examples:   

 They need to be experienced and know the job.  The job is so complex.  
They need that background, not just 2 or 3 years. 

 A real problem I have with sups is that they don’t have experience.  They 
take people that don’t meet minimum qualifications.  I want someone with 
same experience I have if not more. 

 Having been on the front lines 
 

Sub-Theme 3.2.4: Staffs cases   
Number of people who mentioned this as a quality:  4   
Examples:   

 The sup should really take the time to staff cases with CMs so they know 
what is really going on.   

 We staff 2-3 times a month.  I know that sometimes my sup can take 
phone calls and provide the same info I would have, she knows all my 
cases. 

 They know your cases 
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Question Three, Theme Three:  Is a teacher & mentor 
 
Sub-Theme 3.3.1:  Guides decisions     
Number of people who mentioned this as a quality:  16   
Examples:   

 Being willing to process cases and offer suggestions, instead of just 
saying, you’re doing it wrong.   

 A sup who makes you think for yourself, doesn’t just say do this do that, 
listens to your suggestions and idea and helps you to make the decisions 
on your own, that teaches you to be a better worker. 

 Lead by example not by just talk 
 Flexibility around policy.  The sup needs to know what they can be 

flexible about that’s in policy.  We got an email when we were getting 
ready to move that prioritized things.  That helped us get ready to move 
and still get the work done.  It was real helpful, it said do this, but don’t be 
a stickler on this part.  Some sups just stick to policy, but having a sup 
who understands when policy doesn’t apply.  Like having a telephone in a 
home that is wanting to adopt.   

 I think sups need to learn to prioritize for other people.  The relationship I 
have with my sup is I go in and tell her everything on my plate and ask her 
how she wants me to handle that, then she lets me know what is priority.  
A supervisor who says, what do you think – well I wouldn’t have come to 
her for help if I already knew the answer.  I think as long as my sup knows 
what I’m working on then she can know how to distribute reports.  Some 
sups are open to that, and some aren’t.  I think the sups and agency as a 
whole should look at the workers they have and use them for their best 
assets.  I can write reports and petitions really well.  We did an experiment 
in my unit where we divided the tasks, we didn’t have any hanging cases.  
There are some people who are really good at something.  Use us for our 
assets, our strengths.  Otherwise, we feel incompetent.  That’s where the 
competition comes in.  I always volunteer for the Spanish speaking cases.  
They shouldn’t have to use a case aide and a worker to do an 
investigation. 

 
Sub-Theme 3.3.1:  Teacher      
Number of people who mentioned this as a quality:  4   
Examples:   

 Need to get to know us, what works for this person may not work with that 
person.  They have to know what our strengths and weaknesses and 
struggles are without getting all enmeshed.  They have to model self-care.  
Someone who takes a lunch and whose personal life is not in shambles.   

 
Question Three, Theme Four:  Effective Communicator 
 

Sub-Theme 3.4.1: Listens      
Number of people who mentioned this as a quality:  12   
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Examples:  
 Flexibility, supportive, someone who will listen - literally listen and hear 

what you’re saying.  Very understanding person.  Someone who treats 
everyone the same in the unit.  Who’s fair and doesn’t favor others.   

 They also need to have good listening skills and be timely in their 
responses. I can bounce an idea off my sup and she gets back with me 
quickly.  She doesn’t just tell me what to do.  She’s open to ideas.  Works 
with me to come up with good solutions. There’s give and take. 

 Being a good listener, having sympathy and empathy 
 Also to have the qualities associated with being a good therapist without 

actually being a therapist.  Listen, be direct, stand behind what they say, 
without getting too deep into your personal stuff.   

 To listen, even if they don’t have an answer, or saying they don’t know a 
lot about that, but I can find out.  Being able to listen to your concerns. 

 
Sub-Theme 3.4.2:  Open and honest communication skills       
Number of people who mentioned this as a quality:  8   
Examples: 

 It’s nice when they’re honest and up-front with their workers.  Heard of 
other sups who don’t say anything until it’s too late.  They want certain 
things done, but they don’t communicate that.  They let the problem 
continue.   

 Communication, communication, communication.  All staff need to aware 
of things going on in office that effect the office like lay-offs, people 
coming and going.  Anything people need to know so we can work toward 
the same goal.   

 Willing to communicate, be open and interested, pass on information and 
understand how important it is for us to have the info we need. 

 Communication and understanding.   
 I prefer people who are direct.  You don’t have to be a jerk about it, but be 

open and honest.  And everyone should have the same expectation.   
 

Sub-Theme 3.4.3:  Ability to give critical, constructive feedback       
Number of people who mentioned this as a quality:  6   
Examples: 

 Support.  Direct and timely feedback, real-time feedback.  Thorough 
knowledge of the child welfare system specific to AZ.    

 To be able to admit when they’ve done something wrong.  I have an 
excellent sup and APM right now.  I was working under someone who, we 
didn’t always see eye to eye, but she was the best sup ever.  She kept us on 
our toes and we knew she cared.  I made a mistake the other day and my 
sup had to tell me strongly about it, and he was apologetic about it.   He 
can make me understand I’ve done something wrong without making me 
feel like I’m an inch tall.  At my age, I know I’m not keeping up with the 
younger girls.  I look at them and I’m amazed they can do so much.  Not 
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only are the caseloads getting larger, but the expectations are increasing, 
the amount of things we have to do is increasing.   

 Being proactive.  It’s important for sups to give you constructive and 
positive feedback.   

 
Question Three, Theme Five:  Positive personality, caring   

 
Sub-Theme 3.5.1:  Positive attitude & even tempered           
Number of people who mentioned this as a quality:  10   
Examples: 

 They check in regularly with staff and are positive.  We used to have a 
thing where we would all say one thing positive that happened on our 
cases that week.  Also allowing flexibility.  We all have children and 
families, so having flexibility from sup. 

 The sup has to enjoy being a sup.  If the sup isn’t happy nobody’s happy. 
 Supervised this unit for many years, it was the most difficult job ever had.  

Sups today are carrying cases, that was part of my reasoning for stepping 
down.  It’s very difficult to play both roles.  We have a great sup now.  
She has tremendous pressure.  She has a positive attitude.  She comes in 
here every day with a smile on her face.  Sups should be sups, but our sups 
are carrying cases.   

 I wouldn’t want to be a sup ever.  Truly enjoy positive attitude of sup.  
Even though we’re behind in our work, she’s equally behind in her work, 
but it doesn’t stop her from being a positive joyful person.  In these times 
we have, the positive attitude is what gets us through.     

 Not holding a grudge.  If you have a disagreement one day, not holding it 
against you for weeks to come.  Understand that sometimes there will be 
disagreements.    

 
Sub-Theme 3.5.2:  Compassionate & empathetic            
Number of people who mentioned this as a quality:  11   
Examples: 

 Compassion, a willingness to guide their employees, understanding that 
you can’t get your job done in 8 hours, you’re only one person. 

 Compassion - not only for families but for us, understanding how 
overwhelming job is.  Not reprimanding, but helping, when we fall behind 
someone who says how can we take care of this.  Accountability – helping 
make sure stuff gets done.  Supportive – be there to discuss ideas and 
encourage 

 Back to treating us as humans, that’s real important.  Our sup knows our 
b-days and gives recognition.   

 Patience.  Compassion, not only for the CMs, but also for the families and 
children on the cases.  Integrity. 

 To care about the welfare of their CMs and employees and be able to show 
that.  I called a sup and said the car has broken down, please send 
someone cause it’s a 105, but an hour later I was still waiting.  The sup 
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hadn’t even told anyone to come get me.  Finally when I called back, the 
Case Aide said, no one told me, I’ll come right away.  Even if you know 
the sup can’t do a thing about your problem, if you know they care, it 
helps.   

 
Sub-Theme 3.5.3:  Recognizes and minimizes stress             
Number of people who mentioned this as a quality:  9   
Examples: 

 A sup who buffers you from management.  There’s so many policy 
changes and things that are constantly changing.  A sup who can be 
realistic about what can happen in the field.  Someone who can balance 
what they would like us to be doing in a perfect world and what is realistic 
to do.   

 Do not add stress to our daily work   
 Don’t add to the stress 
 The sup needs to be able to motivate and lead and also be on same level 

with workers and be able to understand their frustrations.  So that a worker 
can walk into their office and be able to say, oh my gosh what was I 
thinking - and the sup understands that.  They have to not only be a good 
sup but to have been a good worker, to have that history.  The third quality 
is the ability to help the workers learn how to relieve stress.     

 
Sub-Theme 3.5.4:  Allows for flexible schedules and self-care  
Number of people who mentioned this as a quality:  8   
Examples: 

 We’re not getting paid over-time.  If you get a P1 at 5:00, try to help the 
worker contact AHIT.  Recognize that they have a life.    

 In on-going we’re still working 50 - 60 hours a week, and we’re supposed 
to flex that, but they don’t always let us flex it when we want to.  Oh you 
want Mon morning off, that’s not a good time.  We’re being told when we 
can flex our time.   

 No time is a good time to flex. 
 One thing that’s helped me stay with my sup.  - if I have to drop off 

something to my husband or stop and get a soda, I can do that.   
 

Sub-Theme 3.5.5:  Sense of Humor   
Number of people who mentioned this as a quality:  2   
Examples: 

 A sense of humor 
 It’s a bonus when they have a good sense of humor. 

 
Question Three, Theme Six:  Professional  
 

Sub-Theme 3.6.1:  Professionalism  
Number of people who mentioned this as a quality:  9   
Examples: 
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 Maintaining confidentiality - with co-workers and about other co-workers. 
 Sups need to learn not to take things personally. 
 Really think about what they think is important and make that the same 

across the board.  If it’s so important for us to write a report, then it should 
be important for them to get it signed.  I don’t want to have to be available 
24/7.  I don’t want to be paged 100 times to clarify something on my case 
while I’m out in the field.   

 Trust, being able to trust your sup. - that they’re not going to go say things 
you say to them to everyone else in the office.  In my old office, if you 
told your sup something, it was between you and her.  Now, if you tell 
your sup something, every other sup knows about it, it’s like why – it’s 
none of your business, it’s like you’re in kindergarten.   

 They have to be bull-proof.  Not really sensitive.  They need to understand 
if we’re run-down or frustrated and know that it’s not about them as a 
supervisor.   

 Ability to set aside their own importance for the good of the children and 
their employees.  

  
Sub-Theme 3.6.2:  Be self-aware   
Number of people who mentioned this as a quality:  3   
Examples: 

 Self-aware.  They have to know their blind spots and biases.  We all have 
them.  If they know what that they can more openly deal with clients and 
issues we’re struggling with.   

 If they don’t know something, admit they don’ know. 
 Being secure in who they are. 

 
Sub-Theme 3.6.3:  Organized    
Number of people who mentioned this as a quality:  2   
Examples: 

 They have to be organized. 
 Stay on top of things. 
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Question 4:  If you had a magic wand and could change one thing about your job to give you 
more satisfaction, what would that change be?   
 

Question Four, Theme One:  Greater Efficiency   
 

Sub-Theme 4.1.1: Time efficiency 
Number of people who mentioned this as a quality:  32   
Examples:   

 I go to Flag just for court, that’s a whole day.  
 Four hour car rides one way.  One visit takes an entire day.  
 It would be really nice if at court there was a section and there was like an 

intercom and they could call us when our hearing is ready.  There is so 
much time wasted there.  You could have done so much by computer by 
then.  Or if you were in another area where you weren’t surrounded by a 
bunch of people.  I try to work and bring work with me, but there’s people 
sitting around, there’s no privacy.   

 Sitting in court unnecessarily for three hours  
 To be able to work from home sometimes.  
 Reduce all the different staffings we have to do 
 Make it easier to get courtesy supervision in our own district and make it 

count.  Make it count for one CM to see all the kids in one home so all the 
CMs don’t have to go to that one home.   

 Instead of fax machines, we had the fax to email capabilities, then we 
could copy and paste that in case notes and make it easier to respond to 
other agencies.  We have 2 fax machines in our whole office and my faxes 
get lost constantly and it slows down our responses to things.   

 I could do double the work if someone could type case notes for me.  
Especially with CSA/SRA, we reiterate the same thing over and over.   

 A Dictaphone or a recorder that types your notes.   
 We spend so much time getting new forms, changing forms.  Why can’t 

they be named version I , Version II  
 Definitely pay and career opportunity advancement.  I would like more of 

a centralized system, the education system, legal system, hospital system 
would have a central database where we could share information.  It 
would be nice if CHILDS included educational and health records.  In 
casework, there’s times when I need access to a child’s educational 
records or immunization records and there’s a lot of steps to get it and a 
delay in getting it.   

 Some of our referrals come from anonymous sources and about 50% are 
false reports. They’re a waste of our time.  Some policy that wouldn’t 
allow false reports.  They’re cutting our salaries and cutting overtime.   

 
Sub-Theme 4.1.2:  CHILDS Efficiency   
Number of people who mentioned this as a quality:  15   
Examples:   
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 Fix the Childs network.  There’s been so much revising.  We’re not 
adequately trained to do the system, but required to put everything in. The 
SRA resulted in lots of people leaving 

 It (CSA/SRA) takes up a lot of time, you could be sitting there for hours if 
you have a big family.  

 Like if you put in an address change, you don’t have to put it in in four or 
five different places.  So that more things are auto-populated.   

 We could do three cases in the time it takes to do one SRA/CSA  
 Would like to see differential response to investigations.  We’re doing this 

automation, grandchilds, which takes several hours to complete on each 
investigation.  When you go out on some investigations, everything is fine.  
There are no issues.  We shouldn’t have to do that whole dang form for 
every investigation.  One of my frustrations is that I hate to be behind.   

 Less caseload and the CHILDS tool to be shorter – all of CHIDS.  I work 
in the assessment unit, we have to do [the CSA/SRA] from the beginning 
to end, especially if there are 8 children [it is time consuming]  

 
Sub-Theme 4.1.3: Utilization of support staff   
Number of people who mentioned this as a quality:  11   
Examples:   
 As an on-going worker, my wand would give me more support staff.  I do 

a lot of things a secretary could do.  I waste a lot of time doing things you 
don’t need a case manager to do.   

 In on-going we need more case aides.  We’re doing the visits ourselves.  
 Reallocate the clerical assignments.  That’s how we’ll get eased up to be 

in the field more.  If we had competent clerical assistance.   
 I’d like more training for clerical staff, only one person knows how to do 

an unlicensed non-relative input, but half the time, [that person is] out 
sick.   

 In the past, case aides could input, now they can’t do that, so we’re stuck 
inputting that ourselves.   

 It would be nice if case aides did all the clerical work and we had time for 
our assessments.   

 
Question Four, Theme Two:  Compensation  

  
Sub-Theme 4.2.1:  Pay increase, return stipends, merit pay     
Number of people who mentioned this as a quality:  31   
Examples:   

 More money.  We work really hard.  It’s very stressful.  It takes a huge 
emotional toll.  More money would be great, but it would also be great to 
get some mental health days.  It takes an emotional toll.  It’s draining, out 
there working with families and putting all your energy into it.  

 Pay – I think where it starts now is decent.  But once you become a CPS 
III, there’s no advances.  Something to look forward to – like 10 cents an 
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hour more….  We’re supposed to get better at our job after we’ve been 
here longer, but [we don’t get an increase in pay].  

 Increase pay, we do a lot of work for minimal pay.  
 Also money, our state is down there, in terms of what they pay.   
 That’s a huge one – the money.   
 Get rid of our deficit and pay us what we deserve.  I have a lot of school 

loans to pay back.  A loan forgiveness program.  Proposals of 10% cuts is 
worrisome.  If the state could pay school loans off, I’d take a pay decrease.   

 Definitely the pay.  That’s the primary thing.  Co-workers who are not 
pulling their weight.  There’s no merit pay.  Everyone is making the same 
whether they’re doing a-third of the job or 150% of the job.   

 Napolitano gave us the only raise we had in 13 years and now it’s being 
systematically taken from us.   

 Give us stipends back  
 Especially the Spanish language stipend, it’s hard to do that work.   
 The current budget issues.  The one thing I would change would be to 

reopen the educational stipend and that reimbursement.   
 I really enjoy my job, I love what I’m doing.  But there’s no motivation, if 

you give 100% or 25% you get paid the same and have the same upgrade 
options.  There could meetings with supervisors every 3 to 6 months to 
help workers and let them know what needs to be done to progress.   

 
Sub-Theme 4.2.2:  Pay overtime or allow more flexibility in using flex time  
Number of people who mentioned this as a quality:  17   
Examples:   

 Give us our overtime back and have more resources to give to the families 
we work with.  Without the overtime, we are pressured to get everything 
done we’re supposed to get done.  It forces us to work off the clock and 
that affects our personal life.  Our heart is in our job.  As a state agency, I 
think we can get taken advantage of.  I don’t know of anyone who actually 
leaves after they hit 40 hours.  If we can’t flex it out, we lose that time.  
It’s not fair to our families, but our satisfaction takes a beating.  Everyone 
in my unit wants to leave, but we stay.  When emergencies come up on 
our caseloads, we get overwhelmed, there’s no place to get caught up.  We 
either have to work without compensation, or let it go.   

 Better pay for time put in, especially when you have to be on-call for half 
your regular work hours.  For me, without a partner, I barely make ends 
meet.  Making a living is difficult and the on-call makes it more difficult 
because I can’t get a part-time job, so I’m stuck.  I was a [job title] when I 
started here but I had to give that up.  I can’t have another job when I’m 
expected to be on-call because someone else is going to get sick or 
something, so then I have to be on-call.  I had to quit the other [part-time] 
job that helped me make a living and it’s been very difficult.  

 And they’re not allowing overtime, so we’re caught between rock and 
hard spot.  
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 Flexibility as far as work hours go.  My sup is pretty flexible, but there are 
times when my caseload… like when I put the young man at residential 
treatment, I was out until well after 9 that night.  That’s 4 hours I had to 
figure out how to flex.  If we could put that in a pool toward vacation.  
Just to be flexible that way would help a great deal.  There’s a lot of time 
when we have to work over and you can’t flex it out.  

 A lot of my families I can’t see until after 5, but then the next day I have a 
meeting at 8 I have to be at.  And then when I do flex I feel guilty.   

 I know we’ve been told we’re not supposed to work more than 40 hours, 
but I know some people do.  Some sups are able to massage that.  The 
sups may give you the flexibility, but you can’t exercise it, because you 
have other things to do.  The situations on your cases are continuing.   

 Most of us work 3 to 4 hours more a week.  So even if they can’t pay time 
and half, maybe just straight time.   

 It’s going to get worse, we don’t have OT, so all the time we’ve been 
doing has to be condensed.  

 
Question Four, Theme Three:  Improve Quality and Availability of Services  

 
Sub-Theme 4 3.1:  Improve service delivery   
Number of people who mentioned this as a quality:  12   
Examples:   

 Better contracts with people who are going to provide full services.  
Arguing with the RBHAs and having to go through four CFTs and fill out 
all the paperwork, it’s ridiculous.  They wait until the teen does something 
major rather than doing something to prevent it.  They want to wait to do 
anything until it hits crisis mode and then they blame us.   

 Have adequate services for clients that are effective and accessible.  
 We get bogged down with the hoops.  We know what our families need 

and what would be beneficial.  I don’t like only being able to use one 
facility.  It doesn’t meet everyone’s needs.   

 More quality services.  An easier process to get kinship placements the 
foster care reimbursement instead of just TANF for kin providers. 

 Not having to fight with them [service providers] to get domestic violence, 
individual therapy, parenting…  

 I would set up services with whoever I wanted at whatever time I wanted.  
Based on my experience, I would find the PhD or provider I thought 
appropriate, not go through managed care or 16 tiers of bureaucracy.  I 
could just call someone and get the services and we could pay for it.   

 I would like if the [mental health] networks offered what we needed.   
 We’ve been here for awhile and some of the changes have been to help 

work with the family more.  But now if we remove a child who is 
substance exposed and now all they need is 4 clean uas and we’re 
supposed to return.  Anyone can fake being clean for 2 months, but there’s 
no sustained treatment.  We’re down from 6 months to 2 months.  The 
funding has been cut so much.   
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 Have funding to make sure families are stable.  Do not just put a band-aid 
on it.   

 Better services in our area, especially in the mental health areas 
 I really want to be able to give my families quality services, true quality 

services.   
 Why pull kids from their parents if we’re going to put them with 

placements that are just like their parents.   
 

Sub-Theme 4.3.2:  Increase availability of services    
Number of people who mentioned this as a quality:  15   
Examples:   

 I want more services available to families instead of less, budget cuts are a 
concern for me, and having quality services, not just having a contract 
available.  But having quality people in those agencies.  In the past, there 
were terrible workers, just warm bodies in the contracted agencies  

 Reduction in services that is totally affecting our ability.  It’s just not 
going to work.  We go in there and what do we offer them, nothing, 
because we have nothing.  We can’t really help families because services 
are being cut back 

 More services out there for families.  We only have so many agencies with 
limited classes and resources.  Sometimes we don’t have the resources our 
families need, so we have to think outside the box and go into the 
community and find those resources for them.  That’s especially difficult 
in rural area.   

 I would bring back in-home services with all the resources and then some 
so we wouldn’t have to struggle so hard to get resources.   

 Give us the services back.  Like Family Builders.  I go out there and I 
don’t have much to offer the families.   

 Transportation.  Being just able to do it [give the clients a bus card], not 
having to ask for it.  Bus cards are like gold to people, we tell them to do 
all these things, but then they don’t have anyway to get there.   

 You feel helpless. You go out and you don’t have anything to offer.   
 Instead of decreasing services, increase them.  I agree with previous 

concern.  If the services our families need are not available… 
 The bureaucracy of it all is difficult, but I don’t know how you would 

change that, but even the little things like not getting calendars this year. 
But more importantly getting the resources you need, especially mental 
health resources and being able to put that together in an efficient and 
timely way.  It’s very difficult to find competent therapists who can work 
with our clients whether it be domestic violence, substance abuse or the 
abuse and neglect the children experienced.  I like the child and family 
teams, including school, mental health providers and relatives.  So that 
whole process, the adage of CPS is not going to be able to get rid of child 
abuse and neglect, it takes our whole community, everyone coming 
together.   
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Sub-Theme 4.3.3:  Greater collaboration with service providers  
Number of people who mentioned this as a quality:  6   
Examples:   

 I really struggle with some of the CFT meetings.  Maybe some education 
to those folks about what our constraints are.  My life would be less 
stressful if they had a better understanding of what is expected of me.   

 Better communication with the service providers and within the agency 
and the courts.  

 
Question Four, Theme Four:   Reduction in Workload  

 
Sub-Theme 4.4.1: Manageable work load 
Number of people who mentioned this as a quality:  20     
Examples:   

 To make it manageable so that you’re not just handling the disruptions and 
crises. The other kids aren’t getting your attention because you’re 
handling a crisis.  You can spend a whole day moving one child, and yet 
all the other people who called you that day don’t get your attention.  
Being able to case manage before it gets to a crisis.  So knowing that a 
child is not in the right placement and working to get a new placement 
instead of waiting until they disrupt.  There’s really no such thing as multi-
tasking.   

 Lower caseloads, so I felt like I could do a really good job.   
 Lower caseload.  That’s the one thing I ask.  I can deal with the server 

going down, but I need to know that I am only going to get 12 
investigations a month.   

 Of course that would mean that they’d have to close the cases they do 
have within 21 days.  When a worker gets 60 cases, then something needs 
to be done to help.  When my caseload gets high, that’s when I start 
thinking about another job because I start feeling incompetent.  I think I’m 
loser.   

 Yes, lower caseloads and looking at how we divide cases.  Some units 
were sitting with like 120 cases while others were sitting with like 80.  For 
on-going workers, more than 15 cases is pushing it.  After that, you can’t 
do it.  One time I had 28 families to go see every month.   

 When my caseload goes up, I start thinking why am I doing this, my stress 
goes up.  

 The agency would not be allowed to institute any more things that I have 
to do.  No more papers, forms, assessments.   

 Paperwork - if you’re going to add new paperwork, you have to take 
something else away.  The only thing that has really helped is when they 
put the transfer summary in CHILDS, because you used to have to do that 
by hand.  It helped.  But Case plans – they didn’t combine things.  Instead 
of making new forms….   
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 The workload.  We get slammed with reports.  We only have two 
investigators.  I may have to leave now for a p-1.  There’s not enough staff 
to do the job.   

 
Sub-Theme 4.4.2:  Ability to spend more time with families       
Number of people who mentioned this as a quality:  12   
Examples:   

 We don’t spend enough time with our clients and kids and getting to know 
what they really want, because the work load is too much.  Another thing 
is the money.  We don’t get paid enough, there’s no incentives to stay.  I 
have had my Master’s for 5 years and I’m still hitting the streets 24 hours 
a day.  I work 10 hours a day, but don’t get compensated.     

 It’s hard to do the job in 40 hours, I have piles of paperwork that needs to 
filed, and I’m like, it’s not going to happen.  You can do your visits and 
case notes, but no matter what, your heart is still in it.  That kid still needs 
me one way or another.  Right now it’s bugging me that I can’t see my 
families.  That part keeps you going every day.   

 Less paperwork.  I enjoy going out to see people so having more time to 
do that.   

 I type fast, but there’s an enormous amount of paperwork and now all the 
time spent on paperwork takes time away from families.  Now with 
services being cut, we’ll be needed more to help with families and yet I’m 
pretty organized and good at multi-tasking.  

 Reduce the computer/paperwork portion so we can spend more time in the 
field.   

 Need to be able to spend less time on the computer and more time getting 
to know our families  

 First thing came to me was the occasions when the state was more 
concerned with protecting their butts, than the trauma of families. It causes 
needless trauma to families.  The state is more concerned with protecting 
itself than families.  This doesn’t happen a whole lot, but I have observed 
it.  

 I want to really serve my families, so lowering my caseload, that’s big.   
 

Sub-Theme 4.4.3: Eliminate stand-by/Reduce other work demands while on 
standby       
Number of people who mentioned this as a quality:  8   
Examples:   

 Not being on stand-by.  It completely alters your life for one week every 
month.  I can’t babysit my grandkids, I can’t go out of town.  I’m 
hypervigilant waiting for the phone call.  That would take a lot of stress 
off of me, if they had some system to alleviate that.   The police could take 
some of the calls we get. 

 We need time to wind down.  If we’re there for a whole week, and then 
worrying about getting called, it makes it harder. 
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 I think it’s a very stressful.  Being on-call is very hard.  Especially in the 
rural areas when we’re on-call frequently.  You have a long day and you 
go home and knowing that phone could ring and usually does ring…  
Reducing that stress would help.   

 An AHIT unit up here [in rural area] would be really nice.  
 I agree.  I have two small children.  Being on call is the worst week in our 

household.  Also coming back in the office after that week, and getting 
caught up on my own stuff.  

 I’m also nervous about doing it right.  I’m not an investigator, I feel 
anxious about doing it correctly.  And it takes away from my own 
caseload.   

 
Question Four, Theme Five:  Greater Administrative Responsiveness  

 
Sub-Theme 4.5.1: Create policies that reflect reality   
Number of people who mentioned this as a quality:  10   
Examples:   

 It takes four hours sometimes to respond to the other end of our area.  It’s 
impossible to meet a P-1 response time.  

 Consistency, like if you work with a school district on an IEP, one worker 
will know that foster parents can now sign for the IEP, but others won’t 
know that.  Also it really depends on who your case manager is as to 
whether you get your kids back.   There’s so much subjectivity.  One case 
manager might be really apt to return whereas another case manager might 
require ABC&D.  Although we have policies, they’re very loose.  Whether 
a child is safe or not is very subjective or whether they fulfilled their tasks 
or what their tasks are are interrupted differently.  Clients will say their 
case manager already gave them their kids back, but in my office we’re 
not allowed at that point to return the kids.  There’s a lot of discrepancy.  
Maybe one office will require uas for 9 months and another will only 
require them for 2 months.   

 DCYF should have a planning person, before anyone can send out an 
email to everyone saying they have to change a form, it has to go through 
a planning person and ask if it’s reactive.  We’re really reactive in this 
agency.  For example,  DPS, I’m really confused.  We just got another 
change.    

 I don’t think management knows how minimal placements have become.  
 The paperwork has increased dramatically in the past 5 yrs.  It’s not 

possible to do it all in 40 hours. 
 
Sub-Theme 4.5.2: Improve focus and decrease number of email communications     
Number of people who mentioned this as a quality:  9   
Examples:   

 The negative emails.   
 We all get emails because one person did something wrong.   
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 I get these negative emails, if there’s not policy in place you can’t get mad 
at me.   

 We all get emails because one person did something wrong.   
 Internal emails.   
 Maybe get all their policies together and send them all at once.    
 We get so much junk mail  
 It’s insane.  Like DPS, I’m about ready to have it, every other day there’s 

a new email.   
 

Sub-Theme 4.5.3: Increase career ladder opportunities      
Number of people who mentioned this as a quality:  8   
Examples:   

 Along with recognition, once you’ve been here for 3 years, where do you 
go?  There’s no recognition for people who’ve been here.   There’s no 
reward for doing a good job and staying.  There’s nowhere else to go 
unless you want to be a supervisor.   

 This is the first time in 25 yrs I’ve been here that someone’s got a 
promotion, but it’s not going through either in central office or CHILDS 
so I can’t do the things I’m supposed to do.  My magic wand would make 
me be able to do what I’m supposed to do.  I could be doing things that 
help my worker, but I’m not able to.    

 Once we become CPS IIIs, you loose motivations because there’s no more 
pay increases, you could be here 15 yrs and not get another raise.   

 There’s also no motivation to go to a Supervisor position, it may be a pay 
decrease.  They only get straight overtime and no investigative stipend.   

 Upper management.  People being promoted for abilities rather than for 
seniority.  

 
Sub-Theme 4.5.4: Have more input from field staff on policies  
Number of people who mentioned this as a quality:  4   
Examples:   

 Or at least let us talk about it.  Make adjustments on grandchilds so that 
it’s easier to complete, navigate, so we can resolve cases faster.  
Especially for non-serious cases.   

 I think we should be consulted, involved in the process regarding all the 
procedures coming out.   

 When they changed us to case worker specialist, no one ever consulted us 
and the judge still calls us case managers and the forms didn’t change.  
They made all these big plans.  

 
Question Four, Theme Six:  More appreciation 

 
Sub-Theme 4.6.1: Recognition from supervisors and administration    
Number of people who mentioned this as a quality:  15   
Examples:   
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 Also the recognition aspect, part of my magic wand would be more 
recognition.  Your PASE is so generic.  One superviosr, everytime she got 
a positive phone call she would gather those things up and give it back to 
the worker.  

 Or getting positive feedback on a case and knowing that one of your cases 
was awesome and could be used as an example.    

 Getting rewarded for doing well on a hard case.   
 Change the supervisor and APM.  I jut think that everyone needs to be 

treated fairly and those people who are not doing their job, they should be 
held accountable.  And those people who are doing their job, there should 
be more recognition.  The only time you get noticed is when you do 
something wrong.   

 They just look at the negative stuff.  Taking care of workers, besides, “we 
know you’re doing a good job.” 

 More appreciation from higher ups.  It would be nice to get a little note 
from the PM saying hey you did great.   

 I think the administration could take better care of their workers.  Taking 
better care to give more positive recognition.   

 By the same token, you don’t need to send me a piece of paper saying I’m 
doing a great job when I don’t think it’s heart felt, and then beat me with a 
stick every day.   

 It’s like the police have supportive services for their officers.  It’s just 
behaving in a way that you really care about the workers, following 
through with creating an environment wherein workers would stay and it 
would be less stressful.  There are some supervisors that say, “go you need 
some time,” that support is helpful.  I’ve been around for a long time, so 
you don’t expect anymore that you’re going to get positive feedback.   

 
Sub-Theme 4.6.2: Appreciation from community      
Number of people who mentioned this as a quality:  7   
Examples:   

 The negativity is from everyone.  The tone is set from the beginning.  The 
judge says he’s going to make the department give you services, like if it 
wasn’t for the judge I wouldn’t do anything for the family.  We get put in 
that situation at CFTs.  I would like to wave my wand and get respect for 
what I do.   

 More recognition from the courts.   
 I’d feel more satisfied, if we were recognized positively more often, with 

the legislature.  It makes you feel bad, when all they do is offer negativity.  
 From the media, too.  
 They [i.e., service providers] need more education, too.  They need more 

education about the roles of what people do.  When we deal with like the 
urgernt response person, they think we’re sitting around drinking coffee.  
They’re all demanding, but they don’t know everything we’re supposed to 
do.  We get a lot of negativity.    
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Question Four, Theme Seven:  More supplies/resources  

 
Sub-Theme 4.7.1: Better supplies and equipment   
Number of people who mentioned this as a quality:  11   
Examples:   

 And updated equipment that wasn’t antiquated and didn’t crash.  
 Also, the resources to make our jobs more efficient.  Like having a laptop 

to type up case notes while we’re on a home visit.  And enough state cars 
that we’re not driving our own cars.   

 I want a flat screen monitor and decent printer (laughter).  
 I learned to type up notes in Word and save them so that if it crashes, you 

don’t lose everything.  The computers are slow and freeze.  The longer 
you’re on the computer, the less you’re with your families.   

 Our job entails messing around in people’s lives but then we can’t get 
something silly like a pencil.   

 
Sub-Theme 4.7.2: More equitable allocation of resources/Fairness across 
Districts     
Number of people who mentioned this as a quality:  8   
Examples:   

 Allocation of resources.  There are cubicles not being utilized in [an office 
shared with DES] but CPS could use them.  Some offices [our like district 
office] have multiple vehicles, but offices in rural areas can’t get them.  

 They’re going to make cuts, but there’s all these vehicles at District office, 
these vehicles should come out to the field, they’re not being used.  

 What I mean about Phoenix being better, is that they have more resources.  
We have to make do with what we have, but there’s no awareness of that 
or any concern for the rural areas.   

 I’ve been to a place in Phoenix that had all these resources in one bldg – a 
lawyer, a PO, a CPS worker.  It takes longer to get stuff done here.   

 Having all the political power concentrated in Phoenix, means that the 
outlying areas get what’s left over.  When we go to Phoenix we see how 
much better things are there.   

 I think things are worse in Phoenix.  We, in the outlying areas get 
punished for things in Phoenix & Tucson.  

 
Sub-Theme 4.7.3:  Client-centered tools        
Number of people who mentioned this as a quality:  3   
Examples:   

 When you print out those case plans, they’re pretty intimidating.  Low 
functioning people aren’t going to be able to understand them.   

 A tool that would show families what their involvement would look like 
over the course of the case.  A visual tool we could lay out to show 
families so they could see what they’re up against. A timeline form.  So 
they could see it instead of waiting until they’re 6 months into it.     
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 Something that shows them the month to month involvement – the hoops 
they’re going to jump through.  Something to show them what they’re up 
against.   

 
Question Four, Theme Eight:  More autonomy 

 
Sub-Theme 4.8.1: Increased trust and authority  
Number of people who mentioned this as a quality:  15   
Examples:   

 I’ve gone to court and been torn apart by a judge.  I’ve been told to do 
things I can’t by policy do.  I also agree that the worker needs to make the 
decisions more.  If they trust us enough to hire us, then they need to trust 
us do our jobs. I’ve had two times when the kids weren’t ready to move 
into an adoptive placement, they needed a slow transition.  On one my 
supervisor trusted me and it went well.  On the other the foster parent got 
upset and the supervisor and APM made me move him and it didn’t work.   

 Over the years, I’ve seen that our authority… the providers have more and 
more say, more control, but they’re not in court with us.  We’re the ones 
who have to justify everything.  When it gets bad, it’s not the foster 
parent, parent aide, or provider.  The bottom line is it comes back to CPS.  
We have to take responsibility but we have to rely on so many people who 
don’t have the same buy-in we do.   

 That field worker’s opinions would matter more.  If there’s a fatality the 
DPM goes and they tear apart your case and say everything you did 
wrong.  But you don’t get a voice in that, you don’t get an opinion, you 
don’t get heard.  We’re the ones in the field, knocking on doors, taking 
kids away from their parents, changing diapers, and they’re ones who 
make all the decisions.  They might do a random survey, but nothing ever 
changes.  The PM will come and say how are things going and then [he or 
she will] say, that’s interesting, I’ll look into that, but there’s no follow-up, 
you never hear anything back, that’s frustrating.   

 They don’t really trust us.  They come and ask what’s going on, we tell 
them the problems and nothing gets done.  We don’t know who’s out there 
supporting us.  When Governor Janet was here, I knew she was looking 
out for us.  But there’s no political support anymore.   

 Trust your workers, I’m tired of parents calling up and saying I’m mean.  
Don’t take the word of the client over the worker.  The client is believed 
but not the worker.  Then supervisor saying you need to be compassionate, 
but I’m thinking how are they treating me right now.  They tell us to treat 
our client well, but we don’t get the same treatment.     

 They expect us to be professional people, but then when we assess what 
children and families need but then because of constraints of resources, we 
get argued with by upper uppers.  The management – they tell us we can’t 
do that.  They tell us to think outside the box and then when we do, they 
tell us we can’t do that.  They don’t trust us enough to do what we need to 
do.   
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 Anything I want to do, I have to get permission.  I can’t change a case plan 
without someone else telling me its okay.  I can’t talk to a foster mom 
about if they’re interested in a kid, without placement giving me the okay.  
I have just as much training, I can make my own decisions.  When it goes 
wrong, it gets blamed on me, but I don’t get to make the decision.   

 On an ICWA case, everyone on the case agreed and the judge approved it, 
but then I had to get permission from someone [in CPS administration].  

 That’s what we have supervisors for [to oversee decisions].  I could find 
way better things for someone to do than tell me I can change my case 
plan to APPLA.   

 More support from upper management.  From APM and up.  We’re the 
ones constantly in the home who see the kids and get to know the families 
and see if they’re good placements and we can say hands down that we 
wouldn’t put anyone in this home but then Central office will make us do 
the adoption because they don’t want to deal with the problem.  That’s 
happened on more than one occasion.   

 
Sub-Theme 4.8.2: Less oversight  
Number of people who mentioned this as a quality:  2   
Examples:   

 Eliminate FCRB or combine it with court so we don’t have to go to two 
places.   

 We have too many review committees.   
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Question 5:  If you won the lottery tomorrow and left your job, what would you miss the most?   
 

Question Five, Theme One:  Relationships  
 

Sub-Theme 5.1.1: Families/Children  
Number of people who mentioned this as a quality:  26   
Examples:   

 Building rapport with parents and seeing the changes that families make.   
 I don’t think I would leave either.  I would stay.  Already, because of the 

way this job pays, it’s not for the money.  If I had more money, it would 
make this job easier and with less stress from your personal life.  I don’t 
do it for the money now.  For me it’s not about the money.  What I would 
miss the most are the families you’re working with, and the gratification 
of seeing the case come to an end.  Whether it’s a guardianship or a 
reunification which is the best option, seeing that ending piece, that’s what 
we all work for.  Whatever that ending road is, it’s always a good one.  
You know that child is going to have a better future because you helped 
them.  Being in the field and working with the families is what I would 
miss.  I’ve even thought about if I would want to be a supervisor or TDM 
facilitator and that doesn’t seem rewarding to me, those seem like office 
jobs and this is a lot more than that.   

 I’d miss my kids.  I wouldn’t leave my job.  I would work because the 
lotto money wouldn’t last forever, but seriously, I went to school, 
specifically graduated in order to work for CPS.  Money can’t replace 
what your heart is wanting to do.   

 The amount of love that I get to see.  The parents who truly love their 
children and have that bond and connection.   

 Definitely working with the children.  Even though the drama can get to 
you at times, there’s a sense of excitement, as well.  It’s a very interesting 
job to deal with the clientele and different aspects of the job.   

 working with my families  
 I work mostly with teens.  I connect well with them; that’s what I’d miss 

the most.   
 I like my job and don’t want to leave it.  My families would keep me here.  

There’s always at least one family, I just want to see how it ends.   
 The kids, I was [in another position] for awhile, I came back [to the field] 

because I missed the kids.   
 

Sub-Theme 5.1.2: Co-Workers   
Number of people who mentioned this as a quality:  17  
Examples:   

 The camaraderie of my co-workers and also my teens, I keep track of 
them, I would be sad to leave.   

 The camaraderie with co-workers.  They keep me afloat.  I try to come in 
with a smile and so do they.  I would miss them.   
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 I’ve been here for 15 yrs, the people who’ve also been here awhile, I feel 
very close to them.  We share the same worries and same struggles.  I 
would miss my unit.   

 I’d miss co-workers they are my second family since we’re here so much.  
 Co- workers, we’re like a little family.  I go to my old office and I feel like 

I’m home again.  There’s a lot of people here that I would miss.   
 I would miss co-workers, too.  They’re all going through the same thing as 

you.  I know it’s not the same in every unit, but I’d miss the lunch time 
conversations.  I’d miss that.   

 
Sub-Theme 5.1.3:  Networking and meeting people  
Number of people who mentioned this as a quality:  3 
Examples:   

 The people you would normally never meet if you weren’t in this field – 
just meeting new people.  

 
Question Five, Theme Two:  Meaning & purpose     
 

Sub-Theme 5.2.1:  Gratification  
Number of people who mentioned this as a quality:  9    
Examples:   

 The satisfaction of the adoptions I do, and my co-workers.  We work very 
well together.  Everyone helps out when needed and the happiness that 
comes from a case coming to a good end.  I would still do something for 
children and animals.  I don’t know what I would do if I would quit, I 
would like to spend more time with my family, though.  

 Being at a party and getting the question, what do you do, and you say I 
work for the state, and then they say where and then you tell them CPS 
and they say oh I could never do that job, it validates what you do.  I have 
friends who make three times what I do, but they say they don’t know 
anyone who works as hard as I do.   

 The challenges and when you see a case that comes to a successful 
resolution, that’s a good feeling, I would miss that.  

 
Sub-Theme 5.2.2:  Making a difference   
Number of people who mentioned this as a quality:  8      
Examples:   

 When you get that one family who says thank you, you made a huge 
difference, it makes you forget the other 50 who said get out.  I would 
miss that.   

 It’s extremely rewarding to be able to reunify and finally end it and you 
dismiss and you know they’ve made positive changes. It’s very rewarding.  
We all wish it happened more frequently.  And knowing it’s not just me, 
but the whole team effort that helped to progress this family to the end.  
Each one has a different hand in progressing the family through the 
process and making it work.  
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 I would miss the everyday opportunity to get up to bat and take a whack at 
evil.    

 
Question Five, Theme Three:   Personal fulfillment     

 
Sub-Theme 5.3.1:  Excitement   
Number of people who mentioned this as a quality:  10      
Examples:  

 I like the urgency and having to think on your feet.  Having to make a lot 
of decisions.  It can be stressful, but interesting.  It’s not boring.   

 I would miss the fast pace.  If I weren’t working, I would be more 
involved with my kids’ school and join PTA and volunteer, that’s what I 
did before.  That’s me, I like the fast pace and having things going on all 
the time.  That’s how I work.  I like the action.       

 I would miss the stress.  I know that doesn’t make any sense.  This job, 
child welfare, offers the highest stress level I’ve ever experienced in my 
career and I’ve sustained that for such a long time that I’ve learned to 
cope, so I think outside of child welfare, I don’t see another agency where 
I would experience such a high level of stress and I would miss that.   

 I wouldn’t miss the work load, but I would miss some of the crazy things 
you see.  Stuff that wouldn’t happen to anyone else.   

 
Sub-Theme 5.3.2:  Challenge    
Number of people who mentioned this as a quality:  7      
Examples:  

 I would miss everything.  Coming to work is kind of like a vacation 
because it’s like going to a different country everyday, every day you have 
a new challenge. It can be really stressful.  It’s frustrating, but that’s the 
challenge, getting yourself up out of that stress and frustration.  Working 
with clients, courts, providers, individuals and everyone involved in a 
case.  It’s a balancing act.  Some people you have to worry about and 
others you don’t and you have the client in the middle.  If I won the 
money, I’d just sit around eat, drink wine and then what’s the point of that. 
It’s like a room full of puppies and you’re trying to housebreak them, 2 get 
it, 2 don’t get it, the rest are running around like crazy.  That’s what it’s 
like coming to work, there’s always something, but it’s a balancing act.  
Then when it screws up or blows up, there’s nobody there but you.   

 This job is very challenging and keeps you on your toes. 
 The challenges and the successes. 
 You need to take care of yourself, and so you do look at other options in 

the agency but I think I’d be bored to death if I go here or there, I’d miss 
the challenge of the work.   



Thank you for continuing on to complete the DCYF Supplemental Survey. We realize there may be some repetition, 
but these questions are more specific to your CPS position, and will assist DCYF in reducing turn-over among CPS 
direct service providers and supervisors. It will take you about 15 minutes to finish the survey. 

Remember, all your answers will be anonymous. No identifying information will be collected about you through this 
survey and there are no mechanisms within the survey which would enable anyone at CPS to ascertain your idenity. 
The only exception to this would be if you answer the open-ended questions with a comment that is completely 
unique to you (i.e. you left CPS because you were not allowed to job share after the birth of your quadruplets). In 
that case, it may be possible for some people at CPS to ascertain that it was you who made that specific comment. 

Thank you for your time and willingness to share your thoughts and opinions. Your input is valuable. 

1. Introduction



1. What is the classification of the position you are leaving? 

2. What is your primary role in the position you are leaving? 

2. Position Demographics

CPS Specialist I
 

nmlkj

CPS Specialist II
 

nmlkj

CPS Specialist III
 

nmlkj

Program Specialist
 

nmlkj

Unit Supervisor
 

nmlkj

Other (please specify)
 

 

nmlkj

Intake/Hotline
 

nmlkj

Investigations
 

nmlkj

Ongoing Case Management
 

nmlkj

In-Home Case Management
 

nmlkj

Adoptions Case Management
 

nmlkj

Specialized Case Management (YAP, ICWA)
 

nmlkj

Mixed/multiple Case Management (I routinely worked multiple case types)
 

nmlkj

Community Specialist
 

nmlkj

TDM Facilitator
 

nmlkj

Program Specialist
 

nmlkj

Unit Supervisor
 

nmlkj

Other (please specify)
 

 

nmlkj



3. Please check EACH factor in the list below that influenced your decision to leave 
DCYF/CPS. 

4. From the list above please rate the top 3 reasons why you are leaving DCYF/CPS 
by typing in the letter corresponding to that reason in the boxes below. If there was 
only one or two reasons, then you can just enter those one or two letters and leave 
the other box(es) blank. 

5. How did the factor(s) you listed above influence your decision to leave DCYF/CPS? 

3. Reason for leaving

Primary Reason

Secondary Reason

Third Reason

a. salary/pay level
 

gfedc

b. workload/caseload
 

gfedc

c. work hours (after hours work or stand-by rotations)
 

gfedc

d. quality of supervision
 

gfedc

e. training/instruction
 

gfedc

f. lack of advancement opportunities
 

gfedc

g. lack of educational opportunities
 

gfedc

h. paperwork/computer work responsibilities
 

gfedc

i. unsafe work conditions
 

gfedc

j. fear of personal liability, reprisal, or media
 

gfedc

k. lack of support/communication from administration
 

gfedc

l. unclear job priorities or expectations
 

gfedc

m. lack of a career path
 

gfedc

n. not feeling valued
 

gfedc

o. lack of ability/time/support to serve children and 

families
gfedc

p. job did not utilize my strengths, competencies, or skills
 

gfedc

q. stress or emotional drain from the job
 

gfedc

r. job impacted home life/personal relationships
 

gfedc

s. lack of respect/appreciation from the community, media, 

or court
gfedc

t. job was not a good fit for my personality
 

gfedc

u. burn-out, compassion fatigue, or secondary trauma
 

gfedc

v. familial (i.e. birth/adoption of a child or caring for a 

family member)
gfedc

w. personal injury/illness/disability
 

gfedc

x. relocation
 

gfedc

y. return to school
 

gfedc

z. retirement
 

gfedc

Other



6. Do you already have another job in place? 

4. Next Position

yes
 

nmlkj

no
 

nmlkj

Comment 



7. Is your next position going to be in the field of human services, social services, or 
child welfare? 

5. Next Position B

yes
 

nmlkj

no
 

nmlkj



8. Which of the following best describes the type of agency you will be working for in 
your next position? 

9. Will your next position start at a higher salary than your current position? 

10. Will your next position be an advancement (i.e. becoming a supervisor or 
manager)? 

11. What about your next position do you think you will like better than your position 
at DCYF/CPS? 

6. Next Position C

Public Child Welfare (i.e. Tribal Child Protection or another State's or County's Child Protection System)
 

nmlkj

Private Child Welfare - an agency that provides services for children and families involved in Child Protection cases (i.e. 

Adoption/foster Care licensing, Parent Aide services, Family Preservation Services)
nmlkj

Mental/Behavioral Health
 

nmlkj

Health Care/Hospice
 

nmlkj

Education
 

nmlkj

Early Intervention
 

nmlkj

Juvenile Justice/Criminal Justice
 

nmlkj

Crisis Intervention
 

nmlkj

Advocacy, Policy, or Research
 

nmlkj

Other (please specify)
 

 
nmlkj

yes
 

nmlkj

no
 

nmlkj

yes
 

nmlkj

no
 

nmlkj



12. Please use the rating scale to indicate how much of the time you felt each of the 
following. 

7. Supervision

  Never Rarely Sometimes
Most of the 

time
Always

My supervisor provided me with instruction on how to do my job. nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor treated me with dignity and respect. nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor provided me with mentoring to facilitate my 

professional development.
nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor provided me with routine feedback on my job 

performance.
nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor provided me support in handling stressful work 

situations.
nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor encouraged teamwork and collaboration. nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor facilitated an environment wherein families were 

treated with dignity and respect.
nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor facilitated an environment wherein staff were 

treated with dignity and respect.
nmlkj nmlkj nmlkj nmlkj nmlkj

My supervisor modeled best practices approaches (i.e. strengths-

based) with families.
nmlkj nmlkj nmlkj nmlkj nmlkj

Comments 



13. Over the past 6 months did you carry cases? 

8. Case Carrying

yes
 

nmlkj

no
 

nmlkj



14. On average, over the past 6 months, how many cases were you responsible for 
each month? 

15. On average, over the past 6 months, how many hours past your normal work 
hours (past 40 hours for full-time and past 20 hours for part-time) did you work a 
week? 

9. Workload

9 or fewer
 

nmlkj

10 - 12
 

nmlkj

13 - 16
 

nmlkj

17 - 20
 

nmlkj

21 - 25
 

nmlkj

26 - 30
 

nmlkj

31 - 34
 

nmlkj

35 - 40
 

nmlkj

41 - 45
 

nmlkj

45 or more
 

nmlkj

Comments 

0
 

nmlkj

1 - 3
 

nmlkj

4 - 6
 

nmlkj

7 - 9
 

nmlkj

10 - 14
 

nmlkj

15 - 19
 

nmlkj

20 or more
 

nmlkj



16. Please use the rating scale to indicate how much of the time you felt each of the 
following. 

17. Please review the list of tasks below and rank the top three items you spent the 
most time on while in your position at CPS by typing a "1" in the box next to the item 
you spent the most time on, a "2" in the box next to the item you spent the second 
most time on, and a 3 in the box next to the item you spent the third most time on. 

  Never Rarely Sometimes
Most of the 

time
Always

My caseload was manageable. nmlkj nmlkj nmlkj nmlkj nmlkj

Services that addressed families' needs were available. nmlkj nmlkj nmlkj nmlkj nmlkj

Support staff (i.e. case aides and secretaries) assisted me with 

case tasks.
nmlkj nmlkj nmlkj nmlkj nmlkj

I had the equipment necessary (i.e. work station, computer, fax, 

phone) to complete my job tasks.
nmlkj nmlkj nmlkj nmlkj nmlkj

I had the necessary knowledge base to complete my job tasks. nmlkj nmlkj nmlkj nmlkj nmlkj

Working directly with children and families (visits, TDMs, CFTs, staffings)

Working on behalf of children and families (communicating with providers, advocating)

Completing computer/paperwork (entering case notes, Completing referral forms, building cases in 

CHILDS)

Preparing for and attending court (writing reports, preparing testimony)

Attending internal agency meetings, trainings, and reviews

Driving or transporting

Comments 



18. Please use the rating scale to indicate how much of the time you felt each of the 
following. 

10. Climate/Culture

  Never Rarely Sometimes
Most of the 

time
Always

As an employee I was treated with dignity and respect. nmlkj nmlkj nmlkj nmlkj nmlkj

My performance expectations were clear. nmlkj nmlkj nmlkj nmlkj nmlkj

The priorities of the agency were clear (i.e. when faced with 

competing demands for my time, I knew how to prioritze tasks in 

accordance with the priorities of the agency).

nmlkj nmlkj nmlkj nmlkj nmlkj

The priorities of the agency were family-centered. nmlkj nmlkj nmlkj nmlkj nmlkj

The administration valued the opinions of front line workers and 

supervisors.
nmlkj nmlkj nmlkj nmlkj nmlkj

I respected the directives of the administration and understood 

the rationale behind them.
nmlkj nmlkj nmlkj nmlkj nmlkj

The culture of the agency facilitated supportive service delivery. nmlkj nmlkj nmlkj nmlkj nmlkj

I was clear as to what would result in disciplinary action (i.e. write-

up, suspension).
nmlkj nmlkj nmlkj nmlkj nmlkj

My unit or section was a positive environment to work in. nmlkj nmlkj nmlkj nmlkj nmlkj

I was recognized by my supervisor and/or the administration for 

work well done.
nmlkj nmlkj nmlkj nmlkj nmlkj

The administration valued my personal safety. nmlkj nmlkj nmlkj nmlkj nmlkj

Comment 



19. What was the best part about your DCYF/CPS position? 

20. What do you think DCYF/CPS could do differently to reduce turn-over?  

11. Comments



12. Conclusion

Thank you for participating in the DCYF Supplemental Survey. 

We appreciate your efforts to better inform DCYF/CPS about the reasons workers are leaving the agency.  

Please press the "done" button to exit this survey. 
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Arizona Department of 
Economic Security Division of 
Children, Youth and Families

Workforce Planning
Data Collection and

Gap Analysis

January 24, 2008

Workforce Planning
 

 
Gap-Closing 

Strategies 
 
Competency Model 
 
Recruitment 
 
Selection 
 
Retention 
 
Performance 
Management 
 
Professional 
Development 
 
Succession Planning 

 
Strategy 

Assessment 
 
Review strategy and 
operational plans for 
workforce implications
 
Establish leadership 
commitment and 
resources, build 
teams, develop 
communication plan 
 
Develop work plans 
and timelines 

 
Environmental Scan 

 
Conduct an Environmental 
Scan 
 
Conduct a SWOT 
Analysis 
 

Supply/Demand 
Analysis 

 
Project workforce supply 
and demand 
 
Identify required 
competencies 
(knowledge, skills, abilities 
and behaviors) 
 

 
Gap Analysis 

 
 
Use a Competency 
Assessment to 
compare current 
talent to future talent 
needs 
 
Identify staffing 
gaps and surpluses 
 
Identify competency 
gaps and surpluses 

Step 1: Strategy Step 2: Data Collection Step 3: Data Analysis Step 4: Implementation

Step 5:  Evaluation 

 

Review and Assessment 
 

Develop WFP objectives and performance measures 
 
Evaluate WFP process and results 

Step 2: Data Collection Step 3: Data Analysis Step 4: Implementation

Strategy Assessment
Step I

• Developed Goals 
• Created a Mission Statement
• Developed Performance Measures and Outcomes
• Developed a Communication Plan
• Developed a work plan and timeline
• Reviewed Strategic and Operational Initiatives –

Family to Family, Child and Family Services Review, 
Child Safety Assessment/Strength and Risk 
Assessment/Case Planning

• Developed Executive Support for workforce planning

Workforce Planning Mission 
Statement 

The overarching goal of the workforce planning 
process is to achieve better outcomes for children 

and families through recruitment, professional 
development, retention, and support of a high 

quality workforce in an organizational culture where 
staff are respected and valued in their peer, 
supervisory and administrative relationships 

consistent with the way staff are expected to treat 
children and families

Communication

• Communication Sub-Team Members
– Jakki Hillis

– Su Hensler

– Jennifer White

– Minerva Gant

– Elizabeth Hatounian

– Holli Sanger

– Stephany Essick

Communication

• Communication issues
– We recognize that we don’t communicate 

effectively and consistently across the division

– Communication quality

• Communication tools
– Frequently Asked Questions

– Tool Box

– Communication plan

– Goals
• Parallel process

• Total integration
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Data Collection 
Step 2

• Environmental Scan
– Internal

– External

• Supply and Demand Analysis
– Identify staffing issues

– Identify competencies

• SWOT Analysis

Internal Data

• Sub-Team Members
– Terry Christopherson

– Lillian Downing

– Celia Rodriquez

– CJ Wischmann

– Susanne Williams

– Nanette Gerber

Internal Data (Cont.)

• Review of Exit Survey Data

• Created a Dashboard

• Competencies for CPS Specialist and Unit 
Supervisor

• Review of Employee Survey Data

• Review turnover data

Internal Data (Cont.)

• DCYF Exit Survey Results
– 28 responses (11 are 2 years or less and 17 are over 2 

years)

– Low response rate

• Key Findings
– Supervision

– Communication

– Recognition

Internal Dashboard

AZ DCYF District Data Comparisons - 2007

Date: November 30, 2007

Data 1 2 3 4 5 6 DCYF

Total Number of CPS Specialists Authorized

Percent of CPS Specialists in training

Percent of available staff by classification level

Percentage of CPS Specialists by District

Total Number of CPS Specialist Vacancies

Vacancy rate by District

Turnover Rate: CPS Specialist (all levels)

Turnover Rate: CPS Specialist I

Turnover Rate: CPS Specialist II

Turnover Rate: CPS Specialist III

Turnover Rate: CPS Unit Supervisor

Average Length of Service: CPS Specialist

Average Length of Service: CPS Unit Supervisor

Internal Dashboard

AZ DCYF District Data Comparisons - 2007

Date: November 30, 2007

Data 1 2 3 4 5 6 DCYF

Percentage of CPS Specialists under 1 year

Percentage of CPS Specialists under 2 year

Percentage of CPS Specialists under 5 year

Percentage of CPS Specialists under 10 year

Percentage of Unit Supervisors under 3 years

Percentage of Unit Supervisors under 4 years

Percentage of Unit Supervisors under 5 years

Percentage of Unit Supervisors eligible for retirement

Percentage of CPS Specialists eligible for retirement

Average Age of CPS Specialists

Percent of CPS Specialists having BSW/MSW

CPS Specialist Race and Ethnicity

Overtime cost per CPS Specialist

Workers Comp Costs per CPS Specialist

Percent of staff available to carry a caseload
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Employee Survey 

• Employee Satisfaction Survey Results
– 4 Surveys (DES, DCYF, 2 Butler Institute surveys)

• Key Findings
– Communication

– Workload

– Relationship with supervisor

– Teamwork

– Compensation

– Training

Internal Data (Cont.)

• Data – Key Findings (FY07)
– Exit survey design and process needs review

– Employee Satisfaction survey design and process needs 
review

– Workforce data (i.e., turnover, demographic, applicant, 
etc.) needs to be practical and available for planning 
purposes

Internal Data (Cont.)

Selection Competencies for CPS Specialist
Required
• Adaptability
• Stress Tolerance
• Decision Making
• Managing Conflict
• Knowledge/Skill
• Work Standards
• Communication
• Organizational Fit
• Job Fit
Preferred

Managing Work
Risk Taking

External Data

Sub-Team Members
– Mary Gonzales

– Gary Arnold

– Vivian Kidd

– Jan Shore 

– Deborah Nishikida

– Margaret Strength

External Data (Cont.)

External Data Comparisons by Region

External Data District I District II District III District IV District V District VI DCYF

Unemployment Rate 3.2% 3.7%

Apache 8.9%  
Coconino 3.8% 
Navajo 6.6% 
Yavapai 3.7%

La Paz  5.3%  
Mohave 4.6%
Yuma  14.5%

Gila  4.4% 
Pinal 4.8% 

Cochise 4.2%  
Graham  4.1%  
Greenlee  3.2%  

Santa Cruz 7.7%
Cost of Living Index Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista
     US Average= 100 104 95 122 91 90 92
Housing Availability

Housing Affordability Gap by District/County 9.60% 7.60%
Avg 10.5%

range 1.1-17.1% 
Avg  10.1%

range 6.2-14.1%
Avg 8.15%

range 3.2-13.1%
Avg 8.2%

range 2.7-17.5%
Housing Info by City Phoenix Tucson Flagstaff Yuma Casa Grande Sierra Vista
Affordability Gap 10.2% 12.1% 20.8% 9.9% 0.0% 2.5%
Hourly Wage Needed to Buy 40.90 30.73 54.14 25.60 26.34 31.05
Hourly Wage Needed to Rent (2 BR) 15.04 14.85 18.06 13.37 15.04 11.87
Ability to Own based on avg CPS I & II median hourly 
wage of 18.28

no no no no no no

Ability to Own based on avg CPS I & II median hourly 
wage + a second income at 70% (31.08)

no yes no yes yes yes

Ability to Rent based on avg CPS I & II median hourly 
wage of 18.28

yes yes yes yes yes yes

External Data (Cont.)

External Data Comparisons by Region

External Data District I District II District III District IV District V District VI DCYF
Availability of College Grads 05-06
   AA Degrees Total 6217 1755 852 728 279 1197 11028
   AA Degrees Human Services 108 8 60 23 35 36 270
   BSW 159
   Bachelors in CPS related field 10072
   MSW 240
   Masters in CPS related field 9991

   Out of state most MSW/BSW
CA NY MI PA 
OH IL TX FL

Mean commute time (in minutes) 26.1 23.9 23.1 18.8 23.9 20.6
Caseworker under 5 years
Population Demographics
Population, 2006 estimate 3,768,123 946,362 515,484 400,846 323,268 212,235

percent change, April 1, 2000 to July 1, 2006 22.60% 12.20%
Avg 12.07%

range 2.4-24.2% 
Avg  14.8%   

range 2.7-24.5%
Avg 26.4%

range 1.7-51%
Avg 2.93%

range (-9.5)-8.5%
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External Data (Cont.)

External Data Comparisons by Region

External Data District I District II District III District IV District V District VI 
Persons under 5 years old, percent, 2005 8.20% 6.90% 7.60% 6.70% 6.75% 7.15%
Persons under 18 years old, percent, 2005 27.40% 24.40% 28.60% 23.80% 24.55% 28.45%
Female persons, percent, 2005 49.70% 51.10% 50.60% 50.03% 49.15% 49.35%
Ethnicity %/County or district- 2005 

Caucasian 89.0% 88.7% 58.1% 90.5% 85.2% 91.1%
African American 4.3% 3.4% 0.9% 1.6% 2.1% 2.0%
American Indian/Alaska Native 2.2% 3.6% 39.1% 5.9% 11.0% 5.1%
Asian 2.7% 2.4% 0.6% 0.8% 0.8% 0.9%
Native Hawaiian/Pacific Islander 0.2% 0.2% 0.1% 0.2% 0.1% 0.2%
Persons reporting more than one race 1.6% 1.7% 1.2% 1.1% 0.9% 0.8%
Persons of Hispanic/Latino origin-
(Census bureau reports as a subset of Caucasian)

29.0% 31.9% 9.2% 30.3% 23.1% 46.5%

Language other than English spoken at home 24% 28% 35% 26% 22% 40%
Population density-persons/sq. mile 333.8 91.9 10.7 15.0 22.2 15.5

External Data (Cont.)

Key Findings - Demographic Data

• 25.9% of Arizona population speak another language at home (US % is 17.9)
– Languages spoken - Arizona (from 2000 Census)

• Spanish - 65.7%
• Nat. American Language - 20%
• Asian/Pacific Island Language - 7.6%
• Indo-European Language - 6.5%

• 29.2% of Arizona population is of Hispanic origin (US % is 14.8)
• 26.4% of Arizona population is under age 18 (US % is 24.6)
• 7.8% of Arizona population is under age 5 (US % is 6.8)
• Pinal county experienced a 51% increase in population between 2000 and 

2006. Fastest growing county in the State. (State growth= 20.2%, US= 6.4%)
• Percentage of Hispanic population is highest in District VI - 46.5%
• Percentage of Native American population is highest in District III - 39.1%

External Data (Cont.)

College and University Information

• Arizona produces approximately 400 BSW's and MSW 
per year.

• There are approximately 270 graduates with Human 
Service related degrees from AZ community colleges.

• There are approximately 20000 AZ grads annually, 
Bachelors and Masters, with CPS related degrees.

• There are at least 8 states that produce greater than 900 
BSWs and MSWs per year.

• Approximately 62% of BSW and 46% of MSW 
recent student survey respondents at the ASU School of 
Social Work Downtown/Tucson expressed an interest in 
working at CPS.

Applicant Background

The vast majority of applicants come from 
Arizona

Out-of-state applicants come primarily from
California
Michigan

Illinois
Ohio

Pennsylvania
Texas
Florida

New York

Gap Analysis
Step 3

• Key gaps identified
– Staffing Gaps  (Supply/Demand Analysis)

– Competency Gaps

– Other major issues

• SWOT Analysis

Staffing Gaps

Classification:  CPS Specialist
Projected Date:  January 1, 2009
Projected Staffing Level (From Demand Analysis)

Current staffing level in the target job 
classification
Date: 12/31/07

1043

Current Vacancies (+) / Overage (-) in target 
job classification

-
+ 0

And And

Increase / Decrease from Projected 
Workload Changes

-
+ 61

Staffing Level = 1104
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Staffing Gaps (cont.)

Projected Internal Supply (From Supply Analysis)

Projected Date: January 1, 2009 

Current staffing level in the target job 
classification
Date:  12/31/07

1043

Projected Attrition - 263

Internal Supply = 774

Required Staffing Level – Projected Internal Supply = 
Gap

330

Competency Gaps –
CPS Specialist

Competency
Required in Future 
(Demand Analysis)

Currently Possessed
(Supply Analysis)

Gap

Adaptability 3 1.5 1.5

Stress Tolerance 3 1.5 1.5

Decision Making 3

Managing Conflict 3

Knowledge/Skill 3

Competency Gaps –
CPS Specialist

Competency
Required in Future 
(Demand Analysis)

Currently Possessed
(Supply Analysis)

Gap

Work Standards 3

Communication 3

Organizational Fit - Clarity of 
policies and procedures

3

Organizational Fit - Customer 
focus

3

Organizational Fit -
Employment Security

3

Organizational Fit - Valuing 
diversity

3

Job Fit (see Org Fit)

SWOT Analysis

Positives Negatives

Internal 
Factors

Strengths Weaknesses

•Benefits and stability of State employment

•Training and professional development

•Dedicated, knowledgeable, and committed staff

•Diverse workforce

•Organization’s recognition of the importance of 
aligning workforce development with outcomes for 
children and families 

•Workload

•Compensation (including salary, compression 
issues)

•Estrangement between field and central office

•Core training

•Lack of resources (e.g. computers, space, supplies) 

External 
Factors

Opportunities Threats

•Family centered practices

•Community and university partnerships

•Support of Governor

•Better use of data – We need the “key.”

•Recognition of the critical role of unit supervisors 

•Budget deficit

•Public opinion / media / political climate

•Lack of legal community alignment and support

•Difficulty recruiting and retaining staff, especially in 
rural areas

•Increasing population impact on workload and 
resources 

Other Issues/Gaps

• Relevant workforce data is needed in an 
easily used format for the entire organization 
on a timely basis (Dashboard)

• Retention
– Relationship with supervisor

– Communication

– Recognition

– Workload

Other Issues/Gaps 

• Recruitment and Selection
– Rural issue
– Quality and “fit” of the applicants
– Changing demographics
– Changing practice models

• Training and Development
– New hire training/transfer of learning
– Advanced training
– Professional development
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Discussion

Next Steps

• February Meeting to design Gap Closing 
Strategies and development of Gap Closing Sub 
Teams (February 19 & 20, 2008 )

• April 29 & 30 to assist in implementation of Gap 
Closing strategies

• July 15 & 16 Meeting Lessons Learned and 
Update on Gap Closing strategies
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The Partners in the Workforce 
Planning Initiative

AZ Department of Economic Security

Cornerstones for Kids*
– CPS Human Resource Services

– ChildFocus, Inc.

*With funding from the Annie E. Casey Foundation

Today’s Presentation

Learn about the workforce planning model 

Explain how it is working in Arizona and 
what we have learned

Share resources available on the 
Cornerstones for Kids web portal: 
http://portal.cornerstones4kids.org

Too often, child welfare agencies define the 
practice reforms needed to achieve better 
outcomes and skip the critical question of 
workforce needed to carry out those reforms

Workforce solutions are often too narrow or 
isolated to be effective

Workforce Planning is a way to align  strategies to 
achieve better child welfare outcomes with 
workforce solutions 

Why Workforce Planning?

Why Arizona?

Recognition that Family to Family and other child 
welfare initiatives require a strong workforce to be 
successful

Many workforce strategies in place around 
recruitment and retention
 Governors Advisory Board
 Realistic Job Preview
 Butler Institute Recruitment and Retention
 Hiring for Fit

Why Arizona?

Despite all the good things in place, Arizona 
still faces workforce challenges and is 
interested in more intentionally aligning their 
practice reforms with their workforce goals
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Workforce Planning Model

Gap-Closing Strategies

Competency Model

Recruitment

Selection

Retention

Performance Management

Professional Development

Succession Planning

Strategy Assessment

• Review strategy and 
operational plans for 
workforce implications

• Establish leadership 
commitment and 
resources, build teams, 
develop communication 
plan

• Develop work plans and 
timelines

Environmental Scan

Conduct an Environmental 
Scan

Conduct a SWOT Analysis

Supply/Demand Analysis

Project workforce supply 
and demand

Identify required 
competencies (knowledge, 
skills, abilities and
behaviors)

Gap Analysis

Use a Competency 
Assessment to 
compare current talent 
to future talent needs

Identify staffing gaps 
and surpluses

Identify competency 
gaps and surpluses

Step 1: Strategy
Workforce Planning Summit:

September 28, 2007
Development of Plan & SWOT:

October 30-31, 2007

Step 2: Data Collection
October 2007–January 2008

Environmental Scan
(Internal and External Data):

December 4-5, 2007

Step 3: Data Analysis
January–February 2008

Supply & Demand & Gap 
Analysis & Presentation
January 23 & 24, 2008

Step 5:  Evaluation
July 14 & 15, 2008

Review and Assessment

•Develop WFP objectives and performance measures

•Evaluate WFP process and results

Step 4: Implementation
Determine strategies & teams:

February 19 & 20, 2008
Follow on meetings:

April 29-30 2008, June 11 2008

From Workforce Planning Web Portal, Cornerstones for Kids, portal.cornerstones4kids.org

STEP I: Strategy Assessment

• Review Strategic and operational goals
– Family to Family, Arizona Blueprint, CFSR

• Establish leadership commitment and resources
– Executive Steering Team
– Workforce Planning Team

Workforce Planning Team

Includes all regions and represents all levels of the 
organization

HR is an integral part of the process

University partners also participate

Executive sponsorship is key

Participation is open and growing

From Workforce Planning Web Portal, Cornerstones for Kids, portal.cornerstones4kids.org

AZ DCYF Workforce Planning
Mission Statement

“The overarching goal of the workforce 
planning process is to achieve better 
outcomes for children and families through 
recruitment, professional development, 
retention, and support of a high quality 
workforce in an organizational culture where 
staff are respected and valued in their peer, 
supervisory and administrative relationships 
consistent with the way staff are expected to 
treat children and families.”
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Establish Goals

Goals are established at the beginning, but are 
consistently re-evaluated

Goals help establish priorities for an otherwise 
overwhelming set of challenges

Goals and performance measures are critical to 
make this a sustainable process

Goals

• A competency model that reflects Family to 
Family values and principles, including family-
centered and community-based practice, and a 
plan for moving the existing workforce to that 
competency model

• To strengthen the role of the supervisor as it 
relates to the work of the Child Protective 
Services Specialist levels to ensure workforce 
stability and decreased turnover

Goals

• To identify critical factors for retention of 
competent Child Protective Services Specialists, 
Child Protective Services Unit Supervisors, Child 
Protective Services Program Specialists and 
Child Protective Services Assistant Program 
Managers and have in place actions to improve 
retention

• A stronger organizational culture that respects 
and values workers in a manner that is 
consistent with the way in which workers are 
expected to treat families

Goals

• Determine and implement a reasonable 
child welfare workload and monitor how 
policy and practice changes impact 
workload (long term goal).

Workforce Planning Model

Gap-Closing Strategies

Competency Model

Recruitment

Selection

Retention

Performance Management

Professional Development

Succession Planning

Strategy Assessment

• Review strategy and 
operational plans for 
workforce implications

• Establish leadership 
commitment and 
resources, build teams, 
develop communication 
plan

• Develop work plans and 
timelines

Environmental Scan

Conduct an Environmental 
Scan

Conduct a SWOT Analysis

Supply/Demand Analysis

Project workforce supply 
and demand

Identify required 
competencies (knowledge, 
skills, abilities and
behaviors)

Gap Analysis

Use a Competency 
Assessment to 
compare current talent 
to future talent needs

Identify staffing gaps 
and surpluses

Identify competency 
gaps and surpluses

Step 1: Strategy
Workforce Planning Summit:

September 28, 2007
Development of Plan & SWOT:

October 30-31, 2007

Step 2: Data Collection
October 2007–January 2008

Environmental Scan
(Internal and External Data):

December 4-5, 2007

Step 3: Data Analysis
January–February 2008

Supply & Demand & Gap 
Analysis & Presentation
January 23 & 24, 2008

Step 5:  Evaluation
July 14 & 15, 2008

Review and Assessment

•Develop WFP objectives and performance measures

•Evaluate WFP process and results

Step 4: Implementation
Determine strategies & teams:

February 19 & 20, 2008
Follow on meetings:

April 29-30 2008, June 11 2008
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STEP II:   Internal Data Collection 

Exit Survey Data

Employee Satisfaction Survey Data

Personnel Data (length of service, turnover 
by classification, etc.)

Competencies for CPS Specialist 

Supply and Demand

STEP II: External Data Collection

• Population Growth

• Population Demographics 

• Unemployment Rates

• Housing Affordability by 
District/County/City

• Number of BSW and MSW graduates per 
year in AZ and other States

• Out of State Applicants

SWOT Analysis

Strengths, Weaknesses, Opportunities and 
Threats

SWOT analysis from workforce planning 
team

Additional SWOT focus groups in districts

From Workforce Planning Web Portal, Cornerstones for Kids, portal.cornerstones4kids.org

QuickTime™ and a
TIFF (Uncompressed) decompressor

are needed to see this picture.

Workforce Planning Model

Gap-Closing Strategies

Competency Model

Recruitment

Selection

Retention

Performance Management

Professional Development

Succession Planning

Strategy Assessment

• Review strategy and 
operational plans for 
workforce implications

• Establish leadership 
commitment and 
resources, build teams, 
develop communication 
plan

• Develop work plans and 
timelines

Environmental Scan

Conduct an Environmental 
Scan

Conduct a SWOT Analysis

Supply/Demand Analysis

Project workforce supply 
and demand

Identify required 
competencies (knowledge, 
skills, abilities and
behaviors)

Gap Analysis

Use a Competency 
Assessment to 
compare current talent 
to future talent needs

Identify staffing gaps 
and surpluses

Identify competency 
gaps and surpluses

Step 1: Strategy
Workforce Planning Summit:

September 28, 2007
Development of Plan & SWOT:

October 30-31, 2007

Step 2: Data Collection
October 2007–January 2008

Environmental Scan
(Internal and External Data):

December 4-5, 2007

Step 3: Data Analysis
January–February 2008

Supply & Demand & Gap 
Analysis & Presentation
January 23 & 24, 2008

Step 5:  Evaluation
July 14 & 15, 2008

Review and Assessment

•Develop WFP objectives and performance measures

•Evaluate WFP process and results

Step 4: Implementation
Determine strategies & teams:

February 19 & 20, 2008
Follow on meetings:

April 29-30 2008, June 11 2008

Step III:  Key Findings from 
Internal Data Analysis

Multiple exit and job satisfaction surveys

Supervision, Communication, and Recognition have huge 
impact on why people stay or leave

Role of media, legislative oversight, and practice changes 

Need  competencies for additional job classifications

Supply and demand analysis pointed to the need for a 
workforce scorecard that reflects the true number of staff 
available to carry a caseload
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Step III: Supply and Demand 
Analysis

• Staffing gap impact- 330 vacancies:
– Recruitment - will need to generate at least 

3,000 applications
– Selection - Interview at least 1,000 applicants 

to select 330
– Train 330 CPS Specialists

• How many available to carry a caseload?

Key Findings from External 
Data Analysis

Vast regional differences in recruitment 
challenges – growth, cost of living, and rural 
isolation factors

BSW/MSW analysis:  AZ not graduating 
enough for hiring pipeline, but opportunities 
to recruit from other states

Workforce Planning Model

Gap-Closing Strategies

Competency Model

Recruitment

Selection

Retention

Performance Management

Professional Development

Succession Planning

Strategy Assessment

• Review strategy and 
operational plans for 
workforce implications

• Establish leadership 
commitment and 
resources, build teams, 
develop communication 
plan

• Develop work plans and 
timelines

Environmental Scan

Conduct an Environmental 
Scan

Conduct a SWOT Analysis

Supply/Demand Analysis

Project workforce supply 
and demand

Identify required 
competencies (knowledge, 
skills, abilities and
behaviors)

Gap Analysis

Use a Competency 
Assessment to 
compare current talent 
to future talent needs

Identify staffing gaps 
and surpluses

Identify competency 
gaps and surpluses

Step 1: Strategy
Workforce Planning Summit:

September 28, 2007
Development of Plan & SWOT:

October 30-31, 2007

Step 2: Data Collection
October 2007–January 2008

Environmental Scan
(Internal and External Data):

December 4-5, 2007

Step 3: Data Analysis
January–February 2008

Supply & Demand & Gap 
Analysis & Presentation
January 23 & 24, 2008

Step 5:  Evaluation
July 14 & 15, 2008

Review and Assessment

•Develop WFP objectives and performance measures

•Evaluate WFP process and results

Step 4: Implementation
Determine strategies & teams:

February 19 & 20, 2008
Follow on meetings:

April 29-30 2008, June 11 2008

Step IV: Implementation

Gap closing sub-teams formed for each of 
the key goals

Gap closing strategies used information 
gained from Steps I,II, and III to inform their 
work

Sub teams have additional work to collect 
data needed to inform strategies

Goal I: Competency Development

Competencies already developed for CPS 
Specialist

Competencies now being developed for 
Supervisors and Program specialists

Competencies will be used for recruitment, 
interviewing, hiring, and performance 
management

From Workforce Planning Web Portal, Cornerstones for Kids, portal.cornerstones4kids.org

QuickTime™ and a
TIFF (Uncompressed) decompressor

are needed to see this picture.
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“You can teach a turkey to climb a tree, but 

it is easier to hire a squirrel.”

• Spencer, Lyle M. and Signe M. Spencer, 1993. 
Competence at Work. New York: John Wiley & Sons, 
Inc.

Goal II: Strengthen the Role of 
the Frontline Supervisor

Proposals to deal with supervisor salary 
compression issues

Supervisor Training Enhancement

“Nuts & Bolts” manual for Assistant Program 
Managers to provide consistency in supporting 
CPS Unit Supervisors using common language

Goal III: Retention

• One Exit Survey—DES and DCYF
– Attach DCYF specific questions to DES 

Survey

• Supervisor Toolkit specifically for retention

• Personnel Scorecard for managers to use 
at regional level

Data Support Sub-Team
Personnel Scorecard--Monthly

Personnel Scorecard
DCYF District Data Comparisons as of last pay period for Month of December 2007

As Of:  12/28/2007

Monthly Data D-I D-II D-III D-IV D-V D-VI H/L DCYF

CPS Specialist Authorized

CPS Specialist Filled (Level I-III)

CPS Specialist Filled Level I

CPS Specialist Filled Level II

CPS Specialist Filled Level III

CPS Specialist Vacant

Number/Percent in Training (CPS I-III)(*1)

Number/Percent in Training (CPS Level I)(*2)

Number/Percent in Training (CPS Level II)(*3)

Number/Percent in Training (CPS Level III)(*4)

Number unavailable to carry case load (*5) 

Number/Percent of Workload Available (*6)

Data Support Sub-Team
Personnel Scorecard—Monthly (con’t)

Total Number of CPS Specialist Series New Hires

CPS Specialist I New Hires

CPS Specialist II New Hires

CPS Specialist III New Hires

Number/Percent of CPS Specialist Separations(*7)   

CPS Specialist I Separations

CPS Specialist II Separations

CPS Specialist III Separations

CPS Unit Supervisors Authorized

CPS Unit Supervisors Filled

CPS Unit Supervisors Vacant

*(1) # in training ÷ # authorized

*(2, 3, 4) # in training ÷ by total # in training

*(5) FMLA, LWOP, ED LV, ADMIN LV, MILITARY LEAVE, WORKERS COMP--AS OF THE 
REPORTING PERIOD

*(6) Filled staff less unavailable to carry caseload

*(7) ÷ termed by # of CPS Specialist filled plus number terminated, and 
not in training

Data Support Sub-Team
Personnel Scorecard--Quarterly

Personnel Scorecard
Arizona DCYF District Data Comparisons 2007-2008

Quarterly Data D-I D-II D-III D-IV D-V D-VI H/L DCYF

Average Length of Service (CPS I-III)

Average Length of Service: Unit Supervisor

Percent of CPS Specialist less than 12 months

Percent of CPS Specialist 12-23 months

Percent of CPS Specialist 24-35 months

Percent of CPS Specialist 36-59 months

Percent of CPS Specialist 60+ months

Percent of Unit Supervisor under 23 months 

Percent of Unit Supervisor 24-59 months 

Percent of Unit Supervisor 60+ months 

Percent of CPS Specialists eligible for retirement * (11)

Percent of Unit Supervisors eligible for retirement *(11)

Percent of CPS Specialist with BSW/MSW

Overtime cost per CPS Specialist

*(11) Eligibility is based on Age 65; or Age 62 and 10+ years of service; or credited service 
plus age = 80 points
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Parallel Process is the foundation for organizational 
culture

Taking the principles of Family Centered Practice to 
create a parallel for Workforce Centered Practice

Create field driven strategies to move from 
culture as it is to culture that reflects workforce 
centered practice

Goal IV: Organizational Culture

AS IS FAMILY 
CENTERED

WORKFORCE 
CENTERED TO BE

A culture  that is 
crisis driven and 
reactive
Focused on

process
Concerned with

tasks
Everything is a

priority

We believe that 
identifying and 
utilizing a family’s 
strengths to 
acknowledge their 
successes and 
support future 
growth is the most 
effective approach.

We believe that 
identifying and 
utilizing a person’s 
strengths to 
acknowledge their 
successes and 
support future 
growth is the most 
effective approach to 
managing staff.
Individual 
development plans
Special projects

Culture that is 
thoughtful and 
planful about the 
work at all levels
Focused on

outcomes
Concerned with the

quality of practice
Able to pick and

choose priorities to 
help meet outcomes

Organizational Culture

Organizational Culture

Facilitate a statewide “conversation” about 
the “as is-to be” culture

Encourage participants to take ownership of 
their role in creating the new culture

Integrate organizational culture strategies 
into HR practices, communication, 
supervision, professional development, etc.

Lessons Learned So Far

When you begin looking at workforce more 
strategically, it gives you a different perspective 
(CFSR; Quality Improvement; communication; 
parallel practice)

The inclusiveness of the statewide workforce 
planning team is essential and sets it apart from 
previous management driven efforts

The structure of the process helps keep things on 
track and prevent from jumping to solutions

Lessons Learned So Far

Data helps set priorities and give a clearer picture 
of the challenges and opportunities

Important to keep link to Family to Family and 
other practice initiatives, and to consistently 
reinforce the parallel practice

Focus on organizational goals and not individual 
agendas

Opportunities Ahead

Develop an integrated workforce plan

Implement strategies 

Sustain the plan and re-evaluate over time 

Consistently reinforce the importance of 
workforce with every new practice initiative
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AZ Division of Children, Youth and Families 
Gap Analysis: Staffing Assessment Template 

 
 
Classification:  CPS Specialist 
Projected Date:  January 1, 2009 
Projected Required Staffing Level (From Demand Analysis) 
 

    
Current staffing level in the target job classification 
 Date: 12/31/07 

 
1043 

 

    
Current Vacancies (+) / Overage (-) in target job 
classification 

-
+ 

0 
 

And  And  

Increase / Decrease from Projected Workload 
Changes 

-
+ 

61 
 

    

Required Staffing Level =  1104 

 
 
 
Projected Internal Supply (From Supply Analysis) 
 

    
Current staffing level in the target job classification 
 Date:  12/31/07 

 
1043 

 

    
Projected Attrition 
 

- 263 
 

    
    

Internal Supply  =  780 

Required Staffing Level – Projected Internal Supply = Gap 

 

324 

Projected Date: January 1, 2009        

 

 
  
 



To:  Lillian Downing, Retention Team Co-Chair    
 September 10, 2010 
 Susanne Williams, Retention Team Co-Chair 
 
From: Mike Masternak, CPS Human Resource Services   9/13/2010 
 
During the September 1, 2010 meeting of the Retention Team, we reviewed the employee 
satisfaction survey administered by DCYF in June of 2010.  We had asked Connie Lopez 
to run a report showing the responses of just the CPS Specialists.  Based on that report, 
we learned that 295 Specialists had responded to the survey, a response rate of about 30 
percent.  Of those responding, only 49.5% agreed or strongly agreed with the statement, 
“Overall, I am satisfied with my job.”  33.9% of the respondents disagreed or strongly 
disagreed.  16.6 % of the Specialists neither agreed nor disagreed.  In light of the recent 
SHRM survey, recently circulated within DES,  showing 84% of employees in SHRM’s 
large multi-sector study to be satisfied or highly satisfied in their current jobs, we decided 
to do further analysis to try to gain further insight into the DCYF survey results.  
 
I offered to ask my colleague, Johanna Coenen, to cross-tabulate the results from the job 
satisfaction question against several of the other questions.  For purposes of this review, 
we disregarded the responses of the 49 Specialists who neither agreed or disagreed with 
the job satisfaction question. That left us with a total of 146 Specialists who are satisfied 
with their jobs and 100 Specialists who are dissatisfied.   
 
Supervision: 
There appears to be a very strong relationship between job satisfaction and the quality of 
supervision.   
 
Specialists expressing overall satisfaction with the job, reported very high levels of 
satisfaction with their supervisors (specifically, seeing their supervisor as a resource 
(92.5%), having a supervisor who is available (91.8%), having a supervisor who helps 
solve problems (91.1%), a supervisor who mentors and coaches (84.2%), a supervisor 
who listens and encourages suggestions (83.6%), a supervisor who provides guidance 
(82.9%), a supervisor who provides emotional support (79.5%), and a supervisor who 
listens respectfully when there is a caseload disagreement (76%).   
 
Specialists expressing overall dissatisfaction with the job, reported more moderate levels 
of satisfaction with their supervisors (specifically, having a supervisor who is available 
(72%), seeing their supervisor as a resource (69%), a supervisor who listens respectfully 
when there is a caseload disagreement (62%), a supervisor who helps solve problems 
(61%), a supervisor who listens and encourages suggestions (59%), a supervisor who 
provides guidance (58%), a supervisor who provides emotional support (49%), and a 
supervisor who mentors and coaches (48%).   
 



Workload/Caseload: 
 
There also appears to be a strong relationship between job satisfaction and the ability to 
manage one’s workload/caseload.   
 
Satisfied Specialists feel much more able to manage their workloads (71.2%) compared 
to dissatisfied Specialists (23%).  In terms of the more specific aspects of 
caseload/workload management, a much larger percentage of satisfied Specialists agree 
that the can manage the paperwork (63.7% vs. 21%), manage the computer work (62.3% 
vs. 19%), and have adequate support staff (54.1% vs. 28%).    
 
During our meeting, we had quite a bit of discussion about the survey finding that 51% of 
Specialists feel they can manage their caseload/workload, and 45% feel that than can’t.  If 
we assume that staff is allocated equitably, it would seem that all Specialists have 
generally comparable workloads.  If that is the case, we questioned why roughly half the 
Specialists feet they can manage their workloads while the other half feel they can’t.  We 
talked about the possibility of the urban-rural factor.  However, when we looked at the 
responses from the more urban districts, we found that 47.5% of Maricopa Specialists 
and 34.5% of Pima Specialists feel then can manage their workloads.   
 
We also speculated that those who feel they can better manage their caseloads might have 
more staff support, more resources, and so on.  I asked Johanna to also cross-tabulate the 
results from Question 2 dealing with workload against Questions 3 thru 6 (the results are 
shown as the last four items in the attached spreadsheet).  Not surprisingly, most who feel 
they can manage their overall workload also feel they can manage their paperwork 
(79.7%) and their computer work (75.7%).  Those who feel they can’t manage their 
overall workload, also feel they can’t manager their paperwork (93.1%) or their computer 
work (87.8%).   
 
In terms of staff support and other resources (cars, computers, phones, etc.) which are 
beyond the control of the Specialists, a much smaller percentage of those who feel they 
can manage their caseloads still agree that they have adequate staff support (58.1%) and 
other resources (64.2%).  Of those who don’t feel able to manage their overall workload, 
most don’t believe they have adequate staff support (79.4%) or other resources (58%).   
 
Overall, these findings relating to workload/caseload seem to suggest that there is a 
relationship between job satisfaction and the feeling that one can manage their workload.  
They further suggest that the ability to manage one’s workload is more a function of the 
individual’s ability and perception than the fact that some Specialists have a heavier 
workload than others.   
 
Other “Satisfiers” for the “Satisfied” 
 
For those generally satisfied with the job, the majority agree that they are satisfied with  
their work schedule (87.7%), their ability to maintain a work/personal life balance 
(84.2%), - and though a lower percentage that we’d like – the belief that they get fair 



performance evaluations and constructive feedback (71.9%), praise and recognition when 
they do a good job (69.9%), valued as a professional (69.9%), satisfied with agency 
training (63.7),  and job security (63.7%).   
 
On the other hand, the generally dissatisfied employees are highly dissatisfied with most 
of these same things.  Only 15% feel valued as a professional, 19% feel the agency cases 
about their safety, 35% are satisfied with agency training, 36% feel secure about their 
employment, 40% believe they receive praise and recognition when they do a good job, 
43% feel able to maintain a work/personal life balance, and 55% are satisfied with their 
work schedule. 
 
Dissatisfiers for Everyone 
 
Virtually everyone is dissatisfied with their pay.  Almost 80% of the satisfied employee 
and 95% of the dissatisfied employees are unhappy with their salary.  Both the satisfied 
and dissatisfied employees are generally dissatisfied with educational opportunities 
(61.6% and 82%), promotional and career opportunities (50.7% and 90%), and don’t 
believe the agency cares about its employees (50.7% and 89%).  Although 66.4% of the 
satisfied employees feel a great deal of stress on the job, it is still far less than the 94% of 
the dissatisfied employees who feel such stress. 
 
Overall Conclusions: 
 
Those Specialists who are generally satisfied with their jobs also have very positive 
feelings about their supervisors and feel as though they are able to manage their 
workloads.  Although virtually all of them are dissatisfied with their salary, and half or 
more of them are unhappy with educational opportunities, career and promotional 
opportunities, feel a great deal of stress and don’t believe the agency cares about its 
employees, they are still generally satisfied.  The positive aspects of feeling like they 
have good supervision and the ability to manage their work clearly outweigh what many 
of them see as negative aspects to the job. 
 
The generally dissatisfied employees appear to have some moderately positive feelings 
about supervision, but clearly negative feelings about virtually everything else.  We are 
all aware of the direct link between job dissatisfaction and high turnover.  An interesting 
question for the Retention Team might be “What, if anything, can DCYF do to improve 
job satisfaction among the generally dissatisfied Specialists?” 
 
 
 
 
 
 



Responses for Children, Youth and Family

1. I am authorized to make decisions within my 

scope of work.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  8.1%   3   5.2%   10   4.0%   5   1.8%   1   3.5%   1   0.0%   0 

 2 = Disagree  5.4%   2   3.6%   7   5.7%   7   5.3%   3   13.8%   4   6.1%   3 

 3 = Neutral  35.1%   13   18.0%   35   13.7%   17   10.5%   6   27.6%   8   12.2%   6 

 4 = Agree  35.1%   13   53.1%   103   62.9%   78   64.9%   37   41.4%   12   57.1%   28 

 5 = Strongly Agree  16.2%   6   20.1%   39   13.7%   17   17.5%   10   13.8%   4   24.5%   12 

answered question    37   194   124   57   29  49

skipped question    0 

2. I am able to meet the needs of my 

clients/customers.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  0.0%   0   2.6%   5   3.3%   4   3.5%   2   3.6%   1   0.0%   0 

 2 = Disagree  5.4%   2   14.4%   28   10.6%   13   8.8%   5   14.3%   4   10.2%   5 

 3 = Neutral  24.3%   9   26.2%   51   23.6%   29   31.6%   18   28.6%   8   24.5%   12 

 4 = Agree  56.8%   21   44.1%   86   49.6%   61   50.9%   29   50.0%   14   63.3%   31 

 5 = Strongly Agree  13.5%   5   12.8%   25   13.0%   16   5.3%   3   3.6%   1   2.0%   1 

answered question    37   195   123   57  28 49

skipped question    0 
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Responses for Children, Youth and Family

3. I can easily access referral or resource 

information that I may need on the job. (e.g. 

DES Intranet, DTS Help Desk, training 

information, locations of local food banks or 

shelters)

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  2.7%   1   3.6%   7   0.8%   1   3.5%   2   0.0%   0   4.1%   2 

 2 = Disagree  8.1%   3   9.3%   18   7.3%   9   10.5%   6   10.3%   3   14.3%   7 

 3 = Neutral  21.6%   8   16.5%   32   16.3%   20   24.6%   14   20.7%   6   12.2%   6 

 4 = Agree  64.9%   24   58.3%   113   66.7%   82   54.4%   31   58.6%   17   67.4%   33 

 5 = Strongly Agree  2.7%   1   12.4%   24   8.9%   11   7.0%   4   10.3%   3   2.0%   1 

answered question    37   194   123   57  29 49

skipped question    0 

4. I have opportunities to participate in agency 

or program initiatives that have an impact on 

DES goals and objectives.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  8.1%   3   8.3%   16   8.9%   11   8.8%   5   3.5%   1   2.0%   1 

 2 = Disagree  16.2%   6   23.2%   45   18.7%   23   17.5%   10   31.0%   9   22.5%   11 

 3 = Neutral  18.9%   7   29.4%   57   30.1%   37   29.8%   17   27.6%   8   22.5%   11 

 4 = Agree  40.5%   15   36.1%   70   34.2%   42   35.1%   20   31.0%   9   46.9%   23 

 5 = Strongly Agree  16.2%   6   3.1%   6   8.1%   10   8.8%   5   6.9%   2   6.1%   3 

answered question    37   194   123   57  29 49

skipped question    0 
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Responses for Children, Youth and Family

5. I understand the expectations used to 

evaluate my job performance. (If you are an 

uncovered employee without a formal 

performance evaluation, please do not respond 

to this question.)

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  6.1%   2   4.2%   8   5.0%   6   1.8%   1   0.0%   0   6.1%   3 

 2 = Disagree  12.1%   4   6.9%   13   11.6%   14   10.9%   6   6.9%   2   6.1%   3 

 3 = Neutral  15.2%   5   22.2%   42   12.4%   15   14.6%   8   27.6%   8   14.3%   7 

 4 = Agree  63.6%   21   54.5%   103   56.2%   68   61.8%   34   58.6%   17   59.2%   29 

 5 = Strongly Agree  3.0%   1   12.2%   23   14.9%   18   10.9%   6   6.9%   2   14.3%   7 

answered question    33  189 121 55 29 49

skipped question    4  6

6. My supervisor gives me constructive 

feedback on my work performance and I am 

not surprised by my evaluation scores. (If you 

are an uncovered employee without a formal 

performance evaluation, please do not respond 

to this question.)

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  2.9%   1   5.3%   10   4.1%   5   7.4%   4   3.5%   1   4.1%   2 

 2 = Disagree  20.6%   7   10.0%   19   9.9%   12   7.4%   4   13.8%   4   14.3%   7 

 3 = Neutral  14.7%   5   15.8%   30   14.9%   18   24.1%   13   17.2%   5   10.2%   5 

 4 = Agree  41.2%   14   37.9%   72   43.0%   52   48.2%   26   41.4%   12   44.9%   22 

 5 = Strongly Agree  20.6%   7   31.1%   59   28.1%   34   13.0%   7   24.1%   7   26.5%   13 

answered question    34   190  121 54 29 49

skipped question    3 
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Responses for Children, Youth and Family

7. The last time my supervisor discussed my 

work performance was: (If you are an 

uncovered employee without a formal 

performance evaluation, please do not respond 

to this question.) (Please select one from the 

menu listing below.)

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 Within the last three months  31.3%   10   68.5%   126   54.7%   64   73.6%   39   66.7%   18   47.9%   23 

 More than 3 months but less than 6 months  12.5%   4   11.4%   21   23.9%   28   7.6%   4   11.1%   3   20.8%   10 

 Between 6 to 12 months  31.3%   10   14.1%   26   17.1%   20   15.1%   8   14.8%   4   22.9%   11 

 More than one year  25.0%   8   6.0%   11   4.3%   5   3.8%   2   7.4%   2   8.3%   4 

answered question    32   184   117  54 27 48

skipped question    5   11 

8. My supervisor treats me with respect.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Never  0.0%   0   1.5%   3   0.8%   1   0.0%   0   0.0%   0   0.0%   0 

 2 = Hardly Ever  0.0%   0   2.6%   5   1.6%   2   3.5%   2   3.5%   1   6.1%   3 

 3 = Sometimes  16.2%   6   13.3%   26   13.0%   16   24.6%   14   24.1%   7   14.3%   7 

 4 = Frequently  29.7%   11   21.0%   41   25.2%   31   19.3%   11   24.1%   7   14.3%   7 

 5 = Always  54.1%   20   61.5%   120   59.4%   73   52.6%   30   48.3%   14   65.3%   32 

answered question    37   195   123  57 29 49

skipped question    0 
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Responses for Children, Youth and Family

9. I am satisfied with the quality of supervision 

that I receive.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  8.1%   3   5.2%   10   7.3%   9   7.0%   4   3.5%   1   4.1%   2 

 2 = Disagree  10.8%   4   10.8%   21   7.3%   9   17.5%   10   13.8%   4   20.4%   10 

 3 = Neutral  13.5%   5   11.9%   23   18.7%   23   17.5%   10   34.5%   10   8.2%   4 

 4 = Agree  37.8%   14   35.6%   69   34.2%   42   36.8%   21   20.7%   6   34.7%   17 

 5 = Strongly Agree  29.7%   11   36.6%   71   32.5%   40   21.1%   12   27.6%   8   32.7%   16 

answered question    37   194   123  57 29 49

skipped question    0 

10. When the need arises or when my 

supervisor is not available, I have access to the 

next level of management.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  2.7%   1   2.1%   4   9.7%   12   7.0%   4   3.5%   1   4.1%   2 

 2 = Disagree  8.1%   3   14.4%   28   8.9%   11   14.0%   8   17.2%   5   14.3%   7 

 3 = Neutral  21.6%   8   16.0%   31   15.3%   19   14.0%   8   31.0%   9   16.3%   8 

 4 = Agree  40.5%   15   38.1%   74   51.6%   64   54.4%   31   41.4%   12   53.1%   26 

 5 = Strongly Agree  27.0%   10   29.4%   57   14.5%   18   10.5%   6   6.9%   2   12.2%   6 

answered question    37   194   124  57 29 49

skipped question    0 
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Responses for Children, Youth and Family

11. The facility I work at provides adequate 

work space.

Response Response Response Response Response Response Response Response Response Response Response Response

Percent Count Percent Count Percent Count Percent Count Percent Count Percent Count

 1 = Strongly Disagree  5.6%   2   5.6%   11   7.3%   9   21.1%   12   17.2%   5   12.2%   6 

 2 = Disagree  22.2%   8   11.8%   23   14.5%   18   19.3%   11   17.2%   5   22.5%   11 

 3 = Neutral  11.1%   4   14.9%   29   16.9%   21   14.0%   8   20.7%   6   20.4%   10 

 4 = Agree  41.7%   15   44.1%   86   49.2%   61   36.8%   21   34.5%   10   36.7%   18 

 5 = Strongly Agree  19.4%   7   23.6%   46   12.1%   15   8.8%   5   10.3%   3   8.2%   4 

answered question    36  195  124  57 29 49

skipped question    1 
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Values:  Building Community Partnerships; Evaluating Results-Self Evaluation; Team Decision Making, Recruiting; Developing, and Supporting Resource Families 

Organizational Culture   
Draft 

September 2008  
AS IS  FAMILY CENTERED WORKFORCE CENTERED  TO BE 

A culture that is crisis 
driven and reactive 
 
 Focused on process 
 Concerned with tasks 
 Everything is a priority 
 Management doesn’t 

walk the talk 

 We believe that identifying 
and utilizing a family’s 
strengths to acknowledge 
their successes and 
support future growth is 
the most effective 
approach. 
 
 

We believe that identifying and 
utilizing a person’s strengths to 
acknowledge their successes 
and support future growth is the 
most effective approach. 
 Professional skill building 
 Special projects 
 Building teams & collegial 

relationships 

 Culture that is thoughtful and purposeful 
about the work at all levels 
 
 Focused on outcomes 
 Concerned with the quality of practice 
 Able to pick and choose priorities to help 

meet outcomes 
 Engagement practices on all levels 
 Proactive 

      

Workforce feels isolated, 
alone, afraid, and not 
supported 
 
 Don’t feel valued or 

supported 
 “We are solely 

responsible for 
decisions” 

 Blame others when 
things go wrong 

 We believe that all people 
can (not will, but CAN) 
learn, grow and change 
 
 

We believe that all staff can (not 
will, but CAN) learn, grow and 
change. 
 
 Training and development 
 Coaching  and mentoring 
 Good supervision 

 Workforce that builds competence and 
confidence by relying on strengths of 
others 
 
 Consistent messages that workforce is 

valued and supported 
 Joint responsibility for decision making 
 Real teamwork for good decisions (as 

compared to tasks) and mutual support 
for the work 

 Ownership of the process it is not top 
down 

      

Don’t take the time to 
celebrate successes or 
learn from failures 
 
 Recognize immediate 

successes, but not 
long term successes 
with families, or hard 
work at increasing 
competence to do the 
job 

 Repeat failures 

 We believe that families 
should be empowered to 
be fully informed about 
their case and the system 
so that they can own/make 
decisions for their family 
 
 

We believe that staff should be 
empowered to be fully informed 
about their performance and the 
division’s initiatives so that they 
can own/make decisions that 
further their individual growth 
and provide better outcomes for 
the families they serve. 
 
 Training and development on 

new initiatives 
 Honest and informative 

performance evaluations 
 Accountability at all levels in 

the division 

 Become a learning organization that 
celebrates successes and learns from 
failures 
 
 Acknowledge organizational successes 
 Recognize successes with families and 

as a professional 
 Process failures and learn how to 

prevent in the future 
 Media to use success stories 



Values:  Building Community Partnerships; Evaluating Results-Self Evaluation; Team Decision Making, Recruiting; Developing, and Supporting Resource Families 

AS IS  FAMILY CENTERED WORKFORCE CENTERED  TO BE 
Lack of understanding 
about central office roles 
and responsibilities 
 
 Make assumptions 

about why certain 
decisions are made  

 Top down 
communication 

 Don’t understand how 
everyone fits together 

 We believe in finding & 
utilizing resources within 
one’s community to 
address needs and this 
includes both natural 
helpers & professional 
helpers 
 
 

We believe in finding & utilizing 
resources within the divisions to 
address needs of the staff. 
 
 Training programs 
 Coaching 
 Mentoring 
 Effective communication 

programs 

 Greater appreciation of individual roles 
and responsibilities 
 
 Communicate, understand, and accept 

rationale for why decisions are made 
 More streamlined and effective 

communication process 
 Clearer understanding of organizational 

structure re: CO/DO and DCYF/DES 
 Feeling effective and appreciated within 

the organization and the community 

      

Lack of clear process 
and communication for 
engagement of frontline 
workers 
 
 Perception that current 

engagement process 
isn’t effective 

 What gets heard 
doesn’t always get 
done 

 When input is valuable, 
no recognition 

 We believe in respecting 
families and seeking to 
actively engage the family 
by developing professional 
relationships that are 
based on honesty and 
openness. 
 
 

We believe in respecting each 
other and seeking to actively 
engage the staff by developing 
professional relationships that 
are based on honesty and 
openness. 
 
 Code of Ethics/ Integrity 
 Open door supervision 
 Code of Conduct 
 Engagement process defined 

 Process for input by frontline workers to 
maximize potential for effective policies 
 
 clear understanding of how that input is 

heard and integrated into the work 
 When the outcome runs counter to 

input, be clear about why 
 Lateral communication 

      

  We believe in not just 
tolerating but in 
CELEBRATING cultural 
differences as these 
practices /beliefs are the 
things that make each 
family special and unique.  

We believe in not just tolerating 
but in CELEBRATING cultural 
differences as these practices 
/beliefs are the things that make 
each person special and unique. 

  

      

  We believe families have 
different strengths, needs 
and goals.  We desire to 
address complex issues 
through critical thinking 
that brings flexibility & 
creativity. 

We believe individuals have 
different strengths, needs and 
goals.  We desire to address 
complex issues through critical 
thinking that brings flexibility & 
creativity. 

  



 

 

 



Organizational Culture and Communication Implementation Steps 

Documents  - Changing the Culture Graphic and Examples 

   Communication Philosophy 

   Implementation Steps 

Creating the TO BE culture is everyone’s responsibility.  Program Managers by 

the nature of their position within the organization set the tone.  Listed below 

are the steps recommended for each region: 

Implement Parallel Process when dealing with staff issues: 

 Role modeling the expectations  for  staff in the same manner we would 

role model for clients 

o Language 

o Behavior 

o Responsibility 

o Accountability 

 Clarity of communication from PM to APM to Supervisor to frontline staff 

to frontline staff 

o No need to read between the lines 

o No need for translation of message 

o Communication always included the context for the message 

 Engagement/empowerment of staff in solutions 

o When possible, for every new mandate staff are involved in 

developing/operationalzing the mandate 

 Measurements of success 

o Increase positive/professional behavior at all levels 

 Based on  employee satisfaction results 

o Increased involvement in solutions 

 Measure the number of policies written with staff involvement 

o Reduced turnover 

 



WPT Communication Workgroup on the DCYF Blog 
Notes from April 2, 2010 

1. When does the WPT workgroup want to see this blog go live (timeframe for implementation)? 
Tentatively July 1, 2010.  Todd and Roxann met with Sara and this seems to be an adequate 
timeline. 
 

2.   Who will manage/moderate the blog, and what are the details behind this? 
Tentatively, it was decided that Roxann will moderate the posting of the blog (since she is 
currently the person who maintains and updated the DCYF web site) and that Todd and  
Minerva will assist the moderation. 
 

3.   As the blog will belong to all DCYF staff vs. just be Jakki's blog, how will the subject items and  
responses be selected and handled? 
At first we will need to have a stable of posts to draw upon but eventually we would like to have 
people submit topics for discussion.  We are thinking we could even have folks “vote” 
electronically on which topics are of the most interest.  Sara said it is possible to do a poll in CMS. 
 
Topics will be selected in advance and people will be able to comment, but others will not be able 
to begin a new thread. 
 

4.   Bloggers will not be allowed to remain anonymous, but how will they be posted?  For example: 
Susan, CPSS from District I 
First name only will be listed, however, web administrators would be able to find contact 
information if needed. (this is how the Director’s blog works.) 
 

5.   What kind of impact studies are we expecting/anticipating from having this blog? 
1. Number of people who subscribes to the RSS feed of the blog 

 2. Six month evaluation:  Has this promoted communication and community? 
3. Are people feeling heard?  Has Central Office responded appropriately to your feedback? 
4. Need to measure the breadth of responses – not just two people going back and forth. 
Todd will talk with Connie Lopez about this possibility of using Survey Monkey for this. 
 

6.   How do we market the blog?  How do we sustain interest in the blog? 
Launch with Cascade messages to DCYF all and end email announcements when a new entry is posted. 

1. Director Young 
2. Jakkis Hillis 
3. Jacob Schmitt 

 
7.   Where should the blog be posted? 

DCYF Intranet home page, but need to remind people in the rules of the blog that this is still public 
record. 

 
8. Other things to keep in mind: 

 Timely responses are important 

 Frequency of updates:  Goal to update every 3 weeks; could be sooner if warranted 
 
9. Who selects the topics? 

 Roxann will draft some possible topics 

 Susan Hallett will work with the Ex Team to determine who will write and the approval 
process. 

 
 



WPT Communication Workgroup on the DCYF Blog 
Notes from April 2, 2010 

Notes from October 27, 2010  WPT Communication Workgroup on the DCYF Blog 

 Vivian Kidd 

 Roxann Miller 

 Sharon Canik 

 Connie Champnoise, CPS Human Resource Services 
 

1.  Decided the team supports the idea of a Staff Forum, however we do not feel we have the 
resources to moderate and or analyze items sent to the forum. 

2. We only want to engage our staff when we have the capability of responding and timely and 
effectively on topics on the Forum. 

3. We want to select our topics that will engage and empower field staff. 
4. We propose using the Staff Forum when DCYF needs to implement new legislation.  The Staff 

Forum can be used  as a tool for more broadly engaging staff in the development of the policy 
plans and implementation strategies. 
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Rev Side by Side CPS Competency Models   6-23-09 1 

 

CPS Side by Side Competency Models 
 

 Shaded areas show competencies that are shared by two or more job classifications 
 Complimentary competencies indicate that the competencies are counterparts to one another; one is more specific to front line staff and the 

other is geared towards supervision 
 Non-highlighted competencies indicate that it’s specific for that particular job classification and is not held in common with the other two job 

classifications. 

 
CPS I, II, III Competency Model Unit Supervisor Competency Model Program Specialist 

Adaptability Adaptability Adaptability 

Managing Conflict Managing Conflict Managing Conflict 

Work Standards Work Standards Work Standards 

Decision Making Decision Making Decision Making 

Cultural Competence Cultural Competence Cultural Competence 

 Building a Successful Team Building a Successful Team 

 Building Strategic Working Relationships Building Strategic Working Relationships 

 Leading through Vision and Values Leading through Vision and Values 

 Facilitating Change Facilitating Change 

Communication  Communication 

Technical/Profess. Skill  & Knowledge  Technical/Profess. Skill  & Knowledge 

Managing Work (Time Management) Plan and Organize  (Compliments Managing Work)  

Stress Tolerance Stress Tolerance  

Developing and Engaging Individuals and/or Families Building Trust Formal Presentations 

 Aligning Performance for Success  Energy 

 



Omdmgmt/EHatmgmt/CYF-C4Kids/Rev Pgrm Spec Competency Model Matrix by HR Processes  1 

Revised CPS Program Specialist Competencies and Internal HR Processes  
 

Recruitment/Selection* Performance Mgmt Professional 
Development 

Level 

Rewards/Recognition 

Adaptability Adaptability Low 
Developability 

Adaptability 

Building Strategic Wking 
relationships 

Building Strategic 
Wking relationships 

High 
Developability 

Building Strategic Wking 
relationships 

Communication Communication High 
Developability 

Communication 

Cultural Competence Cultural Competence Med  
Developability 

Cultural Competence 

Decision Making Decision Making Med 
Developability 

Decision Making 

Energy Energy Low 
Developability 

Energy 

Managing Conflict Managing Conflict High 
Developability 

Managing Conflict 

Work Standards Work Standards Low 
Developability 

Work Standards 

 Tech Knowledge/Skills High 
Developability 

Tech Knowledge/Skills 

 Facilitating Change Med 
Developability 

Facilitating Change 

 Leading thru Vision and 
Values 

Med 
Developability 

Leading thru Vision and 
Values 

 Building a Successful 
Team 

High 
Developability 

Building a Successful Team 

 Formal Presentations Med 
Developability 

Formal Presentations 

Fit Facets:    

Job Fit: 

 Challenging Work 

 Task Variety  

Organizational Fit: 

 Continuous Improvement 

 Participative Mgmt. 

 

*Behavioral interview questions will be developed for these competencies 
 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 1 

 
Adaptability - Maintaining effectiveness when experiencing major changes in work tasks or the work 
environment: adjusting effectively to work within new work structures, processes, requirements, or 
cultures. 
 

 Tries to understand changes:  Tries to understand changes in work tasks situations, and work 
environments as well as the logic or basis for change; actively seeks information about new 
work situations. 

 *Approaches change or newness positively:  Treats change and new situations as 
opportunities for learning or growth; focuses on the beneficial aspects of change; speaks 
positively about the change to others. 

 Adjusts behavior:  Quickly modifies behavior to deal effectively with changes in the work 
environment; readily tries new approaches appropriate for new or changed situations; does not 
persist with ineffective behaviors. 
 

 
Communication:   Clearly conveying information and ideas through a variety of media, including 
written, case note documentation, email, and verbal, to individuals or groups in a manner that engages 
the audience and helps them understand and retain the message. 
 

 Organizes the communication—Clarifies purpose and importance; stresses major points; 
follows a logical sequence. 

 Maintains audience attention—Keeps the audience engaged through use of techniques such 
as analogies, illustrations, an appealing style, body language, and voice inflection. 

 *Adjusts to the audience—Frames message in line with audience experience, background, 
and expectations; uses terms, examples, and analogies that are meaningful to the audience.  

 Ensures understanding—Seeks input from audience; checks understanding; presents message 
in different ways to enhance understanding.  

 Adheres to accepted conventions—Uses correct grammar, syntax, pace, volume, diction, and 
mechanics appropriate to the media being used. 

 *Comprehends and responds timely to communication from others—Attends to messages 
from others; correctly interprets messages and responds appropriately. 

 
 
Cultural Competence Competency -Responding respectfully and effectively to people of all cultures, 
languages, socio-economic classes, races, ethnic backgrounds, religions, sexual orientation and other 
diversity factors in a manner that recognizes, affirms, and values the worth of individuals, families 
and communities, and protects, preserves, and advocates for the dignity of each.   

 
 *Cultural Recognition—Demonstrates recognition of varying cultures, beliefs and values in 

self and others. 
 
 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 2 

 
 

 Awareness of Own Beliefs and Values - Continuously increase awareness of how one’s own 
personal beliefs and values influence decision making and service provision; and, impacts 
outcomes for clients/individuals/families. 

 
 *Demonstrates Respect --Demonstrates respectful behavior towards clients/ individuals/ 

families.   
 

 Continuous Learning- Strives to continuously learn and understand the cultural beliefs and 
values of others. 
 

 Adopts New Behaviors—Learns new patterns of behavior that are appropriate to 
clients/individuals/families and effectively applies those behaviors. 
 

 Recognizes Limitations-- Incorporates the values and beliefs of the client/ individual/family 
into one’s practice to the extent that they are not in conflict with laws, ethical and agency 
standards. 

 
 Leverage Resources--Seeks resources to develop effective strategies in working with 

clients/individuals/families. 
 

 Advocacy--Develop awareness of the effect of institutional barriers on diverse populations and 
appropriately advocates for and with clients/individuals/Families.    

 
 
Decision Making – Identifying and understanding issues, problems, and opportunities; comparing 
data from different sources to draw conclusions; using effective approaches for choosing an course of 
action or developing appropriate solutions; taking action that is consistent with available facts, 
constraints, and probable consequences. 
 

 Identifies issues, problems, and opportunities:  Recognizes issues, problems, or 
opportunities and determines whether action is needed. 
 

 *Gathers information:  Identifies the need for and collects information to better understand 
issues, problems, and opportunities. 
 

 Interprets information:  Integrates information from a variety of sources, detects trends, 
associations, and cause-effect relationships. 

 
 Generates alternatives: Creates relevant options for addressing problems/opportunities and 

achieving desired outcomes. 
 
 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 3 

 
 Chooses appropriate action: Formulates clear decision criteria; evaluates options by 

considering implications and consequences; choose an effective option. 
 

 Commits to action:  Implements decision or initiates action with a reasonable time. 
 

 *Involves Others:  Includes others in the decision-making process as warranted to obtain good 
information, make the most appropriate decision, and ensure buy-in and understanding of the 
resulting decision. 

 
 
Developing and Engaging Individuals and/or Families (new): Planning and supporting the 
development of individual’s skills and abilities. 

 
 Collaboratively establishes development goals—Works with individuals and/or families to 

identify areas for development, understand need for improvement, and set specific 
development goals. 
 

 Collaboratively establishes development plans—Works with individuals and/or families to 
identify options for meeting development goals; explores environmental supports and barriers 
to development; jointly determines appropriate developmental activities. 
 

 Matches Resources to Need—Secures resources required to support development efforts; 
ensures that opportunities for development are available; offers assistance to help individuals 
and/or families 

 Monitors progress—Gives individuals and/or families specific feedback on their progress 
related to established goals; highlights key strengths and areas for improvement; adjusts plans 
to ensure development.   
 

 
Managing Work: Effectively managing one’s time and resources to ensure that work is completed 
efficiently. 
 

 Prioritizes—Identifies more critical and less critical activities and tasks; adjusts priorities 
when appropriate. 

 Makes preparations—Ensures that required equipment and/or materials are in appropriate 
locations so that own and others’ work can be done effectively. 

 Schedules—Effectively allocates own time to complete work; coordinates own and others’ 
schedules to avoid conflicts. 

 

 Leverages resources—Takes advantage of available resources (individuals, processes, 
departments, and tools) to complete work efficiently. 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 4 

 

 Stays focused—Uses time effectively and prevents irrelevant issues or distractions from 
interfering with work completion. 

 
 
Managing Conflict- Dealing effectively with others in an antagonistic situation; using appropriate 
interpersonal styles and methods to reduce tension or conflict between two or 
 more people. 
 

 Opens discussions effectively—Establishes a clear and compelling rationale for resolving the 
conflict.   
 

 Clarifies the current situation—Collects information from relevant sources to understand the 
conflict.   
 

 *Remains open to all sides—Objectively views the conflict from all sides.  
 

 *Stays focused on resolution—Stays focused on resolving the conflict and avoids personal 
issues and attacks.   
 

 Develops others’ and own ideas—Presents and seeks potential solutions or positive courses of 
action.  
 

 *Initiates action—Takes positive action to resolve the conflict in a way that addresses the 
issue, dissipates the conflict, and maintains the relationship.     
 

 Closes discussions with clear summaries—Summarizes to ensure that all are aware of 
agreements and required actions.   

 
 
Stress Tolerance – Maintaining stable performance under pressure or opposition (such as time 
pressure or job ambiguity); handling stress in a manner that is acceptable to others and to the 
organization. 
 

 Maintains focus—Stays focused on work tasks and productively uses time and energy when 
under stress. 

 Maintains relationships—Presents a positive disposition and maintains constructive 
interpersonal relationships when under stress. 

 *Copes effectively—Develops appropriate strategies as needed to alter conditions that create 
stress and to sustain physical and mental health. 

 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 5 

Technical/Professional Knowledge and Skills – Having achieved a satisfactory level of technical and 
professional skill or knowledge in position-related areas; keeping up with current developments and 
trends in areas of expertise. 
 
Interviewing Skills: 

 *Possesses relevant knowledge and skills—Has adequate knowledge and/or skills to perform 
effectively on the job. (e.g. Including navigation of CHILDS, correct use of the CSA/SRA/CP 
process; knowledge of what information or resources are needed; adherence to law and policy; 
ability to establish rapport; relationship-building techniques; gather information; use open 
ended questions, Listen, Observe physical behaviors/non-verbal communication, remain Non-
judgmental; knowledge of substance, domestic violence, child development, etc.)    

 
 Maintains knowledge and skills—Keeps abreast of knowledge and/or skills required to 

perform the job effectively, including 24 hours annually of continuing education, either 
internal or external to the agency, as demonstrated by certificates or training record in 
CHILDS and in the employee’s YES website. 

 
 
Work Standards – Setting high standards of performance for self and others; assuming responsibility 
and accountability for successfully completing assignments or task; self-imposing standards of 
excellence rather than having standards imposed. 
 

 Sets standards for excellence:  Establishes criteria and/or work procedures to achieve a high 
level of quality, productivity, or service. 

 *Ensures high quality:  Dedicates required time and energy to assignments or tasks to ensure 
that no aspect of the work is neglected; works to overcome obstacles to completing tasks or 
assignments. 

 *Takes responsibility:  Accepts responsibility for outcomes (positive or negative) of one’s 
work; admits mistakes and refocuses efforts when appropriate. 

 Encourages others to take responsibility:  Provides encouragement and support to others in 
accepting responsibility; does not accept others’ denial of responsibility without questioning. 

 
 
Job Fit - The extent to which activities and responsibilities available in the job are consistent with the 
activities and responsibilities that result in personal satisfaction; the degree to which the work itself is 
personally satisfying. 
 
Facets: 

 Challenging work—Working on difficult or demanding tasks requiring substantial effort and 
commitment. 

 International exposure—Working with situations involving different cultures/languages and 
responding to the ambiguity of unexpected/unfamiliar approaches. 

 



CPS Specialist Competency Model and Fit 
Definitions and Key Behaviors 

Revised Docs from June 23 2009 Meeting/Revised Comps&KeyBehavs. 6 

 

 Relationship building—Developing and maintaining ongoing working relationships requiring 
personal interaction and mutual support. 

 

Organizational Fit - The extent to which an organization’s mode of operation and values are 
consistent with the type of environment that provides personal satisfaction. 

Facets: 

 Customer focus—Emphasis on understanding, meeting, and exceeding customer needs and 
maximizing customer satisfaction. 

 Valuing diversity—Advancement of diversity in the workforce (with regard to race, ethnicity, 
opinion, gender, physical ability, etc.) for the achievement of common goals. 

 



Competency / Quality Improvement Cross Walk 
 

1 
 

Item 1 – Response Time 
 

 Competency Behavior or Technical/Professional Skill How this behavior relates to the 
sub-question 

1.A. # of reports  Not Applicable 
(Simply a data 
collection question) 

Not Applicable (Simply a data collection 
question) 

Not Applicable (Simply a data 
collection question) 

1.A.1 Response times 
achieved 

Same as C  Day is planned and a P1 report is 
assigned and you have to be flexible 

1.A.2. mitigated 
timeframes achieved 

Same as C   

1.B. Face-to-face 
contact with all 
children identified as 
a victim 

Decision making  Commits to action 
 Involves others 

 For example, decision making 
around if the victim is out of 
state for several months 

 Involving others if the worker is 
unable to see the children for a 
particular reason, asking for help 
from N&W 

Managing Work  Prioritizes 
 Schedules 

 Decision of who to interview in 
what order 

 Decision between getting a court 
report in on time or seeing the 
child within mandated 
timeframes 

Work Standards  Ensures high quality 
 Takes responsibility 

 

Stress Tolerance  Maintains focus 
 Copes effectively 

 

Adaptability  Adjusts behavior  
1.C. Reason for lack 
of contact with victim 

Decision making  Commits to action 
 Involves others 

 



Competency / Quality Improvement Cross Walk 
 

2 
 

or delay being very 
short and of no impact 
on safety. 

Managing Work  Prioritizes 
 Schedules 

 

Work Standards  Ensures high quality 
 Takes responsibility 

 

Stress Tolerance  Maintains focus 
 Copes effectively 

 

Adaptability  Adjusts behavior  
 
 
 
Item 2 – CSA 
 

 Competency Behavior or Technical/Professional Skill How this behavior relates to the 
sub-question 

2.A. Present danger 
assessment 

Decision making  Gathers information 
 Interprets information, cause-and-effect 

relationships 
 Involves others 

 

Stress Tolerance  Copes effectively  

Communication  Ensures understanding  
 Comprehends communication from 

others 

 The worker must ensure 
understanding of what the 
family/sources of information is 
telling you 

Risk Taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 The worker is willing to accept 
failure (court report is a day 
late) to ensure the safety of a 
child 

Work Standards  Ensures high quality 
 Takes responsibility 

 



Competency / Quality Improvement Cross Walk 
 

3 
 

2.B. (1-14) Concerted 
efforts made to 
interview those 
involved or observe 
all relevant documents 

Decision making  Involves others 
 Commits to action 
 Gathers information 

 The worker must be able to 
make decisions about the 
relevant information necessary 
to obtain 

 Decision making regarding 
involvement of law 
enforcement-joint investigation 

Managing Work  Prioritizes 
 Schedules 

 

Work Standards  Ensures high quality 
 Takes responsibility 

 

Stress Tolerance  Copes effectively 
 Maintains focus 

 

2.C. (1-6) Concerted 
efforts to gather 
sufficient information 
to identify and 
understand safety 
threats 

Decision making  Gathers information 
 Interprets information 

 

Managing Conflict  Remains open to all sides 
 Stays focus on resolution 
 Initiates action 

 Using interpersonal skills to 
reduce tension or conflict 
between two or more people-
being able to use interviewing 
skills with “hostile” people to 
gain in depth information to 
understand safety threats 

Communication  Organizes the communication 
 Maintains the family’s attention 
 Adjusts to the family 
 Ensures understanding  
 Comprehends communication from 

others 
 Adheres to accepted conventions 

 Verbal and written 
communication, documentation 
of the 6 questions and interaction 



Competency / Quality Improvement Cross Walk 
 

4 
 

Managing Work  Prioritizes 
 Schedules 
 Leverages resources 
 Stays focused 

 Using available resources (case 
aide) to gather necessary records 

 Not allowing self to become 
distracted (chatting with co-
workers, deleting old e-mails, 
which could be possible signs of 
burn-out)  

Risk Taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 A possible reason for not 
obtaining information is fear 

 Knowing when to engage in 
action with another person 
present due to safety concerns 

Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 

Work Standards  Sets standards for excellence 
 Ensures high quality 

 Willingness to meet with the 
family when they are available 
(i.e. 7pm at night) 

2.D. Analysis of 
information gathered 
about possible safety 
threats, identification 
of safety factors and 
application of safety 
threshold 

Decision making  Identify issues, problems and 
opportunities 

 Interprets information 
 Involves others 

 

Communication  Ensures understanding  
 Comprehends communication from 

others 

 The worker needs to be able to 
clearly document the reasons the 
thresholds were met 

2.E. Impending 
danger decision 

Decision making  Identify issues, problems and 
opportunities 

 Interprets information 
 Involves others 
 Gather information 

 

Stress tolerance  Copes effectively  



Competency / Quality Improvement Cross Walk 
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Work standards  Takes responsibility  

Communication  Ensures understanding  
 Comprehends communication from 

others 

 The worker needs to be able to 
clearly document how the 
information brought them to the 
impending danger decision 

 
 
 
Item 3 – Safety Planning to Protect Children in Home and Prevent Removal 
 

 Competency Behavior or Technical/Professional 
Skill 

How this behavior relates to the sub-
question 

3.A. (2-4)  Immediate 
Protective Action 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be able to respond to new 
situations with every report and 
investigation 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication 

from others 

 Documentation 
 Engagement skills with family; use of 

interpreter when needed 
 Engagement skills, use of language – 

meaningful terms, examples, analogies 
 Ability to understand information and 

follow-up appropriately; ability to 
comprehend policy, immediate 
protective action guidelines and apply to 
decision about immediate safety 

 Information gathering, efforts to contact 
and conversation regarding possible 
placement/resource availability of 
extended family and non-custodial 
parent 



Competency / Quality Improvement Cross Walk 
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Decision making  Gathers information 
 Identifying and understanding 

issues 
 Interprets information, cause-

and-effect relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 Essence of investigation, interviewing 
and assessing whether there is a need for 
immediate protective action 

 Looks at alternatives for safety/looks at 
least intrusive action 

 Chooses immediate protective action 
that will control for present danger  

 Involves others as safety monitors 

Managing Conflict  Opens discussions effectively 
 Clarifies the current situation 
 Remains open to all sides 
 Stays focus on resolution 
 Develop others’ and own ideas 
 Initiates action 
 Closes discussion with clear 

summaries 

 Must be able to engage in effective 
discussion about circumstances 
impacting child safety 

 Must be clear about situation, develop 
ideas to control for present danger 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Immediate protective action may 
involve immediate work for specialist, 
necessitating adjustment in other work 

Risk Taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Engages client family to gather 
information, even though may be scared 
to do so, client angry, etc. 

 Willingness to ask the difficult questions 
 Must commit to immediate protective 

action if present danger is assessed 
Stress Tolerance  Maintains focus 

 Maintains relationships 
 Copes effectively 

 Ability to stay focused and engaging 
when stressed by conflict or workload 

 Copes with stress of angry family, child 
in present danger, etc. and performs job  



Competency / Quality Improvement Cross Walk 
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Technical/Professional 
Knowledge and Skills 

 Interviewing skills 
 Knowledge of assessment 

policies 

 Interviewing skills 
 De-escalation skills 
 Knowledge of resources 
 Knowledge of present danger  

assessment  
 Ability to engage others in protective 

action, such as relatives, etc. 
 Knowledge and use of CSA  

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Requires high work standard in terms of 
… 
-Makes decision that is in best interest of 
child, not what is expedient or easiest at 
the time 

      -Ensures that documentation      
       supports decisions made 

3.B. (2-4)  Written 
Safety Plan 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be adaptable to multitude of 
different situations and possibilities, and 
create safety plan that is responsive 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication 

from others 

 Must create appropriate safety plan with 
the family; ensure that they understand 
it; ensure that the safety monitor 
understands their responsibilities.  The 
safety monitor must be able to 
communicate with others involved with 
the oversight of the safety of the child.  



Competency / Quality Improvement Cross Walk 
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Decision Making  Gathers information 
 Identifying and understanding 

issues 
 Interprets information, cause-

and-effect relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 In order to create appropriate safety 
plan, worker must be able to gather 
related information, understand the 
related issues, consider alternatives, 
involve the family and others as 
appropriate, and commit to specified 
action 

Developing Others  Collaboratively establishes goals 
 Collaboratively establishes plans 
 Monitors progress 

 Must work with family and involve 
others in creating appropriate safety plan 
that addresses safety threats 

 Must provide method for monitoring 
that such plan is working 

Managing Conflict  Opens discussions effectively 
 Clarifies the current situation 
 Remains open to all sides 
 Stays focused on resolution 
 Develops own and others’ ideas 
 Initiates action 
 Closes discussion with clear 

summaries 

 Must be able to have effective and clear 
discussions about safety plan, be open to 
different ideas, etc. in spite of 
conflictual situation 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Must be able to adjust and manage work 
to accommodate actions that may need 
to be taken , e.g. removal and placement 
of a child; placement with relative as 
part of safety plan, etc. 

Risk taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Based on best interest of the child, must 
consider taking calculated risk in leaving 
child in-home under a safety plan and 
monitor if possible 
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Technical/professional 
Knowledge and Skills 

 Knowledge of CSA & Safety-
planning 

 Knowledge of Monitor guidelines 
 Ability to engage family in safety 

plan 
 Knowledge of policy and Family-

to-family guidelines 

 Knowledge of CSA & Safety-planning 
 Knowledge of Monitor guidelines 
 Ability to engage family in safety plan 
 Knowledge of policy and family-to-

family guidelines 

Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 Must be able to manage stressful and 
often conflictual situation in order to 
establish safety plan 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 High work standards involved in 
creating a safety plan that ensures the 
child’s safety, addressing all the safety 
threats, while still pursuing the least 
intrusive, most family-like alternative, 
and appropriate monitor 

 Ensures that documentation supports the 
decisions made 

3.C. Safety Monitor Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be adaptable to multitude of 
different situations and possibilities and 
work with a safety monitor for a safety 
plan that is responsive to and utilizes 
those 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication 

from others 

 Must ensure that both the family and 
safety monitor concur with safety plan 
and understand their responsibilities; 
and also comprehends what others are 
saying to ensure that monitor will be 
present at all times that the safety threat 
is present 
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Decision Making  Gathers information 
 Identifying and understanding 

issues 
 Interprets information, cause-

and-effect relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 In order to identify appropriate safety 
monitor, must be able to gather related 
information, understand the related 
issues, consider alternatives, involve the 
family and others as appropriate, and 
commit, being sure that the monitor can 
ensure child safety 

Developing Others  Collaboratively establishes goals 
 Collaboratively establishes plans 
 Monitors progress 

 Must work with safety monitor on goals 
of safety plan that addresses safety 
threats; 

 Must provide method for monitoring 
plan is working 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Must be able to adjust and manage 
work to accommodate actions that 
may need to be taken , e.g. 
placement with the person identified 
as safety monitor 

Risk taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Based on best interest of the child, 
must consider taking calculated risk 
in leaving child in-home under a 
safety plan and monitor if possible 

Technical/professional 
Knowledge and Skills 

 Knowledge of CSA & Safety-
planning 

 Knowledge of Monitor guidelines 
 Ability to engage monitor in 

discussion of responsibilities 
 Knowledge of policy and Family-

to-family guidelines 

 Knowledge of CSA & Safety-planning 
 Knowledge of Monitor guidelines 
 Ability to engage monitor in discussion 

of responsibilities 
 Knowledge of policy and family-to-

family guidelines 
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Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 High work standards involved in 
creating a safety plan that ensures the 
child’s safety, addressing all the safety 
threats, and taking the time to have a 
quality discussion with the monitor to 
ensure that they truly understand their 
responsibilities and can follow through 
with the safety plan. 

 
3.D.  Agency 
Oversight 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Specialist and Supervisor are 
responsible to ensure that child’s safety 
is ensured, and that case is not closed 
with safety plan in place, etc. 

 Ensures that documentation supports the 
decisions made 

 
 
 
Item 4 – Initial Strengths and Risk Assessment & Provision of Services to Reduce Risk 
 
 Competency Behavior or Technical/Professional Skill How this behavior relates to the 

sub-question 
4.A. Exploration of 
Risk Domains 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be adaptable to multitude 
of different situations and 
possibilities, assess individuals 
and families in all risk domains  

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication from 

others 

 Must be able to engage family in 
discussion, listen for accurate 
understanding of their needs, 
discuss risks, and possible 
service alternatives 
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Decision Making  Gathers information 
 Identifying and understanding issues 
 Interprets information, cause-and-effect 

relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 Must be able to do all of these 
activities in order to make 
decisions with family about risks 
and appropriate services to 
reduce risks 

Developing Others  Collaboratively establishes goals 
 Collaboratively establishes plans 
 Monitors progress 

 Must be able to assist family 
members in seeing their own 
strengths as well as risks and 
planning around those 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Must be able to manage work 
to ensure adequate time is 
taken with the family for 
strengths-based discussion of 
their needs and services 

Risk taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Based on best interest of the 
child, must take calculated 
risk in deciding what risks 
require CPS intervention and 
services; (not all risks will) 

 Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 Must be able to have open, 
often stressful, discussion 
with family about risk 
domains and levels of risk, 
while maintaining rapport 
and relationship with them. 

Technical/professional 
Knowledge and Skills 

 Knowledge of SRA 
 Ability to engage family in strengths-

based discussion 

 Knowledge of SRA 
 Ability to engage family in 

strengths-based discussion 
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Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Work standards involved in 
gathering sufficient information, 
and taking the time to have good 
discussion with the family about 
strengths and needs and services 
to meet those needs; not be 
cookie-cutter in services; 
addressing strengths and risks for 
all members of the family 

 Ensures that all documentation 
supports decisions made 

4.B  Identification of 
Risk Indicators and 
4.C. Identification of 
Protective Behaviors 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be adaptable to multitude 
of different situations and 
possibilities, assess individuals 
and families and be creative in 
provision of services to meet 
their needs 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication from 

others 

 Must be able to engage family in 
discussion, listen for accurate 
understanding of their needs, 
note protective behaviors that 
mitigate risk, discuss risks, and 
possible service alternatives 

 Case notes should document 
these discussions to support SRA 
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Decision Making  Gathers information 
 Identifying and understanding issues 
 Interprets information, cause-and-effect 

relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 Must be able to gather and 
interpret information from 
family and others to assess risks, 
strengths, and protective 
behaviors 

 Makes decisions about which 
risks require intervention 

 Generates alternatives for 
services 

Developing Others  Collaboratively establishes goals 
 Creates learning environment 

 Good family discussion 
creates possibility for family 
to see their strengths and see 
goals for reducing risks 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Must be able to manage work 
to ensure adequate time is 
taken with the family for 
strengths-based discussion of 
their needs and services 

 Must take time to review all 
other information gathered to 
support identification of risk 
factors 

Stress Tolerance  Maintains focus 
 Maintains relationships 

 

 Must be able to maintain 
relationship with family 
while having open discussion 
about risks 
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Risk taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Based on best interest of the 
child, must take calculated 
risk in deciding what level of 
risk to assign, whether 
certain protective behaviors 
actually mitigate risks, and 
what risks require CPS 
intervention and services;  

Technical/professional 
Knowledge and Skills 

 Knowledge of SRA 
 Ability to use gathered information to 

assess level of risk 
 Understanding of what constitutes 

protective behaviors 
 Ability to assess which risks require 

intervention 
 Ability to engage family in discussion of 

risks and possible protective behaviors 

 Knowledge of SRA 
 Ability to use gathered infor- 

mation to assess level of risk 
 Understanding of what 

constitutes protective behaviors 
 Ability to assess which risks 

require intervention 
 Ability to engage family in 

discussion of risks and possible 
protective behaviors 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Work standards involved in 
gathering sufficient information, 
and taking the time to have good 
discussion with the family about 
risks, possible protective 
behaviors that mitigate risk, etc. 

 Ensures that all documentation 
supports these decisions 

4.D.  Necessity of 
Intervention 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Must be adaptable to multitude 
of different situations and 
complex factors, assessing which 
risks need intervention  
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Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication from 

others 

 Must review all info gathered to 
assess which risks need 
intervention 

 Must be able to engage family in 
discussion, listen for accurate 
understanding of their needs, 
note protective behaviors that 
mitigate risk, discuss risks, and 
which need intervention 

 Case notes should document 
these need for intervention 

Decision Making  Gathers information 
 Identifying and understanding issues 
 Interprets information, cause-and-effect 

relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 Must be able to review and 
interpret information gathered 
from family and others to assess 
risks, strengths, and protective 
behaviors 

 Makes decisions about which 
risks require intervention 

 Generates alternatives for 
services 

Developing Others  Collaboratively establishes goals 
 Collaboratively establishes plans 
 Creates learning environment 
 Monitors progress 

 Together with family, decides 
which risks require intervention, 
creates plans for services to 
address risks, and provides for 
monitoring of progress 
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Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Must be able to manage work to 
ensure adequate time is taken for 
complete review of info needed 
to decide level or risk and 
intervention 

 Must take time to have 
collaborative discussion with 
family about  risks and 
interventions 

Managing Conflict  Opens discussions effectively 
 Clarifies the current situation 
 Remains open to all sides 
 Stays focused on resolution 
 Develops own and others’ ideas 
 Initiates action 
 Closes discussion with clear summaries 

 Must be able to have effective 
and clear discussions about risks 
that require intervention, which 
at times poses conflict with 
family who may not agree 

Risk-taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Based on best interest of the 
child, must take calculated risk 
in deciding what level of risk to 
assign, whether certain 
protective behaviors actually 
mitigate risks, and what risks 
require CPS intervention and 
services 

Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 Must be able to maintain 
relationship with family while 
having open discussion about 
risks that require intervention; 
family may not agree 
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Technical/professional 
Knowledge and Skills 

 Knowledge of SRA 
 Ability to use gathered information to 

assess level of risk 
 Understanding of what constitutes 

protective behaviors 
 Ability to assess which risks require 

intervention 
 Ability to engage family in discussion of 

risks and possible protective behaviors 
 

 Knowledge of SRA 
 Ability to use gathered infor- 

mation to assess level of risk 
 Understanding of what 

constitutes protective behaviors 
 Ability to assess which risks 

require intervention 
 Ability to engage family in 

discussion of risks and possible 
protective behaviors 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Work standards involved in 
gathering sufficient information, 
and taking the time to have good 
discussion with the family about 
risks, possible protective 
behaviors that mitigate risk, and 
what risks require CPS 
intervention, as well as what that 
intervention may be 

 Ensures that all documentation 
supports these decisions 

4.E.  Case Opening or 
Closure  (re. decision 
to open a case  with 
CPS services or close 
with aftercare plan) 

Decision Making  Gathers information 
 Identifying and understanding issues 
 Interprets information, cause-and-effect 

relationships 
 Generates alternatives 
 Chooses appropriate action 
 Commits to action 
 Involves others 

 Must be able to review and 
interpret information gathered 
from family and others to assess 
risks, strengths, and protective 
behaviors 

 Makes decisions about which 
risks require intervention 

 Generates alternatives for 
services 

Communication  Organizes the communication  Documentation to support 
decision to open case for CPS 
services or close with aftercare 
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Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Worker took time to be thorough 
in assessment and in making 
appropriate decision  

 Documentation for this decision 
 
 
 
Item 5 - Determining Whether Maltreatment Occurred 
 

 Competency Behavior or Technical/Professional Skill How this behavior relates to the 
sub-question 

5.A. Gathering 
sufficient information 
to determine whether 
maltreatment occurred 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the family 
 Ensures understanding  
 Comprehends communication from 

others 

 Documentation 
 Engagement skills with clients 
 Use of interpreter when needed 
 Knowing when an interpreter is 

needed 
 Engagement skills, use of 

language – meaningful terms, 
examples, analogies 

 Interview skills – audience could 
be clients 

 Ability to understand 
information and follow-up 
appropriately; ability to 
comprehend policy, 
substantiation guidelines, PSRT 
tips 

Decision making  Identifies issues, problems, and 
opportunities 

 Gathers information 
 Interprets information 

 The worker needs to be able to 
make decisions about whether 
they have gathered enough 
information to enter the findings 
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Managing Conflict  Opens discussions effectively 
 Clarifies the current situation 
 Remains open to all sides 
 Stays focus on resolution 
 Initiates action 

 Engagement skills to obtain 
sufficient amount of information 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Using available resources (i.e. 
case aide) to gather necessary 
information 

Risk Taking  Actively seeks opportunities 
 Calculates risk 
 Commits to action 

 Looking for opportunities to 
gather information, even though 
may be scared to do so 

 Willingness to ask the difficult 
questions 

Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 Ability to stay focused and 
engaging when stressed by 
conflict or workload 

Technical/Professional 
Knowledge and Skills 

 Interviewing skills 
 Knowledge of assessment and 

substantiation policies 

 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 

5.B. Accurate 
application of the 
substantiation 
guidelines 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Willingness to learn and apply 
substantiation guidelines and 
PSRT tips 

 Openness to learning new policy 
or procedures  
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Communication  Organizes the communication  Is able to document evidence in a 
way that sufficiently supports the 
finding- particularly when 
proposing substantiation 

Decision Making  Identifies issues, problems, and 
opportunities 

 Interprets information 
 Chooses appropriate action 
 Involves others 

 Seeing the cause and effect 
relationship, ability to apply 
guidelines 

 Consultation with supervisor and 
PSRT 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 Utilize policy exhibit, PSRT tips 
and contacting PSRT as a 
resource for substantiation 
decisions 

Risk taking  Commits to action  Follows through on proposing 
substantiation even though it 
may be overturned by PSRT, 
family might be angry 

Technical/professional 
Knowledge and Skills 

 Knowledge of substantiation guidelines 
 Knowledge of PSRT tips 
 Technical writing skills 

 Applies substantiation guidelines 
correctly 

 Applies PSRT tips correctly 
Work Standards  Sets standards for excellence 

 Ensures high quality 
 Takes responsibility 

 Does what is needed, goes above 
what is required, and doesn’t cut 
corners 
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Item 6 – Aftercare Planning 
 

 Competency Behavior or Technical/Professional Skill How this behavior relates to the 
sub-question 

6.A.  Family 
Involvement 
 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Ability to discuss/meet with all 
family members about future 
needs and plans 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication from 

others 

 Documentation 
 Engagement skills with clients; 

use of interpreter when needed 
 Engagement skills, use of 

language – meaningful terms, 
examples, analogies 

 Interview skills – audience could 
be family 

 Ability to understand 
information and follow-up 
appropriately; ability to 
comprehend policy 

Decision Making  Gathers information 
 Identifies issues, problems, and 

opportunities 
 Interprets information 
 Chooses appropriate action 
 Involves others 
 Knowledge of who to involve in 

decisions 

 Involving those who should be in 
the after care planning discussion 
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Developing Others  Collaboratively establishes development 
goals 

 Collaboratively establishes development 
plans 

 Creates a learning environment  
 Monitors progress  

 Works with individuals to 
identify options for meeting 
development goals; explores 
environmental supports and 
barriers to development; jointly 
determines appropriate 
developmental activities 

 Secures resources required to 
support development efforts; 
ensures that opportunities for 
development are available; offers 
assistance to help individuals 
overcome obstacles to learning 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 The worker takes the time to 
involve each family at time of 
closure in the planning for how 
to make their family stronger 

Technical/professional 
Knowledge and Skills 

 Knowledge of required participants 
 Knowledge of types of after care  

services available 

 Ability to identify the appropriate 
participants 

 Applies correct after care 
services 

Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 

Stress Tolerance  Maintains focus 
 Maintains relationships 
 Copes effectively 

 Ability to stay focused and stick 
with the process of engaging 
family in aftercare  

 Remains composed in stressful 
situations 
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6.B.  Provision of 
Services 

Adaptability  Tries to understand changes 
 Approaches change or newness 

positively 
 Adjusts behavior 

 Adjusts quickly to the family’s 
needs 

Communication  Organizes the communication 
 Maintains audience attention 
 Adjusts to the audience/client 
 Ensures understanding  
 Comprehends communication from 

others 

 Use of interpreter if needed 
 Interview skills 
 Ability to share appropriate 

resources 
 

Decision Making  Identifies issues, problems, and 
opportunities 

 Recognizes when adjustment to 
plan is needed and acts on it 

Risk Taking  Commits to action  Follows through with 
development of plan and offering 
services 

Developing Others  Collaboratively establishes development 
goals 

 Collaboratively establishes development 
plans 

 Monitors progress 
 

 Works with families to establish 
goals and plans for needed 
services 

 Aligns family with services, and 
monitors family and the services 
provided 

Managing Work  Prioritizes 
 Makes preparations 
 Schedules 
 Leverages resources 
 Stays focused 

 

Stress Tolerance  Maintains focus 
 Maintains relationships 

 Keeps calm under pressure when 
working with community 
partners, service providers and 
family 

 Stays focused to get things 
accomplished 
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Work Standards  Sets standards for excellence 
 Ensures high quality 
 Takes responsibility 

 Takes initiate to follow up with 
family and service providers to 
ensure all is working well 
between family and service 
provider 

Technical/Professional 
Skills and Knowledge 

 Knowledge of resources available to 
share with families 

 Implementation of services 
appropriate to the family’s 
cultural views 

Managing Conflict  Opens discussions effectively 
 Clarifies the current situation 
 Remains open to all sides 
 Stays focus on resolution 
 Develop others’ and own ideas 
 Initiates action 
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 STATE OF ARIZONA 
STATE OF ARIZONA 

  JS   POSITION DESCRIPTION QUESTIONNAIRE 
 

1. Position Number: 

 
2.  Official Classification Title:                 (Leave blank if new position.) 
CHILD PROTECTIVE SERVICES Unit Supervisor 

3.  Working Title: 
CPSUS 

4. Work Hours and Days:   
Hours and days may vary 

5.  Division: 
DCYF 

6.  Section:   

 
7.  Work Unit:   8. Physical Work Location (Street Address) and Phone #:  

Statewide 
 

9. Supervisor's Name, Official Title, Grade, and 
Phone Number: 
 
 

10. Will this Position Supervise/Manage?          Yes/No.  
                                (Circle One)                        (Circle One) 
 
 
# of Direct Reports:                   # of Indirect Reports:                
 
If position supervises/manages, the organization chart must include position 
number, class title and code, and grade for each employee being supervised by 
this position. Elaborate on authority in Section E.    
 
Supervision is defined as the authority to approve sick/annual leave, recommend 
hiring, dismissal or discipline, assign/schedule work, complete performance 
evaluations, etc. See instructions for “Manager” definition. 

 
X 

A. REQUEST TO: Establish New                 Review      X         Uncover              Update Description Only________ 
    (Check One)           
     Other, Specify__________________________________  
              (See instructions for choices.)    
     Employee Initiated?  Yes / No. See Personnel Rule R2-5-301.G.  If yes, employee should submit  
          (Circle One) through agency management.  For assistance, employee should  
          contact their agency human resources office. 
 
 
B. JUSTIFICATION STATEMENT 

1. Explain the events or changes that made this request necessary. 
The ongoing effort to accurately describe job duties and to link them to core competencies and departmental values 
and objectives creates the need for a review of the position. 
 
2. Attach an organization chart clearly identifying each position's official classification title, class code, and grade.  
Include at least two levels of supervision above this position, this position's co-workers, and, if applicable, subordinates.  
If requesting a review, two (2) organization charts (current and proposed) must be attached. 

 
C.    JOB SUMMARY - In general terms, briefly describe the purpose of this position and for what it will be held accountable. 

 Why does it exist? 
 The CPS Unit Supervisor shall: 

 Implement a practice model that engages and empowers families and communities, keeps children safe and 
promotes permanency for children. 
Supervise staff who conduct safety and risk assessments for reports of abuse/neglect 
Assist staff to analyze data and make decisions regarding children’s safety/risk, wellbeing, and permanency by 
using the agency’s Child Safety/Strengths and Risk Assessment/Case Plan process  
Develop partnerships with families and communities that keep children safe within the context of their family 
and community 
 

See Instructions for Completing Position 
Description Questionnaire (PDQ) Form. 
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 Implement a workforce centered model of management that engages staff, promotes collaboration and 
retains an engaged and committed staff.  This model also encourages individual development of staff which 
leads to continuous improvement in practice. 
Hire, orient and train staff in alignment with the agency mission, values and philosophy. 
Through regular clinical supervision and guidance provide a forum for staff to develop case management, 
interpersonal and decision-making skills consistent with the agency practice model. 
Assess staff performance in comparison to the practice model, provide coaching, support and mentoring  
 

 Promote informed and collaborative decision-making both internally and externally which results in more 
efficient resource development and utilization with the goal of improving better outcomes for children and 
families. 
Use the CPS statistics on the dashboard, data reports and the Quality Improvement process to identify areas 
for improvement in outcomes and professional development. 
Design individual and group interventions to improve identified areas. 
       

 
D. MAJOR RESPONSIBILITIES - What are the primary functions for which this position is accountable?  Using action 

verbs, please state what you do and why you do it. (e.g., Writes, prints, and distributes monthly newsletter to keep 
departmental employees informed.  Observes prison inmates to ensure order is maintained.)  Please do not combine 
dissimilar responsibilities on one line (e.g., budget preparation and staff supervision are very different functions).  
Ensure the time spent does not exceed 100%. 

List primary responsibilities in increments of 5%. 

Percent 
Time 

Spent (%) 
1. Effective Communication: Communicates verbally, in writing and through behavior in a courteous, 
respectful manner, with birth parents, providers, relatives, other team members, co-workers and the 
general public.  Required reports, letters and other correspondence are timely, thorough, factually and 
grammatically accurate, contain complete information, and convey to the reader in a clear and concise 
manner the purpose of the report, letter or correspondence. 

 Develops partnerships and collaborative working relationships with community resources; 
including contract agencies, family partners, alumni, resource families and other resource 
agencies 

 

2.  Family Engagement: Ensures CPS Specialists engage and involve the family when assessing child 
safety; identifies the family's strengths and risks to ensure child safety, well-being, and permanence.  
Recognizes the importance of a child’s/family’s emotional and spiritual attachments to their culture, birth 
family and community; works with staff to ensure they do so throughout the life of their cases. 

 Participates in Team Decision Making meetings, Child and Family Teams and other case-
specific meetings  

 Provides clinical supervision to staff that assists them in incorporating family engagement 
practices and techniques into their work with families. 

 Provides clinical supervision to staff that assists them in incorporating all appropriate team 
members in the decision-making process including fathers, incarcerated parents and extended 
family members 

 

3.  Vision and values: Routinely shares the agency's philosophy.  Supports Family to Family (F2F) values, 
principles and goals. Models critical decision making skills to build those skills in staff.  Provides group 
supervision. Models professionalism, personal accountability, and ethical conduct.  

 Regularly discusses the agency vision and values in individual. and group settings 
 Uses case examples to highlight best practices in individual and group settings. 

 

4.  Professionalism: Employee remains objective, neutral and non-judgmental; incorporates family 
centered values in case management and supervision activities; utilizes consultation with subordinates to 
ensure employee’s life experiences, values or judgments are not effecting the employee’s ability to work 
with a family/situation.   

 Models ethical behavior in all interactions with staff and families 
 Participates in activities and training that improves their supervisory skills 
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5.  Continuous Improvement: Evaluates and interprets data and information from a variety of sources to 
set goals for each employee and to assess each case manager's abilities to accomplish the agency's 
goals for safety, permanence and well-being for children  

 Record reviews- Completes reviews of case records, electronic and hard copy as part of the 
Division and District Quality Improvement plan.  Identifies individual and unit strengths and areas 
for improvement and develops Professional Skill-Building plans to address needs. 

 Dashboard data- regularly reviews Key Performance Indicators (KPIs) to identify unit strengths 
and areas for improvement  

 F2F outcomes- regularly reviews outcome reports and consults with community partners to 
identify unit strengths and strategies for improvement 

 
 

6.  Hiring, Supervision and Performance Evaluation: Recruits and hires new employees who reflect the 
vision, values and principles of the agency.  Provides regular supervision to staff which directs, mentors 
and coaches staff to provide services in a manner reflective of these values and principles. 

 Reflects family and workforce centered values in individual and group supervision 
 On-boards new hires into the work unit.   
 Builds rapport and trust with employees through employee engagement activities that are geared 

towards developing a bond between staff and the organization. 
 Conducts competency-based staff evaluations 
 Establishes individualized supervisory relationships with staff based upon their level of 

competency 
 Provides feedback to staff to assist in their development and encourages them to provide 

feedback regarding supervision. 
 Encourages professional development for staff.  Incorporates training and non-training 

experiences of staff into supervision. (transfer of learning) 

 

7. Compliance with State, Federal laws and policies: Reviews case files, court reports, case plans for 
accuracy and compliance with case management requirements 

 Attends court, FCRB hearings 
 Perform stand-by supervision duties (in rural districts) 
 Consults with staff, reviews and approves all decisions for removal of child(ren) from their home 

 
 
100% 

 
 

E. AUTHORITY - What kinds of actions and decisions will the employee in this position be authorized to make?  What 
kinds of actions and decisions will require clearance from the supervisor?  (If box #10 on Page 1 is marked “Yes”, 
description must elaborate on this supervisory authority.)  Please be specific.  
 
Responsible for the day to day operations of a Child Protective Services Unit.  This includes: 
Administrative Supervision: work assignments, scheduling, performance evaluations, review of KPI elements 
Supportive Supervision: mentoring, morale building, clinical supervision, modeling appropriate behavior 
Educational Supervision: instruction, discussion, policy review and application,  
 

F. KNOWLEDGE, SKILLS, & ABILITIES (KSAs) – What knowledge, skill and ability must the employee in this position 
have acquired in order to perform work satisfactorily?  Please be specific.  (Definitions:  Knowledge is described as 
familiarity with something or possession of information or understanding in the mind. Skill is defined as a developed 
capability to perform tasks or actions effectively.  A skill may be developed in a variety of manual, physical, intellectual or 
interpersonal activities.  Ability is defined as a natural talent or acquired expertise.) 
 
 
CPS Unit Supervisors will demonstrate the following competencies: 

Competency Knowledge  Skill Ability 

Adaptability Knowledge of The change 
process and its impact upon 
staff performance 

Skill in adjusting behaviors to 
deal effectively with changes 

Ability to treat change 
positively as opportunities for 
learning or growth          

Aligning Performance for 
Success 

Knowledge of setting 
performance goals and 
identifying measures for 
these goals 

Skill in evaluating 
performance through regular 
formal discussions with staff 

Ability to create a learning 
environment, support staff 
development, assisting staff 
in learning new tasks 
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Building a Successful Team Knowledge of team 
development methods 
including developing a clear 
mission or charter 

Skill in using a flexible 
interpersonal style to build a 
cohesive team and complete 
team goals 

Ability to involve others in 
goal setting and planning, 
model commitment to team 
expectations. 

Building Strategic Working 
Relationships 

Knowledge of techniques to 
build effective working 
relationships 

Skill at clarifying the 
situation, facilitating 
agreement, establishing 
strong interpersonal 
relationships 

Ability to develop and use 
collaborative relationships to 
accomplish work goals          

Building Trust Knowledge of techniques for 
developing trusting 
relationships including 
demonstrating honesty, 
keeping commitments and 
behaving in a consistent 
manner. 
 

Skill in sharing thoughts and 
rationale so that others 
understand a personal 
position, giving credit to 
others 

Ability to treat others with 
dignity, respect and fairness 

Cultural Competency Knowledge of varying 
cultures, beliefs and values 
in self and others.  
Awareness of how one’s own 
personal beliefs  
 and values influence 
decision making and service 
provision; and, impacts 
outcomes for 
clients/individuals/families 

Skill in learning new patterns 
of behavior that are 
appropriate to 
clients/individuals/families 
and effectively applies  
 those behaviors.  Seeks 
resources to develop 
effective strategies in 
working with 
clients/individuals/families. 

Ability to incorporate the 
values and beliefs of the 
client/ individual/family into 
one’s practice to the extent  
 that they are not in conflict 
with laws, ethical and agency 
standards.  Awareness of the 
effect of institutional barriers  
 on diverse populations and 
appropriately advocates for 
and with 
clients/individuals/Families.    

Decision Making            Knowledge of the decision-
making process- Identifying 
and understanding issues, 
problems, and opportunities; 
comparing data from 
different sources to draw 
conclusions; using effective 
approaches for choosing a 
course of action; taking 
action that is consistent with 
available facts, constraints, 
and probable 
consequences. 

Skill in involving others in the 
decision-making process 

Ability to commit to action, 
revise plans based upon new 
information           

Facilitating Change   Knowledge of techniques for 
encouraging others to seek 
opportunities for different 
and innovative approaches 
to addressing problems and 
opportunities; facilitating the 
implementation and 
acceptance of change within 
the workplace 

Skill in addressing resistance 
to change, managing 
complexity and 
contradictions 

Ability to encourage staff to 
question assumptions, 
involve stakeholders in the 
change process 
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Leading Through Vision and 
Values 

Knowledge of the 
organization’s vision and 
values and effective 
techniques for 
communicating them 

Skill in translating vision and 
values into day to day 
activities and behaviors 

Ability to motivate others to 
act in a manner consistent 
with the vision and values 

Managing Conflict Knowledge of effective 
techniques and interpersonal 
styles to reduce tension or 
conflict 

Skill in identifying underlying 
causes of conflict 

Ability to objectively collect 
information from all sides, 
establish a clear rationale for 
resolving conflict stay 
focused upon conflict 
resolution 

Planning and Organizing Knowledge of project 
management including 
prioritization, determining 
tasks and resources 
required, establishing a 
course of action for self and 
others to ensure that work is 
completed efficiently. 

Skill in taking advantages of 
available resources, 
coordinating with internal 
and external partners 

Ability to allocate appropriate 
amounts of time, staff and 
resources to complete the 
project. 

Stress Tolerance Knowledge of effective 
techniques for coping with 
stress, impact of continued 
stress upon productivity 

Skill in using time and 
energy productively 
 

Ability to present a positive 
disposition in stressful 
situations, develop 
appropriate strategies to 
reduce stress. 

Work Standards Knowledge of performance 
standards and reasonable 
expectations for completing 
tasks techniques to establish  
           accountability for 
successfully completing 
assignments or tasks 
 

Skill in setting standards for 
excellence, dedicating time 
and energy to assignments 
or tasks, working 
           to overcome 
obstacles. 

Ability to set criteria or work 
procedures to achieve a high 
level of quality and 
productivity      

   

Professional Knowledge and 
Technical Skills: 

Knowledge of State Policy 
and Procedures as they 
pertain to Child Protective 
Services 
Knowledge of Federal and 
State of Arizona Child 
Welfare Laws 

Knowledge of the legal 
issues and social work 
principles that effect child 
welfare practice           
Knowledge of the stages, 
processes and milestones of 
normal physical, cognitive, 
social and emotional  
development of children 
from birth through 
adolescence to assess risk 
and develop case plans 

Skill in applying policy and 
law in case situations 
through consultation with 
staff. 

Ability to interpret policy and 
law in a manner consistent 
with the agency mission and 
vision 
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SPECIAL REQUIREMENTS:  All applicants for Child Protective Services (CPS) Unit Supervisor are required to have a 
current, valid Arizona driver’s license; reliable auto transportation; current, valid auto insurance, the ability to secure an 
Arizona Fingerprint Clearance Card; and the ability to secure clearance from the CPS Central Registry.  In addition, most 
CPS Unit Supervisor positions require some overtime each week; and, outside Maricopa and Pinal counties, the positions 
require  the ability to work scheduled standby duty, i.e., taking calls after regular business hours and resolving matters for 
families and authorities. 
  
SPECIAL NOTE:   

  
How would the KSAs you have specified ordinarily be acquired?  If education or training is cited, specify 
subject areas and courses.  (Only list degrees or certifications if they are required to perform the job (e.g., 
C.P.A., Registered Nurse, Attorney)  If work experience is cited, specify type of work and time on the job 
required. 

 College degree in Social work or related field.  Prior experience in child welfare. 
 
SUPERVISOR/AUTHORIZED AGENCY REPRESENTATIVE MUST COMPLETE SECTION G.  
 
G. ESSENTIAL JOB FUNCTIONS -    What are the physical, mental and environment demands for this position?  Functions 

identified must coincide with the description of duties and major functions for this position.  The functions should focus on 
what is to be done and the processes traditionally used to achieve the result or produce the end results.  Essential vs. 
marginal functions should reflect fundamental requirements for this position; and with the absence of such requirements the 
nature, scope, level or purpose of the position would be changed.  

 
For each of the following requirements, indicate the frequency which it occurs to this position.   
C = Continuously (>66%);   F = Frequently (34-66%); O = Occasionally (10-33%);   N/A = Not Applicable. 
 

 
PHYSICAL DEMANDS 

 
Frequency 

 
Applicable Major Functions 

 
Balancing 

 
N/A 

 
 

 
Climbing 

 
N/A 

 
 

 
Crawling 

 
N/A 

 
 

 
Fine Dexterity 

 
C 

 
 

 
Foot Controls 

 
N/A 

 
 

 
Hearing 

 
C 

 
 

 
Kneeling/Crouching/Bending 

 
O 

 
 

 
Manual Dexterity 

 
C 

 
 

 
Lifting/Carrying___50_____pounds F< 50 lbs 

R> 50 lbs 

 
 

 
Pushing/Pulling___50______pounds 

 
O 

 
 

 
Reaching 

 
F 

 
 

 
Sitting 

 
C 

 
All 

 
Standing 

 
C 

 
All 

 
Talking 

 
C 

 
All 

 
Twisting 

 
F 

 
 

 
Upper Extremity Repetitive Motion 

 
C  

 
Vision 

 
C  

 
Walking/Running 
         short distances__F__     long distances___R___ 

 
F –short 
R -long 

 
 

 
Other (describe) 
Sleep deprivation/interruption while on standby duty 

 
O 

 
 

 
 
 NON-PHYSICAL DEMANDS 

 
Frequency 

 
Applicable Major Functions 
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Analysis/Reasoning 

  
F 

  
All 

  
Communication Skills  (distinguish from “talking” if additional requirement to 
simultaneously mentally analyze or reason and verbally express) 

  
C 

  
All 

  
Math/Mental Computation 

  
O 

 
  
Reading 

  
C 

 
  
Sustained Mental Activity  (Example: auditing, grant writing, composing reports, 
problem solving) 

 
C 

 
All 

  
Writing 

  
C 

 
  
Other (describe) 

  
 

  
 

 
 
 ENVIRONMENTAL  DEMANDS 

 Frequency  Applicable Major Functions 
   Work Alone?    Yes    X         No            % of time 

 C  All 

  
Dust 

 O 
 

  
All 

  
Frequent Task Changes 

 C  
All 

  
High Volume Public Contact 

  
C 

  
1, 3, 4, 5, 8, 9 

  
Loud Noises 

  
 

  
 

  
Physical Abuse/Physical Danger 

  
O 

  
3, 9 

  
Tedious/Exacting Work 

  
C 

 
2, 5, 7, 8 

  
Temperature Extremes 

  
O 

  
3, 5, 9 

  
Toxic Substances, i.e., solvents, degreasers, herbicides, pesticides, 
asbestos, printer toner, etc.  

  
N/A 

  
 

 
EMPLOYEE SIGNATURE: SIGNATURE:  Except for Part G, Essential Job Functions, this questionnaire should have been completed by the employee 

working in this position, unless the position is now vacant.  If it is vacant, the supervisor of the position should complete it.  If 
for any reason this is not possible, a person thoroughly familiar with the position may complete it on behalf of the supervisor.  
The signature below must be that of the person who did complete the questionnaire. 

 
The statements I made in this questionnaire are complete and accurate, and they correctly describe the aspects 
of the job for which information was requested. 

 
 
                                                                                                                                                                                                  
               Print Name and Sign                                                                                                                         Date 
  
 

TO THE SUPERVISOR: TO THE SUPERVISOR:  In the space below, please provide any additional information that you believe will contribute to a 
clearer understanding of the duties performed by this position.   Use additional paper if needed. 
 
 
 
 
 
 
                                                                                                                                                                                                   
               Print Name and Sign                                                                                                                          Da te  
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TO THE AGENCY DIRECTOR OR THE AUTHORIZED REPRESENTATIVE OF THE AGENCY DIRECTOR:  
This space is reserved for your comments and certification of the contents of this document. 
 
Comments: 
 
 
 
 
 

I have reviewed the contents of the questionnaire, and it accurately describes this position.  
 
 
                                                                                                                                                                                                     
                Signature                                                                             Title                                                           Date 
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STEP-BY-STEP INSTRUCTIONS FOR PASE SCORING 
AND RECORD-KEEPING 

 
CPS Unit Supervisor: 
 

1. Go over the Competencies and Key Behaviors, and the expectations in each 
Performance Category of Safety, Well-being, and Permanency, with each 
CPSS, as they sign off on the new PASE planner. 

 
2. CPSUS perform one (1) case review per CPSS per month (cases randomly 

identified by Central Office) using the PASE Record Review tool; do these 
early or mid-month, and if there are items missing that could be corrected, ask 
the CPSS to complete those items so that you can rate the review as highly as 
possible.  NOTE:  Your APM will do a second-level review on at least two of 
your cases over the course of the year’s rating period. 

 
3. Enter each CPSS’ review data into the Summary Sheet for PASE Record 

Reviews (this becomes your Monthly Summary).  If you supervise a Mixed 
Unit, then use the Mixed Unit Summary sheet.  By the end of the year you 
will have 12 of these reviews for each CPSS (only 10 for this 2010-2011 
rating period are required).  During the year, you may begin to see patterns 
such as areas that are problematic for the whole unit, or that one or more 
individuals are particularly struggling.  This helps you to focus your help and 
get the right resources. 

 
4. Make note of any positive or negative feedback that you have received or 

behaviors that you note during the year for each CPSS; discuss with your 
employee throughout the year and document those discussions.  There should 
be no surprises at the year-end PASE. 

 
5. PASE Annual Evaluation:  At the end of the rating period you will have 12 

of the PASE Record Reviews for each CPSS in your unit (only 10 for this 
rating period of 2010-2011.)  You will now use the Summary Sheet as an 
Annual Summary and give it to your APM.  As discussed in training, the 
scoring of the Competencies is based on your judgment, except for #14, which 
is scored 1, 3, or 5 per DOA guidelines.   

 
Complete the Summary Sheet to show the performance jfor all CPSS in your 
unit.  TURN THIS SUMMARY SHEET IN TO THE APM and discuss.  
Discuss any adjustments that you feel are appropriate, patterns that you see, 
AND discuss what you as a supervisor are doing to address problem areas for 
the unit or individual. 

 
*To obtain the percentage for each performance category for each CPSS: 
In each line of the Summary Sheet, count the # of YESes in that CPSS’ case 
reviews and divide by the # of cases reviewed.  E.g. ~ CPSS had YES on 
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meeting Initial Response time 8 times out of 10 cases reviewed.  8 divided by 
10 = 80% .   Do the same for each line of the categories; you are simply 
adding how many YESes, divided by # of cases reviewed. 
 
These percentages are what you need for the PASE.  Using the Scoring sheet, 
assign a PASE score of 1, 2, 3, 4, or 5, as described.  Adjustments must be 
approved by your APM. 

 
 
 
CPS Assistant Program Manager: 
 

1. Throughout the rating period, consult with each of your supervisors on how 
their unit and individual CPSS are doing.  You as the APM are a mentor and 
coach to your supervisors, and your support and guidance in performance 
management is essential.  Help your supervisors to identify areas of strength 
and problem areas.  Help them to coach individuals on behaviors related to the 
competencies, and to find resources when needed.    

 
2. It is recommended that you do random 2nd-level reviews of some of their 

identified cases, to ensure that performance is being tracked.  At the end of the 
rating period, each APM is to have reviewed at least 2 cases on each CPSUS. 

 
3. PASE Annual Evaluation of CPSUS:  In preparation for their own PASE 

evaluation, each CPS will give to their APM the Summary Sheet of their 
unit’s performance (showing all the %’s for each CPSS based on the PASE 
record reviews). 

 
The APM will determine the Unit’s overall performance in each category and 
sub-category, by using both the dashboard, and by the Summary that the 
CPSUS has completed. 
 
To determine the “Unit Average” add up the row of % scores for all of the 
CPSS and divide by the total of CPSS in that unit.  This gives you the average 
for the unit; by looking at the overall AND each CPSS’ performances, the 
APM can assist the Sup to identify what may be a system problem, what may 
be a problem with one person’s performance (that is pulling down the unit 
average and needs to be addressed), or what other assistance the unit may 
need.   
 
APMs ~ Make a note of how many cases received your 2nd-level review for 
each supervisor and sign the Summary.  Your review should confirm the 
CPSUS’ review; if there are discrepancies, those should be discussed with the 
Supervisor immediately.  That is why they should be done over the year. 
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The PASE Score for the CPSUS is based on the Unit average performance in 
each category and the competencies for that supervisor.  As with all PASEs, 
a score below 3 requires an Notice of Need for Improvement, and a plan to 
correct; a score of 5 requires documentation and justification of such a high 
score.  THERE MAY BE MITIGATING CIRCUMSTANCES, that merit an 
adjustment to the PASE rating, and these can be discussed with the APM and 
approved by the PM, and justification for adjustments to PASE must be 
attached. 
 
Adjustments in PASE ratings for the CPSUS:   
 
If the unit overall and most of the staff are not meeting the outcomes, the 
APM should discuss the reasons for this with the Supervisor, and consider 
what the Supervisor has done during the rating period to address the problem 
areas, whether individual or unit-wide.  This is a unit-by-unit discussion with 
the APM and PM.  Some possible reasons for adjustment may include: 
 

 Unit vacancies severely impacting the workload 
 Unit with several new CPSS, requiring more supervision time 
 Supervisors covering more than one unit 
 Unit performance overall OK, but average dragged down by 1 or 2 

individuals AND supervisor is working with those individuals on their 
performance (performing their responsibility as a sup) 

 Other issues outside of the Supervisor’s control, extenuating 
circumstances as approved by the APM and PM 

 
 
Resources for Improvement: 
 
Consult with CWTI Training Department, Practice Improvement Department, Angie 
Amparan, CSA/SRA/CP policy specialist; or DES-OMD Training Department.  These 
departments can provide or direct you to trainings, refreshers, coursework, unit 
refreshers, and individual assistance in all performance areas, as well as competency 
behaviors. 



to:

 Not applicable

 Retain

 Extend

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

CATEGORY TOTAL 150% 0% 0.00

0.00

Date: 

Date: 

Date: 

CPS Specialist

Total PASE Rating

Performance 
Category #4:

Performance 
Category #6:

Performance 
Category #5:

SAFETY - MIXED UNIT

WELL BEING

PERMANENCY

REVIEWER:

RATING PERIOD:DIVISION:

Rater Signature:

Reviewer Signature:

PLEASE READ:  Signatures indicate that the appraisal meeting has been held.  You may attach comments to the appraisal you have 
received.  You also have the right to grieve the appraisal you have received.  Please be alerted - there is a time limit involved.  See your 
agency's Grievance Procedure/s for more details. If your rater has not provided you a copy, you may obtain a copy from your Human 
Resources/Personnel Representative.

Employee Signature:

Performance 
Category #1:

For permanent status employees, if there are any ratings below a 3.0 = "Meets Expectations," a Notice of Necessity to Improve or 
comparable performance improvement plan must be developed and attached to this appraisal.

Performance 
Category #2:

 ANNUAL

APPRAISAL TYPE:

Category 
Weight x

Weighted 
Rating

SAFETY - ONGOING

EMPLOYEE NAME:

Category 
Rating =

 COMPETENCIES

 CLOSE-OUT

 OTHER Dismiss or Revert (contact your HR/Personnel Representative)

 END OF PROBATION

SAFETY - INV

Performance 
Category #3:

PASE RATING SUMMARY

CHILDREN, YOUTH AND FAMILIES

Dept of Economic Security

RECOMMENDATION REGARDING PROBATION:

CLASSIFICATION:

SUPERVISOR:EIN:

SECTION/UNIT:

AGENCY:



CPS SPECIALIST PERFORMANCE STANDARDS FORM

Rating Period: to:

25%

Rating Item Adjustment
Verification 

Method
D W R WR

1 Adaptability: Maintaining effectiveness when experiencing 
major changes in work tasks or the work environment; 
adjusting effectively to work within new work structures, 
processes, requirements, or cultures.
• Tries to understand changes
• Approaches change or newness positively
• Adjusts behavior

Case review, 
observation, 
feedback

10.0% 0.0 0.00

2 Communication:  Clearly convey information and ideas 
through a variety of media to individuals or groups in a 
manner that engages the audience and helps them 
understand and retain the message.                                      
•  Organizes the communication                                             
•  Adjust to the audience                                                         
•  Ensures understanding                                                       
•  Comprehends communication from others                         
•  Adheres to accepted conventions                                       
•  Maintains audience attention                         

Case review, 
observation, 
feedback

10.0% 0.0 0.00

3 Managing Work: Effectively managing one's time and 
resources to ensure that work is completed efficiently.
• Prioritizes
• Makes preparations
• Schedules
• Leverages resources
• Stays focused

Case review, 
observation, 
feedback

10.0% 0.0 0.00

4 Technical Professional Skill and Knowledge : Having 
achieved a satisfactory level of technical and professional 
skill or knowledge in position related areas; keeping up 
with current developments and trends in areas of 
expertise.
• Possesses relevant knowledge and skills 
• Maintains knowledge and skills 

Observation, 
feedback, meeting 
minutes

10.0% 0.0 0.00

Performance Category:  COMPETENCIES

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Leadership that engages and empowers families and communities, keeps children safe and 
prmotes permanency for children; workforce centered model of management that engages staff, 
promotes collaboration and retains an engaged and committed staff.  

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

Category Weight:

Name:   



Rating Item Adjustment
Verification 

Method
D W R WR

5 Cultural Competence:  Responding respectfully and 
effectively to people of all cultures, languages, socio-
economic classes, races, ethnic backgrounds, religions, 
sexual orientation and other diversity factors in a manner 
that recognizes, affirms, and values the worth of 
individuals, families and communities, and protects, 
preserves, and advocates for the dignity of each.                  
•Cultural Recognition
•Awareness of Own Beliefs and Values
•Demonstrates Respect
•Continuous Learning
•Adopts New Behaviors
•Recognizes limitations
•Leverage resources
•Advocacy 

10.0% 0.0 0.00

6 Decision Making: Identifying and understanding issues, 
problems, and opportunities; comparing data from different 
sources to draw conclusions; using effective approaches 
for choosing a course of action or developing appropriate 
solutions; taking action that is consistent with available 
facts, constraints, and probable consequences.
• Identifies issues, problems, and opportunities
• Gathers information
• Interprets information
• Generates alternatives
• Chooses appropriate action
• Commits to action
• Involves others

Review of reports 
and 
correspondence

10.0% 0.0 0.00



Rating Item Adjustment
Verification 

Method
D W R WR

7 Managing Conflict: Dealing effectively with others in an 
antagonistic situation; using appropriate interpersonal 
styles and methods to reduce tension or conflict between 
two or
 more people.
• Opens discussions effectively
• Clarifies the current situation
• Remains open to all sides
• Stays focused on resolution
• Develops others’ and own ideas
• Initiates action
• Closes discussions with clear summaries

10.0% 0.0 0.00

8 Stress Tolerance: Maintaining stable performance under 
pressure or opposition (such as time pressure or job 
ambiguity); handling stress in a manner that is acceptable 
to others and to the organization.
• Maintains focus
• Maintains relationships
• Copes effectively

10.0% 0.0 0.00

9 Work Standards: Setting high standards of performance 
for self and others; assuming responsibility and 
accountability for successfully completing assignments or 
tasks; self-imposing standards of excellence rather than 
having standards imposed.
• Sets standards for excellence
• Ensures high quality
• Takes responsibility
• Encourages others to take responsibility

10.0% 0.0 0.00

10 Developing and Engaging Individuals and/or Families:  
Planning and supporting the development of individual's 
skills and abilities.
• Collaboratively establishes development goals
• Collaboratively establishes developement plans
• Matches resources to need
• Monitors progress               

10.0%

100% 0.0 0.00

0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

TOTAL: 

PERFORMANCE PLAN Employee acknowledgment:     

Category Rating

Reviewer Approval:

MID-PERIOD DISCUSSION Employee acknowledgment:

NAME OF RATER:

PERFORMANCE APPRAISAL Employee acknowledgment:



 to:

Employee Comments:

Rating Period:Name:   

Rater Comments:

Performance Category:    COMPETENCIES Category Weight:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. The CPSS responds to all assigned incoming reports on time, 
according to agency policy. Case Review, observation 

and Dashboard
33% 0.0 0.00

2. The CPSS interviews all required adults and children,alone 
and/or in-person as required by policy.

Case review, clinical 
supervision, group 
supervision 

34% 0.0 0.00

3. The CPSS gathers sufficient information to identify whether 
each of the 17 safety threats listed in the CSA was present or 
not present. 

Case review, clinical 
supervision 

33% 0.0 0.00

4.

0% 0.00

5.

0% 0.00

6.

0% 0.00

7.
0% 0.00

8.
0% 0.00

9.
0% 0.00

10.
0% 0.00

11.
0% 0.00

100% 0.0 0.00
Category Rating 0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer Title: Date: 

NAME OF RATER:

CPS UNIT SPECIALIST PASE PERFORMANCE STANDARDS FORM

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

to:

Performance Category:  SAFETY - INVESTIGATION Category Weight:

Name:   

TOTAL: 

PERFORMANCE APPRAISAL Employee acknowledgment:

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

Reviewer Approval:



 to:Name:   Rating Period:

Performance Category:   SAFETY Category Weight:

Employee Comments:



Rating Period:

25%

Rating Item Adjustment
Verification 

Method
D W R WR

1 The CPSS gathers sufficient information to 
identify whether each of the 17 safety threats 
listed in the CSA was present or not present.  

Case review, 
clinical 
supervision 

33.0% 0.0 0.00

2 The CPSS develops and continually monitors, 
reassesses, updates, and reevaluates the need for 
safety plans as required by policy.

Case review, 
clinical 
supervision

33.0% 0.0 0.00

3 The CPSS conducts CSA/SRA reassessments at a 
minimum of every 6 months or more often based 
on changes in case circumstances.

Case review, 
clinical 
supervision 

34.0% 0.0 0.00

4
0.0% 0.00

5
0% 0.00

6
0% 0.00

7
0% 0.00

100% 0.0 0.00
Rating 0.00

Date: 

Date: 

Date: 

Signature: Date: NAME OF RATER:

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

TOTAL: 

CPS SPECIALIST PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:  SAFETY - ONGOING Category Weight:



Reviewer 
Title: Date: 

 to:Name:   Rating Period:

Employee Comments:

Performance Category:   SAFETY Category Weight:

Reviewer Approval:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. In investigation cases, the CPSS 
responds to all assigned incoming 
reports on time, according to agency 

li

Case Review, 
observation and 
Dashboard

20.0% 0.0 0.00

2. In investigation cases, the CPSS 
interviews all required adults and 
children, alone and/or in-person as 
required by policy.

Case review, clinical 
supervision, group 
supervision 

20.0% 0.0 0.00

3. In investigation and ongoing cases, 
the CPSS gathers sufficient 
information to identify whether each 
of the 17 safety threats listed in the 
CSA was present or not present.  

Case review, clinical 
supervision 

20.0% 0.0 0.00

4. In ongoing cases, the CPSS develops 
and continually monitors, reassesses, 
updates, and reevaluates the need for 
safety plans as required by policy.

Case review, clinical 
supervision

20.0% 0.0 0.00

5. In ongoing cases, the CPSS conducts 
CSA/SRA reassessments at a 
minimum of every 6 months or more 
often based on changes in case 
circumstances.

Case review, clinical 
supervision 

20.0% 0.0 0.00

6.
0.0% 0.00

7.
0% 0.00

8.
0% 0.00

100% 0.0 0.00
Category Rating 0.00

CPS SPECIALIST PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:  SAFETY - MIXED UNIT Category Weight:
Rating Scale:

5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable
(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

TOTAL: 



Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

 to:

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

Reviewer Approval:

NAME OF RATER:

PERFORMANCE PLAN Employee acknowledgment:     

Name:   Rating Period:

Performance Category:   SAFETY Category Weight:



Employee Comments:



Rating Period:

25%

Adjustment
Verification 

Method
D W R WR

1. In all cases in which a removal occurred, the CPSS makes 
concerted efforts to identify, locate and evaluate maternal and 
paternal relatives as potential placements for the child.      

Review of case 
documentation, 
observation, 
clinical 
supervision 

25% 0.0 0.00

2. The CPSS makes concerted efforts to identify and maintain 
contact with fathers in all cases reviewed. 

Case reviews, 
parent locater, 
TDM, CFTs 

25% 0.0 0.00

3. The CPSS arranges or provides appropriate services to address 
the identified needs of the mother and father.

Case reviews, 
case plan 
staffings, clinical 
supervision

25% 0.0 0.00

4.
When the permanency goal is reunification, the CPSS 
completes the Reunification Prognosis Guide not later than 45 
days from child(ren)'s initial removal in all cases reviewed. 

Case reviews, 
clinical 
supervision 

25% 0.0 0.00

5. 0% 0.0 0.00
6. 0% 0.0 0.00
7.

0% 0.0 0.00

8.
0% 0.0 0.00

100% 0.0 0.00

0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

NAME OF RATER:

Reviewer Approval:

Rating Item

TOTAL: 

Category Rating

PERFORMANCE PLAN Employee acknowledgment:     

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Permanency - Children have permanency and stability in their relationships.  They have 
continuity of family relationships and connections are preserved for children.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

CPS SPECIALIST PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:   PERMANENCY Category Weight:



 to:

Employee Comments:

Name:   Rating Period:

Performance Category:   PERMANENCY Category Weight:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. The CPSS contacts with the mother and father occur per 
policy and the quality of discussion during the contacts is 
sufficient to address isssues pertaining to the safety, 
permanency and well being of the children and promote 
achievement of case goals.    

Case review 25% 0.0 0.00

2. The CPSS' visits with children and their caregivers occur 
monthly; each child is seen alone for part of each monthly 
visit in accordance with DCYF policy, and the visits address 
the safety, permanency, well being needs of child(ren) in all 
cases reviewed.  

Case review, 
observation and 
Dashboard

25% 0.0 0.00

3. The CPSS holds case plan staffings in accordance with DCYF 
policy in all cases reviewed.

Case review, 
observation and 
Dashboard

25% 0.0 0.00

4. The CPSS actively involves mothers, fathers and children age 
6 or older (unless developmentally incapable) in the case 
planning process in all cases reviewed. 

Case review 25% 0.0 0.00

5

6
0% 0.00

7
0% 0.00

100% 0.0 0.00

0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

NAME OF RATER:

Reviewer Approval:

TOTAL:  

Category Rating

CPS SPECIALIST PASE PERFORMANCE STANDARDS FORM

Category Weight:

to:

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

Families have enhanced capacity to provide for the full range of their children's needs, children 
receive appropriate services to meet their educational, medical and mental health needs.

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Performance Category:  WELL BEING

Name:   



 to:

Employee Comments:

Name:   

Performance Category:   WELL BEING

Rating Period:

Category Weight:



CPSUS  

to:

 Not applicable

 Retain

 Extend

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

25% 0.00 0.00

CATEGORY TOTAL 150% 0% 0.00

0.00

Date: 

Date: 

Date: 

Performance 
Category #4:

Performance 
Category #6:

Performance 
Category #5:

SAFETY - MIXED UNIT

WELL BEING

PERMANENCY

Rater Signature:

Reviewer Signature:

PLEASE READ:  Signatures indicate that the appraisal meeting has been held.  You may attach comments to the appraisal you have 
received.  You also have the right to grieve the appraisal you have received.  Please be alerted - there is a time limit involved.  See your 
agency's Grievance Procedure/s for more details. If your rater has not provided you a copy, you may obtain a copy from your Human 
Resources/Personnel Representative.

Employee Signature:

Total PASE Rating

DIVISION:

Performance 
Category #1:

For permanent status employees, if there are any ratings below a 3.0 = "Meets Expectations," a Notice of Necessity to Improve or 
comparable performance improvement plan must be developed and attached to this appraisal.

Performance 
Category #2:

 ANNUAL

REVIEWER:

RATING PERIOD:

APPRAISAL TYPE:

Category 
Weight x

Weighted 
Rating

SAFETY - ONGOING

EMPLOYEE NAME:

Category 
Rating =

LEADERSHIP COMPETENCIES

 CLOSE-OUT

 OTHER Dismiss or Revert (contact your HR/Personnel Representative)

 END OF PROBATION

SAFETY - INV

Performance 
Category #3:

PASE RATING SUMMARY

CHILDREN, YOUTH AND FAMILIES

Dept of Economic Security

RECOMMENDATION REGARDING PROBATION:

CLASSIFICATION:

SUPERVISOR:EIN:

SECTION/UNIT:

AGENCY:



CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Rating Period: to:

25%

Rating Item Adjustment
Verification 

Method
D W R WR

1 Adaptability: Maintaining effectiveness when experiencing 
major changes in work tasks or the work environment; 
adjusting effectively to work within new work structures, 
processes, requirements, or cultures.
• Tries to understand changes
• Approaches change or newness positively
• Adjusts behavior

Case review, 
observation, 
feedback

0.0 0.00

2 Aligning Performance for Success:  Focusing and 
guiding others in accomplishing work objectives.
• Sets performance goals
• Establishes approach
• Creates a learning environment
• Collaboratively establishes development plans
• Tracks performance
• Evaluates performance

Case review, 
observation, 
feedback

0.0 0.00

3 Building a Successful Team: Using appropriate methods 
and a flexible interpersonal style to help build a cohesive 
team; facilitating the completion of team goals.
• Develops direction
• Develops structure
• Facilitates goal accomplishment
• Involves others
• Informs others on team
• Models commitment
• Monitors partnership

Case review, 
observation, 
feedback

0.0 0.00

4 Building Strategic Working Relationships: Developing 
and using collaborative relationships to facilitate the 
accomplishment of work goals.
• Seeks opportunities.
• Clarifies the current situation
• Develops others’ and own ideas
• Subordinates personal goals
• Facilitates agreement
• Uses Key Principles

Observation, 
feedback, meeting 
minutes

0.0 0.00

Performance Category: LEADERSHIP COMPETENCIES

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Leadership that engages and empowers families and communities, keeps children safe and 
prmotes permanency for children; workforce centered model of management that engages staff, 
promotes collaboration and retains an engaged and committed staff.  

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

Category Weight:

Name:   



Rating Item Adjustment
Verification 

Method
D W R WR

5 Building Trust: Interacting with others in a way that gives 
them confidence in one’s intentions and those of the 
organization.
• Operates with integrity
• Discloses own and agency expections/positions
• Remains open to ideas
• Supports others                                                                    
• Maintains confidentiality

APM review, 
observations, 
feedback

0.0 0.00

6 Cultural Competence:  Responding respectfully and 
effectively to people of all cultures, languages, socio-
economic classes, races, ethnic backgrounds, religions, 
sexual orientation and other diversity factors in a manner 
that recognizes, affirms, and values the worth of 
individuals, families and communities, and protects, 
preserves, and advocates for the dignity of each.                  
•Cultural Recognition
•Awareness of Own Beliefs and Values
•Demonstrates Respect
•Continuous Learning
•Adopts New Behaviors
•Recognizes limitations
•Leverage resources
•Advocacy 

0.0 0.00

7 Decision Making: Identifying and understanding issues, 
problems, and opportunities; comparing data from different 
sources to draw conclusions; using effective approaches 
for choosing a course of action or developing appropriate 
solutions; taking action that is consistent with available 
facts, constraints, and probable consequences.
• Identifies issues, problems, and opportunities
• Gathers information
• Interprets information
• Generates alternatives
• Chooses appropriate action
• Commits to action
• Involves others

Review of reports 
and 
correspondence

8% 0.0 0.00

8 Facilitating Change: Encouraging others to seek 
opportunities for different and innovative approaches to 
addressing problems and opportunities; facilitating the 
implementation and acceptance of change within the 
workplace.
• Encourages creativity within agency guidelines
• Values sound approaches
• Rewards change
• Addresses change resistance
• Manages complexity and contradictions

Observation, 
feedback

0.0 0.00

9 Leading Through Vision and Values: Keeping the 
organization’s vision and values at the forefront of 
associate decision making and action.
• Communicates the importance of the vision and values
• Moves others to action
• Models the vision and values
• Rewards living the vision and values

Observation, 
feedback

0.0 0.00



Rating Item Adjustment
Verification 

Method
D W R WR

10 Managing Conflict: Dealing effectively with others in an 
antagonistic situation; using appropriate interpersonal 
styles and methods to reduce tension or conflict between 
two or
 more people.
• Opens discussions effectively
• Clarifies the current situation
• Remains open to all sides
• Stays focused on resolution
• Develops others’ and own ideas
• Initiates action
• Closes discussions with clear summaries

0.0 0.00

11 Planning and Organizing: Establishing courses of action 
for self and others to ensure that work is completed 
efficiently.
• Prioritizes
• Determines tasks and resources
• Schedules
• Leverages resources
• Stays focused

0.0 0.00

12 Stress Tolerance: Maintaining stable performance under 
pressure or opposition (such as time pressure or job 
ambiguity); handling stress in a manner that is acceptable 
to others and to the organization.
• Maintains focus
• Maintains relationships
• Copes effectively

0.0 0.00

13 Work Standards: Setting high standards of performance 
for self and others; assuming responsibility and 
accountability for successfully completing assignments or 
tasks; self-imposing standards of excellence rather than 
having standards imposed.
• Sets standards for excellence
• Ensures high quality
• Takes responsibility
• Encourages others to take responsibility

0.0 0.00

14 Supervisor completes the PASE performance appraisal for 
covered employees adhering to designated timelines.  
Managers are also responsible for ensuring subordinate 
supervisors also meet this standard.

100% 0.0 0.00

0.00

TOTAL: 

Category Rating



Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

PERFORMANCE PLAN Employee acknowledgment:     

Reviewer Approval:

MID-PERIOD DISCUSSION Employee acknowledgment:

NAME OF RATER:

PERFORMANCE APPRAISAL Employee acknowledgment:



 to:

Employee Comments:

Rating Period:Name:   

Rater Comments:

Performance Category:   LEADERSHIP COMPETENCIES Category Weight:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. The CPSUS ensures that all incoming reports are responded 
to on time, according to agency policy. Case Review, observation 

and Dashboard
33% 0.0 0.00

2. The CPSUS ensures that all required adults and children are 
interviewed, alone and/or in-person as required by policy.

Case review, clinical 
supervision, group 
supervision 

34% 0.0 0.00

3. The CPSUS ensures the CPSS gathered sufficient 
information to identify whether each of the 17 safety threats 
listed in the CSA was present or not present. 

Case review, clinical 
supervision 

33% 0.0 0.00

4.

0% 0.00

5.

0% 0.00

6.

0% 0.00

7.
0% 0.00

8.
0% 0.00

9.
0% 0.00

10.
0% 0.00

11.
0% 0.00

100% 0.0 0.00
Category Rating 0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer Title: Date: 

NAME OF RATER:

CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

to:

Performance Category:  SAFETY - INVESTIGATION Category Weight:

Name:   

TOTAL: 

PERFORMANCE APPRAISAL Employee acknowledgment:

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

Reviewer Approval:



 to:Name:   Rating Period:

Performance Category:   SAFETY Category Weight:

Employee Comments:



Rating Period:

25%

Rating Item Adjustment
Verification 

Method
D W R WR

1 The CPSUS ensures the CPSS gathered sufficient 
information to identify whether each of the 17 
safety threats listed in the CSA was present or not 
present.  

Case review, 
clinical 
supervision 

33.0% 0.0 0.00

2 The CPSUS ensures the CPSS develops and 
continually monitors, reassesses, updates, and 
reevaluates the need for safety plans as required 
by policy

Case review, 
clinical 
supervision

33.0% 0.0 0.00

3 The CPSUS ensures the CPSS conducts 
CSA/SRA reassessments at a minimum of every 6 
months or more often based on changes in case 
circumstances.

Case review, 
clinical 
supervision 

34.0% 0.0 0.00

4
0.0% 0.00

5
0% 0.00

6
0% 0.00

7
0% 0.00

100% 0.0 0.00
Rating 0.00

Date: 

Date: 

Date: 

Signature: Date: NAME OF RATER:

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

TOTAL: 

CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:  SAFETY - ONGOING Category Weight:



Reviewer 
Title: Date: 

 to:Name:   Rating Period:

Employee Comments:

Performance Category:   SAFETY Category Weight:

Reviewer Approval:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. The CPSUS ensures that all incoming 
reports are responded to on time, 
according to agency policy. 

Case Review, 
observation and 
Dashboard

20.0% 0.0 0.00

2. In investigation cases, the CPSUS 
ensures that all required adults and 
children are interviewed, alone and/or 
in-person as required by policy.

Case review, clinical 
supervision, group 
supervision 

20.0% 0.0 0.00

3. In investigation and ongoing cases, 
the CPSUS ensures the CPSS 
gathered sufficient information to 
identify whether each of the 17 safety 
threats listed in the CSA was present 
or not present.

Case review, clinical 
supervision 

20.0% 0.0 0.00

4. In ongoing cases, the CPSUS ensures 
the CPSS develops and continually 
monitors, reassesses, updates, and 
reevaluates the need for safety plans 
as required by policy.

Case review, clinical 
supervision

20.0% 0.0 0.00

5. In ongoing cases, the CPSUS ensures 
the CPSS conducts CSA/SRA 
reassessments at a minimum of every 
6 months or more often based on 
changes in case circumstances.

Case review, clinical 
supervision 

20.0% 0.0 0.00

6.
0.0% 0.00

7.
0% 0.00

8.
0% 0.00

100% 0.0 0.00
Category Rating 0.00

CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:  SAFETY - MIXED UNIT Category Weight:
Rating Scale:

5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable
(To one decimal place.)

Children are, first and foremost, protected from abuse and neglect.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

TOTAL: 



Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

 to:

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

Reviewer Approval:

NAME OF RATER:

PERFORMANCE PLAN Employee acknowledgment:     

Name:   Rating Period:

Performance Category:   SAFETY Category Weight:



Employee Comments:



Rating Period:

25%

Adjustment
Verification 

Method
D W R WR

1. The CPSUS ensures that in all cases in which a removal 
occurred, the CPSS made concerted efforts to identify, locate 
and evaluate maternal and paternal relatives as potential 
placements for the child.      

Review of case 
documentation, 
observation, 
clinical 
supervision 

25% 0.0 0.00

2. The CPSUS ensures the CPSS makes concerted efforts to 
identify and maintain contact with fathers in all cases reviewed. 

Case reviews, 
parent locater, 
TDM, CFTs 

25% 0.0 0.00

3. The CPSUS ensures that the CPSS has arranged or provided 
appropriate services to address the identified needs of the 
mother and father.

Case reviews, 
case plan 
staffings, clinical 
supervision

25% 0.0 0.00

4. When the permanency goal is reunification, the CPSUS ensures 
the CPSS completes the Reunification Prognosis Guide not 
later than 45 days from child(ren)'s initial removal in all cases 
reviewed. 

Case reviews, 
clinical 
supervision 

25% 0.0 0.00

5. 0% 0.0 0.00
6. 0% 0.0 0.00
7.

0% 0.0 0.00

8.
0% 0.0 0.00

100% 0.0 0.00

0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

NAME OF RATER:

Reviewer Approval:

Rating Item

TOTAL: 

Category Rating

PERFORMANCE PLAN Employee acknowledgment:     

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Permanency - Children have permanency and stability in their relationships.  They have 
continuity of family relationships and connections are preserved for children.

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot exceed, 
nor be less than 100%

CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Name:   to:

Performance Category:   PERMANENCY Category Weight:



 to:

Employee Comments:

Name:   Rating Period:

Performance Category:   PERMANENCY Category Weight:



Rating Period:

25%

Rating Item Adjustment Verification Method D W R WR

1. The CPSUS ensures that the CPSS contacts with the mother 
and father occur per policy and that the quality of discussion 
during the contacts is sufficient to address isssues pertaining 
to the safety, permanency and well being of the children and 
promote achievement of case goals.    

Case review 25% 0.0 0.00

2. The CPSUS ensures the CPSS' visits with children and their 
caregivers occur monthly; that each child is seen alone for part 
of each monthly visit in accordance with DCYF policy, and 
that the visits address the safety, permanency, well being 
needs of child(ren) in all cases reviewed.  

Case review, 
observation and 
Dashboard

25% 0.0 0.00

3. The CPSUS ensures the CPSS holds case plan staffings in 
accordance with DCYF policy in all cases reviewed.

Case review, 
observation and 
Dashboard

25% 0.0 0.00

4. The CPSUS ensures the CPSS actively involves mothers, 
fathers and children age 6 or older (unless developmentally 
incapable) in the case planning process in all cases reviewed. 

Case review 25% 0.0 0.00

5

6
0% 0.00

7
0% 0.00

100% 0.0 0.00

0.00

Date: 

Date: 

Date: 

Signature: Date: 

Reviewer 
Title: Date: 

PERFORMANCE PLAN Employee acknowledgment:     

MID-PERIOD DISCUSSION Employee acknowledgment:

PERFORMANCE APPRAISAL Employee acknowledgment:

NAME OF RATER:

Reviewer Approval:

TOTAL:  

Category Rating

CPS UNIT SUPERVISOR PASE PERFORMANCE STANDARDS FORM

Category Weight:

to:

D = Discussed
WR = Weight x Rating

Total of Weight (W) cannot 
exceed, nor be less than 100%

Families have enhanced capacity to provide for the full range of their children's needs, children 
receive appropriate services to meet their educational, medical and mental health needs.

Rating Scale:
5.0=Exceptional;  4.0=Exceeds Expectations;  3.0=Meets Expectations; 2.0=Below Expectations;  1.0=Unacceptable

(To one decimal place.)

Performance Category:  WELL BEING

Name:   



 to:

Employee Comments:

Name:   

Performance Category:   WELL BEING

Rating Period:

Category Weight:



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
Competencies Adaptability Exceptional Exceeds 

Expectations 
Meets 

Expectations 
Below 

Expectations 
Unacceptable 

 Communication  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Managing Work  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Technical/Professional Skill & 
Knowledge 

Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Cultural Competence  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Decision Making  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Managing Conflict  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Stress Tolerance  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Work Standards  Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Developing and Engaging Individuals 
and/or Families  

Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable  

       
       
       
Definition Notes:  Exceptional means the work is consistently superior; Exceeds Expectations means the work is sometimes superior; 
Meets Expectations means a fair share of the work is at a reasonable quality; Below Expectations means the work is acceptable only as 
a short-term intervention; and Unacceptable means the work is consistently or excessively poor. 
 
 
 
Safety – INV The CPSS responds to all assigned  

incoming reports on time, according to 
agency policy. 

95% 87% 80% 65% 50% 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
Leadership 
Competencies 

Adaptability Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Aligning  Performance for Success Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Building a Successful Team Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Building Strategic Working 
Relationships 

Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Building Trust Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Cultural Competence Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Decision Making Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Facilitating Change Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Leading Through Vision and Values Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Managing Conflict Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Planning and Organizing Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Stress Tolerance Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

 Work Standards Exceptional Exceeds 
Expectations 

Meets 
Expectations 

Below 
Expectations 

Unacceptable 

Definition Notes:  Exceptional means the work is consistently superior; Exceeds Expectations means the work is sometimes superior; 
Meets Expectations means a fair share of the work is at a reasonable quality; Below Expectations means the work is acceptable only as 
a short-term intervention; and Unacceptable means the work is consistently or excessively poor. 
 
 
 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
Safety – INV The CPSUS ensures that all incoming 

reports are responded to on time, 
according to agency policy. 

95% 87% 80% 65% 50% 

 The CPSUS ensures that all required 
adults and children are interviewed, alone 
and/or in-person as required by policy. 

95% 87% 80% 65% 50% 

 The CPSUS ensures that the CPSS 
gathered sufficient information to 
identify whether each of the 17 safety 
threats listed in the CSA was present or 
not present. 

95% 87% 80% 65% 50% 

Safety – 
ONGOING 

The CPSUS ensures the CPSS gathered 
sufficient information to identify whether 
each of the 17 safety threats listed in the 
CSA was present or not present. 

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS develops 
and continually monitors, reassesses, 
updates and reevaluates the need for 
safety plans as required by policy. 

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS conducts 
the CSA/SRA reassessments at a 
minimum of every 6 months or more 
often based on changes in case 
circumstances. 

95% 87% 80% 65% 50% 

Safety – 
MIXED 

In investigation cases, the CPSUS 
ensures that all incoming reports are 
responded to on time, according to 
agency policy. 

95% 87% 80% 65% 50% 

 In investigation cases, the CPSUS 
ensures that all required adults and 
children are interviewed, alone and/or in-
person as required by policy. 

95% 87% 80% 65% 50% 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
 In investigation and ongoing cases, the 

CPSUS ensures the CPSS gathered 
sufficient information to identify whether 
each of the 17 safety threats listed in the 
CSA was present or not present. 

95% 87% 80% 65% 50% 

 In ongoing cases, the CPSUS ensures the 
CPSS develops and continually monitors, 
reassesses, updates and reevaluates the 
need for safety plans as required by 
policy. 

95% 87% 80% 65% 50% 

 In ongoing cases, the CPSUS ensures the 
CPSS conducts the CSA/SRA 
reassessments at a minimum of every 6 
months or more often based on changes 
in case circumstances. 

95% 87% 80% 65% 50% 

Permanency The CPSUS ensures that in all cases in 
which a removal occurred, the CPSS 
made concerted efforts to identify, locate 
and evaluate maternal and paternal 
relatives as potential placements for the 
child.   

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS makes 
concerted efforts to identify and maintain 
contact with fathers in all cases reviewed. 

95% 87% 80% 65% 50% 

 The CPSUS ensures that the CPSS has 
arranged or provided appropriate services 
to address the identified needs of the 
mother and father(s). 

95% 87% 80% 65% 50% 

 When the permanency goal is 
reunification, the CPSUS ensures the 
CPSS completes the Reunification 
Prognosis Guide not later than 45 days 

95% 87% 80% 65% 50% 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
from child(ren)'s initial removal in all 
cases reviewed. 

Well-being The CPSUS ensures that the CPSS 
contacts with the mother and father occur 
per policy and that the quality of 
discussion during the contacts is 
sufficient to address isssues pertaining to 
the safety, permanency and well being of 
the children and promote achievement of 
case goals.     

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS' visits with 
children and their caregivers occur 
monthly; that each child is seen alone for 
part of each monthly visit in accordance 
with DCYF policy, and that the visits 
address the safety, permanency, well 
being needs of child(ren) in all cases 
reviewed.   

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS holds case 
plan staffings in accordance with DCYF 
policy in all cases reviewed. 

95% 87% 80% 65% 50% 

 The CPSUS ensures the CPSS actively 
involves mothers, fathers and children 
age 6 or older (unless developmentally 
incapable) in the case planning process in 
all cases reviewed. 

95% 87% 80% 65% 50% 

 

 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
 The CPSS interviews all required adults 

and children, alone and/or in-person as 
required by policy. 

95% 87% 80% 65% 50% 

 The CPSS gathers sufficient information 
to identify whether each of the 17 safety 
threats listed in the CSA was present or 
not present. 

95% 87% 80% 65% 50% 

Safety – 
ONGOING 

The CPSS gathers sufficient information 
to identify whether each of the 17 safety 
threats listed in the CSA was present or 
not present. 

95% 87% 80% 65% 50% 

 The CPSS develops and continually 
monitors, reassesses, updates, and 
reevaluates the need for safety plans as 
required by policy. 

95% 87% 80% 65% 50% 

 The CPSS conducts the CSA/SRA 
reassessments at a minimum of every 6 
months or more often based on changes 
in case circumstances. 

95% 87% 80% 65% 50% 

Safety – 
MIXED 

In investigation cases, the CPSS responds 
to all incoming reports on time, 
according to agency policy. 

95% 87% 80% 65% 50% 

 In investigation cases, the CPSS 
interviews all required adults and 
children, alone and/or in-person as 
required by policy. 

95% 87% 80% 65% 50% 

 In investigation and ongoing cases, the  
CPSS gathers sufficient information to 
identify whether each of the 17 safety 
threats listed in the CSA was present or 
not present. 

95% 87% 80% 65% 50% 

 In ongoing cases, the CPSS develops and 95% 87% 80% 65% 50% 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
continually monitors, reassesses, updates 
and reevaluates the need for safety plans 
as required by policy. 

 In ongoing cases, the CPSS conducts the 
CSA/SRA reassessments at a minimum 
of every 6 months or more often based on 
changes in case circumstances. 

95% 87% 80% 65% 50% 

Permanency In all cases in which a removal occurred, 
the CPSS makes concerted efforts to 
identify, locate and evaluate maternal and 
paternal relatives as potential placements 
for the child.   

95% 87% 80% 65% 50% 

 The CPSS makes concerted efforts to 
identify and maintain contact with fathers 
in all cases reviewed. 

95% 87% 80% 65% 50% 

 The CPSS arranges or provides 
appropriate services to address the 
identified needs of the mother and 
father(s). 

95% 87% 80% 65% 50% 

 When the permanency goal is 
reunification, the CPSS completes the 
Reunification Prognosis Guide not later 
than 45 days from child(ren)'s initial 
removal in all cases reviewed. 

95% 87% 80% 65% 50% 

Well-being The CPSS contacts with the mother and 
father occur per policy and that the 
quality of discussion during the contacts 
is sufficient to address isssues pertaining 
to the safety, permanency and well being 
of the children and promote achievement 
of case goals.     

95% 87% 80% 65% 50% 

 The CPSS' visits with children and their 95% 87% 80% 65% 50% 



The division remains committed to a goal of 100% in each of these areas; however, these standards have been designed for the 
purposes of developing a fair, practical rating system. 

Category Rating Item Score = 5 Score = 4 Score = 3 Score = 2 Score = 1 
caregivers occur monthly; that each child 
is seen alone for part of each monthly 
visit in accordance with DCYF policy, 
and that the visits address the safety, 
permanency, well being needs of 
child(ren) in all cases reviewed.   

 The CPSS holds case plan staffings in 
accordance with DCYF policy in all 
cases reviewed. 

95% 87% 80% 65% 50% 

 The CPSS actively involves mothers, 
fathers and children age 6 or older 
(unless developmentally incapable) in the 
case planning process in all cases 
reviewed. 

95% 87% 80% 65% 50% 
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DCYF - PASE Record Review 
 
CPS 
Specialist: 

      Date 
Reviewed: 

      

Case 
Name:  

      Case ID:       

Reviewed 
by: 

       

 

Assessment 
 

Review Items 
 

Comments 
Corrected 
date and 
Initials 

Yes    
No   
N/A    

1. All incoming reports were responded to 
on time, according to agency policy  
(IA PICR Item 1)  
(PASE Rating Items: 
Safety/Investigation 1; Safety/Mixed 1) 

  

Yes   
No   
N/A   

2. During investigation process, all 
required adults and children were 
interviewed/observed, alone and in-
person when required by policy, 
including the alleged victim, in-person 
and alone; all siblings and other children 
in the home where the child victim 
resides and those in the home where the 
alleged abuse or neglect occurred, in-
person and alone; the custodial parent, 
in person; the noncustodial parent of the 
child victim; all other adults living in 
the home where the alleged abuse or 
neglect occurred, in-person; the spouse, 
partner or significant other of the 
custodial parent; the alleged perpetrator; 
and the reporting source and other 
persons known to have knowledge 
about the abuse or neglect or who could 
confirm or rule-out a safety threat to the 
child victim or any other child in the 
home where the alleged abuse or neglect 
occurred 
(IA PICR Item 2B 1-7)  
(PASE Rating Items:  
Safety/Investigation 2; Safety/Mixed 2)  
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Assessment 
 

Review Items 
 

Comments 
Corrected 
date and 
Initials 

Yes    
No   
N/A    

3. Sufficient information was gathered 
following each report to identify 
whether each of the 17 safety threats 
listed in the CSA was present or not 
present  
(IA PICR Item 2C)  
(PASE Rating Items: 
Safety/Investigation 3;  
Safety/Ongoing 1; Safety/Mixed 3) 

  

Yes    
No   
N/A    

4. Safety plans were developed and the 
CPSS continually monitored, 
reassessed, updated, and reevaluated the 
need for safety plans as required by 
policy  
(IA PICR Item 3; IH-OOH PICR Item 
1C)  
(PASE Rating Items: Safety/Ongoing 2; 
Safety/Mixed 4) 

  

Yes    
No   
N/A    

5. The CSA and SRA were reassessed at a 
minimum of every six months, or more 
often based on changes in case 
circumstances  
(IH-OOH PICR Item 1A and B) 
(PASE Rating Items: Safety/Ongoing 3; 
Safety/Mixed 5) 

  

Yes    
No   
N/A    

6. In all cases in which a removal 
occurred, concerted efforts were made 
to identify, locate and evaluate maternal 
and paternal relatives as potential 
placements for the child.  
(IH-OOH PICR Item 6)  
(PASE Rating Item Permanency 1) 

  

Yes    
No   
N/A    

7. Concerted efforts were made to identify 
and maintain contact with the father(s) 
(IH-OOH  PICR Item 10 B1)  
(PASE Rating Item Permanency 2) 

  

Yes    
No   
N/A    

8. Appropriate services to address the 
identified needs of the mother and father 
were arranged or provided.   
(IH-OOH PICR Item 7 B2 and B4) 
(PASE Rating Item Permanency 3). 
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Assessment 
 

Review Items 
 

Comments 
Corrected 
date and 
Initials 

Yes    
No   
N/A    

9. When the permanency goal is 
reunification, the Reunification 
Prognosis Assessment was completed 
not later than 45 days from the child’s 
initial removal  
(IH-OOH PICR Item 3A)  
(PASE Rating Item Permanency 4) 

  

Yes    
No   
N/A    

10. CPSS contacts with the mother and 
father occurred per policy and the 
quality of discussion during the contacts 
was sufficient to address issues 
pertaining to the safety, permanency and 
well being of the children and promote 
achievement of case goals 
(IH-OOH PICR Item 10)  
(PASE Rating Item Well-Being 1) 

  

Yes    
No   
N/A    

11. CPSS visits with children and their 
caregivers occurred monthly; each child 
was seen alone for part of each monthly 
visit in accordance with DCYF policy, 
and the visits address the safety, 
permanency, and well being needs of 
the child(ren)  
(IH-OOH PICR Item 9) 
(PASE Rating Item Well-Being 2) 

  

Yes    
No   
N/A    

12. Case plan staffings were held in 
accordance with agency policy, with all 
required parties invited to participate 
(IH-OOH PICR Item 8E)  
(PASE Rating Item Well-Being 3) 

  

Yes    
No   
N/A    

13. The CPSS made concerted efforts to 
actively involve the mother, father(s), 
and children age 6 or older in the case 
planning process  
(IH-OOH PICR Item 8 A, B through 
C1)  
(PASE Rating Item Well-Being 4) 

  

 



SUMMARY OF DCYF PASE RECORD REVIEWS 
(Use as Monthly record and Annual summary) 

Effective Date = 10 – 01 - 2010 

CPS UNIT SUPERVISOR ______________________________ 
RATING PERIOD _____________ through ________________ 
 
Category CPSS CPSS CPSS CPSS CPSS CPSS Comments Unit 

Avg. 
PASE 
score 

Safety – 
Initial Assmt. 

         

1. Timely 
Response 
% YES 

         

2.Int’views 
per policy 
% YES 

         

3. Gathers 
sufficient info 
re safety fac. 
% YES 

         

          
Safety -- 
Ongoing 

         

1. Gathers 
sufficient info 
re safety fac. 
% YES 

         

2. Develop 
update, and 
monitor safety 
plans 
% YES 

         
 
 
 
 
 



SUMMARY OF DCYF PASE RECORD REVIEWS 
(Use as Monthly record and Annual summary) 

Effective Date = 10 – 01 - 2010 

Category CPSS CPSS CPSS CPSS CPSS CPSS Comments Unit. 
Avg. 

PASE 
score 

3. Re-assessmt 
every six mos. 
% YES 

         

          
Permanency          
1. Identify, 
locate, assess 
relatives 
% YES 

         

2.Identify & 
contact 
fathers 
% YES 

         

3.  Services to 
address needs 
of mo. and fa. 
% YES 

         

4. Reunific’n 
Prognosis 
Guide 45 days 
% YES 

         

          
Well-being          
1. Contacts w/ 
mo. & fa. To 
address issues 
% YES 
 

         



SUMMARY OF DCYF PASE RECORD REVIEWS 
(Use as Monthly record and Annual summary) 

Effective Date = 10 – 01 - 2010 

Category CPSS CPSS CPSS CPSS CPSS CPSS Comments Unit 
Avg. 

PASE 
Score 

2. Visits with 
children & 
caregivers 
monthly 
% YES 

         

3.  Case-plan 
staffings acc’g 
To policy 
% YES 

         

4. Involves 
parents & 
children over 
6 in case 
planning 
% YES  

         

 
ASSISTANT PROGRAM MANAGER ____________________ 
 
SUMMARY REVIEW DATE ____________________________ 
 
Comments re adjustments for Unit score __________________ 
  
# CASES THAT RECEIVED APM-LEVEL REVIEW to ensure quality and consistency__________ 
 
CPS APM Name _______________________ Signature______________________________________ 
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Revised PASE Practice for 
DCYF

Competency-Based & 
Outcome-Based

Performance Evaluation

PASE Training Part III

CPS Supervisors and APMs

Learning Objectives 

 Know the components of the new PASE 
format and the benefits of their use

 Relate the Safety, Well-being, and 
Permanency categories to daily job 
performance & Division outcomes

 Correctly utilize the scoring system & 
related record-keeping

 Evaluate competencies through 
behavioral observation

 Provide resources for employee growth

Marriage of the “What” and the 
“How” of our Jobs

The “What” of the job = 
Specific performance 
objectives

The “How” of the job = The 
competencies needed to meet 
the objectives

New PASE Categories

The “What”
– Safety

– Well-being

– Permanency

The “How”
– Competencies for each position

Mission First and Foremost

Safety, Well-being and 
Permanency – it’s WHAT we 
do in child welfare

Always working to improve 
our focus on those goals

The Link between the What and 
the How

 There is a direct link between an 
employees’ proficiency in the 
competencies critical to the job and 
their success in meeting their 
performance objectives in the areas 
of Safety, Permanency and Well-
being. 
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The Link between the What and 
the How

 When an employee excels in meeting 
his or her performance objectives, he 
or she will very likely excel in most –
if not all – of the identified 
competencies.

 When an employee has difficulty in 
meeting his or her performance 
targets, a review of the critical 
competencies will likely reveal the 
underlying “how” issues.

Performance Categories:  The 
“What”

Safety

Well-being

Permanency

PASE Document New PASE Expectations

Discussion of new Expectations
– Competencies & key behaviors

– Performance outcomes in Safety, Well-
being, and Permanency

Sign the Expectations and also the 
new PDQ

Competencies:  The “How”

CPS Specialist Competency Model
– Definitions

– Key Behaviors

CPSUS Competency Model
– Definitions

– Key Behaviors

Competencies Documents
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Evaluating Competencies

 Be familiar with these competency 
definitions and key behaviors

 During the year, look for and make note of:

– Objective data

– Pride-on-the-Spots or + emails

– Critical incidents: both especially 
effective and especially ineffective 
behaviors

– Behavioral observations: “Management 
by walking around.”

Keys to fair, unprejudiced and 
objective evaluation

 People genuinely want to know what their 
boss thinks of their performance.

 People are capable of handling the truth 
about their performance, even when the 
truth is unpleasant.

-Dick Grote, The Complete Guide to 
Performance Appraisal

Scoring for CPS Specialists

Scoring Competencies

Scoring for CPS Specialists

 Scoring  Performance Categories

Scoring for CPS Specialists

 Scoring breakdown -- % for 1, 2, 3, 4, 5

 Adjustments to Scores
– Viable reasons
– Approval needed by Reviewer (APM)

 Gathering data for scoring
– Random Case File Reviews

(1 per month per CPSS in unit)
– Dashboard

DCYF - PASE Record Review

 In order to evaluate employee 
performance in each of the performance 
categories, you will need to gather that 
information from case file reviews

 CPSUS is to do one PASE Record Review 
per month per CPSS in the unit

 Random case pulls will be provided by 
Central Office Reports & Statistics
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Monthly PASE Record Reviews

CPSUS:  Do one (1) PASE Record 
Review early or mid-month per CPSS

Opportunity to correct errors to 
improve the review

Certain items cannot be altered, such 
as initial response times

Gradually improving our practice

Monthly Summary of Reviews

 Supervisors: Record the results in the Summary 
Sheet; this will be your tracking for the annual 
PASE scoring

 May show you patterns of where your unit is 
doing well or struggling; discuss patterns with 
APM

 APMs:  Coach and support CPSUS if there are 
problem areas for the unit or individual employee 
performance issues are identified

Annual Summary of PASE 
Record Reviews

 Supervisors:   Annual PASE scoring: 12 
case reviews (10 this year) for each CPSS

 Tally the percent of cases that meet the 
standard for each CPSS and enter in the 
Annual Summary of PASE Record 
Reviews (Use the PASE scoring sheet to 
see what percentage is a 1, 2, 3, 4, or 5)

Scoring for CPS Unit Supervisors

 Scoring Competencies – Based on 
observations and discussions thru year

 Gathering data for scoring
– Annual Summary of PASE Record 

Reviews
– Random 2nd – level Case File 

Reviews from Unit
– Dashboard for Unit

 Scoring breakdown -- % for 1, 2, 3, 4, 5

 Adjustments to Scores
– Viable reasons
– Approval needed by Reviewer (PM)

PASE Discussion

Annual evaluations give employees 
feedback on their performance –
both strengths and areas for 
improvement

 The job of the Supervisor or APM is 
to build upon strengths, coach and 
provide resources for improvement

Coaching and Resources

 “Aligning Performance for Success” 
– it’s what we do!

Professional Development –
Becoming the best at what we do

 Improved outcomes for children and 
families that we serve
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Coaching as Collaboration

 Start your PASE discussion with 
appreciation for strengths

 Discussion of needs for improvement 
should be focused on specific behaviors 
or specific performance measures

 Discussion should be collaborative -- talk 
about how you can work together to 
address competencies or outcomes that 
are areas of need

APMs as Mentors

 APMs have a very important role in the 
supervision of child welfare practice

 Meet with each of your Supervisors 
monthly and discuss how you can help 
them address any areas that are a 
challenge for either units or individuals

 Help to identify system problems, training 
gaps and possible solutions

Providing Resources

 Strengths and skills may be something that could 
be  shared with team

 CSA/SRA/CP Policy Specialist Angie Amparan 
can provide individual or unit guidance

 Practice Improvement specialists can help with 
specifics of what is required in case reviews

 CWTI can provide assistance – individual or unit 
refreshers, I-lincs or  online help

 DES-OMD has a library of resources to build 
competencies

“Valuing Families, Valuing 
Ourselves”

 The motto created by committees of the 
Workforce Planning Project is “Valuing 
Families, Valuing Ourselves”

 Meaningful PASE discussions with our 
staff helps us to do both – Value ourselves 
as professionals & value  children and 
families by always seeking to improve the 
outcomes in child welfare

Contacts & Resources

 Workforce Planning Committee members 
involved with creation of new PASE: 

– Debbie Nishikida, PM of SE Region

– Chris Taylor, PM of Central Region

– Holli Sanger-Alarco, CWTI Administrator

– Michelle Orozco, PS, Pima Region

– Mary Gonzales, APM, Central Region

– Dolores Cordova, APM Northern Region

– Rodney Lewis, APM Northern Region 

– Elizabeth Hatounian, DES-OMD Training

Contacts & Resources

 Contacts for Assistance
– Holli Sanger-Alarco, CWTI – Training

– Angie Amparan, CSA/SRA/CP Policy 
Specialist

– Katherine Guffey or local Practice 
Improvement Specialists

– Elizabeth Hatounian, DES-OMD Training 
Department
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Questions?

Thank-You!!
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Division of Children, Youth 
and Families

2010 Supervision Conference

Competency - Based Workforce 
Planning 

Right People, Right Place, Right 
Time: 

Building a sustainable  workforce

Presenters

Connie Champnoise
CPS Human Resources
Principal Management Consultant

Mike Masternak
CPS Human Resources 
Senior Management Consultant

Elizabeth Hatounian
Department of Economic Security 
Senior Organizational Development Consultant 

Our Goals Today

• Build on the information provided in the 
recent CBT on the “Revised PASE 
Practice for DCYF”
- Drill down to learn more about competencies and 

competency models

- Understand how competencies are being 
incorporated into the PASE

- Become comfortable evaluating competencies

- Understand the interrelationship between 
competencies and performance objectives

Our Goals Today

• Learn how to provide specific 
performance-based competency feedback 

– Evaluations

– Table Exercise

The New PASE

• The marriage of the “How” and the 
“What” of the Job

– The “What” of the job = Specific 
performance objectives

– The “How” of the job = The competencies 
needed to meet the objectives.

Components of the New PASE

• The “What”

– Category 1: Safety

– Category 2: Well-being

– Category 3:     Permanency

• The “How”

– Category 4: Competencies

New PASE Performance Categories
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Safety, Well-being, and 
Permanency

• The core of DCYF’s Mission

• Federal Child and Family Services 
Reviews (CFSRs)

• Performance Improvement Plan

The “What” of the Job = 
Objectives 

• A limited number of highly important 
results, that when achieved, will have 
a significant impact on the overall 
impact of the work unit, DCYF – and 
even the department.

• Usually relate to the major 
responsibilities of the employee and 
work unit.

The “What” of the Job = 
Objectives 

• Aligned with Department’s vision, 
mission and vision and practice 
model.

• Objectives must be specific, 
measurable, relevant, results-focused 
and attainable within the evaluation 
cycle.

Examples of Objectives

• Safety 
– CPSUS ensures that all incoming reports are 

responded to according to agency policy

• Permanency
– CPSUS ensures that CPSS makes concerted 

efforts to identify and engage fathers

• Well-being
– CPSUS ensures that CPSS conducts monthly 

visits with children and caregivers 

The “How” of the Job = 
Competency Definition

Competencies 
are the 

knowledge, skills, 
behaviors, 
personal 

attributes and 
other 

characteristics 
that are 

associated with 
or predictive of 
successful job 
performance. 

Adaptability

Managing 
Conflict

Decision 
Making

Stress 
Tolerance

More Definitions

• A Competency is an underlying 
characteristic of an individual that is 
causally related to criterion-referenced
effective and/or superior performance    

- Competence at Work, Spencer & Spencer
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A Competency Model is the set 
of 8 to 12 competencies for each 
job classification (or job family) 
that distinguish the exemplary 
performers

Competency Model Competency Model

• Behavioral Focus rather than Functional 
Focus

• Aligns with Organizational Values

• Provides a Foundation for the 
Achievement of DCYF Strategic 
Outcomes

• Integrated throughout all Human 
Resource  Systems and Practices

 
 

COMPETENCIES 

1. Employee 
Recruitment 

2. Employee 
Selection 

3. Performance 
Management 

4. Professional 
Development 

6. Succession 
Planning 

5. Employee 
Retention 

Integrated Throughout  All Human 
Resource  Systems and Practices

An Integrated Competency-
Based Human Resources System

• A competency model is developed for 
each major classification

• All Human Resource initiatives are built 
on the foundation of the competency 
model

An Integrated Competency-
Based Human Resources System

• Employees hear a consistent message 
about what competencies (behaviors) 
are valued

• Competency models are constructed 
to reflect the competencies of 
exemplary performers

Why the focus on the 
“exemplary” performer

• “Research indicates that they [exemplars] may 
be as much as 20 times more productive in 
achieving work results or outputs compared to 
other experienced job incumbents….”

Competency-Based Human Resource Management, Dubois &  Rothwell, 2004.

• If we can pinpoint what makes the “superstars” 
successful, we may be able to design our 
selection systems to hire more of them and help 
develop those capabilities in our current 
workforce
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An Integrated Competency-
Based HR System

• A competency model has been  
developed for CPS Specialists, Frontline 
Supervisors and Program Specialists

• All HR initiatives are being built around 
the competency models

• DCYF is sending a consistent message 
to the workforce about “what it takes” to 
be successful in the job

Our Competency 
Identification Process

• Focus Groups – High Performers 
and Those That Supervise
 Review PDQ for essential functions of 

the job

 Given list of competencies

 Voting and advocacy to get to final    
10-12 competencies

Our Competency 
Identification Process

• Testing In the Field
 Tucson Pilot – Competencies for CPSS 

Selection Process

 Feedback

 Town Halls

 Supervisor Survey

 Changes and Modifications

Side by Side Competency 
Models-Commonalities

CPSS  Competencies Supervisor Competencies

Adaptability Adaptability

Communication Communication

Cultural Competence Cultural Competence

Decision Making Decision Making

Managing Conflict Managing Conflict

Stress Tolerance Stress Tolerance

Work Standards Work Standards

Side by Side Competency 
Differences

CPSS  Competencies Supervisor Competencies

Technical/Profess. Skill  & 
Knowledge

Aligning Performance for Success

Developing and Engaging 
Individuals and/or Families

Building a Successful Team

Managing Work (Time 
Management)

Building Strategic Working 
Relationships
Building Trust
Leading through Vision and 
Values
Planning and Organizing

Competency Name and 
Definition

Adaptability

Maintaining effectiveness when 
experiencing major changes in work 
tasks or the work environment; 
adjusting effectively to work within 
new work structures, processes, 
requirements, or cultures.
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Key Behaviors

• Tries to Understand Change – Tries to understand 
change in work tasks, situations, and environment as well 
as the logic or basis for change; actively seeks information 
about new work situations.

• Approaches change or newness positively – Treats 
change and new situations as opportunities for learning or 
growth; focuses on the beneficial aspects of change; 
speaks positively about the change to others.

• Adjusts behavior – Quickly modifies behavior to deal 
effectively with changes in the work environment; readily 
tries new approaches appropriate for new or changed 
situations; does not persist with ineffective behaviors.

Evaluating Competencies

• Be familiar with the competency definitions 
and key behaviors.

• During the year, look for and make note of:

– Objective data

– Critical incidents: both especially 
effective and especially ineffective

– Behavioral observations: Management 
by walking around.

The Myth of Quantifiability

• The erroneous belief that in order for 
an evaluation to be objective, it must 
involve countable units. 

– Ice hockey

– Speed skating

– Women’s figure skating

Countability vs. Objectivity

• Have a clear model of excellence

• Rely on training and experience

• Act with integrity

MJM1

The Meaning of Fair

• “Writing a person’s performance appraisal, more 
than almost any other activity performed by the 
manager,  requires the individual to be fair, 
unprejudiced and objective.  But the fairness 
requirement does not mean that the manager can 
use only quantitative, numerical resources in 
completing the assessment.  The manager’s 
opinions, feelings, and judgments are what is 
demanded by the appraisal process.

(continued on next slide )

The Meaning of Fair

• Managers are paid to make judgments even when –
and particularly when – all the facts are not available.  
In every other area of managerial activity, the ability 
to act appropriately on the basis of limited and 
occasionally conflicting data is celebrated and 
rewarded.  Only in the case of performance appraisal 
are we uncomfortable about the fact that non-
quantitative, subjective, experience—based 
information is used.” Dick Grote, The Complete Guide to 

Performance Appraisal
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Parallel Process

• This concept, adopted by the Workforce 
Planning Team, suggests that much of the 
practice model used with our clients is 
directly applicable to managing our 
workforce. 

• These same principles of fairness applied 
in our casework can similarly be applied 
when evaluating our staff.

The Link between the What 
and the How

• There is a direct link between an 
employees’ proficiency in the 
competencies critical to the job and 
their success in meeting their 
performance objectives in the areas of 
Safety, Permanency and Well-being. 

The Link between the What 
and the How

• When an employee excels in meeting 
his or her performance objectives, he or 
she will very likely excel in most – if not 
all – of the identified competencies.

• When an employee has difficult in 
meeting his or her performance targets, 
a review of the critical competencies will 
likely reveal the underlying “how” 
issues.

Keys to fair, unprejudiced 
and objective evaluation

• The purpose of the performance 
appraisal is to further the organization’s 
purposes by strengthening the 
performance of every member of the 
organization.

• You will never have all the facts and, in 
spite of that you must still do the job.

-Dick Grote, The Complete Guide to 
Performance Appraisal

Keys to fair, unprejudiced 
and objective evaluation

• People genuinely want to know what 
their boss thinks of their performance.

• People are capable of handling the 
truth about their performance, even 
when the truth is unpleasant.

-Dick Grote, The Complete Guide to 
Performance Appraisal

Keys to fair, unprejudiced 
and objective evaluation

• The ability and willingness of any 
individual to perform is unrelated to 
that individual’s race, sex, religion, or 
any other non-job-related factor.

-Dick Grote, The Complete Guide to 
Performance Appraisal
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Exercise

Table Exercise

CPSUS
Safety Objective

• CPSUS ensures that 95% of all incoming 
reports are responded to according to 
agency policy.

Thank You

“Your Partner for a Stronger 
Arizona”
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Guide to Users  
Staff retention is a complex issue. The Division of Children, Youth, and Families (DCYF) staff face 
challenges unique to this line of work. The child welfare profession requires staff to engage with people 
who are in emotionally and physically traumatizing settings making life-changing decisions and high 
stress are inevitable. For these reasons, front–line staff need supportive supervisory relationships. 
 
The supervisor is a key person who can provide guidance that comes from a real understanding of the 
struggles involved in working with children and families during difficult times. For the most part, the 
supervisor has done the same type of field work, understands the personal investment that it requires and 
can look at the bigger picture, a view that can be obstructed when the staff person is on the front lines. 
But just having experienced front-line work and being good at it is not enough to make an effective 
supervisor.  
 
Supervisors need to be able to help their staff manage the emotional intensity of the work. They need to 
find ways to individualize their approach and communicate with staff who come from diverse 
backgrounds with different experiences and a variety of work styles. And they need to make sure that the 
needs of individual children and families are addressed and paperwork is completed on time. For new or 
struggling supervisors, having such a wide range of responsibilities can seem daunting.  
 
DCYF staff members and stakeholders involved in the development of this tool kit believe it provides 
essential tools for the supervisor striving to hone or refresh skills in the core areas of engaging, assessing, 
developing, supporting, and retaining dedicated case managers. 
 
 
Making the Most of Your Resources  
Much of this retention Tool Kit has been synthesized from a series of workbooks published by Michigan 
State University School of Social Work. The Staff Retention in Child and Family Service Workbook series 
is based on a review of research literature in child and family service, human services and business. The 
Retention Tool kit was developed as a quick guide to the critical points of retention focused supervision. 
For a more thorough review of retention-focused supervisory skills and exercises to use with staff in 
individual or group settings, download the workbook series from Mckenzie Consultants and the Michigan 
State University School of Social Work at: 
 
http://www.socialwork.msu.edu/outreach/childwelfare_curriculum.html 
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Underlying Principles  
 

The DCYF supervisor is the most influential person in staff retention. 
 
A good relationship with the front line supervisor is one of the most important factors in retention in 
nearly every line of work. This is even more essential in DCYF due to the nature of the work and stressful 
situations encountered. Managing one‘s own feelings and learning effective relationship skills to help 
others manage their feelings and assumptions are important skills for supervisors to apply. The multiple 
demands, difficult situations and relationships, can cause stress, burnout and result in ―secondary trauma‖ 
for DCYF staff.  
 
An effective supervisor will facilitate professional development of his/her staff by consistently modeling 
effective relationships and strengths-oriented behaviors that help staff grow through their most difficult 
events. An effective supervisor will pay attention to the personal and professional growth needs of his/her 
staff and offer recognition, encouragement and support. To do this well, supervisors have to be aware of 
their own vulnerabilities, while building on their personal style and strengths.  
 
 
The Benefits of Retention Focused Supervision 
 

To Staff To Supervisor To Organization 
Increase sense of belonging 
and support 

Spend less time recruiting, 
hiring and training new staff 

Stable staff and better track 
record for recruiting and 
retaining staff 

Experience growth and self-
discovery 

Experience growth and self-
discovery 

Meet and improve outcomes for 
children and families 

Reduce feelings of stress and 
burnout 

Experience fewer crises  Improve overall productivity of 
the agency  

Develop new approaches to 
clients 

Develop leadership skills Improve agency-wide 
communication 

Improve self-confidence  Develop more self-confidence 
in a leadership role 

Increase loyalty to the agency 

Experience a new sense of 
competency in their roles 

Increase self-esteem Increase positive perceptions of 
the agency in the community 

Gain impression of agency 
mission and values in practice 

Experience a new sense of 
competency in their roles 

Create a positive retention-
focused agency culture 

Experience support for 
professional goal-setting 

See staff grow and develop 
personally and professionally 

Maintain a stable workforce to 
serve children and families 

 
Supervisors have the greatest influence over staff retention. Therefore, the effective supervisor 
takes a proactive role in staff retention. The supervisor’s style and relationship with staff is of 

critical importance in attracting and retaining key talent. 
 

What a new staff person experiences within the first year is crucial to retention 
An experienced supervisor recognizes that over half of turnover occurs in a staff person’s first 

year on the job. What a staff person first experiences, especially with their supervisor, will 
determine whether he/she will stay with the agency and ultimately build a career in child and 

family service. 
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Onboarding Employees with DCYF 
 

Onboarding helps employees feel welcome, quickly adjust to the work environment, build rapport with 
colleagues, and assimilate into existing field units. Such employees experience a smoother and more 
predictable transition to the sustainable CPS work force. The employee is more productive, driven by a 
sense of purpose, and committed to the agency‘s mission.  
 
Supervisors who follow the onboarding steps outlined in the following pages will experience greater 

satisfaction earlier in the process of developing the potential of new employees because the processes 
outlined in this tool kit will help clarify performance expectations, diminish misunderstanding, and 
decrease the learning curve. Systematic onboarding achieves the outcome supervisors value most: a 
high-functioning cohesive team.  
 
Engagement 
Engagement, or socialization, establishes a sense of belonging and value. An employee‘s first impressions 
with a supervisor and field unit and will determine whether he or she stays with the agency and builds a 
career with DCYF. Staff and employees who are welcomed and respected will reflect those themes in 
their work with clients. Tools of engagement can be both abstract and concrete but always set the tone for 
the relationship to follow. Rapport building begins here! 
 

Engagement checklist 
Pre-arrival  
 

 Tell unit staff members about the new employee‘s start date. 
 Notify building receptionist to expect & welcome new employee. 
 Prepare unit staff to welcome new employee. 
 Prepare the new employee‘s workspace with supplies and equipment to do their job. 
 Add employee to directories, email lists, in/out boards. 
 Arrange for keys, pass codes, business cards, parking permits, as needed. 
 Designate staff members responsible for providing shadowing opportunities. 

 
Day of arrival  

 Reserve time on your schedule to personally greet new employee. 
 Make introductions throughout unit and work site. 
 Delegate a team member to perform hospitality functions and familiarize your new employee to 

the conventions of the office: use of common areas, restrooms, parking, etc. 
 Extend lunch invitation and make sure new employee is oriented to conveniences and restaurants 

in the local area. 
 Meet with new employee to discuss values and expectations. 
 Review training (formal and on-the-job) strategies and scheduling. 
 Initiate shadowing, ―go-to‖ peer support. 
 Reserve time for meaningful check-in with new employee at the end of the first day. 
 Reserve time to meaningful check-in with the new employee at the end of the first week. 

 
Introduction Tip:  Ask your new employee how he or she wishes to be addressed in the new 
workplace. Find out which aspects of the person’s assets and strengths he or she wants highlighted 
when you make introductions 
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Mission and Values Discussion 
Beginning on the first day of a new hire‘s employment, it is important to link the formal mission and 
values to the direct service work the employee performs. In addition to providing a copy or link to the 
mission statement, you may find the following questions helpful in jump starting the dialogue: 
 

 What is it about CPS that attracts you?  
 How do you think the mission of CPS reflects your personal and professional values?  
 In what ways do you foresee this work challenging your personal values? 
 In the past how have you resolved value conflicts of this nature? 
 To whom will you turn to discuss specific concerns and questions as you work with assigned 

families? 
 

DES & DCYF: Mission, Vision, and Values 

 
DCYF is just one division under the ―umbrella‖ of the Arizona Department of Economic Security. The 
DCYF core goals of permanency, safety and well being for children, youth, and families are in line with 
the mission, vision, and values of DES. Just as we work in partnership with families, community 
members, service providers, we rely on the services, expertise, and support of other divisions within DES 
to better serve our families and communities.   
 
DES & DCYF Mission Statements  
 
The Arizona Department of Economic Security promotes the safety, well-being, and self sufficiency of 
children, adults, and families. The Division of Children, Youth and Families is a human service 
organization dedicated to achieving safety, well-being and permanency for children, youth and families 
through leadership and the provision of quality services in partnership with communities. 
 
Our Vision  
Every child, adult, and family in the state of Arizona will be safe and economically secure.  
 
Our Goals  

 Strengthen Individuals and Families.  
 Increase self-sufficiency.  
 Develop the capacity of communities.  

Our Values  
 Respect – We respect each other, our stakeholders, our customers, and our staff. We recognize 

their differences and uniqueness – we treat all with equality and professionalism.  
 Diversity – We value the diversity of all people and strive to make decisions based on equity and 

fairness and are committed to eliminating discrimination.  
 Collaboration – We recognize that partnerships and teamwork are the core foundation of our 

business. Our collaboration with policymakers, service providers, community providers, families 
and other stakeholders enables us to develop programs and services that improve the quality of 
life for all our citizens.  

 Accountability – We hold ourselves personally responsible for our commitment to our clients, 
partners and coworkers. We say what we mean, mean what we say, and continually strive to 
improve our services and outcomes.  

 Innovation – We engage in visionary and strategic thinking and creative problem-solving, 
challenge the status quo, invite new ways of doing things and look to multiple and diverse 
sources for ideas and inspiration. 
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 Meaningful Check-in at the End of the First Week:  
 Discussion Points 
 
 
 
How did the first week compare to your expectations? 
 
 
 
With respect to getting oriented to working here, what experience stands out as most helpful from your 
first week? What did not work as well for you? 
 
 
 
What agency values did you observe ―in action‖ this week?  
 
 
 
What are your thoughts about whether this job is the right fit for you? 
 
 
 
What questions do you have?  
 
 
 
 
 
 

Outline the plan for coming weeks —  
be sure to reserve time for subsequent weekly and monthly check-in times  
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Assimilation & Acceleration 
 
Assimilation and acceleration refer to the onboarding processes of acquiring skills to perform in the 
assigned role at CPS and getting up to speed by learning the core issues, strategies, operational methods 
and communications strategies that will lead to a rapid successful outcome. The supervisor‘s main focus 
during this phase is to establish a supportive and learning-based supervisory-relationship. This phase lasts 
from the 2nd week of employment through the first year.  
 

 
Preparation for the Supervisor 
 

 Have you scheduled mandatory formal training? 
  Do you know what formal training content and assignments your new employee is receiving, 

when it is scheduled, and how well the employee is integrating it? 
  Do you know the preferred learning & working style of the new employee? 
  Are you modeling the professional behavior you wish your new employee to emulate? 
  Have you set clear expectations with respect to work standards — both those articulated in the 

performance evaluation system (PASE) and your critical priorities?  
  Are you providing a physically and emotionally safe environment where your new employee 

can feel supported and express doubts or concerns? 
 
 
Topics for meaningful discussion during the assimilation and acceleration phase 

 
 Does the new employee feel connected with, and valued by, the workgroup? 
 How can the new employee make a meaningful contribution and get satisfaction from the work 

when the administrative burdens are so heavy?  
 How can the new employee manage a workload and remain effective and positive? 
 Are the new employee‘s strengths and skills a good match for this work?  
 Does the new employee have realistic goals and objectives for fitting in and gaining competence 

in the assigned case work?  
 Does the employee believe clients, colleagues, and supervisors value his or her contribution? 
 Does the new employee find the work enriching or rewarding?  
 Does the new employee see themselves as developing a long-term career in CPS? 
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The Supervisor’s Responsibility for Retaining Staff  
 
The quality of supervision is a determining factor in a staff person‘s decision to stay or leave an 
organization. Employees have identified supervisory support as a motivation to stay despite job stress. 
Conversely employees cite a lack of supervisory support as a critical factor in their decisions to leave. 
Why? Because the factors that drive motivation and satisfaction within child welfare are largely within 
the supervisor‘s control.  
 
Examples of ‘motivational factors’  

 Achievement – There must be a feeling of accomplishment and progress toward a goal.  
 Responsibility and meaningfulness – The individual must feel connected to his/her work with a 

feeling of pride and ownership and feel in sync with the agency’s mission and values.  
 Recognition – Individuals must feel that there is proper acknowledgement for the work and the 

contribution they make. 
 Opportunity for growth – Paths must exist for advancement both in personal growth (furthering 

one’s knowledge and skills) and career growth (advancement opportunities). 
 
In child welfare, a good supervisor who cares about and develops a strong connection with staff, starting 
from the first day of initial orientation, is in the best position to help them find what they want from their 
work because they can be:  
 

 Model and Mentor: To achieve its mission, child welfare work depends on cultivating safe and 
healing relationships with children, families and communities. A good supervisor will facilitate 
professional development of his/her staff by consistently modeling effective relationship 
behaviors that help staff through their most difficult and/or emotionally charged times and events.  

 
 Representative of Agency Culture: Most child welfare agencies are organized so that 

supervisors oversee management of workloads, monitor legal and service requirements and 
motivate their staff day-to-day. The supervisor represents the agency‘s culture by exemplifying 
how the agency respects and values staff and families.  

 
 Career Facilitator or Gatekeeper: Supervisors dispense what tangible retention benefits the 

agency has to offer as well as the ―softer‖ benefits, including respect, flexibility and 
encouragement.  
 
The supervisor‘s style and relationship with his/her staff is of standout importance in attracting 
and retaining key talent. This means that the effective supervisor cannot abdicate responsibility 
but must take a proactive role in staff retention.  

 
Why Workers Stay  
 
People stay in DCYF for reasons that are distinctive to child welfare professionals. These have to do with 
personal characteristics, support for handling stress, burnout and secondary trauma and effective 
supervisory and peer relationships. Those prime factors are listed and further expanded on as follows:  
 
Personal Characteristics:  

 Sense of personal mission – human caring  
 Strong feeling of effectiveness in making a difference with children and families  
 Goodness of fit with DCYF work and the agency‘s mission  
 Relevant education and length of time in the field  
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 Feeling of belonging and personal pride in the agency and its mission  
 
Supervisory Relationships:  

 Support from and a good relationship with an effective supervisor  
 Supervisor who focuses on professional learning, career and personal development  
 Recognition and encouragement from the supervisor and agency  

  
Professional Organizational Culture:  

 Opportunities to learn and develop  
 Safe work environment – physically and emotionally  
 Concern for employee‘s families and personal needs  
 Agency investment in staff development  
 Support for handling stress, burnout and secondary trauma  
 Supportive and satisfying relationships with peers  
 Respect from management  
 Flexibility in work hours, work setting and dress code  

 
To retain competent, valuable staff and ensure their job satisfaction and loyalty, a resourceful supervisor 
will make every effort to take advantage of opportunities in which these factors can be represented and 
manifested within their scope of supervision.  
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Five Functions of Retention-Focused Supervision 
 
Staff turnover compromises the ability of supervisors to do the job they were hired to do. 
 
Retention-focused supervision is an intentional relationship that gives equal priority to the personal and 
professional growth of the individual staff person and achieving effective and timely outcomes for 
children and families. It requires supervisors be proactive in using mentoring, coaching and consulting 
skills, while individualizing their approach to diverse personalities and levels of experience.  
 
At the core of this approach is the expectation that supervisors model the attitudes and skills that staff 
need to be effective with children and families. In working with individual staff, there are five functions 
of retention focused supervision:  
 

1. Supporting the professional development of staff: The retention-focused supervisor is 
committed to each staff person‘s learning and growth and views retention as a personal 
responsibility. There is a focus on building a professional development partnership with staff that 
aims to help them become increasingly self-aware and effective in working with others. 
Supervisory sessions or individual conferences are high priority and are adhered to consistently. 
Supervisory time is intentionally managed and valued as a series of opportunities to learn and 
grow.  

 
2. Individualizing supervision to diverse personalities and circumstances: Retention-focused 

supervisors are students of difference. They first understand their own preferred learning and 
behavioral styles and then individualize their approach to work with staff who may have different 
perspectives, strengths and approaches that work for them. Tailoring supervisory skills to build 
and draw on an individual employee‘s strengths is the ―art‖ of retention-focused supervision.  

 
3. Utilizing effective communication and other skills: Retention-focused supervisors are able to 

communicate with all staff, including those that have different styles from their own. 
Communication skills that foster respect, empathy and encouragement are very important. The 
ability to listen effectively, give constructive feedback, use open questions for debriefing staff 
and employing empathy are required skills for retention-focused supervisors. Modeling these 
skills will help staff work through challenging situations with children and families, as well as 
those that arise within the agency.  

 
4. Building a positive agency culture: Retention-focused supervisors have a particular role in 

building and reinforcing a positive culture within the agency. In a sense, supervisors are the 
agency‘s cultural ambassadors. They are in the best position to model respectful behaviors and 
encourage a safe, caring learning environment.  

 
5. Facilitating and teaching staff to achieve effective and timely outcomes: DCYF supervisors 

understand that their staff want and need to be effective to continue their commitment to the 
profession. They assist and support staff to do the work necessary to achieve timely outcomes for 
children and families. They work with their staff around building relationships and performing 
the necessary tasks to provide safety, well being and permanency for children and families.  

Assessing Your Supervisory Competencies  
 
One of the first steps to improving retention skills is for the supervisor to take a look at what he/she does 
well and what areas need attention. The activity that follows incorporates five functions of staff retention 
discussed in previous sections into an easy to complete self-assessment.  
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Supervisor’s Staff Retention Competencies Inventory  
 
A) Read each statement and score yourself on the extent/frequency to which you do each of these 
behaviors. Use the following rating scale:  
 
1=Strongly Disagree; 2=Disagree; 3=Neither agree nor disagree; 4=Agree; 5=Strongly agree  
 

Professional Development: I support the personal and career 
growth of my staff. If asked, my staff would say that I…  

Score  

1. Take personal responsibility for retaining my staff. 
 

 

2. Give priority to maintaining a schedule of regular, focused 
supervisory meetings.  

 

 

3. Care about their values and help them connect their values 
with the agency‘s mission.  

 

 

4. Work to build partnerships between myself and my staff.  
 

 

5. Help staff cultivate and use self-awareness in their work with 
families, children and others.  

 

 

6. Help staff set objectives for cases and personal development.  
 

 

7. Encourage appropriate autonomy and decision making, 
based on an individual‘s experience and competence.  

 

 

8. Support accountability and achieving outcomes for children 
and families by removing barriers and advocating for 
resources.  

 

 

9. Help staff take responsibility for their own learning and 
development.  

 

 

10. Encourage staff to take part in growth opportunities within 
the agency and professional education. 

 

 

11. Model the type of relationship that staff need to develop in 
their work with children and families.  

 

 

12. Link staff with others who can encourage their growth and 
job satisfaction  

 

 

Total score Professional Development   
 



 

13 
 
 

1=Strongly Disagree; 2=Disagree; 3=Neither agree nor disagree; 4=Agree; 5=Strongly agree 
  

Working with Differences: I respect and build on each 
individual‘s strengths and what makes each of them unique. If 
asked, my staff would say that I…  

Score  

13. Model respect for differences and diversity.  
 

 

14. Understand my assumptions about individual staff and work 
to value his/her unique differences.  

 

 

15. Treat staff respectfully and preserve their dignity. 
 

 

16. Understand how my personal learning style impacts my 
interaction with staff. 

 

 

17. Understand staff‘s learning styles and employ techniques 
that are designed to aid in their learning.  

 

 

18. Understand how my behavioral style impacts my interaction 
with staff. 

 

 

19. Understand my staff‘s behavioral style and maintain 
flexibility in working with staff whose styles differ from my 
own.  

 

 

20. Understand and manage my emotions and those of staff.  
 

 

Total score Working with Differences   
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1=Strongly Disagree; 2=Disagree; 3=Neither agree nor disagree; 4=Agree; 5=Strongly agree  
 

Communication Skills: I model the relationship and 
communication skills that I want my staff to emulate with their 
clients. If asked, my staff would say that I…  

 

21. Tailor my communication based on who I am, who my staff 
are and what the situation requires. 

 

 

22. Listen carefully to what is being communicated and 
summarize what I hear.  

 

 

23. Ask questions that draw out additional information  
 

 

24. Look for and evaluate nonverbal cues.  
 

 

25. Identify and work with the feelings behind the words.  
 

 

26. Keep an open mind and ask open questions.  
 

 

27. Tell the truth and give thoughtful feedback that focuses on 
actions and not attitude. 

 

 

28. Give feedback that works to instruct and assist staff rather 
than alienate them. 

 

 

29. Ask clarifying questions to better understand staff emotions, 
attitudes and behaviors. 

 

 

30. Challenge staff to rethink their blind spots, assumptions and 
values.  

 

 

Total score Communication Skills   
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1=Strongly Disagree; 2=Disagree; 3=Neither agree nor disagree; 4=Agree; 5=Strongly agree  
 

Culture and Environment: I understand that supervisors are 
cultural ambassadors for the agency. If asked, staff would say 
that I…  

Score  

31. Place a high priority on staff retention and make it part of 
everyone‘s responsibility.  

 

 

32. Maintain physical and emotional safety in the workplace and 
have safety policies and plans. 

 

 

33. Develop and engage a multi-cultural workforce at all levels 
of the agency. 

 

 

34. Care deeply about staff and their families and encourage 
balance between work, personal life and having fun in the 
workplace.  

 

 

35. Support and encourage staff for their commitment and work 
on behalf of families and children and celebrate 
accomplishments.  

 

 

36. Give staff appropriate autonomy to work in their own 
creative ways.  

 

 

37. Promote a culture of continuous learning and development. 
 

 

Total score Culture and Environment   
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1=Strongly Disagree; 2=Disagree; 3=Neither agree nor disagree; 4=Agree; 5=Strongly agree  
 

Performance and Outcomes: I want my staff to be successful 
on the job and earn the respect of others. If asked, my staff 
would say that I…  

Score  

38. Teach and reinforce policies, procedures, and protocols 
relevant to the job. 

 

 

39. Model and teach how to effectively manage the workload. 
 

 

40. Help staff make difficult decisions and set priorities. 
 

 

41. Teach child and family assessment skills.  
 

 

42. Teach report writing skills.  
 

 

43. Teach how to access and use community resources.  
 

 

44. Find ways for staff to do more of what they love to do.  
 

 

45. Look for innovative and customized ways to reward and 
recognize talented people.  

 

 

46. Differentially assign work to the staff who are most 
passionate about it.  

 

 

47. Give credit and spotlight to staff. 
 

 

48. Give continuous feedback on individual staff performance.  
 

 

49. Conduct affirming and timely performance reviews.  
 

 

50. Find creative ways to encourage teamwork to manage 
workloads.  

 

 

Total score Performance and Outcomes   
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B) Summarize your scores  
 

1. Circle the number on the chart shown below that best approximates how you scored in each 
category.  

 
 

 

Supporting 
Staff 

Developmen
t 

Working 
with 

Difference
s 

Communicatio
n 

Building 
Positive 
Culture 

Support 
Performance 

and 
Outcomes 

Strongly 
Agree 60 40 50 35 65 

 54 36 45 31 58 

Agree 48 32 40 28 52 

 42 28 35 24 45 

Neither agree 
nor disagree 36 24 30 21 39 

 30 20 25 17 32 

Disagree 24 16 20 14 26 

 18 12 15 10 19 
Strongly 
Disagree 12 8 10 7 13 

 
1. Now draw a line through each of the five circles connecting them on the chart. How do your 

scores compare? Are they in balance or are some higher and some lower?  
 

2. Look over your assessment scores and decide if there are any line items that you feel are 
especially significant. Circle those that you think are most important and want/need to work on.  
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Things I Will Do To Improve My Retention Competencies 

 
 

The skills I want to improve  What I can do by next week  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
1. My first step will be to…  
 
 
 
 
 
2. I will ask for help from ____________________________ to do…  
 
 
 
 
 
3. I will know that I am making progress by…  
 
 
 
 
 
4. I will reward myself by….  
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Responding to Diversity  
 
The ability to work with diverse populations and to appreciate individual differences is key to retaining 
committed staff. The agency seeks to respond to the children and families of Arizona with a diverse, 
representative staff. 
 
Issues that arise due to staff differences can be obvious or subtle. Supervisors who do not address issues 
arising from such differences will find those issues leaking into services to clients with potentially 
destructive results.  
 
Ongoing attention to themes of diversity will help staff gain unity in the workplace. Staff will also 
develop better understanding of how best to partner with colleagues and clients alike. 
 
Dimensions of diversity 
The phrase ―diversity in the workplace‖ may bring to mind a narrow descriptor  A myriad of factors 
impact diverging (isolating) and converging (affiliating) world views, including:  
 
 Age  Language  Politics 
 Ethnicity  Sexual orientation  Life experience  
 Gender  Spirituality  Workload 
 Geography  Marital/parenting status   Status in the workplace  
 Socioeconomics  Educational background   Relational style 

 
Most supervisors have a natural way working with their staff. The supervisor‘s own style may be very 
effective, but he or she may be challenged by certain individuals who express or represent a different 
world view. Working with these differences requires self-awareness, flexibility and a broad range of 
responses to ever-changing situations and people. 
 
Self Assessment Points to Ponder 
 

 I understand my assumptions about individual staff and work to value unique differences. 
 I treat staff respectfully. 
 I understand my personal learning style preferences and take care not to presume my staff members 

have the same preferences.  
 I understand my staff‘s learning styles and consider those when I am developing techniques to aid 

their learning 
 I understand my behavioral style and how it impacts my staff  
 I understand my staff‘s behavioral style and how those may differ from my own 
 I understand and manage my emotion and my reactions to the emotions of my staff  
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Professional Development of Staff  
 
 
The work of child welfare is too stressful and too demanding to be carried alone. Staff are involved in 
complex interactions with children and families; interactions that they can only share with a supervisor 
who makes them feel safe and valued for the work they are doing. 
 
The retention-focused supervisor understands this and forms a partnership with the staff person, utilizing 
trust and collaboration. Through this partnership, staff feel there is a shared responsibility with the 
supervisor that helps to reduce feelings of isolation and stress. The message to the staff person is that the 
time spent with him/her is important and valuable to the work that is being done with children and 
families.  
 
Child welfare workers rely on the supervisor‘s intentional use of self to successfully support the 
professional development of staff.  
 
Do I Support Professional Development By… 
  

 Taking personal responsibility for retaining my staff? 
 Giving priority to maintaining a schedule of regular, focused supervisory meetings?  
 Caring about the values of staff and helping them connect their values with the agency‘s mission?  
 Working to build partnerships between myself and my staff? 
 Helping staff cultivate and use self-awareness in their work with families, children and others?  
 Helping staff set objectives for cases and personal development?  
 Encouraging appropriate autonomy and decision making, based on an individual‘s experience and 

competence?  
 Supporting accountability and achieving outcomes for children and families by removing barriers 

and advocating for resources?  
 Encouraging staff to take part in growth opportunities within the agency and professional education? 
 Modeling with staff the type of relationship they need to develop in their work with children and 

families?  
 Linking staff with others who can encourage their growth and job satisfaction?  
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A Supervisor’s Focus  
 

Effective supervisors gauge where each individual staff is related to experience, stress and risk and vary 
their style accordingly. Variations in style and level of intensity are described below.  
 
Orienting/Teaching – When staff are new to the job or have limited experience, supervisors need to be 
more involved through orienting, training, providing structure, directions and teaching. During this stage 
the new employee is trying to master information, requirements and routines.  
 
Directing – When a staff person is inexperienced and there is a high-risk or critical function to be 
performed, the supervisor is likely to be more directive and structured in his/her approach. During these 
situations, the staff person is likely to need someone to accompany him/her into the field or walk them 
through procedures step by step.  
 
Coaching/Mentoring – As staff mature on the job they require less oversight, with the supervisor acting 
more as a mentor or coach. The supervisor provides information and tips as needed, but usually uses 
clarifying questions to enhance the staff person‘s problem-solving skills and increase autonomy. The 
focus is on employee growth and development.  
 
Consulting/Collaborating – When in crisis, more experienced staff will usually require a partnering, 
consulting or collaborating relationship. The focus in this relationship is to add agency endorsement to 
legitimate decisions and actions and share responsibility for difficult decisions. In very high-risk 
situations, the supervisor or a higher-level staff person may need to make a decision upon consultation 
with the staff person.  
 
Monitoring – A necessary part of working with all staff is monitoring. With inexperienced staff, most 
cases will be monitored for compliance. As staff gain more experience, cases will be randomly selected 
for performance monitoring at periodic intervals.  
 
Over time, the effective supervisory relationship will naturally evolve from a relationship that concerns 
itself with teaching and acting as a role model for the staff person, to a consultative and mutually growth 
enhancing partnership. 
 
The Importance of Mutual Trust and Respect  
Being trustworthy, communicating a consistent message that is aligned with the organization‘s mission 
and purpose, and treating staff with respect are core features of a supervisory style that works to retain 
staff. Supervisors build trust by:  
 

 Giving priority to maintaining a regular schedule of supervisory sessions with staff  
 Doing what they say they will do  
 Finding necessary resources and breaking down barriers so work can get done  
 Creating an environment where staff feel physically and emotionally safe  
 Showing care and concern for individual s and their families  
 Maintaining confidentiality  
 Being respectful and discreet in work with staff – what happens in supervision stays in 

supervision  
 Being sincerely interested in and open to the needs of staff and the children and families they 

serve  
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Increasing Effectiveness of the Supervisory Process  
 
Professional supervision takes place every day in planned and informal encounters with staff, in groups 
and in individual settings. Though the supervisor may have a very strong and natural supervisory style, by 
becoming more self-aware and intentional in work with staff, he/she can enhance personal effectiveness. 
This section details the major types of supervisory meetings and encounters, and provides suggestions and 
tools for supervisors to use.  
 
One-on-One Sessions  
Scheduled supervisory meetings need to be planned and focused in order to be productive. This is an 
opportunity to meet with staff one-on-one and/or in supervisory groups to support and assist them in 
meeting agency and professional goals. The platform for these sessions is usually the individual staff 
person‘s performance objectives, caseload and other assignments. Conversations are about solving 
problems; accessing internal and external resources; removing barriers to achieving outcomes and/or 
getting paperwork done; encountering conflicted relationships with specific clients, other staff members, 
or external agencies; and facing personal struggles or issues that may impact the individual‘s 
performance.  
 

Planning and Structuring Productive Supervisory Meetings  
 
Before the meeting  
 

 Develop a regular schedule of meetings with each staff person and strictly adhere to the time 
scheduled for the meeting.  

 Create a comfortable and confidential environment for holding meetings.  
 Resist any unnecessary interruptions including cleaning off your desk or table.  

 
Prepare for the meeting  
 

 Review the objectives you and your staff person established related to his/her performance.  
 Reflect on your last meeting with the staff person. What action items were established? 
 Did you follow through on actions you promised to do?  
 Review case materials and cases that are to be discussed.  
 Reflect on the staff person‘s unique strengths and style.  
 Reflect on recurring themes from previous meetings, identifying where the staff person might be 

stuck and need your help to progress.  
 Consider what meeting outcomes would benefit the agency, the staff person and you.  
 Be aware of your own work style, your current state of mind and emotions.  

 
During the meeting  
 

 Be personable, even if it is not your customary style. Pay attention to what the staff person may 
bring to the session including stress level, emotional state and readiness to tackle difficult issues.  

 Ask the staff person what would be a good outcome for him/her as a result of this meeting; share 
the outcomes you are seeking.  

 Begin the meeting by developing an agenda for the meeting with the staff person.  
 If you prepared the agenda in advance, be sure to engage the staff person in making changes, as 

necessary.  
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 Follow the agenda as appropriate, but stay flexible to address crises or important professional 
development issues that may come up.  

 Use listening, clarifying questions, reflection, empathy, encouragement and other communication 
skills to engage and empower staff and to gain necessary information and give feedback.  

 Support staff in making difficult case decisions.  
 Challenge staff by exploring potenial blind spots and recurring themes, including relationship 

issues with you or others, as appropriate.  
 Provide feedback on case reviews, outcomes and agency requirements.  
 Review action items from last meeting.  
 Develop mutually agreed upon action items.  
 Plan the agenda and schedule next meeting.  

 
After the meeting  
 

 Follow through on your assignments  
 Give feedback to staff on progress, information and resources as needed  

 
It is important to understand that a supervisor can spend time planning scheduled meetings and 
conducting these well; but, in the heat of the moment, can destroy a supervisory relationship by acting 
rude, abrasive, by being disrespectful to a staff person or by violating his/ her personal boundaries or 
trust. No one is perfect or ―on‖ all of the time, especially under stress. When uncomfortable or 
inappropriate situations do occur, it is best for the supervisor to acknowledge and initiate a discussion 
about what happened and apologize when appropriate. Humility goes a long way in restoring confidence 
in a relationship that has been injured. Some tips for handling unscheduled supervisory encounters follow:  
 
Impromptu Meetings  
 

 Clarify in advance the type of situations that are considered to be crises and how staff need to 
involve their supervisor when such situations arise  

 Follow agency policy and protocol in crises and/or high-risk situations  
 Remember, staff who are managing a crisis case will need the supervisor to be accessible in 

person and/or by telephone and feel comfortable in approaching him/her anytime – day or night  
 
Staff or Workgroup Meetings  
 

 Develop and follow a meeting agenda and schedule.  
 Use meeting time productively, respecting how important time is to staff.  
 Establish and reinforce ―rules of engagement‖ for meetings to be followed by staff and 

supervisors alike.  
 Honor each individual‘s confidentiality in meetings.  
 Model dignity and respect for all staff and their ideas in meetings.  
 Utilize and model effective communication and group process skills.  
 Honor diversity and individual style differences.  
 Champion ideas, not individuals.  
 Whenever possible, discuss disruptive individual staff behaviors outside of the meeting and in 

private.  
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Reviewing and Giving Feedback on Case Materials Submitted by Staff  
 

 Try to give feedback in person.  
 Give positive, specific feedback whenever warranted; don‘t underestimate the value of positive 

recognition and encouragement.  
 Balance feedback by focusing on strengths first and then dealing with areas for improvement.  
 Help staff link requested change to personal career goals.  
 Give precise, detailed examples of information needing change.  
 Give reasons for asking for or suggesting the change.  
 Help staff figure out how to make the needed changes.  
 Help remove obstacles to getting the work done in a timely way.  
 Acknowledge and celebrate progress.  

  
Informal discussions/encounters  
 

 Pass on information that staff need to know in between meetings (if the information seriously 
impacts their job, it is best to do this in private). 

 Be friendly and upbeat. 
 Show genuine caring for the individual and his/her family.  
 Use humor and encourage fun, as appropriate. 

 
Memos, Notes and Email 
  

 Email does not substitute for face to face communication.  
 Opt to communicate in person when practical.   
 Address staff appropriately; use please and thank you.  
 Use a positive tone in written communication to staff; try to come across as friendly, respectful 

and approachable.  
 Be professional; don‘t use derogatory comments.  
 Avoid giving performance feedback in emails.  
 Give positive feedback and encouragement.  
 When answering emails, resist ―copying all‖ unless absolutely necessary.  
 Re-read the written piece before sending it; screen it for potential misunderstandings or 

innuendos. 
 Avoid using all capitals or huge print — it may seem like shouting.  
 Avoid using all lower case or lack of punctuation — it may seem like a monotone  

 
Content and Focus of Supervision  
 
The content of supervision includes cases, projects and special assignments given to staff. An important 
role of supervisors is to assure that children and families served by the agency are receiving required and 
effective services. Cases are reviewed and discussed for several reasons:  
 

 To monitor the quality and effectiveness of the services being provided to families  
 To help staff use agency and professional processes in assessing and working with families 

and children (technical or hard skills)  
 To help staff become increasingly more professional and effective in their day-to-day work 

with children and families (professionalism and relationship skills or soft skills) 
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The supervisor needs to be both proactive in scheduling cases for review and discussion and be 
responsive to case situations that staff may be struggling with and bring to their attention; particularly, 
where there are patterns developing that need the supervisor‘s involvement.  
 
Monitoring  
 
The focus of case reviews is to monitor compliance with certain performance factors and outcome 
measures. For example: Are the required number of staff home visits or sessions being accomplished? 
Are children visiting with siblings and parents? Is the required paper work completed on time? Are cases 
progressing to meet required outcomes and timelines? Are regular reports filed on time? Is the staff 
person attending court, working with parents, showing up for appointments and meetings?  
 
Supporting Agency and Professional Processes  
 
Using cases, the supervisor can assist staff to use agency and professional standards and protocols to 
achieve case goals and outcomes. For example:  

 Are agency policies and district operational procedures being followed?  
 Are documents and reports communicating appropriate assessment and case management skills?  
 Is the staff person being strengths-oriented in his/her approach?  
 Is there sufficient progress being made in cases?  
 Is the quality of case plans and reports sufficient?  

 
Enhancing Professional Development  
 
An important purpose of supervision is to support the professional development and autonomy of each 
staff person. This means that both the supervisor and staff are engaged in an ongoing process of 
continuously improving self-awareness and self-mastery.  
 
Through case discussions and case reviews, the supervisor develops an understanding of how staff‘s 
values and life experiences can influence their ability to work with certain clients. Does the staff person 
have effective working relationships with children and families, other agencies, peers, resource parents, 
and others necessary to do good work? Does the staff person demonstrate sufficient maturity to do the job 
they are assigned to do? Does the staff person demonstrate cultural competency?  
 
In some instances, the client‘s behavior or situation may bring out unresolved family or personality 
conflicts. Values and personal conflicts can affect a worker‘s objectivity and performance. It is the 
supervisor‘s responsibility to help their staff identify and work through conflicts that affect their ability to 
stay centered on the best interests of clients. Conflicts may be manifested in the staff person‘s difficulties 
in working with certain personalities; over-identifying with the neglect or abuse of a child or adult; having 
difficulty in working with racial, cultural or social class differences; or establishing inappropriate 
boundaries with clients. Using techniques, such as listening and clarifying questions, can be very effective 
in helping staff put such potential conflicts in perspective.  
 
Outcomes and Accountability  
Setting goals and meeting outcomes are important parts of developing and maintaining a high morale and 
culture for retention. Accountability is everybody‘s business. Accountability is an important concept for 
supervisors to model and reinforce. 
 
From the supervisor‘s perspective, accountability is about meeting and adhering to the standards of ethics 
of the profession; providing quality services; and achieving timely case outcomes. Supervisors need to 
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take personal responsibility for the work performed by their staff. This means setting clear expectations 
and monitoring the achievements of their staff. People don‘t perform well when expectations are low.  
 
Some of the most critical human needs that affect staff commitment and performance are:  
 

 Pride in one‘s work and employer  
 Work that has meaning — staff want to be part of something, to ―do good‖ and accomplish goals  
 Clear goals and understanding of one‘s role in accomplishing goals  
 A voice in shaping how the work is to be done  
 Professional autonomy appropriate to one‘s experience and education  
 Acknowledgement and recognition for individual and team achievements  

 
In recent years, there has been more emphasis on achieving timely outcomes in child and family services 
(Child and Family Services Review). How an agency administers outcome requirements is critical to 
success. Agencies that are autocratic and demeaning to staff who do not or cannot reach outcomes 
because of lack of resources will have difficulty retaining staff. 
  
Following are some key points for supervisors to consider when seeking better and timelier outcomes for 
children and families. Supervisors need to:  
 

 ―Buy in‖ to agency commitments and contractor requirements pertaining to outcomes for children 
and/or families  

 Make sure that their staff know what the expected outcomes are and acceptable timeframes for 
achieving them in their program  

 Advocate for and provide staff with adequate resources to achieve outcomes  
 Improve processes to reduce barriers, redundancy and wasted time in achieving outcomes  
 Put processes in place to support, improve and measure individual and team performance  
 Learn how to use the latest technologies to communicate with staff and monitor outcomes;  e.g. 

collecting and analyzing data to guide decision making, make work assignments, set priorities 
and monitor achievements. 
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Managing the Impact of Stress and Burnout 

 
There are times when even experienced staff may need more active involvement from their supervisor. 
This may include times when staff are under a great deal of stress, injury or death of a client has occurred 
or when situations present a high level of risk for staff, the agency and/or the families and children served.  
 
Having an understanding of the impact of stress on staff is important for retention-focused supervisors 
working to build positive relationships with staff. Everyone has his/her own window of tolerance in 
which they can accept and cope with stress. Most people are fine as long as they can keep stress in their 
window of tolerance. It is important to remember that in times of stress, thinking processes may become 
confused and distorted and stress may suppress short-term memory.  
 
Everyone is susceptible to the impact of stress and supervisors who are concerned about the emotional 
health of their staff need to be aware of ways to help staff recognize when too much stress turns into 
distress and help them manage it. The following table describes four categories of stress: 
 

Four Categories of Stress 
 

Survival Stress  
Occurs: 
 when survival and/or health is threatened,  
 when one is put under pressure, or  
 when one experiences some unpleasant or 

challenging event.  

Internally Generated Stress  
Can come from  
 anxious worrying about events beyond one‘s 

control,  
 a tense and hurried approach to life or  
 relationship problems caused by one‘s 

behavior.  
Some people generate internal stress as an 
addiction or for enjoyment.  
 

Environmental and Job Stress  
Stress caused by one‘s living or working 
environment. Causes of stress include: 
 noise,   crowding,  
 pollution,   untidiness, 
 dirt or   other distractions.  

Events from work can also cause stress.  

Fatigue and Overwork  
This type of stress builds up over long time 
periods. It can occur when one tries to achieve too 
much in too little time without effective time 
management strategies or when there is prolonged 
overwork.  

 
 
Stress vs. Distress  
As illustrated in the Four Categories of Stress table, there are multiple sources for the stress people 
encounter. Child and family service staff, by the very nature of the jobs they do, are exposed to high 
levels of job stress.  
 
All stress is not bad. To ‗stress‘ something is to put emphasis on it, or add pressure, force and/or strain. 
This can be a good thing when it is under control such as doing a reasonable amount of physical exercise, 
stepping up to a new mental challenge, taking on an interesting new project or cleaning out the closet. But 
these things do not happen in a vacuum. There is often so much going on at work and in the personal lives 
of staff and supervisors that sometimes a small bit of added stress results in extreme feelings or 
overreaction. Distress is when people are faced with too much stress, resulting in negative consequences. 
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Excessive stress can have a negative impact on how a person functions and her/his relationships with 
others at work and at home. In child and family service, it is not unusual for supervisors and managers to 
ignore their own needs for time off and other stress relievers. Nobody wins when that happens. 
 

How Distress Can Affect Performance 
 

 Clouds judgment   Damages self-confidence   Narrows attention span  
 Disrupts ability to 

concentrate  
 Reduces enjoyment of work   Promotes negative thinking  

 Reduces fine motor 
control  

 Interferes with the quality of 
work 

 Effects quality of decision 
making  

 Turns challenges into 
threats  

  

 
Distress that is not dealt with can lead to burnout and/or compassion fatigue. Staff who experience these 
conditions often leave the agency or the field. Supervisors cannot control the stressors outside of the work 
environment, but they can be aware of them while focusing on lessening the level of distress on the job.  
 
Burnout is a state of physical, emotional and mental exhaustion caused by long term involvement in 
emotionally demanding situations. Some literature also refers to this condition as ―compassion fatigue,‖ 
especially when applied to people who are in care-giving roles over a period of time. Burnout occurs 
when highly committed people lose interest and motivation. Typically, it occurs in hard working, driven 
people who become emotionally, psychologically or physically exhausted. Often burnout will manifest 
itself in a reduction in motivation, volume and quality of performance, or in dissatisfaction with or 
departure from the activity altogether. 
 
Burnout and/or compassion fatigue are processes rather than a fixed condition and are characterized by:  

 An erosion of idealism  
 A void of achievement  
 Emotional exhaustion  

 
Staff who are at risk for burnout or compassion fatigue include those who:  

 Find it difficult to say ‗no‘ to additional commitments or responsibilities  
 Experience intense and sustained pressure for prolonged periods of time  
 Have high standards that make it difficult to delegate to others  
 Try to achieve too much for too long  
 Give too much emotional support for too long  
 Experience a lack of control over commitments  
 Believe incorrectly that they are accomplishing less  
 Have a growing tendency to think negatively  
 Experience a loss of a sense of purpose and energy  
 Have an increasing detachment from relationships  

 
Helping staff avoid burnout and compassion fatigue is a job that retention-focused supervisors will want 
to undertake. Supervisors need to avoid the lure of depending too heavily on the most competent staff by 
assigning them the most complicated cases. Respecting the limits of their mental energy is vital to helping 
them to preserve themselves. Knowing staff well enough to allow them to say no to commitments that 
they don‘t feel they can take on is also a skill of retention-focused supervisors. This includes helping staff 
guard against committing too much of their time to any one project.  
 



 

29 
 
 

It is the role of the retention-focused supervisor to assist staff who are under a great deal of stress and/or 
in danger of burning-out by helping them to:  

 Re-evaluate their goals and prioritize them  
 Evaluate the demands placed on them, their ability to comfortably meet these demands and to 

determine how they fit with their goals  
 Reduce commitments that are excessive  
 Become less approachable and less sympathetic with people who demand too much emotional 

energy from them  
 Involve others in a supportive role to help them deal with those who demand too much  
 Learn stress management skills such as stress reducing activities  
 Examine other areas in their life that are generating stress  
 Utilize support of their friends and family  
 Acknowledge that they have a right to pleasure and a right to relaxation  

 
Post Traumatic Stress Disorders and Secondary Trauma  
Post traumatic stress disorders (PTSD) involve the development of characteristic symptoms following a 
psychologically traumatic event. These symptoms may include:  

 Recurrent and intrusive recollections of the trauma  
 Avoidance of stimuli associated with the traumatic event or numbering of general responsiveness  
 Persistent symptoms of increased arousal  

 
PTSD is usually the result of direct exposure to a traumatic event. Examples may include: physical 
assault, vandalism to property, verbal threats, stalking, child removal, witnessing physical assaults upon 
others.  
 
Secondary trauma (which is also referred to in the literature as compassion fatigue, compassion stress, 
vicarious trauma or burnout) can occur as a result of a single event and is usually an ―indirect‖ exposure 
to a traumatic event. This could include a child‘s death on one‘s caseload, serious injuries to children, 
rapes, physical abuse, extreme neglect, criticism by the press, and threat of lawsuits. Secondary trauma is 
an element or contributing factor to burnout and many of the symptoms are the same as burnout 
symptoms. DCYF staff are particularly vulnerable to secondary trauma because they are usually 
empathic, may have unresolved issues related to previous trauma, have insufficient recovery time and 
often their work involves children who experience extreme abuse and trauma. It is, therefore, very 
important that the agency understand the potential impact of secondary trauma on staff and be proactive 
in addressing situations. Some organizational responses can include:  
 

 Develop and support a supervisory model that encourages staff to share difficult experiences, 
problem-solve and learn from them.  

 Encourage the use of grief counseling and peer support when traumatic events occur. 
 De-brief traumatic events and focus on lessons learned and future prevention. 
 Discourage excessive over time and habits of not taking sufficient time off. 
 Nurture the sense of mission, purpose and meaning that is part of the helping role, since it is a 

crucial ingredient to the psychological well-being of the helper. 
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Implications for Child and Family Services Supervisors 
 
In summary, DCYF supervisors must ―own‖ retention to be successful. Some practical ways for 
supervisors to demonstrate their commitment to retention include:  
 

 Take charge of a new staff person‘s orientation, ensuring that staff are brought into an inclusive 
team and receive proper orientation to the work  

 Assist staff to navigate the agency‘s infrastructure  
 Connect staff with peers and others who can support them and encourage their growth  
 Exemplify caring and respect for staff at all times  
 Help staff connect with the agency‘s mission and beliefs and manage the emotional intensity and 

stress of the work  
 Build an evolving ―professional development partnership‖ with each staff person, tailored to the 

individual‘s strengths, capacity and unique needs  
 Plan and advocate for staff to have appropriate educational and training opportunities that are 

internal and external to the agency 
 Support staff in identifying, balancing, and meeting their personal and professional goals 
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Critical Questions: Lesson Learned Focus Group Meeting 

 
 

1. What did we do right? 

Included different levels, voices of supervisors, APM’s PMs, employee and our partners ASU and 
private sector. Not preoccupied with results more on process, we created a foundation.  Didn’t dwell 
on the horrors of our job, we acknowledged the challenges and moved on.  Trying to look at the root of 
the problem than just addressing the problems.  Time was always well spent, valuable.  Created an 
environment of honest and open communication.  Continued involvement and participation has been 
fantastic.  

1. What things mattered the most on this project? 

Open and honest communication. Ongoing consultation providing guidance and direction. Web portal 
and the documents and the visuals. Value of data. Appreciated the process, we have seen it develop.  
Having a model, a structured process.  Re-enforcing the F2F and the parallel process and aligning the 
teams and goals. Bringing the workforce planning process back to the overarching framework of F2F 
and parallel process. Sustainable.  Initial and ongoing process of the executive team, sponsorship of 
the process. Not losing site of employee feedback. Success is rooted in the workforce. Gift from Annie 
E. Casey Foundation.  

2. What things surprised us on the project that weren’t in our plan? 

Supervisor success connection to APM, PM and leadership support.  Enhanced understanding of the 
importance of the APM.  Transfer of learning. External data on housing. Supervisor as the magnet 
position. Potential for impact of this project agency wide. How many good things we had started and or 
were in place. 

3. What things did we anticipate happening that didn’t? 

That the workforce planning team and process did not fall apart and dissolve. 

4. Where could we improve? 

Bigger binders. Sub team communication could be better. Using external data to drive regional 
recruitment plans.  Keeping focused on the performance measures. 

5. What mistakes did we successfully avoid making? 

     Ya but, that won’t work.  No preconceived notions. Didn’t jump to solutions. Not letting the process 
be imposed. Didn’t turn it into a management driven process. Avoiding bringing all of the negative 
issues/attitudes/energy. Avoided individual agendas, stayed focused on the organizational agenda. 
Avoided not putting anyone down. 

6. What should we experiment with on our next workforce planning project? 



Full participation, transfer of learning, how would you support full participation. Getting the word out, 
publicizing the work of the group.  Quicker communication of the project. 

7. What did we learn by doing workforce planning? 

     Anything is possible.  Importance of the parallel process.  Data collection and sharing of the data. 
Volume of information out there.  Replication of the model to other areas/projects.  Many factors that 
needed to be considered, data analysis, the people factor.  Strategic partnership between HR, need 
for that richer transformational alignment of HR with the organization.  Developing goals, timelines, 
and performance measurements worth the pain.  Awareness and recognition of the things we do well 
and the importance of celebrating those achievements. The complexity of the goals and getting it all to 
work together. 
 

8. What could we automate or simplify that we do repetitively in workforce planning? 

     Updating the work plans into overall workforce plan on a consistent basis. Automate the turnover 
data. Automating the scorecard. Automation of pace scores. Exit survey 

9. What other value could we extract from the workforce planning project? 

      

10. What skills/resources did we need that were missing on this project? 

Statistical analysis.  Data analysis.  IT resources 

11. What skills/resources do we anticipate we will need to continue to improve our workforce 
planning process? 

Upgrade of the supervisor salary budget.  University partnerships for training.  ROI, economic impact 
of the strategies.  Legislative services to address legislative actions/analysis. Tap into the legislative 
liaisons. Two way communication about what they are doing and what we are doing. Integrating policy 
and legislation discussions with workforce issues. Inform and advocate workforce issues with the 
legislative process.  Identification of current resources and future resources needed for wfp. 

12. What value did we get from a formal workforce planning process? 

      



13. What value did we not get from the formal workforce planning process that we could strive for 
next time? 

     Strategies will positively affect children and families 



SITUATION:

PRIORITIES:

STRATEGY:

Workforce quality impacts the Division's ability to achieve safety, permanency and well-being outcomes for children and families. 

Safety Outcome 1:  Children are, first and formost, protected from abuse and neglect.
Safety Outcome 2:  Children are safely maintained in their homes whenever possible and appropriate.
Permanency Outcome 1:  Children have permanency and stability in their living situations.
Permanency Outcome 2:  The continuity of family relationships and connections is preserved for families
Child and Family Well-being Outcome 1:  Families have enhanced capacity to provide for their children's needs.
Child and Family well-being Outcome 2:  Children receive appropriate services to meet their educational needs.
Child and family Well-being Outcome 3:  Children receive adequate services to meet their physical and mental health needs

Implement a competency model that reflects the Division's values and principles, including family-centered and community-based practice, and a plan for moving 
the existing workforce to that competency model.

Assumptions:
1.  Staff proficient in identified competencies will perform better
2.  Emphasis on PACE objectives will focus staff performance
3.  Family-centered and community-based practice produce positive safety, permanency and 
well-being outcomes

External factors that could impact the long term outcomes:
1.  Lack of a fully defined practice model 
2.  Availability of IT support 
3.  Effects of budget shortfalls and the hiring freeze on staffing levels



Inputs
Short Medium

Workforce Planning 
Team

CPS reports receive 
timely initial 
response

Children have stablity in 
their living situations

C4K Grant

Financial resources

Children have 
sufficient frequency 
of visits with their 
parents and siblings

Children are placed close 
to home, with siblings, 
and with kin as 
appropriate to their needs

Supervisors use 
staff retention 
techniques and 
tools that are 
grounded in data

Overall ratings on the 
employee satisfaction 
survey increase

Children and 
parents are involved 
in case planning 
through family-
centered practice

Children's connections 
with neighborhood, 
community, faith, family, 
tribe, school, and friends 
are maintained

Parents and children 
have at least monthly in-
person contact with their 
assigned CPS SpecialistRevise supervisory 

training to include 
retention strategies, 
parallel practices, PASE 
changes (Hire for Fit)

Develop a Personnel  
Scorecard that tracks 
internal data (i.e. 
turnover by District, staff 
available to carry a 
caseload) and an External 
Scorecard  
(unemployment, housing, 
education, statewide 
demographics)

Workforce decisions are 
data driven:  promotions 
are based on staff 
performance measured in 
the new PASE, and the 
scorecard data guides 
administrative workforce 
planning decisions 

Appropriate and 
effective services are 
provided to address 
the needs of 
children, parents, 
and out-of-home 
caregivers

The performance 

management process 
is implemented, to 
evaluate and 
measure staff 
compenetnecy and 
performance

Retention in the CPSS, 
CPSUS and CPSPS 
positions increases

Develop a Retention Tool 
Kit and retention 
strategies that are based 
on data collected from 
focus groups and  
surveys, to be used by 
Unit Supervisors to help 
them retain staff  

Update the  CPSS,  
CPSUS and CPSPS  PDQ 
with new competencies  
linking the Division's 
values and principles to 
comptencies

Activities and Products

The most appropriate 
permanency option is 
achieved in a timely 
manner for each child

Outcomes
PROGRAM ACTION- LOGIC MODEL

Outputs

Behavioral based 
interviews, based on the 
competency models for 
new CPSS, CPSUS and 
CPSPS (Hire for Fit), are 
used consistently 
statewide

CPSS, CPSUS and 
CPSPS demonstrate  the 
competencies necessary to 
deliver  family-centered 
and community-based 
practice

Develop a performance 
evaluation process  that 
focusses on the 
competenecies and 
performance objectives; 
and develop baselines and 
tracking mechanisms to 
measure improvement

Maintain an intranet site 
and blogs to promote 
parallel practice and 
developed 
communication philosphy 
and change management 
process Communication 

throughout DCYF 
improves; quality and 
effects on organization 
culture are routinely 
monitored

Long

Safety and risk 
assessments are 
comprehensive, 
timely, and accurate

Identify competencies for 
CPSS, CPSPS, and 
CPSUS that align with 
the Division's values and 
principles, including 
family-centered and 
community-based 
practices

Develop behavioral based 
interviews, consistently, 
statewide, based on the 
competency models for 
new CPSS, CPSUS and 
CPSPS (Hire for Fit)

There is 
continuous 
strengthening of 
staff competency 
and achievement of 
the performance 



Increased overall ratings on employee satisfaction survey

PASE baseline based on the 4 data elements 
Retention is increased
Improving employee satisfaction ratings
Competency proficiency of all staff
Personnel Card will be used to analyze retention, staffing and recruitment 

Competency proficiency of staff hired thru "hire for fit" 
vs. baseline

Medium Term Measures Long Term Measures
The long term outcomes are measured through AFCARS data, dashboard data, and Practice 
Improvement Case Review results.

PASE completed thoroughly and on time

Percentage of staff meeting PAsE objectives.
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