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Manager’s message
I hope this newsletter finds you all well, healthy
and safe.

up for one another in small and significant ways.
If 2020 has taught us anything, it’s that we have
more resources within our own communities
when we cultivate connections and partner in
simple and tangible ways.

As we transitioned from summer to fall, many
Oregon communities were devastated by
wildfires and preparing for a very uncertain
20-21 school year amidst a pandemic. While
this year has been unlike any other, we have
seen incredible resilience, with communities
coming together to help and support each
other in times of crisis and insecurity. I have
seen tremendous generosity by our staff at
the Oregon Child Abuse Hotline (ORCAH) and I
couldn’t be more humbled by how many stepped

With Oregon’s rates of COVID-19 increasing this
fall, continued unrest due to racial inequality
and distance learning occurring for many school
districts, children and families are experiencing
stress and isolation. Disruptions to families,
friendships, daily routines and the wider
community can have negative consequences
for children’s well-being, development and
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Manager’s message (continued)
protection. Our community is dedicated to
strengthening connections and ensuring that
resources are available when outreach and
engagement occurs. Addressing child and family
needs related to well-being is a critical part
of reducing risks and increasing safety and
protective factors. The Child Welfare Information
Gateway describes protective factors as
‘conditions or attributes in individuals, families,
communities, or the larger society that mitigate
or eliminate risk in families and communities,
thereby increasing the health and well-being
of children and families. Protective factors help
parents to find resources, supports, or coping
strategies that allow them to parent effectively,
even under stress’.
In response to the COVID-19 Pandemic, the
Child Welfare Division partnered with several
metro area school districts to highlight the
critical need to engage children and families
during this challenging time. Guidance for
Helpers in a Virtual Environment was created
for mandatory reporters, specifically Oregon
Department of Human Services (ODHS) staff,
educators and mental health providers who are
building relationships with children and families
in a virtual environment.
By engaging children and families, promoting
prevention, and intervening when abuse occurs,
we can make a difference for children and
families in our community. Protecting children
from abuse is complex and involves creating
safer and supportive communities through our
continued partnership and collaboration. Thank
you for your commitment to widening the safety
net for children and families in Oregon!
Kristen Khamnohack
ORCAH and screening manager

2

ORCAH updates
Safety — Consistency — Customer Service

While ORCAH remains nearly 95% remote due
to the COVID-19 pandemic, we have continued
hiring, training, and moving practice forward.
We have hired more business staff as we
move towards our goal of processing a more
significant portion of the Law Enforcement
Data Systems (LEDS) reviews for Child Welfare
around the state, particularly in the nighttime
and weekend hours. Similar to the Screening
Academy we developed almost two years ago,
we have now developed and deployed a training
academy for our business support staff. This
is the first of its kind in Oregon Child Welfare
and we believe it will serve as a model for field
offices needing consistent training for business
staff in the future. Screeners continue to receive
three hours of monthly coaching and training on
a variety of subjects including screening report
sufficiency and chronic neglect.

transfers the information to our Child Welfare
Information System known as OR-Kids. Since
implementation in August, the guide has already
increased consistency in our documentation.
ORCAH and the OR-Kids technical and
business team continue to improve and
expand capabilities and we are thankful for
the collaboration and partnership. Also, in the
last few months, screening supervisors and
CQI lead screeners have begun listening to
live calls and providing feedback to screeners
after the call concludes. The scores from live
call reviews are then combined with other
performance measures to help screeners make
goals for improvements every month. This style
of performance management is relatively new
to Child Welfare in Oregon. Some screeners
have already reported feeling more supported by
their supervisors when the supervisor can hear
what the work sounds like on the telephone
and balance that with written documentation.
Leadership at ORCAH is excited about the
opportunity to validate the good work our
screeners do and identify areas for
improvement based on reviews of live calls
as they are occurring.

Two significant advances at ORCAH over the
last few months include development of our
ORCAH Documentation Guide and the ability
for supervisors to review hotline calls in real
time. The ORCAH Documentation Guide is a
tool that leads screeners through the process
of documenting reported concerns and then
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ORCAH updates (continued)
Within weeks of the COVID-19 pandemic
spreading through the state, most ORCAH staff
moved to working remotely from the office
and most have continued to work off-site. We
have experienced relatively few significant
technological difficulties and even fewer
exposures to COVID-19 among our staff. We
miss seeing each other in person every day and
working in shared space, but we’re thankful for
the opportunity to reduce risk of exposure to
the virus, even for the staff who have remained
in the office. We recently decided to extend our
current teleworking plan into March 2021. In
the meantime, we’re re-imagining what office
life should look like so that when Oregon does
move past this especially trying time, we come
back stronger and more efficient, allowing for
more teleworking than we had been able to in
the past while still maintaining the benefits of
in person collaboration and camaraderie that
serves families and children in Oregon.
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Continuous quality improvement and data reporting

The COVID-19 pandemic that resulted
in statewide closures and stay-at-home
orders impacted the volume of calls and law
enforcement reports received by ORCAH. The
impact was most significant in late March, April
and May, leveled out during the summer months
of June, July and August and increased again
in September. While calls and cross reports
have decreased, the differences from 2019
to 2020 represented in the graphs below are
also impacted by a difference in abandonment
rates between the two years. In 2019, ORCAH’s
abandonment rate (the rate at which callers
hang up before their call is answered) was as

high as 60% at times while in 2020, they have
not gone above 5% (the national best-practice
standard) in the same six-month comparative
range. High abandonment rates as seen in
2019 can inflate the contact volume data due
to callers hanging up and calling back multiple
times. Therefore, the differences seen from
2019 to 2020 are somewhat inflated as well.
Regardless, the volume of contacts ORCAH
received (contacts are the number of calls and
cross reported police reports combined) in the
Spring and late Summer of 2020 has decreased
compared to 2019.
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In addition, COVID-19 impacted the number of
reports ORCAH assigned to Child Protective
Services (CPS) for assessment in the Spring
and late Summer. Roughly 60% of ORCAH call
volume results in some documentation of a
report of concern or information on an open
Child Welfare case. The other 40% are calls
that are not regarding child abuse (i.e. looking
for name of caseworker, seeking resources and

services, general child welfare questions, etc.).
Therefore, the call volume is not representative
of the volume of reports of child abuse. The
graph below demonstrates the comparison of
assigned reports from 2019 to 2020. There
was no significant change during the traditional
summer school break months of June, July
and August.

ORCAH Assignments to CPS 2019 and 2020
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Staff kudos and recognition
Here’s what people are saying about the Oregon Child Abuse Hotline (ORCAH) staff who
work every day to ensure child safety. In each issue, we honor just some of the super-star
staff exemplifying a high level of safety, consistency and customer service. If you know an
ORCAH team member who should be recognized for their great work, please contact their
supervisor or email us at: Feedback.OregonChildAbuseHotline@dhsoha.state.or.us.
Kudos to Unit D: Jeff Allison, Kevin Marks
Hess, Lara Drasin, Mercy Cuellar, Rachael
White, and Rey Magdaluyo. I am so thankful
to have joined a team of screeners that are
so encouraging and supportive of one another
during a stressful time with the pandemic,
wildfires and a high stress job. You all
are individually impacted by this stressful
experience but find ways to lift each other up
even when you are personally impacted. I am
so proud of this group for your outstanding
teamwork. You jump right in to take on work
when someone has to leave. This is truly a
group of hard workers who are driven by their
concern for children. Thank you from your new
supervisor, Eric Gertner.

The kudos chosen this time around reflect
the way ORCAH pulled together when the
wildfires in the region occurred at the end of
the summer. These fires directly affected many
staff and their loved ones as well as the greater
community. ORCAH staff offered any help or
support they could give during this difficult time
for many, and to be part of this was incredibly
heartwarming. This is only a glimpse into the
ways ORCAH came together during a difficult
time for the state. We’re grateful for each other
and our community here.
Kudos to Kristin Masaki for your ability to pull
people together in times of need/chaos with
your BIG heart and helping nature. Not only in
your unit, but across ORCAH. We appreciate you
and all your efforts!
Kudos to Alex Streeter: Quick witted
and straight to the point, you always make
people laugh, but even more evident is your
wonderfully large and kind heart. You were on
vacation yet still managed to worry about your
teammates during the wildfires and reach out
to those who may have been impacted to see
if there was anything you could do to help.
And…….you write informative and thorough
screening reports!
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ORCAH employee spotlight
In each issue of the ORCAH Newsletter we feature an
ORCAH employee whose achievements and practice
epitomize the best of service in child welfare.

Dani Hardaway

emails. Oftentimes we are reaching out to
screener’s supervisors, hotline consultants, our
supervisor or other lead workers to consult on
the inquiries. I recognize due to my prior CPS
experience the importance of responding to
questions or concerns as quickly as possible.
This is challenging due to the amount of emails
we receive, in the last six months we received
on average 388 emails each month. It’s
challenging that although we review so much
work by screeners and workers in the field, we
do not interact individually with them as much
as I’d like. I want them to know that I value
them and recognize that it can be so hard to
persevere with the demands of these jobs.

Lead Screener, Continuous Quality
Improvement Unit
Job description
The primary purpose of the CQI Lead Screener
is to conduct CQI activities that support
ORCAH’s mission, such as reviewing written
documentation and live calls and then giving
feedback where appropriate. This position also
manages the statewide Child Abuse Hotline
Feedback Box reviewing emails from the field,
mandatory reporters and anyone who wishes
to provide feedback for ORCAH. Some unit
members also routinely input data regarding
call volume, tracking feedback emails and
gathering data for a variety of other reports.

What is the most rewarding part ofyour job?
I really enjoy this job and a big part of that
is the people I work with. My unit shows
immeasurable passion for child safety and
families. I appreciate the in-depth conversations
we have about policy/procedure while utilizing a
lens of social equity. In this role I review many
reports and cases, so I get to see the countless
efforts that Child Welfare workers, mandatory
reporters, and family/friends are doing for the
safety of children which is also inspiring.

How long have you worked at ORCA?
I started as a screener at the Multnomah
County Hotline in January 2014. I moved to
ORCAH once the Multnomah County Hotline
transitioned to ORCAH at the beginning of 2019.
What is the most challenging part of your job?
All positions in Child Welfare come with their
fair share of challenges, this unit is no different.
A lot of our time is spent responding to feedback
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ORCAH employee spotlight (continued)
What is the most interesting part of your job?
I’ve never been in a unit where we get to
discuss cases regularly to the depth we do in
this unit. We spend an hour or more every other
week calibrating a screening report chosen at
random. We discuss the details of each Quality
Assurance question so that we can strive to be
consistent. I value each members’ individual
input as the various perspectives help me
see ideas or interpretations from a different
vantage point. It’s these different perspectives
that help our decisions become more cohesive.
By being consistent we can reduce bias. This
ultimately will help the field know what to
expect in reports as well as having a clear
expectation about determining child safety.
When we calibrate on cases, we also review
our inter-rater reliability which is the amount of
agreement we have on any given question. We
have grown a lot as a group, and it’s been great
to see us improve so much over time on how
much we agree.

What is your top tip for ensuring
consistency and customer service?
We read a lot of emails, interact with a lot of
people, and give a lot of feedback. I always
try to remember that people are in this job
because we care about kids. Oftentimes it can
be stressful. Whenever I’m interacting with
someone, I try to practice kindness. It can be
so easy to get absorbed by the work and forget
the impact we have on one another. This may
be more important than ever right now with
having to work at such a physical distance from
each other. I always want to show that I care
and not dismiss someone’s stress.
What do you look forward to at ORCAH?
I look forward to the Diversity, Equity
and Inclusion Committee becoming more
comprehensive on significant issues that
impact everyone within ORCAH. I want people
of color and all marginalized groups to feel
that ORCAH is a safe place where there are
equitable opportunities. I hope we can continue
to expand and that more people attend our
monthly meetings.

How do you work daily to ensure
child safety?
I stay up to date on procedures, policies and
practice so I can be consistent with what I’m
expecting in screening reports. The way reports
are written can have a lot of influence on what
contact with families will be like or what a CPS
worker knows to inquire further about. For this
reason, it’s so important to gather behaviorally
specific information from reporters. I think the
feedback we can give the field and screeners
about this is critical to child safety. Not only is
it more descriptive, it reduces the bias of how
everyone may be interpreting the report.

How do you enjoy your time away from work?
I spend lots of time with family and friends. My
husband and I have three kids and we are all
very active. I love to run, play soccer or other
sports and hike.
Tell us one fun fact about you:
I love speaking Spanish and used to be pretty
fluent, I hope that I can regain some of those
skills someday!
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ORCAH employee spotlight (continued)
Please tell us about your work with the
Diversity and Inclusion Committee at ORCAH:
When at the Multnomah County Hotline, I
started a group called Addressing Racism with
a few other people: Kelly Maclachlan, Megan
Vanrees, Sasha Sterling and Ann Hannan. It
started out with creating some newsletters,
organizing all staff activities and monthly
meetings. Since transitioning to ORCAH, it
morphed to the Diversity Equity and Inclusion
Committee. There have been lots of efforts
within this group to help educate people about
inequities for marginalized groups along with
efforts to address the issues. Members of this
committee, with help from Clackamas ODHS
staff, created a survey last year that was sent
to all staff to try to understand what people
here at ORCAH felt the biggest barriers and
issues were to address. COVID-19 has been
an obstacle to some of the work, however, we
have formed several subcommittees to start to
work on these. The committee meets monthly

and members of different subcommittees also
meet outside the set times to work towards
meeting goals of that subcommittee. At
the monthly meetings there are often deep
discussion about a variety of issues regarding
inequity. The country is in the midst of some
overdue realizations that racism exists and
there must be change on a systemic level and
the group is seeking ways to try to address
that. Child Welfare staff, children we work
with, and community partners of color feel
this greatly, deeply and unfairly. Leadership
has shown dedication to creating space for
all of us at ORCAH to address social justice.
I’ve contributed to the group by helping find
submissions for our newsletter, helping with
group facilitation at times and helping with
organizing some of the technical parts to
the group like organizing the showings of
documentaries (back when we were all working
in the office).
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ORCAH employee spotlight
In each issue of the ORCAH Newsletter we feature an
ORCAH employee whose achievements and practice
epitomize the best of service in child welfare.

What is the most challenging part of
your job?
As with most positions in Child Welfare,
managing workload is always a challenge,
especially as the feedback box continues
to be busy. We are now doing more Quality
Assurance reviews per month and have recently
added live call reviews. We have a great team
who jumps in to help support the work getting
done when one of us is on vacation or out sick,
so that is helpful. Managing the feedback box
can be difficult some days as so much of our
work is complex and does not always fit into a
clear formula. While it has been challenging, I
have learned so much about not just screening,
but Child Welfare in general.

Kelly MacLachlan

Lead Screener, Continuous Quality
Improvement Unit
Job description
The primary purpose of the CQI Lead Worker
is to conduct CQI activities that support
ORCAH’s mission, such as reviewing written
documentation and live calls and then giving
feedback where appropriate. This position also
manages the statewide Child Abuse Hotline
Feedback Box reviewing emails from the field,
mandatory reporters and anyone who wishes
to provide feedback for ORCAH. Some unit
members also routinely input data regarding
call volume, tracking feedback emails and
gathering data for a variety of other reports.

What is the most rewarding part of your job?
I love being able to work with so many
intelligent, compassionate and creative folks
at ORCAH. Everyone from screeners, business
support staff, consultants and management
really care about the work and it has been
exciting to be a part of something new and be
able to witness its evolution. Knowing that we
are using data to help guide training and hiring
has also been cool to see.

How long have you worked at ORCAH?
I came over to ORCAH in January 2019 from the
Multnomah County Hotline, where I had worked
since 2016. Prior to that, I was in protective
service and permanency in both Multnomah
County and Washington County. My first job in
DHS was as a CMC (business support staff) in
a permanency unit in Washington County.
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ORCAH employee spotlight (continued)
What is the most interesting part of your job?
What I have loved about each role I have had
in Child Welfare is that it is never boring. I am
challenged each day and enjoy staffing difficult
cases. Families are dynamic and unique and
the issues we see impacting the families we
take calls on are complex. Even after a decade
of doing this work and continuing education, I
am still humbled that there is always so much
to learn in this field. I love working with all the
folks on the team and I am honored to be a part
of something that is so unique to Child Welfare.
I hope that the ORCAH CQI unit can be a model
for other aspects of Child Welfare. Using data
to help inform our work and holding ourselves
to a high standard, is only going to improve
outcomes for the community.

What is your top tip for ensuring
consistency and customer service?
I have come to rely more on more on using
our procedure and practice guides on the OWL
(ODHS internal platform) to refer to for both
technical and decision-making questions. I
really hope that screeners utilize the feedback
we provide on their QAs as a tool they can
use to help them create consistent and
quality reports that are helpful to the field and
ultimately keep kids safe.
What do you look forward to at ORCAH?
It has been exciting to see the evolution of
ORCAH. We have had some growing pains, but
we are now better staffed and have better tools
to do the work. I am so excited to see where
we go.

How do you work daily to ensure
child safety?
I currently spend half my time doing Quality
Assurance reviews on both written reports
and live calls and the other half responding to
emails that come through the feedback box. It
has been exciting to see the work of screeners
become more consistent and the quality of
reports has significantly improved, despite time
constraints and so many expectations being put
on screeners. While I know it can be difficult
to receive feedback on reports after working
very hard on them, I think all screeners care
about their work and really want to create
reports that are helpful to the field and to the
families we serve. I believe that when our work
is consistent and we ask appropriate questions
from our reporters, we are better able to make
good screening decisions. I believe that if we
are well trained and consistent in our work,
that will lead to the most equitable and fair
outcomes for the community.

How do you enjoy your time away
from work?
I love to travel and go to music shows
(sadly not many these days). I love to garden,
and it has really been so therapeutic during
the pandemic. I love hanging out with friends
and family, crafting, filmmaking, and trying
new restaurants.
Tell us one fun fact about you:
My bachelor’s degree is in film and I recently
helped my wife make a music video.
Please tell us about your work with the
Diversity, Equity and Inclusion Committee:
I started with the group when Dani Hardaway
started the Addressing Racism group at the
District 2, Multnomah County Hotline. We
moved the group to ORCAH and eventually it
evolved into the Diversity, Equity and Inclusion
Committee. The primary purpose of the original
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ORCAH employee spotlight (continued)
group was acknowledging the role that Child
Welfare has had in contributing to systemic
racism and trying to identify and change
barriers in our system that are contributing to
disproportionality. We know that the system is
made up of all of us so that is where we needed
to start. Doing a regular newsletter was one
of the first ideas we had to get folks thinking
about racism in our community, personal lives
and our work and to offer resources, forums
and ideas for getting us to be anti-racist. We
also have done some TED talks followed by
discussions. Upon forming the DEI committee,
we consulted with OEMS and District 15
regarding the culture survey so that we could
have a way to determine what is going well
in ORCAH in terms of inclusion and the areas
that we need to work on. The next step was
creating ORCAH’s Community Agreements and
now we have several subcommittees working
on formulating goals and trainings based on the
culture survey data.
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Partner spotlight
Brooke Nova
In each issue of the ORCAH Newsletter we feature a
valuable community partner who works with ORCAH
to promote safety, consistency and customer service.

Brooke Nova is the Director of Student Support
Networks and Career and College Pathways
with the Hillsboro School District. A component
of her role is she supports the professional
development and partners with K-12 school
counselors and counseling professionals
within the district. Brooke has the privileged
of connecting people and community partners
who work side by side. Through sharing of
resources, Brooke harnesses the effort and
energy of the community to benefit K-12
students and their counselors. Ultimately
this creates stronger partnerships to support
families and staff.

This connection ignites lots of different actions,
which are fun to hear about. It is also a matter
of pride to be able to reciprocate toward the
community that helped raise me. Reciprocation
is a gift.
What is the most challenging part of
your work?
I want to ensure students and families are
getting the supports and resources they need.
It is challenging to know if all of our 19,000
students have what they need right now.
We have incredibly talented teachers and
administrators, and strong supports in place.
Including our family engagement liaisons,
graduation coaches, counselors, and care
coordinators working to provide wrap around
services, however accessibility to students is
very different. We are conducting home visits
on a daily basis, but a staff member can’t just
walk down the hall to check in each day with
students and that is difficult for all educators.
I’m constantly wondering if our students are
safe and thinking about how else we can
communicate and activate access to supports
and resources that students may need.* I find
myself thinking about the long-term impact on
students and families due to COVID-19. We will
need to be working in partnership with each
other for years to come to help support them.

What is the most rewarding part of
your work?
The most rewarding part of my role is bringing
adults in the system together and creating
strong connections that ultimately support
students! Families and staff also need support
and I love it when I get to see the synergy of
an idea exchange or excitement about a new
tool or resource for them. When all the puzzle
pieces come together it is truly inspiring.
There are so many impactful downsides to
the COVID-19 pandemic, but the one positive
effect is how we are all able to meet in a digital
format. Online platforms make networking
between community helpers easier to
coordinate and more people can participate.
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Partner spotlight (continued)
What do you see as the most important part
of your relationship with ORCAH?
I enjoy bridging communication between
our two groups and sharing resources and
best practices. We have an open invitation
for partnership by folding ORCAH into the
communication structure. By looping ORCAH
partners into our regular community partner
meetings we create a stronger system with
clear next steps to benefit children and families.

*If you know of a Hillsboro School District
student or family that is in need of support,
please connect them to www.hsd.k12.or.us/
coronavirus to complete the Student and Family
Needs form to be connected to an HSD team
member who can help.
How do you work with ORCAH to ensure
child safety?
In my role I help support school counselor
professional development. I am a bridge and
resource to connect school counselors, children
and families to resources. Sometimes this
means supporting school staff with questions
about making a report to ORCAH. On a broader
scale, I work collaboratively with ORCAH to
develop positive relationships and build good
communication between my school district
and the hotline. Together we look at problems
of practice and work in partnership toward
being solution oriented and strengthening the
communication loop.

What do you look forward to about ORCAH?
I’m really looking forward to our continued
communication, with ongoing sharing of
education and resources. I appreciate the
data ORCAH collects and shares and I look
forward to understanding trends in reporting.
It is also helpful to know call wait time and the
process for reporting. This leads to stronger
communication when the reporter feels more
confident in their partnership with ORCAH.
Transparency builds trust in the child
welfare system.

What do schools and other mandatory
reporters need to know about reporting
to ORCAH?
It is so important; if someone suspects abuse
or are feeling something is off, to share their
information with the hotline. The report is
confidential so they can feel safe and confident
in the report, knowing someone will be on the
other end of the line to help.

15

Did you know?

The COVID-19 pandemic has impacted every community in Oregon, some more disproportionately
than others. As someone who provides support to community members, you know that the health
and human services needs are varied, and it can be confusing to navigate multiple sites to find
appropriate resources. The Oregon Department of Human Services and Oregon Health Authority
collaborated to develop a comprehensive website with available resources that you can use to seek
support for community members, clients, or other stakeholders. The list includes both communityspecific resources and need-specific resources. Please check out the Oregon Health and Human
Services Resources web page to supplement existing efforts to get resources to people in a timely,
effective and equitable manner. Thank you for all you do for our Oregon communities!
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