[bookmark: _GoBack]Prompts for reviewing agency material related to: 
Implementation of Services and Strategies 
1. How does the agency identify the services and strategies they implement? 
a. Describe how a customer or prospective customer would know what services are available from the agency.  For instance are there agency wide brochures, web site, or other outreach documents that identify what the agency does?  (O S 2.3)
2. Is there any information regarding the qualifications of staff who are assigned to implement services and strategies?  
a. If so, where is the information located?  Is it available to the public?
b. If not, are there any suggestions you might offer to enable greater transparency related to the staffing of agency activities?

We use the Carter Questions as a framework for examining implementation of services.  Prompts 3 to 6 refer to the Carter Questions so you can discuss or provide examples of how these questions can be used in your agency.  
3. How many clients are you serving?  
a. How are the expected numbers to be served identified?  
b. Can your agency get an unduplicated count of individuals/families served? 
c. How is the number served tracked? 
4. Who do you serve? Is the population served clearly identified?
a. Discuss the demographic characteristics that are collected and how these may be useful.  
b. How is the demographic information tracked?
5. What services do you give them?  
a. Describe the system in the agency to track service delivery. (for example: Who is responsible for tracking the delivery of services? Do you know how many services each customer receives?)
b. Give examples of how you connect the services to a specific population (for example is the service utilized by senior citizens? Pre-school children? Young adults? Etc.)  
c. Are the services provided correctly matched to the identified needs (Family, Agency or Community level as identified in C NA and Plan)? 
i. If yes, provide examples at each level.  
ii. If not, how would you suggest they change the information so that it would identify level of service? 
6. What happens to customers as a result of the services?
a. Is the goal of the program clearly stated?  Does everyone working on the program know what is expected to happen as a result of their work?
b. Are there expected numbers who will achieve an outcome? 
c. Give examples of how you know the service is related to the expected outcome.

7. Are there services being provided to families and individuals that do not produce long term stability or self sufficiency? 
a. Describe them and what happens to those who receive the services.   
b. Do you feel these services are essential to the population being served? 
8. One of the elements of a ROMA Logic Model is the “indicator.”  In the indicator, both the number expected to receive the service and the number expected to achieve the outcome are stated.  Discuss how indicators can help guide implementation.
a. Provide examples of how and indicator can be used to connect the service to the outcome.
b. Provide examples of how an indicator can be used to demonstrate that the identified need is being addressed.
c. Provide examples of how an indicator can be used to demonstrate that the level of need (family, agency, community) is being addressed. 

9. Is there anything you could suggest to clarify expectations related to quantity of services provided?  To the efficiency of the service delivery system? 
10. Is there anything you could suggest to clarify expectations related to the quality of the services? To the effectiveness of the service delivery system?

11. Consider the amount of community level work being done.  
a. Is it sufficient to address identified needs?  
b. What would you suggest that could allow consideration of greater quantities of community level work?  

12. How is service data presented to the board?  (note: outcome data may be discussed in “Results” prompt– and how the board uses the analysis of all the data in the “Evaluation” prompt)
a.  Is there a guide for the board so they understand what they are seeing? How is the organized for board consideration? 
b. How often is the data presented to the board?
c. Provide evidence related to the Board’s involvement in assessing quality and quantity of service and strategies?
d. Can they answer the question: did we reach the target population? 
e. How does the board use the service data (as the data related to numbers served, demographics of those served, how many services each customer receives) to make decisions?  
