MINISTRY OF SOCIAL
DEVELOPMENT

TE MANATU WHAKAHIATO ORA

12 AUG 2016

On 1 July 2016, you emailed the Ministry requesting, under the Official Information
Act 1982, the following information:

e Describe the change that took place in the intake stage notification
assessment practice after the Office of the Chief Social Work review CYF social
worker caseload including the intake process in 2014.

The needs of children, young people and their families are becoming increasingly
complex and there has been a large increase in the reported number of notifications
to Child, Youth and Family in recent years.

The Chief Social Worker initiated the Social Worker Workload and Casework Review,
at the request of the Chief Executive to ensure that Child, Youth and Family had a
comprehensive understanding of the ways in which the organisation could further
improve its services to children and young people. The review outlined the work
social workers do, how they do it, and asks if the organisation is working with the
right children and young people in the right way. The review is publically available
at: www.msd.govt.nz/documents/about-msd-and-our-work/newsroom/
media-releases/2014/worklioad-and-casework-review,pdf

The second recommendation of the Review relates to the change that took place in
the intake stage notification assessment practice. The recommendation was:

'Re-visit the current intake structure, design and practices, and to build
stronger expectations and guidelines for pro-active information gathering,
conversations and collaboration at all key decision points, including direct
engagement with children and young people, whdnau and caregivers, as well
as with Health, Education and other relevant agencies.’

In order to begin addressing the recommendations outlined in the Qualitative Review
the Immediate Response project was initiated to assist in improving the quality of
social work practice within Child, Youth and Family. The key work streams in the
Immediate Response Project were identified by the Public Service Association (PSA)
and Child, Youth and Family. The project targeted actions that would deliver fast
improvements. As planned, the project completed actions on all work streams in
December 2014,

Work streams 1, 3 and 4 of the Immediate Response Project related to the intake
stage notification assessment practice:
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Workstream 1: The decision response tool used by the contact centre and
sites to assess the appropriate response to a Report of Concern was
improved.

The revised decision response tool is a reference and guide to responding to
Reports of Concern for Contact Centre staff and those at Child, Youth and
Family sites. It was trialled in the National Contact Centre and at several sites
from September 2014. The revised tool was available in final form to the
National Contact Centre in December 2014 and to all sites by February 2015.

Importantly, the revised decision response tool helps ensure Child, Youth and
Family are working with the right children and young people in the right ways.
It is underpinned by the principle that no single agency alone can protect
vulnerable children. It provides greater clarity and guidelines for social
workers and referring agencies as it enhances decision-making by giving
broader access to information. The content of the revised tool encourages all
users to explore alternative supports or interventions before the decision is
made that it requires a statutory response.

The practice centre is a practice resource for Child, Youth and Family. The
revised intake decision response tool is publically available here:
www.practicecentre.cyf.govt.nz/policy/assessment-and-decision-
making/resources/intake-decision-response-tool.html.

For comparison, please find enclosed a copy of the decision response tool
used prior to February 2015.

Workstream 3: Since July 2014, information received by fax or email that
does not need further action (NFA), and is not progressed to notification, is no
longer sent to sites. The National Contact Center is now handling the creation
and management of these records.

Workstream 4: A new Report of Concern template was developed. The aim
was to change notifier behavior. The work stream involved Child Youth and
Family working with Police, Health and Education to improve their
understanding of Child, Youth and Family’s information requirements at the
point of intake, and improve the quality of information provided. Prior to this
agencies had developed their own templates for use by their staff.

The new template has been rolled out to health and education sectors. Child, Youth
and Family still encourage referrals to be made by telephone wherever possible, but
the template can be provided to professionals who need to make a written referral to
Child, Youth and Family as part of their internal processes. A copy of the template is
enclosed.

Provide copies of all briefings, reports, aide memoires, advice written by the
Chief Social Worker’s office and/or Ministry of Social Development in regards
to the findings and recommendations of the CYF social worker caseload
review.

Provide copies of all briefings, reports, aide memoires, and advice written by
the Chief Social Worker’'s office and/or the Ministry of Social Development
mentioning changes to the intake stage notification assessment practice after
the review.
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Your request for copies of all briefings, reports, aide memoires, and advice is very
broad and substantial manual collation would be required to locate and prepare all
documents within scope-of your request. As such I refuse your request under section
18(f) of the Official Information Act. The greater pubilic interest is in the effective and
efficient administration of the public service.

I have considered whether the Ministry would be able to respond to your request
given extra time, or the ability to charge for the information requested. I have
concluded that, in either case, the Ministry’s ability to undertake its work would still
be prejudiced.

In addition to the documents that are publically available and to satisfy the public
interest in relation to the information you have requested, the Ministry is able to
provide you with 14 key documents relating to the Immediate Response Project that
followed the review.

The documents in the table overleaf are released to you in full with the exception of
some names being withheld under section 9(2)(a) of the Official Information Act in
order to protect the privacy of natural persons. The need to protect the privacy of
these individuals outweighs any public interest in this information.

I hope you find this information relating to the Social Worker Workload and
Casework Review helpful. You have the right to seek an investigation and review of
my response by the Ombudsman, whose address for contact purposes is:

The Ombudsman

Office of the Ombudsman
PO Box 10-152
WELLINGTON. 6143

Yours sincerely;
fj

*/ /A

‘Murray Edfidge

Deputy Chief Executive
Child, Youth and Family

Page 3 of 4



Document

Immediate Response to the Child, Youth and Family Qualitative Review - Six Month Action Plan, dated
23 June 2014.

Aide-Memoire for Hon Paula Bennett, Minister for Social Development, Workload and Casework Review -
Six Month Immediate Response Project Current Status and Achievements, dated 28 July 2014

Draft Workload and Casework Review - Six Month Immediate Response Project Current Status and
Achievements—- 25 July 2014

Aide-Memoire for Hon Paula Bennett, Minister for Social Development, Workload and Casework Review —
Six Month Immediate Response Project Current Status and Achievement, dated 21 August 2016

Draft Workload and Casework Review - Six Month Immediate Response Project Current Status and
Achievements- 15 August 2014

Memo to The Office of the Minister of Social Development, Workload and Casework Review - Six Month
Immediate Response Project Current Status and Achievements, dated 18 September 2014

Workload and Casework Review - Six Month Immediate Response Project Current Status and
Achievements -18 September 2014

Aide-Memoire for Hon Anne Tolley, Minister for Social Development, Workload and Casework Review -
Six Month Immediate Response Project Current Status and Achievements, dated 18 October 2014

Workload and Casework Review - Six Month Immediate Response Project Current Status and
Achievements -16 September to 16 October 2014

Aide-Memoire for Hon Anne Tolley, Minister for Social Development, Workload and Casework Review -
Six Month Immediate Response Project Current Status and Achievements, dated 21 November 2014

Workload and Casework Review - Six Month Immediate Response Project Current Status and
Achievements for the period 16 October to 14 November 2014

Draft Workload and Casework Review - Six Month Immediate Response Project Final Close Out Report

Report of Concern template developed in work stream four of the Immediate Response Project

A copy of the decision response tool used prior to the revised decision response tool being developed
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Immediate Response to the Child, Youth and Family Qualitative Review - Six Month Action Plan

E Context g The qualitative review of social worker caseloads, case work and workload management was released on 28 May 2014. The review identified key areas for change and
R e et improvement in systems and practice in order to deliver better quality social work that makes a positive difference to the lives of our most vulnerable children and young people.
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i MINISTRY OF SOCIAL
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ias TE MANATU WHAKAHIATO ORA

Date: 28 July 2014 Security Level: In Confidence
For: Hon Paula Bennett, Minister for Social Development <§
File Reference: REP/14/7/659

(Cq

’ NS/
Workload and Casework Review — Six Mﬂmme
AT

Response Project Current Status an

Purpose This aide-memoire attaches a/|
Month Immediate Response Proj

We are also seeking yo \&ok/ on
for our monthly repo l work:

C

Also attached is in r jonon the ew positions in Child, Youth
and Family natio >‘ ncludm :

o a table g theﬁ phIC distribution of the new
pOSHTOﬂ\S 0

Key milestones Al w/oﬂé@sg?s are on-track to’achieve milestones, and key
ml@S:tp ve ble ed for some workstreams
riticafi /t ame Key Performance Indicator (KPI) for
mpleti safety and risk screen has been changed,

ffect July 2014 (Workstream 2)
% d-emailed no further action (NFA) reports are no longer
referre site (Workstream 3)

%Q/?é worker caseloads over 20 have been reviewed
Workstream 5)

% Survey of CYF staff about re-directing tasks away from social
workers has been completed and analysed (Workstream 6)

/ .
@
& e iPads and iPhones have been purchased, and technology

champions identified (Workstream 9).

Next steps Key milestones coming up over the next three months include:
e August 2014 - full implementation of Workstream 3 (NFA cases

are not be referred by fax to sites)

@ e September 2014 — decisions made on centralisation of s131a
Court reports (Workstream 7)

e October 2014 — first KPI report available (Workstream 2)

e October 2014 - decision made on CYRAS changes to improve
practice (Workstream 8).

We will provide an update in August, which will incorporate any
feedback you have on the reporting template.
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Draft Workioad and Casework Review — Six Month Immediate Response Project

The qualitative review of social worker caseloads, casework and workload management was released on 28 May 2014. The review identified ke
outcomes for our most vulnerable moko una by supporting quality social work practice. The key workstreams in the Immediate Response Project were identified by the PSA and Child, Youth and Family (CYF)

2

Key: In progress 3

Reports of concern about
mokopuna will follow a more
robust decision making
_process

A revised version of the

Current Status and Achievements — 25 July 2014

Reduction in unnecessary
administration time spent
processing no further action
(NFA) responses

¢ Increased consistency in
management of NFAs

Key stakeholders have .
increased understanding of CYF
information required at point of
intake

¢ Streamlined process for

information gathering

Decision Response Tool
(DRT) is under development
Consulting with frontline staff
on strengthening
consistency meetings and
pathway rationale

On track to achieve

supporting robust decision-
making at intake

y areas for change and improvement in systems and practice in order to improve

Manageable caseloads will;
increase time spent with
mokopuna and whanau
improve the quality of social
work practice

increased practice support by
supervisors

Change\s\t;&g Ity
timeframe D

effective from
Changes to repd

system currently u
— goes live October 201

¢ Positive staff response to o
hanges made to the NFA

rocess at NCC

Initial meeting with Education
held

4

A system to monitor and manage
caseloads over 20 is under
development

e Meetings scheduled with Health

milestones:

approval of revised DRT
November 2014
implementation of revised
DRT December 2014

and Police

Minister approved the
changes in criticality
timeframe

Changes communicated to
frontline staff

e On track to achieve milestones:
Decision on revised
notification process to NCC
for Police, Health and
Education — December 2014

Caseloads over 20 have been
reviewed. Themes include
identification of:

cases that can be closed
cases requiring active plans
supervisors holding dual roles
as social workers and
supervisors

Develop a recommended
approach for the Tool going
forward

First KPI report available

¢ Identify specific information
October 2014

requirements to assist robust
decision-making regarding
reports of concern

Increased opportunities for
social workers to engage with
mokopuna and whanau

Survey of CYF staff has been
completed and analysed
1007 CYF staff responded to

Monthly reporting on progress to
manage and monitor caseloads
over 20 — August 2014

Identify the role of practice leader in
monitoring caseloads — August
2014

Decision on reporting and
monitoring system to manage
caseloads — December 2014

Increased opportunity for
engagement with mokopuna
and whanau by centralising
s131a Court reports

Reports provided to the Court
will be of a consistent standard

Increased opportunities for
face to face contact with
mokopuna and whanau by
streamlining recording
processes

e Mokopuna focused recording

social workers to'engage with
mokopuna and whanau

the survey

Survey results indicated
support for re-directing certain
tasks away from social
workers

Survey analysis completed

practice

Data collected on the number of
report requests received over
12 months

Best practice examples collated

Completed review of the CYF
recording policy and key
information with OCSW

. V}dgf nel/e Gaged

* 16 two day workshops are to be

Improved leadership skill of frontline
managers
Improved site performance

delivered over the next nine weeks
for frontline MSD managers
Second wave of 19 two day
workshops are currently being
booked for Oct-Dec 2014

and analysed from 38 sites e Phon d iPads purchased
Developed first draft of good
practice exemplar to guide

practice

e On track to achieve
milestones:

experiences

Communicate survey results
to staff

Consultation with PSA and
other key stakeholders

decision on CYRAS
changes and plans to

e Frontline technolog
champions identified

On track to achieve milestones

360 Feedback Survey tool developed
and installed on MSD network

Three two day workshops have been
delivered

improve recording
practices — October
2014

decision on preferred
options for centralisation of
s131areports - September
2014

Trial roll out process at
Clendon and Manurewa sites

Staff communication on key
responsibilities for frontline
roles —September 2014

Identify areas within CYRAS
that can be modified to
support good recording
practice

* Roil out complete — December
2014

Identify options for
centralisation of s131 reports

Continue delivery of the first wave of
two day workshops

Second wave of workshop completed
— December 2014

Third wave of workshops completed
— March 2015 ’
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Date: 21 August 2014 Security Level: In Confidence
For: Hon Paula Bennett, Minister for Social Development
File Reference: REP/14/7/659

S
Workload and Casework Review - Six mme
Response Project Current Status an

Purpose  This aide-memoire attaches a pt ugt on the Six
Month Immediate Response
We are also seeking your fee on y of this template

for our monthly report

Key milestones
erformance indicator (KPI) for

iticali efr R
i ' @1« risk screen has been changed,
e | \e}m1 Ly @ orkstream two)
o f—é@ de @ further action (NFA) reports are no longer
d to g} Varkstream three)
ht re
> Dr. ion Response Tool completed and ready to be trialled
@ (Wor m one)

/\\g%ﬂcahon of two IT changes that could significantly reduce

orkstreams are on track to achieve milestones:

I work administration tasks (Workstream eight)
%}ads and iPhones are in the process of beihg rolled out with
% Manurewa and Clendon sites receiving the devices week
@ beginning 11 August 2014 (Workstream 9).
3§ \>—"  Key milestones coming up over the next two months include:
¢ September 2014 - trial of the draft Decision Response Tool
(Workstream 1)

e September 2014 — decisions made on centralisation of s131a
Court reports (Workstream 7)

e October 2014 - first KPI report available (Workstream 2)

We will provide an update in September, which will incorporate any
feedback you have on the reporting template.
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memao

[Section 9(2)(a) Privacy of natural persons|
To: L 'Prlvate Secretary, The Office of the Minister of Social

Development
From: Kellie Coombes, General Manager Care and Protectiar - Chl!

Youth and Family
Date: 18 September 2014 & @ V
Security level: IN CONFIDENCE /&
Workioad and Casework Review \édlate
Response Project Current Sta
Purpose
This memorandum provides a proj e for Sept n the Six Month Immedla’ce
Response Project (attached). § 5

Key Milestones

All eight remaining workst@e on track mxlestones
T

o Draft Decision R I'is cu ’malled at the National Contact Centre and

at selected sites <s?/aa one

e Caseload m
(workstream five):

o 25 per g@ e lPad@i?hones have been rolled out to staff and 90 per cent of
{

Te iob hampion ng e country have been trained.

rocess developed and agreed with Operations

tones m§ ver the next two months include:
obe sed Decision Response Tool completed and ready for implementation
workstraa
. Oc o er - new referral template completed and ready to be launched to key partners
four)

e\nber 2014 - implementation plan and initial roll-out of the centralisation of section
31A’and section 132 Summary Reports under the Care of Children Act 2004 (Workstream

@ e will provide an update report in Octaber.




more rebust decision making

« Reporis of concern about mokopuna vill |

th mqupuha artd

rocess chart developad and

n Lesls for
changes developed and submitted
ma




