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Supervisor’s Instructions

The intent of this booklet is to aid you, the Supervisor, in the orientation of your new case managers (CM) prior to their attending the DFCS Food Stamp Employment & Training New Worker Training.  It will give you and the CM guidance on activities to be completed prior to the first day of training.  Our goal is to provide a guide that will educate the CM.

Must Know Information About the Guide

· This booklet is identical to the Case Manager’s booklet with the exception of these instructional pages for you, the Supervisor.  The worker’s booklet consists of an orientation to the job and a list of activities to be completed before training.  

· Your goal is to insure that all items on the “Orientation & Training Checklist” are completed prior to attending training.  

· The new FICM may not be able to complete each item on the specific day outlined.  As the supervisor, you make the decision when activities need to be moved to a different date or time.  As each activity is complete, place your initials in the space provided.

You will need to use this booklet as a tool in your orientation.  Please schedule a time to discuss the booklet with the case manager and give suggestions on how activities should be prioritized.

Suggestions For Getting Started
1. Take time to read the entire booklet.

2. Assigned a mentor to help the new FS E&T CM complete the activities outlined in this guide.

3. Arrange days and time for the CM to conduct observations.

4. Arrange times for the CM to meet representatives from partner agencies.

5. Insure that CM has all the additional material needed.

6. Schedule a time each day to talk with the new FS E&T CM about the orientation and training process.

7. View the videos “An Introduction to Training” and “The Road to Effective Interviews” – Part 1.

8. Gather forms for SUCCESS RACF ID request.

9. Have VCR/TV accessible for viewing video.

10. Complete request for GroupWise ID and password.

11. Leave should never be approved during training.  However, if you feel that your situation warrants more consideration, e-mail Jean Cheese with regard to any approved annual or sick leave during the training session at jtcheese@dhr.state.ga.us.  Non – emergency medical leave should be rescheduled.  

12. Pull the OJT guide to use for discussion of the training process.

Introduction to Orientation & Training
We are excited that you have decided to join the team of Family Independence Case Managers (FICMs) at the Department of Family and Children Services.  You will be joining a team of professionals that are dedicated to helping Georgia families achieve healthy, independent and self-sufficient lives.

This booklet is your guide to orientation and training and is important to your job as a Food Stamp Employment & Training Case Manager (FS E&T) Family Independence Case Manager (FICM).  The purpose of this guide is to help you become familiar with some basic information about the Department of Family and Children Services and about the Food Stamp Program.  A minimum of nine days is required for completion of this orientation.

As a new Food Stamp Employment & Training Family Independence Case Manager, you will be expected to complete a nine day orientation and successfully complete Food Stamp E&T classroom training.  

This guide contains a list of activities you are expected to complete and a resource section with materials that you are expected to read prior to attending classroom training.  These activities are organized in checklist format.  This checklist must be brought to classroom training to verify your completion of all activities.  

Your supervisor may assign one or more of your co-workers to give you guidance with the completion of the orientation activities.  You may not be able to complete each activity on its scheduled date due to logistics and availability.  Your supervisor or training coordinator will coordinate these changes for you.  If you experience any problems or have questions, discuss them with your supervisor.  Your co-workers can also act as your helper but only utilize them in this capacity if you have been instructed to do so by your supervisor.  

Your training begins now!
It consists of the following:

· Completing a 5-day in the county Orientation to give you a basic understanding of DFCS and your new role as a FICM.  

· Completing a 4-day in county training on-line training in the Food Stamp program’s ABAWD policy.

· Completing an 5-day classroom training in Employment Services Case Management and SUCCESS procedures.

Certain materials should be brought to classroom training. These materials include the following:  
1. Orientation & Training Checklist – requires your supervisor’s signature.

2. Resource Referral Information document for your county and region.

Orientation

& Training 

Activities
ACTIVITIES TO BE COMPLETED DURING 

ORIENTATION

Instructions:  Below is a list of activities that a new Food Stamp Employment & Training Family Independence Case Manager will need to complete prior to attending classroom training.  As you complete each activity, please have your supervisor, training coordinator or mentor initial in the box marked “Sign-Off Here”.  Once each activity is complete, you will be ready to receive the final portion of training.

Supervisors Instructions:  

On day one the new FS E&T CM will need lots of assistance.  It is important that either you or an experienced staff member (mentor) is available to assist the new CM with the activities scheduled on day one.

	Activities to be completed prior to beginning classroom training:

	Sign – Off Here
	Day One Activities 

	
	Complete all basic personnel paperwork such as payroll deductions and flexible benefits.

	
	Tour the facility and note the organization of the county office (mail room, break room, restrooms, copier, and forms room).

	
	Introduce yourself to your fellow Family Independence Case Managers, the Supervisors, the Program Managers, the County Director and the FS Field Program Specialist.  

	
	Meet your assigned Mentor or Training Coordinator.  

	
	Review Supervisor’s expectations regarding general office operations.

· Work hours / FLSA Time Sheets

· Annual / Sick Leave

· Telephone Procedures

· Sign in/out procedures

	
	Complete Forms 291 and 297 to apply for a SUCCESS RACF ID.

	
	Complete requests for Novell and GroupWise IDs and passwords.

	
	Review with your supervisor your Performance Management Plan (PMP) and keep copy.

	
	View the “Title VI”, and HIPAA video.

	
	Discuss the Orientation and Training Packet with your supervisor.

	
	Discuss training: location, length and expectations.  Register to audit the online FS policy course and to complete, for certificate, the FS online policy course.

	
	Using the ETS web site (https://www.gadfcs.org/password) obtain an internet ID and password.  

	
	Complete the Online Orientation using the IOTIS training which can be located at www.gadfcs.org .  Click on Office of Family Independence, click on IOTIS Online Training System, enter your User ID and Password to access the Online Orientation

	
	View the ADA Online Module using the IOTIS training which can be located at www.gadfcs.org.

	
	With your supervisor review the organizational structure of the Department of Family & Children Services.  See Page 27 in the Resources section of Supervisor Guide document.

	
	Visit the DHR website at www.dhr.state.ga.us and review the following documents.  When you are finished complete the question on page 21 of the Reference Material of the CM guide.
· Georgia Department of Human Resources Fact Sheet

· DHR Vision/Mission and DFCS Mission Statements/ Purpose/ Goals

· Division of Family and Children Services Fact Sheet

· The Family Independence Worker’s role in DFCS

· Quality Control

· TANF at a Glance

· Child Support Enforcement

· Subsidized Child Care in Georgia

· EBT in Georgia

· Food Stamp in Georgia at a Glance

· Medicaid for Aged, Blind or Disabled in Georgia

· Medicaid for Pregnant Women and Children

· Protecting  Children, Improving the System

· Adult Abuse in Georgia

· Foster Care in Georgia

· Office of Adoptions

· Domestic Violence in Georgia 

· Refugee Resettlement Program

· Division of Public Health Fact Sheet

· Division of Aging Fact Sheet

· Division of Mental Health, Developmental Disabilities, and Addictive Diseases Fact Sheet

	
	Read “Your Responsibility in Reporting Child Abuse and Neglect”.  See page 21 of the Resources Section of this Document.

	
	Log on to ODIS at www.odis.dhr.state.ga.us and review the procedure for locating FS policy. 

Using the Food Stamp section of ODIS locate the answers to the questions on page 25 in the Resource Section of this document.  Please record your answers on page 25.

	
	The Welcome to OFI website is available and lists clearances that have been issued on the FS helpdesk.  Log on to the website at  http://everythingofi.dhr.state.ga.us/ofi

	
	

	Sign – Off Here
	Day Two Activities 

	
	Using Appendix E of the FS Glossary, complete the “Common Acronyms” found on page 23 in the Resource Section.

	
	Walk through the FS Case Management process with a mentor and make note of each step of the FS Case Management process.

	
	Observe county procedures from the front desk view.  As you observe answer the following questions:
· Where is applicant’s name recorded?

· What form is used to record the applicant’s information?

· Is the applicant interviewed on the same day or given an appointment?

· How does the receptionist notify the case manager that the applicant is in the office?

· How are “drop-ins” handled?



	
	Observe the employee that screens and registers new TANF, Food Stamp or Family Medicaid applicants in the SUCCESS system.

	
	Spend time observing the waiting area.  Look through and read the information on the walls of your county’s waiting room.


	
	

	Sign – Off Here
	Day Three Activities 

	
	Observe the interaction between a customer and a Food Stamp Case Manager at initial application.  During the interview pay close attention to the following:

· How questions are posed to the customer.

· How the FICM collects information.

After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Resource Section of the Case Managers (CM) guide.

	
	Observe the applicant services process in your office.
After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Resource Section of the Case Managers (CM) guide.

	
	Observe the interaction between a customer and a Childcare (CC) Case Manager.  During the interview observe the following:

· How the agency philosophy is integrated into the CC interview.  

· Similarities and Differences in FS and CC interview.

· Learn specific procedures / policy as it relates to daycare for FS families.

· Identify the days and times that the Childcare FICM is available to work with FS participants.

· Make a list of the documents (county & state) that are required.

· Learn the referral process for Childcare in your agency.

After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Resource Section of the Case Managers (CM) guide.

	
	Discuss with an experienced worker the process of tracking client participation progress, how to balance “paperwork” with client contacts and how information is communicated between the FS FICM and the Childcare worker; and between the FS FICM and the E&T Case Manager.


	
	

	Sign – Off Here
	Day Four Activities 

	
	Have an experienced worker demonstrate how client contacts are recorded in SUCCESS and how to access STARS and EBT.

	
	Complete the EBT training module using the on-line training.  Be sure to download the EBT handbook for future reference.

	
	Meet with a Social Service Case Manager to discuss the work the work that Intake, Foster Care and Adoptions does.

	
	Observe an ABD initial application interview.

After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Reference Section of the Case Managers (CM) guide.

	
	Observe a TANF Employment & Services (ES) Interview.

After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Reference Section of the Case Managers (CM) guide.

	
	Observe MHDDAD, Family Violence and Substance Abuse case managers and discuss their role in the Department of Human Resources.   

	
	Meet with representatives from partner agencies of any work experience site, the Department of Labor, the Department of Technical and Adult Education, and Vocational Rehabilitation used by the county to discuss their role and how we as an agency interact with their agency to bring to fruition the vision for each family.

	
	Meet with a supervisor and/or your assigned mentor to hold a discussion that ties together all DFCS observations and partner discussions.


	
	

	Sign – Off Here
	Day Five Activities

	
	Begin the Food Stamp ABAWD Case Manager Training.

	
	Complete the following modules:

· Welcome 

· Certification

· Orientation



	
	Observe the interaction between a customer and an E&T Case Manager. During the interview observe the following procedures:

· Orientation

· Assessment

· Work/Plan Update



	
	

	Sign – Off Here
	Day Six Activities 

	
	Continue the Employment Services Case Manager Training.

	
	Complete the following modules:

· Work Activities

· Support Services



	
	Go on a site visit with your Community Resource Developer.

	
	

	Sign – Off Here
	Day Seven Activities 

	
	Continue the Employment Services Case Manager Training.

	
	Complete the following modules:

· Compliance

· Sanctions



	
	Observe an ongoing E& T interview in your office.

After you complete each observation, process the interview using the information sheets on pages 23 to 27 of the Reference Section of the Case Managers (CM) guide.


	
	

	Sign – Off Here
	Day Eight Activities 

	
	Complete the Self – Assessment.  You must score an 80% or higher to have successfully completed the on-line training.  You will be given up to 3 opportunities to score 80% or higher on the self-assessment.

	
	Review with your supervisor your understanding of E&T policy.

	
	Discuss with your supervisor performance management and review the E&T reports with an E&T case manager.

· Alphabetical Caseload Listing by Name

· E&T Participation Report

· 20-Hour Participation Report

· List of FS AUs with Individuals Who Are Potential ABAWDS

· List of AUs with Individuals Coded as ABAWDs


	
	

	Sign – Off Here
	Day Nine Activities 

	
	Identify and develop a resource booklet or manual that outlines the in-house and partner resources available to your agency to serve Food Stamp customers.  Obtain a list of names, phone numbers and addresses for resources of individuals, groups, organization, and agencies that are commonly used by your county.

	
	Review supervisor’s expectations regarding the following:

· Travel reimbursements for training

· Work hours and FLSA time sheets while away at training

· Etiquette while at training and read:

· DFCS Classroom Standards, Expectations and Attendance Policy (See page 13.)

· DFCS Training Information (See page 16.)



	
	Bring the following supplies and materials to training:

· Writing Utensils(pens, pencils, highlighters)

· Pads (Legal 81/2 X 11)
· Post-It Notes

· Tabs

· Your newly developed Resource Booklet or Manual.

· Orientation & Training Checklist

 

	
	Collect needed forms including:

· Travel Reimbursement

· Time Sheets

· Return Envelops

	
	Make sure you have your Group Wise e-mail id and password, your supervisors name and phone number.

	
	You are almost finished.  See you in the Classroom!


Note to the Supervisors:  Remember that the ES FICM will need to bring this list with the checkmarks to training.  It is a good idea for you to retain a copy for you files.

Resource Section
EDUCATION AND TRAINING SERVICES SECTION

DEPARTMENT OF FAMILY AND CHILDREN SERVICES

TRAINING PROGRAMS

CLASSROOM STANDARDS, EXPECTATIONS 
AND ATTENDANCE POLICY

As professional employees with the Department of Human Resources (DHR), Division of Family and Children Services (DFCS), all participants in any DFCS training programs must abide by the DHR Standards of Conduct, which set forth acceptable and unacceptable conduct toward peers, supervisors, managers, and clients.  Trainees are encouraged to review the DHR Standards of Conduct found in the policy manual click Administration under Human Resource Management & Development at:
http://www.odis.dhr.state.ga.us/
The standards and expectations for the professional behavior of trainees in the classroom are as follows:

When Division employees are in training, their conduct must reflect their commitment and service to DHR and DFCS.  Time spent in the classroom and in field practice is a normal workday.    

Trainers serve in a supervisory role in the classroom.  Responding to the trainer in accordance with the DHR Standards of Conduct is standard operating procedure.

Trainees are expected to complete written tests that cover material presented in class. 

Trainees are expected to behave in a respectful manner.  Examples of behaviors that are unacceptable and will not be tolerated include the following:

· inattentiveness during classroom time as exhibited by holding side conversations, conducting personal business, reading outside material or sleeping; 

· personal attacks, use of offensive language, argumentativeness, or excessive talking;

· use of the Internet for reasons other than classroom activity;

· eating food while in the computer lab;

· use of cell phones, radios or beepers during class.  All such devices must be turned off during class and replies to calls must be made during official breaks.

Engaging in these behaviors or in any behavior deemed disruptive or inappropriate by the trainer may result in an immediate conference with the trainer, notification to the trainee’s immediate supervisor, administrator or director, or expulsion from class.  The trainer will confer with the appropriate authority prior to expelling a trainee from class.

Trainees are expected to dress in accordance with Personal Appearance during Work Hours per section IV of the DHR Employee Handbook as follows: 


While the Department does not specify a Department-wide dress code, employees are
 
expected to be clean and neat in appearance during work hours.  As representatives 
of the State, employees should present a business-like professional image.  Dress code 
policies may be established by DHR organizational units.  In certain types of jobs, 
employees may be required to wear uniforms.


DHR organizations units may designate specific days as “casual days”.  Dress on 
casual 
days may be less formal, but should always be clean, neat and suitable for the 
work place.

If lettered or illustrated clothing is worn, it should not promote a particular political,
 moral, religious, personal or other opinion.  Clothing which is obscene, vulgar, offensive
 or inflammatory is prohibited.  Employees may be required to change inappropriate dress or instructed not to wear the same or similar clothing in the future.  Employees who do not comply with established dress code standards may be subject to disciplinary action, 
up to and including separation.

Trainees are encouraged to review the DHR Employees Handbook at:



http://www2.state.ga.us/departments/dhr/ohrmd/Publications/index.html (currently under revision)
In addition to adhering to the Classroom Standards and Expectations, the following attendance policies apply to all staff while engaged in any training:

Trainees are expected to arrive on time and adhere to the time allotted for breaks and lunch.  If an emergency arises that warrants arriving late or leaving early, the trainee must address the emergency with the trainer in concert with approval from the supervisor.

Annual leave should not be requested and cannot be approved during training. Any exceptions must be discussed with the appropriate authority prior to training. The only acceptable excuses for being absent from classroom training are the following:

Sick leave (e.g. emergency illness or medical appointments for acute illnesses).  In the case of sick leave, trainees must notify their immediate supervisor in the county office as soon as possible to report their absence from classroom training.

Court leave (e.g. subpoena to court, unexcused jury duty).  In the case of court leave, trainees must obtain prior approval from their immediate supervisor in the county office as soon as possible in order to be absent from classroom training.

The county supervisor or administrator is the only employee who can approve a trainee’s leave request.  The trainer/facilitator will not approve any leave.
The county supervisor must notify the appropriate authority as soon as possible that a trainee will be absent from class due to sick or court leave.  The appropriate authority will notify the trainer of the absence.

Trainees absent from class due to approved sick or court leave may be required to make up all or part of the course depending on the length of the absence and the length of the course.  This may affect time frames for their completion of training.  The appropriate authority will determine with the trainer whether a trainee will continue a course, after consultation with the trainee’s supervisor.  

For the purposes of determining expulsion from a class, notification regarding leave or continuation in a class, the appropriate contact via an e-mail is:

· For attendance at any Office of Family Independence training e-mail: OFItraining@dhr.state.ga.us
· For attendance at any Social Services training e-mail: SStraining@dhr.state.ga.us
I ________________________________ have read and understand the Classroom Standards, Expectations and Attendance Policy for DFCS training programs.  

Signature _____________________________________ Date ___________________
Training Information
TRAINING
 

SCHEDULE:

Training will begin at 9:00 a.m. and end at 4:00 p.m., with one hour for lunch, and will include both morning and afternoon breaks.  In addition to class time, the trainers are also available one hour before and after class to answer questions and allow extra practice in the SUCCESS computer lab (if applicable).  If multiple people need assistance, they will need to make an appointment with the trainer.

INCLEMENT
 WEATHER:

In case of inclement weather, the decision of whether to hold training will depend on the facility where we are training.  If the weather is inclement in your area, please let your county and the trainer know that you will be absent.

FLSA
TIME SHEETS:
During training, the trainers will not sign your time sheets.  Your county should have instructed you on completion.  Please make sure you annotate all absences on your time sheet.  

MATERIAL:

During training, you will need the following material: Training Manual, notepads, and a calculator.

STANDARD OF 

TRAINING:
           An average of 80% is required on the Food Stamp classroom exams in order to successfully complete the course.
EXAMS:

   

                                         There is one comprehensive exam that is application oriented.  The exam is open-book.  All resources (on-line policy manual, training manual, notes, etc.) may be used.  The exam is timed.  

EVALUATION:
A Final Evaluation will be sent to your county director at the end of training.  Copies of this report will be given or mailed to you as well.  

UNSATISFACTORY

PERFORMANCE:

Your performance will be reported to the county as required and it will be your county director and supervisor’s decision as to the action to be taken.
Responsibility for Reporting Child Abuse or Neglect
(FS MT 3020; TANF MT 1010; MA MT 2015)
All DFCS Employees Are Required By Law To Report Child Maltreatment Or Suspected Abuse.
Even though your contact with a family may be limited to short office visits and telephone calls, you could observe or receive information that warrants a referral to child protective services.

Any Suspected Abuse or Neglect Must Be Reported
Your responsibility will be to report anything that you suspect is abuse.  This includes but is not limited to the following:

· observing physical signs (ex., bruises, black eye) on a child during an interview

· observing abusive action during the interview

· someone discloses information during the interview

· someone discloses information during a telephone call

If In Doubt, Report - Always Err On The Side Of the Child
CPS intake workers will screen all reports and determine whether to assign for investigation.

All Reports Should Be Made Via Telephone Call and Followed Up in Writing As Soon As Possible
If someone tells you of abuse during the interview or in a telephone call, connect them with the CPS intake unit at that time if possible.  It is always best for the CPS worker to talk with the person who has the most knowledge.  If you suspect the abuse, you need to call CPS.  Always follow up in either situation with a Form 713 and route to CPS intake in your county.  Keep a copy of the Form 713 for your record.  If the child who is reported as being abused lives in another county, your CPS intake staff will follow up with notifying the correct county.

Include as Much Information as Possible In the Referral
· Child’s name, age and address (and current location, if different from address)

· Parent’s name, address and telephone number

· Reason for the referral (observation or information disclosed)

· Reporter’s name, address, telephone number and relationship to the problem.

If Someone Else Discloses the Information That Warrants the Referral, They Do Have the Right to Remain Anonymous.
CPS Referral Situations
Situation 1:  Client comes in for a Food Stamp review and brings her two children with her.  One is four and the other is six months old.  Both get restless during the interview and begin crying.  The client screams at the four-year-old to stop crying.  You notice he screams and shrieks back in terror.  You observe bruises on his cheeks and his arms.  She picks up the baby and shakes her roughly also telling her to be quiet.  You notice also that there are bruises on the baby’s legs.

Action to be taken:  Try to calm the client down and help with the children.  Do not confront the client about her inappropriate behavior.  Call CPS intake immediately after the interview and follow up with a Form 713.

Situation 2:  An absent parent for one of your clients calls you because your client asked him to verify the child support he sends to her.  He is angry and tells you he does not want his child receiving any public assistance because he provides for his child.  He says if DFCS wants to do something they should give custody to him because he states your client uses and sells drugs and is not providing a safe place for the child to live.  He says his child (age 6) has called him numerous times to come and pick the child up.  When he got there your client was “out of it”.

Action to be taken:  Encourage the absent parent to make the referral and transfer him to the CPS intake unit if he agrees to this.  You will also need to call CPS intake.  Then, follow up with a completed Form 713.

Situation 3:  A mother and her three children come into your office.  The mother says, “I cannot handle these kids any longer and I want you to take them!”  The mother insists that DFCS take the children now.  The client appears agitated and upset.  She starts weeping and says she is sick.  She says we must take the children.

Action to be taken:  You alert your supervisor about the situation and then you call CPS intake to arrange for someone from Services to come right away and talk to the client.  Follow up with a Form 713.
Common Acronyms

Instructions:  Using Appendix E, find the word and definition that matches the acronym listed.  
1. A/P -
2. A/R - 

3. AU - 

4. CS - 

5. CSE - 

6. DOL - 

7. ES - 

8. E&T - 

9. SNAP - 

10. FS - 

11. TCOS - 

12. HUD - 

13. OFI - 

14. OP/UP - 

15. POE - 

16. QC - 

17. [image: image3.wmf]SRR - 

18. SUCCESS – 
19. TANF - 

DFCS Fact Sheet Exercise

Please complete the following statements as you read through your fact sheets to highlight basic facts.

1. The acronym TANF stands for Temporary   Assistance  Needy  Families.

2.
TANF is temporary in that it has a 48   month lifetime limit.

3.
The fee a custodial parent pays CSE to collect child support is $25. 

4.
The Fatherhood Program helps at-risk non-custodial parents obtain counseling, education,  training, placement assistance .

5.
EBT stands for Electronic Benefit Transfer.

6.
Food Stamps is a federal funded program that helps low income households improve their 
nutrition. 

7.
ABD stands for Aged   Blind Disabled.

8.
The child protective services program exists because Georgia law mandates the state to investigate allegations of child abuse and neglect .

9.
Georgia law requires people in certain professions to report child abuse or neglect.  List 8 persons other than DFCS personnel that must report child abuse and neglect.  


Police men




Nurses





Doctors




Teachers





Day Care Personnel


Counselors





Dentist




Hospital Personnel


10.
Battering is the leading cause of injury to women in the United States, more than rape, mugging or auto accidents.

Employment & Training Policy Manual Exercise

1.
Read the section titled, “E&T Work Requirement Overview”.

2.
Paraphrase and list the E&T Program objectives.

3.
Paraphrase and list the 8 Case Management functions. 

4.
ABAWD stands for 


  

  

  


           _____________.
Processing You Interview Observations

After you observe each interview, reflect on the following questions and use the space provided to record your thoughts.

1.
How were you introduced to the customer and how did it make you and the customer feel?
2.
How did the case manager attempt to put the customer at ease?

3.
Did you have any negative feelings towards the customer?  Please explain why?

4.
Did the case manager encourage and empower the customer while requesting information to establish eligibility?  What skills did the case manager user to do this?

Department of Family & Children Services Organizational Chart
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