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DeKalb County Human Service Delivery in a Challenging Economy
Meeting Report

A. Background

On January 14, 2009, 50 representatives of DeKalb County human service agencies, funders,
and Northern lllinois University to discuss the effects of the recession on service delivery (see
Attachment A for a list of attendees by affiliation). This meeting was co-sponsored by the
DeKalb County Community Foundation, the Kishwaukee United Way, and Northern Illinois
University’ s €nalStudies. The Anrericdd Naviodal Bankof DeKalb donated
the meeting space.

The purpose of this meeting was threefold:

1. Todiscuss the effects of the economy on the local level by hearing from service
providers about recent changes to service delivery.

2. Tolearn about major human service organization needs and issues and formulate
potential collective responses.

3. To provide information to local human service providers to assist them in finding
additional resources and responding strategically to the current challenges

B. Effects —Self-Introductions

The meeting began with self-introductions and each participant sharing the most important
way in which their agency was affected by the recession. These effects were recorded on a
flipchart and fell into four main content areas.

1) Decrease in resources (e.g., funding and volunteers)
a. Decrease in value of endowments

b. Less funds available for philanthropy
c. Decrease in donors’ funding
d. Delays in payment
e. Decreased sales tax revenues results in diminished general local funds
f. Increased grant writing and donor development to compensate
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g. Drop in ability to staff fully

h. Community colleges are seeing decrease in non-career classes, increase in career
classes

i. More mothers going back to work means a drop in this important source of
volunteers

j. College graduates cannot find jobs, they cannot continue education

2) Increase in demand

a. Resulting from job loss, increases the amount of funds needed per family and
means fewer families can be served

b. Decrease of retirement income leading to more blended families

c. People with disabilities losing gains, particularly employment and loss of
independence as they move back in with families

d. More youth coming in for services

e. Increase in clients with no ability to pay

f. Increase of demand for shelter, services for people who are not homeless, crisis
intervention

g. Seeing families that have not been in need before

3) Difficulty in maintaining program quality and service levels
a. Difficulty in finding employment for clients
b. Some agencies are outgrowing their facilities
c. High gasoline prices make it difficult for clients to travel for services and for
program staff to get out to clients

4) Stress and anxiety within organizations
a. Accountability requirements are increasing despite decreases in funding
b. Even employable people cannot find jobs
c. Agencies are having to charge fees for services
d. State expansion mandates are unfunded

Despite these negative impacts, a number of reasons to be hopeful were also described. These

included:
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5) Positive responses
a. The prospect of a federal stimulus package
Dedicated professionals and students are also volunteers
Creatively doing more with less
Lots of potential customers to recruit
Opportunity to revisit core mission
A strengthened sense of community
Willingness to collaborate to provide services

Sm ™m0 o0 oT

Opportunities to engage/reengage board members

C. Effects —Survey Results

Following the identification of the main impacts of the recession on service delivery, the results
of an on-line survey were shared with the participants. A two-page summary of the survey
highlights was distributed (see Attachment B), which reflected information from 26
respondents provided over the five-day period prior to this meeting. Survey questions
addressed major and minor challenges, significant changes in the past year, organizational
outlook, financial effects and strategies, funding resources, and useful training topics.

The survey findings reinforced the issues identified in the preceding discussion. Obtaining

funding and recruiting new donors were the leading major challenges, and communicating with
clients or members the most frequently identified minor challenge on the survey. It was

explained by the meeting participants that communication was a challenge because there was

simply less time available for this and people were often in a panicked state, resulting in more
challenging and lengthier interactions. Another minor challenge was using information

technology effectively, which was explained as the result of the inability to pay for outsourced

| T and the antiquated nature of the State’

At the conclusion of this discussion, it was agreed that the four broad issue areas identified at
the beginning of the meeting remained the four major challenges. Four small groups were
formed with each one addressing a different challenge. Where possible, each group assigned a
timeline to their actions that included immediate (within the next three months), short-term (4
to 6 months), or long-term (7 to 12 months). The results are presented in Attachment C.
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D. Small Group Results and Recommendations

Many practical and promising ideas were generated by the small groups. At least six main
themes emerged from these discussions.

1. Strengthen collaboration among human service agencies to leverage resources and
improve effectiveness. Numerous ways to collaborate were identified, including:

a. Sharing information about funding sources

b. Developing joint grant proposals

c. Engaging in group problem-solving

d. Collectively supporting a researcher/grant writer

e. Exploring the feasibility of a cross-agency case management model for the
county

f. Promoting other agencies’ programs base
about the range of services available in DeKalb County

g. Developing a chamber-type organization to help with marketing and
communication

h. Creating a “ 211 forcteathnddgeney infsrinatiomnand y st e m
referral

2. Improve communication about the current situation and needs to all stakeholders:
clients, the broader community, funders, and other agencies. Varying levels of
knowledge exist about the circumstances facing human service agencies. Involving
agency staff, board members, and clients i
the situation and raise the level of awareness about the current challenges in delivering
human services. Training agencies in advocacy was suggested as a useful capacity-
building action.

3. Reuvisit the organizational core mission and service priorities. Although finding the
time and resources to engage in strategic planning is difficult in times of crisis, this is
often the most valuable activity to support. The pressures of a rapidly growing demand
for services combined withdi mi ni shing resources may push
mo d e ” rming ofgdnitational priorities and conducting program assessments can
help ensure that available resources are being used most effectively and efficiently.
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4. Take full advantage of NIU and community college students as interns and volunteers.
A number of NIU students attended the meeting as part of their coursework and
impressed the other participants with their insights and dedication. Many more NIU
students and others from area community colleges (particularly Kishwaukee Community
College) and high schools could be recruited as volunteers to support human service
agencies. The proposed community service requirement under discussion at the federal
level for all students could be a major resource in this regard.

5. Provide quality local training to build the capabilities of human service agency staff. A
number of training needs were identified in the discussion and in the on-line survey.
Training topics included advocacy, grant research and grant-writing, recruiting and
retaining donors, marketing, needs assessment, evaluation and outcomes, conducting
program assessments, compassion fatigue, effective collaboration, relevant legislative
and policy changes, board development, and managing clients with mental health
issues. The DeKalb County Training Consortium is a network already in place that can
serve to provide such training.

6. Acknowledge and address stress and anxiety in human service organizations.
“Compassion fatigue” was described as a c¢h
responding to stress and anxiety within organizations was the topic of a small group
discussion. Disseminating and building on the ideas generated by the small group
members is a starting point, and this topic could be a training focus as well as a point of
focus for agency collaboration and sharing of practices.

E. Potential Action Steps

Drawing on the ideas generated at the meeting by the small discussion groups, potential action
steps were identified by the co-sponsors of the meeting for five stakeholder groups:

1. Individual human service agencies
2. Partnerships among human services agencies and other organizations orfunders
3. Community donors or funding sources
4. The DeKalb County Training Consortium, a group of various non-profit organizations in
DeKalb County that promotes joint training opportunities and offers free or low-cost
training opportunities
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5. The DeKalb County Human Service Initiative, an effort by DeKalb County health and
human service funders to consistently and measurably improve the quality of life for the
peopleinDekKal b County and to encourage innovati\
human service needs.

Potential actions for each of the five stakeholder groups are listed by the various issue areas
addressed by the small groups.

1. Potential Actions for Individual Human Service Agencies

Address Decreases in Funding and Other Resources

Request a line of credit from local financial institutions

Develop marketing plan to tell organization story and effectively utilize media

Educate funders and local government about organization

Utilize clients as organization voice

Organizations need to be information about funders

Utilize interns and volunteers to locate funding sources

Devel eppr o°ffiotr arm of nonprofit organizat:.

m -0 oo T o

Address Increased Demand for Services — Do More with Less
a. Examine “"extras” (travel, conferences) to
value

b. Prioritize services based on greatest need for clients

c. ldentify low and no cost education resources and encourage clients to take
advantage of them if unemployed or underemployed
Maintain a focus on preventative services while addressing crisis needs

e. Use strategic planning processes to revisit core missions and ensure service delivery
reflects real priorities

f. Identify low and no cost education resources and encourage clients to take
advantage of them if unemployed or underemployed

Maintain Program Quality and Access to Services
a. Work with agency Board and stafftoco n d u c t
0 Ensure alignment with your mission

Program Assessmen

0 Determine baseline measures for quality
0 Cutout frills

N m|
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0 Evaluate the funding elements of each program
o Recognize your I imitations and avoi
thereby stretching yourself and staff too thin
0 This can be started anytime
b. DeKalb County is a very generous community! It is important for organizations to
clearly communicate with people about their specific needs. For example, Hope
Haven had a shortage of pillows one year, put the word out to churches and the
public, and received more than enough to meet their need.
c. For some people, access to services is limited by funder eligibility guidelines. No
solutions were recommended other than continuing to work with funders to address
barriers to services.

Address Organizational Stress and Anxiety

a. Acknowledge that the stress exists

b. Reinforce a team atmosphere to ensure all staff are feeling supported

c. Highlight and celebrate successes and progress

d. Be aware of potential hostile, frustrated or unstable clients from a safety
perspective

e. Bein constant face-to-face communication with staff

f. Reward employees in ways you are able (monetary, work flexibility, project
selection, etc.)

g. Be aware of community resources to help address personal issues of staff

h. Remember such personal touches as birthdays and rewards for project successes

i. Use organizational recognition as a motivator (e.g., service awards, professional
development opportunities as rewards/incentives, press releases, public praise)

j. Infuse humor in the workplace and in your work

k. Be cognizant of compassion fatigue and offer interventions

|.  Encourage Boards to support their staff(s) through rewards and positive gestures

m. Encourage support and/or cross training across organizations to achieve goals

n. Utilize interns to the fullest and provide them with resume-building opportunities to

enhance their future job search
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2. Potential Actions for Partnerships

Address Decreases in Funding and Other Resources

a. Collaboration of agencies obtain line of credit

b. Information sharing on funding sources

c. Networking with other agencies to gather information
d. Community grant writer/researcher

Address Increased Demand for Services — Do More with Less
a. Promote other agencies’ progr ams
b. Use non-traditional information channels to ensure information about available

services is reaching potential clients

Maintain Program Quality and Access to Services

a. Transportation to services, particularly for people outside DeKalb/Sycamore,
continues to be a need for some people. Some of this is related to consumers
needing to be more aware of existing resources (i.e. Bus lines). No solutions were
recommended other than continuing to support VAC in its services

Address Organizational Stress and Anxiety

a. Utilize the DeKalb County human service network to both publicize and ask for
assistance in meeting unmet needs —community directories, DeKalb/Sycamore
Chamber blurbs, DeKalb County Training Consortium, DCCF, KUW, etc.

b. Encourage support and/or cross training across organizations to achieve goals

3. Potential Actions for Donors and Funders

Address Decreases in Funding and Other Resources

a. Provide emergency funding

b. Create a funding pool for operating and consultant expenses

c. Provide donations to be utilized at the discretion of the agency
d. Provide in-kind donations for use by the agency

e. Promote volunteerism

N m|

' : KAKE Center for
United §gg YA NIUg fal Studi
way w DEKALB COUNTY overnmenia vaies
- COMMUNITY NIU Outreach
Kishwaukee United Way FOUNDATION

10



Address Increased Demand for Services — Do More with Less

a. Financially incent organizations to collaborate

4. Potential Actions for the DeKalb County Training Consortium

Address Decreases in Funding and Other Resources

Presentation from bank personnel about lines of credit
Information session of lobbyist and activities

Strategic communication —agencies learn how to tell their story
Effective use of media

Workshop on advocacy

List-Serve for agency administration

@ -0 o0 T W

Central entity to provide training for volunteers (economy of scale)

Address Increased Demand for Services — Do More with Less

a. Provide more local staff training
b. Devel op a-tyfeorgarizatibnefar regional non-profits that can focus on
marketing and communication, beginning with a listserv.

Address Organizational Stress and Anxiety

a. Make Employee Assistance Program (EAP) information/resources available to
employees to help meet their varying needs
b. Utilize peer networks for support, ideas & encouragement (local directors and staff
members, colleagues in your field, listservs, etc.)
c. Utilize the DeKalb County human service network to both publicize and ask for
assistance in meeting unmet needs —community directories, DeKalb/Sycamore
Chamber blurbs, DeKalb County Training Consortium, DCCF, KUW, etc.
d Hostsouree orientation’” for new staff as

5. Potential Actions for the DeKalb County Human Service Initiative

Address Increased Demand for Services — Do More with Less

a. Research promising practices in cross-agency case management
b. Convene interested DeKalb organizations to discuss potential collaborative service
delivery models that focus on (1) quickly getting clients to the needed resources, (2)

N m|
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avoiding or minimizing the duplication of services, and (3) provide holistic

interventions.

Maintain Program Quality and Access to Services

a. Createa@ HMME [ | f € K 2-Blindick id Bain{aidirg prégrdm quality at
times and an issue related to access to services is the increased demand from clients
and the public for services not offered by your organization. Many reported fielding
calls from people looking for additional services and not always knowing where to
refer them. This takes staff time on the phone, can be difficult to turn people away
without giving them some substantial information or help, and frustrating not to

know who does what in DeKalb County.

i. Educate yourself as much as possible on existing services
ii. Utilizethebi-l i ngual
Community Foundation’ Wwebsite

di

rectory

availabl e

iii. Provide training to your staff about services available in the community

iv. Ensure that people get connected somewhere—d o n’ t pass t

v. Creating a 211 system in DeKalb County would entail:

1. Collecting existing resource information (0-3 months)

2. Creating an exploratory task force to determine the validity and

necessary components of a local system (0-3 months)

3. Designing the system, including funding, who would operate it,
where it would be housed/staffed, whether to build a comparable

website component (4-6 months)

4. Potential rollout of a 211 system (7-12 months)

Address Organizational Stress and Anxiety

a. Utilize interns to the fullest and provide them with resume-building opportunities to

enhance their future job search

b. Encourage support and/or cross training across organizations to achieve goals
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Attachment A: Attendees

DeKalb County Human Service Delivery in a Challenging Economy

Name

Barkley, Alex
Brown, Brett
Caballero, Evelyn
Cada, Deanna
Castle, Nancy
Chilton, Bette
Chulick, Micki
Collins, Jess
Conley, Tom

. Cozort, Elaine

. Cripe, Rochelle

. Elliott, Alice

. Emmett, Micki

. Flora, Michael

. Guio, Sue

. Jacky, Jen

. Juday, Suzanne

. Kolls, Mary Ann

. Krist, Shannon

. Larson, Donna

. Littlefield, Dawn

. Martin, Marlena

. Matya, Tom

. Maurer, Helen

. Maurin, Natalie

. Maxwell, Shawn

. McCarthy, Amanda

. Nicol, Jason

. Nikitin, Ivan

. Noreiko, John

. Olson, Jill

. Perkins, Michelle

. Peterson, Susan

. Ramp, Mary
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January 14, 2009

Organization

DeKalb County Community Foundation

DeKalb County Housing Authority
Rehabilitation Counseling Clinical Faculty

DeKalb County Community Foundation
NIU Dept. of Allied Health and Communicative Disorders

DeKalb County Health Department

4-C

DeKalb County Community Services
Bridge Occupational Program Coordinator

Kishwaukee College
Red Cross

DeKalb County Court Services

Red Cross
Ben Gordon
City of DeKalb
RAMP

Community Volunteer
Workforce Preparation for Youth Program
Girl Scouts Sybaquay Council

KEC-Kishwaukee Education Consortium

Kishwaukee United Way
Rehabilitation Counseling Clinical Faculty

Zea Mays Holdings

DeKalb County Hospice
Rehabilitation Counseling Clinical Faculty

DeKalb County Community Foundation

Rehabilitation Counseling Clinical Faculty
Youth Service Bureau

NIU M.P.A. Student

Youth Service Bureau

CASA

DeKalb County Housing Authority

The Growing Place

DeKalb County Community Services
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35.
36.
37.
38.
39.
40.
41.
42.
43.
44,
45.
46.
47.
48.
49.
50.
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Diana Robinson
Rogers, Ellen
Rouse, Joann
Sabin, Ziv E.
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Savage, Aleila
Scott, Nathan
Seaver, Kari
Shipman, Bob
Stefani, Kris
Strachan, Jerry
Templin, Dan
Toay, Jamie
Wicking, Pam
Wicks, Leslie

Y,

Way K =7

Kishwaukee United Way

Family Literacy Coordinator

Center for Governmental Studies, NIU
Voluntary Action Center

RAMP

Elder Care Services

Rehabilitation Counseling Clinical Faculty
Rehabilitation Counseling Clinical Faculty
Love, Inc.

Rehabilitation Counseling Clinical Faculty
Opportunity House, Inc.

Continuing Education

Ben Gordon

DeKalb County Community Foundation
Rehabilitation Counseling Clinical Faculty
4-C

Hope Haven
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Attachment B: Survey Results Highlights
DeKalb County Human Service Delivery in a Challenging Economy

As of January 13, 2009, 26 organizations responded to the survey. Most were human service
(12 or 46%) or education (9 or 35%) organizations, with the remainder in arts and culture (2),
community development (2), and healthcare (1). One-half (13) of these organizations had
operating budgets of less than $250,000. The second largest grouping was in the $1 million to
S5 million range (8 or 31%). Only two organizations had budgets in excess of $5 million.
Figures 1 and 2 display the characteristics of the responding organizations.
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Major Challenges. The following activities were identified by at least one-third of the

respondents as a major challenge:

Obtaining funding - 61% (16)

Recruiting new donors - 58% (14)

Covering employee benefit/insurance costs - 43% (10)
Recruiting or keeping qualified volunteers - 37% (9)
Attracting new members or clients - 32% (8)

® oo oo

Figure 3

Major Organizational Challenges
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Minor Challenges. The following activities were identified by at least one-third of the

respondents as a minor challenge:

Communicating with clients or members —76% (19)
Evaluation outcomes or impacts of programs —48% (12)

Using information technology effectively —48% (12)
Managing finances and accounting —43% (11)
Strategic planning —40% (10)

Attracting new members or clients —36% (9)
Enhancing visibility and reputation —36% (9)
Obtaining funding —35% (9)
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Figure 4

Minor Organizational Challenges
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Minor challenges

Changes in the Past Year. Compared to calendar year (CY) 2007, during CY 2008 the following
changes have occurred:

The demand for services has increased for 72% (18) of the respondents.

Total revenue has decreased for 58% (14) of the respondents.

Total expenses have increased for 88% (22) of the respondents.

Total revenue from donations has decreased for 40% (10) of the respondents and
remains unchanged for another 28% (7).

e. Overall staffing has remained unchanged for 50% (12) of the respondents.
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Figure 5
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Changes from Calendar Year 2007 to 2008
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Organizational Outlook. The majority of organizations, 58% (15), will expand services in certain
key areas over the next 3 years. The services of another 31% (8) will remain unchanged. The 3
remaining organizations (11%) will need to reduce key program budgets and services.

Figure 6
Organizational Qutlook
16
14
- 12
s
& 10
o
2 8
<]
g.,- )
& g 3
; N
0
We will expand Our services will We will need to
services incertain  remain unchanged. reduce key program
key areas. budgets and services.

Current Financial Health. Most respondents, 16 or 61%, have been financially healthy to date

but feel vulnerable in the future. Another 19% (5) are financially healthy and not currently

vulnerable. Three organizations are experiencing chronic financial problems but expect to

survive. The remaining two don’t know how th
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Figure 7

Current Organizational Financial Health
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Cash Reserves. Approximately one in four of the respondents have one month or less in cash
reserves. Eight organizations have two to three months in reserves and another 8 have four or

more months.

Figure 8

Cash Reserves for Operating Expenses
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Answer Options

Funding Sources. Few clear trends were evident in types of funding sources. Of the four
predominant sources of funding, individual donations and government grants tended to
decrease (reported respectively by 33% and 50% of respondents receiving such funding) and
corporate donations and foundation grants remained unchanged (for 33% and 32%,
respectively). The only funding source that increased significantly was fees for service,
reported by 7 of 10 organizations receiving such funds.
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Changes in Funding Sources ¢ Calendar Year 2007

Figure 9

Increase No Decrease Nq LIS Total
Change Funding Know

Individual donations 4 3 7 5 2 21
B_equests/planned 1 3 11 5 20
gifts
Corporate donations 2 7 5 5 2 21
Government grants 3 1 10 5 1 20
Foundation grants 3 7 5 6 1 22
United Way 3 1 2 13 1 20
Fees for services 7 3 1 9 0 20
Memberships 3 3 0 13 0 19
Special events 4 3 3 9 1 20
Retail sales 1 3 1 15 3 23

Cash Deficit Strategies. Nine organizations experienced negative cash flow in the past year,

four of which reported the cause as delays in government payments. Eleven organizations had
total expenses that exceeded total revenues in the past 12 months. Coping strategies included
using prior year cash reserves (6 organizations), cutting nonessential expenses (6 organiza-
tions), delaying payment of bills (4 organizations), and eliminating programs (3 organizations).

Figure 10
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Response to Fiscal Deficits in the Past Year
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Training Topics. According to the frequency with which they were identified, the following
training topics would be useful to organizations in coping with challenges related to the current

recession:
a.
b. Fundraising (16)
c.
d.

United S
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Kishwaukee United Way

Recruiting and retaining donors (16)
Program evaluation/outcome measurement (16)
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Compassion fatigue (16)

Elements of effective collaboration (14)

Legislative/policy changes relevant to human service providers (14)

Clients with mental health issues (13)

Board development (including recruitment, development, diversity, and evaluation) (13)

S@ ™o

Figure 11

Useful Training Topics for Coping with the Recession

Strategic planning % 12
Clients with mental health issues # 12
Board development (inc. recruitment, development and... % 13
Legislative/policy changes relevant to human service... % 14
Elements of effective collaboration # 14

Recruiting and retaining donors % 16

Fundraising % 16

Compassion fatigue % 16

Program evaluationfoutcome measurement % 16
Grant-writing training/support; grantresearch and... % 1

Training topics
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Attachment C: Small Group Results
DeKalb County Human Service Delivery in a Challenging Economy

Group 1: Decrease in Funding/Resources (Deanna Cada, facilitator)

Immediate Actions (Within the Next Three Months):
1. Lines of credit —banks
2. Agency awareness of lobbyist and their activities in regard to funding and advocacy for
Human Services Agencies

3. Tell the agency “story” in the community,
gover nment officials. Have staff, board mem
Use the media (newspaper, radio) to convey

4. Education of funders and local government about agency duties, clients served, money
saved by agency’'s existence, etc.

5. Utilize clients as the agency voice to contact legislators and local government officials
about agency needs. Give the clients the tools to carry this out (information, data, and
phone access)

6. Agencies need to be informed about funders (attend city council meetings, knowledge
of funding viability)

7. Agencies need to understand advocacy and learn ways to advocate for agency and
clients. Development and presentation of an advocacy workshop

8. Sharing information about funding sources (through listservs, grant alerts) that might
not apply to own agency, but would apply to another agency. Funders assist with
|l ocating “new” funding sources and sharing

9. Utilizing interns/volunteers to locate new funding sources

10. Networking with other agency staff to brainstorm ideas, share resources, discuss
collaborations and possible joint grant requests.

Short Term Actions (4 ¢ 6 Months):
1. Emergency funding sources —local funders would fund agency operating costs by
allowing for low interest, easily obtainable loans to agencies. Timing of these requests
would allow for cash flow while waiting for delayed State or Federal funding.
2. Explore the possibility of a “community” g
and write grants, possibly provided through a local funding agency
3. Devel oprafiftfdr arm of age npmofitorganizatbre | p under w
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Long Term Actions (7 ¢ 12 months):

1. Create economy of scale by having a central entity (local funder) provide training to
agency volunteers/interns on topics such as grant research, marketing (telling the story),
needs assessment, evaluation and outcomes, data collection, or by providing funding to
allow time for agency staff to be trained on these topics

2. Develop a funding pool (local funders) that can fund operating expenses and provide
technical assistance funding (business consultation, collaboration consultant, capacity
building assessment, etc.)

Group 2: Increased Demand for Services/Doing More with Less (Diana
Robinson, facilitator)

Immediate Actions (Within the Next Three Months):
1. Carefully consider what might be considere
identify any that might not be of immediate value
2. Prioritize services based on what clients need the most and clients with the greatest
need. Also consider the timing of services to better manage expenditures
3. Promote other agencies progr ams
Provide better information about which agencies to contact and organize that

information by client need

5. Provide more local staff training (e.g., through the DeKalb County Training Consortium)

6. ldentify low- and no-cost educational resources and encourage clients to take
advantage of them if unemployed or underemployed

7. Use non-traditional information channels to ensure information about available services
is reaching potential clients (for example, asking church leaders to make
announcements about available programs for low-literacy adults who may not read
brochures)

8. Maintain a focus on preventative services while addressing crisis needs

Short Term Actions (4 ¢ 6 Months):
1. Use strategic planning processes to revisit core missions and ensure service delivery is
reflects real priorities
Financially incent organizations to collaborate
3. Research promising practices in cross-agency case management (in preparation for
related i-ttermmiact'ilom’g
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Long Term Actions (7 ¢ 12 months):

1. Convene interested DeKalb organizations to discuss potential collaborative service
delivery models that focus on (a) quickly getting clients to the needed resource, (b)
avoiding or minimizing the duplication of services, and (c) provide holistic interventions

2. Devel op a-tygeorgarizationefar regional non-profits that can focus on
marketing and communication, beginning with a listserv.

Group 3: Maintaining Program Quality and Access to Services (Dan Templin,

facilitator)
1. Co n d @regtam Assessments” wi t hin your organizandi on wo
staff.
a. Ensure alignment with your Mission

b. Determine baseline measures for quality
c. Cutout frills
d. Evaluate the funding elements of each program
e. Recognize your | imitations and avoid wo
thereby stretching yourself and staff too thin
f.  This can be started anytime
2. CreateaGHMME [ | £ € K 2-5lndick tid Sainfaidirg pr&grdm quality at times
and an issue related to access to services is the increased demand from clients and the
public for services not offered by your organization. Many reported fielding calls from
people looking for additional services and not always knowing where to refer them.
This takes staff time on the phone, can be difficult to turn people away without giving
them some substantial information or help, and frustrating not to know who does what
in DeKalb County.
a. Educate yourself as much as possible on existing services
b. Utilizethebi-l i ngual directory available on Bob
Foundation website
c. Provide training to your staff about services available in the community
Ensure that people get connected somewhere—don’t pass the buck
e. Creating a 211 system in DeKalb County would entail:
i. Collecting existing resource information (0-3 months)
ii. Create an exploratory task force to determine the validity and necessary
components of a system locally (0-3 months)
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3.

iii. Assuming it is valid to move forward, design the system, including
funding, who would operate it, where it would be housed/staffed,
whether to build a comparable website component (4-6 months)

iv. Potential rollout of a 211 system (7-12 months)

Transportation to services, particularly for people outside DeKalb/Sycamore, continues
to be a need for some people. Some of this is related to consumers needing to be more
aware of existing resources (i.e. Bus lines). No solutions were recommended other than
continuing to support VAC in its services.

For some people, access to services contains barriers based on funder eligibility
guidelines. No solutions were recommended other than continuing to work with
funders to address barriers to services.

DeKalb County is a very generous community! It is important for organizations to clearly
communicate with people about their specific needs. For example, Hope Haven had a
shortage of pillows one year, put the word out to churches and the public, and received
more than enough to meet their need.

Group 4: Stress and Anxiety in Organizations (Dawn Littlefield, facilitator)

(Note: All of these actions are either immediate or ongoing)

1.

o U s wN

Acknowledge that the stress is there organizationally

Reinforce team atmosphere to ensure all are staff are feeling supported

Highlight and celebrate successes and forward progress

Be aware of potential hostile, frustrated, or unstable clients from a safety perspective
Be in constant internal communication with staff re: the organization (face-to-face)
Make Employee Assistance Program (EAP) information/resources available to
employees to help meet their varying needs (e.g., Kishwaukee Health System Program)
Reward employees in ways you are able (monetary, work flexibility, project selection,
etc.)

Utilize interns to the fullest and provide them with resume-building opportunities to
enhance their future job search

Utilize peer networks for support, ideas & encouragement (local directors and staff
members, colleagues in your field, listservs, etc.)

10. Have an awareness of community resources to help address personal issues of staff

11. Remember personal touches (birthdays, rewards for project successes, etc.)
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12.

13.
14.
15.

Use organizational recognition as a motivator (service awards, professional
development opportunities as rewards/incentives, press releases, public praise, etc.)
Infuse humor in the workplace and in your work

Be cognizant of compassion fatigue and offer interventions

Utilize the DeKalb County human service network to both publicize and ask for
assistance in meeting unmet needs —community directories, DeKalb/Sycamore
Chamber blurbs, DeKalb County Training Consortium, DCCF, KUW, etc.

16. Encourage Boards to support their staff(s) through rewards, gestures
177Host ‘resource orientation’ for new staff
18. Encourage support and/or cross training across organizations to achieve goals
/l\l nmn
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