Guidelines for Talking with Families about the 
Quality Service Review


The following is designed to provide guidance to individuals when talking to a family about their participation in the upcoming QSR.  For the purpose of consistency, it is very important for each family to receive the same information about the review. 

Hi,

My name is Name of Person Calling and I am calling from County Name Children and Youth.  The reason that I am calling is because we are currently conducting a Quality Service Review.  A Quality Service Review is conducted together by County Name Children and Youth and the state of Pennsylvania.  We are conducting a Quality Service Review because we want to make sure that we are providing the best services possible to the families we work with.  We want to be able to find out what we are currently doing well and also, some areas in which we need to do better.  I am contacting you because I understand your son/daughter, Child’s Name, is currently involved with County Name Children and Youth.  Child’s Name is one of the children that has been randomly chosen to have their case reviewed during the Quality Service Review.
As part of the Quality Service Review, it is important for us to be able to gather information from all individuals involved with a case including parents and children.  We value your input because you are able to speak about your experience with County Name Children and Youth and any services you or your child may have received.  We gather this information through interviews.  We assign two neutral reviewers to each case and those reviewers speak to everyone involved to gather their input.
If you agree to participate, a member of our Quality Service Review team will contact you to arrange an interview at a time and place that is convenient for you. The interviews can be conducted at your home or if you would prefer, the interview can occur at another location, such as our office. You and your child will be interviewed separately.  If your child is very young the reviewers will not be interviewing him/her, but will need to see your child so it will be important for your child to be there during your interview.  Each interview should last between one to one and a half hours.

If you choose to participate, the Quality Service Review team will also interview anyone who has had significant involvement with your family as a result of your receiving services from County Name Children and Youth.  This could include people such as teachers and other school staff, therapists, doctors, psychiatrists, attorneys, family members, foster parents, and other service providers.  You will be asked to suggest persons with whom the reviewers should speak and sign a release so these people can be contacted and scheduled for interviews.  
The Quality Service Review will be conducted during the week of Review Week Dates. 
Again, it is very important for us to have your feedback so we can improve services to the families we work with.  Would you be willing to participate in the Quality Service Review?  

If says yes:
Great!  We are excited that you are willing to participate.  Please mark the dates of the Quality Service Review on your calendar and someone will be in touch with you shortly to discuss your availability and schedule an interview.  Do you have any questions for me at this time?  You will be receiving a letter regarding what we discussed today.  I would also like to provide you with my phone number so you can contact me if you think of any questions after we hang up.  

Thank you again for being willing to participate and you will hear from someone shortly.

If says no:

May I ask why you feel you would not like to participate? (Listen to reason and ask follow up questions accordingly)

If changes answer to yes, see above.

If still says no, provide your contact information and encourage them to think about this opportunity and call you with any additional questions.
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