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I.  Executive Summary
By 2006, approximately 40% of America’s workforce will be age 45 or over.  Successful organizations will be able to capitalize on these workers’ experience, enthusiasm, flexibility and strong work ethic.  A strategy that focuses on hiring quality, while capitalizing on the aforementioned qualities will lead to optimum results.  VDSS must seek ways to retain critical, valued, seasoned, employees while exploring ways to become an “employer of choice” for generation “Y”.  Attracting and retaining Baby boomers to Generation Y workers will be paramount to infusing new ideas, energy, and innovation within the VDSS workplace.  

Phase I of the agency’s Workforce Planning Initiative provides a global review of the Department of Social Services staffing needs and actions necessary to address these needs. This planning phase includes demographic information, analyses of employment trends, and information on competency staffing gaps.  Phase II will provide detailed information by division/office/service identifying employees who are eligible for unreduced benefit retirement for years 2005 – 2018 and strategies to replace or offset the potential loss.  Phase II will be completed by October, 2004.

II.  Overview of Organization
The Virginia Department of Social Services (VDSS) strives for equality and efficiency throughout the agency. 

Each division of the VDSS works independently yet collaboratively to promote responsibility and support the development of healthy families and communities and protect the Commonwealth’s children and aged populations from abuse and/or neglect. 

The joint effort of each division is intended to: 

· Implement systems that promote self-sufficiency of families

· Regulate and promote quality care 

· Create opportunities for family-centered, community based services 

· Strive for effective operations and procedures 

· Work with all levels of government with a commitment to quality 

· Coordinate legislative actions and information 

· Provide timely and accurate benefits and financial support
· Handle media relations and provide public awareness 

· Protect children and vulnerable adults in facilities and communities

We, at VDSS, are proud of our accomplishments in each division and will work towards continuing these efforts throughout the Commonwealth of Virginia.   Appendix A includes an organization chart, depicting our divisions.  The agency provides programmatic oversight with the operation of 120 local social services agencies throughout the Commonwealth of Virginia, employing approximately 8,000 employees.  This segment of VDSS’ operation is state supervised, locally administered.

Mission:

People helping people triumph over poverty, abuse and neglect to shape strong futures for themselves, their families, and communities

Vision:

A Commonwealth in which individuals and families have access to adequate, affordable, high quality human/social services that enable them to be the best they can.

Values:

Accountability:
We maintain an organization and network that are both effective and good stewards of public funds and trust

Integrity:
Our individual and group actions demonstrate the highest ethical and professional standards and respect for our customers.

Effectiveness:
We strive to maximize our resources and effectively meet the changing needs of our customers.

Innovation:
As a learning organization we encourage the development of innovative ways of doing business.

Excellent Customer Service:
Our customers are accustomed to prompt responses, accurate information and compassionate attention to their concerns.

Diversity:
We recognize and appreciate the diversity of both our employees and our customers.

III.  Agency Divisions/Offices
Appeals and Fair Hearings
Overview and Purpose
The role of the Appeals and Fair Hearings Unit is to allow individuals to contest what they believe is inappropriate action by a local agency based on the agency's interpretation of policy or law. In such cases, Appeals and Fair Hearings appoint an impartial fact-finder to review the case, hear the concerns and make a decision. When it is found that a policy or law was indeed incorrectly applied, this unit makes the agency is aware of its decision and corrects the error. 

Child Support Enforcement (DCSE) hears the greatest number of appeals - totaling more than 4,000 appeals a year. Benefits and services constitute the second largest category, with combined appeals relating to Food stamps, temporary assistance to needy families (TANF), energy assistance, employment services and day care totaling approximately 3,500 a year. The fewest number of appeals, but the most complex and time-consuming, are heard in Child Protective Services (CPS) cases involving child abuse and neglect - totaling approximately 265 hearings a year. 

There have been a growing number of benefits and services appeals, and increases are expected in other program areas as well. The average hearing officer caseload has increased steadily since 1995.

The majority of Unit personnel are located in Home Office, including hearing managers who oversee the hearing officers and hear appeals. Hearing officers are located in the following offices Henrico, Richmond, Virginia Beach, Warrenton, Roanoke, Abingdon and the Lynchburg Child Support Enforcement District Office. Hearing officers are assigned cases in one of three appeal categories: three hearing officers hear child support matters, five hearing officers hear benefits and services matters and five hearing officers hear child protective services matters. 

 
Audit Services, Office of 
Audit 
The Division of Audit provides independent, unbiased and objective opinions and recommendations on the operations of the agency and on the agency’s effectiveness in safeguarding its assets. It assists the agency in achieving sound fiscal management and efficient use of its resources. It also assesses the diverse functions and control systems in the Department, and advises management on the effectiveness of these functions and control systems. The fulfillment of this accountability includes, but is not confined to: 

· Appraising the effectiveness and application of administrative, financial, operational and programmatic controls and the reliability of data developed within the Department; 

· Evaluating the sufficiency of and adherence to Department plans, policies and procedures and compliance with governmental laws and regulations; 

· Ascertaining the adequacy of controls for safeguarding Department assets and, when appropriate, verifying the existence of assets; and 

· Analysis and recommendations for the economical and efficient use of resources. 

Fraud Management
Fraud Management (FM) ensures prudent management of Commonwealth resources through oversight of the department’s public assistance fraud control program, Fraud Reduction/Elimination Effort (FREE). 

This division is responsible for the detection and reduction of public assistance fraud, waste and abuse. In addition to its administration of the FREE Program, the division provides technical assistance, fraud investigative training and policy support to local departments of social services. 

By working in collaboration with its various partners, FM makes every to effort to ensure that eligible citizens of the Commonwealth receive the benefits to which they are entitled. 

In matters of fraud, the division acts as the liaison to the Attorney General’s Office and other state and federal agencies. 

The primary functions of this division include: 

· Administration of the FREE Program 

· Maintenance of computer match programs used for fraud detection 

· Referrals to local fraud investigators 

· Development of policy, procedures and training materials for fraud investigators 

· Provides services to other governmental agencies, both inside and outside the Commonwealth, through computer match programs and investigative inquiries to detect interstate duplicate public assistance

· Provides federal, state, and local law enforcement agencies with addresses of food stamp and TANF clients who are fugitive felons or parole/probation violators

Child Care and Development, Office of
Purpose
This program provides funding to enhance the quality, affordability, and supply of child care available to Virginia's families. Child care programs are child-centered, family-focused services that support the family goals of economic self-sufficiency and child development by providing substitute parental care, protection, guidance, and early childhood education. 

Toward this end, policies and service strategies are designed to meet the following goals: 

●   To provide low-income families with the financial resources to find and afford quality child care for their children. 

●   To ensure that the family child care program contributes to the broader objective of self-sufficiency. To provide child care to parents trying to achieve independence from public assistance. 

●   To promote parental choice in the selection of child care. To empower working parents to make their own decisions on the child care that best suits their family's needs. 

●   To provide consumer education to help parents make informed choices about child care. 

●   To ensure that subsidy dollars are provided to the neediest families. 

●   To enhance the quality and increase the supply of child care for all families. To improve the coordination among child care programs and early childhood development programs.
Comprehensive Services, Office of 
Overview and Purpose

To serve as the administrative entity in the provision of an effective and cost efficient service delivery system for emotionally and behaviorally troubled youth and their families.  The system is child centered, family focused and community based and delivered via public/private and state/local collaborative partnerships.  

Division of Benefits Programs
Overview and Purpose
The Division of Benefit Programs is responsible for supervision of major locally administered public assistance programs including Energy Assistance, Food Stamps, General Relief, Medicaid eligibility determination, and Temporary Assistance for Needy Families (TANF). Our mission is to work with our partners (local departments of social services) to ensure the timely and accurate provision of benefits and services to needy families and individuals in the Commonwealth. Primary responsibilities of the Division include the development and interpretation of policy, the provision of technical assistance, training and the oversight of information systems development. 

Division of Child Support Enforcement
Overview and Purpose
Promote strong, self-reliant families by delivering child financial and medical support enforcement services, as provided by federal and Virginia law, through the initiation of cases; establishment of paternity when necessary; establishment of payment obligations and health insurance; enforcement of those obligations; and collection and distribution of payments.

Division of Community Programs
Through community grants, resource development and community-based partnerships we create opportunities for family-centered, community-based services. The objectives of our programs are to: 

· Enhance the independence and well-being of Virginia's citizens 

· Increase internal coordination and awareness of social services 

· Build an infrastructure of private and public agencies, volunteers, faith-based organizations and individuals for the support of Commonwealth families and communities 

· Address the needs of at-risk communities such as self-sufficiency, out-of wedlock births and family preservation 

CP operates the following programs: 

· Community Corps 

· Virginia Faith-Based & Community Initiative 

· Community Grants Programs 

· Virginia Mentoring Initiative 

· Prisoner Re-Entry 

· Fatherhood, Healthy Marriage and Stable Families 

Division of Family Services
Overview and Purpose
FS promotes and supports the development of healthy families and protects Virginia's children and adults from abuse and neglect. Our objectives are to: 

· Develop and manage the skills and professional development training of workers, providers and other partners related to the Division. 

· Manage the division's operations to effectively and efficiently meet the needs of customers and comply with federal, state, and administrative requirements. 

· Administer grants and contracts in accordance with funding source requirements and procedures throughout the biennium. 

Our initiatives are: 

· Adoptions 

· OASIS Expansion 

· Adult Services Automation 

· Training on Financial Exploitation Expanded 

· Structured Decision Making 

· Child and Family Services Assessment/Review/Improvement 

· Training on ICPC to courts and local agencies 

Division of Finance
Overview and Purpose
The Division of Finance performs management and oversight of the annual budget and expenditures for the Virginia Department of Social Services (VDSS). It provides guidance for the department's financial policies and ensures fiscal compliance with state and federal regulations. The Division of Finance is also responsible for processing financial transactions for the department and reporting the results of those transactions to local agencies, field offices, state and federal entities.
Division of General Services 
Overview and Purpose
General Services provides technical assistance and guidance to agency personnel regarding procurement, property and facilities and management, telecommunications, mail distribution and records management. It functions internally to support the needs of VDSS and its missions. 

There are two units within the Office of General Service - Procurement and Property and Facilities Management. 

Division of Human Resource Management 
Overview and Purpose
The Division of Human Resource Management (DHRM) provides comprehensive human resource management services in partnership with the delivery of social services programs to our constituents.

DHRM is composed of the following functional areas of responsibility: benefits, employment, classification/compensation, employee relations, and human resource information systems.   Unlike traditional state agencies, the DHRM provides human resource management services to approximately 1600 state employees and 120 local departments of social services comprised of approximately 8,000 employees.  The division has re-organized over the last year to become a customer-driven organization.  DHRM serves as a strategic partner in assessing and providing comprehensive human resource services in accomplishing the agency’s mission.

Critical issues include: Needs forecasting – improved planning and control over staffing and organizational requirements, based on analysis of conditions; Performance management – improving performance of individuals and of the organization as a whole; Career management – activities to select, assign, develop, and otherwise manage individual careers in the organization.

Division of Information Systems
Overview and Purpose
The Division of Information Systems provides technical development and support for VDSS.
Division of Licensing
Overview and Purpose

The division of Licensing Programs' primary purpose is to protect the safety, health and well being of children and adults receiving care in non-medical day and residential programs. The division regulates about 7000 facilities, of which about 5000 are licensed. These programs include: licensed child day centers; child day centers that are licensure-exempt because of religious sponsorship or private school accreditation; licensed family day homes and systems; registered family day homes operating below the licensure threshold; private child placing agencies offering adoption, foster care and therapeutic foster care services; children’s residential facilities, most of which are subject interdepartmental regulatory standards; assisted living facilities; and adult day care centers. 

The division of Licensing consists of three functional units: 

· Office of Program Operations
This unit provides management and direction to ten licensing units located in eight area licensing offices and the Child Welfare Licensing Unit, which licenses children’s residential facilities and child placing agencies statewide and is located in the division’s central office. The unit's responsibilities include: 

· Supporting and monitoring licensing offices and units 

· Resolving customer complaints and concerns, including coordination with other agencies as appropriate 

· Developing standard operating procedures 

· Processing adverse enforcement actions and appeals 

· Managing staff development functions 

· Managing technical assistance and pre-licensure training services to providers 

· Managing training services to adult care providers 

· Coordinating responses to Freedom of Information inquirers 

· Processing requests for allowable variances 
· Office of Program Development
This unit provides policy analysis and support, which includes: 

· Researching and developing proposed initial and revised licensing regulations 

· Managing the regulatory promulgation process 

· Developing training materials, policies, procedures, guidance material and forms to implement new regulations 

· Providing interpretation of proposed legislation, and planning implementation of new legislation 

· Providing analysis and coordination of regulations, policies and procedures involving other agencies, including development of Memorandum of Agreement (MOU)
· Providing technical assistance to operations staffs in the interpretation and application of laws and regulation 

· Producing technical assistance materials and providing training in areas of expertise 

· Providing customer support and information to provider and consumer groups 
· Office of Management Support
This unit provides business management support and oversight, which includes: 

· Providing information systems development and support 

· Responding to requests for data and statistical research, including FOI requests 

· Managing and overseeing budgeting and fiscal operations 

· Coordinating and overseeing logistical support to all divisional sites 

· Coordinating Web site maintenance 

· Coordinating development of operating plans and processes 

· Collecting fees for civil penalties 
Division of Public Affairs
Overview and Purpose
The Division of Public Affairs provides comprehensive internal and external communications services to the Department of Social Services and the citizens of the Commonwealth of Virginia. 

This division is responsible for fostering an environment that encourages open, frank and willing communications. It provides users with the tools to enhance effective communications to ensure complete, effective and timely information sharing. 

Public Affairs handles media relations and provides public information. The primary functions include: 

· Directing the agency's media relations 

· Developing and distributing external, internal and local agency communications 

· Managing the public, local agency and employee Web sites 

· Providing responses to citizen services inquiries 

· Coordinating the Statewide Information and Referral Program and moving toward implementation of 2-1-1 

Public affairs consist of the following units: 

· Citizens Services (CS) 

· Media Services 

· Information and Referral (I&R) 

· Web Development (Webdev) 

Division of Quality Management
Overview and Purpose
The Division of Quality Management (QM) promotes accuracy and quality in the delivery of social service programs. Through effective collaboration and monitoring of state and local boards, QM ensures the optimal use of available resources to families and individuals in need of assistance, providing all Virginians with the opportunity to become self-sufficient.

The QM Division serves as a catalyst for local, state and federal staff in developing effective internal monitoring and control processes. The primary functions of this division include:

· Assessing program performance in meeting outcomes 

· Collaborating with local departments of social services and boards to promote high performance and quality customer service 

· Maintaining the Local Agency Board Member Handbook 

· Recommending and facilitating best practices and administrative modifications based on findings 

· Reducing errors through involvement in the state and federal policy planning process  _ _ 
Division of Training Management
Overview and Purpose

The Division of Training Management is responsible for designing a statewide training system for the Virginia Social Services System and Implementing the Pathlore Learning Management System stateside for VSSS.
Interdepartmental Regulation 
Overview and Purpose

The Interdepartmental Regulation Program ensures that a coordinated approach to the regulation of children’s residential facilities is taken by the Departments of Education; Juvenile Justice; Mental Health, Mental Retardation and Substance Abuse Services; and Social Services.  This coordinated approach is critical to assure that the care, treatment and education provided to children placed in these facilities is adequate.  This joint effort is intended to promote quality residential care through an effective and efficient interdepartmental regulatory process.

Legislative and Regulatory Affairs, Office of
Overview and Purpose
The Office of Legislative and Regulatory Affairs (LRA) provides oversight in the legislative and regulatory activities of the Virginia Department of Social Services (VDSS). It is responsible for ensuring departmental compliance with state and federal mandates in the development of social services regulation. The office also provides technical support to the State Board of Social Services and the Child Day-Care Council. LRA also administers the Interdepartmental Regulation Program, a joint effort of the Departments of Education (DOE); Juvenile Justice (DJJ); Mental Health, Mental Retardation and Substance Abuse Services (DMHMRSAS); and Social Services (DSS) to cooperatively regulate most of Virginia’s public and private sector children’s residential facilities.

Newcomer Services Office of
Overview and Purpose
This program provides administration and oversight of services and benefits to refugees who are resettled into the Commonwealth.  The program promotes refugees’ early economic self-sufficiency and successful assimilation into Virginia’s communities as follows:

· Employment Services – assistance in obtaining jobs with health benefits that meet a family’s financial needs

· English Language Training – English instruction concurrent with employment service
· Support Services – translation, interpretation, transportation and day care

· Case Management Services – a comprehensive resettlement plan for each refugee and his/her family

· Health Screenings – medical screenings through local departments of health

· Unaccompanied Minors Program – culturally sensitive child welfare services to refugee children who arrive without a parent or another relative
Virginia Commission on National and Community Service
Overview and Purpose
The Commission is charged with carrying out the provisions of the Unified State Plan. The National and Community Service Trust Act of 1993 require each State Commission to design a statewide strategic plan called the Unified State Plan. The plan is to be developed through an open and public process that provides for maximum participation and input from national service programs within the state as well as other interested parties of the volunteer sector.  The plan serves as the vehicle through which states create a broad vision for promoting national service and for building a solid infrastructure of high quality programs and support services. Partners of the plan identify state priorities, themes, and target areas for collaboration among all streams of service, faith-based organizations, and other volunteer programs.  

IV.  Demographics 
Economic Structural Changes and Workforce Planning and Development
One of the emerging trends in the U.S. economy is that work (for many jobs) can be performed anywhere, anytime, thanks to innovations in information technology and telecommunication.  A significant trend is the outsourcing of “white collar” jobs in the service sector.  This aspect challenges the education system, both formal and within organizations, to derive mechanisms that allow for employee transition to new jobs.  See Appendix B for “Virginia Economic Forecast, 2004-2005.”
Income and Employment Trends – VDSS and Virginia
The VDSS employed 1,559 classified staff as of April 30, 2004 (ending the period with 144 vacancies).  Turnover for the period ending 6/30/03 was 7.2%.  For the period ending 4/30/04 it was 6.5%.  VDSS appears to be losing as many employees as it is employing in last two fiscal years.  The majority of those who leave (2.1% from the period 7/1/04 to 4/30/04) cite “better job.”  FY ‘03/’04 2% left for “better job.”  Two percent of former employees in both fiscal years cite “other.”  Service retirement is the next highest reason individuals leave the organization; 1.6% in FY ‘03/’04 and 1.7% as of April 30, 2004.  The organization is poised to lose as many as 600 classified employees between 2004 and 2019 to service retirement or approximately 40% of its classified workforce.  This clearly poses the greatest threat facing the organization with the potential loss of institutional and programmatic knowledge.  See Appendix C – Table 1 -   for information on projected numbers of employees by pay band.

These statistics alone point to the need for aggressive succession planning.  However, there is an external element that will also impact the agency.  Economists are forecasting accelerated employment growth and increasing wages throughout Virginia for 2004.  Wages are anticipated to grow approximately 1.5% in Danville and as much as 9% in Northern Virginia.  With this additional pressure, VDSS and the Commonwealth must position itself to aggressively compete with the private sector in attracting and retaining employees through its compensation and benefits package and work-life programs. The charts on the following page (source Virginia Employment Commission) provides an overview of economic and income data for the period 1994 - 1999 and projected employment trends by occupational group for the period 1998 – 2008.  Areas of Virginia forecast for the greatest percent growth in jobs for the period are Northern and Tidewater Virginia.  This potentially may result in attraction and retention issues for the Agency unless it looks for ways to market itself as an “employer of choice” through its positioning and leadership.
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	 PER CAPITA       TOTAL PERSONAL INCOME

	        ANNUAL DATA         INCOME         (THOUSANDS OF DOLLARS)

	 

            1994            23,709                154,981,634

	            1995            24,456                161,441,795

	            1996            25,495                169,938,221

	            1997            26,763                180,190,234

	            1998            28,369                192,605,394

	            1999            29,794                204,769,186

	 

	   
	        % CHANGE

	         1998-1999           5.0 %                   6.3 %
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	            STATE OF VIRGINIA

	 

ESTIMATED   PROJECTED   PERCENT                                ANNUAL JOB

	 OES   OCCUPATIONAL TITLE       1998        2008      CHANGE   OPENINGS

	----- ----------------------------- ---------   ---------   -------  ----------

	 00000 TOTAL, ALL OCCUPATIONS  3,294,056   4,039,927   22.64     153,555

	EXECUTIVE, ADMINISTRATIVE & M   232,496      290,765   25.06       9,941

	PROFESSIONAL SPECIALTY OCCS     743,716    1,027,528   38.16      42,971

	MARKETING & SALES OCCUPATIONS   390,677      479,141   22.64      20,715

	ADMINISTRATIVE SUPPORT OCCS,    548,916      643,162   17.17      20,869

	SERVICE OCCUPATIONS             491,042      618,251   25.91      28,345

	AGRICULTURE, FORESTRY, & FISH    88,280       91,041    3.13       2,720

	PRECISION PRODUCTION, CRAFT &   332,441      367,924   10.67      11,409

	OPERATORS, FABRICATORS, & LAB   466,488      522,115   11.92      16,585

	HAND LABOR & MATERIAL MOVING    132,764      156,621   17.97       6,853

	


V.  Assessment of Current Needs
This section of the Plan highlights a strategy addressed in the Agency’s Strategic Plan and is currently in process.  The Agency recognizes to be a leader in its class and to retain a talented and motivated workforce, it must become a “learning organization” that offers challenging and meaningful work to employee in all occupations.  Below is an outline of the Agency’s strategy for accomplishing Goal Five -- “Cultivating a diverse workforce capable of accomplishing the system’s mission.”
Create and maintain a world-class learning environment
Objective 1.1:  Become a learning organization.

Target

· Develop a one-page fact sheet on the Learning Organization by February 2004 with 100% of the VDSS senior leadership receiving an orientation by March 2004.

· Include discussion of the learning environment in the quarterly VDSS senior leadership meetings with updates.

· Post the principles of a learning organization throughout the system.

Measures

· Percentage of employees exposed to information on learning organization concepts, terminology, and strategies 

· Number of agency-wide strategies for identifying agency learning needs place and operational 
· Percentage of employees with development plans entered in the Pathlore system

· Percentage of work units with competencies identified 

Strategies

1.1.1 Create and implement a marketing and communication plan that will include learning organization concepts, terminology, and strategies.

1.1.2 Develop a consistent process for identifying and analyzing agency 
        learning needs that can be addressed through training or other   strategies.

1.1.3 Create a system to manage Department training and procedural 
         documents.  

1.1.4 Create a process for Supervisors to track the progress of their
         employees’ development plans throughout the performance cycle.

Objective 1.2: Manage knowledge as a corporate resource.

Target
· Partner with the Division of Quality Management to develop 5 knowledge management goals for each program area with timelines by mid-February 2004. 

· Document all business practices for each division with a systematic update and storage plan by December 2004.  

Measures

· Complete knowledge management plan with implementation schedule

· Number of positions with generic learning/development plans identified

· Number of information sources available online to augment training

· Number of work units with succession plans that enable preserving agency expertise

· Number of IV-E stipend students remaining with the system for 1-5 years beyond the period of obligation

Strategies

1.2.1 Design and implement a knowledge management system-wide plan.

1.2.2Create a partnership with Human Resource Management/program areas/divisions/work units focused on preserving agency expertise through identifying weaknesses and risks in the area of human capital in order to develop a training/agency learning response.

1.2.3 Provide mandatory training for supervisors on how to develop a succession plan.

1.2.4 Continue to fund IV-E stipend student programs to strengthen the system’s capacity for garnering, classifying, and sharing professional knowledge.

VI.  Discussion and Observation of Future Needs
Appeals & Fairings 
 

What are your key positions?  What key competencies are needed?
In addition to the Manager position, the key positions are Hearing Officers (Hearing and Legal Services Officer II).  For this position I recommend recruiting individuals with legal backgrounds, either holding a law degree and are licensed attorneys or, at a minimum, those that hold a paralegal certificate/degree.  There has been a dramatic increase in customers who have legal representation, and hearing officers holding a legal background would be very beneficial.

What competencies are needed in the long term?
 

There are eight hearing officers for the Department and they are geographically dispersed statewide.  Attempts are made to conduct hearings telephonically, however some customers request face to face hearings, and VDSS is required to accommodate that request.  Having Hearing Officers cross-trained would eliminate the need for overnight travel in most instances. 
 
Do you foresee future information technology needs/demands?
 

The hearings are required to be taped and VDSS currently uses outdated Dictaphone equipment to accomplish that, and the quality is poor.  Other state agencies (including Worker's Compensation) use more advanced digital recording equipment and movement in that direction is recommended.
 

Due to the travel of hearing officers to conduct face to face hearings, I recommend they all be equipped with laptop computers and with portable printers.  This will enable the unit to operate more efficiently and effectively.

 

The Appeals Tracking System (AATS)) is not user friendly and very cumbersome.  Additionally, the current system produces no automated reports, so those are compiled manually.  The data on the AATS system is unreliable.  For effective management of the program, the outdated AATS system should be replaced with a new tracking system.

 

Other Comments:
VDSS foresees increased turnover in the appeals unit, and in other units of the Department, due to employees reaching retirement age or years of service.  VDSS must take steps to ensure work will continue to flow even with that loss of important knowledge and experience.  

 

Also, TANF customers are now allowed to file oral requests for appeals (previously those were required to be in writing) which will likely result in increased appeals for the benefits Hearing Officers. These two situations are yet another factor to consider in supporting cross training.  The benefits and services programs are very complex and there will understandably be a period of time required to learn the various programs and become proficient in hearing appeals involving two or more programs.

 

Regarding anticipated program trends, we recently experienced an influx of Administrative Disqualification Hearings due to the Hurricane Isabel disaster.  For the general public, those hearings were conducted by Quality Control Reviewers in the field who volunteered for the extra duty and received minimal training.  I see the need for increased disaster recovery planning and training provided by the Department, for staff at the local agency who are taking the applications and rendering eligibility decisions to the appeals process.  

 

The hearing officers receive minimal training from the Department on updated program policies and are not asked to comment on proposed new policies or guidance to local agencies.  Recently, I invited the child support hearing officers to attend a policy update training session along with the child support managers and supervisors.  The feedback was positive and I plan to continue that interaction.  All Hearing Officers should also have the opportunity to attend policy updates and training sessions for all the benefits and services programs.  The Hearings Manager should also be included on the distribution of proposed policy changes or bulletins allowing for input prior to dissemination.
Audit Services, Office of
What are your key positions?  What key competencies are needed?
Fraud Management Unit Manager – understanding of state and federal requirements and accepted procedures related to fraud investigation and prevention.
Internal Audit Manager (IT Specialist) – requires a high level of information systems technical expertise which includes participation in systems development; general and application control reviews; data security, physical security, and contingency planning; and use of computer assisted audit techniques.  
Are new skill sets needed to realize strategic goals?  If so, please describe. 

None anticipated.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
None anticipated.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Not applicable.

What competencies are needed in the short-term (0-5 years)?
Staff.  Internal Audit and Fraud Management staff levels are significantly understated in relation to the size of the organization and federal/state mandates.

What competencies are needed in the long-term?
Staff.  Internal Audit and Fraud Management staff levels are significantly understated in relation to the size of the organization and federal/state mandates.

Do you foresee discontinuance of any program or service?  If so, please discuss.
Fraud Management Unit is evaluating what can be completed on an ongoing basis given existing staff levels, mandates and expectations.

Do you foresee future information technology needs/demands?  If so, please describe.  

None anticipated
Child Care and Development
What are your key positions?  What key competencies are needed?
Child Care Policy Consultant; Child Care Budget Analyst; 

ability to monitor, conduct analysis; knowledge of child care and development, knowledge of child care subsidy program; ability to plan and organize, excellent analytical skills, excellent verbal skills, well developed writing skills, knowledge and use of personnel computers and software packages related to work processing, spreadsheets, and presentations 

Knowledge of child care and development, knowledge of the child care industry and the political and social issues affecting it, knowledge of adult learning theory, knowledge of the regulatory and legislative process, ability to plan and organize, excellent analytical skills, excellent verbal skills, well developed writing skills, knowledge and use of personnel computers and software packages related to work processing, spreadsheets, and presentations 

Are new skill sets needed to realize strategic goals?  If so, please describe. 

Budgetary skills both in managing administrative budget and local budget issues.  Skill in creating, monitoring and analyzing budgets worth millions of dollars.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Not applicable.

What competencies are needed in the short-term (0-5 years)?
Same as listed above, plus knowledge of alternative training delivery methods

What competencies are needed in the long-term?
Big picture management skills and strategic thinking

Do you foresee discontinuance of any program or service?  If so, please discuss.
No.

Do you foresee future information technology needs/demands?  If so, please describe.  

All staff will need to be able to prepare presentations and create Excel spreadsheets, as well as master the basics of Microsoft Word. 
Movement into the area of web-based training as an alternative training delivery method, we will continue the need to have one or more training data.
Comprehensive Services, Office of 
What are your key positions?  What key competencies are needed?
· Director of the OCS  -- Mental Health Background

· Chief Operating Officer – Business/Public Administration Background

· Business Manager  -- Accounting Background

· Assistance Team Manager  -- Managed Care Background

Are new skill sets needed to realize strategic goals?  If so, please describe.
No
Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?  If so, please describe competencies that will be needed.
Not applicable.

What competencies are needed in the short-term (0-5 years)?
· Financial

· Operations Management

· Managed Care

What competencies are needed in the long-term?
Same as short-term

Do you foresee discontinuance of any program or service?  If so, please discuss.
Not at this time

Do you foresee future information technology needs/demands?  If so, please describe.
Continued migration/focus on internet to support our technical assistance and financial operations 

Division of Benefit Programs
What are your key positions?  What key competencies are needed?  

The key positions within the Division of Benefit Programs are program managers, program consultants, and business operations analysts.  The competencies for each follow.

· Program managers – management, legal analysis, budgeting, strategic planning, client focused, analytical ability, program knowledge, excellent communication skills

· Program consultants – customer service skills, analytical ability, excellent communication skills, program knowledge, client focused

· Business analysts – knowledge of information technologies, analytical abilities, customer focused, facilitation skills, data management skills

Are new skill sets needed to realize strategic goals?  If so, please describe.  

Yes, we have a need for better research skills, writing skills, and data management and analysis skills.  Virtually none of the staff have experience in conducting literature reviews, synthesizing information, and knowing how to be an education consumer of research.  These skills are important to understand best or effective practices from other states or other business/service operations with similar processes.  Additionally, only three of the current staff has excellent writing skills, a core competency necessary in the division.  Finally, few staff has data management and analysis skills which are necessary for policy analysis, planning, and the use of data for more effective program operations.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.  
Yes, I anticipate that the Temporary Assistance for Needy Families Program will be reauthorized this year with significant program and reporting changes.  This change will create a significant demand for policy analysis, strategic planning, research, and statistical modeling.  

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed. 
We will additional analytical capacity for legal analysis, program and fiscal modeling, and training.  These additional resource needs will be temporary in nature, approximately 12 months for additional analytical capacity and a subsequent 12 months for additional training capacity.  
What competencies are needed in the short-term (0-5 years)?  

· Statistical analysis and modeling

· Data management

· Knowledge of emerging technologies

· Change management

· Writing skills

· Research skills

What competencies are needed in the long-term?  

All of the aforementioned in the question above and in the first question. 

Do you foresee discontinuance of any program or service?  If so, please discuss.  

No.  

Do you foresee future information technology needs/demands?  If so, please describe.  

Geographic Information Systems (GIS), Interactive Voice Recognition systems (IVR), and document imaging.  I think we will be using GIS to assess the health and service demands/gaps within communities as well as for planning and service delivery activities.  We will likely be using IVR technology to take applications and manage changes in case status over the phone, 24/7.  I think we will move to electronic case records and a more paperless office environment which requires a document imaging system and defined workflow.  
Division of Child Support Enforcement
What are your key positions?  What key competencies are needed?
DCSE now funds 1,008 positions, all of them vital to the management of the large, complex, federally-mandated/state administered child support enforcement program.  Beyond the sheer number of positions and multitude of levels and specializations are the facts that
:

· Most direct program delivery occurs remotely from Richmond. 

· Extensive interaction is required with other programs including some not under this Department (e.g. Medicaid).

· Further extensive interaction is required with other states or countries for the approximately 30 percent of cases where one parent and possibly the child(ren) reside outside Virginia.

· Within the Commonwealth, extensive interaction is also required with the 120 local departments of social services, the 423 separate court locations throughout Virginia where our cases are addressed, and about 150 additional locations requiring at least monthly if not more frequent direct contact, such as child support service points, IV-A co-location sites, Economic Relief Centers, and miscellaneous training and liaison requirements.

· Of the 1,008 Commonwealth positions funded by DCSE, 788 are in the three geographic areas and 19 district offices overseen by three Assistant Directors – Field (plus two contractor-operated district offices).  The DCSE Home Office contains an additional 67 direct positions, bringing the total positions to 855.  The remaining 153 positions funded by DCSE are:

· Legal Services staff on the DCSE payroll but selected and supervised by the Office of the Attorney General: 55

· Division of Information Systems staff developing, maintaining and improving the automated systems necessary to manage the child support enforcement program: 24

· Division of Finance staff devoted to child support payment processing: 68

· Administrative hearings staff: 4

· DHRM staff devoted to child support: 2

Consequently, it is not possible to single out one or several positions as key: all work together as the Virginia Child Support Enforcement System and support the overall Virginia Social Services System accordingly.  The same must be said regarding key competencies: all are needed.

Are new skill sets needed to realize strategic goals?  If so, please describe. 

Among employees identified above as direct DCSE staff, a number of skill sets need to be developed or strengthened to deal with new or evolving technology or program requirements.  Prominent among these are:
· For customer services staff: positive communications skills; stronger knowledge of the child support enforcement program; improved ability to deal with difficult customers.

· For web content developers: good oral and written communication skills.

· For all staff who manage or deal extensively with human resources, public affairs and other DSS areas outside DCSE: improved knowledge of human resources, media and other general communications protocols and skills; improved analytical skills.

· For training staff, including both trainers and coordinators: planning and coordination skills; communication skills including “on the floor.”

· For all staff who plans, coordinates, conducts or extensively participates in video conferencing: sufficient technical training to handle the technology; specific training in making the best use of this communication mode vis-à-vis assembled meetings.  For staff handling specific applications on a recurring basis (e.g., conducting or participating in administrative hearings by video), more intensive training similar to the above.  

· For supervisors and managers generally: improved skills in supervising staff; specific application of these in a public administration setting; improved skills for dealing with customers over a wide range of demographic characteristics; improved understanding of the broad spectrum of public policy issues, laws and regulations; computer skills 

sufficient to create “demand” reports, monitor performance and oversee caseload management systems.

· For professional staff generally: highly developed organizational skills; multi-tasking skills; improved ability to deal, both by phone and face to face, with difficult customers and complex issues; ability to learn and apply complex policies and procedures; computer skills sufficient to manage large and demanding caseload through accessing caseload management tools and internet resources.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
The national child support enforcement program has over the past several years greatly expanded the scope of child support to include greater concern for involvement of both parents in the care and rearing of their child(ren), as opposed to the welfare-recovery emphasis that largely characterized the program in its early stages.  Especially beginning with the Personal Responsibility and Work Opportunities Reconciliation Act of 1996 (popularly known as PRWORA or the Welfare Reform legislation), states were encouraged and in some areas mandated to mount new initiatives and expand old ones.  

In Virginia, a substantial series of applied child support research demonstrations and multi-partner ventures have ensued, in a number of cases becoming the seeds of longer-term and agency-wide innovations (for example, video conferencing started with several DCSE research initiatives and now is a Department-wide emphasis, based on the experience in those initiatives).  These initiatives, together with the increased number and complexity of new tools for finding delinquent parents and their assets (e.g., National Case Registry; National Directory of New Hires; improved laws and regulations for interstate case management; etc.), as well as movement by the federal government to measure and reward (or penalize) states according to their relative performance in selected incentive factors rather than by “process” factors, while staff levels have essentially remained static, have had the effect of stretching staff resources for managing cases to the maximum.  Here are some salient examples:
· The 1999 General Assembly directed the Joint Legislative Audit and Review Commission (JLARC) to evaluate the caseload, management, employment levels and workload of DCSE.  The evaluation was documented in an Interim Report (Senate Document No. 42, 2000 General Assembly) and the Final Report (House Document No. 15, 2001 General Assembly).  Recommendation (5) of the Final Report recommended that DCSE staffing be augmented by 105 permanent positions, largely in recognition of such staff-intensive changes in the 

program.  The report also cited the since-completed, federally-supported DCSE research projects on caseload and staffing standards as further substantiation of these needs.  This recommendation has not yet been implemented.

· A similar picture emerges from an analysis of the five federal Incentive Factors.  In the factors dealing with enforcement of existing orders and establishment of new ones, DCSE performance continues at a high level relative to national averages and federal expectations.  In the very labor-intensive factor of establishing paternity when not acknowledged by the father, the Commonwealth’s performance has begun to flag somewhat – whereas, Virginia ranks sixth in the nation in having a high ratio of benefits versus program expenditures.  DCSE offers the observation that these two facts are related: spending a bit more on staff would reduce the latter ratio, but should have salutary impact on flagging performance not only in paternity establishment but also the incentive factors related to enforcing existing orders.

· An emerging emphasis at federal and state level is enhanced performance in the provision of medical support in conjunction with child financial support.  This is evidenced in direct pronouncements from the federal government as well as multiple audits and studies by the federal Health and Human Services Inspectors General and the just-renamed General Accountability Office.  A new incentive measure, which will have direct impact on the federal incentives portion of states’ child support funding (largely the reason why Virginia has not required state General Fund support for the past several years), will be put into use within the near future.  Implementing this initiative will be a very labor intensive matter, requiring specialized health care workers and/or extensive contracting support.

· All of the above factors, plus extrinsic circumstances affecting the families served by the child support enforcement program, have also swamped the staff level, systems and equipment that DCSE devotes to specific customer service.  Work continues on augmenting this capacity, but DCSE believes the better long-term solution may be to reorganize and privatize our child support customer service operation, as has been successfully done, with significant improvement in problem resolution and customer satisfaction, in several other states.  Additionally, the positions and staff level now devoted to this function could be redirected to the burgeoning workload increases throughout the program, as summarized above.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
This has largely been covered in the descriptions just provided.  In general, the division will require increased number of professional and support employees with skills and competencies in establishing paternity, enforcing child support orders and researching arcane and complex databases under equally-complex laws and regulations.  To cite just one example, with the number of court hearings having increased by more than 25 percent over the past four years, our Legal Services unit needs an increase of at least six attorney positions immediately; other specialty areas have concomitant needs.

Along with that, DCSE requires the restoration of dedicated Computer Network Systems Technician (CNST) support and training to allow the automated systems that allow our case management to happen, to function properly, and be repaired quickly when they do not.  DCSE established and filled 29 such positions at the time the APECS automated case management system was established statewide in 1994: those were transferred to the Division of Information Systems to service the entire Department in 1996, and their number has dwindled to the point that there are inadequate resources to service not only DCSE, but all Department automated systems.

What competencies are needed in the short-term (0-5 years)?
All of the above.

What competencies are needed in the long-term?
Those above need to continue to grow as program expectations, complexities, caseloads and mandates continue to increase.
Do you foresee discontinuance of any program or service?  If so, please discuss.
No.

Do you foresee future information technology needs/demands?  If so, please describe.  

The project to re-engineer the APECS case management system is ongoing, and is described under the DIS submission.

Division of Community Programs
What are your key positions?  What key competencies are needed? 

For managers, important competencies include ability to manage fiscal activities, knowledge of personnel policies and practices, ability to manage multiple tasks and projects, ability to form, lead and motivate teams, and ability to understand and utilize technology as a management tool.     

For program staff needed competencies would include specific program knowledge, project management skills, ability to track fiscal activities, teamwork ability, writing skill, knowledge of computer use and use of standard business software applications.  

For administrative support staff, competencies would include knowledge of general office prodedures, skill in computer use and ability to use standard business software packages.  Writing and proofreading skills would be key and ability to communicate effectively with others, including the public would be important.  Ability to organize and track information would also be needed.  

Are new skill sets needed to realize strategic goals?  If so, please describe. 

Strengthened skill in use of technology.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No
Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
N/A

What competencies are needed in the short-term (0-5 years)?
Improved skills in use of technology.  

What competencies are needed in the long-term?
See response to question number one.
Do you foresee discontinuance of any program or service?  If so, please discuss.
Programs will continue but restructuring could impact their organizational placement.  

Do you foresee future information technology needs/demands?  If so, please describe.  

See responses to earlier questions.  
Division of Family Services
__
What are your key positions?  What key competencies are needed? 
The key positions in the Division of Family Services are program consultants who provide direction for the programs and assist local agencies administer the programs.  These people must have a knowledge of child welfare programs, services to adults and be able to analyze data, develop and analyze legislation, review budgets, revise policy, develop and provide training and communicate effectively, both orally and in writing.

Are new skill sets needed to realize strategic goals?  If so, please describe. 
No

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
The implementation of the Program Improvement Plan (PIP) will require us to analyze how local departments are doing in meeting the goals of the PIP.  We must also implement new strategies to accomplish the goals of the PIP.  The implementation of the APS Act requires development of training, presentation of training and the development of an automated adult services data system.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Implementing the PIP at the local level will require additional staff.  We might also need additional staff at the state level to help with the implementation.  The skills needed would be the same as the ones currently needed by staff at the state level.  Implementation of the Adult Protective Services (APS) Act will require skilled data staff.

What competencies are needed in the short-term (0-5 years)?
Nothing new anticipated.

What competencies are needed in the long-term?
The Department must start preparing current staff to assume leadership roles as most of the current program mangers and above will be eligible for retirement in the next 3 to 5 years.

Do you foresee discontinuance of any program or service?  If so, please discuss.
No

Do you foresee future information technology needs/demands?  If so, please describe.  
Computers will become a more important part of our work life with each passing year.  We must become familiar and comfortable with computers.  The need for an integrated system within VDSS and with partner agencies is a necessity.

Division of Finance 
What are your key positions?  What key competencies are needed?
General Admin Manager III, Financial Services Manager I, 3 Financial Manager II. Strong financial background, federal grants knowledge, leadership skills. 

Are new skill sets needed to realize strategic goals?  If so, please describe. 

No
Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Not applicable.

What competencies are needed in the short-term (0-5 years)?
Leadership training

What competencies are needed in the long-term?
Unknown at this time.

Do you foresee discontinuance of any program or service?  If so, please discuss.
No
Do you foresee future information technology needs/demands?  If so, please describe.
Upgrade financial systems used in Finance.

Division of Human Resource Management
What are your key positions?  What key competencies are needed?
Key positions:
Those positions involved in compensation, staffing, performance management, employee relations, benefits administration, personnel files and records, employee recognition and service awards, and Human Resource Information System (HRIS).
Human Resource (HR) employees will be challenged to leverage technology to realizing achievement of the HR and agency’s strategic plan.  Employees need to shift to functioning as consultants, versus decision makers.   HR leadership must continue to inculcate in HR staff a sense of importance as a support unit.
Key competencies:

· Customer Focused

· Cultural intelligence

· Business Acumen
· Forecasting 

· Flexibility

· Compensation Management Strategies
· Retention Strategies

· Employee Relations Strategies

· Workforce Planning Strategies

· Technology Proficiency

DHRM must cultivate/hire enhanced computer software program skills to ensure we appropriately reflect our work.  It is imperative that we routinely generate informative statistical/ narrative reports that reflect a professional, competent image.  Human Resource Assistant versed in all areas of benefits to include PMIS, VSDP, retirement, health, life, deferred compensation, etc.

Are new skill sets needed to realize strategic goals?  If so, please describe. 

HR has assumed responsibility for Statewide (State/local) coordination of Title VI (accommodation in public assistance programs).  Additional augmented civil rights skills are imperative.  We are partnering with Quality Management to provide this service through the former Regional Directors.
Individuals need organizational skills and ideas in how to establish and implement a mentoring and career development program.  Need to begin now to cross-train individuals.  See Appendix E for Competency Models for Human Resources.
Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
There is a possibility of State legislature implementing changes to Virginia Sickness and Disability Program (VSDP) whereby individuals are not eligible for VSDP during first year of employment.  This change would require more monitoring for agency.  

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Not applicable
What competencies are needed in the short-term (0-5 years)?
Same as first and second bullets.
Comprehensive cross training of employees in all areas of agency.

What competencies are needed in the long-term?
Enhanced computer literacy to design and manage automated HR functions.
Employment of qualified employees with ability to teach and cross train.

Do you foresee discontinuance of any program or service?  If so, please discuss.
HR data warehouse which would provide divisions to access information on their personnel employment data, budget codes, etc.

Do you foresee future technology/needs demands?   If so, please describe.
Yes.  The need to be able to produce informative management reports and manage HR data, with a system that operates from one platform.
Division of Information Systems
What are your key positions?  What key competencies are needed?
Project director – comprehensive knowledge of management principles and practices; knowledge and leadership experience in software and application program development and in the specific technology and program area supported; Budgetary or fiscal responsibility and strategic planning activities

Technical application manager – strong management skills and experience; Broad range of expertise of principles, practices and procedures of software and application development, Thorough knowledge of project management principles and activities to include project development lifecycle methodologies; extensive knowledge and experience in the specific technology supported, ability to adjust to changing priorities

Project manager – comprehensive knowledge in project management; knowledge, skills and experience in the specific technology supported; expertise and knowledge with specialized experience in application development

Business analyst – broad range of expertise of principles, practices and procedures of particular functional area supported; knowledge of business; strong communication skills; experience in technology area supported; project management skills; training and presentation skills; business modeling skills; experience in interviewing, Proven ability and experience to query, discuss and document user’s pertinent issues

Systems analyst – technical skills and experience in the technology supported; 

analytical skills; project management skills; broad knowledge of technical 

standards and policies; data analysis approaches and methodologies; statistical

 and logical analysis techniques; physical and logical modeling techniques,

 Systems Analysts with strong people skills to partner with Business Analysts   

Programmer/analyst – technical skills and experience in the technology supported

Data warehouse manager – needs technical understanding of data warehouse architecture and capabilities; data warehouse project management expertise; Oracle database and development expertise; experience with data warehouse software and processes; communication and managerial skills.

Data quality analyst – knowledge of DSS data; knowledge of data validation and transformation rules to transform data from the original source system to the data warehouse; communication and supervisory skills; knowledge of testing processes and documentation.

Data warehouse developer – Basic knowledge of Oracle database and development; understanding of data warehouse data models; knowledge of DSS data; the ability to produce useful reports of business intelligence information from a data warehouse; communication and documentation skills

DBA manager  - knowledgeable in DSS’ systems and technologies used by DSS, excellent communication skills, strong strategically, and the ability to get things done

Data Base Analysts - well versed in multiple technologies including MAPPER, Oracle, Oracle APPS, SQL Server, DMS, COBOL, UNIX, Shell scripting 

Web Developers - technical J2EE web developers. 

Software Quality Assurance Manager - functional knowledge of policies

& procedures of DSS, Software Development Life Cycle methodologies,

software testing practices, QA practices, configuration management tools

and best practices.

Security Manager  - thorough understanding of information security practices and policies, application and network security issues.  Ability to supervise network and mainframe security engineers, disaster recovery efforts, and risk assessments.  Interact and influence all levels of employees and management to insure the highest level of security is maintained.   

Security Officer  - effective and efficient delivery of security-related technical support services in IBM, UNISYS, and ORICLE mainframe systems to 10,000 + users in over 160 locations throughout the Commonwealth as well as to federal, state and corporate data sharing partners.  Trains and supervises the department’s information security staff on mainframe security functions

Security Administrator  - Assists the Information Security Manager in planning 

and managing the information security program for the Department of Social

 Services.  Represents security concerns and controls in acquisitions, design and 

development of new DSS Information systems and enhancements to existing 

systems.  Maintains the DIS business resumption plan.  Implements 

recommendations contained in the DIS risk assessment.  Coordinates security 

information needs for department, state and federal auditors.   

Network Security Engineer  - Assumes primary responsibility for insuring the privacy, integrity and availability of the department’s network while providing our users with access to resources they need to perform their jobs.  Must posses a thorough understanding of: networking fundamentals as they relate to TCP/IP and security system principles and practices, SUN micro systems, UNIX OS, UNIX networking protocols (DNS and SMTP), LINUX, Raptor Eagle Firewalls, LDAP, VPN, network accounting, monitoring, web content blocking, encryption, CISCO routers, mail and web servers, Windows 2000 security and administration.  

Are new skill sets needed to realize strategic goals?  If so, please describe.
· Web development

· Object modeling and development

· Knowledge and experience in relational databases

· Business modeling and data analysis

· Distributed systems architecture and technology

· Process Reengineering

· Cultural and change Management

Data warehouse architect - needs technical understanding of data warehouse architecture and capabilities; star schema design, and data warehouse design and development knowledge; Oracle database and development expertise; experience with data warehouse software and processes, especially ETL (extraction, transform, and load); communication and documentation skills

Data warehouse developer - needs technical understanding of data warehouse architecture and development knowledge; Oracle database and development expertise; experience with data warehouse software and processes, especially ETL (extraction, transform, and load); the ability to produce useful reports of business intelligence information from a data warehouse; communication and documentation skills.  

Cognos Tool Expert – Cognos is the software that we use to build and query the data warehouse.  Cognos installation and configuration; ability to use Cognos tools such as Decision Stream, Power Play, Power Play Transformer, Impromptu, Visualizer, Cognos Query, and Upfront (web delivery tool); Ability to administer Cognos tools and security; Communication and documentation skills.  

Data Administrator – Ability to model business data to follow business rules and policies that determines data relationships; knowledge to map between logical and physical data, and between source and target; Understanding of metadata repositories and their administration; communication abilities.  

UNIX Administrator

Do you anticipate new federal or state legislation, which may impact your operation?  If so, please briefly discuss.

New legislation addressing Foster Care, Child Preventative Services and Adoption requires immediate implementation in the OASIS System.   The application requires redesign and an updated platform to satisfy requirements.  

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
As described above, technical skills need to be updated.  We have an excellent pool of developers who are familiar with the OASIS application and Oracle database.  Due to the complexity of the OASIS application, the preference is to keep the majority of those developers, but their skill sets need to be updated. 

What competencies are needed in the short-term (0-5 years)?
· Strong management skills and experience; knowledge and experience in systems development and in the specific technology and program area 

supported, strong communication skills

· Business Process Re-engineering

· Web development (JAVA 2EE)

· Object modeling and development

· Testing methodologies

· Distributed systems architecture and technology

· Relational databases

What competencies are needed in the long-term?
· More people who can think “big picture” 

· Strong Project Managers

Do you foresee discontinuance of any program or service?  If so, please discuss.

Elimination of VACIS

Do you foresee future information technology needs/demands?  If so, please describe.
· Increased access to child support services on the Internet to provide improved customer services

· Improved interconnectivity of related systems and programs including across state lines

· Increased level of automation to reduce level of effort for line staff

· Web development 

· Sharing of data 

· Applications that are accessible to the general public should have the 

· functionality to translate into various languages (e.g. Spanish).

· More dependency on data warehouse for the production of "self customized" reports for various programs
Division of Licensing
Key Positions and Competencies
The Division maintains a professional staff of more than 160 full-time equivalent (FTEs) based in offices located in the main administrative and central licensing offices in Richmond as well as licensing offices in Virginia Beach, Newport News, Richmond, Fairfax, Roanoke, Warrenton, Verona and Abington.  Division personnel function essentially in five categories noted as follows:

· Fifteen administrative staff responsible for overall division operations and include the Division Director, Assistant Director, Program Operations Manager, eleven Licensing Administrators and a Leave Administrator/Hearings Coordinator.

· One hundred and three licensing specialists provide technical consultation, training and education to applicants and existing providers, conduct initial and ongoing mandated inspections as well as investigations into complaints and allegations.

· Six management support staff functions in fiscal and related “back office” capacities, including budget preparation/monitoring, property lease development, statistical/information system management and purchasing.

· Fifteen program consultants provide specialized support and education to operations staff on medical, mental health, health and safety, adverse legal actions, criminal records checks, staff development and division procedures as well as specific topics related to adult/child care provider operations.

· Nineteen program support technicians serve in clerical, secretarial and receptionist positions providing assistance with telephone inquiries and the preparation/maintenance of licenses, sanctions, correspondence, operations files and provider-related records.

Evolving Requisite Skill Sets
In-depth professional knowledge, technical skills and abilities are necessary to fulfill these responsibilities.  For Licensing Specialists, it is crucial that staff demonstrate significant interpersonal skills associated with conducting both facility inspections and investigations of complaints and allegations.  In addition, the evolving use of sophisticated computer-based data management programs requires staff understanding and application of both new “DOLPHIN” computer soft- and hardware.

Consultants, along with specialists and technicians, must provide continuous written and verbal input to professional staff, providers, administrators, legislators and other interested parties.  As a consequence, staff must possess advanced written skills, including the ability to generate and edit technical reports and legal correspondence.  Administrative personnel must demonstrate leadership competence in a highly technical regulatory environment, with skill in program management and planning, policy development, supervision and consultation. 
Anticipated Influences and Impacts on Division Operations
Significant impacts on division operations are likely as a result of changes in regulations ranging from those governing family day homes, assisted living facilities and residential care facilities to adverse enforcement procedures and associated civil penalty structures.  The prospect of more extensive and complex regulations, coupled with increased use of the “DOLPHIN” computer-based data management system, unprecedented levels of new license applications and complaint investigations will warrant additional staff to meet expanding, but yet “minimum standard”-level service demands - staff including licensing specialists as well as the administrative, consultative and technical staff necessary to support their work.  Further impacting operations, 53 licensing administrators and inspectors currently exceed 50 years of age.  The unavoidable prospect of significant staff retirement will greatly increase the need for recruitment of highly qualified personnel.

Beyond recruitment of necessary personnel, staff training and education represent primary areas of future human resource need.  Staff will require enhanced expertise in health and mental health care as well as competence in new licensing processes.  Previous training available through Licensing Institute (VCU) was discontinued in 1992.  Significantly, 40% of division staff has been hired since 1998, with no systematic provision for their initial orientation and ongoing education.  At the same time, workforce shortages have contributed to difficulties in preparing staff, policies and procedures require updating and the introduction of the new “DOLPHIN” computer-based data management program has understandably had a learning curve associated with it.  Continued system enhancements, while inevitable and beneficial to the regulatory function, dictate increased computer proficiency among licensing specialists, support and administrative personnel.

Licensing management looks forward to collaborating with human resources in meeting the needs of its rapidly evolving workforce.  The division anticipates a crucial, highly visible role in what promises to be an increasingly regulated service environment.  See Appendix D for Core Competency model for Licensing.

Division of Public Affairs
What are your key positions?  What key competencies are needed?
Key positions include: Director, Media Liaison, Customer Service Manager, I&R Manager, Web development staff, Public Relations Practitioners, Customer Service Consultants and administrative staff support.

Knowledge of and experience in public relations practices, customer service, Web development, I&R (2-1-1); knowledge of the agency and State government; excellent written, oral and Web-based communication skills; computer literacy; ability to work with media and to write press 
releases; customer service skills, including complaint resolution; ability to 
composing and editing correspondence; skills in monitoring contracts; ability to analyze information and made decisions; problem-solving skills

Are new skill sets needed to realize strategic goals?  If so, please describe.
Planning; software training on Outlook, Access, PowerPoint and Excel; problem-solving skills; grant writing; agency needs writing and customer service classes.
Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
N/A

What competencies are needed in the short-term (0-5 years)?
Workforce that is better trained, more highly skilled, more flexible and has 
the ability to work independently; enhanced computer skills; grant writing 
skills; time management; and soft skills, including creativity, innovation, 
positive attitude, flexibility, team spirit, accountability and ownership

What competencies are needed in the long-term?
Same as above.
Do you foresee discontinuance of any program or service?  If so, please discuss.
No.
Do you foresee future information technology needs/demands?  If so, please describe.
Yes, web development will require an extensive influx of staff time and money. The new Web Development Manager will better be able to assess this need. The new manager should be on board in about four-six weeks.

Interdepartmental Regulation 
Key Positions/Key Competencies
Coordinator

· Knowledge of children’s residential facility industry

· Knowledge of mission and issues/concerns of DOE, DJJ, DMHMRSAS, and DSS

· Knowledge of state and federal child welfare policies and procedures and trends

· Knowledge of regulation promulgation process and ability to write regulations

· Knowledge of state and national criminal justice system

· Ability to understand and interpret state and federal laws and regulations on a wide variety of issues – fire codes, building codes, zoning issues, health/medical issues, educational issues, corporation law, finance and audit issues, funding issues including IV-E and Medicaid, etc.

· Ability to interpret criminal background records

· Ability to understand and use data based information systems

· Ability to write curriculum and facilitate training

· Ability to write correspondence, reports, policies, and procedures

· Ability to work with a diverse group of people

Legal Assistant

· Knowledge of state and national criminal justice system

· Ability to interpret criminal background records

· Ability to understand and interpret criminal law

· Ability to research dispositions on state and national levels

· Ability to use data based information systems

· Ability to follow policies and procedures regarding depositing fees and paying bills

Are new skill sets needed to realize strategic goals? 

No

Do you anticipate new federal or state legislation which may impact your operation?

I know of nothing specific at this time, but this is always a possibility.
Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?  If so, please describe competencies that will be needed.
NA

What competencies are needed in the short term (0-5years)?
As the number of children’s residential facilities continues to increase we may need to increase staff who are able to perform some of the same duties as performed by the coordinator and the legal assistant.  For example, as the number of criminal background requests increases we will have to hire additional staff to assist with the processing of the requests to ensure that the requests are processed in a timely fashion.

What competencies are needed in the long term?
This depends on what happens with the children’s residential facility industry.  If the number of facilities continues to increase, additional staff will be needed to handle the workload.

Do you foresee discontinuance of any program or service?  If so, please discuss.
Nothing anticipated at this time..

Do you foresee future information technology needs/demands?  If so, please describe.
Future information technology needs/demands.  As the licensing information of children’s residential facilities is needed by more and more entities to determine eligibility for funding and for other uses, this information needs to made readily available.  Our goal would be to have licensing information available on a web page as soon as it is determined.  This would allow placing agencies to have the best information available to make placing decisions.  Our goal is also to be able to interact with other agencies’ information systems.

Technology for processing background investigation requests is also always evolving.   It is possible that the state police may institute new procedures for processing these requests including the use of scanners instead of taking fingerprints by using ink and fingerprint cards.

Legislative and Regulatory Affairs, Office of
What are your key positions?  What key competencies are needed?
Policy & Planning Mgr. II (Manager of LRA & DSS Regulatory Coordinator):  Comprehensive knowledge legislative and regulatory processes, communications techniques, principles of supervision and budget oversight, and intergovernmental functions and processes. 

Policy & Planning Spec. III:  Knowledge of legislative and regulatory processes, agency program areas and related agency, state and federal policies and intergovernmental functions. 

Policy & Planning Spec III:  Knowledge of state laws, regulations and policies. Knowledge of state legislative and regulatory process.  Ability to interpret state and federal laws and regulations. 

Program Adm. Spec. II: Knowledge of intergovernmental regulation of children’s facilities, development of policies and procedures, coordination of service delivery and provision of technical advice.  

Adm. & Office Spec III:  Knowledge of applicable computer software/programs and knowledge of LRA programmatic and administrative requirements.

Gen. Adm. Supervisor I:  Knowledge of DSS operations, and administrative policies and procedures.  Knowledge of applicable computer software/programs.  Knowledge of State Board of Social Services & Child Day Care Council charges and operations. 
Are new skill sets needed to realize strategic goals?  If so, please describe.  

No

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.  

No

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.  
No

What competencies are needed in the short-term (0-5 years)?
Knowledge of state laws, regulations and policies. Knowledge legislative and regulatory processes, communications techniques, and intergovernmental functions and processes. Ability to interpret state and federal laws and regulations. 

What competencies are needed in the long-term?
Knowledge of state laws, regulations and policies. Knowledge legislative and regulatory processes, communications techniques, and intergovernmental functions and processes. Ability to interpret state and federal laws and regulations. 

Do you foresee discontinuance of any program or service?  If so, please discuss. 

N/A

Do you foresee future information technology needs/demands?  If so, please describe.
Each year, LRA tracks all DSS-related legislation, coordinates agency analyses of bills, and generates various types of legislative status reports.   There is a need for an enhanced information system to manage this process.

Newcomer Services, Office of
What are your key positions?  What key competencies are needed?
The key positions include:
· Program management

· Contract management 

· Budget and program data management 

· Marketing and communication 

· Policy analysis 

· Data collection 

· Contract management

· Proposal writing 

The key workplace competencies include resources, information, interpersonal, systems, and technology.  The key foundation skills include basic skills, thinking skills, and personal qualities.  The source for the following workplace competencies and foundation skills is the Secretary's Commission on Achieving Necessary Skills (SCANS) website.  They are included here only after a careful review of their appropriateness of their application for ONS staff.  All apply to ONS.

Are new skill sets needed to realize strategic goals?  If so, please describe.
This depends on the strategic goals of the VDSS as it relates to addressing immigration issues beyond the refugee population.  A 2004 JLARC study on the “Acclimation of Virginia's Foreign-Born Population” presents challenges and issues for Virginia to address over the next several years.  There is currently no individual, agency, or office within Virginia state government that address immigration issues.  Should the Office of Newcomer Services be charged with broadening the population it serves to include immigrants other than refugees, the policy, planning, coordinating and managing skills currently utilized will need to widen to include the social and political needs specific to this population.

The role of states in Homeland Security is evolving and state responsibility is increasing.  As state and federal laws are legislated in the area of identifying and tracking non-citizens, a concomitant change in some ONS responsibilities can be expected.  ONS automated system requirements can be expected to increase...

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
In addition to immigration reform and Homeland Security issues mentioned in question #2 above, ONS anticipates a doubling of the number of refugees resettled in Virginia over the next two years.  Refugee resettlement slowed after the country’s 9/11 tragedy as procedures were developed to secure our nation’s borders.  Now that these procedures are in place, refugee resettlement is expected to increase.  ONS also expects that the both U.S. and Virginia’s law enforcement officials will become more experienced in identifying victims of human trafficking.  As these individuals are identified, they will be designated as “refugees” and will need to be served through ONS.  

Also, if yes to the above question, will this impact the size, skills, and competencies of your current workforce?  If so, please describe competencies that will be needed?
These activities are expected to have a dramatic impact on ONS’s operations, specifically the size of the ONS staff.  Strategic planning is needed to estimate increases in work activities and the number of staff needed.  Competencies to address these new public service needs remain the same.  

What competencies are needed in the short-term (0-5 years)?
See ONS’s response to question #1 above.

What competencies are needed in the long-term?
We expect the competencies to remain the same.  We expect on the degree to which various competencies are uses and the issues to which the competencies are applied will change, but not the competencies themselves.   .

Do you foresee discontinuance of any program or service?  Is so, please discuss.
Quite the contrary –maintenance of ONS’s existing function of resettling refugees in Virginia will remain.  The number of aliens is increasing and the numbers of persons being designated as refugees is expected to increase as victims of trafficking are identified.  This is in addition to the broader immigration issues that ONS may be addressing.

Do you foresee future information technology needs/demands?  If so, please describe.
Absolutely.  As is referenced in the answers above, Limited English Proficiency issues may be primarily addressed through software available for interpretation and translation.  There can be expected to be a need for a database to provide statistical data on the number, ages, and needs of the broader immigrant population.  Automated linkages among the agencies serving or tracking refugees and immigrants can also be anticipated.  
Training Management, Office of
What are your key positions?  What key competencies are needed?
The key positions in the VDSS Training Management Office are the Co-Directors.  The key competencies needed for a Training Co-Director position include the following:

· Comprehensive knowledge of adult learning principles, training and development, performance improvement, and knowledge management

· Leadership skills to include those necessary for effective strategic planning and organizing, directing and implementing a statewide program, adapting to a changing environment, and building relationships system-wide.

· Negotiation and budgeting skills to determine multi-million-dollar contracts

· Excellent written and verbal communication skills

· Ability to serve as a catalyst for change in a political environment; having a vision and being able to implement the changes to reach the vision.

· Strength of character and professional ethics

· Knowledge of learning management systems

Are new skill sets needed to realize strategic goals?  If so, please describe.
To realize our strategic goals, we will need more knowledge about performance and knowledge management.  We will also need to know how as an agency we will use training resources to bridge the gap between what skills our employees possess and what skills are needed to complete the mission.  Also, we need to know how to capture the knowledge and skills of those who are currently employed to help us prepare others for future vacancies.

Performance-based contracting skills will be essential, as well as understanding how training evaluation will contribute to system improvements.

Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
Mandated training in the program areas will impact our operation.  We may need to offer certain classes more frequently to meet the mandated guidelines.  Currently we have mandated training in Child Protective Services and Adult Protective Services, however, additional program areas could be added, such as Child Care and Development, specifically provider training.  With any newly mandated courses, the Training Management Office will need to devote additional resources to the new mandates to meet the training needs of local and state workers.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Adding mandated courses to our division’s goals may require more employees to help accomplish the job of contracting/working with training vendors.  The skills and competencies would be similar to competencies we already possess.
What competencies are needed in the short-term (0-5 years)?
The competencies that are needed in the Training Management Office in the short term are:

· Improved ability to document and monitor project management
· Better knowledge of specialized software and technology.

· State contract knowledge

· Knowledge management skills

· Performance Management/Evaluation skills

What competencies are needed in the long-term?
The competencies that are needed in the Training Management Office in the long term include the following:

· Knowledge management skills

· Ability to measure return on investment and link training to program 

· Performance improvement

Do you foresee discontinuance of any program or service?  If so, please discuss.
There will always be a need for classroom training, but it may be minimized with the full utilization of distance learning options.

Do you foresee future information technology needs/demands?  If so, please describe.
As employees become more technologically-savvy, the technology needs will increase for training delivery and the use of advanced equipment. 
Virginia Commission on National and Community Service
What are your key positions?  What key competencies are needed?
Program Officers, Fiscal officers, Web Developers
Key competencies include:  

· Experience in program development, monitoring, and/or grants management. 

· Demonstrated track record in community service – serving as a volunteer and/or with an organization that uses service and volunteering to meet community needs. 
· Competency in the use of Microsoft Office (Word, Excel, Outlook) and web-based programs. 
· Experience establishing and supporting successful partnerships with a variety of private and public sector organizations/entities. 
· Demonstrated ability to work independently and to manage and prioritize deadline requirements. Attention to detail essential. 
· Strong and clear communications skills, preferably with a diverse audience:
--Oral - ability to effectively explain and promote the mission, goals, and operating practices of an organization both internally and externally.
--Written - ability to write clearly and concisely with attention to detail in preparing all documents.
--Interpersonal - ability to form and maintain effective and cordial working relationships at all levels, both in person and at a distance. Ability to function as a team member and to assume leadership, as required.

· Knowledge of standard accounting practices/principles.

· Knowledge of techniques for monitoring sub-awards. 

· Knowledge of and ability to understand and apply Federal laws, rules and regulations governing the OIG and the Corporation for National and Community Service, such as the National and Community Service Act of 1990, as amended, the Domestic Volunteer Service Act of 1973, as amended, the Inspector General Act of 1978, as amended, and Corporation regulations and policies.

· Knowledge of the requirements of the Government Performance and Results Act of 1993, experience in assessing the reliability and validity of agency outcome indicators, and the ability to formulate evaluation techniques with the purpose of suggesting improvements to agency programs under that Act. 

· Experience in preparing clearly written reports, papers, or briefing memoranda, an ability to make effective presentations on complex and sensitive subjects to supervisors, senior-level Corporation management officials, representatives of other Federal agencies, and members of the public. 

· Experience in performing reviews or evaluations that address the effectiveness of agency programs, including "best practices" analyses and cost/benefit analyses. 

· Knowledge of concepts and methods used in program evaluation and performance measurement and monitoring, including interviewing, data collection and analyses, statistical analyses, qualitative and quantitative research, and risk analyses. 

· Experience in, or knowledge of, business management, public administration, finance or economics, and Congressional enactments concerning performance-based budgeting and management reform. Experience in supervising, leading, and coordinating the efforts of a small group (3 - 6 individuals) of evaluators, inspectors, or others performing tasks as a team or as individuals. 
· Ability to coordinate with auditors, investigators and legal 

· Current knowledge of technology, computer systems and applications related to the Internet and e-commerce. 

· Supervising experience in large IT environments. 

· Current knowledge and future visions of technology systems as related to the position as a central technology provider. Experienced in developing cost benefit analysis and delivering a Return On Investment (ROI). Ability to formulate strategies and identify trends. 

· Graduate degree in Computer Science or related discipline or relevant work experience. Minimum of five years' job-related experience with proven record of successful leadership skills and implementation of Internet and e-commerce Web sites, applications and solutions over a 5-year period. 

· Training in project management of information systems and technical experience in major application development. Experience in full life cycle development of information systems, supervision and direction of development and technical staff, and have consulted/worked with staff at all organizational levels within the business community. Technical experience in legacy and client server development of major applications. 

· Experience with public sector web application development; technical experience with other Agency platforms and development environment (IBM, UNISYS, Solaris). Will need to certify under the Virginia Information Technology Agency Project Management Certification Program within the first six months of employment

Are new skill sets needed to realize strategic goals?  If so, please describe.  

Yes. The Commission is charged with carrying out the provisions of the Unified State Plan. The National and Community Service Trust Act of 1993 require each State Commission to design a statewide strategic plan called the Unified State Plan. The plan is to be developed through an open and public process that provides for maximum participation and input from national service programs within the state as well as other interested parties of the volunteer sector.  The plan serves as the vehicle through which states create a broad vision for promoting national service and for building a solid infrastructure of high quality programs and support services. Partners of the plan identify state priorities, themes, and target areas for collaboration among all streams of service, faith-based organizations, and other volunteer programs.  

The Corporation for National & Community Service requests the Virginia Commission for National & Community, the Corporation for National Service Virginia/D.C. State Office, and the Virginia Department of Education [Learn & Serve] come together to update the Unified State Plan on a yearly basis; these three parties hold regular formal and informal discussions to review the effectiveness of the plan.  As old activities are met or no longer considered necessary, new activities are established to meet the overarching goals. The current goals of the plan include: 
Strategic Goal #1: Increase and enhance public awareness of the impact of service in the    Commonwealth of Virginia.
Strategic Goal #2: Create networks to better coordinate and support service efforts in the Commonwealth of Virginia.

Strategic Goal #3: Create technological linkages across programs to more effectively communicate and inform groups and organizations involved in service.

Strategic Goal #4: Increase financial and in-kind support for service programs.

Strategic Goal #5: Conduct joint trainings/meetings for identified needs with all statewide initiatives. 

Strategic Goal #6: Involve all service agencies in cooperative planning and programming

In addition to the Strategic Goals outlined above, the Governor has charged with the Commission with doubling the number of AmeriCorps programs in the State within the next four years.  In order to accomplish our goals and mandates, the competencies listed above are essential to the Commission’s success.
Do you anticipate new federal or state legislation which may impact your operation?  If so, please briefly discuss.
No.  However, the Commission has seen a steady increase in the amount of federal funding to State Commissions.

Also, if yes to the above question, will this impact the size, skills and competencies of your current workforce?   If so, please describe competencies that will be needed.
Not applicable.

What competencies are needed in the short-term (0-5 years)?
The competencies described above.
What competencies are needed in the long-term?
The competencies described above.
Do you foresee discontinuance of any program or service?  If so, please discuss.
No

Do you foresee future information technology needs/demands?  If so, please describe.
Yes.  The Commission relies heavily on it’s Web site. The Commission launched its Web site, www.vaservice.org, the first week of October 2003 to coincide with the Governor's Community Service and Volunteerism Awards ceremony. Since the launch, the Web site has doubled in the number of pages it houses, the dynamic features it provides users, and has served over 7,000 unique visitors. The Web site serves as a key communication tool of the Commission to disseminate information to our partners, service programs, the volunteer community, and the citizens of the Commonwealth.

We are constantly seeking new and innovative ways that technology can enhance the work of the Commission.  

Present and future technological activities include: 

· Project "Mini-sites" and Personalization - The Web Unit has developed a project outline to help add exposure to the various streams of national service (AmeriCorps, Senior Corps, Learn and Serve). The vaservice.org domain will host "mini web sites" for all national service programs in Virginia. The need for this initiative arose out of the fact that many programs do not have a Web presence and citizens of the Commonwealth don't clearly understand the scope and relationships of national service programs. Web users gravitate to sites that offer "one-stop-shopping". By providing detailed information on all Virginia national service programs on one site, the user does not have to visit another web site to find more information. The program sites will have their own unique web address (i.e. www.program.vaservice.org). The mini-sites are intended to serve as an additional resource and complement programs that already have Web sites. Project implementation is slated for late summer/early fall.

· Online and Electronically Deployed Publications - Commission staff have developed several publications for online and e-mail distribution. Two of these, VCNCS E-mail Update and Virginia Service Bits, are being reworked to better serve future constituents and current recipients. E-mail Update is a periodic e-mail message that contains late-breaking information about service and volunteering, developing and managing service and volunteer programs, and new updates to the Commission Web site. As of now, the recipient list of the update is over 1000 individuals. The VCNCS E-mail Update will be relaunched as a user-managed, secure e-mail listserv. The listserv will give the Commission clear access to our constituents’ contact information, alleviate the administrative burden of (un)subscribing members, and provide a vehicle for all subscribers to share information and resources about Virginia's service and volunteer community.

· Virginia Service Bits is a monthly online publication that contains information on service, technical assistance, capacity building techniques, training opportunities, and local community success stories. To coincide with the aforementioned site redesign, the publication has undergone a facelift and redesign that will be unveiled in early June.

· Constituent and Member Management - Commission staff have identified and will shortly implement a free, online constituent and user management tool that was developed specifically for nonprofits and the service community. Up & Running, developed by the Fund for the City of New York, will allow us to keep track of: individuals and organizations, relationships between contacts, and interaction history with the Commission, including:




- Payments, donations and grants


- Volunteering and actions


- Marketing and communications


- Event attendance


- Client and case management


- Advocacy

Other features include scheduling of important reminders and to-do lists, queries and reports of all contacts to target communications to specific groups, administrative tools to customize the information we capture, and output. Web staff is determining the best way to implement the open source software and to deploy it to all staff and Commissioners alike. Project implementation is slated for late summer/early fall.

Volunteer Opportunity Search and Database - Web staff have identified a need for our users to be able to comprehensively search for all volunteer and service opportunities in Virginia from one location. Staff are developing a plan to contact/partner and eventually utilize the technical resources and data of the national Volunteer Network (Network for Good, Volunteer Match, USA Freedom Corps, Corporation for National and Community Service, Points of Light Foundation, Guidestar), who provide extensive databases on national and state volunteer opportunities. This is a long range goal that may encounter Technical and funding obstacles.
VII.  Gap Analysis/Action Plan
This section of the Agency’s Workforce Plan is Phase II and concludes October 2004.  Please see Appendix F for Workforce Planning Template.  Data collected will be “rolled” up into an agency-wide workforce action plan.  
VIII.  On-going Review
The VDSS Division of Human Resource Management in consultation with Executive Management will monitor results of staffing and organizational development annually.
IX.  Appendices
A.   VDSS Organization Chart
B.   “Virginia Economic Forecast, 2004-2005,” University of Virginia 
C.  Table 1 – Employees Eligible for Unreduced Benefits 2004- 2018
D.   Division of Licensing – Core Competency Model
E.   Division of Human Resource Management – Competency Models

F.   VDSS Workforce Planning Template
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