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No Wrong Door • No Wrong Door is used to 
better integrate and 
coordinate service delivery for 
human services clients 
regardless of their entry point.

• As we strive to have healthy 
communities, we must look at 
how clients access human 
services to meet their basic 
needs to be productive 
residents in our community.

• People are living in the 
community with more 
complex issues and needs 
that we will have to address.2



Project Leadership Group

• Dr. Alison Ansher, Health District
• Steve Austin, Criminal Justice Services
• Sarah Henry, Agency on Aging
• Jeffrey Homan, Juvenile Court Services
• Elijah Johnson, County Executive Office
• Bill Lake, Housing & Community Development
• Lisa Madron, Community Services
• Paige Thacker, Cooperative Extension
• Courtney Tierney, Social Services
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Public Consulting Group

4



Agenda • Project Overview

• Recommendations

• Implementation Plan 
Overview

• Lessons Learned

• Questions
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Project Timeline-2018
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Stakeholders

• Citizens
• Clients
• Coalition for Human 

Services
• Communications
• Community Partners
• Continuum of Care 

(CoC)
• DoIT

• Finance
• Human Resources
• Human Services Boards, 

Commissions and 
Committees

• Human Services Staff
• Office of Management & 

Budget
• Public Works
• Volunteers 7



Goals and Methodology
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Recommendations

Recommendations are informed by:

• Suggestions from County leadership and staff
• Innovative and promising practices at the County and 

elsewhere 
• Experience with other counties
• Experience with other human service agencies 
• Data collection
• National and state initiatives 9
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Recommendation Key

 Be practical and realistic to 
implement 

 Be creative and innovative

 Create both immediate and long-
term changes 

 Have a positive impact on client 
experience

 Create value for both agencies and 
clients

 Impact multiple agencies

 Address concerns raised by clients & 
staff

 Draw on best practices locally and 
nationally

 Be cost-effective

 Be in alignment with the mission, 
vision, values, and strategic plan 
goals of the County

Recommendation order was determined through prioritization exercise with 
Project Leadership Group.

Recommendations were selected to:



Recommendation Effort/Impact Matrix 
1. Improve Alignment at Human Services Facilities

2. Update Technology to Support Efficiency

3. Use Trainings to Build Professional Skills of Staff

4. Improve Interconnectedness at Entry Points

5. Make Information Readily Available and Accessible to 
Clients

6. Clearly Articulate a Human Services Vision

7. Adopt a Process to Consistently and Routinely Evaluate 
the Client Experience

8. Implement Workflow Efficiencies

9. Designate or Hire Full-time Temporary Project Manager 
to Guide Implementation Activities

10. Establish Shared Measures Across Agencies and 
Accountability for Agency Outcomes

11. Implement System Architecture to Collect and Use Data 
for Strategic Decision-making

12. Align Program Documents for Clients and Staff

13. Create Liaison of Strategic Partnerships Position 

14. Coordinate Back Office Support Across Human Services 
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Implementation Governance Structure

• The County should create five new working groups to support the 
implementation of the new business model, as illustrated in the chart below. 

• The Project Manager will have regular opportunities to present to and 
collaborate with the Project Leadership Group, but will report to the DCXO or 
Designee.
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Recommendations: Mission and Vision 

6. Clearly Articulate a Human Services Vision
• Establish a shared vision 
• Establish vision for each agency and their role in achieving the shared vision
• Acknowledge change management needs

10. Establish Shared Measures Across Agencies
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Recommendations: Human Resources

3. Use Trainings to Build Professional Skills of Staff

9. Designate or Hire Full-Time Temporary Project Manager to 
Guide Implementation Activities 
13. Create a Liaison of Strategic Partnerships Position 
14. Coordinate Back Office Support Across Human Services 

Cross-training on human services programs
Executive functioning and self-regulation

The impact of trauma and adverse childhood experiences (ACEs)
General customer service 

Managing challenging behaviors and de-escalation techniques
Poverty and services simulation

Cultural competency
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Recommendations: IT / Data 

2. Update Technology to Support 
Efficiency

• Enhance mobile technology for 
mobile staff

• Enable remote video 
interpretation and conferencing 
services 

• Expand and emphasize use of 
the County’s intranet system

11. Implement System 
Architecture to Collect and Use 
Data for Strategic Decision-
Making

15



Recommendations: Client Experience

4. Improve Interconnectedness at Entry Points
• Develop a Human Services Information and Referral Call Center 
• Streamline and Consolidate Front Desk(s)

Goals should include:
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Recommendations: Client Experience

5. Make Information Readily Available and Accessible to Clients
• Increase transparency with a client portal
• Text reminders for scheduled appointments and benefits or program 

renewal
• Mobile app and interactive public information boards

7. Adopt a Process to Consistently and Routinely Evaluate the 
Client Experience 

8. Implement Workflow Efficiencies 
• Restructure existing workflows 
• Invest in a workflow management system

12. Align Program Documents for Clients and Staff 17



Recommendations: Facilities 

1. Improve Alignment at Human Services Facilities
• Renovate existing human services office locations

• Identify or build a central county location in addition to 
primary service hubs at East and West county
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Human Services Vision

Shared Measures

Staff Training

Update 
Technology to 

Support 
Efficiency

Project 
Manager

Evaluate Client 
Experience



Plan Components
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Plan Components
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Plan Components
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Lessons Learned

• Consistent Engagement with Leadership 
Team

• Be flexible
• Keep stakeholders informed
• Continue to get feedback from workforce
• Working Group Engagement
• Lead the change



Questions?
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