1. Child Abuse Hotline – Reporting of Alleged Child Abuse
· Who answers calls to the child abuse hotline?
Reports of suspected child abuse and neglect are received by the Centralized Intake Unit through both a 24/7 child abuse hotline and, for reporting abuse/neglect that is non-emergent, an online Mandated Reporter Portal (MRP) is available.  The MRP was implemented in 2018.   

· Is there only one central call center location or multiple locations?
There is not a central call center location: the Centralized Intake Unit is comprised of teleworkers located throughout the state with staff in all nine (9) regions of the state.  

· How many positions are assigned to staff the hotline? If there are multiple call center locations, please provide a breakdown of the number of staff assigned to each location.
	Table 1.
	Filled and Vacant Positions Central Intake SFY 2017-2022 

	 
	SFY 2017
	SFY 2018
	SFY 2019
	SFY 2020
	SFY 2021
	SFY 2022

	Filled
	64
	61
	68
	64
	66
	64

	TO
	54
	55
	56
	59
	61
	59

	Job Appt
	1
	1
	1
	 
	 
	 

	WAE
	9
	5
	11
	5
	5
	5

	Vacant
	7
	6
	3
	3
	1
	6

	(blank)
	7
	6
	3
	3
	1
	6

	Grand Total
	71
	67
	71
	67
	67
	70

	Vacant % Total
	9.9%
	9.0%
	4.2%
	4.5%
	1.5%
	8.6%



· What are the operating hours of the hotline? If it is not answered twenty-four hours a day, what are the reasons for the limited hours and what percentage of calls are not answered by a live operator?
The operating hours of the hotline are 24/7 and available 365 days a year.

· What happens to calls not answered by a live operator?
See answer to next question.

· Can a caller leave a message if the call is not answered by a live operator? If a message can be left, how many messages are received per month and what is the average amount of time for a call to be returned?
The call center does not have a feature to leave a message. If all intake workers are on a call with a reporter of abuse/neglect, the caller has a choice to stay on the line or request a callback. The caller does not lose his/her place if the callback option is selected, and the callback is assigned automatically by the call center once the next intake worker becomes available.  

As of 2018, Mandated Reporters of abuse/neglect as defined by law, can either call the hotline or, for reports that are not emergent, submit a report in written form using the Mandated Reporter Portal (MRP) on the DCFS website. These reports are entered as an intake as they are received. 

· How many calls were made to the hotline in each of the last five years? Are the number of calls increasing, decreasing, or staying the same and does this follow a national or regional trend?
The numbers below indicate total received, either by phone or through the Mandated Reporter Portal, by calendar year.  
	Table 2.
	Calls and MRPs to Intake Line

	2017
	103,739

	2018
	107,450

	2019
	99,469

	2020
	80,108

	2021
	88,287



As a result of the COVID-19 pandemic, Louisiana saw significant decreases in many areas. Schools are a primary source of reports of abuse and neglect; when the pandemic caused schools in Louisiana (and across the country) to shut down, a significant decrease in intake reports was observed. Children’s Bureau data for FFY 2020 showed an 11% decrease in the total report sources nationwide when compared with FFY2019. Of those, the largest changes were in the mandated professional report sources. Of those, education personnel had the largest decrease.  

In 2021, reports in Louisiana began rising, and currently, January-June 2022 has shown an increase of 2,500 calls and Mandated Reporter online written reports when compared to Pre-Covid19 numbers from January-June 2019. If this trajectory continues, by the end of the calendar year our state will surpass the calls and portal numbers from 2019.       

· Has the department increased or decreased the number of persons assigned to staff the hotline in the last five years for any reason including due to changes in the call volume?
Please see Table 1 for a list of CI positions in the last 5 years.    

2. Child Abuse Hotline – Staff Training and Quality Monitoring
· What are the qualifications needed to staff the child abuse hotline?
Depending on the employee’s qualifications, they can be hired as either a Child Welfare Specialist Trainee, Child Welfare Specialist 1, Child Welfare Specialist 2, or Child Welfare Specialist 3.  The qualifications for each can be found below:
https://apps01.civilservice.louisiana.gov/asp/onestopjobinfo/DisplayJobSpec.aspx?JobCode=166730
https://apps01.civilservice.louisiana.gov/asp/onestopjobinfo/DisplayJobSpec.aspx?JobCode=166740
https://apps01.civilservice.louisiana.gov/asp/onestopjobinfo/DisplayJobSpec.aspx?JobCode=166750
https://apps01.civilservice.louisiana.gov/asp/onestopjobinfo/DisplayJobSpec.aspx?JobCode=166760
All candidates who are interested in applying for an intake worker position must meet the HR and Civil Service requirements to be eligible. A Master’s of Social Work or other related child welfare experience, child welfare experience of more than two years, and child protection investigation experience of two or more years are desired for a prospective applicant. 

· What job training is provided for each person assigned to staff the hotline?
Upon hiring, a new intake worker attends the Child Welfare DCFS New Worker Orientation.  Each worker also receives specialized training specific to hotline competencies, which is organized internally by the CI Managers, CI Consultant and CI Supervisors.   

The Child Welfare Consultant conducts a virtual 3-day intake worker orientation which consists of information specific to intake.  As part of the onboarding process, staff are assigned an experienced intake worker as a one-on-one coach. They receive live on-the job-training and “shadow” an experienced CI staff member for approximately 8 to 10 weeks which is determined by the individual’s need and the assessment of the supervisor.  

All intake staff participate in all Child Welfare mandatory trainings per the Department and ongoing professional training as required by his/her professional license. Centralized Intake is 24/7 and also provides ongoing opportunities for transfer of learning in real-time. Various methods of training are utilized for the intake unit for all staff for continued learning and education as outlined below.

· Does the department continuously monitor the level of expertise of each person assigned to staff the hotline, individually, or the call center as a whole? What measurements are used to evaluate the performance of each person assigned to staff the hotline or of the call center as a whole? Does the available data from the last five years indicate an increased or decreased level of competency?
Our monitoring is two-fold; call center data and child welfare competencies.  Call center data is monitored in four (4) specific areas. The number of total calls received, number answered live, number of callbacks, speed to answer calls, abandoned calls, and peak call increments of time. Child welfare competencies and quality assurance are outlined below.

All CI Supervisors conduct monthly individual supervision and unit meetings as part of ongoing and continuing professional development. Supervisors use the call center coaching feature by listening to live calls, recordings, and join all high risk calls (Child Fatalities, Life-Threatening Injuries, Human Trafficking, Safe Haven, and Coerced Abortion) that are reported to the hotline for continuing competency development.  

The Child Welfare Consultant and Managers conduct two unit-wide weekly interactive briefings that are informational and competency building focused.  These briefings are recorded, and all staff have access to them for review and refresher training.  

Supervisors are required to complete monthly QA reviews for each intake worker by reviewing a call and the corresponding intake for that call.  The review consists of listening to the recorded call, reviewing the intake in full and completion of the Call Review Instrument for feedback to the intake worker.  The child welfare consultant collects data from these reviews and State Office call reviews to identify unit-wide trends.  

Intake workers are able to consult with CI Lead Intake Workers and Supervisors in real-time through persistent chatrooms.  CI Management is available 24/7 through live chats or On-Call rotation for case consultation.  

Supervisors receive ongoing feedback and training from his/her assigned manager, attend unit-wide monthly supervisor meetings, receive individual written and verbal feedback on intakes from Managers, and attend weekly training briefings. Additionally, managers forward feedback to each supervisor and Lead Intake Worker that is obtained from all intake decision inquiries from the local office.   

· Does the department continuously monitor the level of service, including the accuracy and consistency of information, provided to the public through the hotline? What measurements are used to evaluate the information provided to the public through the hotline? Does the available data from the last five years indicate an increased or decreased level of accuracy and consistency?
See response to question above.

3. Preliminary Review and Assignment or Transfer of Reports
· How is information provided by a caller transmitted from the call center to the appropriate department staff for a preliminary review? 
All reports are sent electronically through our case processing system (ACESS) to a “queue” that is designated for each local Child Welfare office. The local office supervisor, or designated staff, reviews the information and takes necessary action.   

· If a report of alleged child abuse falls under the department’s jurisdiction, how is the report assigned to a staff member for investigation and what is the average time frame for assignment? 
The local office assigns the report to a worker for investigation within the designated response priority timeframe. The response priority is the time limit for the first face-to-face contact with the alleged child victims and at least one parent/caretaker. Response priorities are:  P1 (contact to be made within 24 hours of the report), P2 (contact to be made within 48 hours of report), P3 (contact to be made within 3 business days of the report), and P4 (contact to be made within 5 business days of the report). In addition, DCFS Centralized Intake hotline notifies the local DCFS supervisor by phone for any investigations that require an immediate response.  

· If the report of alleged child abuse is to be transferred to a law enforcement agency, what is the average time frame for transfer?   
The average time for transfer referrals to Law Enforcement is not available.  

4.  Reports of Alleged Abuse – Investigation by Law Enforcement
· How many reports of alleged child abuse were referred to a law enforcement agency for investigation in the last five years? 
DCFS is unable to provide the requested information. Our data system alone does not capture all instances in which referrals are sent to Law Enforcement. Referrals made during an investigation or ongoing case are noted in individual paper case files.   
 

· What were the dispositions of each case referred to law enforcement in the last five years?  
DCFS is not able to report this information.  

5.  Reports of Alleged Abuse – Investigations by Department Staff
· What is the average time frame for the investigation of alleged child abuse to commence from the date the report of abuse is assigned to a department staff member?   
When a report of alleged abuse/neglect is accepted for investigation, it is assigned a Response Priority which determines the expected timeframe for initial face-to-face contact. The Response priorities are:  P1 (contact to be made within 24 hours of the report), P2 (contact to be made within 48 hours of report), P3 (contact to be made within 3 business days of the report), and P4 (contact to be made within 5 business days of the report).

· How has the average length of time between assignment of a report of alleged child abuse and the commencement of the investigation changed in the last five years?
Table 3 represents the assigned Response Priority for investigations from 2017-2021.
	* Data as of 6/14/2022.
	
	
	
	
	
	

	Table 3.
	Assigned Response Priority for Investigations, 2017-2021

	
	2017
	2018
	2019
	2020
	2021

	Priority 1
	5,236
	5,459
	5,402
	4,553
	5,081

	Priority 2
	6,611
	6,861
	7,592
	6,023
	6,919

	Priority 3
	6,416
	6,133
	5,067
	3,478
	3,491

	Priority 4
	2,571
	2,472
	1,974
	1,192
	1,375

	Total
	20,834
	20,925
	20,035
	15,246
	16,866



6.  Department Staff – Positions and Workload
· How many department staff positions include the duty to investigate reports of alleged child abuse?
Table 4 shows the filled and vacant positions in CPI (excludes supervisors and administrators), as well as % vacancy and Average Salary. Headcounts include all appointment types (permanent, job appointment, WAE) for the selected job titles.



	Table 4.
	CPI Positions, Vacancies, and Average Salary, SFY 2017-2022

	
	SFY 2017
	SFY 2018
	SFY 2019
	SFY 2020
	SFY 2021
	SFY 2022

	Filled
	204
	216
	206
	200
	182
	191

	Vacant
	14
	11
	18
	18
	37
	65

	Total
	288
	235
	231
	226
	228
	264

	% Vacant
	4.90%
	4.70%
	7.80%
	8.00%
	17.10%
	24.6%

	Avg Salary
	$38,346 
	$39,247 
	$41,107 
	$41,845 
	$42,587 
	$48,764 



· How many of the department staff positions which include the duty to investigate reports of alleged child abuse are currently filled?
See above, SFY 2022. While these are the staff officially assigned to CPI, staff in other programs, supervisors, and managers are also required to conduct investigations when the need arises. 

· What is the average number of reports of alleged child abuse assigned per staff member for the last five years?
Our practice standard is ten (10) new cases per month for experienced investigators. We are not able to provide an average number of reports assigned per staff member that will accurately reflect workload. Staff assigned to one program are often required to assist investigators when the number of reports is unmanageable for investigations staff. Also, new workers are only allowed to be assigned a reduced caseload for the first six months following basic training which skews the averages. Finally, it is very common for an investigator to leave with an open caseload and these cases must be worked by the supervisor or other staff. As an example of recently reported caseloads, experienced investigators in New Orleans and Baton Rouge routinely are assigned 1.5 to 2 times the caseload standard.  
 
7.  Department Staff – Attrition
· What is the attrition rate from the last five years for staff members assigned to investigate reports of alleged child abuse?
We measure attrition using a standard simple formula: # Separations/Annual Average Headcount.  Annual Average Headcount is defined as starting plus ending headcount divided by 2.
Table 5 shows the attrition rates for SFY 2017 through 2022 by job title for staff in CPI that investigate cases.
	Table 5. 
	Attrition Rates by Job Title CPI SFY 2018-2022

	 
	 
	Headcounts
	 

	SFY/Period/Title
	# Separations
	Start
	Finish
	Average
	Attrition

	2018*

	7.1.2017-6.30.2018
	52
	204
	204
	204
	25.5%

	CHD WELFARE SPEC TRAINEE
	11
	39
	39
	39
	28.2%

	CHILD WELFARE SPEC 1
	16
	34
	34
	34
	47.1%

	CHILD WELFARE SPEC 2
	17
	93
	93
	93
	18.3%

	CHILD WELFARE SPEC 3
	8
	38
	38
	38
	21.1%

	2019

	7.1.2018-6.30.2019
	49
	204
	216
	210
	23.3%

	CHD WELFARE SPEC TRAINEE
	8
	39
	32
	35.5
	22.5%

	CHILD WELFARE SPEC 1
	12
	34
	53
	43.5
	27.6%

	CHILD WELFARE SPEC 2
	11
	93
	30
	61.5
	17.9%

	CHILD WELFARE SPEC 3
	18
	38
	101
	69.5
	25.9%

	2020

	7.1.2019-6.30.2020
	58
	216
	206
	211
	27.5%

	CHD WELFARE SPEC TRAINEE
	18
	32
	21
	26.5
	67.9%

	CHILD WELFARE SPEC 1
	14
	53
	34
	43.5
	32.2%

	CHILD WELFARE SPEC 2
	11
	30
	47
	38.5
	28.6%

	CHILD WELFARE SPEC 3
	15
	101
	104
	102.5
	14.6%

	2021

	7.1.2020-6.30.2021
	53
	206
	200
	203
	26.1%

	CHD WELFARE SPEC TRAINEE
	11
	21
	27
	24
	45.8%

	CHILD WELFARE SPEC 1
	16
	34
	26
	30
	53.3%

	CHILD WELFARE SPEC 2
	7
	47
	33
	40
	17.5%

	CHILD WELFARE SPEC 3
	19
	104
	114
	109
	17.4%

	2022

	7.1.2021-6.30.2022
	64
	200
	182
	191
	33.5%

	CHD WELFARE SPEC TRAINEE
	18
	27
	26
	26.5
	67.9%

	CHILD WELFARE SPEC 1
	16
	26
	31
	28.5
	56.1%

	CHILD WELFARE SPEC 2
	11
	33
	28
	30.5
	36.1%

	CHILD WELFARE SPEC 3
	19
	114
	105
	109.5
	17.4%

	* 7.1.2016 n/a therefore start used for both.
	
	
	
	



· Is the level of attrition higher for positions which include the duty to investigate reports of alleged child abuse than for other types of positions within the department?
Table 6 compares the attrition rate for CPI investigation staff to the same job titles in Centralized Intake and Foster Care (Child Welfare Specialist Trainee; Child Welfare Specialists 1, 2 and 3).
	Table 6.
	Comparison of Attrition Rates for CPI, Centralized Intake and Foster Care
(CW Spec Trainee, and CW Spec 1, 2, and 3 Combined)

	CPI

	 
	Headcount
	 
	 

	 
	Start
	End
	Average 
	Separations
	Attrition

	SFY 2018*
	204
	204
	204
	52
	25.5%

	SFY 2019
	204
	216
	210
	49
	23.3%

	SFY 2020
	216
	206
	211
	58
	27.5%

	SFY 2021
	206
	200
	203
	53
	26.1%

	SFY 2022
	200
	182
	191
	64
	33.5%

	Central Intake

	 
	Headcount
	 
	 

	 
	Start
	End
	Average 
	Seps
	Attrition

	SFY 2018*
	49
	49
	49
	9
	18.4%

	SFY 2019
	49
	45
	47
	0
	0.0%

	SFY 2020
	45
	52
	48.5
	11
	22.7%

	SFY 2021
	52
	49
	50.5
	3
	5.9%

	SFY 2022
	49
	50
	49.5
	6
	12.1%

	Foster Care

	 
	Headcount
	 
	 

	 
	Start
	End
	Average 
	Seps
	Attrition

	SFY 2018*
	333
	333
	333
	63
	18.9%

	SFY 2019
	333
	340
	336.5
	65
	19.3%

	SFY 2020
	340
	348
	344
	62
	18.0%

	SFY 2021
	348
	353
	350.5
	88
	25.1%

	SFY 2022
	353
	322
	337.5
	74
	21.9%


*End data for SFY 2016 n/a so start and end for 2018 are the same.
Overall, CPI attrition rates for the relevant job titles are higher than most years for other programs.  

· What reasons are most often cited when an individual leaves a position responsible for investigating reports of alleged child abuse?
Table 7 shows the distribution of reasons for leaving for all Child Welfare Specialist Trainees, and Child Welfare Specialists 1, 2, and 3 staff (combined) separating across years, from CPI. It is important to note that these are self-reported by exiting employees. 

	Table 7.
	Reasons for Separation CPI SFY 2018-2022

	Reasons for Separation
	# Separations 
	% Annual Reasons Cited

	SFY 2018
	52
	 

	Resign-Pay Reasons
	1
	1.9%

	Resign-Personal
	29
	55.8%

	Resign-Reason Not Stated
	7
	13.5%

	Resign-Work Related
	6
	11.5%

	Retirement
	2
	3.8%

	Separation From Probation
	6
	11.5%

	Transfer Vol/Dept to Dept
	1
	1.9%

	SFY 2019
	49
	 

	Demotion Voluntary
	2
	4.1%

	Resign to Avoid Dismissal
	2
	4.1%

	Resign-Pay Reasons
	3
	6.1%

	Resign-Personal
	24
	49.0%

	Resign-Reason Not Stated
	6
	12.2%

	Resign-Work Related
	6
	12.2%

	Separation From Probation
	4
	8.2%

	Term of Temp Appt
	1
	2.0%

	Transfer Vol/Dept to Dept
	1
	2.0%

	SFY 2020
	58
	 

	Dismissal
	1
	1.7%

	Resign to Avoid Dismissal
	1
	1.7%

	Resign-Pay Reasons
	3
	5.2%

	Resign-Personal
	23
	39.7%

	Resign-Reason Not Stated
	15
	25.9%

	Resign-Work Related
	4
	6.9%

	Retirement
	2
	3.4%

	Separation From Probation
	4
	6.9%

	Term of Temp Appt
	3
	5.2%

	Transfer Vol/Dept to Dept
	2
	3.4%

	SFY 2021
	53
	 

	Dismissal
	2
	3.8%

	NonDiscipRemov-ExhaustSickLv
	1
	1.9%

	Resign to Avoid Dismissal
	1
	1.9%

	Resign-Pay Reasons
	4
	7.5%

	Resign-Personal
	18
	34.0%

	Resign-Reason Not Stated
	8
	15.1%

	Resign-Work Related
	9
	17.0%

	Retirement
	2
	3.8%

	Separation From Probation
	2
	3.8%

	Term of Temp Appt
	1
	1.9%

	Transfer Vol/Dept to Dept
	5
	9.4%

	SFY 2022
	64
	 

	Dismissal
	2
	3.1%

	NonDiscipRemov-ExhaustSickLv
	1
	1.6%

	Resign-Pay Reasons
	5
	7.8%

	Resign-Personal
	24
	37.5%

	Resign-Reason Not Stated
	11
	17.2%

	Resign-Work Related
	15
	23.4%

	Separation From Probation
	3
	4.7%

	Transfer Vol/Dept to Dept
	2
	3.1%

	Transfer-Work Related
	1
	1.6%

	Grand Total
	276
	 




8.  Department Staff – Compensation
· What is the average salary for department staff positions that are assigned to investigate reports of alleged child abuse?
See Table 4 above for average salaries.
On December 27, 2021, Civil Service approved a special entrance hiring rate for CPI workers and supervisors. Premium pay for CPS staff was also approved to improve staff retention. The below charts reflect these changes.  

	Table 8.
	Special Entrance Hiring Rates, by Job Title

	Job Title
	Pay Level
	Existing Minimum Pay Rate (per hour)
	Revised Minimum Pay Rate (per hour)
	Existing Annual Minimum Pay Rate
	Revised Annual Pay Rate
	Annual Change

	Child Welfare Specialist Trainee
	SS-411
	$14.25
	$17.56
	$29,640
	$36,525
	$6,885

	Child Welfare Specialist 1
	SS-412
	$16.00
	$19.88
	$33,280
	$41,350
	$8,070

	Child Welfare Specialist 2
	SS-414
	$18.32
	$22.76
	$38,106
	$47,341
	$9,235

	Child Welfare Specialist 3
	SS-415
	$19.60
	$24.35
	$40,768
	$50,648
	$9,880



Premium Pay Basics:
· Provide an extra $2, $3, $4 per hour to staff based on years of employment
· Child Welfare Specialist Trainee, Specialists 1, 2, 3, Supervisors 
	Table 9.
	Premium Pay by Years of Service

	DCFS-CW Years of Service
	Premium Pay (for hours worked only)

	0 months to less than 3 years
	$2.00 per hour

	3 years to less than 6 years
	$3.00 per hour

	6 years or greater
	$4.00 per hour



· What is the southern regional average salary for similar positions?
There is not a reported Southern Regional average for similar positions. However, the U.S. Bureau of Labor Statistics reports the following annual and hourly mean wages for Child, Family, and School Social Workers, by state, for May 2021. 

	Table 10.
	Mean Wage of Child, Family, and School Social Workers, May 2021


	State
	Mean Annual Wage
	Mean Hourly Wage
	10%
	25%
	50%
	75%
	90%

	Alabama
	$45,200
	$21.73
	$33,910
	$37,060
	$42,280
	$52,640
	$62,520

	Arkansas
	$41,110
	$19.76
	$35,710
	$36,740
	$37,200
	$46,300
	$48,930

	Florida
	$48,890
	$23.50
	$29,610
	$37,060
	$46,640
	$60,670
	$76,880

	Georgia
	$48,200
	$23.17
	$34,270
	$37,970
	$39,730
	$51,810
	$76,490

	Louisiana
	$45,010
	$21.64
	$30,650
	$36,370
	$45,640
	$49,290
	$61,510

	Mississippi
	$36,900
	$17.74
	$27,420
	$29,550
	$32,930
	$44,440
	$49,360

	Tennessee
	$46,280
	$22.25
	$34,820
	$38,520
	$46,310
	$53,260
	$59,390

	Texas
	$49,310
	$23.71
	$31,580
	$42,160
	$47,390
	$59,770
	$61,190

	National
	$52,890
	$25.43
	
	
	
	
	




