Process Mapping Training and Communications Workgroup
Draft Training Plan 5/20/2016

AWARE TRAINING

Training Topic: AWARE
Training Audience: VRCs and Support Staff
Learning Objectives:
Lack of flag when new application entered (is this an option that exists now or can be added?)
Difficulty making CARN changes
Lack of templates for IPE cloning (is this an option that exists now or can be added?)
“Ugly” letters???
Extra steps going from Word to AWARE to Word (are there shortcuts that can be learned?)
Lack of enough generic goals available (systems issue? Training issue?  Can more be added?)
Where to put what in AWARE (need consistency).

6.  There was a need for more training on the AWARE case management system. Some of the common struggles mentioned were: the lack of a flag when a new application is entered; difficulty in making CARN changes; the lack of templates for IPE cloning; “ugly” letters; extra steps involved when going from Word to AWARE to Word; lack of enough generic goals available to select in system; and lack of consistent use of AWARE in terms of staff knowing where to put things in the system. 
Source:
 (Page 13 and 16 of the Report – Process Mapping:  Maine DVR

TECHNOLOGY TRAINING

Training Topic: How to update voicemail and email out of office messages
(Also Policy Issue/Question)
Training Audience: All DVR staff
Learning Objectives:
How to update outgoing voice mail message
How to set up out of office message in email
Consider instructing all staff to update their voicemail and “out of office” messages routinely. 
Source:
Page 24 of the Report – Process Mapping: Maine DVR

Training Topic: Tracking Case Management 
Training Audience: VRCs
Learning Objectives:
See what tracking options may be available in the AWARE system and/or create a consistent tracking procedure utilizing Outlook. 
11.  There is not a consistent tracking system currently being utilized across the agency or among counselors. 
Source: Page 14 and 17 of the Report – Process Mapping:  Maine DVR


CASE MANAGEMENT TRAINING

Training Topic: VR Policy regarding Online vs. On site Orientation
Training Audience: VRCs, support staff and case management agencies
Learning Objectives:
Understand VR policy re Orientation strongly encouraged, not required
There is a question of when to refer to on-site versus online client orientation. 
See system-wide recommendations. 
Source:
Page 13 and 17 of the Report – Process Mapping:  Maine DVR

Training Topic: Application Process
Training Audience: VRCs and Support Staff
Learning Objectives:
15.  The application packet and application process may change and be inconsistent. The application form itself does not have a place for referral contact information which may be needed. 
Source:
Page 14 of the Report – Process Mapping:  Maine DVR

Training Topic: WIOA (90 days to plan) and its impact on IPE and CARNs
Training Audience: VR Counselors, Supervisors and Managers
Learning Objectives:
How to use the CARNS as a working document
Appropriate plans for career exploration
Difference in plans for adults and transition youth

Delivery method: Possibly IPE templates in AWARE include career exploration

Other parts of this variation appears to derive from several conflicts in philosophy among staff. For example, there is a stated preference for independence and individualization among the counselors while there is also frustration at the inconsistencies found within and among offices. 
Another example is the desire to have available results from a series of comprehensive assessments in order to develop the “perfect” IPE; which conflicts with the need to speed up the development of IPEs and keep clients engaged throughout the process. 

While striving for perfection when creating plans for clients is admirable, it adds additional time to the process and takes a toll on VR professionals through increased stress and even learned helplessness. Clarification should be provided as to what constitutes an actionable goal/plan without having to create “double” the amount of plans. 
Source:
 Page 12 and 19 of the Report – Process Mapping:  Maine DVR

Training Topic: Best Assessments for Different Types of Clients
Training Audience: VRCs
Learning Objectives:
How to determine the “key information” needed for an IPE
Guidance and training on what assessments have the best cost, time, and information benefits for different types of clients. 

Evidence-based decision making has a better chance of success when developing an IPE, but getting key information and acting on it in a timely manner is the best course of action. In addition to the previously recommended change management strategy, it is recommended that staff be provided guidance and training on what assessments have the best cost, time, and information benefits for different types of clients. 
Source:
Page 20 of the Report – Process Mapping:  Maine DVR


Training Topic: Revised CEW content
Training Audience: VRCs, Supervisors and Managers
Learning Objectives:
Become familiar with revised CEW content
Understand VRCs new role regarding work with client after CEW

4.  There were variations in how frequently and how long Career Exploration Workshops (CEW) were scheduled and conducted. There may be a need to review and provide further training on the use of the CEW. 
Source:
 (Page 13 of the Report – Process Mapping:  Maine DVR

Training Topic: How to Coordinate and Arrange Payment for all types of LTS
Training Audience: VRCs and Support Staff, Partner Training Also--Case Managers and CRPs
Learning Objectives:
How to set up Adult MH LTS
How to set up OADS Sec 21 LTS
How to set up OADS Sec 29 LTS
How to set up OADS Sec 18 (BI) LTS
How to set up DVR BES or BIS LTS

· When do you pursue LTS, when successful closure
· Role of VRCs, case managers and CRPs regarding LTS
· Help is needed with coordination of Long Term Supports (LTS); and payment for mental health clients is low. 
Systems Issue/ System Development?:
These issues should be addressed when negotiating the MOUs required under WIOA. 
Training clients to be mental health job coaches, with the $25 per hour payment, as a self-employment goal is a possibility. 
Training may be required on this topic. 
Source:
Page 14 and 18 of the Report – Process Mapping:  Maine DVR

Training Topic: How to Manage “Stuck” Cases
Training Audience: VRCs
Learning Objectives:
How to re-engage client, for ex. Motivational Interviewing
IPEs that can re-engage client
How to discuss possible closure with client
 Possible Delivery Method: Peer Learning Groups/ Brainstorming Sessions


Training Topic: How to Work with “Challenging” Clients
Training Audience: VRCs
Learning Objectives:
Communicating with People whose Disabilities impact their communication and social interaction skills
How to empower clients to formulate and achieve their goals
How to motivate individuals that have difficulty with initiative and follow through
How to motivate clients to take responsibility for their own growth 
How to assist individuals to see (and change) behavior that is sabotaging their success
Employment Readiness Scale motivation techniques


Training Topic: Caseload Management
Training Audience: VRCs
Learning Objectives:
AWARE Reports available and suggested report schedules
How to prioritize scheduling of client meetings (for ex balance needs of currently engaged vs. people needing re-engagement)
Balancing competing responsibilities (i.e. billing, client meetings, case notes, returning phone calls)
Time management
Organizational techniques to achieve specific performance expectations, for ex 90 days to plan and intake to eligibility, closure w/in 90 days, setting up LTS
Strategies for getting work done when often on the road
How to best use your technology for improved efficiency


Training Topic: Practical Day to Day ‘How Tos”
Training Audience: New staff (VRCs and support staff)
Learning Objectives:
Examples—
How to generate an authorization
TAMS
How to use voice mail
How to use Outlook to schedule appointments
Caseload lists, support staff lists, contact lists
Mileage reimbursement
Different computer drives, including shared drives



Training Topic: How to get new staff set up
Training Audience: Supervisors/Managers
Learning Objectives:
What info/resources new staff need and how to provide it
Possible delivery method: checklist on shared drive





PARTNER TRAININGS

Training Topic: Expectations of CRPs
Training Audience: CRPs
Learning Objectives:
CRP reports
Communication with VR, especially during M1
Training of CRP staff
Role of CRP as relates to client goal change

5.  There are a lack of CRPs in certain parts of the state, as well as reported problems with communications; lack of feedback during the first Milestone time period; insufficient information in CRP reports, inadequately trained staff, and CRPs changing client goals without counselor input. 
Some other system-wide issues include the lack of trained CRP staff, insufficient feedback in Milestone 1, job developers doing job coaching, and deflecting clients from goal to fit available jobs. To address these concerns, it is recommended that monthly/quarterly vendor meetings with CRPs, central office staff, regional managers, and case work supervisors be held to address issues. Note: This could be a call, an over the internet meeting, or a combination of methods where geography is an issue. Also, meeting locations could be rotated.
Source:
(Page 13 and 20 of the Report – Process Mapping:  Maine DVR

Training Topic: Appropriate Referrals to VR (Who and When)
Training Audience: (Likely a systems issue as well as training.  Procedural directives possibly.)
VR staff-VRCs and support staff.  
Staff of various referral sources such as MH agencies, DD agencies, secondary schools, city GA staff.
Learning Objectives:
The need for better coordination and training with referral sources such as city and county General Assistance (GA) programs. 
Case managers from other agencies could be trained on VR eligibility requirements and services. 
GA referrals may be better served for assessment and immediate job placement assistance using the one-stop system. 

Source:
 (Page 13 and 15 of the Report – Process Mapping:  Maine DVR







ON LINE POLICY MANUAL/ CASE PROCESSING GUIDE/ CHEAT SHEETS/ CONSUMER HANDBOOK

Training Topic: Policy Manual/Case Processing Guide (including AWARE, technology, etc.)
Training Audience: VRCs and Support Staff
Learning Objectives:
Note: Manual should include not just policy but instructions on implementation of policies (for ex how to access a service such as transportation).

The manual/guide should be available online, integrated with the use of the AWARE system, and considered a base for training new counselors. 

Training: There were several areas where staff felt that training was necessary including: 

Training on documentation: What is really needed? How far back does it need to go? How are results to be interpreted? 
Training on the most efficient use of the AWARE system especially for frequently used tasks. 
Training on how to use other available technologies such as using scanners, signature pads, Outlook to schedule appointments, rooms, etc. 
Training on case processing, i.e., reinforcing best practices. 
Source:
Page 23 of the Report – Process Mapping:  Maine DVR

Training Topic: Various Topics via Online Cheat Sheets
Training Audience: VRCs and Support Staff
Learning Objectives:
Easy access to info on various topics

Prepare a series of online cheat sheets such as core versus support services and who requires which release forms (if standard release not possible). 
Source:
Page 23 of the Report – Process Mapping:  Maine DVR

Training Topic: Various- Update Online Client Handbook
Training Audience: Current and Potential VR Clients
Learning Objectives:
Update an available online client handbook including a checklist of options for clients. 
Source:
Page 23 of the Report – Process Mapping:  Maine DVR



ADDITIONAL TRAINING TOPICS:

Training Topic: School referrals to VR
Training Audience: 
Transition Counselors, Special Ed Directors and Teachers
Learning Objectives:
Schools understanding and interpreting VR and what school’s role is in the application process


Training Topic: VR Services available to transition students
Training Audience: Transition Counselors, Special Ed Directors and Teachers
Learning Objectives:
VR Services available to transition students


ON HOLD PENDING INFO FROM CASE FLOW AND CLERICAL CASE FLOW WORK GROUPS


Training Topic: (On hold pending info from Case Flow and Clerical Case Flow work groups)
Training Audience:
Learning Objectives:
Clear delineation of job responsibilities so that each job classification is spending the majority of its time on the most relevant job tasks. 
Source:
Page 19 of the Report – Process Mapping:  Maine DVR



Training Topic: On hold pending info from Case Flow and Clerical Case Flow work groups
Training Audience:
Learning Objectives:
Down-time. Through reviewing process steps, a number of places where simple efficiencies could substantially shorten the time were discovered. For example, when eligibility is established, a letter is sent to client, informing them they are eligible and requesting that they call to schedule an appointment. No action is taken until the client calls, and then a meeting is scheduled with the counselor for next steps. Even without a reduction of the amount of assessment activities, time savings could be achieved by using more coordinated and efficient process steps, such as scheduling the next appointment before the client leaves office; scheduling a client intake appointment at orientation; using ticklers to follow-up on records requests, etc.; scheduling CEW, job shadows, CBSA, sooner, etc. One potential working rule would be to always schedule the next contact at each contact to both speed up the system and to maintain client engagement. Not only does this serve to shorten time between activities, it keeps clients engaged because they always know what is next rather than waiting to hear from VR after each meeting or activity. 
Source:
Page 19 of the Report – Process Mapping:  Maine DVR


Training Topic: On hold pending info from Case Flow and Clerical Case Flow work groups
Training Audience:
Learning Objectives:
A satisfactory number of well-trained support staff keep cases moving forward at an efficient pace. Appointments are scheduled more timely; authorizations get to providers when needed; information is entered into the system; records and reports are obtained, received and scanned; routine client inquiries are handled without the need to wait for a VRC to have time to return phone inquiries.
Source:
Page 21 of the Report – Process Mapping:  Maine DVR
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