– PQCR TRAINING FOR REVIEW TEAMS –
– FACILITATOR’S TIPS –
Introduction:

This guide has been prepared to assist facilitators in organizing the first day training for Review Teams (and possibly for interviewees).  The guide provides an outline of the day with suggested activities to accomplish identified goals ensuring a successful PQCR review process.  The guide is comprised of the following five components:  Training Goals, Suggested Agenda, Suggested Lesson Plan, Training Tips and Activities, Supplemental Materials and References.  For an overview of the training, it is recommended that trainers first examine the Agenda and suggested Lesson Plan.  After this overview, trainers can proceed to evaluate the Tips and Content section in order to become thoroughly familiar with each topic and the suggested training activities. 
* Note that although it is suggested to have one main facilitator, encouraging various planning team members to facilitate different training activities, especially those that are county-specific, provides them the opportunity to experience the collaborative process.  Having the CDSS consultant present the “big picture” of the Outcomes & Accountability System would be an example of how to integrate co-chairs/collaborators.
Training Goals:
G.1
Provide information and direction to the PQCR Review Teams on the work they will be doing during the week.
G.2
Develop an understanding of and a commitment to the purpose and desired outcomes of the PQCR process.
G.3
Develop effective working teams. 
G.4
Practice the case review process by conducting mock interviews.
G.5
Train and practice the Debrief process, including how to capture information.

G.6
Support the exploration of how Review Team members will establish a welcoming, safe, and non-adversarial environment that encourages social workers to share open and honest comments. 

G.7
Prepare interviewers to deal with the issue of confidentiality, so that workers and supervisors feel free to speak without fear of retribution.
PQCR

(PEER QUALITY CASE REVIEW)

TRAINING AGENDA
Activity:



Time:



Responsibility:

	Welcome/Introductions/Expectations of the Day and Week 
	10:00-10:15am
	

	Welcome CWS & Probation 
	10:15-10:30am
	

	Overview of County Demographics and Operational Structure
	10:30-11:10am
	

	Event Week Schedule, Logistics, Review of Packet
	11:10-11:25am
	

	What is the PQCR?
	11:25-11:45am
	

	PQCR Interview Tools
	11:45am-12:00pm
	

	Lunch Break
	12:00-1:00pm
	

	Team Activity #1 – Getting to Know Each Other (What’s in a Name & Table Talk)
	1:00-1:40pm
	

	Observations from Team Activity #1
	1:40-1:45pm
	

	PQCR Interview & Debrief Process Overview
	1:45-2:00pm
	

	Team Activity #2 – Practicing the Interview by Using Tools
	2:00-3:15pm
	

	Break
	3:15-3:30pm
	

	Observations from Team Activity #2 – Creating a Supportive Environment & Debrief the Interview
	3:30-3:50pm
	

	Summary & Wrap-up
	3:50-4:00pm
	


PQCR
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SUGGESTED LESSON PLAN
	TOPIC
	TRAINING GOAL
	METHODOLOGY

	Day 1, Segment 1

15 min

10:00 – 10:15am

General Welcome,  Introductions
	
	Activity 1A:
· Explain training purposes.

· Introduce self and ask participants to introduce themselves via activity.

PowerPoint slides: 1-2


	Day 1, Segment 2 

15 min

10:15 – 10:30am

County Leadership Welcome/Review of Agenda and Training Goals
	
	Activity 2A:

· County Directors or reps welcome and thank Review Team members (and interviewees, if present).
· Review Agenda for the day and review the Training Goals.
PowerPoint slides: 3-5

	Day 1, Segment 3

40 min

10:30 – 11:10am

Overview of County Demographics and County Structure

	G.1
Provide information and direction to the PQCR Review Teams on the work they will be doing during the week.

G.2
Develop an understanding of and commitment to the purpose and desired outcomes of the PQCR process.


	Activity 3A:
· Provide reviewers with a picture of the county’s demographics and general info. 

· Review organizational structure and describe any unique county programs.

PowerPoint slide: 6-13


	Day 1, Segment 4

15 min

11:10 – 11:25am
Event Week Schedule/Logistics/Packet of Information
	G.1
Provide information and direction to the PQCR Review Teams on the work they will be doing during the week.


	Activity 4A:
· Review week’s schedule and logistical information. 

· Provide reviewers with county and focus area specific information for their review.
PowerPoint slides: 14-15

	Day 1, Segment 5

20 min

11:25 – 11:45am

What is the PQCR?
	G.1
Provide information and direction to the PQCR Review Teams on the work they will be doing during the week.

G.2
Develop an understanding of and commitment to the purpose and desired outcomes of the PQCR process.


	Activity 5A:
· Provide reviewers with a big picture overview of the PQCR process and roles of county, CDSS, and Review Teams.
PowerPoint slides: 16-31

	Day 1, Segment 6

15 min

11:45am – 12:00pm

PQCR Interview Tools
	G.1
Provide information and direction to the PQCR Review Teams on the work they will be doing during the week.


	Activity 6A: 

· Describe process of how the tools were modified.   Review each of the Interview Tools with team reviewers.  


	60 min.

12:00 – 1:00pm
	LUNCH
	

	Day 1, Segment 7

40 min

1:00 – 1:40pm 

Team Activity #1
Getting to Know Each Other


	G.3
Develop effective working teams.


	Activity 7A:

· Conduct Name Game icebreaker. 

· Organize members
· according to  

· teams for 
· Team Activity #1.

	Day 1, Segment 8

5 min

1:40 – 1:45pm

Observations from Team Activity #1
	
	Activity 8A:

· Process group’s response to team-building exercise.



	Day 1, Segment 9
15 min

1:45 – 2:00pm

PQCR Interview & Debrief Process
	G.3
Develop effective working teams.

G.4
Practice the case review process by conducting mock interviews.

G.5
Train and practice the Debrief process, including how to capture information.

G.7
Prepare interviewers to deal with the issue of confidentiality, so that workers and supervisors feel free to speak without fear of retribution.
	Activity 9A:

· Review interview steps, and capture pertinent information in Debrief Tool.



	Day 1, Segment 10
75 min

2:00 – 3:15pm

Team Activity #2 – Practicing the Interview/Debrief using Tools
	G.3
Develop effective working teams.

G.4
Practice the case review process by conducting mock interviews. 

G.5
Train and practice the Debrief process, including how to capture information.

G.6
Support the exploration of how Review Team members will establish a welcoming, safe, and non-adversarial environment that encourages social workers to share open and honest comments. 

G.7
Prepare interviewers to deal with the issue of confidentiality, so that workers and supervisors feel free to speak without fear of retribution.
	Activity 10A:

· Teams to conduct a real-time interview with tools to practice roles. Debrief process.



	15 min

3:15 – 3:30pm
	BREAK
	

	Day 1, Segment 11 
20 min

3:30 – 3:50pm

Observations from Team Activity #2 – Creating a supportive environment
	G.5
Train and practice the Debrief process, including how to capture information.

G.6
Support the exploration of how Review Team members will establish a welcoming, safe, and non-adversarial environment that encourages social workers to be open and honest in their comments. 

G.7
Prepare interviewers to deal with the issue of confidentiality, so that workers and supervisors feel free to speak without retribution.
	Activity 11A:

· Discuss interview and Debrief process.

· Discuss principles and strategies to help create a supportive review process.


	Day 1, Segment 12
10 min

3:50 – 4:00pm

Summary Wrap-Up

	
	Activity 12A:

· Review Training Goals.

· Respond to final questions.

· Confirm plans for next day.

PowerPoint slides: 32-33


Training Tips & Activities
TRAINING ACTIVITY 1A
WELCOME, INTRODUCTIONS, EXPECTATIONS OF THE DAY AND WEEK
Approximate time: 15 minutes
Materials:
· PowerPoint slides: 1-2
Training Activity:

1. Welcome (Introduce yourself and welcome participants, highlighting the guest reviewers.)
· Have participants introduce themselves by stating their names, which county they represent, and one fun trivia bit about themselves (for example, favorite movie, book, what they would like to do in Host County this week, etc).  Also, have those who have participated in a PQCR process before identify themselves.
End of Activity

TRAINING ACTIVITY 2A
COUNTY LEADERSHIP ADDRESS, REVIEW OF AGENDA & TRAINING GOALS
Approximate time: 15 minutes
Materials:
· PowerPoint slides: 3-5

Training Activity:

1. County Leadership address and welcome statement.
· Introduce county leaders before they welcome all participants.  

· County leaders suggested talking points are as follows:

· Thank You/Statement of Appreciation –  Acknowledge the county Planning Team’s hard work
· Recognize expertise within Review Teams

· Communicate why PQCR is important to the Host County improvement process
· Remark on the value of the Review Teams and why their county was invited to assist
· Describe what the Host County hopes to accomplish through this process

2. Explain the Purpose; Discuss Training Goals and Reviewer Expectations: 
· Explain the training—to acquaint reviewers and interviewees with the PQCR process and the events of the week.
· Go over the Agenda and Training Goals for the day.  Respond to any questions.

· Discuss peer reviewers’ role and responsibilities.  Describe it as a serious undertaking as they are the voice of the supervisor, social worker, and/or probation officer.  Focus on documenting practice and not on “fixing” the assessment or case situation.

End of Activity

TRAINING ACTIVITY 3A
OVERVIEW OF COUNTY DEMOGRAPHICS AND STRUCTURE
Approximate time:  40 minutes
Materials:
· PowerPoint slides: 6-13

· Organizational structure chart (optional)

· Acronym chart (optional)

Training Activity:

1. Provide participants with an overview of the county.

· Outline general information about the layout of the entire county by addressing the following areas:  city/county population, rural vs. urban areas, regional breakdown and differences, cultural considerations of language, and ethnic breakdown.  This is the time for reviewers to get a picture of the basic populations served by the county.  A discussion of child welfare and probation agency statistics is also helpful.

· Review county organizational structure for each department and review positions or titles to be interviewed.  This begins the process of acquainting the reviewer with county jargon.  If an acronym chart has been developed, share it now.
End of Activity

TRAINING ACTIVITY 4A
EVENT WEEK SCHEDULE/LOGISTICS/PACKET OF INFORMATION
Approximate time: 15 minutes
Materials:
· PowerPoint slides: 14-15

· Participant Packet of information with interview schedule of events, county-specific policy or programmatic  information, etc.)

Training Activity:
1. Event Week Schedule.

· Review general schedule and ask each participant to review his/her schedule to ensure clarity of responsibility.  Also note that the county is relying upon their expertise to identify key themes to help improve the lives of children so they need to be on time and to participate fully in each activity.  
· Review the logistics of meeting rooms and PQCR site.

· Review all material in reviewer packet.  (Be sure to identify all of the information that will assist reviewers in becoming acquainted with county processes.)
· Note the Confidentiality Statement included in their packet and discuss how sensitive material is to be handled and destroyed after the interviews.  Have guest reviewers sign Confidentiality Statement.
End of Activity

TRAINING ACTIVITY 5A
WHAT IS THE PQCR?
Approximate time: 30 minutes
Materials:
· PowerPoint slides: 16-33

Training Activity:

1. What is the PQCR?

· Provide reviewers with overview of the PQCR process from the state and county perspective. Talking points:
· Not a traditional Audit.
· Reviewers become the voice for social workers and should keep their own opinions out of the process.  

· Not a time to “fix” or case manage a family’s situation, but a time to gather information regarding practice.

· Emphasize this process is to identify themes and trends, not one-time occurrences.  

· Provide methodology explanation for focus area selected.

· Provide an overview of the Case Tools as they will be discussed later in the Agenda.

End of Activity

TRAINING ACTIVITY 6A
PQCR INTERVIEW TOOLS
Approximate time: 15 minutes
Materials:
· Interview Tools to be used during PQCR Event Week.  One per reviewer.
· Debrief Tool
Training Activity:

1. Discuss each Interview Tool that will be used for reviews.

· Take reviewers through the Interview Tool, highlighting the questions they are to ask and areas they are to complete.

· Point out that the Interview Tool is a guide.  If they feel follow-up questions should be asked to help delineate a practice area, they may do so.  These follow-up questions, however, should strictly relate to the focus area only.  It’s easy to get off track. The questions are to help them stay focused around one outcome measure.

· Interview Tools are also a conversation guide and reviewers should become familiar enough with the tool to help the interviewee be at ease during the interview.

2. Review the Debrief Tool:

· Please refer to the Debrief Appendices for more information regarding the Debrief session.
· Describe the two types of Debrief sessions which occur each day.  First, there is a team Debrief after each interview, when, as a team, the reviewers identify themes in the interview.  The first few interviews will help set the foundation for the themes.  Secondly, each afternoon, all teams will meet in a common room to report themes and trends heard from interviewees.
· Describe the process for capturing all of the valuable information from each interview.
· Explain the Final Debrief and Reflections session where all of the information from the week will be condensed and priority themes identified in each category.  At that time peer county reviewers will have an opportunity to share their county’s best practices and their recommendations.
· Remind reviewers to maintain notes regarding their recommendations throughout the week so they are able to share their experience at the Reflection Session.
NOTE:  At this point the rest of afternoon is dedicated to reviewers.  All other guests may be excused after enjoying lunch.
End of Activity

LUNCH BREAK

TREASURE HUNT (Optional)
Approximate time: 15 minutes
Materials:
· Treasure Hunt Game Sheet (see Supplemental Activities)
· “Prize of the Day” – Simple items such as a county T-shirt or coffee mug.

· PowerPoint slide: 34

Training Activity:

1. Icebreaker/Mixer.

· The purpose of this exercise is for reviewers to mingle around the room and to identify commonalities among reviewers.
· Facilitator can draw parallels to the activities of the week.  In a sense the reviewers are on a treasure hunt with each interview, searching for practice nuggets to help identify strengths and challenges in the county’s practice.

· At the beginning of lunch, pass out the Game Matrix and ask participants to initial each item on the game sheet which applies to them.  No repeats, work the room.  The first _____ people to complete win “prize of the day.”
· Adapt the game sheet to meet the needs of the group.

End of Activity

TRAINING ACTIVITY 7A
TEAM ACTIVITY #1 – GETTING TO KNOW EACH OTHER 
Approximate time: 40 minutes
Materials:
· The Story of Your Name
· Table Talk Guide of questions one per table.
· Easel pads for each table (interview team) and markers.

· PowerPoint slides: 35-36

Training Activity:

1. Getting to know each other:  The Story of Your Name.

· We all have stories —often fascinating ones—around our names. And surprisingly, no one ever seems to ask you: "Where does your name come from?"

· Divide people into groups of 3-5 and have each person take turns telling the story of his or her name. Why did their parents give them their first name or middle name? What's the story of their last name? Did their ancestors change it at Ellis Island? And for the brave, how about that old high school nickname of yours?  People can share as much or as little information as they like.

· At the end, ask each group what was the most interesting story they heard (ensuring they have permission to share to the whole group). 

2. Table Talk Exercise—Review Team Charge.
· Do a brief round of introductions.

· Identify 3 volunteers – one to facilitate, one to record information on a piece of paper and later the easel pad, and one to manage the time.

· As a group, review the following questions and record your answers on a piece of paper.

· How can this process really make a difference to children, youth, and families in the Host County?

· Why we are here and what can I contribute to this process?

· Pick your top two answers for each question; record them on the easel pad paper to present to the larger group.

End of Activity

TRAINING ACTIVITY 8A
OBSERVATIONS FROM TEAM ACTIVITY #1  
Approximate time: 5 minutes
Materials:
· None.

Training Activity:

1. Observations.

Have each team share with larger group their table talk exercise.  Facilitator to then connect responses from participants to the larger purpose of the PQCR process. 
End of Activity

TRAINING ACTIVITY 9A
PQCR INTERVIEW & DEBRIEF PROCESS 
Approximate time: 15 minutes
Materials:
· PQCR Interview Tools for mock interview.

Training Activity:

1. Review specifics of Interview and Debrief process.
· Identify three roles of a review time.  Greeter/Timekeeper; Interviewer; Recorder/Scribe. Allow team to determine whether they would like to select a role and maintain it throughout the interviews or if they would like to alternate roles.  NOTE:  Host County reviewers must take on the role of timekeeper or recorder.  They are to be a silent partner in the interview rooms.  Please refer to the PQCR Guide Version 2.0 pages 10-11 for further information.
· Review logistics of how the interviewees will be received and brought to the room for their interview.  The goal is to make interviewee feel comfortable to provide honest feedback.
· Discuss how to record information on the Interview Tool.  If using computers to record information, have reviewers explain the process to interviewee.

· Focus the group on the Debrief Tools and drawing out themes and trends from each interview.
· Highlight the need to be aware of the time during the interview Debrief, and to leave enough time to prepare for the next interview.

End of Activity

TRAINING ACTIVITY 10A
TEAM ACTIVITY #2 – PRACTICING THE INTERVIEW AND DEBRIEF
Approximate time:  75 minutes
Materials:
· Sample cases or have volunteer interviewees think of a case for the mock interview.

· Interview Tools and pens

· If laptops are available for use, have the tools downloaded on the desktop for easy accessibility.

Training Activity:

1. Mock Interview.

· One volunteer interviewee per team.  This can be a member of the Planning Team, though an actual supervisor, social worker, or probation officer would be more effective.
· Each team completes at least one full cycle of the interview; Debrief process with volunteer interviewee.
· As group reassembles, practice the daily Debrief process, drawing out themes from each of the review teams.

End of Activity

TRAINING ACTIVITY 11A
OBSERVATIONS FROM TEAM ACTIVITY #2  
Approximate time: 20 minutes
Materials:
· PowerPoint slides: 37-39
Training Activity:

1. Process mock interview and Debrief.
· Facilitate conversation regarding the interview process.  Use questions on the PowerPoint slides as prompts for discussion.  Solicit responses from both the volunteer interviewees and the Review Team members.
2. Discuss principles and strategies to help create a supportive review process.
· Facilitate conversation regarding the interview process.  Use questions on the PowerPoint slides as prompts for discussion.  Solicit responses from both the volunteer interviewees and the Review Team members.

End of Activity

TRAINING ACTIVITY 12A
SUMMARY & WRAP-UP 
Approximate time: 10 minutes
Materials:
· Contact Numbers Information Sheet
Training Activity:

1. Summary of Day.

· Review Training Goals for the day to ensure they were met.  Respond to any final questions. Review logistics for the next day’s interviews.  
· Encourage reviewers to read materials this evening to help them prepare for interviews.  Provide emergency contact information for review team members to use if any issues arise.
· Thank participants and Planning Team. Adjourn.
End of Activity

Supplemental Materials:
PowerPoint Presentation Sample Template
Treasure Hunt Game

Table Talk Exercise

References:
The Peer Quality Case Review Process Guide Version 2.0
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