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Roadmap

= Child Welfare Information Gateway Overview
= Evaluation Plan

= Examples

= Strengths

= Lessons Learned

= Future Directions
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Mission

Promote the safety, permanency, and well-being of
children, youth, and families by connecting professionals
and the public to practical, timely, and essential
iInformation about:

= Programs

= Research

= Statistics

= Laws & policies

= Training resources
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http://www.childwelfare.gov



Types of Resources Disseminated

= Written products (e.g., Bulletins for professionals;
Evidence-based issue briefs; Summaries of Federal and State
laws; Syntheses of research & demonstration projects;
Research and statistical summaries; Factsheets for families)

= Online products (e.g., Website; Learning Center; Logic
Model Builder; Library; Toolkits; Databases)

= Special mailings (e.g., CB Reports; Resource Guide)

= Information Support (e.g., Help line; Live Chat; Email)
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Research Questions

= \WWho are the customers/users?

= What are their information needs? How are they
changing?

= How do they use our services?
» What are their experiences with our services?

= How satisfied are they?
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Customer/User Feedback Model

Resource

Development

Outreach
Activities

Dissemination
Methods




Methodology

= Customer surveys (web, phone, email, Live Chat)

= Specific print and online product surveys (e.g.,
Children’s Bureau Express, Resource Guide)

= Conference and website feedback forms
= Focus groups

= Compilation and analysis of project metrics
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Analysis
= Focus is on target audience—child welfare
professionals

= Quarterly feedback feeds into continuous
Improvement efforts

= Ad hoc analysis for product development,
outreach, or dissemination planning

= Analysis includes metrics from other areas (e.g.,
outreach activities, subscription services)

= Broad team reviews and creates action plans
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Example: How do outreach activities impact
target audience use of Gateway services?

Percentage of Users who were Child Abuse Prevention and Family Support
Professionals (FY 2010)
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Example: How are professionals
using the Resource Guide?*

Ways Customers Intended to Use Information From

Overall
Type of Use

Provide information for families 35%
Program improvement 14%
Professional development 13%
Service delivery 9%
Public awareness 8%
Research 6%
Personal use 4%
Policy development 1%
Other 11%
Total* 100%

* From Publication Survey Results - Strengthening Families and Communities: 2010 — 2011 Resource
Guides



Example: Future Planning

Over half of our professional customer survey
respondents are “technologically savvy”*

= 489% have taken online trainings (of those - 59%
think CEUs are important for online training)

= 549 use a handheld device for work
* 60% find podcasts helpful

= Professionals rated the “website” and “online
publications” as the two most important services
offered by Information Gateway.
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Strengths of Evaluation Methodology

= Focus on the customer
= Focus on continuous improvement

= Internal model of “research to practice”
= Evaluators sit outside of project

= QA Manager serves as bridge between evaluators and
project staff

= Frequent, targeted analysis and reporting

{l.'-.\Child Welfare
m 1 Information Gateway

PROTECTING CHILDREN MW STRENGTHENING FAMILIES



Lessons Learned From Evaluating
Dissemination—Methodology

= Make it easy - users WANT to give feedback
= Mailed surveys work best for print products

= Randomized website surveys work well for
continuous improvement needs

= Emailed surveys require follow up reminders
= Use sparingly
» Targeted messaging and delivery of surveys (by
specific user groups) get the best results
= Most surveys returned within 2 days of reminders
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Lessons Learned From Evaluating
Dissemination—Analysis

= Targeted analysis and reporting on specific
research question is most efficient

= Triangulating data from a variety of sources
gives complete picture for continuous improvement
(e.g., customer survey data with focus group and
project metrics data)

= Comments fields generate rich, targeted feedback
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Future Planning for Evaluation—We
Still Have Work to Do .

= Focus on outcomes and impact
= Focus on what users are trying to solve

= Focus on agile evaluation techniques
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Presenter Information

Helena Wallin-Miller, MPP, PMP
Hwallin-miller@childwelfare.gov

Need some targeted child welfare information?
Visit our website

http://www.childwelfare.gov
Live Chat via “Contact Us”
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