
Departmental Performance Plan

HUMAN
SERVICES

FY22



Director's Message3

The Department at a Glance4

Performance Initiatives5

Strategic Initiatives9

CONTENTS

2

investStat Initiatives1 0



DIRECTOR'S MESSAGE
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The Department of Human Services is
focused on improving service integration
across all divisions, streamlining access
to services, engaging our community to
bring awareness to what we can offer
them, and recruiting and retaining a
talented, diverse, and quality workforce.
Our overall goals are aligned with the
pillars outlined in our Department of
Human Services Strategic Plan. These
pillars are the foundation that DHS uses
to guide every aspect of the work we do
to better serve our community.

FY22 Performance Plan Highlights

The mission of the Department of Human Services (DHS) is to
provide Virginia Beach citizens the opportunity to achieve the
highest level of self-sufficiency, safety, and quality of life possible,
through an array of coordinated services delivered in a climate of
dignity, respect and accountability.

Department Mission:

Aileen L. Smith
Director, Human Services

Plan Purpose & Tenets
The purpose of this plan is to set expectations
for the Department’s strategic priorities for FY22
(July 1, 2021 - June 30, 2022) and enable the
Department Director to communicate priorities
throughout the organization. 
The Department Director agrees to manage the
Department to work toward achieving the goals
and objectives set forth in this plan. To this end,
the Department Director also agrees to the
following:

1. Accurate & timely intelligence shared by
all. The Department Director will work with
the Office of Performance & Accountability,
providing access to all department data
sources pertinent to the objectives,
initiatives, and performance indicators
outlined herein.

 

2. Deploy effective tactics & strategies in
furtherance of relevant performance goals.

 

3. Utilize data to rapidly deploy resources to
meet the tenets of this performance plan.

 

4. Relentlessly follow-up and routinely
assess relevant data metrics to ensure
strategic priorities are met.

The purpose of this plan is to set expectations
for the Department’s strategic priorities for FY22
(July 1, 2021 - June 30, 2022) and enable the
Department Director to communicate priorities
throughout the organization. 
The Department Director agrees to manage the
Department to work toward achieving the goals
and objectives set forth in this plan. To this end,
the Department Director also agrees to the
following:

Accurate & timely intelligence shared by all.
The Department Director will work with the
Office of Performance & Accountability,
providing access to all department data
sources pertinent to the objectives,
initiatives, and performance indicators
outlined herein.

 

Deploy effective tactics & strategies in
furtherance of relevant performance goals.

 

Utilize data to rapidly deploy resources to
meet the tenets of this performance plan.

 

Relentlessly follow-up and routinely assess
relevant data metrics to ensure strategic
priorities are met.



THE DEPARTMENT AT A GLANCE

Behavioral Health
& Developmental
Services

The Behavioral Health and Developmental Services division (BHDS)
plans, organizes, and provides treatment and services for people in
the community who have Behavioral Health and/or Developmental

Disabilities. BHDS serves children, adolescents, and adults. 

Social Services The Social Services division aids citizens in meeting their
fundamental needs during times of temporary economic and social

crisis, protects children and vulnerable adults from abuse and
neglect, administers a range of services to help maintain families in

the least restrictive and intrusive manner possible, and assists in
preparing citizens to find and retain employment.

Continuous
Quality
Improvement

The Continuous Quality Improvement (CQI) division partners with
stakeholders to ensure performance excellence and value in the

provision of services by inspiring staff to provide safe, best practice,
and ethical care; ensuring compliance with local, state, federal,

contract, and credentialing requirements; supporting the acquisition
and maintenance of efficient state of the art technology; and

supporting  the human resources needs of the department.

Business
Administration

The mission of the Business Administration Division is to build a
bridge of support between business processes, programs, and the

individuals served by the Department of Human Services, by
providing information, education, resource stewardship, and

compassionate customer service.
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Personnel
Summary

FY20 FY21 FY22
1191.7 1183.7 1175.2

Revenue
Budget

FY20 FY21 FY22
$85.1M $88.1M $89.8M

Expenditure
Budget

FY20 FY21 FY22
$118M $127.5M $128.6M

D E P A R T M E N T
D I V I S I O N S

R E S O U R C E S *

*VB Resource Management Plan
Operating Budget (Adopted FY2021-22)



Key Milestones

Implement Marcus Alert legislation in Virginia Beach | Target: Dec. 2021

Finalize the procurement process for integrated pharmacy services that will enhance
medication availability and other pharmaceutical services, such as medication consultation
and refill tracking | Target: March 2022

Finalize divisional restructure process to integrate the delivery of benefits and services that
will enhance customer service, timeliness, and access to benefits to low-income households 
 | Target: Dec. 2021

Performance Indicators

# of Individuals Served by the Mobile Co-Responder Team | Target: 70% will Receive a
Community Based Service and Avoid Incarceration or Involuntary Hospitalization

% of All Children Housed in Congregate Care Settings | Target: Less than 16% of All Children in
Social Services Programs

Resources

Funding was received for additional positions, technological resources, and vehicles to
implement partial hours and availability of these services. Additional funding will be needed
to expand crisis operations to be available 24/7. Also, funding will be needed to consolidate
and expand physical infrastructure at the Pembroke 6 service location.

Funding was received for two additional positions for Family First and Title IV-E funding will
cover some evidence-based services for families. Additional funding will be needed for
additional Child Welfare positions as a result of the increased complexity of social factors
contributing to child abuse and neglect. Funding will also be needed to move to a digital
based storage system for case files. 

Funding was received for sheltering a homeless individual or family when immediate
sheltering was not available through the Department of Housing and Neighborhood
Preservation. Additional funding will be needed for temporary sheltering costs when other
resources are unavailable.  

 

PERFORMANCE INITIATIVE - #1

DESCRIPTION:
Create joint efforts between

the Human Services Divisions
and our community partners

through increased capacity for
integrated service delivery

within DHS, the Housing
Resource Center, and

community partners; enhance
coordination of services for
children, adolescents, and
families served; develop a

partnership network to align
strategies to reduce

duplication of services; and
utilize electronic platforms for

meetings to increase
telehealth and community

outreach.

S E R V I C E
I N T E G R A T I O N

Performance Initiatives are identified by the City Manager's Office and the Department. 5



Resources

Initial CARES funding supported telehealth platforms, such as Doxy.Me. Ongoing funds will
be needed to maintain telehealth options if not included in the new electronic medical
record.

Additional or upgraded equipment may also be needed to replace aging and/or other
equipment that is not meeting the needs of staff members working in the community.

Scanners (portable) may be needed for staff work in the field. 

Benefits Programs are funded with state and federal dollars. The Virginia Department of
Social Services (VDSS) provided additional funding for overtime to process an increased
number of benefits programs applications this year; however, funding will be needed in the
future to support overtime costs.

 

Key Milestones

Establish rapid access to case management services for individuals entering Same Day
Access in order to promptly address complex needs | Target: April 2022

Establish a multidisciplinary team with community partners to discuss complex Adult
Protective Service cases | Target: June 2022

Enhance social work practices and a develop a case review process and system that ensures
that teaming occurs with family cross-system cases to improve safety, well-being, and
permanency outcomes for children and families | Target: July 2022
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PERFORMANCE INITIATIVE - #2

DESCRIPTION:
Improve community

responsiveness by reviewing
the placement of current

service locations; promoting
rapid service entry and fluid

movement through the service
system; partnering with State
and City IT to make services
available to staff, community

partners, and residents
through face to face as well

as digital platforms; and
decreasing barriers to

accessing services by adding
English as a Second Language

(ESL) and Limited English
Proficiency (LEP) speakers.

A C C E S S  T O
S E R V I C E

Performance Initiatives are identified by the City Manager's Office and the Department. 

Performance Indicators

# of Individuals Enrolled in Behavioral Health Rehabilitative Services | Target: 70% will have
Participated in Rehabilitative Services over the past Six Months

# of inbound Adult Protective Services (APS) Calls by Service Type | Target: N/A, Benchmarking



Resources

Funding for the new CHR is included in the CIP and via a new ARPA request that is currently
under review. Additional funding is needed to continue this project and move it into
implementation. 

A funding request for additional technology equipment has been requested through the
American Rescue Plan Act that is currently under review for approval.   

The CHR implementation project plan will meet target dates and implementation will be
achieved by June 30, 2022 - as noted, additional funding will be required.

Potential funding for additional media/communication and/or project management staff
members for DHS.

Key Milestones

Develop a "virtual walkthrough" video explaining behavioral health services and what to
expect when seeking services in an effort to increase community awareness and reduce
reluctance to seek treatment | Target: June 2022

Implement a foster parent recruitment campaign designed to target homes for adolescents
with behavioral and mental challenges | Target: June 2022

Continue implementation for a new comprehensive health record system to create a data
management system, and/or dashboard, to communicate information regarding efficiency
and effectiveness of services | Target: July 2022

Performance Indicators

# of Community Awareness Activities per Month | Target: At Least 4 Activities per Month

# of Available Foster Homes | Target: 5% Annual Increase in Available Foster Homes
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PERFORMANCE INITIATIVE - #3

DESCRIPTION:
Implement targeted internal
and external communication
strategies by expanding the

use of technology and
strategies to enhance

community engagement and
scope of staff knowledge;

assess current and preferred
internal communication

efforts and determine any
gaps; and review existing

public-facing communications
efforts for effectiveness,

determining preferred
communication methods for

citizens, partner
organizations, and other City

of Virginia Beach
Departments.

C O M M U N I C A T I O N
&  C O M M U N I T Y
E N G A G E M E N T

Performance Initiatives are identified by the City Manager's Office and the Department. 



Resources

Funding for hiring bonuses for several staff positions to include licensed positions
(LPC/LCSW/RN/LPN/MD/NP) as well as other positions that are in our direct care services
areas such as Crisis Clinicians, Family Services Specialists I’s and II’s and Eligibility
Services Workers I’s and II’s. 

Additional positions in certain key areas such as Child Protective Services/Adult Protective
Services, Benefits Processing, Emergency Services, Case Management and Outpatient
Services

Overtime funding in several programs to include, but not limited to the Benefits Dept, CPS,
Crisis Hubs, Residential and ICF locations

Performance Indicators

% of Outpatient Clinicians Trained in Clinical Evidence-Based Practices (EBPs) | Target: 75% of
All Outpatient Clinicians will be Trained

Average Length of Time to Recruit New Staff Members| Target: N/A, Benchmarking

Key Milestones

Create a BHDS Training Committee that will identify training needs specific to changing
trends in behavioral health and developmental services, and develop a corresponding
schedule of relevant trainings | Target: May 2022

Partner with Human Resources to enhance, streamline, and automate current recruitment
practices | Target: July 2022

Identify and offer additional trauma-based training for all child welfare staff members and
foster parents that will be held on a quarterly basis | Target: March 2022

Create a DHS careers webpage that highlights critical vacancies across the agency | Target:
Dec. 2021
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PERFORMANCE INITIATIVE - #4

DESCRIPTION:
Support continuing

recruitment and development
of staff, track performance 
for accountability, and hire

qualified individuals to meet
service delivery needs. 

Work with DHS leadership,
Information Technology, 

and stakeholders to develop
results-based accountability
(RBA) dashboards to analyze
and define the work and how
well it is being done. Foster 

a learning environment to
enhance staff knowledge,
professional development,
and training opportunities.

T A L E N T
A C Q U I S I T I O N  &
D E V E L O P M E N T

Performance Initiatives are identified by the City Manager's Office and the Department. 



STRATEGIC INITIATIVES
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K E Y  F O C U S  A R E A S Strategic Initiatives are assigned from the Key Focus Areas in the City’s Strategic Plan. 

Safe & 
Healthy
Community

Initiative (2.3)

Provide essential social and behavioral health services to promote health and support a
healthier community.

Strategic Plan Progress

Visit the Office of Performance and Accountability's webpage to view the City's Strategic
Plan in its entirety; additionally, beginning in early 2022, semiannual Strategic Plan
progress reports will be shared on the webpage: https://www.vbgov.com/government/
departments/performance-accountability

Note: As part of ongoing evaluation, staff may revise measures and milestones as appropriate.  

Key Milestones

A. Offer same day access to behavioral health assessments and expand use of telehealth
options to enhance accessibility, improve overall health and reduce treatment barriers
related to transportation, illness, or other issues that may prevent engagement in mental
health services | Target: July 2022

B. Facilitate and implement the Marcus Alert legislation to enhance crisis response services
for individuals with behavioral health and developmental disabilities | Target: July 2022

C. Promote the well-being of our citizens through the delivery of essential benefits such as
Medicaid and/or the Supplemental Nutrition Assistance Program (SNAP) and Temporary
Assistance for Needy Families (TANF) to ensure families are strengthened and individuals
achieve their highest level of self-sufficiency | Target: July 2022

https://www.vbgov.com/government/departments/performance-accountability/Pages/default.aspx
https://www.vbgov.com/government/departments/performance-accountability/Pages/default.aspx


INVESTSTAT INITIATIVES
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investStat Initiatives are assigned from the investStat program that tracks high-priority projects,
efforts, or initiatives that recieved additional resources as part of the budget process. 

Key Investments from FY22 Resource Management Plan

4 FTEs State funding for Mental Health Mobile Crisis Response
1 FTE + $102,108 Operating Expenses from State funding for Veterans' Services 
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