1SD

Integrated Service Delivery

State of
Washington

Department
Of Social & Health

Services

£

(Publish Date: Probably January 1975)

When requesting this report, please refer to Report Number 7.07







PREFACE

This report has been written to fulfill the federal reporting require-
ments for demonstration grants swarded under Title XI, Section 1115, of the
Social Security Act, as amended.

The Integrated Service Delivery Demonstration (ISD) and Evaluation
Project was funded for a three year perlod beginning June 30, 1971.

A six months extension of this project was authorized to complete the

project research component, The DSHS was the project sponsoring agency,

and in view of the ISD project goals of integration and regionalization
impacting on the DSHS, staff of DSHS were active in the planning, applicatioen,
implementation, and ongoing project activities. It is difficult to adequately
mention the contribution of every person involved in the ISD project. A
collective "thank you" is therefore given to everyone who was involved in the
project.

The project writeup is organized in five chapters. Chapter One presents
a brief overview of the ISD project. This includes the stated need for ser-
vice integration, how service integration has been measured, the development
of the DSHS, the Seattle Model City program, the developments leading to the
project proposal, and the operation and research components of the project.

Chapter Two describes the components of the project on an individual
basis, with the realization that all components were interrelated during the
1ife of the project. The project components were: The Service Integration
Speclaliste, Olympic Center (Bremerton), Pioneer Square Service Center
(Seattle), Skid Road Community Council, Central Area Project, and the Control
Site (Bellingham).

Chapter Three details the research design, procedure and results. This
includes the selection of sites, hypotheses, research strategy and data
BouUrCes,

Chapter Four delineates a summary of the research data and discussion
of the data.

Chapter Five summarizes the significant project findings.
This report was prepared by the Speclal Welfare Services Section, Office

of Social Services, Community Services Division, DSHS, and the Office of
Research, Planning & Research Division, DSHS.
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CHAPTER 1
INTEGRATED SERVICE DELIVERY OVERVIEW

Integrated Service Delivery Profect

L]

The Integrated Service Delivery Project (ISD) wae a planned three year
1115 Demonstration Project which included three main components. 1) Imple-
mentation of an Integrated Service Delivery Center, 2) Monitoring of Olympilc
Center, Bremerton, as a comparison site, and 3) Monitoring of the Bellingham
Office as a control site, S

The ISD project purpose was twofold: 1) To test an integrated service
delivery system utilizing thirty nine stated hypotheses, aund 2) To assist
in the implementation of a departmental regionalization effort.

The chronological development of the ISD project was as follows: COne
yvear prior to the implementation of thé Integrated Service Delivery Project,

the Seattle Neighborhood Social Service Center (NSSC) project (11-P-57102) was
approved. This project began on July 1, 1970. The NSSC Project was developed
to implement two neighborhood social service centers. The NSSC project was
initiated with two components - the Home Management Service Center (HMSC), and
the Ploneer Square Service Center (PS55C). The PSSC functioned for one and one
half years as a combined Division of Vocational Rehabilitation expansion grant
and 1115 demonstration grant,

The Integrated Service Delivery, Development & Evaluation Project, Project
# 11-P-5193/0~02, (ISD Project) was initiated July 1, 1971, The first year of
the ISD project incorporated a component of additional staff for the Pioneer
Square Service Center, the HMSC and Olympic Center in Bremerton. Olympic
Center was the Department's Multi-Service Delivery System (MSDS) effort and
was selected to be a research component of the ISD project.

During the second year of the ISD project, the Pioneer Square Service
Center was selected as an operational and research site for the ISD project.
After consideration of numerous sites, Bellingham was selected as the research
control site. Thus, the second year ISD consisted of 1) Pioneer Square Service
Center, 2) Research Monitoring of Olympic Center and Bellingham, and 3) the
Home Management Service Center. (This was the 1 st year of the HMSC. The
project report was published in February, 1975).

The third year of the ISD project then consisted of 1) the Pioneer Square
Service Center, and 2) the Research & Monitoring of Olymplc Center and the

Bellingham Office.

The ISD project, during its operational perioed of June 30, 1971 through
March 31, 1974, had four project directors. The project did, therefore, lack
a continuity of direction during the operating period. However, much can be
said regarding the efforts of the project directors and DSHS administration
for a continuation of the project goals during the operating period,



The Integrated Service Need

The need for Integrating the deliverv of human service programs is
typically 1llustrated by the needs of a hypothetical family: They live in
delapidated housing, the mother is in poor health and functionally illiterate,
and the father has a prison record, jobs are difficult to obtain and hold;
one son i1s picked up for theft and is thought to be on drugs; another appears
retarded and a daughter is pregnant. The needs of such a family can only be
met through a variety of services—- financial assistance, counseling on
various problems, health diagnosis and care, education and training, and
correctional programas. These services are rendered by a number of govern—
mental agencies, each with its own system of entry, diagnosis, referral,
treatment, reporting and follow-up. Similar services may be offered by
separate agencles, while other services may not be available in the locality.
One report outlines the problem: Services have been delivered in a fragmented
manner, are delivered with different goals and objectives, are offered in a
confusing manner to those who need them, lack accountability and become self-
perpetuating, and do not provide attention to prolonged needs. The concept
of Iintegrated service delivery is addressed to overcoming those problems and
to better meet the needs of people,

Developmental Background

Integrated Service Delivery - Defined

There is no generally accepted definition of service integration. In one
atudy the service integration effort is described as "the creation of new
flexibility in accountable systems of delivery in response to locally determined
priorities."? This flexibility would allow new combinations of services across
agency and program lines in an attempt to respond to an individuals or family
unit's total problems rather than on & plecemeal approach. Another study
pointed to the lack of widely accepted definition and offered the following:
"The linking together by various means of the services of two or more service
providers to allow treatment of an indsvidual's or family'’s needs in a more
coordinated and comprehensive manner.”

These are only two of the many attempts at defining service integration,
While there is no single widely recognized definition, one of the most commonly
stated goals of the service integration process 1s a total service approach to
human service needs as opposed to a categorical approach.

National level - Integration Development

The need for such an approach has been generally recognized throughout the
history of social welfare in this country. It became increasingly urgent with
the volume of new social legislation in the '60's, which in large part addressed
human problems in a specialized, categorical manner. This proliferation of

1. American Society for Public Administration,”Introduction", Human Services
Integration, special publication, (Washington, D.C., March, 1974}, pp.2-4,

2. Sidney Gardner, et al. Services Integration to HEW: An Inftial Report,
{Washington, D.C.: Department of Health, Education & Welfare, February 26, 1971.}

3. Research Group, Inc., and Marshall-Kaplan-Gams & Kahn, Integration of Human

Services jin HEW: An Evaluation of Services Integration Projects (Washington, D.C.:
Department of Health, Education & Welfare, Social & Rehabilitative Services, 1972)p..
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categorical grants resalted in separate procedures for application, funding,
budgeting, hiring of personnel, reporting, auditing, and 8 host of other
administrative details. The federal response in HEW and elsewhere has

been an attempt to improve and simplify the system. 1t has resulted in
presidential directives and initiatives to provide uniformity in admini-
strative procedures and decentralize responsibilities to regions, and in
proposals to simplify funding through block grants and special revenue
gharing.

A number of integrative efforts have been made with respect to services, One
of the first organized attempts was through the 0ffice of Economic Opportunity
(0OEO) Community Action Programs and Neighborhood Service Programs aimed at
coordinating service programs in single geographic locations (multi-service
centers). Late in 1970 HEW Secretary Elliot Richardson established a working
tagk force on services Integration which made a number of recommendations to
the department. One of these recommendations led to the creation of an HEW
interagency services integration demonstration program referred to as SITO
(Services Integration Targets of Opportunity), which encouraged and supported
the development of various models at different levels of govermment. HEW also
submitted the Allied Services Act to Congress which would provide grants to
encourage service integration and allow the consolidation of certain funding
Bources.

Measuring Service Integration

In practice, service integration is difficult to achieve because of probleas
inherent in any fundamental change. The integration of diverse programs iavolves
interprofessional relationships, scattered locatlon of offices, different sources
of funding, and changing power and authority relationships for legislators and
affected employees. To the extent that these problems are overcome, the guestion
then becomes: How do we know whether service integration has been achieved?

One method of evaluating service Integration 1s to assess the degree to which
certain integrative tools or procedures are used., However, these criteria are
merely indicators of services integration and are most difficult to measure. For
example, the existence of central departmental planning and budget units is
commonly found, but most such activity still takes place in the divisions and
institutions. The relative importance of the role of departmental and divisional
units in final planning and budget decisions is not one that can easily be
evaluated. Furthermore, the same joint administrative procedures are also
used in departments where service integration is not the goal in order to
coordinate administration for greater efficiency amd coordinate programs for
more complete coverage of services,

Service integration criteria are significant to the degree that program
specizlists become aware of total client neede--another factor hard to measure.
The criteria stated above are not of equal importance, however, to obtain
agreement on relative importance would be difficult, These criteria are,
therefore, of limited value in assessing progress toward integration.

The I.5.D. research component was an integral part of the approved project.
This research component compared three sites as to the success of integration
en the basis cf 39 stated hypotheses. Chapters III & IV of this repor?
describe the research findings.



Department of Social & Health Services Umbrells Agency

In July, 1968, Governor Evans appointed a task force on executive
organization and charged them with the responsibility of developing an
organizational structure that was more responsible and responsive to the
dynamic needs of state govermment. In November, 1968, this task force made
several recommendations for the Executive Branch of stare govermment. One of
these recommendations was to consdiidate the following major state service
organizations—the Department of Public Asgistance, the Department of Health,
the Department of Institutions, and the Veterans Rehabilitation Council.

On July 1, 1970, five units of the Washington State Govermment -- the
Department of Health, the Department of Institutions, the Department of Public
Aggistance,the Divisicon of Vocational Rehabilitation and the Veterans Rehabili-
taton Cpuncil -— became one agency, the Department of Seccial & Health Services,

The stated purpose of the legislation creating this new agency (Senate
Bill 52) was to "unify the related social and health services of state govermment.”

True unification of these services involved extensive detasiled planning, and
the statute charged the Secretary of the new Department with the responsibility
- for planning and implementing the necessary organizational changes, subject to the
approval of the Governor.

Between July, 1970 and January, 1971 a small planning staff of agency executives
and other key Department individuals formulated a “Concept of Organization" presented
to the Governor in January, 1971. The focus of that document wag the means to meet
the mandate of Senate Bill 52: *,,.The Department will concern itself with changing
social needs, and will expedite the development and implementation of programs
designed to achieve ite goals."

To achieve the Departmental program gosls, a regional planning process was
initiated to further the development of services on a reglonal basis consistent
with the following:

A. To help make available to every community and individual, regardless of

status, age, race, sex, religlon, education or place of residence, the
basic benefits of: '

1. A physical, biologicsl and social enviromment in which hazardous
or potentially hazardous conditions are prevented or minimized.

2. Direct and ready accesa to quality soclal and heslth services.

B. To assure the basic necessities of food, clothing and shelter at an
adequate level of health and dignity to all those in need.

C. To help secure, in concert with other public and private programs, the
opportunity for every individusl to lead a useful, satisfying life.

D, To assist in shaping national social and health goals.
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The Departmental management goals were:

A. To emphasize, through organizational structure and administrative systems,
the importance of making services availsble when and where needed, with
recognition of the total needs of recipienta and communitien. _

. To develop comprehensive service prograns which involve federal, state and
local govermmental units as well as agencies in the private sector.

C. To provide an atmosphere which encourages and givas weight to a variety of
specialized inputs from all levels of staff and interested citizens, and
facilitates innovative approaches to meeting changing needs through new or
modified services and delivery methods. .

D. To integrate and coordinate organizational structure and management gystems
to optimize operational effectiveness and economy in meeting the program
goals of the Department.

1. To establish centralized policy-making authority while encouraging
inputs from 21l relevant sources.

2. To deeentralize authority for operational decisions within policy
guldelines.

3. To combine related program development and policy-making activities.

4. To place under one administrative head a decentralized organization
with responsibility for service delivery.

5. To establish clear lines of authority and responsibility for and
between sll organizational units.

E. To optimize the utilization of all public and private funding sources,

Development of regional service delivery systems was based on de~-
centralization of significant administrative authority to the regional
level. Planning for new service delivery systems included consideration of
the following general objectives in provision of services: Unification, co-
ordination, accessibility, comprehensiveness, efficiency, responsiveness,
flexibiliity, managesbility, and effectiveness.

After extensive discussion and analysis of suggestions from both Depart-
mental staff and community individuals, ten regional planning areas were
established, consfstent with official districts of the state. Some con-
siderations for the selection of the planning regions were: Population size,
geographic size, natural ties, transportation, existing administrative
boundaries of related service agencies, and administrative and management
concerns deriving from the assumption that administrative regione eventually
to be defined may approximate in number and general outline the planning areas.
(The planning regions did become the ten official Department of Social & Health
Services administrative regions).
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In May of 1971, Regional Plamning Cocrdinators, detached temporarily from
various departmental administrative responsibilities, were assigned to each
planning region. In addition to being responsible for the involvement of
staff, the conpumers of services, and other agencies and public officlials
in the planning process, the coordinators assessed regional problems,
identified Department and non-Department resources and proposed alternative
plans to accompiish planning and implementation.

A basic foundation for this process was in the Department’s commitment to
plan with community groups, agencies and consumers. This commitment was up-
held and by November, 1971 each Regional Planning Coordinator submitted an
extensive report documenting the recommendations of hundreds of Departmental
staff, consumers of services, private and voluntary agencies, public officials
and interested citizens in general. From these reports, 13 major categories
of recommendations resulted (see Attachment A). These 13 common recommendations
were adopted for action by the Secretary of the DSHS.

In January, 1972, ten Regional Administrators were appointed to continue
the Department’s planning efforts and reorganization. Essential to this
phase was the Department’s commitment to the implementation of the thirteen
recommendations. One of these recommendations involved integrated and co-
ordinated service deivery systems; e.g., team approaches to the delivery of
services, common intake procedures, central files and casefolders, provisious
of adequate physical facilities to meet service delivery needs, and uniform
e¢lient training and placement policies.

The ten reglons were subsequéntly changed, during departmental organi-
zation, to six regions. These six regions remain and service the needs as
intended by Senate Bill 52. '

Seattle Model City Program

The Seattle metropolitan area waa selected as one of the citles to recelive
a model city grant toward the meeting of the Model City goals.

One of the Seattle Model City goals was directed toward providing a total
service delivery system in a section of the inner city, commonly known as the
Skid Road area. The residents of this area were generally perceived to be in
need of many services; i.e., social, financial, vocational, employment. The
Model City staff was instrumental in developing clitizen support for a service
delivery system to deliver these services in the 5kid Road area.

Concurrently (as described earlier) the Department was mandated by the
Washington State Legislature to combine five previously separate departments
into onme agency: - {the Departments of Health, Public Assistance, Institutions,
Vocational Rehabilitation and Veterans Affairs).

With the impetus developed by Model City efforts, and the legislative man-
date given to the Department of Social & Health Services, the state was set.
An Integrated Service Delivery Project was viewed by administration as an appro-
priate method to assist the Department in 1} delivery of services to the Skid
Road area, and 2) combining the separate departments into one unified
Department of Social & Health Services.



The Seattle Model City Program (SHCP) was initisted In TDecember,” 1967 as
part of the national Model Cities Program administered by the U.S. Dept. of
Housing & Urban Development (HUD}. This program sought to provide a new and
demonstrably sound basis for future policies and programe of asaistance for
the nation's cities. Its basic approach was to provide Federal support for B
locally planned and executed attacks on social and physical blight within
selected neighborhoods across the country in order to demanatrate new and
imaginative proposals to improve living conditions for the people who live
in such areas. ol T

5 D R

Key elements of the program were: ..

Comprehensive local planning and coordination of Federal and local funds

t

Local innovation and experimentation

Local evaluation, program control, and management

Citizen participation (a partmership of local residents with the City
in program planning, review, and evaluation.)

1

Following the national guidelines esteblighed by AUD's Model Cities
Administration, a problem area constituting about 10X of the ecity; was
selected as the initial site of the SMCP's activities. This area vas
designated the Model Neighborhood. :

The Model Neighborhood {(MN} in Seattle was an approximately four square
mile ares chosen for intensive planning on the basis of its racial imbalance,
low income levels, high unemployment, and other factora that contribute to
urban blight. The area had diverse iife styles, income levels, and problems
among its several racial groups.

The SMCP, although funded primarily through Federal grants, was a branch
of the Executive Department of the City of Seattle. The director and staff
reported to the mayor of Seattle, who had final responsibility for the program.

As the city's agent, the SMCP established a citizen's organization, headed
by an Advisory Council, to help plan for the Model Neighborhood. One hundred
organizations invited by the mayor provided representatives to the council.
Also included in the citizen structure were task forces, concerned with
specific fields of planning, which were open without restriction to all
Model Neighborhood residents. : e e

In line with the Model Cities legislation, the SMCP incliuded within its
plans all projects and activities within the Model Neighborhood that had an
impact on the lives of the residents. This scope of planning called for
increased concentration and coordination of federal, state and local public
and private efforts. To help achieve this, a8 Model City-State Interagency
Team was established by the Governor, which met monthly to review and
communicate SMCP planning to State departments. It was chaired by the
Director of the State Planning & Community Affairs Agency, and included the
State Departments of Health, Labor, tducation, Welfare and Institutions. A
Citv Interdepartmental Team was established to serve a similar function
with the City agencies; and an SMCP-Federal Interagency Team was the vehicle
for coordination with Federal agencles. Sixty local public and private
amon~ioe were involved through representation on the Interagency's Director's
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Proiect Proposal

The influences at the national level, the new Department of Socizal &
Health Services and the Seattle Model City Program were the three prime
movera of the Integrated Service Delivery Project. The Integrated Service
Delivery Project had two main thrusts, regional integration and improved
Skid Road serviee delivery. Both primary goals were seen as a means for
the Department to improve delivery of services to its clients.

Skid Road Services

Most people in Skid Road required vocational rehabilitation and other
social services., Interrelated problems such as poor education, i1l health,
physical disabilities, and psychological disturbances separated these persons
from stable employment.

The means used by the SMCP to better serve the Skid Row residents was to
centralize and integrate services, such as Public Assistance, Vocational
Rehabilitation, and other public and private service organizations.

Regional Integration

From the Ploneer Square Service Center and Olympic Center experience, it
was planned by the Department to produce through this demonstration, inte-
grative techniques which could be transferred to other administrative regions
in the State. The purpose of this component was to attalin resources to assist
in the regionalization process, specifically related to the integration of
gervice delivery.

The regional integration component is focused on facilitating the inte-
gration and coordination of the five former independent divisions, specifically
dealing with coordinated program planning and non~categorical program
adsinistration gt the regional level.

Placement of Service Integration Specialists (SIS's) were made within
the regional administrative structure to asccomplish the project's goals and
objectives. On January 20, 1972, three of the proposed five SIS's were
assigned to theilr respective regions to act as catalysts for inter—agency
cocrdinated efforts to asseas needs, analyze and clarify reglonal service
priorities, develop integrated service systems, and achieve integrated service
by maximizing flexible use of existing resources and services.

The most important aspect of the SIS's role was teo constantly measure,
test, evaluate, etc., the techniques, methods, and systems developed in
project sites and to assess their trensferability and their effectiveness
in other areas.

Operational & Regsearch Components

The components of the ISD project have been classified as elther
operational components or research components., The Pioneer Square Service
Center 1s the only component that was both an operational component and a



research component. A brief description of these project components
follows: ' SRR S A

Pioneer Square Service Center -{Seattle) - Operational & Research

The PS5C was established under a joint effort of the Seattle Model City
Program working through the Seattle UGN aponsored Skid Road Community Couneil,
and state divisions of Public Assistance and Vocational Rehabilitation, to
centralize and integrate the services of these and other organfizations to
better serve the people of the area.

Service Integration Specialists - Operational

The Service Integration Specfalists were intended to be the vanguard of
the department’'s regionalization effort and would serve to implement the
integration of services in the Departmental regiona. Before these tasks were
underway, the allocation of 5 Integration Specialists was reduced to 3 at the
recommendation of federal staff. The 3 Service Integration Specialists were
not able to totally meet the original project expectations due to federal
changes and lack of departmental commitment to the ISD project effort.

Skid Road Community Council (Seattle) - Operatiocnal

The Skid Read Community Council was incorporated as a non-profit
organization and was comprised of members representing the community at
iarge as well as potential clients of & Skid Road service system. The
council was involved in monitoring and evaluating a food and shelter
program for Skid Road jointly sponsored by the Department of Public
Assistance and Seattle Model Cities Program. It worked closely with
both private and public agencies in planning for a multi-purpose system
of service delivery. In October of 1971 DSHS entered into an agreement
with the Skid Road Community Council to perform certain services in
accordance with the Skid Road Integration Project. The formal agreement,
or contract, listed & series of services, known as “Contract Services",
which the Skid Road Community Council was to perform, The nature of the
services was to expand and to coordinate other services within the community
into a system linked with the Pioneer Square Service Center {PSS5C) complex.

Central Area Project (DVR) - Operational

A review of DVR caseloads in Seattle verified that: (1) minorities
were not equally represented in the receipt of services; {(2) those services
given were not effective; (3) DVR was not viewed as a helping agency by
minorities, but rather as a further example of institutional discrimination;
and {(4) agency staff lacked the expertise to offer effective vocational
rehabllitation services to ghetto residents., Out of the findings was
developed the initial Central Area Project Innovation Grant. The Central
Area Project was operational from July 1, 1972 through June 30, 1974, This
project resulted in 1) a locally located office; 2) the use of indigenous
Rehabilitation Aides, and 3) immediate response to urgent client needs.

Home Management Service Center {Seattle} - Operational

The Home Management Service Center began as & part of the Neighborhood
Social Services Project, initiated at the request of the Seattle Model City
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program and developed through a series of conferences with administrators

of the Department of Public Assistance. The purpoge of the project was to
demonstrate the establishment and operation of a neighborhood center providing
home management social services as an outstation of the Department's ares office.

Olympic Center (Bremerton) - Research

Olympic Center was selected as the site for the study because it housed
all of the 'non-institutional" services offered by the Department, a repre-
sentative client caseload, a distinct geographical responsibility within
Peglon V of the Department and a reasonably encompassing relationship with
various institutions and private agencies. The Center appeared to be ideal
for implementation of a multi-gervice delivery pilot project.

Control Site (Bellingham) - Research

Bellingham was selected as the ISD project control site because it matched
as much as possible, the Olympic Center service site and catchment area in
terms of the 1) range site; 2) site of the caseload in each program, 3) number
of service staff, and 4} demographic and socio-economic characteristics of the
population in the service area. A special effort was made to select a control
site in a region of the state where no explicit plans had been made (in the
reglonal planning office) to promote service integration for the duration of
the project.
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CHAPTER II
PROJECT OPERATIONAL AND RESEARCH COMPONENTS

This chapter details a description of the Operation & Research Components
of the Integrated Services Delivery project. The Ploneer Square Service
Center had both an operational component and & research component. The
operational components were the Service Integration Specialists, the Skid
Road Community Council and the Central Area Project. The research components
were Olympic Center and the Control Site.

It 18 at times difficult to relate the inter—dependence of these components
when each is described separately. However, to attempt a combined chrono-
logical description of the events which actually occurred, including each
components' participation, would render the description valueless. The separate
components are described in this chapter, with the understanding that each
component interfaced with the other components during the 1ife of the project.
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Operational and Research Compoment

Ploneer Squure Service Center

The Seattle Model Citles Welfare Task Force planned for ard considered a
variety of service programs. An item of high priority was the development of
a Neighborhood Social Service Center System (NSSC). This system, as envisioned
by the Welfare Task Force, would provide needed and appropriate services at the
neighborhood level. The Washington State Department of Public Assistance, at
the request of the Seattle Model Cities, made an application for a NSSC project.
The Pioneer Square Sexvice Center was the first of two centers established
under the Neighborhood Social Services Center Demonstration Project. The Center
opened December 1, 1970 in temporary quarters and moved to permanent quarters
in February, 1971. In February the Division of Vocational Rehabilitation
initiated services in conjunction with the limited sociasl services called for
in the NSSC project which were being provided to the restricted caseload within
the Ploneer Square district. The Center operated for approximately one year
under the provisions of the original application of the NSSC project.}

As a result of the meeting initiated in the Spring of 1971 between repre-
sentatives of the Department, the Seattle Model City Program, Region X Office
of the Department of Health, Education & Welfare, and the Skid Road Community
Council, the Center was incorporated as a component of the Integrated Service
Delivery Proiect.

Under the 18D project, the Pioneer Square Service Center was reorganized
from a storefront service center providing limited financial, social and
vocatlional rehabilitation services to a full service, multi-service, center.

Center Purpose

The purpose of this center was to find how to better serve the populace of
the Pioneer Square area, which in June, 1970 consisted of 6,478 persons.

The ethnic composition was 4,297 Caucasian, 803 Black and 1,378 non-
Caucagian., This non-Caucasian population wag primarily Asian and Indian.
O0f the total population, 53.2% were 55 years or older, 15.7% were in the
45-534 age category, making & total of 68.9% 45-34 years or older.

More than 95 of the population was male, with an average age of 43 years.
This area includes a broad range of residents of extreme poverty and other
disability circumstances.

Further definition shows several different identifiable groups; most
residents fit into one or more of these groups:

~—= FElderly - generally non-working and on pension;
~~ Physically disabled ~ generally non-working, receiving few services;

~ Emotionally disabled - scattered short—-term work patterns;

1. Home Management Service Center Final Project Report, 1971-1873, State of
Washington, Department of Sccial & Health Services.
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— Working men - seasonal, part-time, occasionsl full-time employment;
~—  Tranglent unemployment - oo the wmove, in hiding, 1llnesas;

—~ Resident unanployment ~ criminal activities, illness; . ..

~—— Families ~ often Indian, Gypsy, Black or otﬁer Qinority PETEONS;
~—  Youth ~ a new and increasing dimension in the area; N

w~—- Single women - only a few, often retarde& or emotfionally 111

Certain problems comon to all these groups were identified in a variety
.0f research and survey reports conducted by various groups;

~— Widespread physical disabilities, mental retardation, emotional problems,
alcoholism, malnutrition, crippling disesses and other impairments;

~-— Righ rates of unemployment and under employment in a seasonal job market
based on casual labor; . .

—  Obvious conditions of extreme poverty stemming from erratic and low in~

comes, substandard housing, high and increasing crime rates, general
distrust and alienation;

- Increasing youth problems and rising drug abuse, stemming from an in-
flux of unemnployed and untrained voung people,

It was clear that the majority of the people living in Skid Road needed
vocational rehabilitation and other social services. Interrelated problems
such as poor education, 111 health, physical disabilities and psychological
disturbances separate these persons from stable employment.

Additionally, the PSSC catchment area was not limited to the "hard core'
$kid Road client. The catchment area also encompassed the International
District with its large number of elderly Philipino, Japanese and Chinese,
many of whom did not speak English,

Office Location

In accord with the concepts expressed in the NSSC proposal, initfally
all services provided directly by the PSSC were housed in a store front
facility located at 315 Third Avenue South. This location was conveniently
accessibie to the target population of the catchment ares.

The progressive increase in the consumer population being served by the
PSSC resulted in extreme congestion af this location and necessitated the
establishment of a second office location.

Adequate office facilities were at a premium in this area and several
months were spent in a search for suitable expansion space. It was eventually
decided that the Smith Tower was the most feasible alternative. It is generally
acknowledged that this addition, while in proximity to the store front location,
represented a significant departure from values attributed to the store front
concept. The small. store front tvoe center was less imposing and frightening
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to individuals who sought help, who had a history of rejection and mistreatment
by such massive community institutions as the schools, police, hospitals, em-
ployment services and the welfare agency, and whose institutional atmesphere
and situational inconvenience manifest geographical and psychological barriers
to consumer accegsibility.

1t was with consideration of the above aspects that the transfer of sone
functions from the PSSC to the Smith Tower was determined. Processes requiring
the least direct consumer contact and activities involving the more stable
consumers were relocated to the Smith Tower offices. This necessitated some
rotation of staff during the peak work periods and occasionally hindered
effective communication, but for the most part was a satisfactory arrangement,
It noticeably reduced the congestion at the PSSC, while improving the working
enviromment for staff and consumers at both locations.

Economic services and Social Services (E58) provided s limited range of
categorical services at the center: O0ld Age Assistance, General Assistance "U",
General Assistance "UN/EN", Medical Assistance and Food Stamps. Social Services,
both mandatory and optional, were provided to categorically related consumers.
Only limited social services were offered to persons not associated with a
categorical program. A limited amount of outreach and comunity organizational
services were provided by the center's community worker staff. Both economic
and social services not offered or only partially offered at the center were
available through the Queen Anne Office. In some cases, limited applications
for family services related to financial grants, primarily of a mandatory
nature. In addition, the Queen Anne Office handled aspects of the paper
Processing of financial applications. Coordination of volunteer workers
recruited for the center was also provided by the Queen Anme Office.

The VRS component offered, either directly at the center or indirectly
through its home office, a complete range of traditionsl VRS services to the
target population. Most services were offered at the center; however, some
testing requirements, psychological workups, and medical social work consultation
were provided from other elements of the Central Area project. The VRS unit
consisted of three Vocational Rehabilitation Officers, six VR aides, and six
clerical staff. Development and implementation of innovative service delivery
techniques directed at providing successful services to a “skid road" target
population was a further obligation of this unit, A write up of the vocational
rehabilitation experience is detailed later in this chapter,

Center Organization

The PSSC was composed of four distinct administration systems: Financial
Services, Social Services, Support Services, and Vocational Rehabilitation
Services. The Financial, Social Service, and Support Service Units were
adninistratively accountable to the center's administrator who was under the
Jurisdiction of the Queen Anne Local Office administrator.

A. Financial Services: The structure of the PSSC Financial Unit was
Patterned in accordance with the implemented state-wide plan referred to as
the System Improvement Plan (SIP). Under this plan the financial services
respongibility was assigned to three geparate units: Reception Financlal Intake
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System (RFIS); Flnancial Maintenance System {FMS); and Verification Over-
payment and Control System (VOCS). : .

The PSSC did at one time provide both RFIS and FMS services. HEowever,
an administrative decision transferred the ¥MS service staff to the Queen
Anne Local Office where the VOCS unit was also statioped. Due to Queen
Anne office staff limitations and the heavy FMS workload at PSSC, it was
more feasible to combine FMS unite at the main Queen Anne Office. This
left the RFIS unit as the only financial service unit housed at the Center.

This unit, composed of a supervisor, three workers, and a clerk, was
responsible for processing all adult financial service applications, deter-
mining eligibility of spplicants and processing food stamps and medical
only applications. One FMS worker was assigned to service those project
DVR cases who were receiving financial assistence., Froject cases were
identified and separated from the normal financisl system.

These were assigned to the PSSC for purpeoses of providing better client
gservice. They fell primarily into areas of coordination and information
exchange with the Queen Anne financial social service staff.

B, Social Services: The Social Services Unit was subdivided into two
sections, Intake/Entry Services and Ongoing Services. Shared between the
two sections was responsibility for all social services provided to PSSC
clients.

1. Intake/Entry Section: This section consisted of six caseworkers and
a lead worker tho carried a caseload as well as assisting with the supervisory
responsibilities.

The energies of this nnit were primarily invested in provision of emer-
gency services, short term casework services, and services supporting to the
financial application and maintenance functions. There was limited carrying
of long~term cases on a selective basis. Caseload responsibilities consisted
of both active service cases and banked cases {cases receiving financial
services but inactive in the social service area). Caseload assignments were
made on an abhsbetical basis, the average caseload was 350.

All caseworkers assigned to this section were basically entry service
workers and each had a caseload. Intake responsiHllities were assigned on a
rotating basis and averaged one day & week per worker.

2. On-going Services: This section consisted of one caseworker, four
paraprofessional community workers, and two social service sssistants.
Primary responsibilities assigned to this section were the provision of
services with VRS for project clients and limited community development and
outreach activities. In addition, various financial application and mainten-
ance activities were performed by on-poing service workers; 1.e., taking of
field applications and disability assistance revievs.

Csseload size ranged from 18-31 with an average of 36. Approximately
75% of staff time was invested in caseload respunsibilities and 25% devoted
to community development activities,

Coordinated service cases carried by this unit were at a minimum with
only seven assigned to the total section. One member of the unit had

15



recently become active in the group counseling services offered by the VRS unit.

C. Support Services: The Support Service Unit was composed of geven
clerks, one auto driver, and a supervisor. They performed a variety of
activities and tasks supportive to financial and social services and management,

Functions and activities performed by this unit included: Reception for
financial and social services unit, filing, typing, and other clerical tasks,
make-up and accountability for social service records, form completion of
management control documents, for social service records, processing, trans-
portation services for clients, and secretariasl tasks.

In addition, due to the informality of the store~front location, support
service staff became involved in tasks not ordinarily associated with this
type of unit. Examples are: Referrals for food, clothing, and glassges;
maintenance of a clothing bank; client screening and accompanying clients
to other agency resources.

Impact on Community

Through the efforts of the ISD project and a contract negotiated with the
Skid Road Community Council (SRCC) described ahead, a major step was taken to
coordinate public and private agency efforts and eliminate duplication of
services. The following are examples of this effort:

A, Commitment of public and private bodies to Skid Road concerns. Prior
to the beginning of the project, the dramatic needs of the area went unmet
for years, eventually erupting into crisis confrontation between desperate
residents and city and state officials. Ongoing efforts to develop resocurces
had repeatedly met with failure. The public and private commitment to Skid
Road concerns had reversed the situation. Extensive media coverage of the
problems, numerous meetings with govermmental officials, and private groups
had focused considerable attention on the problems. Then various agencies
and resources aggressively moved to assist in rmeeting the problem. For
example, the City of Seattle, which had previously refused to assist in Skid
Road concerns by sssigning staff time, granted nearly $30,000 for emergency
food and shelter, and secured approximately $200,000 to assist in developing
& wunicipal shelter facility,

B. Development of resources to fill service gaps.

Federal and local funds were awarded to SRCC to establish local
programs. TIhe DHEW National Institute of Alcoholism and alcohol abuse awarded
1.7 million dollars for a Public Inebriate Program. The City committed SMCP
funds to develop a shelter facility. The County committed $15,000, the
Seattle Department of Human Resources loaned staff time, the State Employment
Security's maintenance and expansion of a Casual Labor Office was obtained;
these developments have been the result of contract service of the SRCC.

C. Coordination of agencies to meet gervice needs in comsort.

Two areas of service agency coordination were sustained:
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a) Private agencles and b) public agencies.

Many of the private agencies were church related and while representing
significant resources, these agencies (often 50 years in operation)
frequently were duplicative, used manipulative or dated service techniques,
and were extremely resistive to change. This resistiveness developed and
resulted in some conflict. However, mignificant changes did occur. Several
of the key agencies, in some instances with new administrationm, were ag-
gressively pursuing cooperation in the service delivery effort. Several
agreements were signed and sgency compacts appeared near completion.

Community Involvement
1. Advisory Board

The purpose of the Board was to evaluate and monitor the operations
of the centers and to provide the project with information relative
to effectiveness of the centers in providing relevant services to the
client population. This advisory board was initiated by a sub-
committee of the Model Cities Welfare Task Force. When the PSS5C

was incorporated into the ISD project the PSSC Advisory Committee

was constituted by the SRCC.

2. Use of Indigenous Staff

To the greatest degree possible within the constraints of the
Washington State Personnel policies, all Project Staff were hired
{rom the Model Neighborhood area.

3. Fioneer Square Center Development'& Operation

The development and operation of the Center was reviewed with the
director of the Center, the DVR district representative for Metro-
politan Seattle who was the DVR counselor/coordinator at the
beginning of the project, and the Skid Road Community Council
director. The following represents the consensus of findings:

a. Physical setting: Crowding was a disadvantage during the
first years of the project when all DVR/DPA staff were
stationed there. It would have been better if the larger
multi-service facility had been obtained.

The physical presence of the Center was, and continues to
be, a primary reason for the changed social climate of
the Skid Road resident. Staff were responsive to human
needs, striving to meet these needs quantitatively and
quaiitatively.

b. Indigenous Paraprofessional: One of the activities demon~
strated by the project was the development of the indigenous
outreach worker. The Skid Road Council used the 1st Avenue
Service Center {a private agency drop-in center) as a training

17



center. Seventy-five percent worked six months or longer
on the job and were productive to the goals of the center,

The beginning paraprofessional requires close supervisory
work and on-going reality orifentation. If the job description
is not too rigid and represents a cluster of skills, the job
flexibility allows the individual to develop speclalties at
which he is particularly good within the specifications of

the job. Those applying for the paraprofessional job are
often those who have had a successful service experience
themgelves,

DVR experience has been that training the paraprofessional
requires much more supervisory time and in-depth instruction.
Vocational Rehabilitation aides in the Pioneer Square Service
Center were the first successful experience DVR has had with
aides. Aides had been hired previously without planning and
without a career ladder.

The paraprofessional staff at PSSC had casework responsibility
for the project DVR clients. When it was recognized the para-
professionals lacked the necessary skills and expertise, they
saw their primary role as an outreach worker in their own
community, their job focus was changed to that of outreach.

At PSSC there were two native American Indians, one Filipino,
one Black, one Chicano, one part-native American Indian para-
professional, and two Caucasian cormunity workera; all of

whom had a great deal of indigenous "street” knowledge.
Working within thefir own community area in the PSSC catchment
area they were resgponsible for enlarging the center's linkage
with other agencies and bringing clients into the service
delivery aystem.

Service Concepts: New services were revealed, for example:

(1) The Pioneer Square Service Center modified historic DVR
concepts and attitudes concerning goal definition. Staff
were able to function within the standard rules to
accomplish the job. The tendency of counselors and case-
workers to be "hide bound" becanme apparent and required
experience in learning how to "reach out” and coordinate
services effectively,

(2) The use of the Employment Service counselor in the Pioneer
Square Service Center and coordination with the casual
labor office is an outstanding example of successful
coordination, -

(1) There is an over~emphasis on numbers in service delivery
without sufficilent regard for the degree of skill needed
to provide service appropriate to the personality of the
client. The Skid Road area required special techniques
and counselors with speclal skills.
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(4) Special techniques and skills were used in determining
eligibility and providing social services for disability
assistance, Higher sdministration were fmpressed with
the extent of the eligible unserved population.

(5} Experience haa demonstrated that normal procedures will
often not work in the Skid Road area. The project had
unreasonable expectations for the period of time available.
It is now known that the skill required to provide good
service is still being developed.

Screening and Staffing Team

Social service community workers, caseworkers, VRS counselors,

ESS coordinaters and the Employment Security interviewer, met on
a regular baals to discuss mutual clients. These team staffinge
were felt fo be extremely important. They provided an opportunity
for those present to impart information they had about the client
in order that alternative plans might be offered.

These team staffings included all pertinent staff. The Employment
Security representative was present since he could, when a client
was ready for employment, offer suggestions regarding suitable
placement. The volunteer coordinator from Queen Anne local office
suggested ways in which the client might be brought into an on-—
the-iob training situvation and made arrangements for the client

to enter this type of work experience. VRS counselors, community
workers, and VRS sssistants all presented cases to the staff. It
was helpful to have the VRS staff psychologist present as he could
explain some of the psychological factors involved in the case and
could offer suggestions on ways to deal with peychological problems.

The medical social work consultant became involved when the client
had medical problems and frustrations that involved family members.
The wvarious units of the team staffing were having problems with
team staffing and the communication coordination that seemed to be
getting in the way of effectively working together. Therefore,
regular meetings were spent examining the VRS and ESS systems.
Discussions were held regarding the VRS intake and ongoing
counseling system in detail using role playing techniques.
Comparison was made between the VRS counseling process and

the ESS casework process, using role playing with both counselors
and caseworkers involved in action demonstrations.

During these meetings an attempt was made to promote more effective
communication/coordination between the project components. Common
points of frustration were identified and it was determined that
those involved shared essentially similar goals.

It was found that the role concept of the caseworker and the
counselor is different. Team staffing does not do the necessary
coordinating job by itself. Attempting to tell another person
what to do for a client and calling this a referral was a major
barrier to coordinated service.
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5.

The DVR representative reported his enthusiasm with the way joint
services started vhen the Pioneer Square Service Center was first
established. However, team staffing trailed off due to routine
presentations of primerily DVR diagnostic concerns. The DVR
representative {at that time the DVR counselor) was the only DVR
person with prior knowledge iIn the special skills of serving the
Skid Road client involved in the project.

A major obstacle to DPA involvement was that the major part of
staff were new hires, paraprofessional and professional, and the
Pioneer Square Service Center was required to service a case-
load transferred to the Center. This created a crisis priority
orientation leading to a low priority in the team staffing
concept.

Another major obstacle to DPA's invoivement in the team staffing
was the fact that the DVR counselor and aide had primary responsi-~
biliry for the client. After a client was accepted into DVR

there was little PA imvolvement other than issues related to a
client's financial eligibility. The casework staff of PSSC

epent most of thelr time providing crisis Intervention services

to non-project clients. The percent of project cases related

to the majority of non-project cases was seen &8s too small to
justify their involvement in the team staffing effort,

Interagency Cooperation: There was an increased degree of co-
operation between public and private agencies, Communication
oceurred which was unlikely to occur three years previously.
Cooperation was not a simple change in attitude but consisted
of a whole series of developmental steps which have been con-
tinuing.

The Pioneer Square Service Center has led to a greatly changed
attitude toward the Department. The Department is now respected
in the Skid Road area. The overall project has stabilized the
Skid Read population despite the severe housing problems. Ex-
treme differences in summer and winter population have flattened
out. The severely dipabled derelict ig less an occurrence and
the victimized isolate population in the hotels is less.

Center Impact: There was a notable increase in the number of the
socially stable and employable population remaining in the area.
Project staffing underestimated the service needs of the area.
The majority of Skid Road residents (not just the alcoholic)

have special preparation needs to be able to take advantage

of agvailable soclal and economic resources. (Population studies
and outreach sxperiences definitely show the need for services

to all residents in the area.)

Other Skid Road areas have subsidized housing for the retired and
single man population so that merchants cannot relocate these
residents with redevelopment activity, recreating the negative
cycle. The Skid Road Community Council, working with the City

20



of Seattle, also actively develeped subsidized housing. The
Morrison Hotel was acquired in January, 1974 which now houses
the Pioneer Square Public Assistance Office. Food stamps and
a8 fuil range of welfare services are offered,

The Skid Road Community Council worked on the possibility of
funding from federal subsidies to progressively renovate Skid
Road hotels. The Council has affiliated with district groups
such as the Pioneer Square Business Men's Asgociation and the
Pioneer Square Restoration Commission., The Council considered
use of Limited Inmprovement District legisiation for taxing
parking as a funding rescurce. The Seattle City Council joined
with the county in passing an ordinance declaring & one~year
moratorium on a commercial development surrounding the new
stadium (adjacent to the Pioneer Square District).

Pioneer Square as a Full Service Office

The PSSC was reorganized when incorporated in the I8D project, to a full
service office. The second year of the project financial mervices were re-
moved from PSSC as 2 result of staff requirements at the Queen Anne Office.
The removal of the social service staff to the Smith Tower location, relieved
the crowding and congestion of the PSSC location.

These staff relocations serviced to lessen the PSSC impact as a2 full ser-
vice office and negate the attempt toward an integrated service delivery
system in the Pioneer Square area.

Additionally, the integration efforts of the ISD project were adversely
affected by federal reduction of DSHS reguests for service delivery staff.
The integration efforts at PS55C may have been more successful had DSHS
requests been approved to fully implement integration efforts with adequate
staff,

Operational Components

Service Integration Specialiste

The ISD project plan detailed the hiring and utilization of five Service
Integration Specialists. The plan for use of the five full Service Integration
Specialists was to place them in regions with a mix of rural and urban
population. They were to act as catalysts for interagency coordinated efforts
to assess needs, analyze and clarify regional service priorities, develop
integrated service models and advocate for rescurces to achieve integrated
services by maximizing flexible use of existing resources &nd services.

The Service Integration Specialists were to work closely with the Regional
Administrators who reported to the Assistant Secretary for Service Delivery
who reported to the Secretary of DSHS. The Project Director, who also reported
to the Assistant Secretary for Service Delivery, was responsible for the super-
vision of the Service Integration Specialists,
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it was planned to fill the five Service Integration Specialists positions
by January 15, 1972. However, when the project director and three Service
Integration Specialists had been hired, it was necessary to utilize the
remaining two Service Integration Specialist pesitions for project research
staff positions. This reduction from five to three Service Integration
Specislists was due to a strong recommendation by federal staff to implement
the research component earlier than originally planned. There was considerable
reslstance from project staff and state staff to this reduction in the number
of Service Integration Specialista. The feeling was this reduction would
lessen the impact of the project effort to the detriment of the project goals,
nmest importantly the regionalization effort. However, the federal recommendation
prevailed,

The research component was Initiated with only three Service Integration
Spectalists available to begin the planned primary task of assisting toward
reglonal integration. These three specialists were assigned to the following
regions: Region 3 (Snohomish County, largest city - Everett); Region 4 {King
County, largest city - Seattle) and Region 5 (Plerce County - largest city,
Tacoma) .

The Service Integration Specialists were expected to monitor the imple-
mentation and operation of integrated programs in each reglon but would have
no administrative control over these operations, They were expected to
recommend from time to time changes, modifications, and additions to the
integrated programs which would have been approved at the regional and central
project level. The regional integration specislists were to act as staff per-
sons for the regional adminietrator and assist the administrative and program
staff in dealing with regional problems and provide information, feedback
between the region, the central project research staff and other demonstration
regions,

For a short time each service integration specialist performed the duties
consonant with the position of service integration speclalist in the region
to which they were assigned. The specialists were expected to work in a dual
_capacity of 1) developing the MSDS, and 2) performing the previously listed
service integration specialist duties. However, during the time the three
positions of Service Integration Specialist were filled, changes occurred
at the federal level which had irrevocable effect on the effectiveness of the
integration specialists, The first federal change regarding the ISD preoject
occurred when the specialists were being hired; the switch from five to
three specialists - the other two positions being utilized for reaearch gtaff
as explained above. This first chauge had an impact on the initial state-
wideness of the ISD push and lessened the strength of the integrative uni-
formity. The three specialists then began performing their duties in the
three regions and working toward the selection of a suitable office to serve
48 8 demonstration integration center for each region. This plan to develop
M5DS in three reglons was not followed through, possibly due to lessened
support by DSHS administration. At this time, the latter part of 1971, the
ISD project and the Neighborhood Social Service Center Project (NSSC) were
8een as two projects with merger possibilities; benefit being derived from
both projects towards the goal of both., The Pioneer Square Service Center
(PS5C) was seen as a suitable vehicle for the experimental site of the ISD
Project. Olympic Center as a comparison site and Bellingham as a control
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site were retained and inmcluded in the research design. However, Olympic
Center was operational for one year before the collection of ISD research
data began, '

In accord with Federal expectations, the duties of the three integration
specialists were altered to meet these reviged recommendations, Thus, the
Region 5 integration specialist was assigned to work with Olympic Center and
keep Region 5 administrative staff informed of the Center's progreas. The
integration specialists of Reglons 3 and 4 were briefly oriented at Olympic
Center and then returned to their respective regions to perform the planned
Service Integration Specislist duties. One gpecialist was also assigned to
Olympic Center to assist in Integration of services in addition to duties
at the regional office,

The Pioneer Square Service Center was seen ag the primary Service
Delivery Integration site. Regions 3 and 4 did not proceed with the selection
of experimental sites. Thue, the ISD project and the PSSC project were merged
to allow both projects to continue toward their goals within the restricted
guldelines as authorized by the federal approving agency. This merger occurred
in Cctober, 1972,

Following the selection of PSSC as the only experimental glte, the three
integration specialists took advantage of other employment opportunities. One
of these SIS positions was refilled. This new SIS filled the positions of
PSSC and ISD project director (vhen the project director left for other em-
ployment). It was not possible for this one SIS to meet the goals originally
set out for the Service Integration Specialist, Thus, the selection of the
PSSC site was a significant reduction from original project planning and no
doubt lessened the project impact as viewed by DSHS adwinistration.

The original project expectation that the Intepration Speclalists would
be at the forefront of the service integration movement was not fulfilled.
This project staff deficiency may well have been the firgt important factor
that obviated a totally successful service integration project.

The Skid Road Community Council

The new Department of Social & Health Services was to integrate and co-
ordinate activities involving provision of care for individuals who, as a
result of their economic, social or health condition, require financial
assistance, institutional care, rehabilitation or other social and health
services. Seattle's Pioneer Square area was selected to demonstrate possible
ways to integrate these services, This neighborhood was a major concern of a
nunber of private agencies, often religlously oriented. It had become in-
creasingly clear, even to these agencles,that their uncoordinated efforts
were not solving the problems and perhaps even helping to maintain the Skid
Road area. In 1968 these agencies appesled to the Council of Planning
Affiliates (COPA), a voluntary planning organization affiliated with the
Seattle United Good Nelghborhood Fund, to study Skid Road problems and
recommend solutions. COPA published a report in March, 1969, which documented
the needs of the area and made three suggestions: 1) That a cooperatively
supported multi-purpose system of service delivery be established, 2) a
Ereater degree of client and citizen input in planning and program implementatio:
be evolved and 3) greater community awareness of the problems be solicited.
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Following the sustained effort on the part of COPA and SMCY a repre-
sentative group was established for the Skid Road Community through the
establishment of the S5kid Road Community Council (SRCC). The Council had
representation from local Skid Road agencies, from local govermment, from
business, and from Skid Road residents themselves, The Council elected
a Board of Directors, Offficers, and became incorporated as a non-profit
organization under the laws of the State of Washington, Its intended role
was to act in behalf of Skid Road residents in activities including: Flanning,
research, evaluatfon, monitoring and advocacy,

Contract Services

In October of 1971, the Department of Social & Health Services (DSHS)
entered into an agreement with the Skid Road Community Council to perform
certaln services in accordance with the Skid Road Integration project, The
formal agreement, or contract, listed a series of services, known as contract
gservices, which the Skid Road Community Council was to perform, The nature
of the services were to expand and to coordinate other services within the
comnunity into a system linked with the Pioneer Sguare Service Center {PSSC)
complex.

One of the most important and yet, most difficult, goals of the project
was the development of a coordinated service system of private and voluntary
agencies linked to the total integration project. The following is what
transpired through the Contract effort.

There had been meetings of Skid Road Agency Directors held monthly and
staffed by SRCC staff. Minutes were taken, prepared and distributed by
SRCC staff. At virtually every meeting, discussions of project goals, as
well as implementation of the goals, were undertaken. Following a survey
of the food and shelter needs of the comsunity an Fmergency Food & Shelter
Program was established to provide for individuals in need: This program
was instrumental in the establisbment of a Neighbors-In-Need food bank,
as well as the purchasing of the Morrison Hotel by the Seattle Housing
Authority as a low-rent shelter facility, with a Neighborhood Social Service
Center on the mezzanine floor, staffed by DSHS and Public Inebriate Program
staff. It has become a multi-purpose facility for the community.

The Pioneer Square Health Station, a Seattle Model City activity, became
linked into the Service Integration Project. This was accomplished admini-
stratively and functionally in several ways:

A. The Director of the Pioneer Square Health Station was & wember of
the Board of Directors of SRCC, He participated in the Alco-
holigm Committee, the Health Committee, and the Citizens' Advisory
Council,

B. Out-posted contract services outreach staff worked at the temporary
locations of the Health station in assisting clients to obtain other
services such as housing and food in addition to the medical service
that they had requested. Outreach staff of the Health Station
worked clomely and cooperstively with contract outreach staff of
SRCC and community worker paraprofessional staff of PSSC. To
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better coordinate and train outreach staff, joint meetings were
held with outreach staff of the health station, SRCC, PSSC and
First Avenue Service Center.

The Health Station director worked closely with potentfal PA and DVR
candidates assisting in the review of possible disabliity cases.
Health station staff were used extensively to provide emergency
medical services to PA and non-PA clients of PSSC. Special billing
procedures were established to process PSSC clients.

Contract Servicee staff worked extensively with numerous public agency repre-
sentatives in the community, Of particular note are the following:

Al

Washington State Department of Employment Security

Employment Security was represented on the Board of Directors of the
SRCC. The E.S. representative worked with contract staff and the
manager of the Casual Labor Office to improve and expand Employment
Security services to the community.

Seattle Housing Authority

The Seattle Housing Authority was represented on the Board of
Directors of SRCC. The Seattle Housing Authority was a possible
candidate to become the mpnaging agency for the SRCC proposed
shelter facility within the community. Some referrals were made
to Seattle Housing Authority facilities for housing.,

Seattle Treatment Center

The contract staff participated in an evaluation of the Seattle
Treatment Center (STC). Contract staff worked clogely with the
community in an effort to develop & comprehensive alccholism
program which would expand the resources of 8.T.C. 1In addition,
the contract stafif developed a Public Inebriate Program proposal
which was linked very closely to 5.7T.C. Frequently, contract
staff provided referrazls and transportation to 5.7.C. for
intoxicated clients,

City Government

Contract staff worked closely with various branches of City
Govermment, particularly the Office of Human Resources and the
Department of Community Development. Both of these organizations
are represented on the SRCC Board. One of the major efforts in
this capacity has been the development of the Skid Road Permanent
Shelter Facility. Punding was requested for such a facility from
the Seattle Model City Program (SMCP). -The Seattle Police Depart-
ment also cooperated in these sfforts to improve services to the
community and was represented on the SRCC Board of Directors,

Legal Services

Contract gtaff have worked extensively with and established linkages
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with the Seattle Legal Services program. Ongoing activities linked
these public resources with the private agency system towards the

goal of unified service delivery system. Linkages included frequent
client referral as well as legal consultation on such matters as client
rights in relation to treatment programs.

F. Citizens Advisory Group .

Initially, a Citizen's Advisory Group was organized. The Citizens'
Advisory Board, later eatablished, drew from this "CGroup" for citi-
Zen representation. The contract services emploved an outreach

staff comprised of indigencus or poverty background paraprofessionsls.
These staff were involved in an extensive and ongoing training program.
which included dally staff meetings, on-the-job observation and train-
ing, careful supervision, and consultant training prograns.

1. Outreach staff spent at least half of their day on the
street, visiting natural congregation places: TLutheran
Compass Center, etc. The "Elderly Project” has put out~
reach staff in hotel lobbies and, via acqusintenances
thus gained, in the hotel proper. Outposting methods
were also increasingly utilized.

2. Follow-up forms were maintained on all successive con-
tacts with clients. A monitoring system was devised.

3. Several brochures and handouts were developed and
- distributed broadly. Posters and suggestion boxes
were placed in several agencies and other locations.

Goal Accomplishinents

The contracted goals established between the Skid Road Community Council
and the Department were met. Additionally, the Welfare Task Force goals which
were adopted from the Seattle Model City five year comprehensive plan were
responded to by the SRCC. These goals and the SRCC accomplishments are given
below.

A. Establish a service center in the neighborhood to make services
easlly available to clients and bridge the gap between people
in neighborhoods and more centrally located services.

The center was located in and served the Pioneer Square District
of the Model Neighborhood. It was a storefront facility of easy
access and was an outstation of the Queen Anne Office, DSHS, whose
service area Iincluded the Piloneer Square District.

B. Develop a joint approach betwéen public and private service agencies
to provide coordinated services,

As a component of the Integrated Service Delivery Project the cen-

ter was & part of a service delivery complex developed to deliver
services coordinated in an integrated service delivery system.
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C. Centers manned by residents

The hiring policy for project center staff gave priority to MN
residents. The majority of paraprofessional and support staff
were such residents.

D. Two sets of staff for each center to remain open 65 to 75 hours
per week. :

Funding was not available to consider this goal. The center
was open 40 hours per week. . -

E. Transportation will be provided for clients.

Two of the center staff were Automobile Drivers whose primary
assignmment was to provide client transportation for effective
referral and use of gervices needed.

F. An administrative board composed of participating agency repre-
sentatives and residents on a 50/50 + 1 resident basis will:

1} Bire the director;

2} Set and modify goals;

3) Evaluate effectiveness;
4) Guide center operations.

The Center Advisory Committee reserved five of the ten positions for
center reciplents, The committee provided advisory services to the center
administrator and participated in the project evaluation,

One activity not mentioned but Important to the Skid Road community is
the person-to-person relationship between Skid Road residents and SRCC staff,
This activity has been an important aspect of SRCC's work and has included
referral, information, counseling and friendship. It cannot be measured in
any objective way except how it has affected or changed each individual's life,

Most of this person-to-person relationship was the work of a competent
outreach staff composed of indigenous or poverty background paraprofessionals.
These persons have been on welfare, in prison, and/or were alcoholics. Out-
reach staff were involved in extensive and ongoing training programe which
include: Dally staff meetings, careful supervision, and consultant training
programs. Outreach etaff spent at least half their day on the street, visit-
ing natural congregation places: Lutheran Compass Center, First Avenue Ser-
vice Center, restaurants, taverns, amusement centers, and park benches.

Central Area Project —- DVR

Prior to 1967, very few of the vocationally handicapped residents of
Seattle's Central Axea had uytilized the services of DVR. The subject of
adequate jobs and cpportunities for vocational advancement was a frequent
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topic heard in the aftermath of the racial riots and other confrontations
with the "Establishment". A review of the DVR caseloads in Seattle verified
that: (1) minorities were not equally represented in the receipt of services;
(2) those services were not effective; (3) DVR was not viewed as a helping
agency by minorities, but rather as a further example of institutional
discrimination; and (4) agency staff lacked the expertise to offer effective
vocational rehabilitation services to ghetto residents. Out of the findings
wag developed the initial Central Arvea Project Innovation Grant,

DVR became a viable socio-economic force within the area, and many
residents were applying for services. The effect of egtablishing a small,
informal store front office within the central srea and later participating
in the multi-service center, aleo located within the area, resulted in a
massive request for services, Factors in this success were seen as: (1) A
locally located office; (2) the use of indigenous Rehabilitation Aides
familiar with the area and known to many of the residents; and (3) immediate
response to urgent needs.

Because of the lack of community resources at that time, the DVR staff
had to £i11 many roles, including mental health services, financial services,
and client advocate with many other "downtown" agencies.

One disappointing result emerged from the three year Innovation Project.
Disadvantaged, vocationally handicapped individuals wanted to better them-
selves financially and vocationally, but they frequently did not pursue this
gosl in the familiar and predictable manner of the usual DVR client. Thus,
while many eligible persons applied for VR services, successful rehabilitation
or closures were disappointingly low, Viewed from another perspective, where
there had been almost no successes, there were now a few, and the potential
8till appeared to be there, both staff and administration, however, were
frustrated in the attempt to gauge program success of this new type of client
by the standards established over the years.

Out of the frustration caused by the failure to achieve “numbers"”, and
the very strong bellef of project staff in the worthwhileness of their
efforts, grew the three year Expansion grant request. This resulted from a
joint planning effort by all of the paraprofessional staff involved in the
two Central Area VR offices, plus community agencies and groups. Combined
with the Central Area Project was the need for VR development in the Seattle
Skid Road area. Thus, there was developed two locations to serve two
populations: The Central Area, essentially the Black section and character~
ized by the minority disadvantaged, and the Pioneer Square Service Center,
serving the Skid Road district, and characterized by the single male,
transient alcoholic. Needs of the VR agency to serve these two groups more
effectively were defined as: (1) a separate administration with the ability
to respond to the needs of the project quickly mnd with relevance; (2) im-
proved and expanded consultant services; and (3) increased staff to adequately
serve the many applicants for services.

Project Developrent

The two Central Area offices, combined in one location, became closely
involved with the Department of Public Assistance in a co-location effort
within the Central Area. Together the two agencies operated as the "Support
Service Center", an arm of the Unicenter, or Joint Manpower effort. The
second arm was the Fmployment Service and under the Unicenter
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concept developed by the Joint Manpower Board, organized a coordinated se-
quential series of services involving all three agencies, The Support
Service Center was administered by & Public Asaistance administrator, whose
sdministrative control over DVR staff extended to office regulations,
physical space, relations with PA staff, case movement, etc,, but did not
cover professional aspects of VR services.,

This relationship was dissolved in April, 1973 when the PA ataff was
moved to a separate locatfon, and the CAP/DVR again operated as a distinct
administrative unit, The Joint Manpower Board was dissolved at approximately
the same time, and all three service agencies, Public Assistance, Stsate’
Employment Service, and Vocational Rehabilitation resumed their separate
functions. These roles have continued to the present.

Project Consultation

As a result of the grant, a stepped up program of consultation was
developed. A staff psychologist and a medical social worker were hired,
and the part-time gervices of a psychistric consultant were increased.
This group, together with the Project Coordinator, developed a training
package for all professional and paraprofessional staff. Conducted one
hour per week for over one year, the training covered such basic subjects
as interviewing, counseling, crisis intervention, plan writing, medical
information, psychometric testing, peychological and psychiatrict evaluations,
and medical Information. Additional consultation was given to individual
staff in areas of client needs, diagnostic workups, and case services. All
medical consultation was done with the psychiatrist who had had considersble
general practice experience, with the result that each client was reviewed
both medically and behaviorally. FEach VRC had a specific hour per week
assigned for medical consultation, which gave the opportunity for considerably
more consultation than was f{ormerly provided. Thie, together with the on~
going formal training program, was needed because of the relative newness of
staff, the serious problems of disadvantaged clients evidenced by depression
and poverty, etc.,, and the need to better define areas where help could be
more effectively given. :

Job Placement

Employment was a prime need for clients of both project offices, but
stable job placements were relatively low. Clients frequently dropped out
of the rehabilitation program to go to work in temporary jobs. Therefore,
in July, 1973, a job placement unit was developed using a VRC II as wunit
coordinator, two Rehabilitation Assistants, and a secretary. A consultant,
a person with many years' experience operating a private placement agency,
was hired for three months to help design the unit and to teach placement
methods. The unit had no responsibility beyond placement and follow-up. If
clients appeared to have other problems, they were referred back to their
counselors. The placement unit staff was instructed to deal only with job
aptitudes and skills, to try to develop client motivation to work, to find
appropriate jobs, and to follow up on the placements for at least two months.
VR counselors retained control of their client's cases and recelved regular
reports from the placement unit, but did not become involved in the job
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finding unless they so desired. Participation by the VR counselor, was, how-~
ever, encouraged.

Research

While process evaluation was included as a project goal, it was never
implemented, due to frequent changes in project coordination, and to the
confusing and diffusing effects of co~location, etec. However, throughout
the project there were attempts to understand why project clients differed
from regular VR clients, and what, if any, additional services wmight be
needed to obtain higher rates of success. Several methods of client
evaluation were experimented with, including evaluation of standard data i
collected by VR, the Heimler Scale of Social Punctioning, standard psychological
assessments, and the Holmes~Rahe Schedule of Recent Experience. A second year
graduate student at the University of Washington Graduate Schoel of Rehabilitation
Counseling assisted in this effort., Out of her experiences of reading many
records, certain patterns began to emerge regarding the client's previous
vocational experiences, and client attitudes toward work., It was found that
these two factors, as developed during the initial diagnostie workup, showed
a high correlation to later case development and termination. Therefore,
scales were developed and approximately 100 cases, those successfully closed
as rehabilitated and those closed unsuccessfully after plan initiated, were
read against the scales.

Regults

Out of the several major thrusts of the project are specific results, to-
gether with others more difficult to define. These are reported by specific
areas for purposes of simplification,

A. Consultation ~ Increased comsultation was Instrumental in assist-
ing staff to develop more realistic expectations of services they
could expect to offer. This was evidenced by an increasing
selectiveness at intake, a greatly increased ability and willing—~
ness by both professional and paraprofessional staff to make
decisiong as to eligibility and client needs, and a more
realistic provision of effective services. This effect was
measured by a regular program of case review during the final
year of the project. The role of the medical social worker
in the project became a much more dynamic one in termg of
interaction with staff than was customary in the Agency. This
was facilitated by supervisory referrals on a case~by-case basis
following reviews, together with the assigment of new staff to
the MSW for regular training sessions In casework procedures. The
MSW was also later assigned a specific role on the placement team
to assist Iin initial evaluations, also a complete departure from
standard practice. The MSW also occagionally assumed limited case
responsibllity for a few selected cases of severe disability to
work out specific problems.

The PhD psychologist consultant assumed a very active role
with staff also, following up his client evaluation with staff
congultations so that staff became very much aware of the psych-
ologist's role in client services. This understanding was
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evidenced by more frequent referrals and better interpretation to client.

An overall result of the increased consultation and training program
was the gradual moving away from a crizis intervention program into a more
relevant vocational rehabilitation program of services. This was of course
grestly aided by the growth of resource agencies within the area, but was
also reflected in the records of intake interviewing. Many applicants were
referred to more appropriate resource sgencies during the intake interview
and the statistics reflect a gradual decrease of applicants during the final
Year. Thus, residents of the area received more efficient and relevant
services, = e

B, Co-location — The total staff reaction to the attempts in both CAP
and PSSC to co-locate with Public Assiatance ataff was negative.
Individually there were good relations. When necessary, individual
counselors and caseworkers and financial staff worked well together,
and there is no question but that the two agencies learned a great
deal about the services each could offer. In the CAP "Support
Services Center” location, there was an attempt to combine case~-
loads and staff, to establish s service team for each client. This
was largely unsuccessful, Roles were never clearly enough defined,
and PA staff frequently found themselves performing in VR functions.
Because of administrative policy differences, VR staff frequently
found themselves frustrated by the procedures of the larger PA
agency, Basic aims of the two agencies, as interpreted st the
caseworker~counselor level, were frequently in conflict. Many PA
caseworkers were unable to accept DVR interpretation of sligibility,
choosing instead to feel that any client with a disability was auto-
matically eligible for VR services, especially for those financial
services which could be added to the PA benefits. Case conferences
tended to be viewed as additional duties rather than essentisl parts
of the services., Case records were frequently lost, and much of the
staff time was devoted to non-productive efforts in this area.

The DVR view 1s that the total effort at combining service was
not undertaken, although efforts were made to combine case records.
This was actually done, but proved of little value since the offices
were eventually divided into two locations and the files were in-
accessible to parts of the steff. The result of the coordination
of the PSSC staff never produced the understanding of services that
had been hoped for. Efforts by administration to develop combined
staffing of cases to fulfill the goals of the Integrated Service
Delivery Project, were largely frustrated by staff resistance, and
more basically, by a lack of need for this effort. Results could
never demonstrate a justification of the time spent in such
conferences. Objectives of the two agencies did not seem to correlate
sufiiciently to create the need for frequent staffings., When the need
did arise, it was taken care of informally.

The DVR staff felt the major result of the efforts by both project

offices to co-locate and combine services in accordance with project
goals, was not a desirable move for either DVR or PA, and resulted in
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C.

confusion of administrative direction, of client movement, and a
diffusion of agency goals.

Job Placement and Research - The development of the job placement
unit, together with the findings of the research effort, caused a
reappraisal of the standard VR service delivery method, and points
the way toward the creation of a new and more effective delivery
system, -

Initially, counselors resisted referral of clients for place~
ment. Resistance was expressed in many ways, including charges of
unprofessionalism on the part of the unit staff, feelings of racilal
bias, feelings that clients were not ready for placement even when
there had been no case wmovement, and feelings that the clients
needed the more understanding and protective services of their own
counselors. During the initial months, only the very difficult to
place clients were referred, and considerable supervisory pressure
was needed to reverse thig. The reluctance was viewed, not as a
lack of professionalism, but rather as a result of intense con-
centration on disabllity rather than ability by both client and
counselor. This resulted fn very thorough evaluation and treatment
of disability, but a considerable lack of information on vocational
aptitudes and skills,.

The placement staff, instructed not to become involved with
problems other than vocational, found that many of the "difficult®
clients had useable vocational skills, and were able to place them
on suitable pbs. The team also discovered that contrary to belief,
there was not a lack of sultable jobs in the community, but rather
& lack of expertise in finding them, in selecting the appropriate
one for the ‘clients, in motivating the clients, and in teaching
how to obtain jobs. The experience of the placement unit demonstrated
the need for learning a specific orientation and set of skills in
finding jobs and placing clients. In a heavily populated, urban
area, the usual counselor does not maintain the necessary employment
contacts needed while functioning as a counselor. A specialist can
do this. The Employment Specialist must also be skilled in
evaluating employment history, and the specific interests of the
client, and know when a referral back to the counselor is appropriate.
Group motivational training and resume preparation also seemed
instrumental in placement success.

Approximately half of the clients referred for placement did
not show up for services, indicating that they did not want to work
or had been inadequately prepared for the referral, or did not
believe the service would help them. Almost all of those clients
who did show up for placement services, and who followed through
with the motivational group and resume writing session, and made
attempts following up Job leads, were placed. A very high percentage
of placement remained stable during the three month follow-up period.

At the end of the third year, and the first year of the placement
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unit, placements began to increase, with the result that the rate of
successful rehabilitation to all cases processed incressed from 5.1%
for Tiscal Year 1973 to 15.2% for Fiscal Year 1974. This percentage
was 13.3% for the district and 14.9% for the state.

These findings dovetail with the case surveys based on client's
Vocational Experience and Vocational Attitudes Scales. These scales
are essentially an inguiry into the client's vocational motivation;
motivation in this instance being a reflection of personal and family
higtory and attitudes towards work. Logic would seem to demand that
in order to evaluate the probability of a VR client going to work,
a8ll of the aspects of his former relatfionship with work should bhe
explored. VR experience frequently centers around the evaluation of
disabiliry. We were unable to demonstrate a strong correlation
between types of disabilities and successful job placement in the
CAP client population. We did demonstrate that 80% of the CAP
successful closures, and 892 of the regular DVR successful closures,
included in the random sampling studied, occurred with clients who
had had specific vocatfonsl experiences. Failure rate for this
group of clients was 457. Client who showed specific vocational
attitudes demonstrated 63% of the muccessful CAP closures, and
78% of the successful regular program closures, as opposed to 10%
and 117% failure for the same grouping.

The limited sampling, and the limited time to perfect the scales
are recognized. However, the results seem to supply some corro-~
borative data to the old VR counselors saying that no matter how
severe the disability, the client can return to work if he is
sufficiently motivated. What the research placement team results
suggest is that VR could more effectively deliver appropriate
services to vocatlonally handicapped clients in the following manner:

1. Upon application for services and following the tentative
establishment of probable eligibiiity, the client would be
immediately referred to a vocational unit for evaluation
of employability. This would be done prior to any discussion
in depth about his disability and would give the client the
message that VR is vocationally oriented. Evaluation would
inciude a complete job history, together with & work
prescription based on the Dictionary of Occupational Titles.

2. 1If evaluation indicates a possibility of selective placement,
the VR counselor would proceed to establish eligibility in
the usual manner, but with a vocational goal in mind, Place-
ment services would recommence within a very short time,
since both client and counselor would be goal directed,

3. For those clients not suitable for placement, the development
of vocational possibilities by the placement unit would
greatly expedite training or treatment plans, and would be
directed toward more realistic vocational opportunities.

4. Those clients who are not vocationally oriented would be
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identified and could be given pre-vocational services,
uch as workshop experience, or referred to more
appropriate agencies,

The results of the case sampling and the analysis of the Vocational scales
indicate a strong need to develop this approach further to define more
specifically the strength of vocatfonal motivation, and to become able to
identify this factor early in the rehabilitation process. Such exploration
would also lead toward a more complete understanding of case difficulty and
more appropriate provision of services,

D, Trangition to Regular Program - At the conclusion of the project all
staff and clients had been successfully transferred into regular
programs, and Central Area and Skid Road DVR services have esgentially
become a part of the DVR program in Seattle,

At present it appears that local offices will remain in each area,

ensuring that applicants will contimue to use the services. There has
been a2 good deal of in-service training between regular and project
staff, both formal and informal, regarding service to minorities, with
the result that quite a few staff members have the required expertise
and interest to work successfully with minorities. Because minority
groups still experience more difficulty than the majority group, it
will be necessary to maintain s priority of service to these gEroups

if they are not to be pushed into the background again.

Summary of DVR Findings

A.

Characteristics of the successfully rehabilitated clients in the
Central Area Project, as defined in terms of Vocational Experiences
and Attitudes, are very similiar to the regular DVR client.

At the conclusion of the project, the rate of successful rehabili-
tations to the total caseload of CAP clients equaled the state
and district percentages.

Extensive use of consultant services improved the effectiveness
of CAP staff, as evidenced by improved closure rate, decreased
gsize of caseloads, and more timely case decision.

Attempts to combine Public Assistance and Vocational Rehabilitation
services failed due to differences in goals, functions, case carry-
ing staff responsibility, and administrative confusion.

Placement unit services as developed in the CAP proved that success-
ful placement is a specialized skill and not necessarily possessed
by the VR coungelor.

Sufficient jobs do exiat in the community for placement of clients,
but apecific skills are required to find them.

Coungelor evaluation of client enployability does not always co-
incide with placement success.
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Research Components

Olympic Center (Bremerton)

Subsequent to the consolidation of five departments to the one Department
of Social & Health Services, organizational planning and development continued,
and the statewide DSHS organization was divided into ten geparate administrative
regions, each responsible for directing the services offered by local centers
within {ts jurisdiction. Following this successful effort to provide better
and more responsive social and health services to the citizens of the State of
Washington by reorganization and consolidation, department management next
faced the problems of lmplementing a more responsive system of delivering
services at the point of interaction between the Department and the individual
client. The consolidation resulted in substantial savings in staff time and
related costs, but it did not change the manner of delivering social and health
services to the clients at the local level, Applicants still coped with several
receptionists, application blanks and asdministrative procedures at a sinele
office in order to receive multiple services. The multiple services delivery

Bystem was developed in answer to that problem.

DSHS contracted with Touche-Ross & Company of Seattle, Washington to conduct
an inventory of activities at a selected local service delivery center (Olympic
Center in Bremerton) and, on the basis of this inventory, to develop a conceptual
model of a multiple services delivery system appropriate to that site. This
conceptual model was delivered in April, 1972 and became the basis for the de-
partment's request for a contractor to develop the conceptual model into an
operational MSDS for the Olympic Center, then to implement and evaluate it. In
September, 1972, Stanford Research Institute (SRI) was awarded the contract to
carry out this task, with the understanding that system implementation would
oceur by June 30, 1973,

The Olympic Center delivered services to the Kitgap County area of Washington
State. It was selected as the local center for which the operational MSDS would
be developed both because 1t was the center on which the Touche~Ross & Company
conceptual model had been based and because this particular center represents
almost a complete DSHS service facility; i.e., it offered slmost the full TAange
of social and health services available from the department.

Not only did Olympic Center house all the non-institutional services offered
by DSHS, it had a representative client caseload, a distinct geographic responsi-
bility (Kitsap County, including the Bremerton area) and a reasonably broad
relationship with various institutions and private agenclies active in the social
services field. Services were delivered by seven units within the Center:
Financilal Services, Social Services, Center for Youth Services, Vocational
Rehabilitation, Adult Probation & Parole, Juvenile Parole, and Veteran's Affairs.

Only two of these, Financial Services and Social Services, were responsible
to the local Olympic Center administrator, and then to the Offfce of Field
Operations for Public Assistance in Olympia, Washington. The other five
reported to the Regilon V administrator in Tacoma, Washington rather than to any
administrator in Kitsap County,

The complexity of the Olvmpic Center cperations can best be appreciated by

35



consldering that the seven units within this local DSHS organization delivered
services under about 60 programs using funds supplied through nearly 300
agencies. The implications for the client seeking these mervices, in terms of
the number of individuals, procedures, and administrative patterms with which
he had to contend, are obviocus, as was the appropriateness of the Olympie Center
as a candidate for a client-oriented multiple service delivery system.

The MSDS Development Task - As 1s apparent from the pre-MSDS Olympic Center
organization just described, at the local services delivery level the client
was still confronted with much the same complexity as he was before conselidation
of the five agencies into the DSHS and development of the ten regional authorities.
The task was to examine how the DSHS interfaced with individual clients through
the sixty or wore programs at Olympic Center and to develop a working system
that would be more client oriented and would: Eliminate redundancies and
duplication; simplify the process of entry into the system; reduce costs, and
improve efficiency.

In addition, the system developed was to be designed so as to be adaptable
to the requirements of any other service delivery point in the State of Wash-
ington. Defining manpower, facility, and budget requirements implied by the
system and developing procedures for training and MSDS implementation were also
gpeclfied as part of the overall development task. 1t was assumed that any
system for delivering multiple services based upon indicated needs of individual
clients at the services delivery level would later have to be accomodated by
changes in the organization of DSHS at regional and higher levels.

Implementation Strategy

The proiject strategy employed by SRI was based on participative methods
wherever possible, The chief obstacles to be overcome were seen as the
traditionally limited communications and even competition among different
program staffs, and the actual flow of clients and documents used in providing
gservices, Task forces consisting of all members of each Olywpic Center program
worked closely with the SRI project team to identify organization problems and
to contribute ideas toward their solution., In forming task force groups, SRI
deliberately included as broad a spectrum of viewpoints as possible in each
group to stismulate intensive discussion on the major Issues and to pexrmit the
interests of the various stakeholders to be closely examined. The goal was to
arrive at a reasonable consensus on most isgues,

An additional strategy was to emcourage, through the task force group,
re-thinking of existing modes of performing activities and meeting responsi-
bilities by introducing participants to new perspectives for viewing their
work. This was done to combine the knowledge, experlence, and insights of
participants in a way that would result in a system organization that would
encourage:

Open communication with and among the Olympic Center's many program staffs

Recognition of existing capabilities of various program staffs

Group capacity to anticipate and cope with lmplementing change
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Openness to alternatives that might upgrade services to clients

Awareness of the cost/benefit implications of different methods of
providing services :

Development of new service applications

The strategy followed produced intensive interaction and communication be-
tween client members of the task forces and the SRI project team., This
resulted in many suggestions and ideas that were later Incorporated in the MSDS.

The earlier activities inventory at Olympic Center had established seven
basic functions in the services delivery process:

Reception, during which it is established an applicant has come to the
right place

Application, during which the applicant completes the necessary forms
for entry into the system

Eligibility evaluation, which determines his eligibility for services

Service planning, which determines what his needs are, and appropriate
services to satlsfy them

Service delivery planning, which specifies which needs can be served and
how

Delivery of services, such as counseling, therapy, training and the like
Case management, pr administration of service delivery

The key elements in the successful performance of these functions were seen
to be the staff member in actuval contact with the client, and the client him-
self, All the systems and structures in the DSHS were considered to exist
solely to provide the support necessary to operate successfully at this staff/
client interface point. With this as first principle, and taking inte sccount
broader requlrements for system efficlency, an MSDS was developed that could
provide individual clients with any cluster of DSHS services they might need
at a single point of contact.

Goals

The primary Olympic Center Multi-Service Delivery System (MSDS) goal was
integration of services. The integration of services was not permanently
achieved at Olympic Center because of a number of factors. These factors in-
c¢luded action and plans that affected the planning phase and the implementation
rhase. These various factors are discussed below:

A. Contractors - As mentioned earlier, the Touche-Ross firm was awarded
the initial planning contract and developed the working plan for the
MSDS. The Stanford Research Institute then was awarded the contract
te implement the MSDS plan. This changing of contractors detracted
from a smooth and orderly implementation of the MSDS., The knowledge
gained by the Initizl contractor during the planning phases was
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probably not transmitted in total to the second contractors.
Hindsight would indicate the desirability of retaining the
initial contractor throughout a project.

Project Director - The Director of the MSDS was not appointed
until six weeks after the SRI team was actively involved in
project implementation. This lack of project leadership during
the initial planning and implementation phase was no doubt a
deterrent toward an effectively operating project.

Agency Commitment - Due to shifting federal direction regarding
integrated services, changes in administration of the DSHS during
the project peried, and subsequent uncertainty as to the degree
of agency support that was given to the MSDS project, it was no
doubt difficult for project staff to retain the feeling that the
agency was behind them.

Staff Reductions - A sizeable reductlon of clerical staff adversely
affected the ability of the MSDS to operate in the manner which was
originally planned. Additionally, an important adjunct to the
implementation of the MSDS was success in obtaining four trainers
assigned to the project. The tralning staff was to assist the
project staff in implementation of the project plans and assist

the regular staff in attitude changes and ways of functioning
necegsary to the successful proiject implementation, Unfortunately,
the trainers received their reduction-in-force notices shortly
after the training plan was initiated. These notices adversely
affected the trainers in the initiation of the training plan and
did not allow them to complete the planned training. The project
staff was then faced with the prospect of implementing the project
plans without proper training.

Reorganization ~ A major deterrent to integration of services was
the reorganization of the department following the combining of
the five separate departments into the Department of Social &

Health Service., The MSDS at Olympic Center did achlieve administrative

integration for approximately six months, at which time the re-
organization realigned Adult Corrections. It was not then possible

te include Adult Probation & Parole in the MSDS single administrative

unit. Additionally, the Division of Vocational Rehabilitation
federal requirement of a single organization unit prevented the
total integration of DVR in the MSDS.

Findings - In spite of the above difficulties, integration of
services did occur to some extent at Olympic Center. For example:
The Famlly Services Section did do some pre-sentence investigation
reports for Adult Probation & Parole. In some cases the Family
Services Section was able to make supervisory reports to Probation
and Parole when there were clients served in common. Juvenile
Rehabilitation Services and Children's Services accemplished some
integration in that a child in foster care and under jurisdiction
in Juvenile Rehabilitation Services was carried by one worker.
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Additionally, integration of child Protective Services was completed
by the CPS scaff and Delinquency Prevention staff when some group
meetings of child abusers were being conducted by Delinguency
Prevention staff. However, the above integration of services was
not coentinuous during the project period.

The question of whether the primary goal of successful service
integration at the Olympic Center MSDS oceurred must be answered
partly in the positive but primarily in the negative,

The secondary goals established by the department for Olympic
Center are listed below followed by a brief discussion regarding
their accomplishment or non-accomplishment,

Goal A: To provide the appropriate and required departmental
services to the citizens of Washington.

The appropriate and required departmental services were provided
to the ¢itizens of Washington requesting services in the Bremerton
area. The MSDS was able to accomplish this goal with little diffi~
culty.

Goal B: To provide improved services through elimination of
adminigtrative and program redundancy.

The MSDS had the potential of improving services through elimi-
nation of administrative and program redundancy and some inroads
were made. However, the department did not make a full commitment
to the MSDS concept and it was not possible to integrate some
administrative and progrem areas.

Goal C: To provide improved services through enhanced efficlency
of administrative and program-related systems.

Some inroads were made but total departmental backing was needed
and was not forthcoming to provide improved services through enhanced
efficiency of administrative and program-related systems.

Goal D: To minimize multiple referrals and redundancy for clients
requiring multiple services.

For clients requiring multiple services, the MSD5S did offer a
resource of multiple services. Thus redundancy and multiple referrals
were reduced for clients requiring such services.

Goal E: To minimize paperwork associated with multiple service
delivery.

The MSDS experience was not able to bring together the forms and
papervork of the separate veporting systems. Conversely, the MSDS
experience resulted in more paperwork.
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Goal F: To make departmental services as accessible as
possible to clients requiring services.

Departmental services were made as accessible as possible to
clients requiring services. Services remained accessible to clients
with optimum efficiency throughout the project period.

Coal G: To consolidate and/or integrate departmental client in-
formaticn within the context of retrieval requirements.

The MSDS did have the potential to consolidate and integrate
departmental client information within the retrieval requirement
context. This potential was not developed due to the lack of
depar tmental commitment.

Coal H: To functionally structure a Multi-Service Delivery
System which is sufficiently flexible in design to accomedate
changing requirements (internally and externally).

The MSDS was functionally structured to allow great flexibility
in meeting the needs of clients and to meet changing requirements,
both internal and external. The MSDS proved to be very flexible and
did accomodate many internal and external changes.

Goal I: To implement the system by March, 1973, at Olympic
Center and to complete an evaluation of the system by June, 1973.

The MSDS did not meet the March, 1973 implementation date at
Olympic Center but was implemented May, 1973. The system evaluation
was an ongoing process and was completed November, 1974,

Thus, five of the nine goals as outlined in the HMSDS plan were
met and four of the goals were not met. These four not met were 1)
elimination of administrative and program redundancy; 2) improved
services through enhanced efficiency of administrative and program-
related system: 3) bringing together the forms and paperwork of the
separate reporting systems, and 4) a complete system evaluation was
not finished by June, 1973,

The complete integration of Olympic Center would require these
goals to have been successfully accomplished, As they were wnot
accomplished, service integration of Olympic Center was not
accomplished within the guidelines set forth.

Control Site {Bellingham)

After much review of possible control sitesg, Bellingham was selected as
the project control site because it more closely resembled the experimental
gite (Bremerton) than the other possible control sites.

The factors utilized in the selection of a control site were.as follows:
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A. Collection and review of 1470 population characteristics
of six alternative control sites for preliminary selection
of a few alternative sites.

B. Identification of the range of DSHS programs available and
caseloads at test and alternative control sites,

C. In person visitation of two "best" alternative control sites
for indication of the amount of administrative and staff co-
operation with project evaluation staff.

D. Collection of statistical reports generated at two "best"
alternative sites (above DSHS or federal requirements) to
see what Information could be utilized in project's
evaluation effort.

An analysis of the sites, as reviewed, with pertinent comparisions, will
give the reader the rationale used for the Bellingham site selection.

Bellingham - Age and socloeconomic characteristics of Bellingham's
population were generally similar to Bremerton and to the State. Integration
of service delivery at the regional level had no substantial impact at that
time.

The public assistance service programs in Bellingham and Bremerton were
of comparable size in terms of monthly public assistance recipients.

The public assistance office in Bellingham did have a& facilities problem
and were required to remodel their present location.

Everett - The social and economic characteristics of Everett's population
were quite similar to Bremerton and the state, The proportion of the population
completing high school or more years of school is somewhat lower for Everett
(55.5 percent) than for Bremerton (63,2 percent, or for the State (63.5
percent},

Although regional planning efforts had not yet had any impact on local
service delivery, changes would be expected to occur in this area before
they would at alternative control sites,

Spokane - Compared to both Bremerton and the State, the Spokane population
had a lower median income and & larger proportion of persons age 65 and over.
Other characteristics are similar.

As a metropolitan center, the Spokane area represented a geod location
for a control site. However, Spokane had two major disadvantages. First,
the public assistance office in Spokane 1g the third largest in Washington,
The mere size of this office could have a substantial negative influence on
the communication patterns and over-all work effectiveness. This ultimately
creates client and staff dissatisfaction.

Since an important part of the research involved a survey of client and
staff{ attitudes, it would have been extremely difficult to account for client
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and staff attitudes at the Spokane site which stemmed from "gize~effect'", More-
over, the Spokane public assistance office was scheduled to decentralize shortly
into several sattelite locations. This, of course, may have caused a major
problem if Spokane had been used as a control site.

Tri-Cities Area - Combined, the Tri-Cities represented a populatiom of
55,422 in 1970. Richland, with & population of 26,290 comprised the largest
proportion of this total. When compared to Bremerton, Richland's population
had a much higher median income, higher level of education, and lower
proportion of families with incomes below poverty level. The population
characteristics of both Pasco and Kennewick more closely resemble the State.

In the Tri-Cities, two task forces submitted proposals for the admini-
strative structure of a service delivery aystem. The task force comprised of
"gocial & Health Services personnel, other comsunity agency personnel, and
three interested citizens recommended the establishment of a private, non~
profit corporation directed by a board of directors recruited from the local
area. The state would contract with this corporation for services, and the
corporation would take over the current state employees. This type of
recommendation may have been indicative of major problems in social and
health service delivery which would not be compatible with the requirements
of a pgood control site.

Yakima - Yakima's population had a low median income and an extremely
large proportion of families with incomes below the poverty level. In
Yakima County, 14.6 percent of the population were receiving some form of
public assistance, compared to 6.7 percent of the population in Washington,
or 4.5 percent of the population in Kitsap county where Olymplc Center is
located.

Ov the basis of social and economic characteristics of the population,
Yakima did not appear to be a good control site,

Vancouver - The age and socioeconomic charecteristics of Vancouver's
population were very simllar to both Bremerton and the state. Vancouver's
proximity to Portland and its functional integration with the Portland
metropolitan area may have caused some problems if it had been selected as
a control site.
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CHAPTER III

RESEARCH DESIGN AND PROCEDURE

Selection of Sites

Pioneer Square was selected as a test site for Integrated Service
Delivery (ISD) because of demonstrable client needs for services in the
area. Clients at the site demonstrated several interrelated character~
istics: 1) there was a sizeable percentage of elderly individuals, gen-
erally not working and on pensions; 2Z) there were emotionally disturbed
individuals with & history of short-term work patterns; 3) there were
physically disabled individuals, generally not working, and receiving few
services; 4) there were individuals with seasonal or part-time patterns of
employment; 5) there was a sizeable percentage of transient and unemployed
individuals; and 6) there were individuals with minority backgrounds (Indian,
Gypsy, Black, Orientals and otherg). The ISD Project was viewed as a program
that could better meet the needs of these clients. Public Assistance Social
Services and Vocational Rehabilitation were the agencies chosen for inte-
gration at Pioneer Square,

The Olympic Center test site in Bremerton was selected for Multi-Service
Delivery (MSD) because: 1) there was demonstrable need for DSHS social and
health service in the area; 2) a conceptual model for integrated services had
been developed for the site (Touche Ross and Company, 1972) and 3) the exist-
ing facility offered a full range of social and health services, Thus, an
operating facility with co~located agencies was available for implementation
of the MSD concept. A number of considerations related to facilitating ease
of data collection and ensuring comparabllity between the Olympic Center and
the control sites led to the inclusion of only Public Assistance Social
Services {PA), Vocational Rehabilitation (DVR), and Adult Probation and
Parole (AP&P) in the final evaluation.

The control site in Bellingham was selected as a match to the Olympic
Center test site. All municipalities in Washington with approximate
populations to Bremerton were reviewed. In addition to meeting the popu-
lation criteria: 1) the socio-economic characteristics and general age
characteristics of the Bellingham population were similar to those of
Bremerton; 2) regional level service delivery Integration had little impact
on the DSHS agencies in Bellingham; and 3) the Public Assistance programs
in Bremerton and in Bellingham were comparable in size. PA, DVR and AP&P
were included as participating agencies.

Hypotheses

The major goal of this study was to determine the value of integrated
service delivery systems in terms of the appropriateness of service, of
service accessibility, of service cost, and of service effectiveness.
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The study was intended to answer 39 specific questions as proposed by the
Department of Health, Education & Welfare.

10.
11‘

12.

13.

14,
15.
16‘

17,

18.

1

Can equivalent services be provided at reduced cost per service?

Can equivalent services be provided with reduced aggregate personnel
time? .

Will client processing time from intake to acquisition of equivalent
services be reduced?

Do a greater proportion of clients reach total or partial self-
supporting status?

Will the number of clients processed over a six month period for
equivalent services be greater?

Have referrals increased?

Has information sharing increased at each point in the delivery
system?

Has information sharing increased at all organizatbnal levels of each
participating service?

Do a greater proportion of clients exhibit improved social-psychological
well being?

Are clients more receptive toward the service system?
Have referrals been more successful for all clients?

Do clients judge the combination of services provided to be more
appropriate to their needs?

Do clients judge the priority of services provided to be wmore
appropriate to their priority of needs?

Have more client needs been served six months after intake?
Is client participation in an advisory capacity greater?
Is client participation in an advisory capacity more effective?

Will key supervisors judge participating service programs to be
rore effective?

Will key supervisors judge participating service programs to be
more efficient,

Hypotheses to be Tested in Service Projects, SRS staff HEW memo dated June,

1971.

Some modifications have been made in the hypotheses due to the difficulty

of securing specific data from the research sites.
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19.

20.

21.
22.

23.

24,

25.

26.

27.

28.

29.

30,
31,
3z.
33.
34,

35.

36.

37.

38,

39.

Do key supervisors judge their own service programs to be more
efficient? s

Do key supervisors judge thelr own service programs to be more
effective?

Do key supervisors judge the development of clients to be better?
Do key supervisors judge thelr own work effectiveness to be better?

Do supervisors judge the combination of services proved to be more
appropriate to client needs?

Do supervisors find the sequential presentation of services provided
to be more appropriate to client's priority of needs?

Have problem solving activities increased at the supervisory levell?

Do staff judge the combination of services provided to be more
appropriate to the client's priority of needs?

Do staff judge the sequential presentation of services provided to
be more appropriate to the client's priority of needs?

Do staff judge other participating service programs to be more
efficient?

Do staff judge other participating service programs to be more
effective?

Do staff judge thelr own service program to be more efficient?
Do staff judge their own service program to be more effective?
Do staff judge development of their clients to be better?

Do staff judge their own work effectiveness to be better?

Kave problem solving activities increased at staff levels?

1s service community staff knowledge of other services available
in the area greater?

Is service community staff knowledge of eligibility requirements
of other services available in the area greater?

Do service community staff have more favorable attitudes toward
the effectiveness of other service agencies in the area?

Is community knowledge of services available in the area greater?

1s general community knowledge of the eligibility requirements for
services in the ares greater?
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Regearch Strategv and Data Sources

As originally proposed, the basic research plan was to collect detailed
information relative to the participating agencies at the three sites prior
to and at two six-month intervals after the implementation of integrated
services. By comparing the pre- and post-program information with baseline
data provided by the control site, it was hoped to document the important
changes that may have occurred as a result of the impact of the ISD and MSD
programs, Because of staff limitations, budgetary restrictions and difficulties
in obtaining access to the sites, the plan was modified to include data
collection at only two peints in time. Essentially, the design {s a "before-
afrer", or a Time 1 vs. Time 2 (T wvs. T } comparison.

1 2

Four primary data sources were selected as necessary to meet the evaluative
requirements of the project, and the following research instruments were developed
by the ISD research staff: 1) the Client Information System to collect data on
¢lient needs and services provided, allocation of staff time, and service
delivery processes; 2) the Client Attitude Survey to assess client opinions
and attitudes towards service agencies and service delivery; 3) the Staff
Attitude Survey “ to measure attitudes of staff towards their own and other
service agencies; and 4) the Service Community Survey to determine the extent
of the coordination of health and soclal services within the community as a
whole,

1t was intended originally to include a community resident survey to
evaluate the potential consumer population, and a staff activity accounting
system to document changes in the allocation of work time. However, due to
the imposition caused by the data collection techniques and the budgetary
restrictions of the project, both were dropped from the evaluation component.

All instruments were developed and reviewed by the ISD research staff for
possible misinterpretations or ambiguities prior to field testing on a gmall
sample from the target population, There were no attempts to collect relia-
bility or validity data. Finalized versions of all research instruments may
be found in the Data Analysis Supplement.

The statistical analyses of items contained im all of the data sources
relied exclusively upon the use of non-parametric statistics. In the main,
this decisioen was dictated by the level of measurement associated with the
item scales, i.e., nominpal or ordinal measures. In situations where a higher
level of measurement might be assumed, such as the staff time-expenditure
data, non-parametric techniques still were preferred due to the large depree
of variability found within the samples. Moreover, there was a lack of
programming facilities to accomodste the more complicated analysis of variance
techniques required for samples with an unequal number of respondents.

For items ylelding nominal data, chi-square analyses were used to deter-
mine the significance of the inter-sites differences found in the frequency
of responses that had been partitioned into independent categories. The

2
The SAS was developed by Stanford Research Institute while the ISD staff pre-
pared & supplemental form.
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typical chi-square test involved the distribution of one dichotomous variable
between the test and control sites, e.g., the number of clients having 1o
referrals or having one or more referrals, Chi-square was also used for
intra-site comparisons where the independence of the samples could be assumed,
1.e., different samples were drawn at T; and T,. The Fisher's exact proba-
bility technique was utilized in 11eu_c% chi-square in some comparisons with
emall sample n's. _

For items which were constructed with ordinal scales, the Kolmogorov-
Smirnov test of the maximum difference in cumulative frequencies of two
independent samples was chosen. The Kolmogorov-Smirnov typically imvolved
testing for differences between sites, but also was used for intrasite
comparisons when the independence of samples was assured. Two techniques
for the application of the Kolmogorov-Smirmov test, i.e., the large-sample
method or the chi-square approximation, were used where appropriate.

The sign test was selected for the non-indepesent samples, i.e., where
the same respondents were measured at two points in time. The sign test
allows for the determination of the probability of the frequence of changes
in a particular direction., That is, it was possible to calculate the
probability of the observed differences in the distribution of "positive"” and
"negative" changes by respondents between Ty and T,. Bowever, a major
limitation is that sign test omits all respondents who show no change, and
does not take into account the magnitude of change. ¥or a more comprehensive
discussion of the sign test and the other non-parametric techniques emploved,
see Seigle (1936),

Several considerations led to the use of two-tailed tests in all
comparisons. Firstly, there were no basis for a priori predictions rela-
tive to the direction of expected differences between the test and control
sites. Secondly, while positive predictions had been made concerning the
impact of ISD and MSD prior to program implementation, negative outcomes
certainly were a8 possibility that would be of interest in the final evaluation.
Consequently, it was deemed appropriate to conelder both positive and negative
outcomes. A .10 significance level was chosen for all statistical tests. It
was felt that a somewhat lower than usual level of significance would be
appropriate for the type of data collected, and would partially compensate
for he loes of power as a consequence of choosing a two-talled test.

Client Information Syetem (CIS)

The Client Information System consisted of four distinct parts: 1) Time
Expenditure Form, 2) Clients Needs Assessment (completed by both client and
service worker); 3) Client Follow-up, and 4) Index of Well-Being.

Due to the relatively few number of respondents in the agencies other

than PA%, it was necessary to combine responses for DVR and AP&P and perform
the evaluation for Non-PA rather than individual agencies. Tables summarizing

the data for the CIS, and the other data sources as well, may be found in
the Data Analysis Supplement, and are denoted by an alphabetical character.

4

PA refers only to PA Social Services throughout this report unless otherwise
noted,
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Only those tables reporting the compositicn of the samples involved are included
within the text of the report.

A.

Time expenditure data. The time expenditure form was devised to
describe the extent and nature of client contracts with staff
at a particular DSHS agency during the test period. Service
workers were required to specify individual needs for each
sample client, as well as the frequency, duration and type of
professional or clerical activity expended to meet those needs,
Client contacts were defined in terms of any time expended

with respect to a sample client. The types of client-contacts
were categorized according to: 1) direct face-to-face or tele-
phone contact with the client; 2} paper-work involved with the
disposition of the client’s case; 3) contacts made with other
persons or agencies in the client’s behalf; and 4) any other
required activities related to the client's case.

Summary statistics for the time expenditure data by site and agency may
be found in Tables 1A through 4A. Professional staff time i{s shown by type
of client contact, while only total clerical time 1z reflected, The fre-
quency of client referrals and staff contacts made in their cHent's behalf
are presented in Table 5A. '

Bt

Needs Assessment. The needs assessment was designed to identify
client needs and to determine the extent of recognition of those
needs by the service worker. Both client and service worker were
also requeated to indicate high and low priority needa. While a
large number of specific needs were included 4n the assessment,
all were classifiable under major categories of housing, money,
food, clothing, work, treatment (medical, dental, or drug and

alcohol rehabilitation), counseling, other (legal aid, birth
control information, transportation, ete,) and general information.
In order to expedite analysis, it was necessary to consider only
the major categories of needs in the description of the data,

1. Description of needs. The frequency distributions of
relevant needs as indicated by the clients and staff
are shown in Tables 6A and 7A for the PA agenciles.
Distributions of relevant needs for the Non-PA
agencies are found in Table 8A and 9A. Corresponding
distributions of high priority needs may be found in
Tables 10A and 1lA for PA clients and staff, and in
Tables 12A and 13A for Non-PA clienta and staff.

2. Number of needs. The mean number or relevant needs as
reported by the client and by their respective service
workers are shown in Table 14A, 1In additionm, the mean
number of needs reported by the client as being satis-
fied within a 30-day pericd also is presented,

3. Need agreement, The relevant and priority needs as
perceived by clients and staff as distinct groups are
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i
provided by the needs description. However, these
data are descriptive of the total samples and do not
reflect the extent of agreement between individual
cllents and service workers. o ' '

Digtributions showing the individual client-staff
agreement for relevant needs are presented in Table 15A
for the PA agencies and in Table 16A for the non-PA
agencies. Corresponding distributions showing client-
staff agreement for priority needs may be found in
Tables 17A and 1BA,

€. Client Follow-up. The client follow~up was used to gather Infor-
mation from the client relative to those needs identified as im-
portant in the needs assessement. The clients were questioned as
to the time flow associated with service delivery, and the satis-
faction with the services rendered. The success of any referrals
that were made also were noted.,

D. Index of Well-Being. The Soclal and Rehabilitation Services from
DHEW recommended that a psychologfical fuventory be included to -~
describe any changes in the psychological well-being of the
clients in the test program. The Index of Well-Being has been
suggested for use as a brief indicator of mental heaith in the
general population (Berkman, 1971a). The eight items may be
weighted and scored on a scale from "1" (individuals reporting
positive feelings exclusively) to "7" (individuals reporting
negative feelings exclusively). Apparently, the IWB has galned
some tentative support for validity as evidenced by significant
correlations of Index scores with psychiatrists ratings of 1life
stresses and wental hezalth from extensive personal interviews
(Berkman, 1971b; Langer & Michael, 1963). Summary statistics
of the client’s IWB scores are presented in Table 19A.

Respondent Selection and Description. Respondents selected for involve-~
ment in the CIS included all new entries into a particular DSHS agency during
a specified period of 22 working days. The frequencies of participating
clients by site and by agency are shovm in Table 1. The relatively few number
of respondents for the Non-PA agencies should be noted since it severely
restricts the confidence one may have in the results generated therefrom.

There was an approximately even distribution of males and females at
both the Bremerton and Bellingham sites with the exception of Bellingham
at T; which had almost 60 percent females. On the other hand, over 85 per-
cent of all clients at Pioneer Square were males. Sample clients were
comparable in age at the Bremerton and Bellingham sites with approximately
two-thirds being 25 years or younger. Pioneer Square clients were considerably
older with more than two-thirds over the age of 35, Moreover, more than 50
percent of the Pioneer Square clients were over the age of 50 during the T;
test period,
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Data Collection

Collection of the CIS data for Ty began in Bremerton in January, 1973; in
Bellingham in March, 1973; and in Ploneer Square in April, 1973, T, data
collection began in Bremerton and Bellingham in November, 1973, and in Pioneer
Square in January, 1974. At both points in time, approximately four months -
were required for completion of the task,

Upon initial entry into the sys:em, consenting clients were interviewed
by members of the research staff to determine their relevant needs. At the
same time, the Index of Well-Being was administered. - The service workers
were requested to complete a needs assessment immediately after their firset
contact with the clients. All due precautions were taken to ensure complete
confidentiality of this information.

The time expenditure form was attached to the sample client's personal
file. The service workers who had been Iinstructed previously in the proper
use of this form were requested to maintain a detailed and accurate log of
time expended with respect to each client. The logs were to be continued
for & perlod of 90 days immediately following the 22-day sampling pericd.

A notable exception occurred at the Bremerton site during Ty where it was
necessary to terminate deta collection after 60 days since the implementation
of MSD was scheduled for that time. The percentages of completed time
expenditure forms for the sample clients at the three sites were 58, 87, and
82 percent at T,, and 47, 96, ard 1793 percent at T, for Bremerton, Beliingham
and Pioneer Square, respectively.

Approximately 30 days after the determination of the client's relevant
needs, the follow-up forms were mailed to the clients. If the client failed
to respond within two to three weeks, a second, and if necessary, & third
follow-up form was forwarded. WNo further attempts were made to obtain the
data 1f no response was forthecoming to the third request. The percentages
of sample clients providing follow-up information were 65, 67 and 44 percent
at Ty, and 75, 70 and 42 percent at Ty, for the Bremerton, Bellingham and
Pioneer Square sites, respectively. These percentages also include sample
clients for whom a mailing sddress could not be determined. This was &
gignificant factor only for Pioneer Square.

Client Attitude Survey (CAS)

The primary concerns of the CAS were directed toward the client's eval-
uvation of: 1) efficiency in service delivery; 2) effectiveness of service
delivery; 3) attitudes about service workers and their respective DSHS
programs; 4) the number and success of client referrals; 5) staff and
client communication with regard to relevant information; and 6) the client's
participation in the development of wpre effective service programs.
Summaries of client responses and the data analyses are provided in tables
1B through 10B in the Data Analysis Supplenment.

3at Ty, Pioneer Square collected time expenditure data on a large number of
clients who had not been designated as sample clients. It was decided to
include this data in the final analysis,
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Respondent Selection and Description

A sample size necessary to ensure a tolerated error and confident level
of .05 was selected (Touche Ross & Co., 1972). In addition, a 50 percent in-
flation factor was added to compensate for ineligible respondents or for
respondents lost during the data collection process. The population of
eligible clients was proportionally stratified according to type of services
required and the status of the case. Samples were randomly drawn at T and at
To from the current case files of each cooperating agency with several te-
strictions: 1) mentally retarded persons; 2) persons under 18 years of age
unless a head of a household; and 3) persons licensed for day care, adoptions
or foster home only, i.e., not recelving other DSHS services, were excluded,
In addition, at T,, 1t was necessary to eliminate a few clients who had been
included in the T; sample.

There were no marked differences between Bremerton and Bellingham in the
distribution of sex, age or marital status found within the samples. Both
APEP and DVR clients typically were male (88 and 68 percent), 35 years of age
or younger (87 and 68 percent}, and either single or married (76 and 77 percent).
On the other hand, PA clients were most frequently female (66 percent) and
either married or divorced (72 percent). The PA clients in Bellingham with
50 percent over 35 years of age were somewhat older than Bremerton clients
which had 75 percent 35 years or younger.

However, the client characteristics were quite different in Ploneer Square
than in the other sites. The clients were predominately male (85 percent), 35
years or older (72 percent), and either single or divorced (83 percent) in
both the PA and DVR programs. Moreover, approximately one-third of the Ploneer
Square clients were 50 years or older.

Data Collection

Because of limited etaff rescurces, it was necessary to mail out the CAS
to respondents in Bremerton and Bellingham. If the client failed to respond
within three weeks, a second, and if necessary, a third form wae forwarded., 1If
no response was made to the final request, the client was dropped from the
sample. A mail-out survey in Pioneer Square was considered inappropriate
since many of the clients lacked basic reading and writing skills. Further-
more, to encourage participation, Pioneer Square clients were awarded a stipend
of three dollars. Accordingly, respondents at Pioneer Square were contacted
personally by ISD interviewers. Table 2 shows the frequency of respondents
selected at the three sites, as well as the percentage of respondents actually
participating. As can be seen, the completion rate ranged from 53 to 88 per-—
cent for the various agencies,

e e N e e E et Arade mazd o

Collection of the CAS data was initisted at Bremerton and Bellingham in
April, 1973 and at Pioneer Square in July, 1973 for Tl’ and in January and
February, 1974 for T, at all three sites. Approximately ten weeks were
required for the completion of data collectiom.

Staff Attitude Survey {SAS)

The SAS was concerned with staff evaluation of: 1) efficiency in service
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delivery; 2) effectiveness of service delivery; 3) personal effectiveness and
job satisfaction; 4) time allocation and caseloads; 5) information sharing
within programs; and 6) the extent of contact and cooperation between service
agencies. Summaries of staff responsea are presented in tables 1C through 14C
in the Data Analysis Supplement.

Respondent Selection and Description

All on~-line supervigsory personnel and professional staff, as well as some
non-professional staff members in PA, were included in the SAS. Since there
were a minimal number of superviscrs involved at each agency, it was necessary
to exclude their data because of requirements for confidentiality. The AP&P
staff in Pioneer Square was involved ip the survey at Ty, but not at T,. Since
there were few DVR staff members in Pioneer Square, it was decided to include
the AP&P personnel in the analysis. While this decision allows valid comparison
between sites at T,, it severely restricts the interpretations that may be
given to the remaifing comparisona. The frequency of participating supervisors
and staff memberg by site are shown in Table 3.

Approximately one~third of the PA staffs and two-thirds of the Non-PA
service workers in Bremerton and Bellingham were male. In Pioneer Square,
more than two-thirds of all staff members were male. The greater percentage
of PA persomnnel in Bremerton fell into the 26 to 135 age bracket, while the PA
staff in Bellingham was somewhat older. The majority of non-PA service work-
erg in both Bellingham and Bremerton were between 35 and 50. 1In Pioneer
Square, more than two-thirds of all staff members were 35 years of age or
younger. Most staff mewmbers at the three sites had at least some college,
and sbout 25 percent had graduate training., There were a few non~college
trained persennel in Bellingham PA and in the Pioneer Square PA and DVR
programs. '

Data Collection )

The SAS was administered to all staff members on~site by ISD research
personnel during June, 1973 (T;), and March, 1974 (T,). The SAS had been
administered previously in December, 1972, but since the data did not differ
appreciably from that collected during June, 1973, it was omitted from the
evaluation,

Service Community Survey {SCS)

The 5CS was designed to determidne the coordination of health and social
services within the community as a whole by assessing the opinions and know-
ledge of service workers associated with various community service agencies.
The SCS instrument was directed specifically towards evaluating the extent
of contact, communication and cooperation between service agencies within the
community. Service worker's responses are summarized in Tables ID through 3D
in the Data Analysis Supplement.

Rezpondent Selection and Description

The service agencies to be included in the SCS were determined from an
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"item on the SAS questionnaire which requested DSHS staff members to rank in
order of frequency of use other outsite community agencles also serving

their clients. Approximately 20 of the most frequently indicated agencies

at each site were selected for involvement in the SCS Tables, 4, 5 and 6,
reports the frequency of respondents by agency at each site. However, it
should be pointed out that between 55 and 62 percent of the service workers
at the three gites were not interviewed at both points in time. Consequently,
the data for evaluating changes between Ty and T, included less than 30 per-
cent of the total nmumber of respondents.

Data Collection

Respondents were interviewed personally by ISD research staff during May
and June, 1973, in Bremerton and Pioneer Square, and during August, 1973 in
Bellingham for T;. The T, data were collected in June, 1974 for all three
sites, The data collection required from 5 to 20 days depending upon the time
and location.
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TABLE 4

FREQUENCY OF RESPONDENTS AT BREMERTON COMMUNITY SERVICE

AGENCY PARTICIPATING IN THE SCs8

Agency Time 1 - - Time 2

Crisis Clinic 8 1
DSHS 3 3
Employment Security Department 7 7
Fishline 1 1
Futures Clear pA 2
Holly Ridge Center 1 1
Home Emergency Ald Program 3 3
Self-Help Housing 1 2
Kitsap Community Counseling Service 4 6
Kitsap County Alcoholism Information &

Referral Center 5 5
Kitsap County Alcoholism Recovery Program g 8
Kitsap County Community Action Program 7 4
Kitsap Council on Aging 3 1
Kitgap Council onr Youth 4 4
Kitsap County Health Department Family

Planning Unit 12 11
Kitsap Food Bank 2 0
Kitsap Youth Homes 9 1l
Legal Aid 1 1
Red Cross 3 )
S8alvation Army 2 2
Seventh Day Adventist Health & Welfare 2 1
Social Security Administratioen & 7
Society St. Vincent de Paul 1 1
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TABLE 5

FTREQUENCY OF RESPONDENTS AT BELLINGEAM COMMUNITY SERVICE
AGENCY PARTICIPATING IN THE SCS

Agency Time 1 Tine 2

Alcoholism Information & Referral Center, Inc, 3 6
American Red Cross “ 1 1
Bellingham Food Bank 2 2
Community Task Force 1 1
Crisis Clinic 3 3
DSHS | 1 1
Fmployment Security Department 10 9
Lighthouse Mission 3 3
N.W. Legal Aid 4 4
Planned Parenthood of Whatcom County 2 3
Project Concern 5 3
Praoject Create 6 3
Project Hope 5 4
Rising Sun Human Relations Center 9 2
Salvation Army 3 3
Social Security Administration 5 6
VETEC 7 2
Whatcom Community Mental Health Services, Inc. 6 ' 9
Whatcom County/Bellingham Health Department 8 7
Whatcom County, Council on Aging 2 3
Whatcom Volunteer Center 1 1
Workshop for the Handicapped 1 1

Total Respondents 88 77

Total Agencles 22 22
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TABLE 6

FREQUENCY OF RESPONDENTS AT PIONEER SQUARE COMMUNITY SERVICE
AGENCY PARTICIPATING IN THE 8C§

Agency - Time 1 Time 2
Bread of Life Mission ' 2 2
Casual Labor Office {Employment Security Deptf) 3 5
Columbia Club 4 .5
First Avenue Service Center 4 6
Goodwill Industries 2 2
International Drop In Center 7 6
Lutheran Compass Center e : 1

Neighbors in Need

Capitol Hill Food Bank 2 0
Indian Center Food Bank 1 i
Pioneer Square Neighborhood Health Station 3 4
Pioneer Square Service Center (DSHS) 1 1
Rejocation Fleld Office 7 5
Salvation Army Harbor Light ‘ 4 3
Salvation Army Men's Social Service Center 2 2
Salvation Army Welfare Services Bureau 5 5
Seattle Indian Center Alcoheolism Program 6 2
Seattle Treatment Center 1 0
Skid Road Community Council 7 8
Society of Saint Vincent de Paul 1 1
Traveler's Aid Society 4 7
Union Gospel Mission ' 1 1
Iotal Respondents 68 67

Total Agencies 21 19
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CHAPTER TV
SUMMARY OF RESEARCH RESULTS
In this chapter, an attempt will be made to summarize the results gen-
erated by the various data sources in a topical sequence and to point out
any consistent changes found for the target sites between pre— and post-
program assessments. More detailed descriptions of the analyses for each
individual data source may be found in the Data Analysis Supplement.

BREMERTON {MSDS)

Client Attitudes Towards Service Program

Both PAl and Non-PA® clients were quite positive towards their respec-—
tive service workers. The majority of all clients reported friendly and
courteous service workers who were seriously involved with and concerned
about their situations. Moreover, the large majority of PA and DVR clients
would recommend thelr programs to friends, while about one-half of the APAP
clients would do 8o. No significant changes in client attitudes towards thelr
respective service workers were found but both the PA and AP&T clients were
slightly, but consistently less positive.

Client Needs

Bremerton PA clients identified money, food, medical treatment, and
to a lesser extent, limited employability as their prominent needs with
money assigned the highest priority. The services provided as reported
by the clients appeared generally consistent with thelr reported needs,
although the problem of employability was not directly addressed. PA
service workers generally concurred with the clients as a total group
in the relative prevalence and priority of needs, but there was considerable
disggreement between individual service workers and their respective clients.
Although there was a counsensus of clients and ataff members in the selection
of money as a relevant need at both points in time, and moderate agreement
with respect to client requirements for housing, feood and treatment in the
post-assessment, there was little accordance for the remaining needs, The
client-staff agreement was much greater when considering the client’s top
prierity needs particularly in regard to financial exigencies, There also
was moderate agreement concerning the prilority of client needs for housing
and medical ftreatment.

1pa refers only to Public Assistance Social Services unless otherwise noted.
ZNon-PA refers to a composite of DVR and AP&P cliente or staff,.
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For Non-PA clients in Bremerton, work was the predominant relevant need at
the time of the pre-MSD assessment with money, treatment, counseling, and
pmiscellanecus others being added im the post-assessment. The Non-PA staff
members selected work and counseling as the predominant relevant and priority
needs, while clients attached the highest priority to work. The services
provided appeared consistent with the needs described by Non-PA clients, al-
though some did not feel that there was sufficient training, education or
general help in gainiog employment. While there was considerable disagreement
in the selection of needs for individual clients and their respective service
workers, the greatest agreement was found for work both as a relevant and
priority need. There was also substantial agreement. in the selection of
counseling as a relevant client need in the post-assessment. Interestingly,
Non—-PA staff members reported twice the mumber of needs as the clients at the
time of the pre~MSD assessment, but less than one-half as many as in the post-
survey. This was found to be largely attributsble to the fact that the clients
had shown over a four~fold increase in mean number of needs.

Several apparent changes between pre- and post-MSD assessments warrant
comment. Other than the exception mentioned above, the PA and Non-PA clients
identified a greater variety and number of needs than did their service
workers at both points in time. Furthermore, there was a large increase in
the number of needs reported by all clients, and a concomitant, although
substantially smaller, increase in the number of needs identified by FA
service workers. Secondly, there appeared to be somewhat greater client-
staff agreement in the PA program with regard to the total relevant needs,
but no changes with regard to priority needs. Finally, significant changes
for the Won-PA program showed increased client-staff agreement in the
selection of counseling as a relevant need, but decreased agreement in the
gelection of work as a priority need.

Service Delivery Efficiency

All clients had relatively few complaints about efficiency in the delivery
of service. The major complaints by PA and DVR clients that were offered
were directed towards the convenience of the location of DSHS offices, and
the repeated questioning necessary in order to obtain services, while PA
clients added experiencing prolonged delays in gaining appolntments with
service workers. The primary complaint of APSP clients involved the location
of the office. 1In the main, the service workers gave favorable responses
with respect to service delivery efficlency. The PA staff members complained
of the excessive paperwork required of their clients, and non-PA staff strongly
suggested that administrarive policy often hindered the delivery of services,
and that there was unnecessary duplication of paperwork for multi-service
clients,

There were substantial increases in complaints by clients in all programs
about the location of the office, the frequency of required returms to the
office, and the promptness in which services were delivered. Moreover, the
DVR clients responses were somewhat less favorable on all other criteria used
to evaluate service delivery efficiency. No significant changes were evident
for either PA or Non-PA staff members, but the Non-PA service workers showed
small, but consistently positive changes in their opinions of service delivery
efficiency.
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Sarvice Delivery Effectiveness

The PA clients in Bremerton generally responded favorably towards the
effectiveness of the services delivered. The majority of PA clients
reported accurate need identification, service appropriate to their most
eritical needs, and general satisfactlon with the services provided. A
considerable percentage also indicated that comprehensive services were
provided. Indeed, approximately 70 percent of the PA clients did net
specify one single need for which services were not available,

The wajority of Non-PA clients also were positive about the effective-
ness of services provided, but felt that services were not comprehensive.
Furthermore, AP&P clients had some reservations about whether their needs
were accurately identified, and whether their most critical needs were
given priority in the provision of services. However, it should be pointed
out that over 60 percent of the AP&P clients, and the DVR clients as well,

did not specify a single need that required services which were not available.

Bremerton's PA service workers generally were in concert with their
client's appraisal of service delivery effectiveness. In addition to the
positive statements of the clients, the PA staff members added that the
services were accessgible to their clients, appropriate to their clients
needs, and most often continued until service goals were accomplished. In
fact, PA service workers endorsed the services of both PA and DVR as being
appropriate to the client's needs, and promoting client self-sufficiency.
The major criticisms by the PA staff were directed towards the prohibitive
eligibility requirements for deserving clients, and towards the rate at
which clients were able to achieve self-sufficiency.

The Non-PA gtaff members were a great deal less favorable than thelir
clients about the effectiveness of service delivery. TIn the pre-MSD survey,
there was considerable negativism with respect to the accessibility of
services, the appropriateness of the services to the client's critical and
total needs, and the prohibitive eligibility requirements. The post-M3D
survey found Non-PA service workers reporting that services were not relevant
to the client's critical needs; that services often were irrelevant; and that
the clients did not achieve self-sufficiency as rapidly as desirable. More-
over at both points in time, the Non-PA service workers doubted that many of
their clients viewed the services received as particularly helpful, and
seriously questioned the appropriateness of the financial services provided
by PA.

All clients in Bremerton consistently showed negative changes in their
evaluation of service delivery effectiveness, although none were statistically
significant except for a decline in service satisfaction expressed by AP&P
¢lients, No significant changes were found for either PA or Non-PA staff
members.

Information Sharing & Consumer Participation

Bremerton client's predominant sources of information about the avail-
able DSHS services were reported to originate from personal acquaintances,
cutreach workers, or unspecified others, although virtually all AP&P clients
were referred from the courts. Only about one-fourth of all clients felt
that there was adequate knowledge of the available services, but most
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indicated that there was ample opportunity for questions, and that their service
worker took sufficlent time to provide explsnations.

The majority of all clients reported that there also was an opportunity to
voice complaints about DSHS services, but substantially fewer believed that
complaints had much impact. There was not much agreement by clients with
respect to specific changes that should be made 4n their service programs.

In fact, nearly 60 percent of the PA clients and 35 to 40 percent of the Non-
PA clients offered no recommendations for changes at all, However, the nost
frequent complaint was directed towards problems with program staff in the
delivery of services, e.g., uninformed staff, too few staff, etc. ¥

Most of the service workers in all programs indicated that their clients
were well informed. Considering information exchange at higher organizational
levels, PA service workers reported that frequent attempte were made to provide
updated information on policy decisions within their own local programs, but
that only occasionally or infrequently was current information given sbout
DSHS policy decisions, and changes in state or federal regulations. Non-PA
staff members did not feel there was adequate access to any of this administra-
tive information,

No significant changes were found for PA clients, but substantially fewer
FPA clients reported opportunities for questions or for complaints about
services, and the provision of adequate explanations of the available services.
Fur thermore, significantly fewer of the DVR and APSP clients indicated that
there was adequate opportunity for questions relative to avallable services.
No consistent changes were evident for PA staff, but the majority of Non-PA
service workers reported increased access to information sbout local programs
and DSHS po.iicy decisions, and changes in state or federal regulations although
the differences were non-significant.

Staff Caseloads and Time Allocation

The average caseload per PA service worker was estimated to be considerably
less, and closer to optimum level than in the control site., Moreover, there
were fewer case continuances beyond six to 12 months. The number of monthly
intakes were reported to be approximately equal to the number of monthly
closures or transfers. On the other hand, the average caseload for the Non~PA
service workers was considerably more than in the control site with the actual
caseload estimated to be over 40 percent more than the optimal. The number
of monthly intakes were substantially greater than the closures and transfers,
and about une-~half of the clients were estimated to be on the rolls after
twelve months.

Post-MSD changes showed a 35 percent increase in caseloads for PA service
workers, and a 20 percent increase for Non-PA staff. Perhaps surprisingly, a
proportional increase in the perceived discrepancy between actual and optimum
caseloads was not reported. The Bremerton PA service workers showed dramatic
increases in the total professional time, and time in direct encounter expended
per client contact. The PA service workers alsc made significantly more
contacts with others in behalf of their clients. The Non-PA staff reported a
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75 percent increase in monthly intakes, but no corresponding increase in
monthly closures or transfers. There were increases in the Non~PA staff
time spent in direct encounter and clerical time expended per client contact
although none of the changes were significant.

Staff Job Satisfaction

The majority of both PA and Non-PA staff responded favorably to most
criteria related to satisfaction with their jobs., The PA staff members
expressed persconal effectiveness, accountabiliry, and freedom, and a
senge of accomplishment in the performance of their duties. Both PA and
Kon~PA staff felt that there were adequate privacy and supervisory support,
and that their assignments were commensurate with their training and back-
ground. The most frequent complaints by all staff members were related to
the sufficiency of the time available for the completion of assigrments,
excessive paperwork, and inadequate clerical support. Furthermore, the FA
service workers questloned the adequacy of the in-service training program,
while Non-PA service workers were somewhat negative towards their personal
job effectiveness and efficiency in appointment scheduling in the pre-MSD
survey. However, very few staff wembers reported any serious problems
assocliated with their programs, although those so reporting most frequently
implicated paperwork and organizatfonal red tape, Finally, both PA and Non-
PA staff’s job ratings along a series of descriptive dimensions generally
were positive.

In considering changes in staff evaluation of job particulars, it was
found that significantly fewer of the PA staff reported efficiency in the
scheduling of appeointments, but significantly more were favorable towards
the in-service training program, No other changes were significant for
either PA or Non-PA service workers. However, the Non-PA staff showed
consistently positive changes in their opinions of specific job attributes.
No significant changes were found for either PA or Non—PA staff in general
evaluative descritions of their jobs, although the Non-PA staff tended to
describe their jobs in somewhat more negative terms,

Contact and Cooperation Between Service Programs

DSHS Service Progranms

PA Financial Services and private agencies were the most frequent
recipients of the contacts made by Bremerton PA service workers in behalf
of their clients, while PA Social Services and private agencies received
the greatest amount of Non~PA staff contacts. The majority of both PA
and Non-PA staff members felt that there was extensive cooperation between
their own and other DSHS and outside agencies, The majority of RNon~PA
service workers reported following up referrals to other agencies, but
less than one-half of the PA staff so reported. The majority of all service
workers indicated that contacts were made with other agencies prior to refer-
rals. However, there was little imndfication that the other agencies notified
service workers of action taken with respect to their clients at the time
of the pre-MSD survey.
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For the PA service workers, no consistent changes were noted in the
contact and cooperation with other DSHS programs. However, significant
changes with respect to outside community programs showed more PA clients
being referred from outside sgencies, and more PA etaff making follow-ups
of elients referred to outside agencies. Moreover, the evidence suggested
increased cooperation with outside agencies, wore frequent conferences
prior to referrals, and increased notification of actiom taken by outside
agencies, although the differences were not gignificant. The Nop-PA ser-
vice workers showed substantial, but non-significant, positive changes in
all criteria evaluating the extent of contact and cooperation between
their own and other DSHS and outside agencies.

Qutside Community Service Programs

DSHS programs were the primary recipients of contacts made by service
workers in outside community programe. The large majority of community
service personnel felt that there usually was cooperation between agencies
within the community, that information was provided their clients about
services offered by other programs, and that there were frequent referrals
made to other community programs. However, only about one-half reported
conferring with other agencies prior to referral, or expecting that the
other agencies would be able to provide the necessary services.

Less than one-half of the community service workers reported having
adequate knowledge of the other service programs, but most felt there was
sufficlent information to provide a resource for making referrals. Service
workers also indicated that there was only occasional duplication of ser-
vices by community programs and that there were few inappropriate referrals
to their programs from other agencies. However, the majority also reported
only cccasional or infrequent notification of important changes in the
polieies of other agencies that affected service delivery.

Significant changes showed that community service workers in Bremerton
had increased contacts with DSHS programs, and with other private agencies
as well; reported more adequate knowledge of the other community service
programs; and showed a decrease in incoming misinformed referrals.

PIONEER SQUARE (ISD)

Client Attitudes Towards Service Program

The PA and DVR clients were extremely positive towards their service
worker's demeanor; the extent of the service worker's involvement, 1.e.,
time spent in contact with the client; and the service worker's concern
for the client's situation. The large majority of both PA and DVR clients
would recomend their respective programs.

In Pioneer Square, no significant changes were found in the PA client’s
attitude towards their respective service workers, but the response was
more favorable to each item. DVR showed a significant decrease in the fre-
quency of clients reporting service worker involvement, and the DVR clients
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also were somewhat less positive towards thelr service workers on the other
criteria,

Client Needs

Pioneer Square clients were largely characterized by older transient
males residing alone with a wide variety of multi-needs, Indeed, more than
one-~half of the Pioneer Square clients responded to nearly every need cate-
gory included on the assessment.

Money, food, treatment and housing were viewed by PA clients in Pioneer
Square as thelr prevalent needs, and the clients generally reported receiving
services directed towards those needa. Some clients did not feel that the
financial assistance was sufficient, or that their needs with respect to
employment received proper attention. However, more than 55 percent of the
PA clients did not specify one need as being neglected by the services
provided. The PA service workers generally agreed with clients about the
relative prevalence of needs, but identified less than onte~half the number
of needs per client. PA clients gave priority to housing as their most urgent
need, while the service workers indicated treatment. As with the other sites,
there was much disagreement between individual clients and service workers
in the identification of relevant needs, but somewhat greater agreement
for the priority needs. Client-staff agreement was found to be greatest
in the selection of treatment, money and food as relevant needs, and the
selection of money and treatment gs priority needs,

A preponderance of DVR clients in Pioneer Square perceived work and
counseling as their relevant needs, but the selection of money, food and
treatment also was quite common. The DVR client reported receiving services
pertinent to employment, finances, and counseling, although some clients did
not feel that services relative to employment were sufficient. The Non-PA
staff in Ploneer Square viewed work, counseling and treatment as the relevant
client needs with work assigned the highest priority. DVR clients also
attached the highest priority to work, but reported nearly twice the number
of needs than were identified by service workers. Again, there was much
disagreement for individual client and staff members in the selection of
relevant needs, but the agreement was greatest for work, treatment and
-counseling. Work and treatment alsoc showed relatively high agreement as
priority needs,

Significant changes for need identification in Pioneer Square PA
revealed less client-gtaff agreement in the total number of relevant needs,
and less agreement with respect to food as a specific needs., However, there
was greater client-staff agreement in the selection of the priority needs.
Insufficlent data were submitted for the DVR program to evaluate post-ISD
changes.

Service Delivery Efffciency

The PA clients in Pioneer Square were extremely favorable about the
efficiency in the delivery of services. Less than one~fourth of the clients
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voiced complaints about any aspect of service delivery efficiency other than
about repetitive questioning. The PA ataff members were more critical of ser-
vice delivery efficiency with the majority citing repetitive intervievs,
excessive paperwork, and duplication of forms as necessary requirements for
the receipt of services. DVR clients also were largely positive about all
aspects of service delivery efficiency, and while the Fon-PA staff generally
were favorable, they offered strong criticisme of the excessive paperwork
particularly duplication in forms for mult{-service clients.

In considering changes in client’'s opinions of service delivery efficiency,
significantly fewer of the PA clients reported excessive paperwork, and
significantly more indicated promptness in the delivery of services. No
significant changes were observed for PA staff, but the response was more
favorable on six of the eight criteria considered. There was 8 significant
increase in clients complaining of frequent returns to DVR offices, baut no
systematic changes were evident for Non-PA staff members.

Service Delivery Effectiveness

The majority of both PA and DVR clients reported accurate identification
of needs, services appropriate to their most critical needs, and satisfaction
with the services provided, but were more reserved in their praise of the
comprehensiveness of services. In the main, PA service workers agreed with
their client's appraisal of the effectiveness of the service provided, adding
that services were accessible and comprehensive. The PA ataff also felt that
their own services promoted client's movement towards self-sufficiency, but
were less generous in thelr assessment of the services offered by DVR. How-
ever, there was some question of the appropriateness of their own services,
relative to the client's needs, as well as the financial services provided by
PA. Finally, the post-I5D survey found many of the PA staff members repor ting
that prohibitive eligibility requirements and excessive regulations denied
services to clients. :

The Non-PA service workers were less positive than their clients in the
assessment of service delivery effectiveness. The major criticlsns were
directed towards prohibitive eligibility requirements and the accessibility
of services. Also, the Non-PA staff expressed some doubt as to whether their
services addressed the clients most critical needs. The Non-PA service
workers felt that their own services promoted clients self-gufficiency, but
seriously questioned the appropriateness and effectiveness of the services
furnished by both PA Financial and Social Services.

The post-1SD survey revealed positive changes for PA clients on every
criteria related to effectiveness of services. MNoreover, nearly all the
changes were statistically significant. On the other hand, significantly
more PA staff reported excessive regulations, and generally showed a less
favorable assessment of service delivery effectiveness. The DVR clients
were less positive on every evaluative criteria concerning effectiveness
of services, but none of the changes were significant. Twa few Non-PA
staff members were invelved in the post-ISD survey to allow comparisons.
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Information Sharing & Consumer Participation

Both PA and DVR elient's initial information about their respective
service programs came from a variety of gources including family and
personal acquaintances, outreach or soclal workers, other DSHS prograns,
and community organizations. Less than one-half of the PA and DVR clients
reported sufficient knowledge of the available services, but most indicated
ample opportunity for questions, and that adequate explanations were provided.

The large majority of all clients in Pioneer Square felt that there was
an opportunity for complaints about services, but considerably fewer believed
in the effectiveness of such complaints, It should be peointed out, however,
that more than one-half of the clients offered no suggestions whatsoever to
improve their programs. The major complaint that was lodged by both PA and
DVR clients was directed towards problems with staff members affecting the
delivery of services.

Only a small percentsge of the PA service workers reported that thelr
clients were well-informed of the available services, but the majority of
Non-PA did. The Non-PA staff also indicated that there was not adequate
access to Information about local program policy decisions, DSHS policy
decisions, or changes in state or federal regulations. The PA staff members
responded similarly in the pre-IS8D survey, but generally were more positive
about informational access in the post—assessment.

No significant changes were found for PA clients with regard te infor-
mation sharing or consumer participation, but all changes were in a positive
direction. All changesa obgerved for DVR clients were in a negative direction
and a significant change showed fewer DVR clients expreasing a belief in the
effectiveness of complaints. No significant changes were found for elther
PA or Non-PA staff members, but the PA staff showed consistently positive
changes with respect to information exchange at higher organizational levels,

Staff Caseloads & Time Allocation

The average cagseload for the PA service workers in Ploneer Square was
nearly four times greater and continuances were much longer than in the
control site. The PA staff estimated that their case loads included 50
percent more clients than could be optimally serviced. The number of
monthly intakes was reported to be 40 percent greater than the number of
case closures or transfers contributing to increasingly larger caseloads.
The PA staff in Pioneer Square spent less time per client contact, spent
more relative time in intake and need identification than in service
delivery, and made more referrals than staff in the control site.

The Non-PA staff in Pioneer Square reported smaller caseloads than
service workers in the control site, but still considered it to be about
20 percent beyond the optimal level. The Non-PA staff members indicated
that monthly intakes were approximately equal to monthly closures and
transfers, and that relatively few cases were continued beyond twelve
months. Insufficient data were submitted to evaluate the actual expenditure
of Non-PA staff time.

A number of significantly and undoubtedly inter-related changes were
observed for the PA service workers:
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1) A 40 percent increase in the average caseload per service worker.

2) A greater discrepancy between actual and ébtimél céseloads.

3) Significantly less relative staff time allocated to service delivery.

4) Significantly less total staff time, less staff time in direct
encounter, and less staff time in administrative matters expended
per client contact.

5) Significantly less clerical time expended per client contact.
6) Significantly fewer contacts made with others in the client's behalf,
Several non-significant, but substantisl changes were evident for the Non-
PA staff. However, since the composition of the samples had been radically
altered between pre- and post-evaluations, i.e., the AP&P service workers
were included in the pre-but not the post-M5D surveys, little importance
should be attached to the changes.

gtaff Job Satisfaction

The PA service workers were quite nepative about their personal effective-
ness in dealing with client problems, and reported frequently having feelings
of frustration and ineffectiveness. About one-half of the PA staff felt
.personally accountable for the services provided, and had a sense of accom-
plishment in their work. The majority of the PA service workers also reported
jnsufficient time for the completion of assignments, excessive paperwork in-
volved in their duties, and inadequate privacy and in-service training., How-
ever, the PA staff generally was positive with regsxrd to the personal freedom
assoclated with their jobs and reported that there was efficiency in the
acheduling of appointments and adequate clerical and supervisory support.

More than three-fourths of the PA staff indicated that there were serious
problems iavolved in the operation of thelr programs, the most frequent being
organizational red tape and the type of client encountered, The PA service
workers in Pioneer Square viewed thelir jobs as less interesting, less im~—
portant, and less satisfying, and as reguiring less skill, less dedication,
and less initiative and good judgement than did the staff members at the
ather sites.

On the other hand, the Non-PA staff members were positive about their
personal effectiveness, felt personally accountable for the services pro-—
vided, and did not frequently feel frustrated or ineffective, Furthermore,
the Non-PA service workers reported efficiency in scheduling of appoeintments,
reasonable amounts of paperwork, job assignments compatible with their training,
and adequate privacy and jn-service training. There were few serious problems
reported in the operation of the Non-PA programs. Finally, Non-PA staff mem~
bers generally described their jobs in evaluative terms that were positive.

o significant or consistent changes were found in the service workers'
attitudes and opinions about their jobs for either PA or Non-PA staffs.
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Contact and Cooperation Between Service Programs

DSHE Service Programs

Both PA and Non~PA service workers reported frequent contacts with the
various service programs within the community. The majority of PA and Non-PA
staff members felt that there was cooperation between their programs and other
DSHS and outside agencies. 'The Non-PA staff reported frequently following up
on clients referred to other DSHS programs or private agencies, while the PA
staff reported only infrequent follow-ups. The majority of both PA and Non-PA
service workers indicated that contacts usuvally were made with private agencies
prior to referring clients, but only the Non-PA staff reported frequent noti-
fication of the action taken was provided by other DSHS programs. Misinformed
incoming referrals were not considered a frequent occurence by either PA or
Non~-PA staff members.

Outside Community Service Programs

DSHS programs were the major recipients of the contracts made by personnel
from outside community agencies in Pioneer Square, although there was considerabl
contact with other Non-DSHS programs and private agencies. The community ser-
vice workers felt that there was cooperation between community agencies, and
enly infrequently feelings of competition. The majority of community service
personnel also reported that information was provided their clients about
other area service programs, frequent referrals were made, and usually contact
was made with the other agencies prior to referrals. The community service
staff generally indicated having sufficient knowledge of other community service
agencies, and the referral resources within the area, However, most of the
service persomnel reported that frequently, or at least occasionally, in-
appropriate referrals were made to their programs, and that there was seldom
notification of changes in the policies of other community agencies.

The post-ISD assessment revealed both positive and negative changes.
Significantly more of the community service personnel reported adequate
knowledge of other gservice programs, but significantly fewer of the service
personnel felt that there was extensive cooperation between local service
programs, or that adequate information was provided their clients about
other service programs. Furthermore, fewer contacts were made with other
agencies prior to referrals.
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CHAPTER V
CONCLUSION

The following 1s a presentation of the findings of the three years of the
ISD project. Results are divided inte two areas; 1) Those substantiated by
research data which are limited but not unexpected, in view of the difficulty
of integration efforts and the many variables which impinged on these results
and (2) results secured by observation, reports and 1nterviews with partici-
pants of various aspects of the project,

Mitigating factors in the project have been discussed in previous chap~
ters and some are discussed here so the reader can understand the circumstances
which were instrumental in bringing about some of these findings.

The Integrated Service Delivery project was conceived and developed by
DSHS staff and approved by SRS, HEW for the purpose of demonstrating an inte-
grated service delivery system aund assisting the department in & reglionalization
effort. Prior to the ISD project implementation the Pioneer Square Service
Center (P5SC) and the Skid Road Community Council (SRCC) were operative and had
an impact in the Skid Road area.

The PSSC project was a separate project for one year prior to the initiation
of the ISD project. The PSSC initlally was linked to the ISD project with
administrative staff, later becoming totally identified with the ISD project.
Thus the PSSC was a viable force in the Skid Road area prior to total linking
with the ISD project.

Additionally, the PSSC worked closely with the Skid Road Community Council
toward the expansion and coordination of services within the Skid Road community.
The SRCC was established by the efforts of the Seattle Council of Planning
Affiliates and the Seattle Model City program; and worked closely with public
and private agencles in planning for a multi~purpose system of service delivery.

Federal Support:

This ISD project was part of a nationwide effort by HEW encouraging ser-
vices integration projects, However, federal coordination of these project
efforts among the states was minimal in the view of project staff in this
state,

However, the amount of information exchange regarding ISD information be~
tween states should have been greater.

Federal encouragerent for integrated service delivery was evident in the
number of states that implemented such projects with federal monies.

In spite of the number of such projects and numerous requests by states
for project information interchange via joint federal-state meetings, there
was no action by federal staff to schedule such meetings. Service integration
efforts might have been more successful had states been given more opportunity
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to meet and exchange information.

A review of available literature indicates conplete integration of ser-~
vices was not successfully accomplished in any federally funded project.

DSHS Administrative Support

References have been made to the lack of administrative backing for the
integrated service delivery concept within DSHS. This support was lacking
due in part to the state of change within the Department during the project
period., Two secretaries, administering consecutively, were responsible for
DSHS administration during this project period. The intervening time between
sdministrative terms and consequent lack of decisions regarding DSHS ISD
policy deferred a totsl commitment to ISD by department and project staff...
Adding to this lack of administrative support was the fact that the department’s
investment in the Multi-Service Delivery System (MSDS) had produced no con-
clusive findings at the time the new secretary was appointed. The DSHS
administration therefore had no facts on which to postulate a financial gain
with a massive 18D effort and adopted a wait and see attitude., This was
probably the major reason the department did not make the total commitment
to ISH efforts, including the establishment of ISD centers in other regions
within the state.

An additionel factor influencing administration was the DVR single state
organizational unit requirement. This ruling made it more difficult to appoint
an administrative head who could effectively administer a totally integrated
Service Delivery appreoach including DVR with other services.

The fact muat be stated that Olympic Center was occasioned and implemented
prior to the initiation of the I.5,D. project, at the department’'s expense.
Thig initial fiscal commitment by’ the department toward an integrated service
delivery approach indicated the department's initial commitment to this concept.

Research Findings

There was no convincing evidence to suggest that either the MSDS project in
Bremerton, or the ISD project in Pioneer Square had a substantial positive impact
upon the delivery of social and health services, A number of the significant
changes that were found appear isolated and fortuitous unless viewed within the
context of other changes, which were non-significant. The following conclusions
are based upon both the significant changes and the consistent trends observed.

One of the most pervasive findings was the extremely favorable attitudes
of all clients towards thelr service programs both prier to and after the
implementation of integrated services. This was particularly evident for
the Pioneer Square clients. In general, the PA service workers in Bremerton
gave more favorable evaluations of their programs than the Non-PA staff, while
the converse was true in Pioneer Square. The service workers generally gave
legs favorable evaluations than their clients at both test sites, but the staff
responae was more positive in Bremerton than In Pioneer Square.

Substantial increases in the average caseload per service worker was re-

ported in all agencies at both aites. For Bremerton PA, the increase in case-
load waz accompanied by large increments in the total staff time, and the staff
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time in direct encounter expended per cilent contact. Consequently, it
appeared that PA service workers in Bremerton were accomodating more
ciients, and yet expending more time per client. The PA staff members

in Pioneer Square showed large corresponding decrements in the amount

of staff time and clerical time expended per client contact, and also

showed a significant decrease in the number of contacts made with others

in their client's behalf. Probably these results are more parsimoniocusly
interpreted in light of the large increase in caseloads due to the fnclusion
of additional geographical areas of responsibility in Pioneer Square, rather
than any improvement in time effectiveness.

There were some consistent changes found in the client's attitudes and
opinions of their respective service programs. The PA clients in Bremerton
showed negative changes on unearly all of the evaluative criteria used 1o the
study, while the PA clients in Fioneer Square had conaistently positive
changes, most strikingly evident in their assessment of the effectiveness
of service delivery. The changes in attitudes for the Non-PA clients were
iargely negative at both sites. The DVR clients in Bremerton were more un-
favorable towards the efficiency asnd effectiveness of service delivery, while
the DVR clients in Ploneer Square were more unfavorahle on nearly every
criteria. While the changes observed for the DVR clients in Bremerton were
directed towards specific aspects of the service program, it is difficult to
assess the other generalized changes, l.e., changes in the same direction on
nearly all evaluative criteria. These global changes would seem to represent
differences in favorability of attitudes towards the service program as a
whole, but de not suggest the specific factors responsible. Such changes ®ay
be attributable to differential effects of unknown blases operating between
the pre-and post-surveys, the influence of other variables unrelated to the
experimental program, Or an incisive impact of the program itself.

Few significant changes were found in the attitudes and opinions of the
service worker towards their own service programs. However, the Non-FA
staff in Bremerton reported increased contact, comnunication and cooperation
between their programs and other DSHS and outside agencies within the
community. The PA service workers in Bremerton showed similar changes,
but with respect to outside service egencies only. The Non-PA staff in
Fioneer Square also indicated increased cooperation and communication with
other programs outside DSHS, while no consistent changes were observed for
PA staff in Pioneer Square except for a significant decrease in inappropriate
referrals from outside agencies,

The community service personnel from programs outside DSHS corroborated
the PA and Non-PA assessment of community inter-agency integration by report-
ing increased contact, communication and cooperation between service programs
in Bremerton. The community service personnel in Pioneer Square showed both
positive and negative changes indicating greater knowledge of other service
programs, but also reporting less provision of information to theix clients
about other service programs, less cooperation between programs, and less
contact with other programs prior to referrals.

There alsc appeared to be improved informatien sharing between clients
and service workers within service programs at higher levels of organization.
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The PA service workers in Pioneer Square and the Non-PA staff in Bremerton
reported more informed clients, and greater access to information about
administrative policy decisions, and changes in regulations although none of
the changes were significant.

In the total assessment of integrated services, there is tentative
evidence to suggest that the impact of the test prograns resulted in more
efficient utilization of staff time for Bremerton PA, more positive client
attitudes for Pioneer Square PA, and improvement in Intra- and inter-program
communication at both sites. However, the latter result becomes less con-
vincing when it is realized that some improvement in both intra-and inter-
agency communication were observed in the control site. It would seem that
while integrated services may have facilitated communication, other variables
independent of the test programs also were operative.

It is appropriate to suggest a number of limitations with respect to the
data presented. The results are vulnerable to all of the criticism inherent
with data collected from self-reports including the extent of respondent co-
operation, personal biases and expectations of ocutcomes, etc. There were
even some serious reservations expressed by the research staff about the
validity of the more “objective" data, i.e., that which was generated by the
staff time expenditure, Indeed, there were no relizbility or validity checks
made for any of the research instruments.

There were some problems associated with the standardizatien of research
instruments and data collection procedures, Inconsistencies in both content
and response format for items on the various instruments made c¢rosg-validation
between clients and service workers difficult, Moreover, there were incon-
sistencies in administration of the surveys including data collection at
different points in time, differences in intervals between pre-and post-
evaluations, and differential treatment of the respondents at the three sites.
A personal interview with an accompanying gtipend may at least partially
account for the extreme favorability expressed by the Pioneer Square clients.

There were possibilities of error including the incomplete return of all
mail-out surveve which introduced an opportunity for selective biases to have
an effect. Tabulation of the data, compilation of summaries, coding and key~
punching data, and statistical manipulation offer other possible sources of
error. Difficulties encountered in the use of statistical techniques included
a small number of respondents for some agencies, the use of only part of the
available data, and the application of statistical tests under less than
optimal conditions.

It was impossible to assess the effect of variables other than those in-
digenous to the experimental programs that may have been operating at the test
sites. TFor example, in Pioneer Square in addition to the implementation of ISD
there were a number of other major changes in the PA agency including a greater
geographical area of responsibility, and a conversion to the Supplementary
Security Income program. Undoubtedly, there were many factors other than in-
tegrated services which may have influenced the results found at each site.

All of the above limitations must be recognized and taken into account limiting
any strong conclusions about the impact of integrated service delivery.
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1SD Impact

There are reasons which lead us to conclude the ISD effort was success-
ful toward the end of improving service delivery and assisting those eligible
clients toward utilization of existing resources.

R

These reagons ares;

A. The efforts of the Skid Road Community Council, Employment Security,
Pioneer Square Service Center, and Vocational Rehsbilitation Offices
in the Skid Road area which have produced a positive change in the
attitude of the total Skid Road population and the ways in which they
are being served. The merchants feel there are now resources for the
traditional Skid Road transient and permanent population to rely on.
Having been stabilized in the Pioneer Square area the needy Skid
Road populatbn has reason to feel more accepted in the community and
more able to apply for help from the readily avallable community
YESOUrces.

B. The central location of the services has established a feeling of
permanency in the transient and year-round population. The transient
population, although not necessarily permanently settled in the area,
now have these services available to them as do the permanent
regidents. This situation is in contrast to the previous situation
when all residents had to go out of the Central Area for services, or
not receive the services.

C. The ISD project was a successful effort since the SRCC and the F55C,
working with other agencies, have generated many activities, Among
these are: 1) The permanent establishment of the Ploneer Square
Neighborhood Health Station; 2} Purchase of the Morrison Hotel as a
local subsidized low income housing facility; 3) Utildzation of the
Morrison Hotel as the location of a full service Public Assistance
office; 4) Three locally financed food and shelter programs; 5) A
contract for resident employment to maintain neighborhood parks;

6) Free bus service in the downtown core; 7) And & land use plan
for the Pioneer Square neighborhood which has a strong resident
component,

D. FEmployment Security has a casual and farm labor service office in the
Skid Road area offering ES services to area residents.

E. Vocational Rehabilitation staffs a full service office in the Skid
Road area, located in the Smith Tower. This office developed out of
the Central Area project efforts.

F. The January, 1975 establishment of a full service Public Assistance
office in the Skid Road area at the Morrison Hotel indicates a
commitment to a continuation of such service delivery with direct
access to clientele,

These combined services are meeting the needs of the Skid Road permanent
and transient population in an improved manner as compared to the period prier
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to PSSC, SRCC, CAP, SMC and ISD. Each agency had their own unique ways of meet-

ing these needs.

Regionalization Effort

The Department’'s regionalization effort has been partially successful in-
sofar as accomplishing a unification of related social and health services of
state government, as was the stated purpose of Senate Bill 52 creating the
Department of Social & Health Services. The ISD project can be credited with
assisting this regionalization. In addition to affording more local availa-
bility of services to clients, the regionalized services are offered in a more
consistent and coordinasted delivery system, meeting the unique needs generated
by the local conditions,

Collocation

When interviewing those persons imvoelved with the project and those
seasoned observers of the project, those interviewed felt the establishment
of a faeility to collocate the appropriate agencles would have established a
foundation on which to bulld an integrated service delivery system. Following
a period of collocation the integration of services could then proceed with

less administrative problems and less disruption of agency staff, since informal

lines of communication tend to develop between staff in a collocated facility.
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13 Major Categories of Recommendations Resulting from Statewide Planning Effort:

1. Local Accessibility and Availability of Services.
Input from various regions focused on two major solutions,

A. Dispersion of services throughout the regions by way of
satellite offices, contracted services, mobile unitg,
additional facilities, itinerant services and 2Z4-hour
emergency service and zenith phone number.

B. Development of new sources of transportation and expanding
the existing transportation rescurces, through contractual
arrangements, payment of mileage to clients, state-
supported consumer auto fnsurance and common transportation
pools.

2, Integrated and Coordinated Service Delivery Systems,

Recommendations in this area included the use and development of
multi-service centers, team approaches to the delivery of services,
common in-take procedures for the Department’s service elements,
central files and case folders, providing adeguate physical
facilities to meet service delivery needs, as well as uniform
client training and placement policles.

3. Establish Department of Social & Health Services' Policy on
Confidentiality.

This would include guidelines for staff use of and release of
confidential information both within the Department and to related-
service agencies.

4., Information and Referral Centers,

The primary purpose of an Information and Referral Center is to act
as a central resource for consumers as well as related-service
agencies to provide information as to what services are available
within the community and how they can be utilized. This might in-
clude a 24 hour telephone service as well as some type of "follow-
up'’ to determine if the proper referral was made and if the services
were provided to the client,

5. Uniform Data Collection and Information System at the Central Level
with Availability to the Regional Level.

Recommendations included unification and standardization of "forms"
used within the Department, the development of a Management Infor-
mation System for the Reglons, common client identification numbers,
computerization of data and information.

6. Program Development and Program Modification Responsive to Regional
Needs.
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These recommendations fell into two major areas:
A. New Programs.

The new programs suggested include a housing locator

or that the Department provide more asgistance to the
client in locating housing, legal aid service partic~
ularly for civil matters, new job and training oppor-
tunities and training opportunities for ¢clients, Bepart-
ment transportation services, and the establishment of an
Oobudsman who would handle complaints and provide a
communication link between the Department and the con-
sumers of service.

B. Expansion of Programs.

A general increase and expansion of all medical care services
now provided by the Department, an increase in the money grants
for categorical assistance programs and the further evaluation
of what preventive services should be offered by the Department.

7. Coordinated Health Sexvices

To provide for the utilization and continuity of the delivery of
health services within various regions, as well ass the development
of preventative health measures.

8. Development, Utilization and Coordination of Volunteer Services.

Recommendations included the establishment of a Volunteer Coordinator
on the regional staff, more emphasis omn the use of volunteers to
provide transportation, and to develop the Department's capacity to
pay volunteers for mileage and child care.

9. Consumer/Client Participation.
‘Utilize more consumers and Department of Social & Health Services
clients in an advisory capacity, as volunteers to the services ele-
ments of the Departmert, and employ more clients within the various
‘agencies.

10. Regional Advisory Committees.
To establish as soon as possible Regional Advisory Committees with
adequate community representation, and with formal lines of commu-
nication between the Committees and the Office of the Secretary.

11. Responsibility for Traiming Should Be Located at the Regional Level.
The Department's training should be relevant to regional needs, to

unify orientation and in-service training programs, develop a more
structured training program for volunteers and other agency staff
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12,

13.

guch as Rew Careerists, share training resources among the
Department's programs and with other service~related agencies,
and to extend training outside the existing training centers
to where the employees are located.

Public Affairs Program Administered by the Region and Directed
to Local Needs.

Develop and expand a public information, education program in-
volving local communities, develop handbooks, brochures and
flyers on what services are available, then provide an on-
going publicity program.

Continued & Intepgrated Planning
Since the preliminary phase of planning has been completed, it
is obvious that this needs to be maintained and continued in

order to provide a proper interchange between the Department
and the community.
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DATA ARALYSIS SUPPLEMENT






DATA RESULTS

Client Information System
Analysis of Time Expenditure Data

Profeseional staff time involved in contacts with clients was described
according to the nature of the contact. A client contsct was defined in
terms of a single episode in which any staff time was expended with respect
to a sample client. Length of the contacts were classified aecording to i5
minute intervals, and the summary statistics for the resuliting distributions
by type of contact are presented in Table 1A for PA professional staff and
in Table 2A for Non-PA professional staff. Time expended per client con-
tact by both PA and Non-FPA clerical personnel is shown in Table 3A.

The Kolmogorov-Smirnov test was used in all comparisons lmvolving time
expenditure. Comparisons revealed major inter-site differences in the time
expenditure of PA staff at the three sites, Significant differences be-
tween the Bremerton and Bellingham sites were found in direct contact,
paperwork, and total time expended at Ty {p <.01), and in paperwork and
total time at T, (p <.01). The Pioneer Square and Bellingham sltes showed
gignificant dif%erences in direct contact, paperwork, and total time at
both Ty and T2 (p < .01), and in contact with others at Ty (p <.055).

There were too few cases reported relative to the category of other
activities to make valid comparisons either between or within any of the
sites. Inspection of the frequency distributions of time expended by pro-
fessional staff indicated that both Bremerton and Pioneer Square expended
significantly less time in each of the above-mentioned categories than did

the Bellingham PA staff.

Significant intra-site differences (T vs Tj) were found in direct
contact and total time (p <.01) for Bremerton PA, and direct contact
(p <.01), paperwork (p <.05), and total time (p <.01) for Pioneer Square
PA. The Bellingham control site showed no changes between Ty and T, All
of the changes observed indicated rather large increases in time expended
per client-contact for Bremerton PA staff, and rather large decreases in

time expended per client-contact for Ploneer Square PA staff.

No significant inter— or intra-site differences were found in time
expended by the professional staff of Non-PA agencies. While marked
differences in mean time per ceontact are apparent in sope of the categor-—-
ies, none of the dif ferences reached statistical significance suggesting
a limitation in the yrelatively small number of client~contacts within
each category. Moreover, since few client-contacts were reported by DVR
in Pioneer Square, no attempt was made to make relevant comparisons.

It was difficult to assess any changes in time expended by clerical
personnel at the three sites on the basis of the data obtained. Bremer ton
PA did not report expenditure of clerical time for T3, and the majority
of Kon-PA agencies indicated few clerical contacts with clients. The only



inter-site difference found suggested that Pioneer Square staff expended less
clerical time per client-contact than the Bellingham staff at Ty {p < .10},
The one analysis possible with the data obtained from the Non-FA agencies
showed some tendency towards increased clerical time between T, and 'I'2 at the
Bremerton site, but the change was not statistically significant.

it was thought that an evaluation of any changes in the expenditure of
professional staff time relative to the client's most critical needs might
also prove informative. The most critical needs were found to be fipancial,
treatment (medical or dental), and food as determined by the client’s needs

assessment. Due to the limited data avallable, the analysis was made for the
PA agencies only. Table 4A summarizes the results.

Essentially, the results were consistent with those reported for ex-
penditure of staff time without regard to apecific needs, i.e., the Bremerton
and Pioneer Square PA staffs generally expended less time per client contact
than the Bellingham staff. There was also some evidence that staff time ex-
pended per client contact {nereased for Bremerton PA and decreased for Ploneer
Square PA at T,, but the changes were not significant.

Analyses were also made on the nunber of referrals to other agencies, and
the number of contacts made on behalf of the client by professional staff.
The distributions of clients receiving 0, 1 and 2 or more referrals and con-
tacts are reflected in Table 5A for both PA and Non-PA agencles.

Chi-square comparisons {or the Fisher's exact probability technigque)
were used to compare the frequency of clients having no referrals with those
having at least one referral. Furthermore, Kolmogorov-Smirnov comparisony
vere made of the total distribution of clients with at least one referral.
The latter comparigons provides for an analysis of clients who were actually
referred, i.e., an analysis of multiple referrals.

For PA agencies, significant inter-site differences were found in the
proportion of clients receiving at least one referral. A greater proportion
of clients were referred in Bellingham than in Bremerton at ¥l (xz = 5,71, p<
,02), but the converse was found at T,, i.e., a greater proportion of referrals
gccurred in Bremerton (xza-z 2.84, p.(.iﬂ), Pioneer Square had a greater
pr0po§tion of referrals than Bellingham at both T (% =19,37, p<«.01) and
T, ( £ = 45,26, p <.001), No changes between T4 atd T, were observed with
tﬁe $xception of Bellingham which showed a decline in the proportion of clients
referred (x2 = 7.62, p <.01).

The only significant result found with the Kolmogorov-Smirmov comparisens
ghowed that the Pioneer Square PA staff made more multiple referrals than
Bellingham's staff at T, (p <.05). No changes between Ty and T, were found
at any site.

For the Non-PA agencies in the comparison of clients with or without
referrals, the only significant inter-site difference showed a greater
proportion of referrals in Bellingham than in Bremerton at Ty (xzs 13,20,
p <.001)., No significant intra-site changes between T, and T, were found.
Furthermore, not a single inter- or intra-site difference was found in the
nunmber of multiple referrals.
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The same comparisons reported above with respect to referrals aiso were
performed on the number of contacts with others made by professional staff in
behalf of their clients. In comparing the proportion of clients receiving no
contacts in their behalf with the proportion receiving at least one, Bremer ton
PA was found to have a significantly greater proportion of clients receiving
contacts at T, than Bellingham (X2 = 27.75, p <001). Changes between Ty and
T, were found“for both Bremerton and Bellinghaw PA with the former increasing
in the proportion of clients recelving contacts (x2 = 6.17, p<.05), and the
tatter decreasing in the proportion of clients recelving contacte (}Zi = 5.74,
p¢.05). No other differences were found for either PA or Non-PA agencies.

In considering the mmber of multiple contacts made by professional staff
for their clients, 1t was found that more multiple contacts were made by the
Non-PA staff in Bellingham than by staff at corresponding agenclies in Bremerton
at Ty {p <.05). No other differences between sites were noted. Significant
changes over time revealed that the PA staff in Piloneer Square made fewer
miltiple contacts, (p «£.05) and the Non-FA staff in Bellingham made more
mltiple contacts (p«.05) in behalf of thelr clients at To.

Needs Assessment

1) Description of needs. The frequency distribution of relevant needs as
{ndicated by the clients and staff are shown in Tebles 6A and 7A for the PA
agencies. Distributions of relevant needs for the Non-~PA agencies are found
in Tables 8A and 9A. Since respondents were not restricted in the number of
responses made in the needs assessment, the percentages shown in the tables
are not independent, 1.e., do not sum to 160%,

When considering the relevant needs averaged across T, and T, for PA
clients, the most frequently chosen needs at each of the %hree a;tes vere
found to be money, food and treatment with more than 70 percent indicating

one or more items within each of these categories. In addition, approximately
two-thirds of the PA clients saw houging as a major need at the Ploneer Square
eite. Work was also found to be a relatively frequent need being selected

by approximately one-half of the clients at each site. Major differences in
the distribution of relevant needs were observed for Pioneer Square and
Bellingham. In general, a significantly greater proportion of Ploneer Square
PA clients responded to each need category than did Bellingham clients. In-
deed, S0 percent or mere of the Pioneer Square PA clients responded to each
category of needs with the exception of the one related to the need for
specific kinds of information. No major differences in the distribution of
needs were found between the Bremerton and Bellingham sites.

The PA staffs agreed with the clients in the selection of money and
treatment as frequently occurring needs with approxtmately one~half to
three-fourths of the clients jdentified as having these needs at the three
sites. Food and housing also were 1dentified as relevant needs for the
majority of PA clients by the Pioneer Square staff. The PA staff in

Bellingham tended to agree with clients in the selection of work as a
but the staffs at Bremerton and Pioneer Square

here was fairly consistent agreement between cl%ents
ve prevalence of relevant needs, but the client’e

relatively common need,
did not. In general, t
and staff on the relati
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response was typlically greater to each of the need categories. This result
particularly was evident when comparing responses to food and clothing.

For the Non-PA agencles, work generally was determined to be the
predominant client peed with three-fourths or more of the clients indicating
this need at each site. Money was also considered to be relevant by a sub-
stantial portion of the clients, particularly in Bellingham. Furthermore,
over one-half of the Bellingham clients also viewed coungeling and treatment
as relevant needs. Counseling, treatment and clothing were found to be
major needs in Pioneer Square with 55 to 80 percent of the clients responding
to these categorles. With the exception of information, there was also a
considerable number of client responses distributed throughout the remaining
need categories at Pioneer Square.

Consistent with the client’s perception, work wes seen as the most
prevalent client need by the Non~PA staff with approximately 80 percent or
more of the clients involved at the three sites. Counseling was the second
most frequently selected need with more than 70 percent of the clients
jdentified as requiring this service. Morecever, except for Bremerton,
more than one-half of the Non-PA clients were seen as needing treatment
of one sort or amother. Again, as wag noted for the PA agencies, there
was considerable consistency between clients and staff in the identification
of relevant needs, but the client's response to each need generally was
greater. An interesting exception to this finding was observed at the
Bremerton and Bellingham sites where the Non-PA service workers saw a
greater need for counseling than did the clients.

The distributien of high-priority necds as indicated by clients and
staff for PA agencies are presented in Tables 10A and 11A, The corre-
gponding distributions of priority needs for Non-PA agencles are reflected
in Tables 12A and 13A. The results generally are similar to those found in
the preceeding evaluation of relevant needs, Money, food, and to a lesser
extent treatment were seen as the most critical needs by PA clients at
Bremerton and Bellingham. Ploneer Square PA clients indicated housing as
their most lmportant need with food and money as a distant second. Money
was the ubiquitous client need perceived by the Bremerton and Bellingham
PA staffs, while Pioneer Square staff rated money, housing, and treatment
about even.

Work was the most frequent high priority need identified by both clients
and staff at the Non~PA agenciles. Coungeling and treatment were other needs
that the staff viewed as relatively common. Other thanp work, the clients
showed much variation in their selection of critical needs at the three sites

2)  Number of needs. The mean number of relevant needs &8s reported by the
client and by their respective service workers are shown in Table 14A, 1In

addition, the mean number of needs reported by the clients as being satis-

fled within a 30-day period is also presented, The latter information was

taken from the client follow-up, but is included in the present section for
the purpose of analysis.

A perusal of Table 144 reveals several general differences between the
gsites for both PA and Non-FPA agencies., Firstly, Floneer Square clients
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4d elients from the other sites. Secondly, the
gervice workers generally underestimated the number of client needs, at least
as seen from the client's perspective., Bowever, this wae not true of Bremerton
. Non-PA staff at T, which reported almost twice as many needs as did the clients’
themselves. Nor, was it true of the Bellingham non-PA staffs which showed quite
high agreement with clients with respect to the total mumber of needs.
pellingham PA service workers also showed somewhat greater agreement as to

the number of client's needs than service workers at the other sites., Further-
more, with the exception of the Bellingham Non-PA agencles, there was an
spparent decline in the client-staff agreement about the number of negds at

all sites between T, and T,. Thirdly, the number of needs satisfied invariably
was much less than %he aumber of needs reported as relevant by either staff or
client. And finally, with the exception of Pioneer Square PA, there was a
tendency for the number of needs reported by the clieant to increase between Ty
and T.. This was most strikingly evident with Bremerton Non-PA clients who

jumped from an average of 2.00 to 9.39 needs.

repor ted many more needs than d

In considering the number of needs satisfied relative to the number of
relevant needs reported by the client, no overall differences were found be~
tween Bremerton and Bellingham. Bellingham was found to have & greater pro-
portion of client needs satisfied than Pioneer Square PA (.38 to .30), but
Pioneer Square had a greater proportion of needs satisfied in the Non-PA
agencies (.35 to ,22). There appeared to be & decline in the proportion of
needs satisfied between Tj and Ty for all agencies except Pioneer Square PA.
Kelmogorov-Smirnov comparisons were made of the number of needs satisfied
both between and within sites. The only significant finding indicated an
inerease in number of needs satisfied for the Bremerton Non-PA agencies (p «.05).

The apparent decline in client-staff agreement as to number of needs and
in the proportion of needs satisfied requires some clarification. Yhe number
of relevant needs reported by staff, and the number of satisfied needs reported
by the client did not decrease substantially. Indeed, it has already been
shown that there was a significant increase in needs satisfied for Bremerton
Non-PA. Primarily, it was an increase in the number of relevant needs reported
by the client at T, that accounts for the above findings., Thus, the stsff saw
approximately the Same number of needs and the clients reported the same num-
ber of needs satisfied, but the client felt there were more needs that required

service at T2'

3) Need agreement. The relevant and priority needs as perceived by clients
and staff have been described previously. However, these data are descriptive
of the total samples and do not reflect the extent of agreement between
{ndividual clients and service workers. Accordingly, the client's and gtaff’s
responsee were compared with respect to their agreement as to the revelancy
and priority of each need. The response paire were categorized as in agree-
ment (both client and service worker had jdentified the need); as in disapree-
ment (either the client or service worker, but not both, had {dentified the

need)}; or as hot relevant {neither client or service worker had identified the

need) .

The distributions for the client-staff agreement as to the relevancy of
needs are shown in Table 154 for the PA agencles and in Table 164 for the
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non~PA agencies. As can be geen, no data were submitted for Ploneer Square
non~PA at T, precluding meaningful compaxisons. Chi-square (or Fisher's
exact probagility) analyses were performed in comparing the relative frequency
of agreements and disagreements for each need category both between and
within sites. In addition, comparable analyses were made on client—staff
agreement for total number of needs disregarding type.

The most striking feature of the resulting distributions is the extent
of disagreement between clients and staff concerning the relevancy of needs.
When considering the client-staff agreement for the total number of needs,
it ig clear that there is greater disagreement than agreement for all of the
agencies at the three gites, However, client-staff agreement was found to
be significantly less for Bremerton PA at Ty (,2=3.57, ¢ £.10), and for
Bremerton Non-PA at T, (xza 4,29, p ¢.05) than for corresponding agencies in
Bellingham.

Yor the PA agencies, there was a general consensus as to the importance
of money as a relevant need, and moderate agreement as to the importance of
treatment., No significant differences were found between Bremerton and
Bellingham other than there was less client-etaff agreement in Bremerton.
in the identification of treatument as a relevant need at T (x2= 8.58,
p¢.01), On the other hand, clients and staff in Ploneer %quare PA showed
significantly greater agreement than Rellingham in food needs at T (x2=?.3?,
p <..02) and in housing needs at Ty (X2= 9,30, p 4.10); and aignif}cantly less
agreement in other needs at Ty (p = €.004), and in money needs (x2 = 3.53,

p ¢.10) and work needs (2= 4.56, p <.03) at Tj.

No changes between Tl and T. were observed in the relative proportions
of agreement and disagreement for Bellingham PA in either the total or
individual needs. In total number of needs, Bremerton PA showed a tendency
towards increased client-staff agreement that approached, but did not reach
statistical significance, while Pioneer Square PA showed a gignificant
decline (KZ = 3.27, p ¢ .10). The only significant change found for specific
needs was decreased client-staff agreement with respect to food as a relevant
need at Pioneer Square PA (x2 =« 2,84, p <.10).

For the Non-PA agencles, there was general agreement that work was &
relevant'need at all three sites. Moreover, there was moderate agreement
concerning the relevancy of counseling as a client need, The clients and
staff in Bremerton Non—PA ghowed significantly less agreement than in
Bellingham with respect to counseling as a relevant need at T; (p = ,078) and
with respect to other needs at T. (p = 0.46). No other between site differencs
were found relative to the remaifiing needs. No changes over time were found
for either the total or individual needs except in Bremerton where there was
gignificantly greater client-staff agreement for counseling needs at Ty
(p = .013).

Analyses similar to thoae discussed above were made of the client-staff
agreement with regards to the two highest priority needs. The corresponding
distributions may be found in Table 17A for the PA agencies and in Table 18A
for the Non-PA agencies. The staff fared much better in the recognition of
the client's most critical needs. There was much less client-utaff disagreeme
in all agencies. Significant differences for total priority needs were f ound
for Bremerton PA which showed greater client-staff agreement than Bellingham at
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T = 2.75, p <.10).

The only inter—site differences evident for indivi&ﬁal needs revealed that
pioneer Square PA had greater client-staff agreement than Bellinghas with

respect to the priority of housing needs (p * .02) and less agreement with
respect to money needs (p = L023) at Tz. No differences were found for the

Non-PA agencies.

The changes between T  and T in client-gtaff agreement for the total
rumber of priority needs iﬁdicatea & significantly greater agreement for
Fioneer Square PA 2 w 2,85, p<.10) and a eignificantly less agreement
for Bremerton Non-PA ( 2= 3.64, p < .10). The only significant changes
observed with respect ¥o individual needs was an increase in agreement in the
selection of counseling as a relevant need (p * ¢ .025) and a decrease in agree-
went relative to work as a priority need for Bremerton Non-PA (p <=.03).

¢, Client Follow-Up

Approximately 30 days after completion of the needs assesgment, the clients
were contacted and questioned as to the time flow associated with service
delivery, and the satisfaction with the service rendered, The frequency and

success of referrals also were noted.

Estimates of time flow assoclated with delivery of services were glven
in intervals of one day, less than one week, less than two weeks, and more
than two weeks, It was found that approximately between 350 and 60 percent of
the PA clients reported receiving services within one week. Scales for the
degree of satisfaction with services varled from very satisfied to very dis~
satisfied. The results indicated general client satisfaction with all PA
services received. It was found that 50 to 70 percent of the PA clients at
the three sites expressed satisfaction of varying degrees, while only 15 to
30 percent express dissatisfaction. Generally, the results of client
estimates of time flow assoclated with service delivery, end client satis-
faction with services were similar, although less consistent, for the Non-PA

agencies,

Kolmogorov-Smirnov comparisons of service delivery time flow and service
satisfaction ylelded no significant differences between sites or within sites
for either PA or Non—PA agencles. Client responses subsequently were
dichotomized with respect to time flow, i.e,, service provided in less than
one week or in more than one week, and with respect 10 service satisfaction,
i.e., generally satisfied or generally dissatisfied. Chi-square analyses
were performed on the resulting distributions. The only significant result
that was found revealed that a greater proportion of PA clients in Piloneer
Square than in Bellingham expressed dissatisfaction with services at T, (x2 =

3;29’ p(-lO)- -
d if there had been any referrals to other service agencies,

rovided appropriate services. Chi-square (or Figher's
formed on the relative frequencies of referrals and

Clients were aske
and if the other agencles p
exact probability) were per
referral satisfaction.
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The results revealed a greater proportion of PA client refarrala in
Bellingham than in Bremerton at T (x 2 =5.12, p<.05) and at T, (3~ =
2.0, n ,10). There also vas sofre ferdency, although nonsignificant, for
Pioneer Square PA to show a greater proportion of referrals than Bellingham
PA. No differences were found in the Non-PA agencles, and there were no
significant inter- or intra-site differences found with respect to the
referred agency's capability of providing help for either PA or Non-FA
agencies, e

D. Index of Well-Being.

Summary statistics of the client's IWB scores are present in Table 19A.
The Kolmogorov-Smirnov test was used to compare cumulative distributions of
IWB scores both within and between sites, No significant differences were
found between Bremerton and Bellingham PA clienta, although there was some-
what of a tendency for Bremerton clients to score higher or "wyorse' than
Bellingham clients at T . Piloneer Square PA clients scored significantly
higher or "worse' than Beliingham clients at both Ty and T, (p <.05). No
changes were found between T, and T2 for the PA clients at any of the sites.

No significant inter— or intra-site differences were found for clients
of the Non-PA agencies. While too few clients were {nvelved to make meaning~
ful comparisons, the Pioneer Square clients tended to scove higher or “worse"
than Bellingham at T;.

Client Attitude Survey

Ttems on the CAS are toplcally arranged summarizing the client’'s attitudes
towards or opinions about: the efficlency and effectiveness of service
delivery; the service worker 's demeanor and concern; the number and success
of referrals; the availsbility of information about services; and the oppor—
tunity for consumer participation in the improvement of the service program.
In addition, services received as indicated by the clients are reported.

The response format for the majority of the CAS items included three cate-
gories: "Yes", "Somewhat" and "No". Chi-square analyses were made of the
individual items combining the intermediate category with one of the extremes
where necessary. Unless otherwise noted, all descriptive statements contained
in the text refers to the percentage of respondents indicating "Yes" to a
particular ftem.

The DSRS services provided the client by the participating agencies are
presented in Table 1B, Medical assistance, financial grants and food stamps
were the major services provided by the PA agencies at each site. Counseling
in Bremerton, and housing in Bellingham and Pioneer Square were other rela-
tively frequent PA services. Education or job training and financial grants
were the predominant services furnished by DVR, the htter being particularly
evident in Ploneer Square where more than 80 percent cf the clients were
receiving financial support. A substantial percentage of DVR clients in
Pioneer Square also regarded counseling as an important service, Counseling
wae selected as the single predominant service provided by the AP&P agencies.

1) Efficiency in service delivery.
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A summary of client responses to items related to efficiency in service
delivery may be found in Table 2B.

in general, the client response was quite favorable concerning the
efficiency of service delivery. More than 60 percent of all respondents
in Bremerton and Bellinghaw, and more than 90 percent in Ploneer Square
reported a convenient location for DSHS offices. Only one-third or less
of the PA clients in Bremerton and Ploneer Square complained about either
having to answer repeated gquestions, Lo complete excessive paperwork, to
experience prolonged delays in appointments, or to return frequently in
order to obtain services while the incidence of client complaints was some-
vhat greater for Bellingham PA. The extent of client complaints in the DVR
and AP&P programe with regard to these aspects of service dellvery ranged
up to 30 percent, but in most instances was considerably less. More than
one~third of clients in all agencies offered no complaints whatsoever about

service delivery.

The values of chi-square and their associated probabilities in the analyses
of service delivery efficlency are shown in Table 3B. There were more PA
clients in Pioneer Square at T and T,, and in Bremerton at Ty reporting &
convenient location than in Beilingham. However, at T,, there were fewer PA
clients in Bremerton so reporting. Between T. and T.,, Bremerton PA clients
had shown a significant decrease and Bellingham PA ciienta s significant in-
crease in the percentage of clients reporting a convenient locatien.

Other significant inter-site differences revealed that Bremerton PA clients
nad fewer complaints tham Bellingham about frequent returns at Tl, and about
repeated questions, excesglve paperwork, and prolonged delays at I,. PA clients
in Pioneer Square also had fewer complaints about prolonged delays at T,, and
about repeated questions, excessive paperwork, grologged delays and frefuent
returns at T,., Significant intra-site changes disclosed more eclient cowplaints
about prolonged delays in Bellingham; more client complaints about frequent
returns in Bremerton; and fewer client complaints about excessive paperwork in

Pioneer Square at Tz.

For the DVR agenciles, gignificantly more Fioneer Square thaun Bellinghan
clients reported a convenient location at Ty and To. There also were more
complaints in Bremerton at Tj concerning repeated guestions and prolonged
delays. Between Ty and T5, Bremerton and Ploneer Square DVR showed a sig~
nificant increase in the percentage of clients complaining of freguent returns.
Bremerton DVR also showed an increase in cifents complaining about the con~
venience of jocation. Significant between site differences for the APLY
agencies showed Bremerton with more complaints than Bellinghan concerning
excesgive paperwork at T and convenience of location at T ., The Bremerion
AP&P clients also had a gignificant increase in complaints aboutl convenience

of location between Ty and T,.

2) Effectiveness of service delivery. Summaries of client responses
concerning effectiveness of service delivery may be found In Table 4B. The
client response was also generally favorable in theiy assessment of the
effectiveness of service delivery. The majority of clients at all PA agencies
reported accurate tdentification of their needs by service workers, particularly
in Bremerton and Piloneer Square. More than 70 percent of the PA clients in
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Bremerton and Pioneer Sguare reported prompt service delivery and expressed
gatisfaction with the services provided, while about 60 percent of the clients
in Bellingham responded similarly. Furthermore, approximately two-thirds or
more of the clients at the three sites felt that the services provided were
relevant to their most critical needs, but fewer felt that the services were

comprehensive; i.e., relevant to all of thier needs, particularly in Bellingham
and Pioneer Square,

For the DVE agencies, between 55 and 65 percent of the clients in Bremerton
and Bellingham indicated accurate need identification, the provision of critical
services, and satisfaction with services provided, while the corresponding per-
centages for Pioneer Square ranged from 70 to 75 percent. About 70 percent of
the DVR clients in Bellingham and Pioneer Square, and 53 percent In Bremerton
reported prompt service delivery. Forty percent of the DVR clients in Bremerton
and Bellingham, and about 55 percent in Pioneer Syuare felt that the services
provided were comprehensive, Approximately two-thirds of the APSP clients at
both Bremerton and Bellingham reported prompt service delivery, and expressed
satisfaction with services, while about one-half indicated that there was

accurate need identification, and that eritical and comprehensive services were
provided,

The results of the chi-square analyses are shown in Table 5B, Significant
betueen site comparisons for the PA agencies revealed that more Bremerton

clients expressed prompt services and service satisfaction at T,, and more
Pioneer Square clients indicated need 1dentification, prompt sefvices and
service satisfaction at T, than did clients in Bellingham. Also, more PA
clients in Bremerton and Pioneer Square reported critical and comprehensive
gervices than in Bellingham at T,. No intra-site changes between Ty and

T, were found with the exception of Pioneer Square where PA clients reported
more prompt services, increaged gervice satisfaction, and greater critical and
comprehensive services at TZ'

The only significant inter-site difference found between DVR agencles
indicated that there was a greater percentage of clients reporting critical
and comprehensive services at T; in Pioneer Square than in Bellingham. No
gignificant changes over time were found except in Bremerton where fewer clients
reported prompt services at Tp. For the AP&P agencies, fewer Bremerton clients
indicated service satisfaction at T, than at T No other differences or
changes were significant.

Clients were also requested to specify their needs that were ot being met
by DSKS services. With the exception of Bremerton PA clients, between 10 and 25
percent of all clients at the various agencles implicated aid in finding employ~
ment, job training or education as the prominent need requiring services. About
15 percent of the PA clients in Bellingham and Pioneer Square also noted that
more financial assistance was necessary to meet the expenses of everyday living.
No other need was specified by more than 9 percent of the clients within a
particular agency. It should also be noted that about 65 percent of the
clients in Bremerton, 55 percent in Bellingham, and 60 percent in Ploneer Square
did not report a single need for which services were unavailable at their ve-
gspective agencles.

3} Client attitudes. Table 6B presents a summary of client's responses
concerning their feelings towards thelr respective service worker and program.
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he client attitudes were extremely positive for all agencies at the three
cites. More than 80 percent of all clients in Bremerton, 70 percent in
gellingham and 90 percent in Ploneer Square saw their service worker's
demeanor as being friendly and courteous. Approximately 75 percent of all
clients also felt that their service worker 's involvement, i.e., the time
aliotted for client contacts, was more than adequate. Between 70 and 80
percent of all clients stated that their service worker was concerned about
their situations, Over B5 percent of the clients in all agencies except
APLP would recommend their respective program to a friend. 1In the APSYP
programs, more than 70 percent in Bremerton aleo would provide a recommendation,
but only 45 percent in Bellingham would do so.

Table 7B summarizes the chi-square analysis of items relative to client
attitudes. Significant inter-site differences revealed that more Bremerton
PA clients at Ty and T,, and more Pioneer Square clients at T, felt positively
about their service worker's demeanor than did clients in Bel ingham. Pioneer
Square PA clients also were more favorable than Belllpgham's towsrds service
worker involvement and concern at T,. Only Bellingham PA clients showed any
significant intra-site changes wité a decline in positive attitudes towards
service worker demeanor and concern between T; and T2.

For the DVR agencies, only Pioneer Square clients showed significant
inter-site differences with a greater percentage of clients reporting
service worker concern at Ty, and service worker involvement at T,. Both
Pioneer Square and Bellingham DVR clients reported less service worker
involvement at T, than at T;. The only significant result found for the
AP4P agencies revealed that more Bremerton than Bellingham clients would

give recommendations both at Tl and TZ'

4) <Client referrals. Summaries of number and success of client referrals
are shown in Table 8B. Over one-half of the Pioneer Square DVR clients and
about one-third of all other clients reported receiving referrals. Private
agencles were the primary recipients of these referrals at each site. Bremerton
equally distributed their remaining referrals between other DSHS agencies,
other state agencies and miscellaneous others, such as doctoers, nurses, etc.

In addition to private agencies, Bellingham also relied heavily upon other
state agencies, and Pioneer Square upon miscellaneous others as referral
sources. The referral success rate was reported to be about 70 percent for
PA clients in Bremerton and Pioneer Square, and 35 perceat in Bellingham.
The success rate for DVR agencies was approximately 35 percent at all three
sites. AP&P clients indicated a 42 percent success rate in Bremerton, and &
22 percent success rate in Bellingham.

Significant differences between sites showed more referrals for DVR
clients in Pioneer Square than in Bellingham at T, (% = 6.20, p <.02).
Bremerton PA clients had greater yeferral success thin Rellingham at Tl
(2 =8.34, p < .01), and Pioneer Square PA clients greater referral
success at T, (x2 = 6,27, p <.02). The only intra-site change fuund
revealed & significant decrease in referyal success at T, for Pioneer Square

DVR clients ( 2 = 3.63, p<.10).
b3

©.  Informstiosn sharing. In the main, the client's initial information
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about available DSHS services came from family members or close acquaintences
in Bellingnam. In additrion to these personal sources, cutreach and service
workers played an important role in the dissemination of information about
services in Bremerton and Pioneer Square. Information furnished by community
organizations, and referrals from other DSHS agencies (particularly for DVR)
also were significant sources of information in Pioneer Sguare.

Table 9B presents a summary of client's opinions about information sharing.
Approximately one—third of the PA and DVR clients in Bremerton and Bellingham,
and about one-half in Pioneer Square reported sufficient knowledge of the
available services. More than 40 percent of AP&P clients in Bellingham, and
20 percent in Bremerton indicated having sufficient knowledge. Two~thirds or
more of all clients indicated that their service worker took time to provide
adequate explanations except PA clients in Bellingham where 55 percent so
reported. Furthermore, over 80 percent of all clients felt that there was
ample opportunity to ask questions of their service worker,

Significant differences between PA agencles showed more Bremexton than
Bellingham clients reporting adequate explanations at T, { 2= 11.27, p <
.031) and at T, ( 2 » 7.27, p <.0l), and more Pioneer %quﬁre clients at T,
(2 = 14,17, p“ (*.001). More Ploneer Square PA clients also repor ted know-

x
1Edge of services at T, ( 2 = 6,01, p £ .05) and at T, (% = 10,57, p <.01).
= 1 *x 2 'x ? ™

Significant differences between DVR agencles disclosed that both Bremerton
and Pioneer Square had more clients reporting opportunity for questions at Tl

(x2 = 2,94, p ¢ .10; x2 = 12.48, p < .001, respectively).

DVR clients in Ploneer Square also had significantly more clients repor ting
adequate explanations at T, (2 =19.68, p <.001). The only significant
difference between AP&P agencfes revealed that fewer clients in Bremerton
indicated knowledge of services at T (x2 = 13,37, p <,001). The only
significant changes over time suggested that fewer Bremerton clients in DVR
and AP&P reported opportumity for questions at T (xz = 3.38, p < .10;

%7 = 4.42, p < .03, respectively). 2

6) Consumer participation. Table 108 summarizes client's responses to
{tems about the opportunity for and the effectiveness of cient complaints.
Approximately two-~thirds of all clients in Bremerton and Bellingham, and
more than 80 percent in Pioneer Square reported that there was freedom to
voice complaints about DSHS services. More than one~half of the Pioneer
Square clients, and about one-third of the clients in Bremerton and Bellingham
felt that client complaints had some effect.

Significant differences between sites revealed that more Pioneer Square
than Bellingham PA clients reported that there was freedom for complaints
at T, € 25,90, p <.02) and at T (2=4,20, p <.05). More PA clients
in P}onﬁer Square also believed in gffﬁctiveness of complaints at 'I‘2
(2 =519, p<£.05). Significant differences between Bremerton and Bellinghan
ahowed more PA clients at the former site indicating freedom for complaints
at T (x2 = 8,47, p <.02). No intra-site changes were found for any of the
PA a&encies,

Significant inter-site differences between the DVR agencles showed more
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rioneer Square than Bellingham clients reporting freedom for complaints (x2 =
18.21, p < -001} and effectiveness of complaints {( 2 = 6.83, p ¢.03) 55 T,, and
fewer Bremerton clients reporting effectiveness of complaints at T, (x = %.24, P
¢ .05}, DVR clients in Pioneer Square exhibited a negative change 2«-‘:‘.0.08,
p < .01) and DVR clients in Bellingham showed & positive change {_Z=4.07, p
£.05) between Ty and T, with respect to effectiveness ggncomglaiﬁts. No cother
changes were signifieang. There were no significant inter- or intra-site
differences found for APEP programs.

The clients were also requested to note any important changes that ghould
be made regarding DSHS services. The only response of any consequence was
directed towards DSHS staff membersm 4n providing better services (e.g., more
staff, better informed staff, etc.) with about 10 to 30 percent of the clients
responding at the varlous agencies. Probably the moat striking result was that
about 30 percent of all clients sgpecifically indicated that no changes were
required or were not sufficilently motivated to specify needed changes. More-
over, the percentage of clients reporting that no changes were necegsary was
much greater in Pioneer Square than in the other gites.

Staff Attitude Survey

The SAS ftems were directed toward staff evaluations of: efficiency and
effectiveness in service delivery; personal effectiveness and job satisfaction;
time allocations and vaseloads; information sharing within programs, and the
extent of contact and cooperation between service agencies, The response
formats varied somewhat between SAS items, but usually the respondents were
required to indicate their extent of agreement with a particular statement,
to estimate the relative frequency of some specific gituation, or to make
evaluative judgments about certain outcomes with scaled responses. To
facilitate presentation, the summary tables contained in Appendix A show the
corresponding percentages for dichotomized, rather than full-gcaled responses,
i.e., agree-disagree, frequent-infrequent, or good-poor. Responses to mid-
points or neutral categories have been excluded in the tables., Chi-square
approximations as determined by the Kolmogorov-Smirnov techniques were used
to assess between site differences I1n responses to individual items, while
the sign test was used to determine if there weye any systematic response
changes over time,

1} Service delivery efficlency. Tables 1C and 2C summarizes the
responses by PA and Non-PA staff members to items relative to efficiency
in service delivery,

More than 70 percent of the 5 PA service workers in Bellingham and
Pioneer Square stated that many clients were subjected to repetitive inter-
views in order to obtain services, while less than 30 percent of the PA
staff in Bremerton so indicated. Frequent returns to DSHS offices also were
seen as at least an occasional requirement at all three sites. The majority
of PA gtaff in Bellingham and Pioneer Square reported that both single-~
service and multi-service clients often were forced to provide redundant
information, 1.e., complete duplicate forms, while Bremerton's service

5
The reader is reminded that PA refers to PA Social Services unless other—
wise noted.
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workers felt that this was only an occasional or infrequent requirement. Most
ctaff members at each site asserted that clients frequently were compeiled to
complete excessive paperwork as a prerequisite to necessary services.

The PA staffs were evenly divided in their opinions as to whether admini-
strative program policies aided or hindered the delivery of services to clients.
More than 75 percent of the PA staff in Bremevton, and 60 percent in Bellingham
and Pioneer Square asserted that services wvere usually delivered promptly.
Very few of the staff members felt that there were many incidents of unnecessary
delays in terminating a client's case when such action was warranted.

The data were somewhat more unreliable for the Non-PA agencies as a result
of the small number of staff members involved. Therefore, the degree of con-
fidence assoclated with the statements describing service delivery efficiency,
and the descriptions of Non-PA programs in the succeeding paragraphs as well,
is iimited. -

The Non-PA staff in Bellingham did not see repetitive interviews as a
frequent pre-requisite for services, but it was considered to be somewhat
more of a common occurrence in Bremerton and Ploneer Square. Frequent client
returns to DSHS offices in order to obtain services was viewed as only an
occaslonal requirement by the majority of staff members at each site., Dupli-
cation of forms for both single-service and multi-service clients was reported
to occur more frequently in Bremerton and Pioneer Square trhan in Bellingham.
Other than at Pioneer Square at Ty, the Non-PA service workers did not consider
that the paperwork required of their clients was excessive.

Except for Pioneer Square at T,, the personnel at the Non-PA agenciles
generally felt that administrative policy facilitated service delivery. The
majority of all staff members indicated that the services provided their
clients were prompt, and that unnecessary delays in the termination of clent
cases were not & major concern.

Inter-site differences revealed that significantly fewer of the PA staff
membeis {n Bremerton than in Bellingham reported repetitive interviews at
Ty (x =17.69, p «.001) and at T2 (X¢ = 10,04, p «.02) and duplicate forms
for single~service clients at Ty (.2 = 20,99, p ¢.001) and at T, ( <= 6,71,
p <.10}. The Bremerton PA service workers also reported fewer duu%icatez

forms for multi-service clients at T; (32 = 15.60, p £.002) and at I, (X =
.57, p < .10). No significant diffsrences were found between the PA service

workers in Ploneer Square and Bellingham, and no significant changes over
time were found for PA staff at any of the sites. Moreover, there were 10
significant differences evident either between or within sites for the Non-PA
agencies.

The staff members also were requested to rate their own and other DSHS
programs with respect to operating or economical efficiency. The ratio of
"good" to "poor" ratings by the PA staff in Bremerton ranged from 4:1 to
more than 6:1 for PA Financial Services, PA Social Services, DVR, Imstitutions,
and other DSHS services, while the ratings were more evenly distributed at
the other sites. The PA staff in Bremerton gave more favorable ratings than
Bellingham to every DSHS program, but the differences were significant only
for PA Financial Services at T, (y* = 5.89, p <.10). Ro other significant
inter-or intra-site differences were found for either PA or Non-PA staffs.
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7) Service delivery effectiveness. Summaries of staff respomses to items
concerned with the effectiveness of service delivery may be found in Table 3c

for PA agencies and Table 4C for Non-PA agencies. o

About two-thirds of the Bremerton and Bellingham PA staff members, and
to a lesser extent Pioneer Square, indicated that their client's needs were
usuzlly identified accurately. More than three-fourths of the Bremerton
service workers felt that services were yeadily accessible to their clients,
while the staff members in Bellingham and Pioneer Square disagreed about the
sccessibility of services. The PA staffe at each site were also evealy
divided in their opinions as to whether the client's most critical needs were
given priority in the provision of services, and whether the services were
comprehensive, 1i.e., relevant to the cliient's total needs. There was virtual
unanimity by PA personnel in reporting that the delivery of irrelevant
services was a relatively uncommon occurrence.

The majority of all PA staff members stated that their clients most of ten
viewed the services received as helpful, More than 85 percent in Bremerton, 65
percent in Bellingham, and about 45 percent in Pioneer Square indicated that
services supplied by PA Social Services were appropriate to the client’s needs,
and the majority of Bremerton's staff concurred with respect to PA Financial
Services. However, two-thirds of the PA service workers in Bellingham and
Fioneer Square did not believe that financial services were appropriate. Few
PA persomnel in Bremerton and Bellingham thought that clients frequently were
terminated prior to the receipt of needed services, but nearly 40 percent of

Pioneer Square's staff did.

Only 15 to 20 percent of the PA staff members in Bremerton and Bellingham,
and not one staff member in Pioneer Square felt that their clients achieved
self-gufficiency as rapidly as possible. However, staff ratings of their
client's development tended to be better in Bremerton than in Bellingham and
Pioneer Square. Approximately B0 percent of the PA service workers in
Bremerton and Pioneer Square, and 55 percent in Bellingham believed that PA
services promoted client self-sufficiency, More than 65 percent in Bremertion
and Bellingham slso expressed similar bellefs with regard to DVR services, but
65 percent of the Pioneer Square PA staff disagreed with that assessment of DVR,

The PA staffs in Bremerton and Pioneer Square were evenly divided in their
opinions about the effects of eligibility requirements, but more than 75 per~
cent of the Bellingham service workers felt that eligibility requirements ob-
structed many clients from receiving relevant services. The majority of all PA
personnel indicated that only sometimes did excessive rules and regulation
hinder the delivery of necessary services to deserving clients.

Significant inter-site differences showed Bremerton PA with & greater
percentage of staff than Bellingham reporting accessible services at T
(2 = 10,09, p <.02), and appropriate services provided by PA Financial

Xgervices at T. (¢ = 9.14, p <.05). Bremerton also had significantly
fewer staff members indicating prohibitive elipgibilitv requirements at T
(x%2 = 7.55, p <.10). The PA staff in Pioneer Square had significantly

fewer members than Bellingham reporting prohibitive eligibility requirements
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(X2 = 6,04, p<¢.10), at Tl’ and expressing satisfactory cllent movement towards
self-sufficilency (X2 =729, p <.10) at T,.

No changes between T, and T_ were observed for Bremerton PA, but Pioneer
Square showed negative chinges Z4ith regard to excessive regulations (p =
.062). Bellingham showed negative changes in comprehensive services {p = ,045)
and positive changes in agcessible services {p = .046)} and in the promoticn ¢f
client self-sufficiency by DVR (p = .0186).

For the Non-PA agencies, more than 80 percent of the staff members in
Bellingham, and 60 percent i Bremerton and Ploneer Square reported accurate
identification of client needs., More than 90 percent of the Bellingham staff
also responded favorably concerning the accessibility of services, while the
service workers in Bremerton and Pioneer Square held discordant opinions.
There was also considersble disagreement relative to the frequency in which
eritical and comprehensive services were provided to clients, but the Non-PA
personnel in Bremerton generally reported that comprehensive services were vot
often provided. However, most Non-PA staff members felt that their clients
viewed the services received as helpful, and that irrelevant services were rct
delivered frequently.

The Non-PA staff in Bellingham generally agreed that services appropriate
to the clients needs were provided by PA Financial Services, but there wis
considerable disagreement in Bremerton and Ploneer Square. More than 55 por-
cent of the service workers in Bremerton and Bellingham reported that PA
Social Services provided appropriate services, but more than 70 percent In
Pioneer Square dissentad. Not one staff member felt that premature termisatis”
of client's cases was an important concern.

The majority of all Non-PA personnel did not think that their clients
reached self-sufficiency as rapidly as possible. Non-PA staff members gen-
erally rated client development as "average" in Bremerton and Bellinghan
and “average" to "poor" in Ploneer Square. Non-PA service workers in
Bremerton generally agreed that PA services asgist the clients in achieving
gelf-suf ficiency, while there was considerable disagreement in Pioneer Square,
and Bellingham. However, more than two-thirds of all service workers reporie
that DVR services promoted client self-sufficiency. There were differences
in opinions concerning prohibitive eligibility requirements at each of the
sites, but most wmembers of Non-PA ataffs {ndicated that excessive regulations
did not fregquently hinder service delivery. However, none of the difference’
described were significant for the Non~PA agencles. Moreover, there were =&
significant changes between Tl and Tz.

The PA and Non-PA staffs also rated their own and other DSHS ageaci?§‘
in terms of effectiveness in achieving service goals and having 2 beneficia:
impact on the client's well-being. The large majority of PA personnel in
Bremerton and Bellingham rated the effectiveness of all DSHS programs as
Yaverage''to''gocd”. The response was somewhat more favorable in Bremerton
than in Bellingham, and in Bremerton somevwhat more favorable at T, than at
T,. There were substantially more "poor" ratings given to all agencies by
plA staff members in Pioneer Square. There were insufficient data to de:u1;”
any trends in the ratings by Non-PA service workers, but the ratings tended ¢
be more favorable than unfavorable with the exception of those for PA Socis}
Services at T,. Again as was the case in the ratings of service de.‘Li\art‘:rzi"t
efficiency, nd inter— or intra-site differences were found to be significs®
for either the PA or Non-PA staffs.
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3} Personal effectiveness and job satisgfaction. Tables 5C and 6C summarize
the staff's responses to items relative to personal effectiveness and job attri-

butes.

Most of the PA staff members at each site claimed frequent to occasional
effectiveness in dealing with client's problems, Positive responses were more
prevalent in Bremerton than in Bellingham, and more prevalent in Bellingham
than in Pioneer Square. The PA personnel in Bremerton tended to feel that
there was sufficient time to complete thelr job assigmments, while the gervice
workers in Bellingham and Pioneer Square were more evenly divided in their
opinions. BStaff members in Bremerton and Bellingham felt perscnally accountable
for the services provided the client, but a substantial portion of Pioneer
Square's staff did not. The large majority of all service workers indicated
anple supervieory assistance with cilent problems.

PA staff members generally thought there was efficient scheduling of appoint-
ments. But most staff pembers also declared that there was excessive paperwork
required in the performance of their duties. Furthermore, the service workers
in Bremerton and Bellingham indicated a lack of clerical support. FA staff
members in Bremerton felt that there was adequate privacy in office space, but
the majority of service workers in Bellingham and Ploneer Square did not. Most
PA personnel saw their job assignment as compatible with theilr training and
background, but there was considerable disagreement about the adequacy of the
in-service training program, The majority of staff at each site indicated that
there was adequate personal freedom associated with their jobs, and most also
expressed a sense of accomplishment in their work except at Pioneer Square
where about 50 percent reported that such feeling occurred infrequently. At
the same time, feelings of frustration and ineffectiveness were not predominant,

but were relatively common at each site.

For the Non-PA agencies, Bervice workers generally expressed frequent or at
least periodic job effectiveness, while there was much less of a consensus con-
cerning the sufficiency of time available for job assignments. Moreover, most
stzff members felt personally accountable for the services provided, and indicated

that there was satisfactory supervisory support.

The greater number of Non-PA service workere stated that there was efficient
scheduling of appointments. The Bremerton staff reported that excessive paperwork
was a frequent requirement of their job, but service workers in Bellingham and
Pioneer Square indicated that it was somewhat less frequent. The service workers
at all three sites were split in their judgments as to the adeguacy of clerical
support, The majority of all Non-PA staff members reported adequate privacy,
and in-service training. Staff members also felt that job assignments were
appropriate to thelr training, and that there was adequate personal freedom in
their jobs. Feelings of accomplishment were predominant at all three sites,
but a substantial segment of the staff members alsc expressed frequent feelings
of frustration and ineffectiveness.

For the PA agencies, no significant inter-site differences in job attri-
butes were found except in Bremerton where more staff members reported zdequate
privacy at TI (x2 = 33,50, p <.02), and at T2 (xz = 13,92, p £.002). Significant
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{ntra-site changes were also found in Bremerton where fewer service workers
{1ndicated efficient schedules of appointments {p = .016), and more service
workers indlcated adequate ip-service training (p = .006) at T,. The
Bellingham PA staff had significantly fewer members reporting excessive
paperwork (p = .001), and significantly more members expressing personal
freedom in their jobs {p = .038) at T,. Yo other differences were found to
be significant for the PA agencies. ﬁoreover, there were no significant
differences found for the Non-PA agencles.

Staff members were required to rate their job assigmments with a series
of bi-polar adjectives on a five point scale. The lower end of the scale
reflected positive responses, and the higher end negative responses. Hean
ratings along the eight bi-polar dimensions are presented in Tables 7C and 8C.

Tn the PA agencies, there were no apparent differences between Bremerton
and Bellingham, but the Piomeer Square service workers rated their jobs as
less interesting, important and satisfylng, as requiring less skill, dedi-
cation and initlative or good judgment than did their counterparts in
Bellingham. Piloneer Square personnel alsc felt that there was less apprecia-
tion for their work. In the Non-PA agencies, there was a tendency for
service workers to give more negative responses in Bremerton and Pioneer
Square than in Bellingham. However, the differences were not significant
for either PA or Non-PA agencies, and there were no significant changes over
time.

All service workers were requested to indicate if there were any serious
problems involved in the functioning of their programs, In the PA agencies,
23 percent of the staff in Bremerton, 44 percent in Bellingham and 80 percent
in Pioneer Square responded affirmatively. Major problems in Bremerton were
related to personnel shortages and organizational red tape and paperwork.
These were likewise considered important problems in Bellingham and Ploneer
Square, but the staff members in Ploneer Square also implicated the type of
client encountered. A substantial part of Bellingham's staff also reported a
variety of other miscellaneous problems.

For the Non-PA agencies, less than 25 percent of the service workers in
Bremerton and Ploneer Square, and 40 percent in Bellingham reported serious
problems., The little data available and the considerable variability made 1t

“difficult to identify any major sources of problems.

4) Time allocation and caseloads. The staff members were requested to
eatimate the percentage of their time allocated to various activities in deal-
ing with client problems. The results are summarized in Table 9C for both PA
and Non-PA agencies.

For the PA agencies, Bremerton expended about 30 percent, Bellinghanm
about 20 percent, and Pioneer Square about 40 percent of thelr time iIn
activities assoclated with client intake and need identification with an
approximately equal distribution between both types of activities. The
Bremerton staff allocated about 70 percent of their time to service delivery
and administrative matters, while Bellingham and Pioneer Square ataff members
allocated 80 and 60 percent, respectively. For the latter two sites, there
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also was an approximately equal dietribution between service delivery and
gininigtrative matters, but the Bremerton PA staff expended nearly twice
as much time on gservice delivery than on administrative matters.

Inter-site differences showed that Bremerton PA service workers expended
significantly more time in client intake than Bellingham at Ty (" = 1Q.61,
p .02} and significantly less time in administrative matters athz (x = 6,25,
p <-10). The Pioneer Square staff had significantly less time thafi Beéllingham
in activities associated with gervice delivery at T, ( 2 = 9.80, p <.02).
Bremerton PA service wourkers showed a significant dgcréase in time allotted to
client intake between T; and T, {p = .019). Mo other significant inter- or
intrasite differences were founid.

For the Non-PA agencles, about 35 percent of the staff time was expended
on client intake and need identification, and about 65 percent on service
delivery and administration matters with roughly an equal distribution
between categories. Both Bremerton and Pioneer Square showed substantial
increases in time expended on client intake and need identification, and
substantial decresses in time expended on service delivery and administrative
natters at T,. However, no differences between or within sites were significant.

The mean and median number of cases per actual and optimum caseloads as
estimated by the service workers are shown in Table 10C. Also presented
are the mean and median number of new monthly intakes and monthly closures
and trangfers of cases.

For the PA agencies, the large differences in the average caseload per
staff member are striking. The average caseload in Bremerton was sbout one-
half of that in Bellingham ( 2 = 6.52, p <.10; ,°= 5.97, p <.10 at T, and T,
respectively.}. Moreover, tle average caseload in Pioneer Square was more z
than four times of that in Bellingham ( 2 = 13.75, p <.02; x% = 13.34, p <.02
at T, and T,, respectively}, These differences to some extent were paralleled
in service worker's estimate of optimum caseloads, i.e., Bremerton staff's
optimum caseload was about one-half of that in Bellingham (x2 = 6,60, p <.10 at
T, only), while the optimum caseload in Pioneer Square was nearly 3 times
gfeater than in Bellingham (2= 15.16, p<.002; 2 = 10.08, p <.02 at T; and
T3, respectively). The actual caseloads were repbrted to be 13 percent beyond
optimum level in Bremerton and 19 percent in Beliingham, but nearly 85 percent
beyond optimum level in Pioneer Square.

Bremerton PA staff members had 40 percent fewer new intakes monthly than
Bellingham, while the Pioneer Square had 67 percent more. The Bremerton staff
also had 34 percent fewer closures than Bellingham, while Pioneer Square staff
had 43 percent more. None of the differences between sites described above
were significant except the monthly intakes for Pioneer Square at Tz'( 2 = 8.53,
P <.05). A more revealing statistic 1s the relation between monthly ifitakes and
closures at each site. The Bremerton staff reported 13 percent more intakes
than closures per month, the Bellingham staff reported 43 percent more, and the
Ploneer Square staff reported 67 percent more. There were no significant changes
between T, and T except In Bellingham where there were fewer tcase closures per

staff memgera at'T, (p =.062).

99



In the Non~PA agencies, the relationships between sites vasically were
tie reverse of those found for the PA agencies. Bremerton's staff members

Bellingham. These differences 2180 were paralleled closely in the staff
members estimate of optimum caseloads. The actual taseloads were estimated
to be 43 percent beyond optimm level 4{n Bremerton, 47 percent beyond in
Bellingham, and 23 percent beyond in Pioneer Square,.

Non-PA staff members in Bellingham and Pioneer Square had a comparable
number of intakes and case closures each month with the number of intakes
approximately equal to the number of closures. The Non-PA staff ip Bremerton
also showed case closures comparable to the other sites, but had nearly
doubled the monthly intakes, However, the differences between Non-PA agencies
were not statistically significant, and there were no significant changes
aver time,

The PA service workers at each site estimated that ahout 50 percent or
more of their current cases would stil} be on-going at the end of 3 months,
Indeed, Pioneer Square staff estimated that 50 percent of their cases would
be continued at least as long as 12 monthe, In Bremerton, the estimated
continuances dropped to about 35 Peércent at the end of 6 months, and to less
than 10 percent after 12 months, The corresponding percentages in Bellinghanm
were about 40 and 20 percent at the end of 6 and 12 months, respectively. The

ig the number of estimated continuances after 12 months (xz = 8.14, p <.05;
x° = 8.14, p .05; x° = 5.97, p <.10 at Ty and T,, respectively). No changes
between T1 and T, were evident at any site.

In the Non-PA agencies, the estimated continuances at the end of 12 months
remained about 50 percent inp Bremerton and Bellingham, and about 25 percent 6
in Pioneer Square, This latter difference between Pioneer Square and Bellingham
was significant at the ,10 level (x“ = 6.42). No other differences or changes
were found,

The PA staff members 1in Bremerton and Bellingham noted accomplishment of
service goals or changes in the client’s circumstances as the most frequent
reasons for case closures. The PA staff in Pioneer Square declared that most
case closures could be attributed to relocation of the client, changes in the
client's circumstances, or unattsinable service goals, and only infrequently
to accomplishment of service goals. The above description is also applicable
to the Non-PA staffs at each site,

5} Information sharing, Table 11C summarizes the staff rassporses to items
about information sharing within the service delivery system and within higher
organization levels of the pProgram.

Other than in Piloneer Square and Bellingham at T » PA service workers
generally reported that their clients were well informed of the available
services. The PA staff members in Bremerton also stated that frequent attempts
i

Percentages based on Tl data only; no data reported at Tz.
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were made to update information comcerning current policy decisions within their
programs and within DSHS, and concerning changes in state or federal regulations.
The PA staff in Bellingham felt that there were only occasional or infrequent
attempts to provide such information. The Ploneer Square staff responded
similarly to Bellingham at T _, but reported more frequent attempts to provide
sdministrative Information a% Ty, : :

The majority of all Non-PA staff membera asserted that their clients vere
well informed of the available services. Service workers in Bellingham aiso
reported access to current information about local and DSHS policy decisions,
and changes in state or federal regulations, while the staff members in
Bremerton and Pioneer Square generally indicated that such information was
provided only occasionally.

For PA agencies, the Bremerton staff reported greater access than the
Bellingham staff to information about local policy decisions ( 2 = 12.19,
p .02), and DSHS policy decisions ( “ = 12.81, p_4.02) at T,, and about
changes in state and federal regpulations at T, (x2 = 6,71, p %.10) and at
T, { 2 = 7.02, pe.10). No significant differences were found between Ploneer
Square and Bellingham. The only significant intra-site change found Bellingham
PA staff members reporting more informed clients at T2 {p = ¢.002).

Significant differences between the Non-PA agencies disclosed that service
workers in Pioneer Square were less frequently informed about local policy
decislons at ’I‘2 (.2 = 7,50, p <.10) and about changes in state or federal
regulations at”T ? 2-8.16. p <.05) and at T, ((2=7.50, p <.10). No other
differences or chaflges were significant.

6) Contact and cooperation between agencies. The frequency of contacts
by service workers with other agencies or individuals in an attempt to provide
c¢lient services is shown in Table 12C.

The most frequent agencies contacted by PA staff members were PA Financial
Services and private agencies or individuals with more than 60 percent of the
staff members reporting contacts once per week or more on behalf of their
elients. DVR was also a frequent reciplent of the contacts made by PA staff
members in Pioneer Square at T,. Pioneer Square service yorkers had significantly
more contacts than the Bellingham staff with DVR at Ti (x2 = 14,19, p <.002) and
with private or other agencies and individuals at T, “(, 2 = 8.89, p <.05). ¥o
other differences between sites were significant, gign}ficant changes between
T1 and T, showed increased contacts with Institutions in Bremerton (p = .062);
increased contacts with DVR (p = ,073) and decreased contacts with state agencies
other than DSHS (p = .073) in Bellingham; and increased contacts with private
or ¢ther agencies and individuals in Pioneer Square (p = .062).

For the Non-PA agencies, the greatest frequency of contacts was with FA
Social Services and private agencies or individuals in Bremerton and Bellingham.
Bellingham's staff members also had frequent contacts with Employment Security.
Private agencies or individuals were by far the most frequent recipients of
contacts by service workers in Pioneer Square with PA Financial Services and
Employment Security next in frequency of contacts. However, no inter- or intra-
site differences were found to be significant for the Non~FA agencies.
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The PA staff members in Bremerton and Bellingham reported that approxi~
mately 25 percent of their clients were referred from PA Financial services,
1N to 15 percent from other DSHS programs, and 15 to 20 percent from agencies
cutgide DSHS. The PA staff in Pioneer Square stated that about 35 percent
of their clients were referred from PA Financial Services, 5 percent from
other DSHS programs, and about 10 percent from outside agencies, The only
significant inter-gite differences showed Bremerton PA with a greater per-—
centage of clients than Bellingham referred from DSHS agencies other than PA
Financial Servicea at T 2= 6.32, p £.10). Only Bremerton and Bellingham
showed any changes over time with a greater percentage of clients referred
from outside agencies at T, for both sites (p = .006 and .055, respectively).

The Non-PA staffs reported that the great majority of their clients were
referred from outside agencies. Less than 15 percent of the Non~PA clients
were referred by other DSHS programs in Bremerton and Bellingham, and less than
25 percent in Pioneer Square. No differences were found to be significant, and
no changes over time were evident.

A summary of staff responses indicating the extent of cooperation between
programs within and without DSHS particularly with respect to referrals is
shown in Tables 13C and 14C, .

In the PA agencies, more than 90 percent of the staff in Bremerton, 80
percent in Bellingham, and 60 percent in Piloneer Square generally felt that
there was a cooperative effort between DSHS programs. The majority of staff
members in Bremerton stated that referrals within DSHS programs were frequently
followed up by the initiating agency, while the staff in Bellingham and Pioneer
Square suggested that follow-ups were relatively infrequent., The majority of
all service workers reported that there was seldom notification of action taken
with respect to thelr clients by other DSHS programs. Inappropriate referrals
within DSHS programs was considered to be a relatively minor occurrence at all
three sites, but the PA staff members in Pioneer Square felt that it occurred
more often than did the staff in Bellingham at Ty ( 2 = 9.79, p <.02). No
other inter-site differences were significant, and oﬁly the Bellingham PA
staff showed a significant change over time with greater notification of action
taken by other DSHS agencies at T2 {p = .011),

For programs cutside DSHS, virtually all PA staff members in Bremerton
ard Bellingham, and about 53 percent in Ploneer Square indicated cooperative
efforts. The majority of all PA service workers reported frequent conferen~
ces with outside agencles prior to referring their clients. The majority
also reported that there were frequent or at least occasional follow-ups on
referrals to outside agencies, but there was only rarely notification of
action taken by outside agencies, particularly in Pioneer Square. Inappro~
priate referrals to outside agencies was not considered to be a frequent
occurrence, but Pioneer Square PA staff members felt that it occurred more
often than did the staff in Bellingham at T, (.2 = 7.13, p <.10). The Ploneer
Square service workers also indicated that there was less notification of
action taken by outside agencies than did staff in Bellingham at T (x2 = 9,22,
p <.02). No differences were found between Bremerton and Bellingﬂam PA.
Significant changes over time showed Bremerton with more frequent follow-ups of
referrals (p = .062), Bellingham with more frequent conferences prior to
referrals (p = .002), and Pioneer Square with less frequent inappropriate

referralg (p = .062) at Tz.
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For the Non-PA agencies, there was a general feeling of cooperation with
poth Programs within and outside of DSHS. The majority of Non-PA staff members
reported that there were follow-ups on referrals to DSHS and outside programs,
put there was considerable disagreement st the three sites as to the frequency
that notification was given on the action taken. Most service workers also
reported conferring with outside agencies prior to referrals. Inappropriate
referrals to either DSHS or outside agencies were not coneidered to be an im-
ortant concern. The only significant differences found between sites revealed

trat Pioneer Square reported fewer follow-ups of referrals to other DSHS
programs at T, (x2 - 8.84, p <.05). No changes between T, and T, were evident.

Service-Community Survey

The SCS was designed to determine the coordination of health and social
services within the community as a whole by assessing the opiniouns and know-
ledge of service workers associated with various community service sgencies.
The SCS instrument was directed specifically towards evaluating the extent of
contact, communication and cooperation between service agencies within the

ecomrunity.

Respondents were required to indicate the frequency of specific situations
described by SCS items. As with some tables reported in previous sections of
this report, the SCS summary tables present only percentages for dichotomized
responses, i.e., frequent-infrequent. The Kolmogorov—~Suirnov large-sample
techniques was used in the evaluation of between site differences, while the
gign test was used to determine response changes between Tl and Tz.

1} Contact end cooperation between community service agencies. RBetween
50 and 60 percent of community gervice workera at the three sites reported
that more than one-half of their clients were receiving services at other
agencies. The frequency of service worker's estimates of thelr contacts
vith other community agencles in order to provide client services is presented

in Table ID.

DSHS programs were the major recipients of contacts with approximately 55
percent of the service workera in Bremerton and Bellingham, and 65 percent in
Ploneer Gquare reporting at least weekly contacts. Between 30 and 40 percent
of the service workers in Bremerton and Bellingham also indicated st least
weekly contacts with other state, jocal or federal agencies, while less than
20 percent so indicated with respect to private agencles. However, the majority
of service workers in Ploneer Square noted at least weekly contacts with both

private and public agencies other than DSHS.

n Pioneer Square made significantly more contacts
with private agencies at T. and T, (p <.001), and with other public non-DSHS
agencies at Tl (p <.0S5) than did %he gservice workers in Bellingham. No
differences were observed between Bremerton and Bellingham, Significant intra-
site changes revealed increased contacts with private agencies in Bremerton and
Bellingham (p = .039 & .09, respectively), and increased contacts with DSHS

agencies in Bremerton (p = .032).

Community service workers i
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Sexvice worker's evaluation of the contacts and cooperation between
agencies within the community are presented in Table 2D. About 85 percent
of the service workers in Bremerton and Bellingham, and 70 percent in
Pioneer Square reported that there usually was cooperation between local
service agencies. Less than 5 percent in Bremerton and Bellingham felt that
there were feelings of competition or rivalry between local service agencies,
while about 15 percent in Ploneer Square reported such feelings.

Between 75 and 85 percent of the service workers at each site stated
that information was furnished their clients about the services offered by
other agencles within the area, and nearly %0 percent indicated that
frequent referrals were made to the other agencies when the appropriate
services vere not available within their own program. However, only about
50 percent in Bremerton and Bellingham, and 65 percent in Pioneer Square
reported making contacts with the other agencies prior to referring their
clients. Approximately 90 percent of all service workers reportedly did not
feel uncomfortable about contacting other programs regarding referrals. The
su vess rate of referrals to other service agencies was estimated to be be-
‘tween 45 and 55 percent at the three sites.

The only significant inter—site difference revealed that Pioneer Square
had more service workers than Bellingham contacting other agencies prior to
referrals at T, (P «.05). Significant changes at T, showed service workers
in Pioneer Square reporting less cooperation between community service
agencies (p = .09); and fewer contacts prior Lo referrals to other service
agencies (p = .09). Pioneer Square service workers also reported significantly
greater provision of information to their clients about other service agencies
(p = .073). Ko other changes over time were found for the other sites.

2) Communication between service agenclies. A summary of service worker's
regponses to items relative to information sharing between agencies is re-
flected in Table 3D.

Legss than 20 percent of the service workers at each site reported frequently
being uninformed about the other community service sgencies. About 15 percent
in Bremerton and Bellingham, and 25 percent in Pioneer Square felt that there
was unnecessary duplication of services by the community programs., Moreover,
less than 10 percent of all service workers reported being insufficiently ac-
quainted with the referral resources within the community, but more than 75
percent Indicated only cccasional or infrequent notification of important
changes in the policies of other service programs. Less than 20 percent in
Bremerton and Bellingham, and 35 percent in Pioneer Square reported that
clients referred to their agencies were frequently misinformed of the services
available.

‘The only difference between sites showed that community service workers
in Pioneer Square had significantly more incoming misinformed referrals than
in Bellingham at T, (p <.05). Significant changes over time revealed in-
creased knowledge of other programs in Bremerton (p = .095) and in Pioneer
Square (p = ,09); increased notification of changes in policy by other pro-
grams in Bellingham (p ~ .026); and fewer misinformed referrals in Bremerton
{p = .025}.
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TABLE 1B

PERCENTACE OF CLIENTS AT T1 ARD T2 RECETVING PARTICULAR SERVICES

Bremerton Bellingham Pioneer Square

PA DYR APLP PA DVR  APRLY PA DVR

. Basic Education .01 .02 .02 .00 04 .00 .00 .09
Employment .08 L0b .15 W11 .11 14 i3] L13
Education or Job Training L4 L64 .11 .02 .61 .08 .02 .65
Hedical or Dental 39 00 .09 | .15 00 .10 ]| .75 Leo

Assistance

Counseling A .12 LAl DAl 04 .35 12 3 )
Bousing .11 .00 3 L1 (0 .03 .27 W01
Day Care .0% 00 .00 .05 01 0 .03 00
¥ood Stamps La2 01 12 .16 .00 W13 L 67 00
Financial Crants 80 .3 L4 .BO 3o 0% .92 .81
Housekeeper Services B4 .01 00 .16 00 .01 .03 .00
Cther L3 .01 .00 N .01 O .02 G5
Kumber of Clients 146 141 g2 185 108 . 127 126 132
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DATA COLLECTION INSTRUMENTS

Tike LxrPEnpiTRe Fonus

Ent' s Nawe, Lace Ho, orrice
TLucatier:]
O, Acrivirv{s} ar LoweTw
of THe I Miwuils
: Dsnecy [Parra~[ContsctfOTHER
Kamr or B. Dare €. Coaewt Newofr) COntacT] womk [WITH {arccrry) L. Comracys st/ on
Workka {er treciras) WITH “1orrexs RLFENAALY FEa LEIavEes
Oy Kren Pra Lot Lo 1ont i
L
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) TR
c
it
€
H
€
MEpg InstAUCHioN SHELT Tor DOFinaTicn oF Couune Hoaomad 150 Restanch Q2 ' RO/
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SERVICE WORKIR ASSISDMINT OF CLIENT RiEDS .

fier the enlry interviey, assess what woy Pelicve pre whe client'z necas. Circle thu -
» [clicnt’s zpecific noeds in g given cane oty {you rsy circle wore than one in B given

catngnry) amt/or specify the need if 4t jc mot listel,

I

1'

SOUSING: A roon for one or two nigh
A Transportation to food bank? / Other {speeify)

Bedding? / Scusonal clothing storazed / other (specify)

Jizip with o dyug problcu! / Other {uyncley)

pota Lhe clicnt need eny of the followlirg?
[}

157 / Vousirg for & zmonth or longer? /

.z heme care? / Low income housing? / Other {zpeeify)

Foster home care? / Wursis

MONEY: A Tew dollars to got by?! / Repuler inconst / Supplemental income? /
Cther {speeily)

FOOD: Meals for & few deys? / A place to cook? / Foodsiamps? /

CLOTHRIS: Cliothes? / Werm clothes? / York clothes? / A place to wash clothes? /

WOKE: Hedp finding n Joht / Job training? / Vere schooling? /
Rending and wiiting ekdlls? / other {eceify)

TUEATAET:  Nedlesl carc? / Deaial cove? [ Rye glasaes? / flelyp with & drinking problua? /

COUNGELING: Melp with parringe or ftwnily problcus? / Help vith child rearing? /

Jlely with inccme or finsneiol planning?

Jelp with vocationsl prodlems or plaaning? / liely with personal problezs?
Other {specify)}

OTHER HEDDS: Lepal nid? / Transperistion? / Day care? / Birth control information? /

) A place to receive mail, calls and messoges? / Hecreaticen? ]

Consuscr buying inform.tion? f Home rurnishings? / other (speeify)

Browativi:  (specify)

Aty

2.

3.

of the neodn indiented, which 4o you feel i5 the elient's nost iruport:;ut. need?
Eoter (1) wiens oin? £ Yl

Yhich do you vl it noxt post duporianti? [nry {og o s Biuw G 3t
f

L. Wnich iteom do you feel is least dmporimm? FALEr 3] haout S0t O 3L
Client's nanme : - tate
Bervice Werhier ; _bifice

{Locii:ong
Cilient did ROGL ALpuny Jud ajpoimint,

15D Research UL
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CLIENT KIEDS ASSLESMENT IKTERVIEW

JRITHUCTTINS . Hefore you begin the interviow, teil the chient: 'We sre trying o evaluntoe
mt Improve the services the State pives to peanle ond eortainly would apnreclate your help. ¢
Fliiu Interview 1 entirely voluntary bet only consists of a fow guestions amd wili Just take
N oainate or o, @ ocan assere ¥ou (At your responses are confidential and La ne way will

nffect the helr you mny receive,”

i, Do you necd any of the fplicwing: .

ousine: A room for one or tws nights / Housing for a month or lenger { Faster home
care / Nursisg home erre / Lew dncome housing / Other {specify)

S HOREY: A few dollars to got by / Repular ineexe / Supplemental {ncome } Other
{specify)
_._FoDlx, Meals fer o fow davs [ A place o cooh / Foodstamps / Transpertatien to food

bank / Other {specify}

R A L1+ H Clethes [ Warm clothes / Work elathes / A place to wash clothes ! Bedding /7
Sensonal clothiing stovage / Other {specify)

__WOik: Help [ieding & 3eb / Job tratning 7 More schooling / Reading and vriting
skilis J Other {specify;

e JREATHERC:  Medical care [ Benta) eare / Eve ploxses / Help with a drinking prodlem /
felp with a drog problen / Other {specify) ]

—OOULSELING:  Help with mavrisge or family problems f Help with child rearing /
Ielp with inceme er financial planning / lielp with vocatioral problems or
planning / hicip with personel problems / QOther {specify)

o OTHER KELDS: Legal aid / Transportaztion / Day cave / Birth control information /
A plnce te receive risll, calls and wessages / Recreatfen / Beip wvith bouschinld
chores / Uersveer buying information 7 Eeme furmishings / Otlr (specify)_

. INFORMATION: {rpecify:

7. Ol the needs_you fndiczted {road pocl, {tem {indicated), vhich do you feel ix most
imporeant? fFnter {iY alors cida pf gree!

3. V¥idch de you feel is noxt must Smportant? Enter () alone ite nf §iee.

4. ¥hich fjon do yuu-fcc! Is least frmpertant? Jnter £3- aiens 1é. mr :znrf
Clicat's nacr "&ex M F Date
'Iltt-n‘hu.'r:ﬁu___ . Offfce

fioratio:}

188 feseareh (31

Tutereles attranted, unible (e cegpdeie,
K 2/21073
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CLIERT FOLLOW-UP FORM

Mhen you first eamr In for servieces at on

our rescarch stafi asked you what you needed, AL that tics ¥ou felt your
needs were:

Which of rthese did Hos long was it hefore veou .
you receive! {chock) recetved this help?

Were you satisficd with the help vou recelvad?
very satis{ied _ satisfied _ newrval __ cissatis{ied _ very dissatisficd

Vere you referred other places for the services thls office could not previde
for you? ves o If ycs, were there places able to help you? yos ne

15D Research 19
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CLIENT SURVEY

~ T

Is the office in a convenicent location?

Po you fecel that the peonle at Olympic
Center are friendly and courteous?

Dz jyou fecl that you know cnoush about
the kind of help available at Olympic
Center?

Po you feal that you have to answer the
same kKinds of guestions over and over
again in order to get service?

Do you feel that you have to £ill out
too many forms in order to get service?

Do you feel that you often have to wait
toe long to talk with your service
worker?

Do you feel that you have to go back to
Olympic Center more times than should
be necessary to get help?

Do you feel that your sérvice worker
really understands your nceds?

Do you feel that the people at Olympic
Center take time o explain things to
you?

Does your service worker spend enough
time with you?

Do you feel thet your service worker
really cares about what happens to you?

Do you feel free to ask questions of
your service worker?

In genperal, are you satisfiod with the
helpryou are gelting at Olympic Centor?

Do you fecl that you can get help when
you nced it?

161

¥Yes Somewhat

L7
L7 L7

N

L7 L7

L7 L7
L7 L7

7 I

NN
NI

Q
NEENERNERNERN N

No

L7

NINIENERNEEN
NIENEENEENEENEEN

L7
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N

N

N
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15,

16,

iz,

iy,

1Y,

20,

2).

22,

23,

Bo you feel free to maka complaints
1f you are dissatisfied with the help
You get at Clympic Center?

Do you feel complaints by clients
are effective?

If you had a fricnd who needeg help,
would you send himsher to Olympic
Center? )

Pon'e

Yes Somewhat No Know

L7
L7

NN
N

L7 L7 17

How @id you first find cut about the service(s) YOu Are now reccivirg?

e—.a friend or re?
—f Community orc
——® pamprklor or o

printed materia

What type of help are you getting?

housing servicos
help finding Gl
e Bducaticon or training
day care
e MEEical or dental care
counseling

[——

Jood scqr-

S ol i 14

(c.g., porseonal problems, family broblems}
3

&n gutreach or other state
WOrker from the office
other {spocify)

{cheek one orv more)

1 <
other {plcasc specify

Po you foel that ¥Ou are getting the help vou need moct?

yes SOMoWhL L no

yes Eomawhal re

e =

If not, what alse do You need?

don't know
Do you feel that You are cotting 51 the help you neeg?
—gon't know .

{aprcify below)

Did the tvonie g o Clveplic Center send you to other places to aot

help?

. ¥YCS no
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24,

25,
26,
217.
28.

29.
30,

a1,

32,

33,
34,

If yes, where did they send you? ({specify below)

In-gencral, were these places able to help you?

- ¥
ves somewhat RO don’t know

On the basis of your experience with Olympic Center, what changes
would you like to see made? (specify)

Have you previcusly received help from & social service agency?

yes no

——

If yes, were you generally satisfied with those services?

yes somewhat no don't know

hge: (éheck one} under 26 36 ~ 50
26 ~ 35 over 50
Sex: {circlie one} M F

Educaticn: {check onc}

e 0~8 vears grade school ——BOme college

—__some high school e College graduate

e Dign school graduate e Other schooling {(pleauc
or GED sprcify)

Marital Status: (pleasc check one)

single married divorced or separated widowed

T YOU ARE RECETVING EMPLOYMENT RELATID SIEVICES, PLEASE ANSWER

ey =l ST

QULSTIONS 33 TO 38

Are you in a Vocaticnal Rehabilitation (DVR) Program? yes no

What type of help are you getting? (check one or more?

basic education (reading and writing)

help finding & job

help getting jebh training or further education
help selving personal probloms

heip solving b physical disability, health or
doental problem

r

L

other (spocify)
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35,

Are you getting the type of help You wanted?

yes somewhat no don't know
36. If you are getting jeb training, whae kingd of training are you
getting?
A7, In general, are you Satisfied with the help you have received?
yes somewvhat ho don't know
3. On the basis of vou
see made?

I miperience,
{specrsy be lw)

[o—

WhETt changes vearlg

¥ou lilic 2o
AE YOU RECRIVT prammersns ASEYSTACE, PLEASE ANSWIR ITEMS 39 7O 43
39. Arec yen deTing o check from the FPublic assistanee effice?
(check one)
——¥C5 ___no
40, Doce Your regular check Lrrive on time ¢ach month?
B Wy e WS T L e SOMELImes | pever
41. How long was it besore You received your firey check?
O days or lezs —_7-14 Qays e 1520 days

THARK you
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- Kumber:

Pnte:

ETAFF SURVEY 1

This guestionnaire deals with a varfety of issues relating to the
Departient of Secial and Health Serviees. Your snswers to these gues~
tions will play an important part in determining the policies and
procedures of the Multi-Service Delivery Systen. Therefore, we hope
that you will be as accurate and as honest as possible. A}l the ro-
sponscs wo yeecive [rom this questionnnsre will bo cosiplled and onalvzed
as & whole; your swdividual responses will be kept envirely confidential
wnd all qaestxcnnalxgs will be dcstroycd when we complete the overall
enalysis,

There are two terms wsed throughout this gucstionnaire which should
be clarified. The first of these is “propram.” A program is an indi~
vidual department within DEIS,  Some oxazpies of programss are Veteran
Alfpirs, Juvenile Parole, and Pueblic Assistance. The other term useid
fs “outside ageney.” This refers to auy secisl or health depsrtment
outside of DSE3, specifically those to whoem you refer your clicnts or
who refer cliensts to you. Some oxomples of outside sgencies are Red
Cyoss and Crisis Cijnic.

The format of this questionnaire is fafivly simple.  jJlowever, there
are some puestions which sminy necd further erplanaticn. 10 the quostion
asks you to "check one response eategory,’ please cheek one sad only
ohe of 1he catepories presested, Do careful not to chock more than
one response, Lur pleare answer every question.  1f you do not know the
answey or if the question docs not apply to you, check the box entitled
"HON'Y ENOS/UDLS NOT APPLY."

On the following kind of guestion, be sure to place your check )
nark in the middle of the most approprizte box, not on the divxding
line belween boxes,

EXAMPLE :

ALWAYS
GUINTLY
Ly

FRIOOY

Clicents have to wail too
Jor{ to se¢ a worker when
they goetl here & . 4 4 . 0 0 v w4

I\"._'\‘!.ft

w ROUNTINES
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If the question asks you to "rank” the given Tesponse categories,
Flease rank eacy and pvery category. Do not leave an' lines blank for
this type of question, :

S EXAMPLE: ..

The reasen clionts have te wait so leng when they get here is
because: {Plesse rank from b to 5; 1 = moxy frequent feason,
§ = least frequent reason.,)

i_ 2 they nren't Frompl eanugh
3 I am busy
4 they get lost in the buildingp

1 they didn't set Up an appointment

LT —

] appolhtucnts were not cfficieontly scheduled

Aradn, we would 1ike 1o sivess thut ¥our responses are fmporiant’
for the frpieacntation aml evaluation of the forure Multi-Service Pelijvery
Bystem. ¥We¢ appreciaie Your time and effort is completing the guestion-
hnire which follows.

1&f



Lurrent Job Title

DSHS Progran

Eervice Specialiy {if applicable)

¥ar egach of the follovizg statenmonts,
please cheek the response category
which best describes how you feel
about your clicnts:

My clicnts reccive all the services they

85K fOT & 4 4 v b s b e v e s e e s e .
My clicnis' needs are accurately tdentifiod.

¥y clieats don'{ reoecive all the services
they noed o 0 0 0 v 0 e 0 e e w s at e e e s

¥y clienis receive services they don't need,

Those of my clients who need only onc service
have to explain thesr problem to more than
oeng person within BDSES . . . . L 4 0 4 4

My clients have to make ioo manpy trips to
PSHS te get the help they need o o 0 o . .

My clicnts tee their worker(s) en a regular,
scheduled bagis , &, . . . o 0 . v v . . .

My clicnts arc able to sce their worker(s)
withiout an apPoOINLEEB . v . . s 4 b w4 a4

My clients gei help when they need 3t 0 .

Those ef my clicnts who need more than ence
service receive overlapping scrvices from
differvenst DELS progrons e e e e e e
Those of ny clients who are referred to other

prosrass witlon DSEE arc follewed up Ey the
propgruas Lhat rinkes the yelferral o 0 . 0 0

167
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2. {Concluded)

Those of ny clieats whe are referrcd to
sgencies cuiside of BEHS are folloved up , .

My clients arc referred to inappropriate
prograns within ESHEZ o o v 0 v 0 0 e s e

My clicnts are referred to inappropriale
sgencies outside of PSHES o . 0 vy 0 0 0 e

My clicnis’ complaints are acted upon in'a
timely and approprisle RANNCT . o o o 5 s s

My c¢lients are well informed of the soEvices
. for which they are eligible o o . 0 v o 0 s
Those of my clienis wha need more Lthan une
rervice are rogquired e provide the taee
Infursation ore than once in filling
cut fOrEas . 0 v e v v e e e e e oA e e s

Those of ny clients who necd only onc
gorvice are reguired e provide the same
snfermation nore than once in filling
Ouf FOITIS 4 « + 4 2 & » " 4 % & ¥ # ¥ 4 v

My clients Rave to fill out too many forms .

My clients' case records are revicwed on
A oTepular Basis o o . r e 0 e roa e ow o

My clients becowe self-sulficient as
quickly as they should o . 0 we 0 s s @ v e

My clicnts view the services which they
yecefve o5 belpful o o o 0 s s 0 0 e e s ey

Crses are net terminaicd or soon as they
shouled Be o L 4 - o s e e e e e s e e

Caree are tesasmnd before the client gets
the hietp that e nevdss o 0 0 w0 s 0w

b
<)
b &
P b3
B Z8
e - Pl
R A A
;:CY:»:;:-"—-:‘:’VE
T B HEE 2 BN )
HEFTHEE
I 'i
i 1
1
1




.

4.

5.

Ccherally, the client Is better served in:
{Mlease check only one response)

HIS HOME

B A bt

Youn OFFICE
COUMINATION OF IIIS HOME AND YOUR OFFICE
DOES KOT MATTER

DON'T KxOW

¥hat porcentage of your clignts know what servites they need when
they first come to BSHS? (Plcase check one response}

KONE -

1 - 25 PERCEXT

26 ~ 50 PERCENT

51 - 75 PERCENT

76 - 100 PURCENT

At bt
R e
e
e ok .

DON 'Y KNOW

¥hai perceniape of your clicpis are seen in their Lomes?
{Pleasc check one responsel

KONT

J -~ 25 PERCENT
26 « 50 PERCENT
51 ; 75 PERCENT
76 ~ 100 PERCENT

pOX'T KNOW

EE———}
-

A4 el

[T

USRS

RS

RE———
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¥hat percentage of your clients: {piense specily pereentage for
each eatleogory:  tousd should cquat :g0 pereest)

s WALK IN OR CALL 1¥

ARE REFLLRLD Frou FINANCIAL SERvICES

ARE REFﬁRHﬁD FHOH‘AN01TER SEAVICE pRrosmay WITIHIN peys
ARE RE:giiam FROU AN GUTIIDE 6GENEY

ALE ASSICNED WITHOUT ny ESONLIDGE o HO& THLY GET npyp

OTHER IMease specify

On {he aerare, whnt perzeatane of your clients recefve sfervices
from other service PrOgrams witlhin DOHSY (liecasce specify percent)

PLROLNT
S ——

. bhoxtT Baow

an the average, what Poveentags of your clients receive fervices
fron one or more ouiside apencies? (Please Spocifly percent)

PLRCEST
e,

BON*T kXNOw
————

n, If your clients receive services from ONe Oy more outside
Bpencics, what ape those agencies?
(Hlease yan': by frequency of use)

e o LI HTRTTY 0 use

.

2,

170



10,

1.

12.

i3.

14,

&n the svevage, how rany clients de you have contact with per month?
{Please specify nuaber of elienis)

CLIENTS

DONYT KNCY

What percentage of your tinme is spent on:  {Please speeify porcent

for ench eategmory; total should equal 10U pcrccnt)
InFARE

NEED IDENTIFICATION

DELIVERY OF SERVICES

ADMINESTRATIVE MATTERS

L
]

OTHER  Pleasce specifly

On the avernpe, how many new onses do ydu get peyr month?
{Please specify nuuber of cases)

CABLS

whal s the size of your curront caselond? (Plcﬁse specify numbor
of tases) T

CASES

¥uai would be an oplimum cascioad for you? (Pleasce speeify numhég
of gases)

CASES

©n the averope, how many cases do you close or transfer per menth?
{Pleasc specify nunber of cases)

CABIS

i71



¥5. ¥hen you close a case, s it beecause:r (Please rank from 1 t

21

il

1 = most frc%ucnt reason, & = least froquend reason)
EERVICE COALS ARE ACCOUPLISILD
SERVICE COALS ARE UNATTAINADLE
' ’ CLIENT KO LO,\'G_‘SII YANYS SERVICES
CLIYNT RAS MOVED oR DIED

OTINR  Please specify

D e ———

16. ¥hat percentape of Your gurrent caselond do you cxpect to stiil

¥7,

have:  (Please epecify perceat for each responee ) cach resnoneo
s, Sl S PERPOREC I

should equal 100 pereont or less) . «
OXE NONTI FROW NOw
THREE RONTHS FROW NOw
SIX MONYNS YROY N0W
RO
[ Tej
OKE YiAR FROUM NOW =
] o >
. E; v -
-
For each of the following statements ploase = e
cheek the response entegovy which hest e fEI Ay
. describes how vou feel about the elient & wiSr e f,] L’
in your service progran: 2algi=1z
’ ]G oo
R wis|¥iz)e
In general, clients arc treated with dignity
In general, clicnts have to put forth a lot
of tire and effort 1o get the help they need,
Yhere f« an nltenpt within the systen o
wake the client feel comforiabice . . , , . .,
In pencral, clienis are able to rofuse S0Me
Borvices amd £ti]l reccive others . . ., L .
The Aduindstration within CAOBEOSIM Cares
sbout what happens to rmy ¢lient . . . . . . . J H
r
The Adodindobrstion of Olgonis eerer aboat
what happens to Ry clienty L L, L L L L R j
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5
[+%
. . T o
18, Yor cach of the folloving statenents, 1 o 9 ;
please check the yospanse €ategory which wl o £ - i o
bost describes how you feel: DAY S S =
! el E Y = LW
al 2t el = =R
2| E 8| & 5 =
Rules and regulations within my progranm
prohibit me from giving the clicnt what
thlC‘Cdﬁ4...----:cu»uxcc-o M L

! find adednistrative policy decisions within
the program a help in providing services to
D T

T find administrative policy decisions within -
‘the progran a hindrance in providiag scervices

tomy €lients . . ., L 4 i u h e w e e e

} an able to participate im making policy
decisfons within my pregram . . . . . . . .

J anm adequately informed of adninistrative
policy dreisfons in my propram . . 4 . . . .

1 sm ndeguately informed of adninistrative
policy decisions $n BSES . ., . . . . . . .

1 am sdequately informed of changes in Siate
and Feaderal regulations . L, . v v . v v e a

1 wm able to do 2 good job feor my client .,

1 have cnough time to give the client what
he needs & 0 0 L L L L L . s e e s e e s e s

1 zpend too much time filling out forms ., ,

Y spend too puch time triveling to see ny
clients . . . L. 0. L L L e e .

.

I have adequntie personal frcedom in my job.

Y. om held nccountable for what J do *n
belping my cloetit o 4 L 4 v . 0w e .

} have adeguate supervisien din what 1 am doing

P ooam able to vencdily ebtain assistance fros ny
Ruperviror in dealiag waith client probleas
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18,

{Concluded}

J confer .ith outside agencies before I

yeler my clicnt to then o v v v 0 v v

T am notificd when another program within
P5HS terninaies or Iakes action onx ohe
of my CILERLE « o o v v e e e e w e v e

I em nolificd when an agency outside of DSHS
‘teyminotes or takes nctien on one ol my

10,

elienls o . ¢ o a4 b x4 x o ke v

I find that ¢lient appeinirients arc
effsciently scheduled . v v+ v 4 5

I do the kind of work for which I was
tratned & 0 4 4 4 s s o= ok 4= s w e

L}

2

1 o Rble to work cooperatively with staf{
poembers ©f othcor progroms wathin D505 . .

For cach of {he follewing statomeats,

'p}oaﬁc check the response catepory which

best cdeseribes ko you feei:

I lhave the opporiunity to change ny

Etaff position o o « 4 » o & v s 2 b

1 have the opportuaity 1o advance my

staff position o . .« 0 v w o= 4 s e

3 am able to obirin the in-scrvice

{raining that 1 nced to do ey Jeb . .

1 have adeguate working space . . . o«

1 have adegunie of fige cquipnont Lo,
T have adegquate privacy o . v s 0w s

I lave adeguate rleprpeal rapnort oo, .
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20, 1 goncrally find the work I do tLa be;
{Plcasc eircle one number on cach l1ne)

(2) interesting . , . .. 3 2 3 4 5, ., dull

(b) difficult LI T T R Y } 2 3 4 8 + » » DREY

{c} reguiring much requiring kitile
Bkillﬂlliclt‘ 12345..._5’(111 :

{d) dmportant ., . ., .. Y 2 3 4 5,.. unimportant
{2) appreciated . ., . . 1 2 3 4 5, ., unspprecisren

1) matisfying . v v o .« )1 2 3 4 5, ., . frustrating

Cg) requiring much regquiring litile
dedication . « . . 1 ¥ 3 4 5, ., dedication
€h) requiring initiative requiring no ini-

tiative or good
Judgnent

o
.
.
-

and geod judgment ., i 2 3 4

(1) reguiring much
refereace to

mamwals . . . . ., ., 1 2 3 4 purely intuitivo

Lh
L
-
+

2}, PFlcose rank the following progranms in order of their:

a. Cooperativeness (Please rank each response catcgor§ fron
1 to 8; 1 = mosl cooperative, b = lenst cooperative. f
you have not hoad contact willh one or more of the programs,
plcase do not include them in the rankins. )

ADULT PROBATICN AND PARGLE

JUVENILE PAROLE

"PULULIC ASSISTANCL: ADULT UNIT

PUBLIC ASSISTANCL: FAMILY AND CHILDREN 0T

PUBLIC ASRISTANCE:  TRAINING UNIT

YETRLARS AFFAIRS

VOCATIONAL 1EHADILITATION

YOUTH Sinvicos

111
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g1, {Concluded)

b, FEfficicney (Please rank gach regponse category from 1 to 8;
1 = most offscicnt, 8 = least efficient. If you have not
had contact with ene or more ef the programs, please do pot
inelude them an tha ranking.)

ADULT PROSATION AND PARCLE

JUWEXILE PAROLE

PUPLIC ASSTSTANCE:  ADULT BNIT

PUDLIC ASSISTANCE: FANILY AND GHILDRUN UNIT
PUBLIC ASSISTANCE: TRAINIXG UNIT

YOITRANS AFPALLS .

YOUATION L &

SITRITATICN
YOUTH STRVICES .

Ce Eliﬁiklﬁﬁifii {Please rank gach responsce category from 1 to 8
Y = rost viigcrive, § = least olifective, IS you bave net had
contact with onc or more of the proprans ‘plosse do not inelude
thewr in Lhe yanningZ,

ADULT PEOZATION A0D PARGLE

JUIWVEXILE PAROLE

PURLIC ASSISTANCI: ADUVLT UNIT

TUBLIC ASSISTANCE:  FAMILY AND CHILH23§ UN:T
PUBLIC ASSISTANCT:  TARAINING UNIT

VETRLANS AFFAIDRS

VOUATIONAL BREHARILITATION

YOUTH SERVICES
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22 Now long have you worked in DSHS {or former departacnt}?
{Please check one respoensed '

LESS THAY 1 YEAR
1 - 3 YEARS
4 «~ & YEARS
.1 - 10 YEARS
MORE THAN 10 YEARS
23. How long have you worked in this field? (P!casF check one respanse)
1ESS THAN 1 YEAR
1 - 3 YEARS
4 - G YEARS
7 = 10 YEARS

MORE THAN 10 YEANLS

94. what do you like best about your job?

25, What do you like least about your Jjob?
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27,

28.

20,

30,

AGE:
(o)
()
()
(@)

5EX:
(n)
{b)

Years of schocling: {(Please circle highest year

(n)
(b}
{c)
@
{e}
(£

¥hen was Lhe last time that vou veceived pcademic credit for a
coursce in which you were cnrolled? ’

¥hat do vou consider to be an appropriate title for sll service

25 OR UNDER
i

26 ~ 35

36 -~ 50

OVER 50

i

FEMALE

ALY

ELUMENTARY 1 2 3 4 5 6 7 B .
HIGH SCHODL % 10 1} 12
URBERGRADEATE 13 34 15 16
MASTER'S 17 18

POCTOAL 18 20 21

completed)

DEGHEE {specify)
PEGREL {(spocify)

DEGREE (specify)

OTIER {certificate progran, etc.) Please specify

delivery workers within the Hoelti-Service Pelivery System (NSDS)?

CASY, COUNERION
SERVICE PRRSON
PROFESSIONAL WOLRER
CLIENT WOLITH
OriicCih

OTHEL Please fpecifly
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STAFF ATTITUDE QULSTIONNAIRE

TRTEGRATED SERVICE DELIVLRY

1. For what program arca of the Department of Socfal and licalth Services do you
work? (check onc)

Institutions

Fubli. A=ecistance Yocstional {Adult Probacion &
Financial Social Services Rehabilitatien Parcle, Juvenile Parele) uther
7 L7 I L7 [

2. 1in the provision of services to clients, how often do you centact other pregram
sreas of DSHS or other agencies to provide a client with the service(s) he needs?

At Least ) to 4 Times 2 or 3 Times Once or less
Once a Doy a Heck a Month a Month Never

{Pub. Asst.}
Financial Services

£

12
lii

(Puh. Asst.)’

|
BN
IRNIRN

Socfal Services / [/ !/ !
Voeatfonal e

RehabilitaLion ) fF 7 { / L7
Institutions {Adult

Probation & Parole,

Juvenile Parole} i 7 !

i
J

Fmployment Security

DLher State
Agencies

r-
NERARN
NIRNAN
NIRNAN

L

-.J

Private and Grherx
rpencies or J— —

Individuals 4 L7 Lt L/

NOTE: Tn the following two guestions (3.and &.) the term clieat dovelopmont

can be clarified by noting that sowe peepie require financial or othor assis-
tance {rowm the State hecasse they are aged or permangntly disabled, Ro inprove-
ment in the self-nufficiency ol these porsens ¢an be espected,  Other peopic rew
quird aid {rom the Scate for conditiens that ¢an be improved soch as lack of job
skiils, wnesploveont, emotional fnstahility, less severe chronie medical condl-
tions, cte. Clicnt deyelonnent refers to these porsons and ta an ioprovescnt in
their mental and lisancial independense.

r\
'-..._,l
e

189 Research 07
R G/IY/73
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i

s Very About Very
Good Average Poor Pror

How would you tate the developnent
of most clients who come to your P — — —
office? ({check one}’ ) L./ L7 i/

If you feel citent developnest tg
poar, what do yeu fecl are problems? Our clicnts bave more scevers

probloems thaa most

{chock toae or more)

Even thowgh the services provided by the program areas of the DSHS difler, how

lack of appropriate services

the office is too shori staffcd

Qther (speeily)

effective vould you rate each program arca in ackieving their service goais and
having a beaeficial frpact on elient vell-being?

Yery About Very

Good fopd  Averape  Tacr Do

{Puh. Asst.) Fisancial Services 7 i/ L::? i::? £
{Puls. Anst.} Social Services g::? i::? i::? L::? L7
Vacalional Relabilication L.,.‘_.j j_:n L4 [::7 i
InsiDtutions (Adull Probation & — . — . e
Parale, Juvenile Parole} L4 L/ L./ L7 [
Othor DSHS Services L/ 7 A L7

Etach program arca of the DSHS has various programs desipned to aid needy persons,

such as fipapgial rrants, 30

traindhe and counscling, tte.

Kegardless of Lhe

specific services provided by these proprams, how would you rate ecacht propram arca
in opevating officiency-~that is, getting the most our of the taxpayer's dollar.

Very About Very

Goed  Goed  Aveyspe  Paar Poor

(Put:. Asst.) Financial Services [/ L. ) L7 L7
(Pulr. Avsr.) Social Services L7 L/ r.! . 1T
r —" I — — [
Vacatioual Rehahititation i ) i/ {7 [ !
Institutions {Adelt Preobatioa & - . o o
Farole, Juvenile Pazeled T L/ Lo /o L
Dt BOES fervices f_“/ L_,_?‘ [y {7 W/M‘;



Please Indicate the extont to which you agree or disagree with the following
statements.,

Strongly . Stronply
Aprec  Agrer Dlsagree Disagree

1 have a feeling of accomplislment
when T leave work.

L7

Ty

DVt helps mase clients to become

oo
NN

more self-gufficlont, Lo I .

Financial scrvices provided by

Public Assistamte are generally

fiteed to the client's needs. l 1 / iy i

Social services provided by .

Public Assistance are generally

fitted to the client's needs. { T i i/

I have sufficicnt Eime to complcte _

ty work assignments. : / / I 7

Most people coming here for help

really have avcess to the services e

they need. / i / {7

In peneral, T'd say the funds spent

fTor voentional rehabllitation are

spent To the ¢lient's best advantage. I 7 !l / £/ {7

I often feel frustrated and fncffective

on ny job. ! I/ I f

The cooprration we receive from other

social service agencies in the neigh-

borhood is good. { A / {1

Public Assistance provides scrvices

whiceh help the elient improve his

self-sufficiency. A L d [ 7 f

Clients penerally ge: the services

they need in the order they nood them. L 7 L. I/ I,

Hosl finaneial assistance clionts i

really need the moncy. / ! 7 f_f f
I

Lligithility requirements keep tany

peopte from reeciving the services — -

thry aced. _)f____f .(..._..l 1 f i

tost oflicen have some problems, but -

‘ours has wore than {ts share, A L ! [ 7 fa
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21. If you agree with the previous statement,
what do you ferl are the problems?
{check vne or more}

o — ¥ iy

[__f Pereonalities of some offlec staff. L7 Organtzational red tape and
p— paperwork,

L_{ OFficc 1s too short staffed. - .
L..d The type of clients we gee.

JE——

L_1 Other {specify)
WJob classificarion Working title
Sex {circie onc) M F Age at last birthday ) _years

Education (check oned

[R—— it

[::? 0-8 years [/ 3-4 years high sehool- /7 3-4 years colleze
[::7 -7 years high scihool i::? 1- years college ./ more than 4 years

¢college

iﬁMY Other schooling (specify}

How lonp have you worked for BEES, dncluding the tiwe employed by the agencies

merped to {orm the Departrment? years months

How Tong have you had your present responsibilitios? years fionths

Office Date

{lecation)
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SERVICE COMMUNTTY SURVEY

Yhe following quections are dosigned to help measure tue curvent level
of commonication which oxists amonpg &acencies fn the arca. Your responscs
will be viewed together with all other responses in the communlty as a

* whole., 7Thus, individual or agency responses will be kept strietly ton-
fidential, '

Thask you for sharing your feclings and fdeas based upon your experience,

Bid you complete this form during May, June, or August of 19737
Yos Mo, '
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CHECK TIE SER’VICE(S} RHICH YOUR AGENCY CAN DIRTCTLY PROVIDE ;
(Quallfy.erry answers you wish)

FOOD

SHELTER ——————— T TTTmmmmm-
FONEY el e T S
MEDICAL e -
SHELTERED WORNSHOP e e e e e e e . o e —
DETOXIFICATIC! - -
—PLEOICLIE RELGILATATION DT T T T T T
CLOTHI NG e s e e e e e e e mm  we a e
EMPLOYNINT . ———— -
BCHOOLING S b e e o e e am o L
coumstitse oo T 7T Tmmm- e
cespaxionssrp o 7T T e e e e
ety ¢hrz oo T T TTTTmomo- -

HELP WITH MINOR BLPAYES
INFORATION & e
CRISIS INTURYIITION
OTHER (Specify)

1
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Date

SERVICE COMMUNITY SURVEY

For e¢ach of the following statements,
pPlease check the response cateogory
which best describes how You feel,
If you wish to aualify anv answers,

use the margin to the right,

1.

10,

11.

12,

13,

If a person has neeas that our
agency can't protide, I send him
vhere he can get what he needs.......

I feel I rnow enough about other
service agencies.....................

I tell people about services that
are offered at other agencies,..,...,

Service agencies in the area make
& good attenmpt to help people I

rcfer...........‘....................

I am notificd about palicy or
changes in other agencics which
affcct their BOVICe . i i,

T contact an ageﬁcy before 1 send
i person to them.....,,..............

1 feel the people I send clsewhere
for help get the help they need.....,

Persons sent here from othor agencies
are misinformed about the help we can
provide..................,...........

I feel uncomfortable contacting
other agencies for services gur group
can't provide.............,..........

There is a feeling of Fivalry or
compatition between service agencies
in the Al s st i et r it e ireenn s

I don'§ know where to refer some of
the people who come here for help....

Y have a fecling of accomplishment
when 1 leave MOL R e et i e,

Other social scrvice orgenizations
in the arca are OO POt IVE v e ey un

There is dnnecensary duplication of
SQrvices anong service AQeNnCies. .., .,

i85

City

)
N e

]
dlel | B
£ b o
Sl B b e e
gl ol olal g
R
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SERVICE COMMUNITY SURVEY (Cont}

*

15. Vhat do you feel would increase cooperation. between your agency and

others in the service area?

16, What additional services are needed in this community? (specify)

Does your agency plan to develop any of these services? yes no
don't know__ 1f yes, how/when?

oo

. . . - ? H
17. On the avernge, in providine &‘g g GEL e o
serviees Lo jeople, how ofien vy et BRI T, i

do you contact the following nRad Bl Ba RS RSl B

her serv rgonizationy? QDo iyl

ether service organization Glo %im oo Bl

g iz AR A o

L 81 B B o = ]

PRIVATE
{Religiocus and other sorvice
agencies, Goodwill, Salvotion
hrmy, Red Cross, ete.)

DEPF. OF SOCIAL & HEALTH SERVICES
{Public Assirvance, Vocational
Rehabilitation, Adult DProeluntlion
& rarole, Delincucncy Prevention
Services)

ALL OTHER ARGUVHCIES
(Other stuate, local and Federal:
ex., Employront Sccurity, local R

hoaltl, stavzon,, eLgl}

18. Lstinate the percentage of your clients who also recoive cervices
olhher agencies. )
{circl?) 1-24 % 2549 % 5C-74 % 95100 % don't know
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SERVICL COMMUNITY SURVEY {Cont}

.
+ .

19, List the agencies in the area where rncedy people may obtain clothing.

R

20. I8 there o directory or listina available to you which lists agencies
aAnc Lne SOrvices They Brovidss yes no {ciivic onc)

21. Do you work directly with people? yes no  {circle one)
22. Are you PART-TIME or FULL-TIME? {circle one}
23, Are you a VOLUNTRER or PAID WORKER? {circle one)

24. low long have vou been working with this organization?

d. over 50

Years menths or days
25. BSex: Female {(circle one}
' Male
26. Age: &, under 26 {check one)
bu 26“’ 35
<. 36-50

27. FEducatlonal level

S 7 0-8 years Zf7’ 1-2 years college
/7 12 years high schoosl /-7 34 years colluge
f‘? 3-4 years high school 1:7 more than 4 years college

The guesticns on the next pages are designred %o give an indication cf
the current ieovel of camvsenization which exists among osgencices in the
arca. We ave nat interested in the analysis el incividual ov sgency
responnes bus inastead the responses of Lhe communily as a whale., Of
the c¢hoices given, please make an attempt to circle onc angwer for
cvery guestion. .
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