2013 Agency Review

Findings and Feedback Report

for the

Agency Name Goes Here
Introduction

Staff from the City’s Housing Services Branch’s Homelessness Programs Unit conducted a review homeless support services at Agency Name from/on DATE.  This review examined the agency’s services and administration currently under contractual agreement with the City.  Strengths and challenges were identified through the following methodologies: interviews (with management, and a small number of staff and clients), file and document reviews and general observations in the facility. 

This document reports the City’s findings and feedback from the review.  It contains three sections:

(1) A Summary of Findings sharing particular strengths revealed during the agency review and providing a general overview of findings relating to each of the areas covered by the review.  

(2) A Feedback Report listing only those areas in which need for improvement was identified and further action recommended. The Feedback Report includes comments, recommendations and required results to specifically meet contractual agreement(s) and ensure that services are delivered consistently and are accountable to the stakeholders, including clients.

(3) Conclusion and next steps.

Summary of Review Findings

Overall, the City is confident that the Agency Name making its best effort to (etc…)
Mission and Vision comments here

Any comments on agency commitment to do the work,

Most notable activity

Most activity needing improvement

Governance

(Significant notes from Section 1 – Governance)

Board Structure, Membership, Diversity

Board Meetings

Stewardship

Client/Consumer Representation

Board’s role in overall planning and sustainability of the agency

Documentation, if weak area.

Management/Leadership

(Significant notes from Section 2.  Management and Leadership)

Strategic Plan

Evaluation Process

Responsiveness to emerging issues – gaps, trends and service in the community

Finance

Financial Site Review – outstanding issues section 3
Human Resources Management
(Significant notes from Section 4. Human Resources Management)

Policies and Procedures

Supervision

Volunteers

Collaboration in the Homelessness Service System Delivery

(Significant notes from Section 5.)

Sector Planning – agency shares information, problem solves, identifies emerging issues and gaps

Shared Process – functionally involved in coordinating services to avoid duplication, fill gaps and sharing responsibility

Capacity Building – involvement, training, communication, 

Client Service Delivery

(Significant notes from Section 6. Client Service Delivery)

Client Services Model

Case Management

Input, knowledge gained from clients and staff 

Narrative comments, positive, areas of client/staff satisfaction and areas needing improvement.

Agency Strengths and Challenges:

What the agency determines to be their greatest strengths and challenges, system barriers

Agency Value Added Services

(List)

Existing, documented partnerships
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Feedback Report 

	Agency Name
	
	Address of Review Site:
	

	Executive Director
	
	Director, Mamisarvik Healing Centre
	

	Telephone:
	
	Date of Review:
	

	Review Conducted By:
	
	Position/Department:
	

	Review Conducted By:
	
	Position/Department:
	

	Project contract Number  
	
	Title of Project/Service
	

	CONTRACT NO.
	AMOUNT
	ACTIVITY DESCRIPTION

	
	
	


	NO.
	TOPICS
	NO
	N/A
	Comments on Areas Needing Support or Improvement
	Recommendations or Required Action(s) Results

	1. 
	

	1.1 
	

	a) 
	Board is involved in setting overall planning, monitoring and sustainability of the agency including setting the evaluation strategy, conducting strategic planning, and seeking funding opportunities.
	
	
	
	

	b) 
	Docs: Vision and Mission Statements. Values. Principles.
	
	
	
	

	c) 
	Doc:  Board Terms of Reference with guidelines on how decisions will be made and by whom (Board, Executive, Mgmt). Stipulates maximum length of members’ term on the Board.
	
	
	
	

	d) 
	Doc: Board has passed a Conflict of Interest policy covering board members, staff and volunteers.
	
	
	
	

	e) 
	Doc: Signed minutes of a Board and Executive meeting showing that they each undertake a line-by-line examination of financial statements at least quarterly.
	
	
	
	

	f) 
	If the agency is currently in deficit or surplus, the board has a plan to address it.
	
	
	
	

	g) 
	Doc:  Board has passed a Procurement policy re: selecting suppliers & ensuring good value for money. The policy is being followed.
	
	
	
	

	h) 
	Doc:  Board has passed a policy requiring either two signatures on cheques or separate signatures on cheque requisitions and cheques. The policy is being followed. (See Finance section for demonstration.)
	
	
	
	

	i) 
	Board provides an appropriate degree of oversight to the organization’s services and program e.g. Program committee, other committees.
	
	
	
	

	1.2 
	

	a) 
	Individual board members provide relevant expertise to the Board (e.g. social work, law, accounting, mental health/addictions expertise.  Note current perceived gaps.
	
	
	
	

	b) 
	Board membership’s demographic mix contains some representation of the community’s/ clients’ demographics, e.g. Francophone, newcomer, Aboriginal, etc.
	
	
	
	

	c) 
	Turnover of Board membership is low, with frequency of change determined by agency’s By-laws regarding length of terms of office.
	
	
	
	

	d) 
	Representation on Board or Board Committees of former or stabilized consumers of similar services.
	
	
	
	

	2. 
	

	a) 
	Management/leadership team has process to regularly review and revise implementation of strategic plan/workplan
	
	
	
	

	b) 
	Agency responds to significant outcomes of assessments, collected data and identified trends and gaps when planning programs and allocating resources
	
	
	
	

	c) 
	Span of control of supervision of funded positions -- Ratio is adequate for sustaining effective supervision and execution of work
	
	
	
	

	d) 
	Succession plan is in place or is in process of being developed
	
	
	
	

	3. 
	

	a) 
	Process for preparation and approval of annual budget
	
	
	
	

	b) 
	Show that the agency payroll deduction remittance for a recent month was submitted promptly.
	
	
	
	

	c) 
	HPS only – Show that a staff name and date on a recent SAEE coincides with agency’s payroll records.
	
	
	
	

	d) 
	In accounting documentation, show that there are either two signatures on cheques or that separate people signed cheque requisitions and cheques.
	
	
	
	

	e) 
	Confirm that on the SAEE, the agency is reducing the expenses by the amount of its rebate of Harmonized Sales Tax using the method presented in policy number F.4.
	
	
	
	

	f) 
	Doc:(if applicable) P&P re: documentation and criteria for giving material assistance to clients such as bus tickets, food vouchers etc.
	
	
	
	

	4. 
	

	a) 
	Docs: Job Descriptions in place for each funded position, indicating minimal qualifications and duties reflecting the agreement.
	
	
	
	

	b) 
	Process for recruiting, hiring and training staff funded under Housing Services Branch.
	
	
	
	

	c) 
	Staff training includes ongoing participation in community capacity building training opportunities.
	
	
	
	

	d) 
	Volunteers are appropriately oriented, and adhere to the same client-related policies and procedures as paid staff.
	
	
	
	

	e) 
	There is adequate supervision of staff and volunteers in the funded program including:

· regular performance evaluations

· disciplinary policies and procedures in place up to and including dismissal 

· regular staff meetings

· regular one-on-one supervisory meetings
	
	
	
	

	f) 
	Doc: Code of Conduct agreement is being signed by staff, dealing with, at least, conflicts of interest, appropriate staff/client boundaries, client advocacy, and confidentiality of client information.
	
	
	
	

	g) 
	Employee handbook
	
	
	
	

	h) 
	Volunteer handbook (if any)
	
	
	
	

	5. 
	

	a) 
	Collaboration with community, social service and health agencies to coordinate services
	
	
	
	

	b) 
	Collaboration with community partners in identifying emerging issues and gaps in services, and resolving them
	
	
	
	

	c) 
	Participation in research, consultations, data collection, etc. to develop the community’s capacity to prevent and end homelessness.
	
	
	
	

	H-17
	

	a) 
	Doc: Logic Model explaining service delivery is in place, identifying services provided to the client, resources required and long and short-term outcomes.
	
	
	
	

	b) 
	Confidentiality:  Collection, use, disclosure and storage of all personal information adheres to current privacy legislation
	
	
	
	

	c) 
	Doc:  Consent form signed by client if information obtained from client is being shared.
	
	
	
	

	d) 
	Doc: Case management – Appropriate procedures and forms are used for intake, assessment, referral, service plan and follow up
	
	
	
	

	e) 
	Referrals are being accepted and given effectively for the clients. A form is used for receiving referrals and following up. Follow-up is done with outbound referrals to ensure effectiveness.
	
	
	
	

	f) 
	Client suggestions, concerns and complaints – a process exists for receiving and responding
	
	
	
	

	g) 
	Service restrictions -An appropriate policy is in place (i.e. regarding temporary denial of service to an individual)
	
	
	
	

	h) 
	Client rights and responsibilities An appropriate statement of is posted
	
	
	
	

	i) 
	Client files re case management or other records are seen to be kept in a locked area, containing a signed confidentiality release, if applicable.
	
	
	
	

	j) 
	Staffing of the funded service – the number of FTE’s, lines of responsibility, qualifications, rate of turnover, other issues
	
	
	
	

	k) 
	Staff is able to respond to the diverse needs of agency clientele, e.g. gender, language and cultural
	
	
	
	

	l) 
	Staff capacity to provide services in French
	
	
	
	

	m) 
	Service provision during staffing vacancies, staff sickness & vacation
	
	
	
	

	n) 
	Physical Space is adequate, safe and accessible for client activities, interviews and staff’s administrative work
	
	
	
	


6. INTERVIEWS WITH FRONT-LINE STAFF AND CLIENTS

Brief interviews will be conducted for the purpose of verifying that services are being administered and provided according to the funding agreement with the City.

· interviewees will be selected and arranged by the agency prior to the site review

· a maximum of three staff (including senior and front line) and three clients will be interviewed

· client interviewees will represent a cross section of each service (if applicable)

· participation of staff and clients is voluntary
Conclusion and Next Steps
The City would like to thank the management team, staff and clients of the Agency for their cooperation and hospitality during the Agency Review visits.  The Summary of Review Findings and the Feedback Report represent a compilation of all information and material gathered as part of the Review.

After reviewing the Feedback Report, the Agency is asked to create an action plan to address each of the areas needing attention identified in the Report in order to achieve the desired results as noted.  

Upon request, Housing Services Branch staff will arrange a post-review interview with shelter management/leadership teams to review these results, discuss plans for remediation, and assist your organization in developing an action plan to address areas of improvement.

Actions in the action plan should be described as clearly and as succinctly as possible for each of the challenges outlined in the Feedback Report tables.  The action plan should clearly describe:

· A measurable target, outcome or output to be achieved or completed by a certain date;

· The proposed timeframe (i.e. Day/Month) for completion for each action item; and where possible, 

· Information regarding the resources (funding, time, people, materials) that will be required to do address deficiencies.  

The action plan must be submitted for approval PC Name, coordinates, and submission date. 
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