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 Continuous Quality Improvement Summary
The Center for Child & Family Services (CCFS) has always been at the forefront in our community by providing quality programs and services that reflect the needs of the community. CCFS mission to provide quality counseling and support services that empower individuals and families to improve their lives.  We are committed to quality service delivery and recognize the value of feedback from stakeholders.  Our Continuous Quality Improvement (CQI) system allows us to incorporate stakeholder feedback in decisions to achieve our goal of excellence. 
Following is a summary of some highlights of issues addressed through the CQI process, including successes and challenges.  


SUCCESSES: changes made based on feedback from stakeholders, including corrective actions from program audits.
Behavioral Health Services: 

· Instituted assessment for all incoming clients for all program services in Behavioral Health Services

Mental Health Therapy 
· Award Community Investment Grant from United Way to develop community Hispanic Outreach program for Mental Health. 
Vision Point: - Job Readiness for Youth & Adults 

· Vision Point expanded it’s job readiness program to adult who have criminal records-the program called Fresh Start was awarded 3 year funding from Bernadine Franciscan Sisters Foundation and 2 year funding from United Way.    Program provides assessment, classroom job training and job referral to “offender friendly” employers based on job skills and assessment
Safe Harbor for Kids:-Visitation & Exchange Services

· Awarded a new referral contract from Newport News DSS to visitation services
Peaceful Choices:-Adult Anger Management Services 

· Created new component-CAN group which is a 8 hour anger management service for the non-batter 

Youth Empowerment Services- Youth Anger Management Services:
· Submitted to SAMSHA our k-12 Anger Management Program, once SAMSHA approved we will be able to offer the program as evidence based program.  

· Submitted PATTS name and program components for Copyright and Trademark

Consumer Credit Counseling Services (CCCS) 

Debt Management, Financial Education and Bankruptcy Education Counseling:

· Debt Management program was awarded expansion grant funding from Bank of America

· Acquired 200 DMP clients from The Up Center (Norfolk, Virginia—formerly Child & Family Services), we will start to offer DMP services at the site in Norfolk.  

· Housing program revenue is up over 200% due to foreclosure prevention counseling-client outcome-over 70% of clients have saved their houses. 

Child & Family Connection

· Started Conference Child Care Services-Providing quality child care for area conferences

· Program enhancement by purchasing training tracker to effectually track program participants (providers) training

Administration 

· Outsourcing of payroll processing.
·  Went to electronic background checks on all employees, volunteers (onsite), interns and contractors.  
· Increased Special Event fundraising with large increase in VIP Ticket Sales to Navy Shows


CHALLENGES: changes in progress based on feedback from stakeholders.

Behavioral Health Services
Mental Health Therapy 
· Sustaining the 1 year funding for the Hispanic Outreach Mental Health Program
Vision Point:- Job Readiness for Youth & Adults 
· Providing all the job readiness services (adult & youth) with only limited staff (1 person) and interns. 

Safe Harbor for Kids:-Visitation & Exchange Services

· Decrease referrals from DSS foster care programs due to decrease federal and state funding
· Increased program visibility in the community.

· Increased collaborations with other organizations to strengthen our referral base.

Peaceful Choices:-Adult Anger Management Services 

· Decrease in referrals for Batters Invention programs “other options” from the courts, such as anger management
Youth Empowerment Services- Youth Anger Management Services:
· State funding decreases may have effect on local school budgets thus decease contracting services for PATTS

Consumer Credit Counseling Services (CCCS) 

Debt Management, Financial Education and Bankruptcy Education Counseling:

· Sustaining program revenues in DMP in future years due to economic hardship of clients

Representative Payee Services: 
· Managing the increase in clients with the “disruptive behavior” of these clients on the agency and other tenants in the our building

Child & Family Connection

· Maintaining resource and referral funding with state budget cut backs

· Maintaining service delivery with a part time staff with increase in clients’ served-In addition, a couple of positions are grant funded which will be ending in next year or two. 

· Space-we have exceeded capacity at current location-moving in hard economic times. 

Administration 

· Maintaining competitive pay and benefits with downturn of economic conditions 

· Maintaining special event net dollars in fundraising with economic turndown 



OPPORTUNITIES: improvement we would like to pursue in 2009.

Behavioral Health Services

Mental Health Therapy

· Enhance the Hispanic Outreach Program by securing new funding and expand internship via our internship program with local colleges and university 
· Expand the trauma counseling services through grants
· Increase staffing 
Vision Point: - Job Readiness for Youth & Adults 
· Secure new referrals sources for youth job readiness program
Safe Harbor for Kids: -Visitation & Exchange Services

· Look for additional program service offering to offset referral loses from lower case loads at DSS

Peaceful Choices: -Adult Anger Management Services 

· Expand the CAN services (8-week anger management services) to offset lower DV referrals

Youth Empowerment Services- Youth Anger Management Services:
· Produce “professional “ grade PATTS materials for sale of PATTS program after approved by SAMSHA.  

Consumer Credit Counseling Services (CCCS)
Debt Management, Financial Education and Bankruptcy Education Counseling:

· Expansion of Finance Literacy Program

· Continue resources to Housing program-look for expansion of revenues and program funding 
Representative Payee Services: 
· Increase program referrals to VA payee services
· Look for specialized payee services client software to increase capacity and staff productivity 
Child & Family Connection

· Move to new location which will allow for more “professional” appearance 

· Increase offering of services in the Williamsburg Office 

· Expand on new service-Conference Child Care Service 

Administration 

· Purchase new phone system for the organization

· Look to offer new strategic partnerships and acquisitions to increase capacity of Williamsburg office 

· Develop “Succession Plan” for key leadership 

BOARD OF DIRECTORS

· Complete 2009-2011 Strategic Plan

· Move to Governance Model













