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Evident Change partners with systems 
professionals and communities to get 
to the root of their biggest challenges, 
and gives them the tools and 
knowledge to achieve better 
outcomes for everyone involved. 
Because when we join forces with 
those who work in our systems and 
the people they serve, we make our 
systems—and our society—more 
equitable from the inside out.
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11
CONTEXT AND 
DISCOVERY 
FINDINGS
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• About 43% of the 18,825 calls made to the hotline in 2020 
were screened out. 

• Most reports are made by educators/childcare, law enforcement, 
and parents/guardians/families.

• Overreporting and underreporting practices are occurring. 
• Racial disproportionality in reporting begins at the reporting 

decision. 
• Families, reporters, DCYF, and prevention partners face 

challenges with current mandated reporting practices. 

NEW HAMPSHIRE REPORTING
LANDSCAPE
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• Is a web-based decision-support tool.

• Guides professional reporters and concerned citizens about 
reporting and alternative supports.

• Is designed through a data-driven, community-based workgroup 
process.

• Becomes a community intervention through the design process 
itself.

A COMMUNITY RESPONSE GUIDE . . .
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ConsistencyAccuracyEquity Utility

BRINGING THE BEST OF DECISION 
SUPPORT TO THE REPORTING DECISION
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WHAT IF THE PROCESS WERE 
DIFFERENT?

RESPONSES

 Report
 Do Not Report
 Community Navigator

Concern Thought 
Process

Decision-
Support 

Tool
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RESPONSE 
DECISIONS

10

© 2023 Evident Change 10



CRG RECOMMENDATIONS

Report

Consult

No 
Report

Make a report to the local child protection 
agency immediately.

Connect with a local designated prevention 
provider to consult about supports for this 
family. 

If appropriate, continue relationship with 
the child and family and provide support.
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Plan

Diverse core team

Vision, values,
and agreements 

Logic model 

2021

Learn

Data and policy 
review

Community survey 

Racial equity 
impact mapping 

dashboard 

Prevention services 
analysis 

2022

Design

Tool development 
workgroups: 

• Threshold 
consensus

• Logic/definition 
• Policy and

practice guidance

Pre-implementation 
testing 

2023

Implement

Design web-
based system

Create training 
and coaching

for users

2024

Evaluate

Measure 
outcomes

Continuous 
quality 

improvement

Ongoing

PROJECT PHASES
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KEY FINDINGS

Testers expressed positive impressions about the tool

CRG was completed accurately; however; there was a gap 
between recommendations and actions

Use of the tool had positive influences on reporting 
behaviors

Use of CRG resulted in less-biased reporting decisions

Some decision trees need refinements
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WHAT IS IRR 
TESTING?

Inter-rater reliability 
(IRR) testing measures 
the extent to which 
different raters arrive
at the same conclusion 
when presented with 
the same information.
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Benefits of improved consistency
• Objective, accurate assessment
• Consistent decision making
• More uniform recommendations for services

If there is high disagreement among testers, the tool may need to be 
revised to be effective.

IRR TESTING CAN TELL US WHETHER 
THE TOOL IS WORKING AS INTENDED
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WHAT IS
FIELD TESTING?

Field testing checks how the tool 
performs in real-life scenarios, 
telling us how it applies to 
different concerns, situations, 
and reports in the field. It is an 
opportunity to “try on” the tool.
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TESTING DESIGN

Field Test Provide 
scenarios Test tool

Intentions 
and 

reflections

IRR

No-tool test Read 
scenarios

Do not test 
tool Intentions

CRG test Read 
scenarios Test tool Intentions
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SCENARIO EXPANSION

Physical Harm

Single 
Mother

Black
High Income

Single 
Mother
Hispanic

High Income

Single 
Mother
White

High Income

Mom & BF
Black

High Income

Mom & BF
White

High Income

Mom & BF
Hispanic

High Income

Mom & Dad
Black

High Income

Mom & Dad
White

High Income

Mom & Dad
Hispanic

High Income

Single 
Mother

Black
Low Income

Single 
Mother
Hispanic

Low Income

Single 
Mother
White

Low Income

Mom & BF
Black

Low Income

Mom & BF
White

Low Income

Mom & BF
Hispanic

Low Income

Mom & Dad
Black

Low Income

Mom & Dad
White

Low Income

Mom & Dad
Hispanic

Low Income

No Report
Child has bruises but has a plausible story,
says mom does not physically discipline,

and it hasn't happened before.

Consult
Children are disciplined by doing 

chores for hours, mom has hit 
them with a sandal, and child is 

angry about the discipline.

Report
Child said she could not sleep 

because her brother was crying after 
being hit, and this happens 

frequently.

16 trees 
3 report 
recommendations

6 to 18 
demographic 
headers

708 UNIQUE scenarios
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SURVEY 
WALKTHROUGH
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BASELINE

SURVEY WALKTHROUGH
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FIELD TEST

SURVEY WALKTHROUGH
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CRG TEST

SURVEY WALKTHROUGH
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QUESTIONS?
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12
PRE-
IMPLEMENTATION 
TESTING RESULTS
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PRE-IMPLEMENTATION PARTICIPANTS

CRG Testing No Tool Testing Field Testing

86 participants

16 scenarios

58 participants

24 scenarios

132 responses

1+ scenario
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KEY FINDINGS

Testers expressed positive impressions about the tool

CRG was completed accurately; however; there was a gap 
between recommendations and actions

Use of the CRG tool had positive influences on reporting 
behaviors

Use of CRG tool resulted in less-biased reporting 
decisions

Some decision trees need refinements
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MOST TESTERS SHARED 
POSITIVE IMPRESSIONS 
OF THE TOOL
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71%

14%

13%3% Quite a Bit/a Great Deal

Somewhat

None at All/a Little

Unsure

If you were concerned about a child, how helpful would it be to 
have an interactive online guide walk you through the decision 
to report or refer to community resources for help? (N = 675)

UTILITY OF RESPONSE GUIDE
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MOST FIELD TESTERS BELIEVED THE TOOL 
HELPED THEM THINK THROUGH THE 
SITUATION AND MAKE A DECISION

5%

35%

60%

Not at All

Somewhat or a Little

Moderately or a Lot

N = 132
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GENERALLY, FIELD TESTERS THOUGHT THE TOOL 
WOULD IMPROVE PROGRESS TOWARD
KEY REPORTING GOALS

0% 0% 3% 2% 2% 4%

32% 33%
26% 20%

34%
25%

68% 66% 72% 78%
64%

72%

The way you gather
information about

potential child
abuse or neglect

What information
you gather about

potential child
abuse or neglect

Fairness of child
protection

reporting decisions
(e.g., equity)

Objectivity in
handling potential

child abuse or
neglect concerns

Knowledge of
available

community services
that could be
alternatives to

reporting to child
protection

Understanding
reporting

requirements

Worse Neither Better nor Worse Better
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“This was incredibly helpful! I completely agreed with the suggestion made
by the survey, and found it validating.”

“I think this tool was very easily used and followed.”

“Very helpful tool! Disturbing to see how many times it recommended ‘report’ and 
I chose ‘would not report’ if no community navigator was available. Shows that 
there is a great need for education in this area here.”

“The definitions were needed and helpful. I was glad they were easily accessible.”

“This is an amazing asset.”

POSITIVE IMPRESSIONS OF THE TOOL
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SOME TESTERS RAISED CONCERNS

The tool doesn’t match 
the complexities

of real life

Testers believed too 
little or too much 
information was 

required

Some questions 
required a judgment

or understanding
of others’ thoughts

"We can't have a 
computer tell us to report 
or not. There is no way we 
can input sufficient facts.

I think this assumes
all CPS cases are similar, 

and they are not."

“My concern is that there 
isn't enough information 

collected to make a realistic 
recommendation.”

“The role that I am in …
I would not have a lot

of these answers.”

“The only real hang-up
I have, which could severely 

impact supporting a child, was 
the question asking me if the 
parents withhold ‘things’ as a 
power play. I just don’t know 
why people do what they do, 

especially if I’m not there.”
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Tool was completed 
accurately, but there 
is a gap between 
recommendations
and intended 
actions
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77%

23%

Recommendation Matches Scenario

Recommendation Does Not Match
Scenario

TOOL 
TESTERS 
REACHED 
THE CORRECT 
DECISION 
77% OF
THE TIME
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TESTERS 
WERE 
MOSTLY 
ACCURATE
IN REPORT 
DECISIONS

No Report Consult Report
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FEWER TESTERS SAID THEY WOULD TAKE 
THE CORRECT ACTION THAN ARRIVED AT IT

Overall Consult No Report Report

Correct Recommendation Correct Intended Action
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WHAT IS ONE 
QUESTION OR 
OBSERVATION 
YOU HAVE 
ABOUT THE 
DATA?

37

© 2023 Evident Change 37



THE CRG SHOWED 
PROMISE FOR POSITIVE 
INFLUENCES ON 
REPORTING BEHAVIORS
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MORE TESTERS INTENDED TO REPORT 
SCENARIOS CORRECTLY USING THE TOOL
COMPARED WITH THE NO-TOOL GROUP

Only report conditions shown Tool No Tool
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THE CONSULT OPTION 
SHOWED PROMISE
IN REDUCING 
OVERREPORTING
IN “GRAY AREAS”
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WITH THE 
CONSULT 
OPTION, MOST 
GRAY AREAS 
WOULD BE 
ADDRESSED BY 
THE CONSULT 
RATHER THAN 
REPORTS

Only consult conditions shown
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WHEN CONSULT AND NO-REPORT CONDITIONS 
ARE COMBINED, REDUCTION IN OVERREPORTING 
IS SHOWN

Tool No Tool Tool
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NO-REPORT SITUATIONS FREQUENTLY 
ELICITED A CONSULT DECISION

Testers often wanted to use the consult option
in no-report conditions

Only no-report conditions shown
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WHAT IS ONE 
QUESTION OR 
OBSERVATION 
THAT YOU
HAVE ABOUT 
THE DATA?
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CRG REDUCES BIAS IN 
REPORTING DECISIONS
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BIAS WAS REDUCED IN THE CRG TEST 
FROM BASELINE

No 
significant 
differences
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BIAS WAS REDUCED IN THE CRG TEST 
FROM BASELINE

Only showing report conditions
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WHAT IS ONE 
QUESTION OR 
OBSERVATION 
THAT YOU
HAVE ABOUT 
THE DATA?
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SOME TREES NEED 
REFINEMENTS BEFORE 
IMPLEMENTATION
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FOR SOME CONCERNS, THE NO-TOOL 
GROUP TESTED MORE ACCURATELY
THAN CRG TESTERS

CONDITIONCONCERN

ConsultChild mental health* 
Consult, no report Domestic violence*
Consult, no report Food*
No reportMedical, vision, dental
Consult, report Physical harm*
No report Sexual abuse*

*Overall accuracy above 65%
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This makes sense, given that consult situations were more of a gray 
area by nature. So, values, biases, or experiences could influence 
answers more than other trees.

Agreement across items was highest among report conditions 
across trees, and certain trees showed lower agreement in the 
no-report condition.

AGREEMENT AMONG TREE ITEMS WAS 
LOWEST IN CONSULT CONDITIONS 
ACROSS TREES
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Six trees with at least three items with agreement below 65%

• Trafficking
• Substance use
• Child mental health
• Medical, vision, dental
• Food
• Housing

ITEM ANALYSIS RESULTS SHOW 
CERTAIN TREES SHOULD BE ADJUSTED
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13 RECOMMENDATIONS
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User Experience 

• Make it impossible for the user to click an answer without seeing 
the definitions. 

• Some responses could include an option for “unknown” so that 
children are not being asked the same question multiple times by 
multiple people about the alleged abuse. 

TESTERS’ RECOMMENDED 
IMPROVEMENTS TO THE TOOL
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Definitions
• More information related to normal versus abnormal sexual development

of a child might be beneficial. Add information to definitions about 
age-appropriate sexual development and behaviors.

• Add options about cultural norms impacting caregiver responses/actions.
• Add a question to identify whether the family previously was involved with 

CPS.
• Add questions for children with multiple homes/caregivers.
• Add questions specifically for older youth where a parent is responding 

appropriately, but the child is resisting.
• Build a full CRG/sub-trees for teens.

TESTERS’ RECOMMENDED IMPROVEMENTS 
TO THE TOOL (CONTINUED) 
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Guidance and Context 
• Add a sentence or two in the introduction about the potential 

harms to families when people make unnecessary reports to child 
protection. This can create isolation and avoidance of needed 
services rather than the intended effect of helping.

• Use consult if you are unsure which concern type to select.
• Have Central Intake ask the caller if they have completed the tool.
• Add recommendations to always report if the child is in 

placement.

TESTERS’ RECOMMENDED IMPROVEMENTS 
TO THE TOOL (CONTINUED)
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• CRG tool enhancements: Add context, adjust tool logic, upgrade 
and revise definitions for specific items. 

• Training and outreach: Invest in robust training and 
communication aimed at building trust in tool action. Target areas 
of confusion in training. 

• Policy: Endorse that reporters have met their mandate by using 
the CRG and making referrals to prevention services when 
indicated; aligns with national movement toward “mandated 
supporting.”

RECOMMENDATIONS FROM EVIDENT 
CHANGE
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Concern Selection
• Add an icon that provides definitions for each concern type.
• Consider removing response to harm concern—potentially 

secondary concern item. 

Guidance 
Define “infant,” “child,” and “youth” across the tool. Clarify that the 
tool is not for use with children in foster care. 

TOOL ENHANCEMENT AND UPGRADE 
RECOMMENDATIONS 
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SEVERITY SCALE
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SORTING QUESTIONS
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• Improve sorting questions to give more guidance to differentiate 
between “no report” and “consult.”

• In “Caregiver Steps” question, increase specificity between
“no steps taken due to lack of resources” and “yes, taking steps.”

• Provide more examples of what steps can look like.
• Explore “harm reduction” question. Testers were confused about 

whether the concern had to be reduced versus eliminated.

TOOL ENHANCEMENT AND UPGRADE 
RECOMMENDATIONS (CONTINUED)
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• Fix overlapping themes in severity scale and sorting questions 
on physical abuse tree. 

• Decide how to address historical concerns for specific concern 
types (domestic violence, physical and sexual abuse).

• Better definition for “occurring in the home.” 
• Consider whether it makes sense to have a consult option for 

trafficking concerns.

TOOL ENHANCEMENT AND UPGRADE 
RECOMMENDATIONS (CONTINUED)
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14 REFLECTIONS 
AND CLOSING
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What was most 
helpful?

What could be 
upgraded for 

next time?
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EvidentChange.org 
(800) 306-6223
Info@EvidentChange.org

THANK YOU & 
QUESTIONS
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