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Dear Fellow DECALers,

.Defivering stellar customer service

Does this look familiar? Exhibiﬁng organizational excellence
.. . C eating positive relationships

| keep this in my state id holder as a 3

constant reminder of what we asa  * ys valuing others

department consider important...and

value.

In this month's column I'm focusing on the first value: Delivering stellar customer service...although
in some ways, | feel like I'm "preaching to the choir." I'm proud of DECAL's reputation for providing
quality customer service. But, it never hurts to remind ourselves of the characteristics we want to
embody day-in and day-out.

When you think of a company, store, or service...Who comes to mind for providing excellent
customer service? I've experienced both good and bad, but Chick-Fil-A is a company that has
consistently provided me with great customer service.

One reason: From the corporate offices...to the stores in food courts and on the streets, Chick-Fil-A
employees are asked to approach each customer in context of the sentiment illustrated in the

following video: please go to https://www.youtube.com/watch?v=2vORhvZ3IvY.

The reality so clearly expressed in this video is true...not only of Chick-Fil-A customers...but of
DECAL's customers too...and not only of DECAL's external customers but of our internal customers
(each other) as well.



http://s.rs6.net/t?e=DF3zbc223rE&c=1&r=1
http://s.rs6.net/t?e=DF3zbc223rE&c=3&r=1
http://s.rs6.net/t?e=DF3zbc223rE&c=4&r=1
http://s.rs6.net/t?e=DF3zbc223rE&c=5&r=1
http://myemail.constantcontact.com/-Delivering-stellar-customer-service--CAPS-transition--and-Day-in-the-Life-of-Kristie-Lewis.html?soid=1106836318795&aid=DF3zbc223rE#fblike
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmrHoXkrXw82Ym0A242FE4SSe3vwh3F2Vc0cVnGdhKoAx3NVU5dv-e6YLVzG6si_1LFj3d8EAHdIfi_PTqBVOTHU8HzYVr-sTeVN_IkHFa_OiXbqhSu-WW3aEhI3sP909XhVqeDRKVMVhQjsCjvdovMo=&c=&ch=
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Even when our customers are demanding and less than polite (and we've all experienced this kind of
customer...external and internal), we can be responsive, timely, courteous, and respectful. We never
know what may be creating stress in the other person's life, but we may be able to minimize that
stress by our response.

It may sound old-fashioned and "hokey" in the 21st century, but one of the things I shared the first
time | met with DECAL leadership was what | consider to be key to success...at work AND in life.
"Do unto others as you would have them do unto you." Keeping that golden rule in mind when
interacting with all our customers will certainly impact the way we respond and will help ensure that
the customer service we provide is always stellar.

When it comes to interacting with our customers, my goal, and | hope your goal as well, is for
DECAL to be known as the most customer friendly, professional, responsive, and courteous
department of state government.

Warmly,

CAPS Eligibility Transition Is Well Underway

Work continues on transferring the eligibility function of Georgia's Childcare and Parent Services
(CAPS) Program from the Division of Family and Children Services (DFCS) to DECAL and on
building out the new centralized headquarters for Scholarship Administration and other CAPS offices
in downtown Atlanta. In January, the DECAL CAPS team, led by Assistant Commissioner for
Federal Programs Elisabetta Kasfir, met with DHS CAPS supervisors and field program specialists in
Atlanta and Macon. The team also conducted a webinar for all DHS/DFCS CAPS employees. In
February, the team provided follow-up opportunities for DHS CAPS employees to meet with them in
Macon and Atlanta. One more event will be held in Tifton on March 9, 2017.

The CAPS Program transition team recently formed three sub-groups to focus specifically on
workload sharing between the agencies, client communications and agency coordination, and new
DECAL CAPS procedures. These sub-groups will include DECAL and DHS/DFCS CAPS staff at
all levels to strategize the best ways to support the CAPS program at both agencies during the
transition.

Earlier this year existing DHS and DECAL staff got a first look at career opportunities in the new
CAPS organization. Positions included Family Support Consultants, Family Support Managers,
Quality Assurance and Training Consultants, a Quality Assurance and Training Administrator,
Scholarship Administration Managers, Scholarship Administration Specialists, and a Policy and
Process Improvement Administrator.

More positions will be posted as we launch Waves 1 and 2 of the transition later this year.

Meanwhile, preliminary work has begun on



http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmpxgKxug-eSUbpXBZoO5rolPd5Ya0KOAa3l-WVHYvwfkgsZ5Ava2Op3grvc2iVSNMrE_QpJffXFK37mPYs8uk86qqyW2xlW0d9CW6xXK1nCBXZjTcnGh9cvX7dxazwg18DMTR-BESeVhKZ-PLmYpB-w=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmpxgKxug-eSUzVzbYS9HR6D5GdPs7EklJYE5ZPWK3X7SlReAamTHnvFDl2t3VuLXmVe7EroyeNFX5-9wDHINllKu3DPX-CJZbWz5fJM8JgcTDxbNc68ygkT6Sr4Q8onV_VXZRoQ2xr3kXG2ifCJlTHc=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0Gmt_1o7NzMhw02gZtdDNjV5MJwRW-Zx8ZGaOWgRptZOLD-MT-mADxRlzY2bJLEAGdVHiCeUyao6619xrHHUN-ra0o13KuN7Hx8X6KVJC5Jd254xmKnjwoRz2yDwQtnsazLaWjDFvF5Iru-iBkByI8Ow4=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0Gmt_1o7NzMhw03J1a_RcuXTN68kQ4Gliy5xQGO839NHKJZ-l53o3NbQBw0dIx5uXUbVzgMl6wg-7v-6SQ6s5A-6BGWerNPpR8V-Z1qbn5KWBOMplVsasakZv6lxlUQ2J-TkEz-q574V5U1LUkReDChrM=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmpxgKxug-eSUYG6BAmL1x_K64MrjkrNeY4H8_tWABlkx6qP9JPuWMYN3_qwWdhdiUIt6kvpkYRZkfCSIKAg9bRtX82_CZ8K_YdVYazor0123SL6icXDS7kk=&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmrHoXkrXw82YN6aaEWYNvF-uJSjqNbwKx5XN33ciZXESNNTIDUl7ERR8yHC7gwMlhuuAA_phddTCP-jCe8tO8HLRaKbxhnUrQPTHZGVxnWMri-32TJcKAWHIYnMUtsIO-g==&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmrHoXkrXw82YN6aaEWYNvF-uJSjqNbwKx5XN33ciZXESNNTIDUl7ERR8yHC7gwMlhuuAA_phddTCP-jCe8tO8HLRaKbxhnUrQPTHZGVxnWMri-32TJcKAWHIYnMUtsIO-g==&c=&ch=

Day in the Life
of
Kristie Lewis

the new CAPS offices, located on the
second and fifth floors of the State
Agriculture Building located at 19 Martin
Luther King, Jr. Drive in Atlanta, across
from the State Capitol and less than a block
from the Twin Towers. The Agriculture
Building is pictured at left. Plans call for
4,873 square feet of space on the second
floor and 10,587 square feet of space on the
fifth floor.

Georgia Gateway Launches Henry County Pilot
On February 6, 2017, the state of Georgia's new integrated eligibility %\
system, Georgia Gateway, began its Pilot phase in Henry County. b i 1

Georgia Gateway is a collaborative effort between DECAL and the Department of Community
Health (DCH), Department of Human Services (DHS), Division of Family and Children Services
(DFCS), and Department of Public Health (DPH), to design and implement a computer-based
integrated eligibility system and business processes across state benefit programs including Georgia's
Childcare and Parent Services (CAPS) Program. The pilot will continue to test functionalities each
week as Georgia Gateway moves towards its next phase in spring 2017.

Georgia Gateway will replace the existing legacy systems with a modernized system that complies
with federal requirements, enhances fraud prevention measures, provides real-time eligibility
determinations for certain benefit programs, and creates a common portal for customers to process
and manage their benefits for various assistance programs.

Updates on this project are posted monthly on POLAR.

e
Board Member Spotlight: Sheri Hooper

Sheri Hooper represents the Ninth Congressional District on the
Board of Early Care and Learning. She is the founder of the
Interactive Neighborhood for Kids (INK), a children's museum in
Gainesville, Georgia (www.inkfun.org) ), from which she recently
retired after serving 15 years as the full-time volunteer CEO. She is
responsible for assembling the INK board of directors and seeking
private funding for the museum, which is now recognized as a non-
profit 501(c) 3 serving over 72,000 visitors annually.

Hooper began to lay the groundwork for INK in the spring of 2001,
inspired by her passion for childhood learning and a visit to the



http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmlmZbOBUrLu-XR7pwFdcPrRqTxqtkxypHR3lmRXnkE5uEdcUo9P9VSuaKtxRRYyI6qG1IyQoyMecLn7DTVTZupMYhv0vxfJq-uXrip8uSTCiQkb1MepJblQ=&c=&ch=

Children's Museum in San Antonio, Texas. She previously founded
two MOMS (Moms Offering Moms Support) playgroups, one in
Charlottesville, Virginia and one in Gainesville.

Sheri Hooper Hooper is Co-Chair for Collins for Congress, the Chattahoochee

District Chair and a Council Board Member for Boy Scouts of
America, and has served on many other committees in the school and community environment. She
has been recognized by many organizations for her efforts to serve the children of her community.
She was the recipient of the Youth Service Award in 2006 from the Kiwanis Club of Gainesville, the
2007 Blazing Star Award from Gainesville/Hall County Convention & Visitors Bureau, the 2007
ABWA Business Woman of the Year Award, the 2011 Gainesville Rotary Club Woman of the Year
Award, and the 2013 Master Entrepreneur Award.

A native of Dahlonega, GA, Hooper has a background in art and education as well as retail business.
She lives in North Hall County with her husband Dr. Trevor Hooper. They have three children: 20-
year-old son Tyler, currently a sophomore at Berry College, and 18 year old identical twin daughters
Emily, who is a freshman at Savannah School of Art and Design, and Katie, who is a freshman at
Coastal Carolina University.

Hooper loves spending time with her family, traveling (especially to the beach), being outdoors, and
playing tennis. She has a rescue dog named Marney, who she thinks actually rescued her. She and her
husband hope to downsize, meaning less housework and more time outside enjoying nature. And
maybe, they might even get a few chickens!

Lunch and Learn
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DECAL pérticipated in Georgia Head Start Association Day at fhé State Capitol on Thursday,
February 16, 2017. Shown are Head Start Collaboration Director Allison Setterlind (left) and GHSA
President Tanya Thomas.
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Got a great new idea for the Agencyr
Share 1t through DECAL’s

Employee Suggestion Program

Board of Early Care and Learning

DECAL Assistant Commissioner for Child Care Services Kristie Lewis last month served on a
national Child Trends panel on licensing and quality. Shown with Lewis at the Child Trends offices
in Bethesda, Maryland, are (L-R) Nina Johnson and Sheri Fischer from the National Center on Early
Childhood Quality Assurance and Child Trends researchers Kelly Maxwell and Kathryn Trout.



http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmsnsfHrqEbE8v0eEGWs2CBtoj1rVjWacGNNhDcFh9pn_ASVB4SrTQEJrmDg0bXrU7KnYDhhAQ-oy20gWgFWB61jT53Qb55UMsGf4d34P4iMvzdG4DOhxrQO2oWYsHU7naRt-HDT94Q0qVMTTzZMSMqzuJxP_YwRyr3zrjjb5LdS-PxXXlS84m3biR6QiDg6MAbo-Yw-HwpVdq4iaTbP6ToQDaneoIBVtzmGIDTgDFSZ6&c=&ch=
http://r20.rs6.net/tn.jsp?f=001bkqzVTpVONjHt_nMCAqiEVvHSyWi8v_VdGBK0mldNa2YneN91c0GmpxgKxug-eSUaweGVPFX8xRXyYwIOkwHEAjgPZ5WSivHKcgkItuebbgSpW9Ia4hlGfCvc8fAiKUmgYL3Bm-HA1BcuRpBdnhkJH5_fc-9pdlqHWVeuIKPAFyWWdosMRY06_p2hacpUrSsSgHJpTNxLvg=&c=&ch=
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Congratulations to the newest QQUALIT\" RATED" child care programs!

¥ Learning Time Child Development Center, Gwinnett
¢ 7« Cynthia M. Pace, Chatham

¥¢ ¥ Amanda L. Welchel, Jackson

¥ 70 Nancy L. Santos, DeKalb

¥ ¥ Bertha B. Lawrence, DeKalb

7¢ Berean Christian Early Learning Academy, DeKalb
¥¢ 70 7 Preferred School Care at B.E. Usher Elementary, Fulton
¥¢ 70 Jc Sheltering Arms - East Lake Village, DeKalb

¥ Y Sportz Center Academy, DeKalb

Tt Giselle Learning Academy, DeKalb

J¢ Y Leaders of Tomorrow Learning Center, Dougherty
7 Haygood Child Development Center, Fulton

¥ ¥ Kimberly D. Chesteen, Clayton

¥¢ ¥ Rose H. Curley, Lincoln

Yo 9 Serafina Wright, Chathan

¥ Jahcinette A. Dolphin

¥¢ ¥ 7 Candler County Head Start, Candler

#¢ Sweet Peas Day Care, Albany

# Apec Learning Center, Fulton

70 7% McCullough's Creative Child Care, DeKalb

¥¢ J¢ Peachtree Academy - East, Rockdale

# Loving Arms Child Development Center, Fulton

¢ Na-Na's Day Care Center, Inc, DeKalb




The Faces of DECAL
DECAL faces featured in the banner of this issue are (L-R)
Kimberly Mitchell, Woody Dover, Shayla Lewis, James Keith,
Vanessa Brown, Emily Grosoff, and Hasnein Gulamali.

Congratulations to Denise Green, one of our

QUALITYRATED' child care programs who

increased her star rating in February!!!

77 7% Denise Green, Dougherty (1 to 2 star)

Visit qualityrated.org to find
Quality Rated child care programs in your area!
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