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Agenda 

 Welcome and introductions 

 Performance management and innovation 

 Lights on dialogue; takeaways and next steps 
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Vision Alignment 

Citywide Vision: 

We will deliver a world-class city where everyone matters. 

Agency Vision : 

Provide a structure which enables those in need of 
assistance or protection to have a proven, timely path to 
safety and self-sufficiency allowing us to focus on 
prevention and strengthening our community. 

Presenter
Presentation Notes
We arrived at our vision statement as we incorporated updates to the strategic plan.  Our vision aligns with the citywide vision in that we serve the most vulnerable, those who often don’t feel or believe that they matter.  By delivering services as efficiently as possible with a customer focus allows the clients to feel that they matter and staff contributes to that effort.  Focusing on how we treat one another within the agency promotes the fact that staff matter and contribute to the citywide vision.
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Strategic Plan Overview 

Strategy 1:  Cutting 
Edge Practice 

Implement best 
practice, performance 

based, continuous 
improvement 

decision-making 

Mission:  Partnering with our community to protect those 
in harm’s way and help all people in need. 

Protection and Prevention:  Protect vulnerable 
children and adults from abuse, neglect and 

exploitation while fostering healthy families and 
communities to their fullest potential. 

Assistance:  Assure that people’s basic needs 
are met through the provision of timely, integrated 
financial assistance with comprehensive service 

that helps individuals and families meet self-
sufficiency. 

Strategy 2:  
Responsive Customer 

Service 
Pursue a customer 
friendly, accessible 

service delivery 
system 

Strategy 3:  
Collaborative 
Community 

Partnerships 
Expand and 

strengthen local 
community and state 

partnerships 

Strategy 4  
Responsible Financial 

Management 
Promote fiscal 

responsibility and 
accountability 

Strategy 5:  Superior 
Workforce 

Development 
Attract and retain a 

high performing, 
diverse and well-
trained workforce 

Presenter
Presentation Notes
The two primary DHS goals are Assistance and Protection & Prevention.  Everything we do is aimed at improving performance in these areas.  We do this through five strategies that cut across both goals:Cutting edge practice:  an example is Lean business process improvement.  We are training several facilitators to lead this effort internally so we can build a culture of continuous process improvement.  Denver Health is a partner in this initiative, helping by transferring their knowledge and experience to DHS.Responsive Customer Service:  tactic example is moving the call center in-house.Collaborate with Community Partners: tactic example is the work with the State on Child Care Assistance Program and provider payments.   City partnerships as well: OED, Denver Health, Road Home, Environmental Health. Responsible Financial management:  tactic example is a balanced budget and healthy fund balanceWorkforce Development:  tactic example is the Ascend Leadership AcademyEach strategy has identified tactics to support positive movement in reaching the strategic goal
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Performance Measure: Goal 
Qtr1 
2013 

Qtr2 
2013 

Qtr3 
2013 

Qtr4 
2013 

Timeliness: 
Percent of assistance applications across all programs (excluding Child Support 
Enforcement) are processed within federal timeliness guidelines     

>95% 
CDHS 

88.6 86.7 90.1 90.1 

Outreach: 
Percent of potentially eligible Denver residents receive SNAP/food assistance 

>90% 
DHS 89.0 87.7 88.0 89.1 

Percent of potentially eligible Denver residents receive family medical assistance >90% 
DHS 76.0 76.8 75.8 74.2 

Administrative Efficiency: 
Percent of administrative overhead to distribute assistance benefits to families and 
children  

<13%  
DHS 20.8 20.4 20.0 19.8 

Percent of owed court ordered child support obligations that were collected and 
distributed to families.   

>61%  
DHS 58.2 59.9 59.7 59.0 

Goal I: Assistance 
Mission-Level Metrics 

Presenter
Presentation Notes
Timeliness – Goal is to complete 95% of applications on a timely basis as defined by federal guidelines. This goal was impacted, in 2013, by the focus on implementation of the Affordable Care Act.  The statewide and internal focus on managing increasing workload and the medical conversion in CBMS , and vacancies impacted our ability to reach  the goal .  Current strategies to address this goal include:  targeted overtime efforts, tracking cases to determine which have help desk tickets and need state escalation and ongoing performance management of staff.Outreach – I’ll talk more about outreach in the next two slides but this is about taking Human Services out to the community and providing Navigator training  to community partners.Administrative Efficiency – We set this goal in 2012 after looking at the performance for one quarter (4th quarter 2011 – 15%).  We kept the goal for the year but do not believe this goal is set at the right level and we will adjust in 2014.Child Support Collection – DHS strategies to impact this metric include working with workforce development and incarcerated parents.  We’re also working with the State on suggestions to increase collections as well as streamline processes.
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Food Assistance/ SNAP Outreach 
 

Why does it change? 

•The denominator is derived from 
US Census estimates of Federal 
Poverty.  

•No adjustment in 2013 
1 

•Mass Closures and Corrections in 
State Systems.  

•Cost of Living Adjustments 
2 

•Active Individuals of Cases 
receiving FA benefits 

•Individuals used to calculate FA 
benefits 

3 

Presenter
Presentation Notes
Changes in this metric are due to U.S. census estimates and changes in state systems.
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Medical Assistance Outreach 
Affordable Care Act 
 

Why does it change? 

• The denominator is 
derived from US 
Census estimates 
adjusted annually 

1 

• Affordable Care Act and 
Marketing 2 

• System Changes  3 

Presenter
Presentation Notes
Implementation of the Affordable Care Act and outreach efforts by DHS and other entities drove the increase seen in the last quarter of 2013.  Additionally program and system changes impacted the way this metric is calculated.
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Performance Measure: Goal 
Qtr1 
2013 

Qtr2 
2013 

Qtr3 
2013 

Qtr4 
2013 

Prevention of Re-Abuse: 
Percent  of children who experienced founded abuse or neglect did not experience 
repeat founded abuse or neglect within 6 months 

 
>94.6% 

Fed 
 

93.8 
 

91.7 
 

93.3 
 

95.8 

Family Preservation: 
Percent of children initially served in their own home were not placed outside the 
home anytime during case involvement  

 
>85% 
CDHS 

 
 

71.2 

 
 

75.4 

 
 

70.1 

 
 

64.6 

Responsiveness:  
Percent of alleged child victims were seen within federal guidelines for initial response 

 
>90% 
Fed 

 
 

90.5 

 
 

91.1 

 
 

90.8 

 
 

91.2 

Percent of Adult Protection referrals were responded to within 3 days >85% 
DHS 

 
 

98.9 

 
 

99.4 

 
 

98.5 

 
 

96.7 
Well Being: 
Percent of children requiring monthly face-to-face contacts are seen as expected and 
documented according to ARD guidelines 

 
>95% 
DHS 

 
 

86.0 

 
 

89.5 

   
 

91.4 

  
 

85.8 

Goal II:  Protection & Prevention 
Mission-Level Metrics 

Presenter
Presentation Notes
We’ve made positive strides in the prevention of re-abuse as seen here – strategies include engaging families more actively around preventative work.  We are participating in the SafeCare program (included in the State’s Child Welfare plan) which refers families to evidence based practice to prevent additional penetration in the child welfare systemFamily preservation:  Try to keep child in the family while treatment is provided. This goal is based in best practices that have found better long term outcomes correlate with keeping the family intact. This measure counts those kids who start treatment and are in the home and are served in the home for 30 days.  The measure was set by the State and we’re partnering with them to gain a better understanding of this metric. Responsiveness: we’re doing well in this area.   Adult protection changes on the horizon:  mandatory reporting July 1; new system; trainingWell Being:  Administrative Review of out of home kids (federal requirements).   This is a quantitative and qualitative metric and documentation is part of what drives this measure.   We set the goal at 95%. CDHS requirement for this measure is 67.3%



Opportunity Analysis 
 

Architecture & 
Infrastructure 

Policies & Procedures 
Knowledge Management 

Technology 
Workforce Development 

Metrics Tracking 

Top Innovation 
Opportunities   Managing for 

Daily 
Improvement 

    

Leader Standard Work 
Daily Status Meetings 

Gemba Walks 
Production Boards 

Sustaining Improvements 
Problem Solving 

Top Innovation 
Opportunities 

Value Stream 
Improvement 

Value Stream 
Analysis 

RIEs 
Projects 

Just Do Its Strong and will 
continue to invest 

further in the future 

Strategic Planning 
Department A3 

Objective Development & 
Deployment 

Department Values Stream Analysis 

Vision  
&  

Strategy 

Strengths to 
Maintain/Enhance 

Modified from  
Simpler Business System® 11.0  
©1996-2010 Simpler Consulting, L.P. All Rights 
Reserved  

Presenter
Presentation Notes
Vision & Strategy:Three years ago we finalized the update to the strategic plan and began our LEAN journey.  With training, we developed our department A3 and began work on identifying value streams in assistance and prevention and protection.  Value Stream Improvement:  In 2013, value stream analysis work included 29 Rapid Improvement Events, various projects and Just Do It’sIn 2014 we are working on the Architecture & Infrastructure as well as continuing efforts in Managing for Daily Improvement.  The plan for this year will ensure that our foundation is strong and that the work we’ve done over the last two years is sustainable.  We’re investing in staff development this year as well as managing the daily work so that LEAN becomes “a part of” our daily work and not “something added on” to the daily work.



Innovation Plan 

Presenter
Presentation Notes
PeopleManaging our workload to encourage work/life balanceEnsuring supervisors and managers exemplify the DHS Leadership Model ProcessDeveloping and using leader standard work Designing  and implementing  operational standard work PracticeAchieving qualitative compliance without sacrificing timeliness 



Objective Measure Goal 
Pe

op
le

 

Manage workload to encourage 
work/life balance 
 
 
Ensure supervisors and managers   
exemplify DHS leadership model 
 

Increase employee 
engagement 
Voluntary separation rate 
 
Train in first 4 modules of 
DHS Leadership Model 
 
Competencies included in 
PEP’s 

75% 
 
6.5% 
 
100 staff trained 
 
 
For 100 staff trained 

Pr
oc

es
s 

 
Leader Standard work is utilized 
 
Operational standard  work is 
utilized  
 

 
Develop leader standard 
work 
 
Develop operational 
standard work  
 

 
100% of first line 
supervisors 
 
Top 2 division 
identified processes 

Pr
ac

tic
e 

 
 
Achieve qualitative compliance  
without  sacrificing timeliness 
 

 
Audit findings 
Repeat findings 
State/Federal program 
quality standards 
State/Federal timeliness 
standards 

 
25% 
25% 
95% 
 
90% 

Innovation Tracking 

Presenter
Presentation Notes
People:  Clearly, our PEOPLE are behind everything we do. In 2014, we will recognize this by:  Managing Our Workload to Encourage Work-Life Balance�Our management teams know how hard everyone works to make sure we’re delivering services efficiently and effectively to those most in need.  Over the past few years, the Department has done a tremendous amount of work reviewing and streamlining our processes to achieve important outcomes that you helped us identify and prioritize. In 2014, we are investing in the PEOPLE of DHS to ensure all of us have the opportunity to manage our workload in a way that allows us to achieve and maintain a work-life balance.Ensure Supervisors and Managers Exemplify the DHS Leadership Model �Our leadership model is based on best practices and was developed over the past six months with broad input from within the Department. It includes six performance factors:  Organizational Leadership & Navigation; Standards and Values; Collaborative; Workforce Development; Critical Evaluation:  Process & Project ManagementProcess:   Developing and Using Leader Standard WorkEmpowering first-line supervisors with process leadership tools. Throughout the year, supervisors will attend leadership training. This will advance their ability to mentor staff, manage work processes and promote accountability and continuous improvement. �Developing and Using Operational Standard Work�Standardizing our processes and then training staff members to use the same processes to complete certain types of work. We’ve asked each division to identify two processes for which they’d like to develop and utilize operational standard work.   Practice:Achieving qualitative compliance without sacrificing timelinessEnsuring that we are providing quality in all of our processes by looking at our audit findings, reducing repeat audit findings and making sure that we’re meeting or even exceeding state and federal program quality and timeliness standards.  This step ensures we’re providing quality, efficient service delivery to all who come here for assistance, protection and prevention help. 
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Sustainability Update 

• High Efficiency Lighting at Castro 
 

• HVAC Overhaul to ensure running optimally and with minimal waste 
 

• Solar reflective window film at Steele Street 

Presenter
Presentation Notes
We replaced inefficient light bulbs and ballast’s with higher efficiency lower wattage light bulbs throughout Castro Building.  Sustainability Committee/Excel funded a project to refurbish the lighting  system within Castro parking garage which included the installation of photocell activated lighting units, lower wattage bulbs, a programmable timer system which will switch off lights during weekends and during times when staff are not on property. Installation of variable speed drives and a general overhaul of the HVAC system including reassessment of startup times and cool downtimes to ensure that the HVAC System is running optimally and with minimal waste.Installation of solar reflective window film at Steele Street to ensure less building heating through Solar Load and in turn reduction the cost to cool certain areas of the building.
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Employee Engagement 

9.5 
2011 Engagement Index 
 
17.7% actively engaged  
– 8.2% actively disengaged 
 

14.4 
2013 Engagement Index 
 
20.3% actively engaged  
– 5.9% actively disengaged 
 

Presenter
Presentation Notes
Employee Engagement is the connection that employees have with an organization that results in a willingness to go above and beyond what’s expected of them to help their company or their department succeed.  As you can see DHS had a 4.9 point increase in engagement in 2013Agency Drivers of Employee EngagementDHS continues to improve the way it provides service to its customers ; 2. My department strives to provide its employees with the latest technology required to do our job; 3.  My Immediate Supervisor supports my efforts to innovate and to improve my department’s operations.  4.  Overall, my department has prepared me to do my job well.  5.  [Appointee] promotes a culture that continuously improves the quality of services and products delivered.  6.  Overall, I understand how the work I do related to the success of the City.  7.  My department provides me with the equipment/material I need to do my job well.  8.  Overall, I rarely think about looking for a new job outside the City.  9.  [Immediate Supervisor] expresses praise and appreciates when I do a good job.  10.  Senior leadership are present and visible.  11. Overall, I understand how the work I do relates to the Mayor’s priorities.  12.  In the past 12months, I have developed and grown at work.  13.  [Immediate Supervisor] clearly communicates the performance expectations to me.  14.  For Public Sector, my department is innovated in the way it provides services and products to its clients.  15.  Overall, my skills and abilities are fully utilized in my daily work
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Succession Planning 
Denver Human Services 
Employees Eligible for 

Retirement by Classification 
12/31/15  (n=133) 

Professional 

Clerical 

IT 

Legal 

Enf/Comp 

Fiscal 

Denver Human Services 
Employees Eligible for 

Retirement by 12/31/2015 (n=133) 

Admin 

B Mgmt 

CSE 

FAD 

FS 

PIA 

P&P 

6 

36 

3 
16 

14 

50 

8 

79 

9 

29 

13 

1 

2 

Presenter
Presentation Notes
Eligible: 133 employees eligible for retirement by 12/31/2015;  Administration, Business Management, Child Support Enforcement, Family & Adult, Financial Services, Performance Improvement and Accountability and Prevention and ProtectionWe are working on succession planning in a couple of different ways:  last year we pulled together the management team to answer 3 guiding questions:  What does leadership look like at DHS?       What expectation do we have of our Leadership team?       How can we measure performance of our leaders?The answers to those questions led to the development of the DHS Leadership Model which includes 6 performance factors and performance descriptions.  Organizational Leadership and Navigation; Standards and Values; Collaborative Partnerships; Workforce Development; Critical Evaluation, Process & Project Management.  The pillars of the model are used in recruiting, workforce development and succession planning. Late last year we had an assessment of 130 leaders to help identify individual strengths and focus areas.  This year we began training modules to help build the foundation and create personal and professional development opportunities.  We’ll be extending this opportunity to the next level of leaders in the next few months.Ascend Leadership Academy:  In 2012 Denver Human Services launched an internal leadership program focused on fostering leadership development among its employees. The purpose of Ascend Leadership Academy is to build strong leaders who will then make great contributions to DHS and the Denver community. The program consists of 12 workshops that take place twice a month for 2 hours and a graduation ceremony. These workshops focus on personal and professional growth and are presented by local community leaders who are experts in their fields. Ascend Leadership Academy is open to any DHS employee and employees can either self nominate or be nominated by another employee. We’ve graduated 2 classes and the 3rd class begins in May. 
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Accomplishments & Challenges 
Accomplishments:   

• Flow Cell Implementation 
• Same Day Interviews 
• Continuity of Care 
• Denver Authorization Referral Tracking (DART) 
• 29 RIE’s in 2 identified value streams and across other programs 
• Green Belts: 35    Black Belts:  65 

 
Challenges:   

• Affordable Care Act implementation and technology 
• Quality 

 
On the Radar 

•  Program and practice changes:  Adult Protection; Child Care Assistance 
•  Child Welfare Hotline; Child Welfare Differential Response 

Presenter
Presentation Notes
Flow Cells:Prior to the flow cells, incoming client paperwork traveled between 4 different sets of staff in 4 different locations before it was ready for a case manager to take the appropriate action, this took an average of 4 days. After a pilot with 3 cells, full implementation of all 9 cells took place in Sept. 2013.  Now the staff are all collocated and the paperwork is ready for action within 24 hours.  The flow cells process approximately 70,000 documents per month.Same Day Interviews:Before we implemented our Same Day Interview process, when a client came to apply for assistance benefits we took their application and scheduled them to come back for an interview.  That interview could be between 1-7 days in the future.  But no matter when it was, they had to find time, transportation and childcare in order to return.  In July of last year we launched the new process that ensures that clients are interviewed the day they come into the office to apply and on average are out of the building within 2 hours.  Continuity of Care:The processes we were using to approve, schedule and deliver services, and evaluate outcomes were very inefficient and required a tremendous amount of staff time.  We know that if we can get the right services and placements in place for families as soon as possible, we may be able to avoid an out-of-home placement and/or reduce the time a child spends in out-of-home placement.  The continuity of care process, implemented in January, ensures that all parties, including the family, are involved in service decisions and services begin as soon as possible.  Denver Authorization Referral Tracking - DART:As part of Continuity of Care, we implemented new software to assist staff in the approval, scheduling and tracking of our clients services.  This system allowed us to reallocate 2 FTEs to more value-added duties and decreased the time it takes to approve a new service from 30 days to 5 days.  This year we will be building on this system to allow our providers to directly input information into the system which will allow us to have real time information about their services and better evaluate client outcomes.  Potential other uses of the system include interaction with other community partners.29 RIEs:In addition to these large scale innovations, we conducted 29 Rapid Improvement Events in 2013.  Most of the events were within our two target value streams – Family & Adult Assistance and Child Welfare - but we were also able to conduct a few events within Child Support and Child Care.  Some highlights include reducing the to modify a child support order from 180 days to 53 days, increasing the child care applications processed in 24 days or less from 65% to 86%, and decreasing the time to contact a client when a case moves from intake to ongoing in Child Welfare from 39 days to 4.Green Belts & Black Belts:In addition to the other workforce development activities mentioned, we are continuing to invest in Lean training for our staff.  We are sending 2 people each month to the Peak Academy Black Belt Training and our Black Belts continue to provide Green Belt training to their co-workers.Challenges:ACA and the associated technology changes remain a challenge.  What we’ve seen is slower response time or down time that impacts productivity and timeliness.  We’ve also experienced increased volume in applications and caseload as seen in previous slides.Quality:  3 years ago we implemented several changes to address a significant backlog in applications and benefit determination.  The changes addressed timeliness and we knew that there would be subsequent impacts to quality.  This is a statewide concern and we’re partnering with the State to address SNAP payment error rates.On the Radar:Mandatory reporting of adult abuse or neglect begins July 1 which includes a new state system.  We anticipate an increase in calls as this process begins.  New  child care legislation will impact and change the CCAP program.  Child Welfare Hotline is due to be in place Jan. 1. 2015.  A public awareness campaign later this year will also yield an increase in calls to counties.  Differential Response - an alternative to the traditional investigations in child welfare for accepted reports of abuse or neglect - for low- to moderate-risk accepted reports differential response focuses on partnering with families to provide services that meet their needs.  We’ve begun some DR steps and should fully implement by late summer/early fall.
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Next Steps 

 CFO performance budget kickoff 
 Innovation update 2014 plan: 

– People 
– Process 
– Practice 
 

 

Presenter
Presentation Notes
We’ll update our progress as we move to the meetings later this year with the CFO performance budget presentation.
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