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Figure 11.8a. COSTS OF POOR QUALITY AND PRO D UCTIVITY: Ser vice Industr ies

EM9033a: The Globe and Mail, May 1, 1990, page A16

Qual ity contro l ‘not som e t hing big in socia l
service s’ Mo nit oring of childre nappear s to have gaps
BY SEAN FINE
The Glo be and Mail________________

Mo m wa s a cocaine addict and her two
chil dre n we re unde r10 . Conc e rne d fo r the
chil dre n’s welfare, staff at the are a’s chil d-
re n’s aid socie ty refer red the case to the
ag enc y’s protection branch.

Ye t it took two mon ths for a socia l wo rke r
to visit them – and their file shows only that
si ngle visit for an entire year. The re was no
ot he r ent ry to tel l what hap pen ed to the family.

The case is one of sev eral cit e d as show-
ing viola t ion of gov ernment poli cie sand expo-
sure of chil dre nto dange rin a shock ing 1988
repor t on the Chil dre n’s Aid Socie ty of Sto r-
mont, Dun d as and Gle ngarry in Easter n
Ontario. The repor t, stamped confid e n tia l,
wa sobtain ed by the Glo be and Mail unde r
Ontario’s fre e dom -of-infor mation law.

"Onc eyou start to uptur nev ery rock, you’r e
go ing to find things," said Len ore Jon es, a
prog ram super vis or wit h the Ott awa branch
of the Com mun ity and Soci al Ser vic esMi nis -
tr y who is hel ping mon ito r im prove ments
un d ertaken by the age n cy sin ce the repor t
wa sma de.

Bu t how many such rocks are bei ngturned
ov er for chil dre n in the care or super visio n
of the stat e? Who keeps an eye on the sub -
stitute parent when that parent is the stat e
it self ?

While the answe rvaries from provi nce to
prov inc e, gaps appear to exi st in the pat ch-
wo rk of att emp t s to mon ito r the quali ty of
se rvi ce provi ded to chil dre n in state care.
Where mon ito ring is don e, it is usually not
in d ependent of the gov ernment.

• In Ont ario, a fou r-member gov ernment re-
vie w team check s the file s of the 4,500
Crow n wards (chil dre n in per man entcare
un til 18) ev ery two years. The team works
fo r the same department that financ esthe
chil d-welfare sys tem . Fo r mos tchil dre n in
temporary care, numbering about 5,500, no
syst emati c revie w is car rie dou t.

Ontario has an independent body that con -
du cts mandato ry rev i ews of chil dre n in
in stitution s.

"The argum e n tha salways been that the
money we put into rev i ewing non -Crow n-
ward kids is mon ey that cou ld be goi ng into
se rvi ce," said Suzanne Herber t, a senior gov-
er nment officia l. Ont ario Audit or Dou glas
Arche rha scalled for rev i ews of chil dre n in

temporary care.

• In Nov a Scotia, socia l wo rke rs must file
annu al repor ts to the gov ernment on each
chil d in per man entcare, but just one em-
plo yee rev i ews thes erepor ts. "We may not
be aware of eve ry viola t ion," said Trevo r
To wns end, directo r of the gov ernment’s chil d
and adole scent ser vic es. "We hav e ov er 1,000
chil dre n in per man ent care and custody.
There’s only 365 days in the year. It’s lit e r ally
im pos sib le to keep track of each kid from
hea d offic e." The gov ernment recog n izes
that ext r a re sour ces are needed and wil l
probably add them, said Mar tha Crowe, an
administ r ative offic e r with the Dep artment
of Com mun ity Ser vic es.

• In Saskatchewa n,no reg ular rev i ew of the
care of Crown wards is con duct e d, but the
gove rnm e n tha sbegun audit i ng a sampling
of the file sof all chil dre n in care. Ove r the
next two to three years, it expects to audit
all six regio nal offic es throu gh whi c h the
gove rnm e n tprov ides care.

• In Alberta, a new quali ty-assuranc epro-
gr am will begin in Sep tember. A team of
si x soci al wor k supervis ors borrowe dfr om

gove rnm e n toffic es (the teams wil l change
ev ery six mon ths) wil l au dit samplings of file s ,
wo rking their way throu gh all 52 gov ernment
offic es that provi de chil d-welfare ser vic es.

"We’re not looking to bla m epeople when
things are goi ng wrong. We want to know
why things are goi ng wrong ", said John
McDermott, directo r of the progr am .

Mr. McDer mott said Alber talooke dacross
Cana daand in the United States for a re-
vie w model, but "we were n’t able to find
on e. Quali ty assuranc eisn’t something that’s
big in socia l se rvi ces."

One model bei ng consid ere d by the On-
tario Association of Chil dre n’s Aid Socie tie s
is accre dit ation, in whi c h the per for manc e
of all 54 socie tie s in the provi nce wou ld be
mea s ure dag ain st cer tain standards for ser vic e.

Mary McConv ille, the association’s exe cu-
tive directo r, said Ont ario cur rently has no such
st andards, althou gh it has many provi sio ns
setting out how cases are to be manage d.

Ms. Herber tsaid that "if we’ ’re talk ing about
qu ali ty standards, the measurement of what’s
ef fective, what hel ps grow healthy kid s, I
woul d ag ree with her. That’s something that

Case 9079

This was a case of alleg ed physi cal abuse of a2-year-ol d boy by the child’s father.
The child had a broken arm. The child was see n3 days after the refer ral. The
moth er den ied the alleg ation indicating that the child fel l do wn the stair s wh ile in
th ecare of the father. She herself was not prese nt at the time. The moth er indica-
te dthat the 5-year-ol d daughter witnessed the acciden t. The inves tig ator accep ted
th e sta tem ent of the moth er and that of the 5-year-ol d ch ild and did not purs ue the
invest iga tion fur ther as outli ned in the Minis try Sta n dar ds and Gui deli nes for the
Ma nag ement of Child Abuse Cases. The police wer e not inv olved, the attending
ph ysi cian was not con t acted, and the father was not inter vie wed . No fur ther act i on
appear s to have tak en pla ce unt il seven mon t hs later when a  niece com p lai ned of
ph ysi cal abuse by the same allege dperpetra tor. This child had sig nifi cant bruising
on her leg s. She indicated that the five-year-ol d daughter had also bee nabused
by her father. The case wor ker exami ned the five-year-ol d wh o had exten sive
bruisi ng on her arms, butto cks and both thig hs. The child indicated that she did
not know how the inj u ries to her self occur red . Gi ven the extent of the inj u ries and
th ebackgr ound to this case, the child’s sta tem ent cou ld not rea sonably res olve the
abuse alleg ation. However no fur ther act i on was tak en at that time. A fo llo w-up
vi sit was made 3 days later but agai n no further inves tig ative act i on was tak en.
The case recei ved no fur ther con t act unt il 4 mon t hs later when the socia l work er
vi sit ed in ord er to close the case.

Example #3

Excerpt fro mOn t ario Gover nment Rep ort on the
Ch ildre n’s Aid Society of Stormont, Dundas & Glengar ry
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no socia l se rvi ce sys tem , at lea st to my
know ledge, has been good at doi ng".

The Met ro Toron t oChil dre n’s Aid Socie ty
is one of sev eral Cana dian age n cie sthat be-
long to the Chil d We l f are League of Ame -
rica, whi c h ha sa rig orous accre dit ation and
revie w proces s.

"Hum an nature is such that you tend to
fe el that what you’r e doing is probably best
unle ss you’r e ex pos ed to something different,"
said Bruce Riv ers, the socie ty’s exe cutiv e di-
re ctor.

Va ughan Dow ie, pre sid e n t of Quebec’s
Yo uth Protection Com mitt e e, a gov ernment
body, said, "A case mig ht be made for a
Cana dian accre dit ation body that’s able to
function in bot h la ng uag es."

Some chil d-welfare exper ts say gov ern -
ment mon ito ring, while impor tant, shoul d
be sup ple ment e dby outsi de rev i ews. They
say the purpose of rev i ews shoul d be to
mea s ure the quali ty of care aga inst the hig h-
est standards – not aga inst what is pos sib le
give nthe lim its of gov ernment fun ds.

"I t’s just impor tant to have another poi nt
of vie w becaus ea lot of thes ekids do not
have – outsi de of the sys tem – any adult who

is look ing in on them," said Dick Bar nhorst,
executiv e directo r of the Chil d, You t h and
Fa m ily Poli cy Res earch Cent re, a Toron t o-
base dnonprofit group.

"I t’s easy for kids to get los tin the sys tem ."

Sp urred by such incid e n t sas the 1984 sui-
ci de of Richard Cardinal, who hange dhim-
self f rom a tre ewhile liv ing in his 16th home
in 13 years of Alber tast ate care, a varie ty of
new che cks and balanc eshave been cre ated .
Chil dre n’s rig hts have been strengt hened, com -
plaint processes hav e been set up, native
chil d-welfare groups financ e dand chil dre n’s
advocates or omb u dsm e nest ablis hed .

Prov inc esge nerally requi re that each chil d’s
plan of care be updat e dev ery 90 days . As
wel l, chil dre n in tem porary care are taken
back to cou rt if their wardship is to be
re newed .

Bu t revie w s conducted in Ont ario show
that gaps can stil l ex ist bet ween poli cy and
practi ce.

Fo r ex ample, the Ont ario gov ernment po-
li cy requi re sthat each chil d’s pla nbe updat e d
ev ery 90 days and that socia l wo rke rs dis -
cus seach pla nwith asupervis or eve ry 90 days .
Howeve r, a rev i ew in 1989 fou nd more than

1,000 viola t ion s of thes e requ irements in
1, 361 file s.

The rev i ew of the chil d prot e ction poli cie s
of the Sto rmont, Dun d as and Gle ngarry
CAS, whi c hwa sconducted after a cou rt case
drew attentio n to the age n cy, fou nd "a ver y
ca s u alap proach to the management of hig h-
risk cases .... whi c h coul d in time lea dto a
trage dy".

Some chil d-welfare profe ssi onals say it is
diffic ult to know how many socie tie sin On-
tario are making the same mist akes.

"I hav e no way of knowing, and I don’t
think the gov ernment does, as to whether it’s
ramp ant across the sys tem or it’s rela ted to
the one age n cy", said Ros sDaws on, directo r
of the Toron t o-base dInstitute for the Pre -
ve n tio n of Chil d Ab use and coauthor of the
repor t on the Sto rmont, Dun d as and Gle n-
garry CAS.

To m O’Br ien, exe cutiv e directo r of the
St ormon t, Dun d as and Gle ngarry CAS, said
he sup por ts the mon ito ring of his and othe r
ag encie s. "Yo u have to be sure that what
you say you’r e doing, in fact, you are doi ng"

Last in a ser ies

What defi nit ion(s) of quali ty, as it appli es in the are aof chil d-welfare ser vic es,are giv en in the article EM9033a reprint e d
ov erleaf on pag e11 .39 and above? Identify exp licit ly the infor mation in the article that you use as the basis of you ranswe r.

• What met hods of pr omoting and of asses sing the deliv ery of hig h-quali ty ser vic esare mentio ned in the article? Deal
separately wit h the two aspects and, aga in, identify you rsour ce(s) exp licit ly.
−− Outlin e the likely con seque n ces of poor-qu ali ty ser vic e(s) in the are aof chil d welfare.

1

Quality is often diffic ult to measure – mea s uring the quali ty of chil d-welfare ser vic esis a case in poi nt. Identify exp licit ly
the places in the article EM9033a, reprint e dov erleaf on pag e11 .39 and above, whe re the measurement of quali ty is mentio ned;
ma ke it cle ar for each case whi c haspectof quali ty is inv olved .

• Comp are and con trast the diffic ulties associat e dwith the mea s urement of quali ty in chil d-welfare ser vic esand in automotiv e
assemb ly processes (e.g., as des cribed on pag e11 .25 in the middle colum nof Fig ure 11. 5b) .

2

Outlin e the barr ier sto improvi ng the quali ty of chil d-welfare ser vic esmentio ned in the article EM9033a reprint e dov erleaf
on pag e11 .39 and above.

3

In the descr iptio n of mea s ure stake n to assess the chil d-welfare ser vic esin Sask at chewa nand Alber ta(in the middle and
right-hand colum ns ove r leaf on pag e11 .39), referenc eis made to .... sampling(s) of (th e) files ....; 5ugge s tbr ief ly why sa m p ling
wa sus ed in thes esituation s.

• If you were a cons ult ant to the two provi nci al gov ernments and were aske dto desig n a pro per selecting process for the
files, indicate briefly the matt e rs you wou ld take into con sid eration in you rdesig n.

4

EM9033b: Ontario to examine abuse safeguards
The Glo be and Mail________________

Re acting to recent repor ts of abuse of chil dre n in train ing school s
du ring the early 1960s, Ont ario wil l ex amine the safeg uards cur rently
in place to protect such chil dre n.

Jo anne Campbell, chair woman of the Soci al Assis tanc eRevie w
Bo ard, wil l conduct the exa m ination and is sche duled to repor t
befo re the end of Oct ober, Com mun ity and Soci al Ser vic esMi nis ter
Charle sBe e rtold the Legisla ture yest e r day.

Mr. Beer said that in the past 30 years, many change shave been

ma de in the sys tem of resid e n tia lcare that are desig ned "to ensure that
chil dre nand youth are better protected aga inst abuse and assau lt."

.But the gov ernment cannot be complacent, he said. The refore, it has
aske dMs. Campbell "to deter min e the effective nes sand adequ acy of
the safeg uards whi c h are int ende dto protect chil dre n in resid e n tia l
faci lit ies aga inst phy sical, sex ual and emo tio nal abuse and assau lt."

He r revie w will cov er all resid e n tia lprog rams provi ded to chil dre n
un d er the Chil d and Family Ser vic es Ac t and the placement of
young offende rs unde rthe Min is try of Cor rection a lSe rvi ces.
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