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Director's Message

Engaging and Developing
Employees
This month’s newsletter takes a deep dive into our fourth
division strategic pillar, Engaging and Developing Employees.
Employee Development is the process that organizations use
to support employees enhancing current skills and gaining new
knowledge and skills. Employee Engagement is defined as the
strength of the mental and emotional connection employees
feel toward their places of work.
There are a number of benefits to an organization being serious
about the engagement and development of its employees -these include reduced turnover, higher productivity, increased
employee health and safety among other benefits. Most leading
organizations believe in the transformative power that engaging and developing employees has on their
bottom lines. In spite of this, national surveys show that only about 34% of employees are engaged.
Unfortunately, as a leader I know that despite my own best efforts in this area, I have made several
mistakes that have led to this type of disconnect. Some of these include:
o Assuming It’s One Person or Department’s Job. If engagement and development is to be a priority
for an organization, everyone needs to understand their role, buy in, and do their part.
o Taking On a One (Or One Million) and Done Approach. Employee engagement and development is
not about a few feel good programs and projects, but must be strategic and a long term part of
the culture.
o Focusing on the Symptom Instead of the Root Cause. You cannot engage and develop your way
out of bad policies or a lack of clarity in vision, goals and mission.
o No Balance of Engagement and Development Opportunities. You can’t engage employees enough
to make up for a lack of room to grow.
The past 9 months have been the most challenging and important as the Division of Community Services
team continues to prioritize Engaging and Developing Employees even as we have worked to respond to
COVID-19. While we have a long way to go, I am proud of the work that we have continued to make a part
of our culture. From the recent Annual All Staff Retreat and Diamond Awards to regular Lunch and Learn
opportunities, it is evident that collectively we are taking this pillar seriously. Ultimately, if we hope to
provide first class service and support to the residents of Shelby County, we must ensure that we provide
first class opportunities for Engagement and Development of our employees.
Yours In Partnership,

Dorcas Young Griffin
Director of the Division of Community Services
Shelby County Government

Community Services Agency

Always Getting Better
Shelby County Community Services Agency has been
working hard to serve residents of Shelby county not
just by providing services, but also ensuring we have
the best staff an agency can offer. We are constantly
evaluating our programs to find areas for improvement
and what better place to start than with our employees
and partners. As COVID-19 shook up the country, CSA saw the obstacles presented by the pandemic
as an opportunity to focus on staff development and partner trainings.
With a focus on training and professional development we are trying to position our agency as well as
our partners in the best way possible to meet the growing needs of the community. Over the last few
months, CSA has provided a host of partner trainings via zoom. Just last month CSA's executive director
was instrumental in providing a MLGW utility assistance training with the Office of Community
Engagement and Outreach. During this month alone we were able to train over 120 Family Service
Workers with Porter Leath and ShelbyCounty Schools and a host of volunteers with Constance Abbey.
In addition, we partnered with Highland Meadows Appartments to train their staff and provide a series of
rent assistance workshops to their tenants as an intervention before eviction.
Training our staff is just as important as training our partners. Over the last few months CSA has
invested many hours in staff professional development. As the needs of the community changes, CSA
staff undergo new trainings in technology, policies and procedures, customer service and a host of
other areas. In preparation for our new Self Empowerment for Resistant Families (SERF) program, CSA
partnered with The Prosperity Agenda to train our new SERF staff in family centered coaching.

Crime Victims & Rape Crisis Center

Engage & Recognize
Employee engagement and recognition have
become principal focal points for the Crime
Victims & Rape Crisis Center’s Leadership Team.
They are critical components to our success, as
they promote both a healthy work culture and
talent retention. We exercise a multifaceted
approach in order to achieve our goals in these
areas. They include monthly coaching sessions
(supervisor with employee - to discuss individual
SMART goals and progress), monthly team
meetings, quarterly all-staff meetings, weekly agency updates from the Executive Director,
brainstorming sessions, automated employee request/observation reporting & think-tank (idea
sharing), and, our newly implemented, employee recognition program.
The employee recognition program was created in January, 2020. The program has been dubbed
GEMOO (jem-moo) by our staff, and consists of individual recognition (a GEM) for employees’
Going the Extra Mile and team recognition (an OO) for teams deserving an Outstanding
Ovation.
The agency’s Core Values are the heart of the program and have been designated with a
specific GEM and GEM color: RESPECT (Ruby Red); COLLABORATION (Amber Yellow);
SAFETY & WELL-BEING (Sapphire Blue); JUSTICE (Emerald Green); HOPE (Diamond). Each
GEMOO includes a specific observation and reference to one of our Core Values. This allows
our employees the autonomy to recognize their peers based on their own observations, while
diving deeper into the meaning and purpose behind our agency's values. We can recognize each
other throughout the year and see each GEM and/or OO in a weekly all-staff email, as well as
posted on our GEMOO Wall in our shared spaces. The GEMs and OOs accumulate throughout
the calendar year and we recognize our Core Value Champions (those that receive the most for
each value) at our annual all-staff GEMOO Celebration.
Our goal, as CVRCC Leadership, is to balance employee autonomy with accountability while
gaining buy-in to the agency’s vision, mission, core values, and culture. Our hope is to create a
work environment for staff that is equitable, efficient, effective, and exciting.

Veterans Services

A Month Filled with
Appreciation & Gratitude
In the Veterans Services Office, we honor MidSouth Veterans by serving at every
opportunity and look forward to Veterans Day
each year.
We couldn’t go with the status quo this year
and had to get creative. We decided to show
our appreciation by planning several events
with Covid-19 precautions in mind.
We distributed almost 100 Veterans Day
posters to be displayed in SCG offices.

Charles Alton, Computer Systems Analyst,
Shelby County Government. One of many
Veterans honored this month.

We held a virtual Veterans Benefits and
Resource Seminar. This seminar featured
updates regarding VA benefits, services
offered by our VSOs, and special guests who
spoke about community based resources
including Dana Brooks, of Catholic Charities,
Nancy Harper, of American Legion Post 27,
and Glen Heard, of Community Out-Reach
Excellence (CORE).

We honored Shelby County employees that
are Veterans on Tuesday, November 10 with a
"Musical Tribute to the Military," a virtual
breakfast concert via Zoom for SCG veteran
Salute to Memphis and Shelby County
employees. Each veteran received a gift box
Veterans and the Malco Summer Drive In
which included a gift card for breakfast.
Veterans could enjoy their breakfast while
listening to patriotic music. All SCG veteran employees also received a specially designed,
collectible coin and a thank you card from the Mayor.
Each week we shared “Veterans Highlights” featuring SCG employee veterans. The features
ran throughout the month of November and were distributed through County email.
The Veterans Day Celebration, a "Salute to Memphis and Shelby County Veterans," was a joint
production with the City of Memphis. We were excited to find a way to honor our veterans in a
safe manner. A recorded program was presented at the Malco Summer Drive-In with Channel
5’s Joe Birch as the MC. Mayors Harris and Strickland made a live appearance to thank the
Vets for their service to our country. Social distancing was demonstrated as everyone sat in
their cars enjoying the presentation. Vets were also able to view it via Zoom or The Library
Channel.

Aging Commission of the MidSouth

When Some Win,
We All Win
Recently, the Division of Community
Services celebrated the Diamond Awards
and the Aging Commission of the Mid-South
had several staff that were nominated and won! In the voice of our Director “Go do great things!” Our
staff is doing just that! Director Kim Daugherty encourages staff cohesion through support of her team.
Her most asked question, “What do you need from me, to help you get it done?”
Several of the leadership team members have won Diamond Awards including Vicki Green, Sharon
Harden, Jennifer Lowe, Annette Mathews, and Monique Stewart. Ms. Green, won the Red-Carpet
Award last year, for great customer service. Through this skill set, she has developed a great
Information and Assistance (I&A) team. This year four of her team members were nominated for
Diamond Awards. Wesley Henry won Rookie of the Year and Laura Pounder won the Spirit Award.
Laura Pounder and Tamika Smith, also a nominee, tested and became Alliance of Information and
Referral Systems (AIRS) certified this year. AIRS certification, a nationally recognized training and
certification, is designed for practitioners, who work directly with clients whether on the phone or inperson, to provide information and referrals -- establishing rapport, conducting an assessment,
providing an informed choice of referrals, engaging in follow-up and being capable of providing
advocacy or crisis intervention if required. They both, along with Ms. Green are certified and
recognized as Community Resource Specialists - Aging/Disabilities (CRS- A/D). This designation is for
practitioners who work directly with clients and caregivers within the aging and/or disabilities area and
perform the basic range of skills and tasks as a comprehensive Information and Referral Specialist but
also have a special depth of knowledge related to their core client group (persons who are aging and
disabled).
Across departments, ACMS promotes staff cross training to ensure normal operations are not disrupted
due to unforeseen events. Cross training can develop employee’s skill sets that can lead to career
progression. Several staff have crossed trained and qualified for internal promotions due to advanced
knowledge and skills. The agency has quarterly trainings for staff, providers, and the community to
learn, disclose important updates, and share in community resources. Sharon Harden, CHOICES
manager hosts the quarterly provider meetings/trainings. All I&A staff are cross trained to facilitate
CHOICES (PAE), SHIP, and SNAP department tasks. CHOICES staff is also crossed trained for SHIP
and SNAP department tasks. Throughout the agency, staff have completed Shelby county trainings to
include clerical training, supervisor training, ACCESS, Excel, Outlook, contracts, Financial fitness,
Customer Service, Establishing Goals and Priorities, Effective Team Player, Effective Management, and
more. Additionally, our staff is also trained in external courses such as Elder Abuse and Suicide
Prevention.
Experienced and qualified staff leadership assures our ability to continuously provide service in an
everchanging community environment. We would like to give credit to the hardworking individuals, their
great skills set, ambition, and the commitment to serve as reason behind our agency’s success.

Where Human Needs and Government Intersect
The Division of Community Services promotes ongoing economic security and independence for
the people of Shelby County. We do this by promoting, coordinating and delivering services that
address the underlying conditions for well-being and justice. We strive to be a highly organized
team and partner, dedicated to promoting a strong community where all people are able to reach
their full potential.

2020 Virtual Retreat
Covid may have delayed us, but it did not stop us.
Every year, Division employees look forward to getting together at the annual retreat, which is
usually held in June. Covid, of course prevented us from physically gathering, but it could not
stop us from sharing substantive and motivational information, creating bonds, and having a
good time in a communal, albeit virtual, setting.
Using the theme, “Back to the Future,” we began the day by looking both backward and forward,
with a presentation by Deputy Director Raushanah Morgan, celebrating our 2019 successes and
mapping out or 2020-2021 future goals by outlying our foundational Division pillars. Our keynote
speaker, Donna Olds White, of BLDG Memphis, encouraged us to be both self reflective and
forward thinking, with an engaging presentation. The highlight of the day was the message from
our director, Dorcas Griffin, whose presentation included a visit from the “kid president!” There
was lots of fun interspersed throughout, with virtual “door prizes” and baby picture fun.
The retreat included equal parts presentation and engagement. For the second half of the retreat,
employees were divided into 3 groups. The groups engaged in activities along the following
themes: Self-Care, Professional Development, and Team Building. For the “Self-Care,”
employees learned magic tricks and were encouraged to use their magic as a means of taking a
break from reality when the need arises. The “Professional Development” group used their time
to delve into their personal values. This group received a bag of blocks and a list of personal
values to build their “house of values,” based on the values that are important to them. They
were encouraged to ensure that their activities aligned with their values, which, studies show,
makes personal and professional success more likely. The “Team Building” group built time
machines. Members of this group received toy parts which, with assistance from a guide and
each other, they used to individually build identical time machines. Team work made the dream
work: they created fun time machines that will remind them to rely on each other for assistance
when needed.

The presentation of the Diamond Awards elicited cheers from the virtual crowd as peer and
leadership selected award winners were announced. The Division employs quite a number of
exceptional employees, many of whom really rose to the call of duty during Covid, but those who
earned the designation of Diamond Award Winners were as follows:
Red Carpet Service Award, Penny Hunter
Spirit Award, Laura Pounder
Rookie of the Year Award, Wesley Henry
Lifetime Achievement Award, Cheryl Wright
Visionary Award, Lakesha (Monique) Stewart
Most Valuable Player Award, Larry Orange
Covid 19 Champion Responder Award, Angela Hastings, Terri Clark
Director’s Awards, Undrea Banks, Donna Gray
The retreat closed with a Back to the Future themed motivational message. The survey results
indicated that the retreat met it goals of being informational, motivational, congregational and
FUN!
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