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Section I: Training Overview 
 
Estimated Length of Time: 
15 Minutes 
 
Performance Objectives: 

 None 
 
Method of Presentation: 
Trainer Lecture, Large Group Discussion 
 
Materials Needed: 

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Post-it Notes 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Pre-work: Pennsylvania Quality Service Review Protocol – Version 4.0 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 
 PowerPoint Slide #1: 521: The Quality Service Review Process 
 PowerPoint Slides #2-3: Agenda 
 PowerPoint Slide #4: Learning Objectives  
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) 
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Section I: Training Overview 

 
Step 1: Welcome 
(5 minutes) 
 
The trainer starts the training session by displaying PowerPoint Slide #1 (521: The 
Quality Review Process) and covering the following points:  

1. Welcome participants to the training  
2. Introduction of self to include background information and your experience with 

the Quality Service Review process.   
3. Remind participants of the classroom culture including:  

 Be on time (15 minute rule) – NOTE: Missing more than 15 minutes 
of the training could result in participants being removed as QSR 
reviewers from QSR review teams, so attendance is mandatory. 

 Training schedule (9:00 am to 4:00 pm with two breaks and lunch)   

 Document your presence (sign-in sheet)  

 Provide constructive and motivational feedback   

 Respect   

 Take risks   

 Practice makes permanent   

 Focus on learning (No cell phones, put pagers on vibrate, and only  
contact office for emergencies) 

 
Step 2: Introduction 
(5 minutes)  
 
Trainer displays the pre-made flip chart with the name tent instructions and instructs 
participants to complete name tents by: 

 Center - writing their name 

 Top Left – number of years of human service experience  

 Top Right – current position 

 Bottom Left – experience with quality assurance work 

 Bottom Right – agency name 
 

Trainer Note  

Trainer Note: Prepare two flip charts in advance - one titled Parking Lot and the 
other with the Name Tent instructions (Center-Name; Top Left –Years 
Experience; Top Right-Position; Bottom Left-Experience with Quality 
Assurance Work; and Bottom Right-Agency Name). Prepare the 
training room in advance by placing name tents, markers, highlighters, 
Post-it Notes, Handout #1 (521: The Quality Review Process 
(PowerPoint Presentation) and Appendix #1 (Pennsylvania Quality 
Service Review (QSR) For Children, Youth and Families Protocol 
4.0) on each table. As participants arrive, greet each one. 
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Trainer then explains that this training will be trainer-led and participant-centered. The 
trainer discusses that participants possess a great deal of knowledge and have 
experience working with children and their families that are involved in the child welfare 
system. The trainer welcomes participant input, experiences, and feedback.   
 
The trainer leads participant introductions by asking each participant to review the 
information provided on his/her name tent.   
 

 
Step 3: Agenda and Learning Objective 
(5 minutes)  
 
The trainer reviews the agenda, using Handout #1 (521: The Quality Service Review 
Process (PowerPoint Presentation) and PowerPoint Slides #2-3 (Agenda), stressing 
that throughout the two days we will be exploring the QSR process and preparing the 
participants for their participation in a Quality Service Review. Trainer then introduces 
Appendix #1 (Pennsylvania QSR Protocol – Version 4.0) (QSR Protocol) and asks 
participants if they have had a chance to become familiar with the content of the binder 
as their pre-work assignment. Trainer then suggests to participants that they utilize the 
Post-it Notes and highlighters provided to tag certain areas of their binders as this will 
be their field guide while actually in their role as a QSR reviewer. Suggested areas to 
tag or make note of include: 

 QSR Roll-Up Sheet and Guidance (pg #91) 

 Child/Youth and Family Status Indicators (pg #9) 

 Practice Performance Indicators (pg #33) 

 Case-Specific Team Debrief Worksheet (pg #59) 

 Caseworker and Supervisor Feedback Session Outline (pg #61) 

 At-a-Glance Summary of Indicators (pg #66) 
 
The trainer uses PowerPoint Slide #4 (Learning Objectives) to review the overall 
learning objectives with the participants. Trainer asks participants if they have any 
questions about the agenda or learning objectives. 
 

Trainer Note: Presence of the Local and State Site Leads in the room should be 
noted and the Local and State Site Lead team should explain their 
role.  Trainers should utilize the Local and State Site Lead Team 
members as resources throughout the training so that the Local and 
State Site Lead team can provide county-specific information to QSR 
reviewers. 
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Section II: Overview of the QSR Process 
 
Estimated Length of Time:  
1 hour, 15 minutes 
 
Performance Objectives: 

 Identify one thing that would need to change in order to improve their chances of 
being a successful QSR reviewer in a discussion with a partner. 

 
Method of Presentation:  
Trainer Lecture, Individual Activity, Large and Small Group Discussion 
 
Materials Needed:  

 
 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Blank flip chart paper 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Poster #1: The Pennsylvania Child Welfare Practice Model 
 Poster #2  : DAPIM™ 
 Poster #3: The QSR Process 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #5: QSR’s Connection to CQI 
 PowerPoint Slide #6: DAPIM™ and “Learning by Doing” 
 PowerPoint Slides # 7-8: Purposes of the QSR Process 
 PowerPoint Slides #9: What is the QSR? 
 PowerPoint Slides #10-11: How is the QSR Different from other Quality 

Assurance Methods? 
 PowerPoint Slides #12: Skills and Abilities  
 PowerPoint Slides #13: The QSR Process 
 PowerPoint Slides #14: What Happens Prior to the Onsite Review? 
 PowerPoint Slides #15: Exit Conference – What Happens?  
 PowerPoint Slides #16: Focus Groups and Stakeholder Interviews 

(Purpose) 
 PowerPoint Slides #17: Focus Groups and Stakeholder Interviews (Invited 

to…) 
 PowerPoint Slides #18: Final Report – What Happens?  
 PowerPoint Slides #19: Next Steps Meeting – What Happens? 
 PowerPoint Slides #20: What is your Role?  
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 Handout #1: 521: The Quality Service Review Process (PowerPoint 
Presentation) (revisited) 

 Handout #2: Reviewer Skills and Abilities  
 Handout #3 Review Week Schedule – Three Day Review  
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Section II: Overview of the QSR Process 
 
Step 1: Continuous Quality Improvement (CQI) and the Connection to QSR 
(15 minutes)  
 
Trainer will use PowerPoint Slide #5 (QSR’s Connection to CQI) to explain the 
connection between the Quality Service Review process and Pennsylvania’s 
Continuous Quality Improvement efforts. The trainer will share information about PA’s 
Continuous Quality Improvement effort and the connection to the QSR process, 
lecturing with the following information and refer to Poster #1 (The Pennsylvania Child 
Welfare Practice Model): 
 

Federal regulations require states to have a quality assurance (QA) system in 
place to routinely assess the quality of services covered under the state’s Child 
and Family Service Plan (CFSP) and to assure that there will be measures to 
address identified areas of concern. In addition, agencies are to monitor and 
conduct periodic evaluations of the standards of child welfare practice which 
ensure that children are provided quality services focused on child safety, 
permanency, and well-being.  

 
In the Informational Memorandum (ACYF-CB-IM-12-07) released in 2012, the 
federal Administration for Children and Families (ACF) encouraged states to 
enhance their QA systems though a continuous quality improvement (CQI) 
approach. Casey Family Programs and the National Resource Center for 
Organizational Improvement define continuous quality improvement as: “The 
complete process of identifying, describing, and analyzing strengths and 
problems; and then testing, implementing, learning from, and revising solutions. It 
relies on an organizational culture that is proactive and supports continuous 
learning. CQI is firmly grounded in the overall mission, vision, and values of the 
agency. Perhaps most importantly, it is dependent upon the active inclusion and 
participation of staff at all levels of the agency, children, youth, families, and 
stakeholders throughout the process.”  

 
ACF outlined the key functional components that should be in place in order to 
implement an effective CQI system. PA’s CQI effort seeks to develop and/or 
enhance these components both at the broader statewide level, as well as within 
each individual county. These components are: 

1. Foundational Administrative Structure  
2. Quality Data Collection  
3. Case Record Review Data and Process  

a. Trainers should note that this component connects directly to the 
Quality Service Review case reviews 

4. Analysis and Dissemination of Quality Data  
5. Feedback to Stakeholders and Decision-Makers and Adjustment of 

Programs and Process  
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PA has been committed to the development of a CQI system that recognizes that 
implementation of change at the local level is critical to the achievement of 
positive child, youth and family outcomes.  Pennsylvania's Continuous Quality 
Improvement effort is not a time limited project, nor is it another new initiative. 
Rather, PA’s work around CQI is an ongoing effort to reshape the system at the 
local and state level to support the achievement of positive outcomes for our 
children, youth, and families.  

 
Pennsylvania’s CQI process is foundationally based on Pennsylvania’s Child 
Welfare Practice Model and standards which define quality practice. At its most 
basic level, a child welfare practice model is a conceptual map and 
organizational ideology of how child welfare professionals, families, and 
stakeholders should unite in creating a physical and emotional environment that 
focuses on the safety, permanency, and well-being of children, youth, and their 
families. The practice model should make an explicit link connecting the child 
welfare system’s policy, practice, training, supervision, and quality improvement 
with its mission, vision, agency values, and strategic plan. It is the (system’s) 
guide to the daily interactions among employees, children, youth, families, 
stakeholders, and community partners working together to achieve defined 
outcomes. (APHSA, 2009).  
 
PA has implemented a standardized case record review process that is designed 
to provide counties with an understanding of what is “behind” the safety, 
permanency and well-being numbers in terms of day-to-day practice in the field 
and how that practice is impacting child and family functioning and outcomes. 
The Quality Service Review (QSR) is the state supported case record review 
component of the CQI process that is used to help assess and monitor progress 
within counties and statewide. The QSR serves as a measure to evaluate 
implementation of Pennsylvania's Child Welfare Practice Model and standards 
for child welfare practice and provides a basis for promoting and strengthening 
best practice. The QSR contains qualitative indicators that measure the current 
status of the focus child/youth and the child/youth's parents and/or caregivers, 
and the quality and consistency of core practice principles. QSR findings are 
used for providing safe, positive feedback to frontline staff, supervisors, and 
program managers. To be effective, the QSR process does not review cases for 
the purpose of compliance enforcement, but rather to evaluate case-specific 
outcomes and practice performance. 

 
The trainer will refer to Poster #2 (DAPIM™) and use PowerPoint Slide #6 (DAPIM™ 
and “Learning by Doing”) and refer participants to Appendix #1 (Pennsylvania QSR 
Protocol – Version 4.0) pages 6-7 to review the DAPIMTM and “Learning by Doing” 
slides. The trainer will explain how the DAPIM™ framework is applied in the CQI 
process, lecturing with the following information:  

 
Pennsylvania has adopted the American Public Human Services Association’s 
(APHSA) DAPIM™ model as the structured approach to facilitating continuous 
quality improvement efforts. DAPIM™ stands for “Define, Assess, Plan, 
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Implement and Monitor.” Within the CQI context, the DAPIM™ model is used to: 
facilitate a county through the identification of priority areas for improvement, root 
cause analysis, and county improvement plan development and monitoring.  
 
Information gathered through the QSR process as well as via other data sources 
are used to guide continuous quality improvement efforts at the both the local 
and state levels. These efforts require the system to engage in thoughtful 
discussion about the current strengths and gaps within the system in order to 
understand the current state of practice performance and child/youth/family 
outcomes so that child/youth/family serving systems can work together to identify 
potential strategies to improve outcomes and achieve the best practice standards 
(i.e. the desired state).  
 
The assessment process should be an inclusive process in which key 
stakeholders are engaged, as the achievement of positive outcomes will only be 
realized when the full resources of a community are garnered. The assessment 
process leads to the planning process, which will also be an inclusive process, 
culminating in the completion of each county’s County Improvement Plan (CIP), 
which will drive the Needs Based Plan and Budget (NBP&B). The counties will be 
developing their own improvement plan based on mutually identified needs of the 
agency, community, and system partners by engaging in a discussion to explore 
the root causes and possible remedies for the identified gaps. The discussion 
should lead to the development of commitments and plans that result in the 
desired improvements to address both rapid and long-term progress.  These 
improvement efforts will be monitored as plans are implemented.  Furthermore, 
the impact of these improvement efforts will also be evaluated as the 
child/youth/family status outcomes and practice performance are assessed again 
due to the fact that Quality Service Reviews are conducted periodically (as 
frequently as once a year or once every three years).   
 
Full implementation of CQI is being conducted utilizing a phased-in 
approach across the Commonwealth over the course of several years, 
with three to six counties joining during each new phase. Implementation 
is individualized for each county in collaboration with the regional OCYF 
staff and technical assistance providers that support the county. Counties 
joining the CQI effort must agree to participate in a state supported QSR 
at a minimum of once every three years, but have the option to participate 
as frequently as once every year or once every two years.  Phase VI of 
Pennsylvania’s CQI effort began in January 2016. 

  
Step 2: Purpose of QSR process 
(10 minutes)  
 
Trainer will display PowerPoint Slides #7-8 (Purposes of the QSR Process) and 
PowerPoint Slide #9 (What is the QSR?).  Trainer will provide a large group 
explanation of the QSR process and its purpose. QSR is an organizational learning 
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process offering helpful ways of knowing what’s working and not working in practice -- 
for which children and families and why. QSR supports teaching and action learning 
processes that clarify expectations, provide useful feedback, and affirm good work.  
QSR stimulates actions taken to improve practice and results at all levels of the 
organization.  Trainer discusses the motive or the shift in focus. The emphasis is on the 
outcomes (results of activities) versus outputs (the number of people or services). The 
change is moving from measuring compliance to measuring quality of the work.  The 
QSR explores how the child welfare system has developed a partnership with families 
to help improve their functioning.   
 
The QSR measures what matters most to children, families, and society (e.g., safety, 
stability, permanency, well-being – key outcomes).  The QSR measures core functions 
of practice most associated with success (engagement, teamwork, 
assessment/understanding, long-term view for safe case closure, and planning 
strategies for safety and permanency). 
 
Trainer identifies that the QSR stimulates change because it promotes and applies the 
practice model to actual cases to measure progress and results.  The QSR links results 
to frontline conditions at local practice points, affirms good practice and stimulates 
better practice, tracks progress toward meeting performance goals, and provides 
immediate, safe, and useful feedback to practitioners.  The QSR process also uses 
Case Specific Team Debriefings to teach from cases reviewed about what’s working 
now and what to do next and stimulates local supervisors and managers to take the 
next steps and enables effective use of technical assistance. 
 
Step 3: QSR vs. Traditional Reviews     
(5 minutes)  
 
Trainer will display PowerPoint Slides #10-11 (How is the QSR different from other 
Quality Assurance Methods) and provide a brief large group lecture on the differences 
between QSR and other traditional evaluative methods.  The trainer should note that 
QSR focuses on the in depth review of a few cases rather than numbers and outputs. 
The focus is on the current status and the previous 30-90 days (there are a couple of 
indicators that have a different time frame, but the specifics will be discussed at a later 
time).  The review does not look at the entire life of the case.  The QSR is a snapshot of 
the current child status and system performance or practice.  The QSR measures and 
models practice principles.  The process is looking at the bigger picture and systemic 
change.  This is a review of the system, not of the caseworker. The focus is on practice, 
results, and how we make change happen now and in the future.  The hope is to help 
cases and the system move forward.  Learning is at the core of the QSR process. 
 
Ask participants to identify the differences they see between QSR and traditional 
models.  Make sure that the participants have covered the change in time frames in 
which the case is being reviewed and quality of the service rather than quantitative.  
The QSR is not solely a case record review.  Reviewers spend a minimal amount of 
time with the case file (1–2 hours).  The majority of time is spent interviewing and 
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applying scoring criteria based on the QSR Protocol while also applying the rationale for 
scores. This tends to be a paradigm shift for many reviewers as they are familiar with 
the traditional review or licensing review. 
 
Step 4: Reviewer Skills and Abilities 
(20 minutes)  
 
The QSR process requires a high level of skills and abilities.  The trainer will emphasize 
that reviewers were selected because of their knowledge and skills.  Teams were 
designed to maximize each individual interviewer’s skills and abilities and are hopefully 
complimentary to their partner’s skills and abilities.  Now that participants have an 
understanding of the process, it is important to self-assess in order to better prepare 
ourselves as QSR Reviewers. 
 
The trainer conducts a large group brainstorm, asking participants to identify their 
“strengths” as a QSR reviewer (remember, we just talked about what the QSR is and its 
purpose).  The trainer records their feedback on flipchart paper.  The trainer should 
continue recording the participant’s answers until they have no more and tape this flip 
chart to the wall for future use.   
 
Trainer distributes and reviews Handout  #2 (Reviewer Skills and Abilities) 
highlighting the areas that Pennsylvania noted as effective qualities or strengths of QSR 
reviewers.  Ask participants to individually check items that indicate a need or a 
challenge to them being a successful QSR reviewer.  
 
Trainer utilizes PowerPoint Slide #12 (Skills and Abilities) and instructs participants 
to discuss the following questions with their assigned partner: 

 Which three challenges or needs are most important for you to overcome in order 
to become a successful QSR reviewer? 

 On a scale of one to ten with one being a minimal challenge or need and ten 
being a major challenge or need, how would you rate your three identified 
challenges or needs? 

 What will it take for you to decrease your rating by 1-2 points? 
 
After about 8-10 minutes, the trainer leads a large group discussion asking participants 
to share their identified barriers, rating, and what it will take to decrease their score. 
Trainer summarizes the large group discussion by asking, “Do you think any of your or 
others’ strengths will help you to overcome/manage any of the challenges or barriers 
that you listed? How?” 
 
Since the QSR is completed by a team of reviewers, it is important to know each team 
member’s strengths.  Based on their strengths, team members can determine what role 
each team member can play.  The trainer can provide specific examples of the role that 
they played within their team during the QSR process.  Team members must be able to 
communicate effectively with each other when scoring the review and when providing 
rationale for their scores.  The potential exists that reviewers may have a difference of 
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opinion.  Professional skills in negotiating and compromise will be key to successfully 
resolve the difference. Site Lead team members are a resource to talk through scoring 
when there are differences.  Reviewers can also use other reviewers to gain another 
perspective.   
 
Step 5: Steps in the QSR Process 
(15 minutes)  

 
Using PowerPoint Slide #13 (The QSR Process) and Poster #3 (The QSR Process), 
introduce the steps in the QSR process.  Explain that the steps that are in italics are the 
steps that QSR reviewers are required to complete.  Emphasize that their role in the 
QSR is important, yet only a portion of the entire QSR process. Refer as needed to 
Poster #3 (The QSR Process) and use PowerPoint Slide #14 (What Happens Prior 
to the Onsite Review?), PowerPoint Slide #15 (Exit Conference – What Happens?), 
PowerPoint Slide #16 (Focus Groups and Stakeholder Interviews (Purpose), 
PowerPoint Slide #17 (Focus Groups and Stakeholder Interviews (Invited to… ), , 
PowerPoint Slide #18 (Final Report – What Happens?), and PowerPoint Slide #19 
(Next Steps Meeting – What Happens?) to review the steps of the QSR process. 
Provide a brief description of each step. Trainer informs participants that the steps 
where they have a role as a QSR reviewer will be covered in detail at later points 
throughout the training. 
 

 Review Team Pairings - QSR teams are composed of one local reviewer and 
one state reviewer.  Care is taken to match teams with complimentary 
experience and skills.  If you haven’t already been notified, you will be notified a 
few days prior to the review of who your partner is and are encouraged to email 
him/her to touch base.   

 
 Sample Selection - Cases are chosen randomly.  Case reviews will include out-

of-home and in-home cases.  Cases for review can be opened or recently closed 
and each family is asked to voluntarily participate in this case review process.  

 
 Focus Groups and Stakeholder Interviews - Purpose of the interviews is to 

obtain feedback specific to systemic issues rather than case-specific information 
and provide a forum for open dialogue about challenges and solutions within the 
system.  The trainer asks if anyone has ever participated in any of the focus 
groups in order to collect information for a QSR or the CFSR/PIP.   

 
 Case Reviews - Through a small sample of randomly chosen cases, reviewers 

will use the QSR Protocol to conduct interviews with the family and members of 

Trainer Note:  Trainer should refer to the Site Lead team to ensure that the 
information in the following section is accurate.  Site Leads can 
explain the process that they use for the team pairing and sample 
selection. The Site Lead team can describe the focus group and 
stakeholder interviews too if they wish.   
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the family’s team. The information gathered will guide a professional appraisal of 
case status and performance by identifying what’s working, not working and why. 
The two day training will provide reviewers with the knowledge and skills to 
complete the case review. 

 
 Case-Specific Debriefing - Each review team presents their case to the other 

reviewers and key stakeholders involved in the QSR process.  The presentations 
are brief (approximately 15 minutes). The purpose of the debriefing is to ensure 
accuracy and inter-rater reliability. More detail will be provided during day two of 
the training. 

 
 Feedback Session with the Caseworker/Supervisor - Reviewers will provide 

the child welfare caseworker and/or supervisor information from the case review 
for about an hour. This feedback is intended to first assure that the reviewer’s 
perception of the case is accurate factually and second, to have a discussion 
about any suggestions that might be considered to improve case outcomes.  
Specific details of the feedback session will be covered in day two of the training. 
 

 Exit Conference - It is important to emphasize that during the Exit Conference, 
aggregated data is presented to illustrate the trends and patterns that are 
identified throughout the QSR case reviews.  The focus is systemic change. The 
trainer should share that the Site Lead team can ask for a reviewer to volunteer 
to present a case that helps to highlight the areas of strengths and concerns that 
arose during the QSR.  When a case is presented, the focus is not on the 
specific case, but how the case is an example of a system wide strength or 
concern. 

 
 Final Report - The final written report provides an analysis of the qualitative and 

quantitative data collected during the week(s) of review.  This includes an 
analysis of the data collected on the QSR Roll-Up Sheet.  This final report is 
developed by Hornby Zeller Associates, Inc. in collaboration with the Site Lead 
team. 
 

 Next Steps Meeting - The Next Steps Meeting is designed to be an opportunity 
for the county agency’s efforts to begin and/or continue their CQI process and 
develop an action plan for enhancing case practice and system performance.  
There are a variety of formats for this meeting for the county to choose from, as 
the meeting should be held in a format that is best determined by the county.  

 

 County Improvement Plan - The County Improvement Plan outlines the 
priorities the county chooses to focus on to improve specific outcomes as a result 
of a comprehensive review of their practice.  Each county submits their plan to 
their Regional Office of Children, Youth, and Families (OCYF) Director and QSR 
Site Leads 120 days from the last day of the onsite QSR.   
 

Step 6: Reviewers’ Role in the QSR process 
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(10 minutes)  
 
Trainer will distribute Handout #3 (Review Week Schedule – Three Day Review) and 
discuss PowerPoint Slide #20 (What is your Role?) reviewing the QSR reviewer’s 
role during the week.  
 
Reviewers are encouraged to bring the QSR Protocol provided to them at this training to 
the onsite QSR, but a QSR Protocol will also be available for each QSR team.  
Reviewers will get a summary of the child/youth/family’s case situation prior to the 
onsite QSR.  On the first day of the QSR, there will be 1–2 hours to review the case 
record.  Interviews with the caseworker and supervisor are then scheduled for 1 hour.  
All other interviews are scheduled to be convenient for the family or partner agency 
representative(s).  Interviews can go into the evening.  Travel time is built in and 
directions will be provided.  Reviewers should attempt to be on time for all interviews.  If 
an unforeseen situation occurs and the reviewer will be late, a call should be made to 
the individual that is being interviewed.  The local leads will try to arrange for reviewers 
to have the interview schedule one week prior to the onsite QSR, but there can be last 
minute changes, so reviewers will get an updated interview schedule on the first day of 
the onsite QSR.  Unless otherwise arranged, all interviews occur in person and in the 
field.   
 
QSR review team assignments are arranged so that one team member has a car and is 
comfortable driving in the area.  One team member will also have access to a laptop to 
use for the completion of their Roll-Up Sheet. 
 
The trainer checks for any questions from participants and begins transitioning into 
overview of the QSR Indicators. 
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Section III: Overview of the Indicators 
 
Estimated Length of Time:  
45 Minutes  
 
Performance Objectives: 

 None 
 
Method of Presentation:  
Trainer Lecture, Large Group Discussion 
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #21: Child/Youth and Family Status Indicators 
 PowerPoint Slide #22: Practice Performance Indicators 
 PowerPoint Slide #23: What Time Period is Considered in Scoring? 
 PowerPoint Slide #24: How are Cases Scored? 
 PowerPoint Slide #25 Distinction Between 3 and 4 
 PowerPoint Slide #26: The Central Scoring Rules 
 Poster #4: Time Periods to Consider While Scoring 
 Poster #5: The Groundhog Rule 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation)  (revisited) 
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Section III: Overview of the Indicators 
 
Step 1: QSR Indicators 
(20 minutes)  
 
Trainer displays PowerPoint Slides #21 (Child/Youth and Family Status Indicators) 
and Slide #22 (Practice Performance Indicators) and reviews page 67 of Appendix 
#1 (Pennsylvania Quality Service Review (QSR) For Children, Youth and Families 
(At-a-Glance Summary of Indicators.)  The QSR Protocol provides the review team 
with a specific set of indicators to use when examining the status of a child/youth and 
parent/caregiver and analyzing the responsiveness and effectiveness of the core 
practice functions of the system promoted in the practice model. Indicators are divided 
into two distinct domains, Child, Youth and Family Status and Practice Performance.   
 
Child, Youth and Family Status Indicators measure the extent to which certain desired 
conditions are present in the life of the focus child/youth and the child/youth’s parents 
and/or caregivers—as seen over the past 30 days (there are some variables to this that 
will be discussed later). Status indicators measure constructs related to safety, 
permanence, and well-being.   
 
Practice Performance Indicators measure the extent to which core practice functions 
are applied successfully by practitioners and others in the system who serve as 
members of the child/youth and family team. The core practice functions measured are 
taken from the child/youth and family team and provide useful case-based tests of 
performance achievement. The number of core practice functions and level of detail 
used in their measurement may evolve over time as advances are made in the state-of-
the-art practice. Practice Performance Indicators are measured over the past 90 days 
(there are some variables to this that will be discussed later).   
 
Trainer will review the layout of Appendix #1 (Pennsylvania QSR Protocol – Version 
4.0). Explain that pp. 9-57 identify the following for each of the 23 indicators:  

 Description of the indicator 

 Note identifying the time period to be assessed for each indicator 

 Core concepts associated with each indicator 

 Guiding questions to help reviewers assess the indicator 

 Scaled rating descriptions for each indicator 
 
Trainer will review with participants each section of page 67 of Appendix #1 
(Pennsylvania Quality Service Review (QSR) For Children, Youth and Families 
(At-a-Glance Summary of Indicators) and PowerPoint Slide #21 (Child/Youth and 
Family Status Indicators) and Slide #22 (Practice Performance Indicators) 
stressing to participants the importance of completing each sub category under the 
indicator.  This should be just a brief review as each indicator will be reviewed in depth 
in a later section of the training. 
 
Child/Youth and Family Status Indicators 
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 Safety: Exposure to Threats of Harm 

 Safety: Risk to Self/Others 

 Stability 

 Living Arrangement 

 Permanency 

 Physical Health 

 Emotional Well-Being 

 Early Learning and Development 

 Academic Status 

 Pathway to Independence 

 Parent or Caregiver Functioning 
 
Practice Performance Indicators 

 Engagement Efforts 

 Role and Voice 

 Teaming 

 Cultural Awareness and Responsiveness 

 Assessment and Understanding 

 Long-Term View 

 Child/Youth and Family Planning Process 

 Planning for Transitions and Life Adjustments 

 Efforts to Timely Permanence 

 Intervention Adequacy and Resource Availability 

 Maintaining Family Relationships 

 Tracking and Adjusting 
 

Trainer encourages participants to tag the section in Appendix #1 (Pennsylvania QSR 
Protocol – Version 4.0) (page #67) (At-a-Glance Summary of Indicators) in order to 
allow quick access to them during their review week. 
   
Step 2: Scoring of Cases 
(15 minutes)  
 
Trainer will display PowerPoint Slides #23 (What Time Period is Considered in 
Scoring?) and PowerPoint Slide #24 (How are Cases Scored?) and refer 
participants to page 83 of their Appendix #1 (Pennsylvania Quality Service Review 
(QSR) For Children, Youth and Families Protocol). The QSR protocol uses a 6-point 
rating scale as a yardstick for measuring the situation observed for each indicator. The 
general timeframes (with a few exceptions) for rating indicators are:  

 Child/Youth and Family Status Indicators, the reviewer focuses on the past 30 
days. Two exceptions are:  

o Stability which looks at the past 12 months and the next 6 months 
o Academic Status which looks at the past 30 school days 

 Practice Performance Indicators, the reviewer focuses on the past 90 days. The 
exceptions are: 
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o Planning for Transitions and Life Adjustments which looks at the past 90 
days as well as the next 90 days; and 

o Efforts to Timely Permanence which looks at the past 90 days in the sub-
category of efforts for both in-home and out-of-home cases.  For the sub-
category of timeliness, only the past 90 days for out-of-home cases are 
scored. 

 
These time parameters will help reviewers clearly and consistently define conditions 
necessary for a particular rating value. Greater clarity in rating values increases inter-
rater reliability.  Most QSR indicators follow these time parameters exactly. Exceptions 
to the general rules are found within specific indicators but are clearly spelled out within 
each indicator.  Trainer points to Poster #4 (Time Periods to Consider While 
Scoring) and reviews with participants when the exceptions are made to the general 
timeframes. 
 
With scoring of the indicators, there are three ways to look at it.  The first way the trainer 
explains is looking at each indicator score individually.  This is when the reviewer starts 
at the top with the score of 6, and if the criterion is not met, then goes down to a five, 
etc.  This process is continued until the criterion for the scoring is met.   Point out that 
the rating set a high bar for optimal scoring. The following is a list of the individual 
scoring measures: 

 6 - Optimal 

 5 - Substantial 

 4 - Fair 

 3 - Marginal 

 2- Poor 

 1 - Adverse 
 
The second way to look at the scoring of the indicators are those with a score of 6-4 are 
considered in the acceptable range while those with ratings of a 3-1 are considered 
unacceptable.   
 
The final way for QSR reviewers to consider when scoring each indicator is to look at 
each indicator in one of three zones.  These zones are the: 

 Maintenance Zone (scores between 6-5); 

 Refinement Zone (scores between 4-3); and 

 Improvement Zone (scores between 2-1). 
Explain that it will be necessary for reviewers to review and consider an indicator’s 
guiding questions before scoring items.   
 
Step 3: Groundhog Rule 
(5 minutes)  
 
On occasion, a reviewer may feel conflicted when scoring an indicator.  This may be a 
struggle when the reviewer is making the determination between acceptable (4) and 
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unacceptable (3). Trainer will display PowerPoint Slide #25 (Distinction Between 3 
and 4) and point out Poster #5 (The Groundhog Rule). 
 

The Groundhog Rule: If this case were frozen in time as it is today, would 
performance or status be considered acceptable or unacceptable?  

 
Trainer can reframe ‘The Groundhog Rule’ if participants have questions by saying “if it 
is now 6 months later and everything in the case was still going exactly the same, would 
it be acceptable or unacceptable?”  
 
Step 4: Central Scoring Rules 
(5 minutes)  
 
Trainer displays PowerPoint Slide #26 (The Central Scoring Rules) and reviews the 
importance of reviewing the description and core concepts of each indicator before 
identifying a rating for each indicator.  Trainer also reminds QSR reviewers that they 
should read each indicator’s instructions, stay within the time-based observation 
windows associated with each indicator and rate indicators based on events that have 
occurred or conditions that were present within the time-based observation window. 
Some indicators score results and others score efforts or intent.   
 
Trainer will share with participants that the resource for scoring “The Roll-Up Sheet” will 
be reviewed in the next section. 
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Section IV: Roll-Up Sheet 
 
Estimated Length of Time:  
30 Minutes  
 
Performance Objectives: 

 None 
 
Method of Presentation:  
Trainer Lecture, Large Group Discussion  
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Trainer Resource #2: Web-Based QSR Roll-Up Sheet 
 PowerPoint Slide #27: Roll-Up Sheet Purpose 
 PowerPoint Slide #28: Roll-Up Sheet Completion 
 PowerPoint Slides #29: Roll-Up Sheet Components 
 Appendix #1: Pennsylvania Quality Service Review (QSR) For Children, 

Youth and Families Protocol – Version 4.0 (revisited) 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) (revisited) 
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Section IV: Roll-up Sheet 
 
Step 1: Roll-Up Sheet Purpose, Components, and Completion 
(30 minutes)  
 
Trainer will display PowerPoint Slide #27 (Roll-Up Sheet Purpose) and PowerPoint 
Slide #28 (Roll-Up Sheet Completion) and refer participants to the Quality Service 
Review Roll-Up Sheet found on page 91 of Appendix #1 (Pennsylvania QSR 
Protocol – Version 4.0).  
 
Trainer explains the purpose of the Roll-Up Sheet is to assist the review team in 
documenting the information gathered during the case review process including 
information learned about the child/youth/family, case information, and the indicator 
scores and rationale.     
 
Trainer will display PowerPoint Slides #29 (Roll-Up Sheet Components) and refer 
participants to page 91 of Appendix #1 (Pennsylvania QSR Protocol – Version 4.0 
[QSR Roll-Up Sheet and Guidance]).  Trainer will review the components of the Roll-
Up Sheet including the instructions for completion.  Some key areas to review include: 
 
Part 1 –Review Information  
Part 2 – Focus Child/Youth Information 

 Child/Youth’s age will populate automatically after the date of birth is entered 
Part 3 – Case Information  
Part 4 – Child/Youth and Family Status Domain 
Part 5 – Practice Performance Status Domain 
Part 6 - Recommendations 
   
Trainer will inform participants that during the onsite QSR, they will receive a hard copy 
of the Roll-Up Sheet and a flash drive with a web-link to a web-based Roll-Up Sheet for 
their assigned case. The hard copy will have information already completed by the 
county agency that reviewers will need to review.  The review team will work together to 
complete both the web-based Roll-Up Sheet as well as a hardcopy of the Roll-Up 
Sheet, as one reviewer will fill out the hardcopy of the Roll-Up Sheet while the other 
reviewer will enter the data into the web-based Roll-Up Sheet.  QSR reviewers will be 
provided information about how to fill out the web-based Roll-Up Sheet during the onsite 
review and Site Leads will also be there to assist reviewers with any questions 
regarding the web-based Roll-Up Sheet. Once reviewers have completed all 6 sections 
of the web-based Roll-Up Sheet, they will click the button to submit the web-based Roll-
Up Sheet to their assigned Site Lead.  There is a validation process that will double 
check that all the data elements have been entered appropriately.  If there is missing 
information, the program will identify those areas that need to be edited/updated, similar 
to a program that you would use if you completed your taxes online.   
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Trainer Note: If the training site has an Internet connection and trainers have reviewed 
Trainer Resource #2 (Web-Based QSR Roll-Up Sheet) and feel comfortable taking 
time to show training participants what the web-based QSR Roll-Up Sheet looks like, 
they can take this opportunity to show the web-based QSR Roll-Up Sheet to 
participants.  The trainer should not spend more than 5 minutes (10 minutes max) on 
showing the web-based QSR Roll-Up Sheet, as training participants will learn more at 
the onsite QSR.  Trainers are encouraged to enter the links into a web-browser in 
advance of the start of the training, as entering the web-link will take some time.  Once 
the web-link is viewable to participants, the Trainer should take time to show various 
features including:  

 The six components of the QSR Roll-Up Sheet 
o Review Information 
o Focus Child/Youth Information 
o Case Information,  
o Child/Youth and Family Status Domain 
o Practice Performance Status Domain 
o Recommendations 

 The trainer can also note some of the following features:  
o Features that are locked (information will be pre-populated) 
o Navigation between QSR Roll-Up Sheet components  
o Yellow icon – includes roll-over feature that offer additional guidance (from 

the QSR Roll-Up Sheet Guidance) 
o Blue icon – includes roll-over feature that offer notification that reviewers 

should, “Pay attention” as narratives in text box will need to be in complete 
sentences and include proper grammar and punctuation 

o Save Changes button 
o Greyed out questions 
o Blue box at top of indicator that provides core concept of indicator, roll-

over feature that includes description of 6-1 ratings, dates associated with 
timeframe for indicator rating 

o How to choose a score (using the drop down box) 
o Green check marks designate that the QSR indicator/sub-indicator 

rating(s) and required rating rationale have been entered 
o Scratch pad – opportunity to write notes/information  
o Submit to Site Lead button (NOTE: DO NOT click on the button) 
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Section V: The QSR Interviews 
 
Estimated Length of Time:  
1 Hour, 45 Minutes  
 
Performance Objectives: 

 Demonstrate providing an introduction and explanation of the QSR process and 
interviewing a family member by using the Sara Fisher family case scenario in a 
role play with a partner. 

 
Method of Presentation:  
Trainer Lecture, Large Group Discussion, Role Play  
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #30: Planning QSR Interviews 
 PowerPoint Slide #31: Prior to the Interview 
 PowerPoint Slide #32-33: During the Interview 
 PowerPoint Slide #34: After the Interview 
 PowerPoint Slide #35: The QSR Interview – Exploring Questions for 

Providers 
 PowerPoint Slide #36: Interviewing Practice – Sara’s Case 
 Trainer Resource #1: Shulman Interactional Skills 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) (revisited) 
 Handout #4: Suggestions for Planning QSR Interviews with Interviewees: 

A General Approach  
 Handout #5: Explaining the Purpose of the QSR to Interviewees 
 Handout #6: Facts about the Fisher Family 
 Handout #7: Interview with Cynthia Fisher 
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Section V: The QSR Interviews 
 
Step 1: Interview Considerations 
(20 minutes)  
 
Trainer should begin by reinforcing that a critical component of the QSR process is the 
interviews that occur with children/youth and family as well as caseworkers and other 
individuals involved with the family. The interviews are the key difference between QSR 
and traditional case reviews. 
 
Trainer will display PowerPoint Slide #30 (Planning QSR Interviews) and use 
Handout #4: (Suggestions for Planning QSR Interviews with Interviewees: A 
General Approach) to highlight key points about the interview process.  
 
Know the Case History 

 What factors brought the child/youth into services? 
 Review the case record. 
 Who is doing what in the case? 
 What has happened in the past? 
 What is being done now? 
 Where are things headed? 

 
Plan Relevant Questions for Each Respondent 

 Plan several key questions that fit each interviewee’s part of the story. 
 Note areas needing confirmation or follow up during the interviews. 
 Identify a lead interviewer and a note taker. 

 
Have Accurate Directions and Be Punctual 

 It is really important to start and end each interview on time. 
 Contact the interviewee or your Local or State Site Lead if you are running late. 

 
Organize the Interview to Help the Respondent Participate 

 Explain the purpose of the review, your role, and the importance of the 
interviewee’s participation. 

 Possible questions could include: 
o Do you know who I am and why I’m here? 
o How long have you known or worked with…? 
o What can you tell me about this child/youth? 
o What happened next or as a result of this event? 
o Do you have any particular concerns about this child/youth? 
o Where do you see this child/youth in a few years? 
o Is there anything else that we did not cover that you feel is important for 

me to know? 
o Do you have any questions for me? 

 
Remember to: 
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 Gather information, not identify solutions 
 Not share information gathered with other interviewees 
 Be a QSR Reviewer and not a caseworker during your review week 
 Monitor your time to keep on schedule 
 Add necessary interviews 
 Reschedule missed interviews 
 Avoid types of questions that may confuse or distract the respondent 
 Be respectful 
 

 
 
The trainer should review the QSR Interview Process that is written on a pre-made flip 
chart. The steps should include:  

1) Thank the participant for their time in meeting with you 
2) Explain (re-explain) the purpose for your interview 
3) Confirm the amount of time that you will be spending with them for the interview 
4) Ask the interviewee how long they have worked with/known the target 

child/youth/family 
5) Conduct actual “meat” of the interview:  

 What can you tell me about this child/youth?  

 What can you tell me about this actual event or circumstance? 

 What happened next as a result of this actual event or circumstance?  

 Do you have any concerns about the target child/youth?  
6) Begin to close the interview asking questions such as:  

 Where do you see the child/youth in five years?  

 Is there anything else that we did not cover that you think we should 
know? 

7) Check for questions the interviewee may still have of you 
8) Close the interview and thank them for their time 

 
Trainer distributes and reviews Handout #5 (Explaining the Purpose of the QSR to 
Interviewees). The reviewer needs to understand the purpose of the interview and the 
role that the reviewer plays during the interview and to be able to communicate the 
purpose and role with the interviewees.  In the reviewer’s explanation to the interviewee, 
they should include: 

 Introduction of self 

Trainer Note: Trainer should develop a flip chart that lists out the ‘Steps in the QSR 
Interview Process: 

1. Thank participants 
2. Explain purpose 
3. Confirm time 
4. Establish length of time of relationship 
5. Ask direct and indirect questions 
6. Ask about safety and the future vision for the child 
7. Check for questions 
8. Close and thank you 
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 Agency that the review is being conducted about 

 Random case selection 

 Examples of those being interviewed 

 Asking questions in order to gather information regarding system change and 
feedback 

 Number of cases being reviewed 

 Information gathered will be used to prepare report outlining what is working well 
and recommendations for change 

 Checking for questions of the interviewee 
 
Once the reviewer has described the purpose of the interview to the interviewee, it is 
time to conduct the actual interview. The trainer further explains the role of the reviewer 
during the interview process using PowerPoint Slide #31 (Prior to Interview), 
PowerPoint Slides 32-33 (During the Interview) and PowerPoint Slide #34 (After 
the Interview). 
 
Prior to the actual interviews: 

 Review the interview schedule and begin preparation by identifying potential 
questions 

 Identify the lead interviewer and note-taker for each interview 

 Remember that you are a reviewer and not a caseworker during the QSR 
process 

 Learn something about the interests of the child/youth to better engage him/her 
 
During the interview: 

 Take notes to document key information learned through the interview 

 Take every opportunity to recognize family strengths 

 Listen more than talk 

 Use the list of QSR questions to keep you on track 

 When needed, ask questions related to the data elements you need to answer on 
the Roll-Up Sheet 

 Always ask about the child’s safety (if safety threats are identified, call Site Lead 
immediately) 

 Be patient with family stories 

 Gather information, do not identify solutions to the case’s or family’s concerns 

 Develop the relationship before inquiring about sensitive family issues 

 Avoid leading questions 
 
After the interview: 

 Do not share information gathered during one interview to the next interview 

 Resist reaching conclusions prior to the completion of all interviews 

 Contact your Site Lead or next interview if you are running a few minutes behind; 

 Note areas needing confirmation or follow up 

 Contact your Site Lead if interviews lead to other key people in the child/youth’s 
life that you feel would be important to talk to regarding the case review 
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Engaging the individuals being interviewed will enhance the amount of information that 
will be disclosed. Trainer will ask the participants to share techniques that they use to 
engage reluctant individuals. 

 
Trainer will remind participants that as reviewers they will often be interviewing younger 
children. It is important to be able to engage any child/youth or family member 
regardless of age; however, younger children may not be as verbal as older children 
and may be more intimidated by the interview process as a whole. Trainer will discuss 
techniques for engaging younger children. How would these techniques improve the 
quality of the interviews held with younger children? 
 
Encourage partners to discuss when deciding roles which one of them feels the most 
comfortable interviewing children.  
 
Step 2: Interviewing Providers 
(25 minutes)  
 
Trainer will remind participants that another group of individuals that will be interviewed 
during the QSR process are providers. Trainer will display and review PowerPoint 
Slide #35 (The QSR Interview – Exploring Questions for Providers). Briefly review 
the types of questions a reviewer might ask a provider. Trainer will ask the participants 
to share “What insights/perspective would these questions give to the reviewer?”   
 
Step 3: Exercise 
(50 minutes)  
 
Trainer will give participants the opportunity to practice the introduction, explanation of 
the QSR process, and interview with a family member by using the Sara Fisher family 
case scenario for the next 20-30 minutes. Trainer distributes Handout #6 (Facts about 
the Fisher Family) to all trainees and Handout #7 (Interview with Cynthia Fisher) 
only to those that are playing the role of Cynthia and shares with participants that this 
case scenario will be use throughout the training. Trainer will display PowerPoint Slide 
#36 (Interviewing Practice – Sara’s Case) and review the instructions for the practice 
exercise.  
 
Once the interview practice is complete, trainer reconvenes the large group and 
conducts a large group discussion asking the participants to reflect on the overall 
experience of conducting the interview. The trainer leads the large group discussion by 
asking the following questions: 

 As reviewers, what challenges did you face during the interview? 

 For those being interviewed, what were some of the effective methods the 
reviewers (or interviewers) used? 

o Were there any that were not so effective? If so, why? 
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At the conclusion of the exercise, distribute Handout #7 (Interview with Cynthia 
Fisher) to all participants who did not receive it thus far, as they will need to understand 
the information in this handout for future training activities. 
 
 
Step 4: Interviewing Skills 
(10 minutes)  
 
 
 
 
 
High quality interviewing skills are critical for gathering accurate information.  To be 
effective, reviewers must be efficient and effective with their interviewing skills.  Trainer 
will have participants reflect on their experience in the previous exercise and identify 
essential interviewing skills.  Trainer should keep the discussion brief.   
 
Trainer will review essential interviewing skills:   
 

 Genuineness, Empathy, and Respect; 

 Active Listening; 

 Attending; 

 Reframing; 

 Clarification; 

 Questions – Open, Closed, and Indirect; 

 Summarization; 

 Solution- Focused; and 

 Scaling questions are especially useful. 
 
Trainer concludes this section and checks for any questions participants may have 
regarding the QSR interviews. 

Trainer Note: Trainer can review Trainer Resource #1 (Shulman Interactional 
Skills) for additional information on interviewing skills. 
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Section VI: Child/Youth and Family Status Indicators 
 
Estimated Length of Time:  
1 Hour, 30 Minutes 
  
Performance Objectives: 

 Summarize and explain at least two assigned Child/Youth and Family Status 
Indicators. 

 Correctly score at least two assigned Child/Youth and Family Status Indicators 
within a pair activity for the Sarah Fisher case 

 
Method of Presentation:  
Trainer Lecture, Dyad Case Study, Small and Large Group Discussion 
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 Power Point Slide #37: Child/Youth and Family Indicators or  
 Power Point Slide #38: Child/Youth and Family Indicators 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation)  (revisited) 
 Handout #6: Facts about the Fisher Family (revisited) 
 Handout #7: Interview with Cynthia Fisher (revisited) 
 Handout #8: Quality Service Review Interview Schedule 
 Handout #9: Sarah Fisher Interview Notes 
 Handout #10: QSR Roll-up Sheet and Guidance 
 Handout #11: Child/Youth Family Status Domain 
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Section VI: Child/Youth and Family Status Indicators 
 
Step 1: Child/Youth and Family Status Indicators 
(15 minutes)  
 
Trainer will instruct participants to turn to page 9 of Appendix #1 (Pennsylvania QSR 
Protocol) and distributes Handout #8 (Sarah Fisher Interview Schedule), Handout 
#9 (Sarah Fisher Interview Notes) and Handout #10 (QSR Roll-Up Sheet). Trainer 
explains that as reviewers, participants will use the information in the QSR Protocol to 
guide their scoring of the indicators.  Trainer will review that there are two different 
indicators. They are the Child/Youth and Family Status Indicators and the Practice 
Performance Indicators.  For this part of the training, we will be focusing on the 
Child/Youth and Family Status Indicators.  
 
Trainer will remind participants and emphasize the importance of beginning the scoring 
at the top with Optimal Status (6) and work down from there when rating each indicator. 
It is critical that prejudgment is not made and the review team explore each status 
description in order. Trainer will remind participants that when scoring, reviewers are 
rating the outcomes not the efforts unless noted in the description. The trainer 
reminders are listed below: 
 

 Each indicator is scored on a scale of 6-1 with 6 being optimal and 1 being adverse. 
Reviewers are to start with the 6 and work down. 
 

 Remind participants to review the timeframe that will be assessed during the QSR 
o Last 30 days for Child and Family Status indicators 
o Exceptions are: Stability and Academic Status 

 

 Provide a quick reminder of the Ground Hog Rule – the distinction between 3 and 4 
and the Central Scoring Rule. 

 
Step 2: Exercise Practice Scoring 
(1 hour, 15 minutes)  
 
When reviewing the indicators, it is important for the trainer to remind participants to pay 
close attention to the description of the indicator, time frame, rating categories, and not 
applicable categories.    
 
Depending on the size of the class, trainer will display PowerPoint Slide #37 
(Child/Youth and Family Indicators) for groups larger than 12 or PowerPoint Slide 
#38 (Child/Youth and Family Indicators) for groups smaller than 12 and review the 
directions for the next activity. Participants will use their Appendix #1: (Pennsylvania 
QSR Protocol – Version 4.0) and Handout #6 (Facts about the Fisher Family), 
Handout #7 (Interview with Cynthia Fisher), Handout #8 (Quality Service Review 
Interview Schedule), Handout #9 (Sarah Fisher Interview Notes) and Handout #10 
(Quality Service Review Roll-Up Sheet).  
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Activity Directions: 

 With your partner, review Handouts #6 - #10. 

 As a large group, trainer should define the following rating sub-categories in 
order for them to be scored consistently throughout the activity. Please note that 
during the QSR review, each review team will need to define each sub indicator 
by the initials/relationship to the child/youth in the area provided. If the indicator is 
“N/A,” reviewers do not need to fill in the information. 

 Family Home #1 – BS/Paternal Grandmother  

 Family Home #2 – N/A 

 Substitute Home – VH/Foster Mother 

 School  

 Other Settings – N/A 

 Substitute Caregiver – VH/Foster Mother 

 Other Caregiver – BS/Paternal Grandmother 

 Jointly arrive at scores for your assigned indicators. 

 For the large group discussion, you will be 

 Summarizing your assigned indicator; 

 Sharing two good questions that you could ask as a reviewer to gather 
information surrounding your indicator; and  

 Sharing your rating for your assigned indicator. 

 Be prepared to join other teams in a group discussion about the scoring 
experience. 

Activity: Participants should be in pairs (ideally the pair of people that are teamed 
together during the onsite QSR).  Assign each pair at least two Child/Youth and Family 
Indicators. Suggested indicator assignments are the following for groups larger than 12: 

 5 and 1a 

 2 and 1b 

 4 and 5 

 3 and 6 

 7b and 4 

 6 and 9 
If the group is smaller than 12 participants, the suggested indicator assignments are as 
follows:   

 1a and 9 

 2 and 1b 

 4 and 5 

 3 and 6 

 7b and 4 
Each pair should take approximately 30-45 minutes to complete their ratings. Trainer 
and the Site Lead team should be available for questions during this activity. 
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Trainer Note:  It is permissible to score one of the indicators, such as 1a or 1b as a 
large group before having partners score their assigned indicators. This would require 
that the large group discussion be facilitated after every participant reads the materials. 
If this modification is chosen, indicator assignments would need to be modified 
according to the size of the group.        

 
Discuss each Child/Youth and Family Indicator by number by asking each pair to read 
and explain their assigned indicator, two good questions, and present their ratings and 
justification.   
 

Trainer Note:  The purpose of the debriefing activity is for all participants to explore the 
rating descriptions, as well as to practice learning to score the indicators.  Be sure that 
each pair describes their indicator and justifies each of their ratings, even if they provide 
a correct rating. 

 
Review and discuss indicator 7a: Early Learning and Development and 8: Pathways to 
Independence as a large group. Explain that although these indicators are not 
applicable for the Fisher case, many of them will review cases where these indicators 
are applicable. Therefore, it is important to be familiar with them.     
 
Trainer should explore whether or not there were similar/dissimilar ratings to ensure 
inter-rater reliability. Discuss and provide clarification for any discrepancies between 
pairs’ ratings. Provide Handout #11 (Child and Youth Family Status Domain) 
completed QSR Roll-Up Sheet for the Child/Youth and Family Status ratings which 
should include the following scoring results. 
 

 1a –Safety from exposure to Threats of Harm 
 Family Home 1 – 1  
 Family Home 2 –N/A 
 Substitute Home – 6  
 School – 6  
 Other Settings – N/A 

 

 1b –Safety from Risk to Self/Others 
 Risk to Self – 6 
 Risk to Others – 6  

 

 2 – Stability 
 Living Arrangement – case as written should be rated as a 3 (based on 

the fact that future disruptions might occur in the next 6 months), but if 
any group identifies a rating of a 4, have them elaborate on why. 

 School – 5  
 

 3 –Living Arrangement 
 Family Home #1 – 1  
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 Family Home #2 – N/A 
 Substitute Home – 4 (based on the fact that it is an adequate and 

satisfactory setting and it is moderately consistent with the 
child/youth’s age…). If a team chooses a 5, the trainer should lead 
discussion surrounding what would make the difference between the 4-
5 rating. 

 

 4 –Permanency – 2 (based on the fact that there are considerable and 
continuing problems with unresolved permanence).  If a team chooses a 3, 
the trainer should lead discussion surrounding what would make the 
difference between the 2-3 rating. 
 

 5 –Physical Health – 6  
 

 6 – Emotional Well-being – 5  
 

 7a- Early Learning and Development – N/A 
 

 7b – Academic Status – 5  
 

 8 – Pathway to Independence – N/A 
 

 9- Parent or Caregiver Functioning 
 Mother – 2  
 Father – 1  
 Substitute Caregiver – 6  
 Other – 2  

 
Trainer should end this section by summarizing the Child/Youth and Family Status 
Indicators as well as discussing as a large group strengths and challenges in 
completing the activity.    
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Section VII: Practice Performance Indicators 
 
Estimated Length of Time:  
2 Hour, 30 Minutes  
 
Performance Objectives: 

 Summarize and explain at least two assigned Practice Performance Indicators. 
 Correctly score at least two assigned Practice Performance Indicators within a 

pair activity for the Sarah Fisher case. 
 
Method of Presentation:  
Trainer Lecture, Pair Case Study, Small and Large Group Discussion 
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #39: Practice Performance Indicators or  
 PowerPoint Slide #40: Practice Performance Indicators 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation)  (revisited) 
 Handout #6: Facts about the Fisher Family (revisited) 
 Handout #7: Interview with Cynthia Fisher (revisited) 
 Handout #8: Quality Service Review Interview Schedule (revisited) 
 Handout #9: Sara Fisher Interview Notes (revisited) 
 Handout #10: QSR Roll-Up Sheet and Guidance (revisited) 
 Handout #12: Practice Performance Status Domain 
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Section VII: Practice Performance Indicators 
 
Step 1: Practice Performance Indicators 
(15 minutes)  
 
Trainer will instruct participants to turn to page #33 of Appendix #1 (Pennsylvania 
QSR Protocol) and to take out their previously distributed Handout #10 (QSR Roll-Up 
Sheet) and explain that as reviewers, participants will use the information in the QSR 
Protocol to guide their scoring of the indicators. For this part of the training, we will be 
focusing on the Practice Performance Indicators.  
 
Trainer will remind participants and emphasize the importance of beginning their scoring 
at the top with Optimal Status (6) and work down from there when rating each indicator. 
It is critical that prejudgment is not made and the review team explore each status 
description in order. Trainer will remind participants that when scoring, reviewers are 
rating the outcomes not the efforts, unless noted in the description. The trainer 
reminders are listed below: 
 

 Each indicator is scored on a scale of 6-1 with 6 being optimal and 1 being adverse. 
Reviewers are to start with the 6 and work down. 
 

 Remind participants to review the timeframe that will be assessed during the QSR 
o Last 90 days for Practice Performance Indicators 
o Exception is: Planning for Transitions and Life Adjustments (past 90 days and 

upcoming 90 days)  
 

 Provide a quick reminder of the Ground Hog Rule – the distinction between 3 and 4 
and the Central Scoring Rule. 

 
Step 2: Exercise Practice Scoring 
(2 hours, 15 minutes)  
 
When reviewing the indicators, it is important for the trainer to remind participants to pay 
close attention to the description of the indicator, timeframe, rating categories, and not 
applicable categories.    
 
Depending on the size of the class, trainer will display either PowerPoint Slide #39 
(Practice Performance Indicators) or PowerPoint Slide #40 (Practice Performance 
Indicators) and review the directions for the next activity. Participants will use their 
Appendix #1 Pennsylvania Quality Service Review (QSR) For Children, Youth and 
Families Protocol – Version 4.0 and Handout #6 (Facts about the Fisher Family), 
Handout #7 (Interview with Cynthia Fisher), Handout #8 (Sarah Fisher Interview 
List), Handout #9 (Sarah Fisher Interview Notes) and Handout #10 (QSR Roll-up 
Sheet).  
 
Activity Directions: 
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 With your partner, review Handouts #6-10. 

 As a large group, trainer should define the following rating sub-categories in 
order for them to be scored consistently throughout the activity: 

 Child/Youth – SF/Child 

 Mother – CF/Mother 

 Father – MF/Father 

 Substitute Caregiver – VH/Foster Mother 

 Other – BS/Paternal Grandmother 

 Siblings – RF/Brother 

 Jointly arrive at scores for your assigned indicators. 

 For the large group discussion, you will be: 

 Summarizing your indicator; 

 Sharing two good questions that you could ask as a reviewer to gather 
information surrounding your indicators; and  

 Sharing your rating for your assigned indicators and the justification for 
each rating. 

 Be prepared to join other teams in a group discussion about the scoring 
experience. 

Activity: Participants should be in pairs and assign each pair at least two Practice 
Performance Indicators.  Suggested indicators are the following: 

o 1a and 5 
o 9 and 11 
o 2 and 10 
o 3 and 7 
o 4 and 8 
o 1b and 6 

If the group is small, suggested indicator assignment would be as follows: 
o 1a and 5 
o 6, 9, and 11 
o 2 and 10 
o 1b, 3, and 7 
o 4 and 8 

 

Trainer Note:  It is permissible to score one of the indicators, such as 1a or 1b as a 
large group before having partners score their assigned indicators. If this modification is 
chosen, indicator assignments would need to be modified according to the size of the 
group.        

 
Each pair should take approximately 30-45 minutes to complete their ratings. Trainer 
and Site Lead team should be available for questions during pair scoring.   
 
Discuss each Practice Performance Indicator by number by asking each pair to read 
and explain their assigned indicator, two good questions, and present their ratings and 
justification.   
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If the second indicator assignment is chosen, assess Indicator #2: Teaming as a large 
group.      
 

Trainer Note:  The purpose of the debriefing activity is for all participants to explore the 
rating descriptions, as well as to practice learning to score the indicators.  Be sure that 
each pair describes their indicator and justifies each of their ratings, even if they provide 
a correct rating. 

 
Trainer should explore whether or not there were similar/dissimilar ratings to ensure 
inter-rater reliability.  Discuss and provide clarification for any discrepancies between 
pairs’ ratings. Provide Handout #12 (Practice Performance Status Domain) 
completed QSR Roll-Up Sheet for the practice performance ratings which should 
include the following scoring results. 
 

 1a – Engagement 
 Child/Youth – 5  
 Mother – 4  
 Father – 2  
 Substitute Caregiver – 5  
 Other – 2  

 

 1b –Role and Voice 
 Child/Youth – 3 or 4 – as currently written in the QSR written case 

review summary, it should be a 3.  What additional information would 
be reported by interviewees or documented in the case file if this 
indicator were to be rated as a 4? 

 Mother – 3 
 Father – 2  
 Substitute Caregiver – 5  
 Other - 2 as currently written, what additional information would need 

to be documented to raise this rating to a 3? 
 

 2 –Teaming 
 Formation – 3  
 Functioning – 3 

 

 3 – Cultural Awareness and Responsiveness 
 Child/Youth – 4  
 Mother – 4  
 Father – 2  

 

 4 – Assessment and Understanding 
 Child/Youth – 3  
 Mother – 2  
 Father – 1  
 Substitute Caregiver – 5  
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 5 – Long-Term View – 2  
 

 6 – Planning Process 
 Child/Youth – 2  
 Mother – 2  
 Father – 1  
 Substitute Caregiver – 4  

 

 7 – Planning for Transitions and Life Adjustments – 2  
 

 8 –Efforts to Timely Permanence 
 Efforts – 2  
 Timeliness – 2  

 

 9 –Intervention Adequacy and Resource Availability 
 Adequacy – 2  
 Availability –as currently written, should be rated as a 3; what 

information would still be needed in order to score as a 4? 
 

 10 –Maintaining Family Connections 
 Mother – 5  
 Father – 1  
 Siblings – 6  
 Other – 3  

 

 11- Tracking and Adjustment 
 Tracking – 3  
 Adjustment – 3  

 
Trainer should end this section by summarizing the Practice Performance Indicators as 
well as discussing as a large group, strengths and challenges in completing the activity.    
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Section VIII: The QSR Rating Rationale 
 
Estimated Length of Time:  
45 Minutes  
 
Performance Objectives: 

 Demonstrate the ability to write a narrative that succinctly yet descriptively 
provides justification for indicator rating. 

 
Method of Presentation:  
Trainer Lecture, Pairs Activity and Large Group Discussion 
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Blank flip chart paper 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #41: The QSR Rating Rationale 

 PowerPoint Slides #42-44: Status Indicator 1a: Safety: Exposure to Threats 
of Harm 

 PowerPoint Slides #45-48 (Practice Indicator 9: Intervention Adequacy and 
Resource Availability) 

 Handout #6: Facts about the Fisher Family (revisited) 
 Handout #7: Interview with Cynthia Fisher (revisited) 
 Handout #8: Quality Service Review Interview Schedule (revisited) 
 Handout #9: Sara Fisher Interview Notes (revisited) 
 Handout #13: Sara Fisher – Rating Rationale  

 Handout #1: 521: The Quality Service Review Process (PowerPoint 
Presentation) (revisited) 
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Section VIII: The QSR Rating Rationale 
 
Step 1: QSR Rating Rationale 
(45 minutes)  
 
The trainer will explain that the QSR Rating Rationale is written collaboratively by the 
pair of reviewers. The trainer will remind participants that during the previous scoring 
activities (when we practiced scoring the Child/Family Status Indicators and Practice 
Performance Indicators), participants shared the core concept, two questions that could 
be used during interviews to elicit information to aid in scoring their assigned indicator, 
and their rating and the justification for their rating.   
 
Using PowerPoint Slide #41 (The QSR Rating Rationale), the trainer will explain the 
purpose of the QSR Rating Rationale is to provide a written narrative that explains the 
reasoning and justification for why the score was chosen by the reviewers. This 
descriptive narrative should offer examples of information (from the case file review and 
interviews conducted) that was gathered as part of the case review process. It should 
be noted that each indicator and sub-category will be required to have a written 
rationale unless it is rated N/A.   
 
The trainer should note that the narrative should:   

 Tell the story of the information gathered 

 Be succinct, yet descriptive 

 Include examples 
 

The trainer should note that the narrative should not include:  

 Names of individuals interviewed 
o Reviewers should use case participants roles (i.e. mother, father, foster 

mother, attorney, etc.)  

 The description or reiteration of the QSR indicator score 
 
When providing written rationale for each rating, the reviewers should provide 
information to support the rating by including areas of strength in the section identified 
as “Factors contributing favorably”.  The reviewers should also provide information to 
support the rating by including areas of concern in the section identified as “Factors 
contributing unfavorably.” If the rating for the indicator/sub-indicator is “6”, then the 
reviewers will need to provide rationale for the “Factors contributing favorably.”  If the 
rating rationale for the indicator/sub-indicator is “1”, then the reviewers will need to 
provide rationale for the “Factors contributing unfavorably.”  If the rating for the 
indicator/sub-indicator is “5, 4, 3, or 2”, then the reviewers will need to provide rationale 
for both the “Factors contributing favorably” as well as “Factors contributing 
unfavorably.” 
 
Walk participants through the following example from the Sarah Fisher case regarding 
how to write rating rationale for the Child/Youth and Family Status Indicator 1a (Safety: 
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Exposure to Threats of Harm) for sub-indicators, “Substitute Home” and “Family Home 
#1.”   
 
The rating assigned for “Substitute Home” in indicator 1a was a “6.”  Due to the rating 
being a “6,” no “Factors contributing unfavorably” will need to be provided.  Display 
PowerPoint Slide #42 (Status Indicator: 1a Safety: Exposure to Threats of Harm) 
for the Substitute Home.  The rating rationale for “Factors contributing favorably” may 
read as follows:  
 

“The child is safe and is in a desirable and enduring safety situation in her current 
foster home as no safety concerns have been raised regarding the current foster 
home based on interviews conducted and observations by reviewers. While in 
the foster home, no safety threats have been reported/observed by those that 
conduct regular visits to the foster home.  None of the participants interviewed 
reported any concerns about the child’s safety.  The child was interviewed by 
reviewers in the child’s home and there was no indications of any safety 
concerns, as the child has food, clothing, shelter that are all adequate to meet 
her basic needs.” 

 
The rating assigned for “Family Home #1” (Paternal Grandmother/Father) in Indicator 
1a was a “1.”  Due to the rating being a “1,” no “Factors contributing favorably” will need 
to be provided. Display PowerPoint Slides #43-44 (Status Indicator: 1a Safety: 
Exposure to Threats of Harm) for the Family Home #1. The rating rationale for 
“Factors contributing unfavorably” may read as follows:  
 

“It is critical to note that during this Quality Service Review (QSR), information 
was gathered that during the visit at the paternal grandmother’s home, the 
sleeping arrangements presented significant safety concerns as it was learned 
that the child slept in the same bed with her father. Given the fact that the 
ABCCCYS was aware of the father’s sexual assault history, probable contact 
between the children and their father during the visit, and the paternal 
grandmother’s known space limitations, a concrete safety plan should have been 
in place prior to permitting the visit.  It was also alleged, but not able to be 
confirmed by the reviewers, that the child’s father permitted the other children to 
drink alcohol during the visit. As a result of the lack of safety plan, the review 
findings indicate that the paternal grandmother’s home is a setting that poses a 
serious and worsening threat of harm for the child.  Protective strategies have not 
been implemented in this home and therefore, without a safety plan, the child is 
at risk of continuing and worsening harm.” 

 
Walk participants through the following example regarding how to write rating rationale 
for the Practice Performance Indicator 9 (Intervention Adequacy & Resource 
Availability) for sub-indicators, “Intervention Adequacy” and “Resource Availability.” 
 
The rating assigned for “Intervention Adequacy” in the indicator (Intervention Adequacy 
& Resource Availability) was a “2”. Therefore, a rationale will need to be provided for 
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both “Factors contributing favorably” and “Factors contributing unfavorably”.  Display 
PowerPoint Slide #45 (Practice Indicator 9: Intervention Adequacy and Resource 
Availability) for Adequacy. The rating rationale for “Factors contributing favorably” may 
read as follows.  
  

“The services the child receives (i.e. counseling, child advocacy, and IEP 
services) appear to be available and adequate. The therapy the mother receives 
has been helpful. Interviews revealed that she has a good relationship with her 
therapist with whom she has able to identify many of the issues she needs to 
address.” 
 

The rating assigned for “Intervention Adequacy” in the indicator (Intervention Adequacy 
& Resource Availability) was a “2”.  Display PowerPoint Slide #46 (Practice Indicator 
9: Intervention Adequacy and Resource Availability) for Adequacy. The rating 
rationale for “Factors contributing unfavorably” may read as follows: 
  

“Services have not improved either parent’s capacity to provide long-term care 
for their children. Reunification services for the mother were closed out by 
ABCCCYS a couple months ago without a recommendation for a more intensive 
services or change in goal. No substantial progress has been made over the past 
four months. Most services the mother has received have been either inadequate 
or underpowered, as they have not led to enhancing her parental capacities to 
care for her child.  The mother, father, and paternal grandmother all need 
concrete supports in securing housing large enough to provide for the children. 
This includes financial support as well as specific education on how to manage a 
budget and maintain a home. Access to welfare or housing benefits to support 
reunification are not available to either parents or grandparent if they do not have 
the children living with them.” 

 
The rating assigned for “Resource Availability” in the indicator (Intervention Adequacy & 
Resource Availability) was a “3”.  Therefore, a rationale will need to be provided for both 
“Factors contributing favorably” and “Factors contributing unfavorably”.  Display 
PowerPoint Slide #47 (Practice Indicator 9: Intervention Adequacy and Resource 
Availability) for Availability. The rating rationale for “Factors contributing favorably” may 
read as follows.  
  

“The services that the child receives (i.e. counseling, child advocacy, and IEP 
services) appear to be available and adequate.  Resources appear to be readily 
available in the area of the mother, father, substitute caregiver and child. ” 
 

The rating assigned for “Resource Availability” in indicator (Intervention Adequacy & 
Resource Availability) was a “3”.  Display PowerPoint Slide #48 (Practice Indicator 9: 
Intervention Adequacy and Resource Availability) for Availability. The rating 
rationale for “Factors contributing unfavorably” may read as follows: 
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“The mother, father, and paternal grandmother all need concrete supports in 
securing housing large enough to provide for the children. This includes financial 
support as well as specific education on how to manage a budget and maintain a 
home. Access to welfare or housing benefits to support reunification are not 
available to either parents or grandparent if they do not have the children living 
with them.” 

 

Trainer note:  
If participants notice that some of the required rating rationale is duplicative, 
acknowledge it and explain the reason for it is because we know not everyone’s writing 
style accommodates writing narrative and descriptions that are easily separated into 
favorable and unfavorable categories (nor the lives of children and families).  QSR 
reviewers should do their best to separate out their descriptions and examples of 
favorable and unfavorable rationale so that data queries that are conducted later during 
qualitative analysis will reveal information that is accurate and complete.   

 
Activity Directions: 

 With your partner, review Handouts #6-10. 

 As a large group, trainer should define the following rating sub-categories in 
order for them to be scored consistently throughout the activity: 

 Child/Youth – SF/Child 

 Mother – CF/Mother 

 Father – MF/Father 

 Substitute Caregiver – VH/Foster Mother 

 Other – BS/Paternal Grandmother 

 Siblings – RF/Brother 

 Each review team pair will proceed with using Handout #13 (Sara Fisher Rating 
Rationale) to practice writing out rating rationale for 1 assigned Child/Youth and 
Family Status indicator and 2 assigned Practice Performance Indicators, to 
include any sub-indicator rationale for each indicator assigned.   

 Favorable rationale should be written in the “favorable” section 

 Unfavorable rationale should be written in the “unfavorable” section 

 The trainer will assign a total of 3 indicators to each pair: 

 Child/Youth and Family Status Indicators: 2, 3, 4, 6 and 9 

 Practice Performance Indicators: 1a, 1b, 2, 3, 4, 5, 6, 7, 8, or 11 

 Each pair should take approximately 15 minutes to complete their rating rationale 
– 5 minutes for each indicator (and subsequent sub-indicators) they were 
assigned. Trainer and Site Lead team should be available for questions during 
the rationale writing. Most participants will have extra space on the handout, as 
not all indicators have five sub-indicators.  

 Each pair should report out by sharing 1 of their 3 assigned indicators by 
identifying which indicator they wrote rationale for, the sub-indicator(s) (if 
applicable), and the “favorable” narrative as well as the “unfavorable” narrative. 
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The trainer and Site Leads will want to provide feedback to the review pairs regarding 
the detailed descriptions that each pair reads, being sure to provide positive feedback 
about what was done well and constructive feedback for those narratives that could be 
improved. 
 
It is important to note that during the quality assurance review done by Site Leads (both 
during the onsite review and possibly after the onsite review), there is a chance that 
reviewers will be asked to provide more detail and/or provide further clarification.   
 
The trainer should conclude this section by noting that the narratives for rating rationale 
will be used for qualitative analysis at both the local and state level; therefore, the more 
descriptive the narrative, the better the analysis to understand the dynamics of case 
practice with the child welfare system.   
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Section IX: Case-Specific Team Debriefing 
 

Estimated Length of Time:  
1 Hour  

 
Performance Objectives: 

 Demonstrate providing the required information for the assigned specific 
component of the Case-Specific Team Debriefing presentation for the Sarah 
Fisher case in a large group activity. 

 
Method of Presentation:  
Trainer Lecture, Large Group Discussion, Role Play 

 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 PowerPoint Slide #49: Case-Specific Team Debriefing 
 PowerPoint Slide #50: Case-Specific Team Debriefing Outline 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) (revisited) 
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Section IX: Case-Specific Team Debriefing 
 

Step 1: Case-Specific Team Debriefing Purpose 
(1 hour)  
 
Trainer will display PowerPoint Slide #49 (Case-Specific Team Debriefing) and 
explain the purpose of and method to conduct the Case-Specific Debriefing. Trainer will 
emphasize that the focus of the debriefing is: 

 Inter-rater reliability check for consistency between case description and scores. 

 Additional opportunity to practice sharing the rating and rationale based on the 
information gathered as part of the case review. 

 Identification of themes for feedback to the county. 
 
Trainer explains the process by utilizing pages 59-60 of Appendix #1 (Pennsylvania 
QSR Protocol – Version 4.0 (Reviewer’s Outline for Case-Specific Debriefing)) and 
PowerPoint Slide #50 (Case-Specific Team Debriefing Outline). Reviewers will 
either reference a hard copy of their Roll-Up Sheet ratings or each of the review team’s 
Roll-Up Sheet ratings will be displayed via a projector. All reviewers present their case 
in the format provided on pages 59-60 of Appendix #1 (Pennsylvania Quality Service 
Review Protocol (Reviewer’s Outline for Case-Specific Debriefing)). 
 
 
 
 
 
 
The presentation time will be dependent upon the number of case reviews – usually 
around 15 minutes per case. All reviewers, local and state Site Leads, and at times, 
caseworkers and supervisors, are present for the Case-Specific Team Debriefing.  
Ratings can (and should) be adjusted based on feedback that is received from the large 
group during each case’s discussion.  The highest level of professionalism is expected 
from all participants at the Case-Specific Team Debriefing. 
 
Trainer states that we will now be conducting a large group Case-Specific Team 
Debriefing (on the Sara Fisher case). In order to do this, trainer breaks the group in to 
six sub-groups and assigns each sub-group a specific component of the case-specific 
debriefing presentation.  

 Group 1 – Summarize the Case – 2 minutes 
 Group 2 – Child/Youth and Family Status Indicators – Strengths or Higher 

Ratings -2 minutes 
 Group 3 – Child/Youth and Family Status Indicators – Challenges or Lower 

Ratings – 2 minutes 
 Group 4 – Practice Performance Indicators – Strengths or Higher Ratings -2 

minutes 
 Group 5 – Practice Performance Indicators – Challenges or Lower Ratings -2 

minutes 

Trainer Note: Trainer will know in advance the specific county details of their Case-
Specific Team Debriefing and if the process/content of this section 
should be modified in any way. 
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 Group 6 – Next Steps – 2 minutes 
 
Trainer encourages participants to take notes as needed on pages 59-60 of Appendix 
#1 (Pennsylvania QSR Protocol – Version 4.0 (Reviewer’s Outline for Case-
Specific Debriefing) to prepare for the debriefing activity.  Allow each group 
approximately 10 minutes to prepare for their component of the debriefing.  
 
Once the practice debriefing begins, it should flow in a ‘round robin’ format, from one 
group or section to the next without stopping to process until all groups or sections of 
the Case-Specific Team Debriefing are complete.  
 
After all groups have participated in their part of the Case-Specific Team Debriefing, 
trainer processes out with large group regarding thoughts and lingering questions of the 
process. 
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Section X: Feedback Session with the Caseworker/Supervisor 
 
Estimated Length of Time:  
1 Hour, 15 Minutes  
 
Performance Objectives: 

 Referencing pages 61-63 of Appendix #1: Pennsylvania QSR Protocol – 
Version 4.0 demonstrate giving motivational and constructive feedback to the 
caseworker on the Sarah Fisher case.   

 
Method of Presentation:  
Trainer Presentation, Large Group Discussion, Small Group Discussion  
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Appendix #1: Pennsylvania QSR Protocol – Version 4.0 (revisited) 
 Power Point Slides #51: Caseworker/Supervisor Feedback Session 
 PowerPoint Slide #52: Feedback Session Practice 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) (revisited) 
 Handout #14: Notes for Providing Feedback to Caseworkers 
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Section X: Feedback Session with the Caseworker/Supervisor 
 
Step 1: Caseworker/Supervisor Feedback Session 
(15 minutes)  

 
The trainer should emphasize that in a short amount of time, the reviewers have had the 
luxury of meeting with individuals involved with the child/youth and family. The ability to 
have a single focus of solely gathering information may result in new information being 
shared with the reviewer. Reviewers must keep in mind the importance of using a 
strength-based approach when sharing information with the child welfare caseworker 
and supervisor. The trainer should emphasize that the purpose of the feedback session 
is to check for accuracy of information, provide a brief analysis, and to offer the 
strengths and challenges that were identified during the course of the review. The 
specific findings related to child and family status, system performance, and services 
are shared and discussed. 
 
Trainer reminds participants that in order to follow the principles of the practice model, 
feedback must be provided in a constructive way, including improvement needs as well 
as strengths. The trainer shares the purpose and some reminders for reviewers while 
conducting the Caseworker/Supervisor Feedback Session. 
 

 We rate results/outcomes, not intentions. 
o NOTE: There are some QSR indicators that look at effort (i.e. 

Engagement efforts and Efforts for Timely Permanence) 

 We rate the current child status, not the past or future. 

 This is a review of the system, not of individual caseworkers. 

 Try to be consistent while rating domains, (i.e. if the child’s caregiver’s 
functioning is a concern, then the child’s safety will probably be a concern 
too). 

 
As reviewers, it is important that a strength-based, engaging approach is used when 
giving feedback. Trainer will highlight the importance of shifting from blaming to safe 
learning. In blaming, the focus is on “let’s find out who screwed up,” “ding ’em,” and 
requiring “corrective action!” In the blaming process there is a focus of finding out “Who 
did it?” and “What you did was wrong!” For fear of punishment and condemnation, 
individuals will cover up and learning will not occur. The QSR hopes to improve the 
system. The focus is on finding things in the system that are working so that the positive 
efforts can be replicated. Attempts are made to identify the challenges so that solutions 
can be developed. During the Caseworker/Supervisor Feedback Session, it is important 
that caseworkers and their supervisors are put at ease so that they want to learn more 
about the challenges so that “we” can do better in the near future and achieve the 
desired results. Share that during the feedback session, the caseworkers should have 
the opportunity to offer suggestions for next steps in order to put the information learned 
during the review into action. 
 



 

The Pennsylvania Child Welfare Resource Center                                                             521: The Quality Service Review Process 

Page 49 of 53 
 

Trainer will display PowerPoint Slide #51 (Casework/Supervisor Feedback Session) 
and review the bulleted points.   
 

 Thank the worker and supervisor for their time. 

 Review the QSR purpose. 

 Outline the strengths of the case. 

 Remind worker of the high QSR standards. 

 Very briefly summarize family story – ensure facts are correct. 

 Share new information. 

 Ask worker for ideas for next steps. 

 Discuss the strengths and challenges of the indicators. 

 Share reviewer ideas for next steps. 

 Thank the worker/supervisor and emphasize that they had a meaningful role in 
making a difference for children, their families, and the system. 

  
Trainer will direct participants to page 61 of Appendix #1: Pennsylvania QSR 
Protocol – Version 4.0 and review the process and approach to constructively 
providing information and sharing opportunities for advancing practice and improving 
the system.  
 
Step 2: Feedback Session with Caseworker/Supervisor: Practice 
(45 minutes)  
 
Trainer will note that on page 63 of the Appendix #1: Pennsylvania QSR Protocol – 
Version 4.0, reviewers will see a notes page to highlight the strengths, challenges, and 
recommendations that are to be provided during the Caseworker and Supervisor 
Feedback session. The trainer should then provide and explain how Handout #14 
(Notes for Providing Feedback to Caseworkers) will be used to prepare the 
reviewers’ thoughts prior to entering the feedback session. Trainer should provide their 
personal experience with its use as well. 
 
Trainer will display PowerPoint Slide #52: (Feedback Session Practice) to provide 
the instructions for the next activity. For this activity, you will be in the same pairs as 
before. If you were previously the reviewer, you should now be in the role of the 
caseworker. If you were the mother during the previous practice session, you will now 
play the role of the QSR reviewer.   
 

 Trainer will ask participants individually to complete Handout #14 (Notes for 
Providing Feedback to Caseworkers), identifying at least two strengths, two 
challenges, and two recommendations for the Sara Fisher case.   

 When completed, one partner (of your original pair) will be the caseworker, the 
other partner, the reviewer. 

 Practice a feedback session, providing the caseworker feedback on Sara 
Fisher’s case.   
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After allowing approximately 20 minutes for this activity, trainer leads a large group 
discussion covering the following points/questions: 

 Reviewers – think about the feedback you just provided, were you able to 
cover everything that you wanted or listed on your handout? Which part of the 
Caseworker/Supervisor Feedback Session was easy to do? What were the 
hardest parts? 

 Caseworkers – How did it feel hearing this information from the reviewers? 
Did you agree with their strengths, challenges, and recommendations? 

 
Step 3: Feedback Tips 
(15 minutes)  
 
Trainer will conclude this section by stressing the importance of the 
Caseworker/Supervisor Feedback Session.  Trainer should review the following 
reminders for the session: 
 

 Prepare for the feedback session. Determine which team member will take the 
lead and keep the session focused. 

 

 Separate the information into two categories. The first category would not have 
an emotional response and the second category might. Remember Shulman 
Skills and take into consideration how the caseworker and supervisor will feel 
when receiving the feedback. 

 

 Start by sharing the strengths that were discovered during the review.  Make sure 
that the feedback is genuine and sincere.    

 

 Discuss the concerns factually and neutrally. Remember no blaming. 
 

 Stress that the primary focus is on the next steps and moving forward. 
 

 Thank the caseworker and supervisor for their time and commitment to children 
and families and their community. 
 

If the trainer can make any links to the previously posted Reviewer Skills and Abilities 
activity that was completed on day one of this training, they should do so now. Trainer 
will ask for those that listed the Feedback Session with the Caseworker/Supervisor as 
their barrier, how do they feel about it now after learning a bit more and having the 
ability to practice? 



521: The Quality Service Review Process 
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Section XI: Closing and Evaluation  
 
Estimated Length of Time:  
30 Minutes  
 
Performance Objectives: 

 None 
 
Method of Presentation:  
Large Group Discussion, Individual Work  
 
Materials Needed:  

 Name tents 
 Idea catchers 
 Markers 
 Masking tape 
 Highlighters 
 Flip chart stands 
 Prepared flip charts: Parking Lot 
 LCD Projector 
 Laptop 
 Evaluations  
 Power Point Slide #53: CQI Continues… 
 Handout #1: 521: The Quality Service Review Process (PowerPoint 

Presentation) (revisited) 
 Handout #2: Reviewer Skills and Abilities (revisited)  
 Handout #15: References 
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Section XI: Closing and Evaluation 
 
Step 1: Summarizing the Training  
(15 minutes)  
 
Trainer will refer participants back to Handout #2 (Reviewer Skills and Abilities).  Ask 
them to review the list of challenges or needs that were identified during day one of the 
training. Trainer goes through each listed barrier, reviewing content and activities 
covered the past two days to hopefully allow the reviewers to answer questions and 
provide needed clarifications. While reviewing each barrier, trainer also checks for 
questions or clarifications from the reviewers. Trainer summarizes training by asking 
each person to take out their Idea Catchers and identify 2-3 tasks that they will do over 
the next few days in order to be better prepared for the onsite QSR or to increase their 
level of comfort as a reviewer.  
 
Step 2: Next Steps 
(5 minutes)  
 
Trainer will thank participants for their volunteering to be a part of the QSR process. By 
displaying Power Point Slide #53 (CQI Continues…), trainer will remind participants 
that QSR is a part of the larger CQI process that is designed to improve outcomes for 
children, youth, and families.  
 
Trainer will ensure that participants are aware of the date, time, and location of their 
QSR week. (The Site Leads may need some time at this point to review/remind 
participants the logistics of their review week).   
 
Note that this training is eligible for 12 Continuing Education credits.  
 
Step 3: Evaluations  
(10 minutes)  
 
Trainer distributes Handout #15 (References) and shares that these are the resources 
used in this workshop. Trainer distributes workshop evaluations and thanks participants 
for their active participation during the past two days of training. 
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