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The organizational arrangements and procedural framework that support and facilitate service delivery

	
	A

Governance
	B

Management and Operations
	C

Service Array
	D

Quality Monitoring

	Component

Principle
	The governing structure responsible for explicating the system’s goals, vision, and mission, strategic planning and policy development, and establishing formal arrangements among agencies and family organizations. These may include boards of directors, oversight/steering committees, interagency boards and structures.
	The administrative functions and activities that support direct service delivery. This element of the framework focuses primarily on staff development, funding approaches, and procedural mechanisms related to the implementation of the service system.
	The range of service and support options available to children, youth and their families through the system.
	Quality management throughout the system conducted through the integration of process assessment and outcome measurement, and the use of continuous feedback loops to improve service delivery. 

	1
Family driven
	a.
Family representatives are actively involved as partners in key governing body functions and decisions  [Table 1; Family Rep (C7); Project Director (B28); Core Agency Rep (A10)]
b. 
Meetings related to the governance of the system are held at convenient times and places to maximize opportunities for family representatives to attend [Family Rep (C9)]
c. 
There are mechanisms in place to facilitate family representative’s participation in meetings related to the governance of the system [Family Rep (C10)]

	a.
Direct service staff and their supervisors are trained to provide family-driven care [Table 2]
b.
The staffing structure includes lay-persons and para-professionals (e.g., family members) to support families in the care of their children [Project Director (B23); Family Rep (C13)]
c.
Families are actively involved in grant operations (e.g., design and implement programs; provide training; serve as staff; etc.) [Project Director (B30); Family Rep (C11)]
	a.
There are family support services in the array (e.g., parent support groups, behavior management training, empowerment efforts) [Table 4]
b.
There are services in the array that support families’ preferences and defend families’ rights (e.g., advocacy role) [Table 4]
	a.
Information on family outcomes is used to improve services [QM Staff (D9); Family Rep (C24)]
b.
Information on families’ experiences with the service delivery process is used to improve services [QM Staff (D10); Family Rep (C25)]
c.
Families are involved in the quality monitoring process (e.g., choose indicators to be monitored, develop focused studies, participate in data collection process, report findings to stakeholders) [QM Staff (D5); Family Rep (C26)]

	2

Individualized/Youth guided
	a.
Youth are actively involved in key governing 
bodies and functions [Core Agency Rep 
(A11); Project Director (B29); Family Rep 
(C8); Youth (P17); Youth Coordinator 
(Q4)]
b.
Meetings related to the governance of the 
system are held at convenient times and 
places for youth representatives to attend 
[Youth (P18); Youth Coordinator (Q5)]
c.
There are mechanisms in place to facilitate 
youth representative participation [Youth 
(P19); Youth Coordinator (Q6)]

	a. 
Mechanisms are in place to maximize the provision of individualized care [Project Director (B18); Family Rep (C22)]
b.
Staff receive training on the provision of individualized care (e.g., service options in the array; matching children with services; developing creative service options) [Table 2]

c.
The staffing structure includes youth (e.g., volunteer or paid program staff; peer mentors, youth group leaders) [Project Director (B31); Family Rep (C12); Youth (P20); Youth Coordinator (Q7)]
d.
Youth participate in or conduct training for other youth and staff [Youth (P21); Youth Coordinator (Q8)]
	a.
There are services in the array that support children and youth preferences and defend children and youth rights (e.g., advocacy role) [Table 4; Youth (P15); Youth Coordinator (Q9)]
b.
The service array is complete such that key service options are not missing [Table 4; Care Coordinator (F23); Other Agency Staff (L15)]

c.
There are youth support services in the array (e.g., youth support groups, youth empowerment efforts) [Table 4; Youth (P16)]

	a.
Information on child/youth outcomes is used to improve service delivery [QM Staff (D12); Family Rep (C23); Youth Coordinator (Q10)] 
b. 
Information on the individualization of services is used to improve service delivery [QM Staff (D11)]

c.
Information on youth experiences is used to improve services [Youth Coordinator (Q11)]

d.
Youth are involved in the quality monitoring process (e.g., help choose indicators to be monitored, help develop focused studies, participate in data collection process, report findings to stakeholders) [Family Rep (C27); QM Staff (D6); Youth Coordinator (Q12)]


	3

Culturally competent
	a.
Cultural diversity is evident in the active and voting membership of key governing bodies [Table 1]

	a.
Direct service staff and their supervisors receive training on the provision of culturally competent care [Table 2]
b.
Efforts are made to recruit staff who reflect the cultural background of the intended population [Project Director (B21)]
c. 
Efforts are made to accommodate language preferences of the child/family in service delivery [Project Director (B22)]

	a.
The cultural background of the intended population is considered in the development of the service array [Project Director (B19); Family Rep (C19)]
	a.
Information related to the provision of culturally competent care is used to improve service delivery [QM Staff (D13)]
b.
Mechanisms are in place to ensure that the quality monitoring process is culturally competent [QM Staff (D8)]

	4

Interagency

	a.
Agencies from the core child serving sectors are actively involved in key governing bodies and functions [Core Agency Rep (A6, A9); Project Director (B26); Table 1]
b.
There are structural mechanisms are in place to maximize inter-agency involvement in governance of the system [Core Agency Rep (A8); Project Director (B27)]
	a.
Shared administrative processes (e.g., shared forms, integrated MIS) facilitate the involvement of the core child serving agencies in grant operations [Project Director (B32); Core Agency Rep (A14)]
b.
There are mechanisms in place to integrate staff across agencies (e.g., staff from various agencies are trained together, co-staff, out-posted or co-located) [Project Director (B24); Core Agency Rep (A13)]
c. 
Mechanisms are in place to pool or blend funding across agencies [Project Director (B33); Core Agency Rep (A15)]
d. 
Agencies’ routine operations are altered/improved as a result of involvement in grant [Core Agency Rep (A22)]

	a.
The array includes services provided by or through the core child serving agencies or sectors [Table 4]
	a.
Multiple agencies (across the core child serving sectors) are involved in quality monitoring activities [QM Staff (D7)]
b.
Information related to interagency involvement is used to improve service delivery [QM Staff (D14)]

	5

Collaborative/

coordinated
	
	a.
A process is in place to facilitate sharing information about procedures related to grant operations with supervisory and direct line staff in agencies, and contract providers [Project Director (B34); Core Agency Rep (A12); Other Agency Staff (L5)]
b.
Mechanisms are in place to facilitate the coordination of services across providers, agencies and organizations [Project Director (B12); Core Agency Rep (A16)]
	a.
The service array includes service option(s) to coordinate services, help families negotiate and navigate the system, and facilitate communication among providers and agencies (e.g., case/care management, service coordination function) [Table 4]

	a.
Information related to the coordination of services is used to improve service delivery [QM Staff (D15)]

	6

Accessible
	
	a.
There are mechanisms in place to minimize financial barriers to services and care [Project Director (B15); Family Rep (C18)]
	a.
Efforts are made to ensure that services within the array have adequate capacity to serve all who need them [Project Director (B13); Family Rep (C16); Core Agency Rep (A19)]

b.
Efforts are made to maximize the accessibility of the service array [Project Director (B14); Family Rep (C17); Core Agency Rep (A20)]
	a.
Information related to the accessibility of services is used to improve service delivery [QM Staff (D16)]


	7

Community  based
	
	
	a.
The full array of services is provided within the community [Table 4]
b.
Efforts are made to minimize the need for children/families to leave the community for services [Project Director (B16); Family Rep (C20); Core Agency Rep (A17)]
	a.
The use of services outside of the community is monitored and that information is used to reduce their use [QM staff (D17)]

	8

Least restrictive
	
	a.
Staff receive training on the use of least restrictive care [Table 2]
b.
Procedures are in place to minimize the inappropriate use of restrictive service options [Project Director (B17); Family Rep (C20); Core Agency Rep (A18)]
	
	a.
Information related to the use of overly restrictive service options is monitored and that information is used to reduce their use [QM Staff (D18)]
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