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Columbus

2008 OUTCOMES MANAGEMENT REPORT 1 EXECUTIVE SUMMARY

Overview:

Goodwill Columbus has two strong mission-related programs, MRDD (Mental Retardation and Developmental Disability) Services
and Workforce Development Services. Each of these programs serve different populations, but are focused on the mission of
providing independence, quality of life and work opportunities for individuals with disabilities and other barriers. A three-year CARF
Accreditation awarded in 2008 reflects the quality of our programs. CARF survey acknowledged strengths in 23 areas, among those

including the renovation, board of director s, organizationos
progressive features including Ethics Point and Vision Forums, wellness program, Project Care, sensory room, relationship with
busi ness communi ty, programos communi ty i ntegration, ent husi

dedication to the rights of individuals, vocational evaluation instruments and employment skills training. In addition, the surveyors
acknowledged Exemplary Conformance in four areas including selection of CEO, strategic plan, health and wellness and human
resources. We are very proud to be a CARF Accredited facility and to have received an unusually high number of Exemplary
acknowledgements.

Goodwill Columbus is one of the largest and most recognized providers of services to individuals with developmental disabilities in
Franklin County. Goodwill Columbus has provided adult day services and residential services to this population for over 20
years. Services focus on individual choice, interests and needs with a strong emphasis on community involvement. We have
developed expertise in serving individuals who have developmental disabilities and are aging, with dementia and Alzheimeré s ;
individuals with dual diagnosis (MR and MH) and young adults who are interested in alternatives to the workshop setting. In
addition, we have developed expertise around health and wellness, Special Olympics, social and recreational activities and fine arts
to enhance our participantsod experiences at Goodwil . MRKD D
and Behavioral Services, Supported Living and Onsite Residence. The scope of intensity of these programs is such that almost
700 people are served daily with many being served 24/7. In 2008, over 1.2 million hours of services were provided in MR/DD
programs alone. These programs are funded by Franklin County Board of MRDD, Ohio Dept. of MRDD and Ohio Dept. of Jobs and
Family Services (Medicaid).

The Workforce Development Programs i n  Go o dattellel Carsger Education Center ensures that all individuals with
disabilities and other challenges have access to competitive employment through assessment, adaptive equipment, training and job
placement. We match qualified applicants with open positions in high demand occupations with competitive wages, benefits and a
career track. With support from the Business Advisory Council, Goodwill Columbus meets the central Ohio businesscommu ni t y o
need for trained employees. Programs are funded on a fee for service basis through the Ohio Rehabilitation Services Commission,
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Veterans Administration, Ohi o Bureau of Workersdé6 Compenssandi on
Family Services and Franklin County Dept. of Jobs and Family Services and a variety of grants. For the past 30 years, Goodwill
Columbusd workforce devel opment programs have provided -eghtal u
individuals obtained competitive employment as a result of our WFD programs with an average wage of $9.11/hour.

Goodwill Columbus also served people in our community through Volunteer Partner Support, connecting volunteers to adults
living in the community who have physical disabilities that limit their daily activities. Without this program, many individuals would be
forced to surrender their independence. Volunteers help the individuals with shopping, errands, transportation, reading mail,
companionship or light housework/food preparation in order to help them maintain or increase their independence and function in
the community.

Health and Wellness Services is a support program for both program participants and the employees of Goodwill Columbus. This
program is staffed by nurses and personal care specialists who provide medical support, infection control, health screenings, first
aid training, case management, dietary services, medication administration, health and wellness programs and personal care
assistance. All of the day services have nursing staff and personal care assistants on-site or available as needed to provide the
necessary support to our program participants. Health and Wellness nurses, personal care specialists and administrative assistant
continue to evolve services into a state of the art center that provides opportunities for the staff and clients of Goodwill Columbus to
take ownership of their overall heal th and wel | Proggamsage fdcused@mmu g h
understanding disease processes, risk factors and preventative measures. In 2008 Health and Wellness offered classes and
screenings throughout the year on health related issues such as: diabetes, hypertension, nutrition, stress reduction, weight
management, cancer etc. Screenings consisted of: blood glucose checks, cholesterol checks, vital signs to include temperature,
respirations, blood pressure checks, and weight and physical assessment. The Health and Wellness program has secured funding
through the Columbus Medical Association Foundation and Cardinal Health to support its mission for the participants and staff of
Goodwill Columbus. The Health and Wellness program had over 50,000 encounters with staff and participants in 2008.

The Goodwill Art Studio & Gallery is an innovative fine arts program founded in 2004 for persons with disabilities that offers the
opportunity for creative self-expression through encouragement and collaboration with professional artists. This process leads to the
opportunity to market and sell art within the community, opening the doors of employment.

Goodwill Columbus serves a diverse population of adults in Franklin County. Approximately 36% of the individuals we serve are
minorities. Allparti ci pants have some sort of Abarrierodo to employment, in
spinal cord injury, hearing impairment, traumatic brain injury, socio-economic barrier, etc. Less than 4% are financially independent

from some form of public assistance. We are experiencing an increase in the number of individuals we serve that have some sort of

legal history. A limited number have post high school education.
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.  Community Impact

The following represent the number of people served by Goodwill Columbus since 1996.
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The following chart reflects the actual revenue for all programs and services from 1998 through 2008. This reflects a steady growth of
revenue for Goodwill Columbus.
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According to AccessibleEmployment.org, people with disabilities represent the largest minority group seeking employment in the U.S.
While U.S. Department of Labor data shows that overall population experienced approximately a 6 percent unemployment rate in 2008,
the same rate among disabled citizens was about nine times higher i 45 percent or higher. The U.S. Census Bureau's 2006 American
Community Survey shows there were more than 620,000 unemployed and disabled Ohioans, ages 16 to 64.

Accomplishments:

In partnership with the Franklin County Board of MR/DD and the Ohio Rehabilitation Services Commission, initiated the Pathways II
Program (LifeWorks) providing transition school to work services for youth with developmental disabilities.

All programs served over 3300 people (duplicated), a 34% increase over 2007, including 152 in Volunteer Partner Support, 132 in the
Art Studio and Gallery and 400 in Career Closet.

Opened a $20,000 state-of-the-art, multi-sensory room in Onsite Residence. Based on the Snoezelen ® philosophy, the room puts
Goodwill Columbus at the forefront of a proven therapeutic approach to helping participants with developmental disabilities, autism and
dementia

Opened the fitness center in Health and Wellness to program participants and the beginning of a weight control program that helped a
group of employees shed nearly 900 pounds.

Awarded athree-y ear CARF Accreditation with 23 areas of strengths and f

Provided employment opportunities to over 700 individuals with disabilities and other barriers in retail, contract services, through WFD
and in work services.

Continued our focus of developing collaborations and partnerships with other non-profit organizations in central Ohio. We recognize
the importance of aligning ourselves with organizations that have like-minded missions, similar strategies for growth and who are
competition for the same funding sources. A few of the agencies we aligned with are: COWIC/JobLeaders, New Directions Career
Center, Volunteers of America, YWCA, Hilltop Lutheran Church.
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Il TREND ANALYSIS

Today our world seems to be moving and changing at an ever-rapid pace. The economy, technology, globalization, and the
consequences of past policies impact every aspect of our organization. It has become increasingly difficult for our leaders to
stay current in the face of the pace demanded by the dynamics within the human services marketplace. In central Ohio, we are
experiencing increased competition in all areas, changing funding structures and experiencing a greater focus on outcomes. We
need to plan programs and services and work a strategy that will enable us to remain competitive in the local human services
marketplace. In order to remain a successful, competitive agency, we need to:

develop winning funding strategies

develop systems that support programs and services
create internal and external relationships

maintain outcome orientation

stay abreast of industry changes and trends

Executive Summary
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2008 OUTCOMES MANAGEMENT REPORT - ONSITE RESIDENCE

Qverview:

Brief History of Program/Services Offered in 2008

Onsite Residence is a licensed Intermediate Care Facility for the Mentally Retarded (ICF-MR), which provides daily living skills training and
assistance to twenty-three adults in a single residence located at Goodwill Columbus. The program was established over 26 years ago and
is funded by Medicaid through the Ohio Department of Jobs and Family Services. Staff is present twenty-four hours per day, and facilitates
increased independence for residents in all areas of living skills including: personal care, social interactions, and community integration.
Program requirements include: a diagnosis of mental retardation or another developmental disability, be eligible for Franklin County Board of
Mental Retardation and Developmental Disabilities services and meet Medicaid requirements for the ICF-MR services. In 2008, a total of
twenty-three residents received services from the program which provided a comprehensive support system to residents that included a
team of highly trained direct care professionals, 24-hour nursing care, innovative programming and oversight. Many residents participated in
programming that enabled them to become more independent as measured in different areas of their lives. The ICF-MR had a 99.75%
occupancy rate and provided quality services to residents while meeting all regulatory standards in 2008.

The program has evolved over the last several years to meet the increased medical and behavioral needs of residents served as well as
those who will be served in the future. The program responded to these needs by providing 24-hour nursing care, more individualized
programming and staff well trained in behavior support techniques. Residential staff attended monthly meetings and trainings to provide
them with knowledge about residentds plans, medi c al condi tsiate of s
the art sensory room, decorating of the main living areas of the residence, and more recreational equipment to enhance the quality of life of
the residents. More than 200,000 hours of direct service were provided to the 23 residents.

Stakeholder Satisfaction

Satisfaction Rating: Response Frequency Response Count
Satisfied 88.5% 46
Neither Satisfied nor Dissatisfied 7.7% 4
Dissatisfied 3.8% 2

Additional Comments

Head and shoulders above the rest!!! | know staff and management delight in my brother's presence and have
been receptive and understanding when | have raised concerns. He is very happy. Thank you.

The open door/transparent qualityofon-si t e st aff helps relieve concerns
The staff is very nice and seems concerned on matters related to my son, I'm very satisfied

o | like the EeoEle here. | want to continue to live here. | am haiﬁi here.

Onsite Residence Page




e Quality Assurance
A large percentage of the quality assurance of the program documentation is now successfully completed through CareTracker. Monthly
and quarterly, the CareTracker documentation is evaluated for missing data.

e Demographics
In 2008 Goodwill Columbus continued to serve a very diverse group of residents. Of the twenty-three residents that were served, 11 (48%)

were males and 12 (52%) were females. The group had many differing skills and abilities and a wide array of programmatic needs.

As required by the ICF-MR program, all residents served must agree to participate in active treatment programs. Five of the residents attend
a day program for retired persons with developmental disabilities or another non-vocational setting. The other 18 residents work in a
sheltered work environment.

All of the residents are Medicaid eligible and also receive $40 for personal spending per month.

Level of Mental Age of Individuals Servec
Retardation g
25% _ 21% Elo
£ 8

" G 6 I
3 4
54% g 2. I
S o | il BN =
= Mild = Moderate Severe/Profound 20-24 2534 3554 55-64 65-84
Age Ranges in year:

All of the residents served in the ICF-MR have the primary diagnosis of MR/DD. As noted above, the degree varies with each resident. In
contrary to national trends, we have only 25% of residents who are assessed as having severe or profound mental retardation, compared to
the 82% of residents nationwide. Onsite Residence also has over 90% of its residents with a mental health diagnosis, which provides other
types of challenges for the program.
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2008 Outcome Measurements/Extenuating and Influencing Factors

Evaluation Objective Measure Time of Obtained By Goal Actual
Measure
Maximize the # of residents involved in community | % of residents involved | Monthly Program 75% 100%
recreational activities in community activities Director
Maximize the satisfaction of residents served % of residents scoring | Annual Program 75% 88.5%
a A750 or b Director
Onsite Residence will maximize resident Number of days Onsite | Quarterly Program 98% 99.75%
occupancy. Residence is filled to Director
capacity
Reduce staff turnover rate % of Onsite Residence | Quarterly HR Department | 45% 26.82%
staff who have left the & Program
company Director
Reduce safety and workers compensation Number of staff injuries | Annual HR Department | n/a 60%
& Program reduction
Director
Implement CareTracker documentation system Purchase and Annual Assistant Install and Active use
implement CareTracker Program train on of
system Director CareTracker CareTracker
by July 1° started
August 1%
Install and utilize state-of-the-art sensory room Install sensory room Annual Program April 1, 2008 March 16,
Director 2008

Onsite Residence Pae




Goal Actual

Goal Actual

Factors:

Increase of 24% since 2006; Residents were involved in a
variety of community activities including Special Olympics,
Next Chapter Book Club, Art Studio & Gallery, Humane
Society, People Smart, Community Connections, Church
activities, Adult Recreation, Friendship Connection,
community activities, & opportunities to socialize with friends
and family.

Factors:

The response to the survey for 2008 was up 19% from
2007. 88.5% of residents were satisfied with all
aspects of the program, a 17% increase from 2007.
The criteria for this objective, 75% satisfaction rating by
the residents, were met. Residential will continue to
use survey information as a tool to improve services on
a per resident basis.

90.0%

Goal Actual

Goal Actual

Factors:
Onsite Residence goal was an occupancy rate. We

were filled to capacity 99.75% for the year; this was due
to one resident being hospitalized for a period of time
and the choice to hold her bed for her until she was able
to return to the facility.

Factors:

The objective to reduce the turnover rate to 45% was met by
reducing the rate to 26.82%, as the annual turnover rate was
50% in 2007, a 23.18% reduction. Onsite residence has
changed the schedule to allow for 10-12 hour shifts and
have staff work 3-4 scheduled days per week. The new staff
orientation has changed to week long training plus
shadowing time with experienced staff.

Onsite Residence Pade




2008 Recommendations/Opportunities/Qutcomes

Purchase CareTracker:
e Compliance rate for staff increased (95-100% compliance, across all shifts and documenters).

Greater numbers of observations are being documented with a high accuracy rate.

Quiality assurance reviews of documentation and staff time to make corrections requires 2 hours per week, a 75% reduction of time spent.

Reduced time spent notifying staff on changes to Resident Plan and programming.

Reduced the number of hours spent compiling and analyzing data from 16 hours per month to 8 hours per month.

Eliminated the human error of incorrect calculation and analysis of data.

Eliminated the cost of copying 350 data sheets monthly, copying training forms, and maintenance/replacement of program books and

training book.

e Training Onsite Specialists in the use of CareTracker during orientation requires 2 hours and very little follow-up. Prior to this task it required
at least 4 hours and ongoing hours of retraining.

¢ Actual time Onsite Specialists spend completing documentation has decreased from 1 hour daily to approximately 30 - 45 minutes daily.

¢ Did not reduce the number of hours spent on reviewing and correcting data sheets. Prior to CareTracker this task took 10 hours per month,
guality assurance of information previously contained on data sheets currently requires at least 12 hours per month.

Install state-of-the-art, multi-sensory room has put Onsite Residence at the forefront of a proven therapeutic approach to helping participants with
mental retardation, autism, dementia and mental health. The sensory room, based on the Snoezelen® philosophy, is used by trained employees to

de-escalate and relax onsite residents and program participants, while Goodwill works to fulfill its missionof ibui | di ng i ndependenc

and work opportunities for individuals with disabiltiesand ot her barri ers. o
¢ Installed and opened March 2008

e The Sensory Room projectwasnomin at ed as one of three finalists for the @igée o Nonp

Nonprofit, Central Regiono, the award presented May 2009.
e Goal was to give the residents, many with profound mental retardation, autism, dementia, and mental health, what they need i stimulation or
relaxation 1 at different times each day.

e Staff members have witnessed the roombds positive influenmedbyduel pi r

participants. We have seen our residents go from an agitated state to a calm state in just a few minutes with only the aid of soft music,
colored lights or bubbles. The interactive items in the sensory room focus on gently stimulating the brain while allowing our staff to maintain
interpersonal communications and enhanced human contact to bring about joy and interest as well as other positive responses that enhance
guality of I|ife. Wedre finding that oncei drealhealhyexpeoence foreveoyene. r e s i

e Aided by scientific studies, decisions on the sensory room were team-based. The paint color for the room, a medium blue, was chosen due
to research showing that cool colors on the color spectrum aid in relaxation. A mural of birds in flight was put on the walls to aide in the life
and motion of the room. Painting was performed by staff as was setup of most of the customized equipment.

e Staffing-wise, our employees are scheduled to bring residents into the sensory room a minimum of one day a week. Our employees also use
the room on an ongoing basis to de-escalate the residents when they identify antecedents of behaviors such as physical and verbal
aggression. This is done on an as need basis.

e The sensory room is used daily by our other Goodwill program participants and staff. Our sensory room is reaching a very large audience by
being open to use by the 2,654 people with disabilities and other barriers that Goodwill serves annually and to 805 staff members.

Onsite Residence Page



Additionally, the room recently has been opened to residents in the community. In the course of a couple months, the room has provided an
experience to hundreds of adults and nine children with special needs from our community.

400
igg e Twenty-two percent of our Qnsite _residents_ have had a reduction in
250 i use of psychotrop_lc medlcetlons since the |mplementat|0n of _the ,
200 41— / \ sensory room. This reduction has enabled the residents to minimize
150 ~ Individual 1 health issues and negative side effects of these strong medications.
100 S =~ ey v _
0 e T Individual2 e The Onsite Residence program has begun to reach the goals of
0 = - Individual 3 reduction of target behaviors among our Onsite residents as evident in
June  July | Aug | Sept | Oct = Nov | Dec Individual 4 our data collection. The sensory room has documented 419 visits from
i ndividual 1| 90 83 | 108 | 119 | 100 @84 | 112 the residents averaging 20 minutes per visit. In 99% of the residents
Individual2| 309 | 378 | 378 | 111 | 77 | 107 | 79 Individual 5 experienced a positive outcome i relaxed or de-escal_a'ged._ The five
residents, who use the room most frequently and exhibit mild to
Individual 3| 196 | 152 | 130 | 121 | 97 | 63 | 120 profound MRDD with a mental health diagnosis, were evaluated and
Individual4| 190 @ 28 | 43 17 19 | 274 | 27 their target behaviors, such as verbal and physical aggression, were
Individual 5| 45 19 1 12 0 0 4 tracked over a seven-month period. The five residents r_\ad a
significant reduction, from 830 to 329 behaviors, resulting in a 40

percent reduction in negative behaviors.

2008 Analysis of Trends

Incident Reviews/Analysis/Accessibility, Risk & Safety

e The Patterns & Trends analysis for the year showed no trends concerning staff injuries and one issue regarding 22 falls during 2008 with
one resident. It was determined that the reason for the falls was not environmental and has been dealt with through additional therapies and
medical screening.

e Onsite Residence met the needs of the residents served in 2008, however, the location of the residence on the third floor presents
accessibility issues for some residents. While the facility is outfitted with an elevator, door openers and large spaces, it is located on the 3™
floor and may be a barrier to residents looking for placement.

e The number of reported staff injuries decreased by 59.3 %, 27 incidents in 2007 to 11 incidents in 2008.
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Financial

e The daily rate for Onsite Residence remained stable, however due to the high inflation rate of food, gasoline, etc., the cost of providing care
to the residents has increased.
e The aging of our residents has require increased medical care than many required previously, which translates into increased staff time and

additional needs.

Resources

e Goodwill continues to enjoy a strong relationship with the Franklin County Board of MR/DD. The Board serves as a partner in providing
assistance to our agency and Active Treatment Services to many residents in our program.

e Goodwill continued its membership with Ohio Providers Resource Association (OPRA) in 2008. OPRA provides information, training and
networking opportunities to providers.

¢ Asin many years past the Goodwill Service Board continued to support the program through generous gifts to residents, including one room
makeover. The service board also provided funding for new clothing, funding for vacations, Christmas presents, and money to redecorate
the main living area and the lounge, which was made into an Ohio Buckeye game room.

Staffing

e The turnover rate for the program is 26.82%, which is considerably lower than the U.S. rate of 40%-60% for MRDD direct care staff.

e The employee opinion survey (USPEQ) identified that diversity and communication as being some key areas that the staff felt were lacking.
The following strategies were implemented to improve the identified areas:

Communication:

To o Bo Do Po To Po Do I

Onsite Residence Page

Having a 15 minute crossover between shifts.
Having structured Shift Change meeting between shifts, creating only two shifts, so the Management TEAM has contact
with all staff. This meeting with have both Residential Specialists and Nursing staff in attendance.
Encouraging staff t o ot iBadako tahred ASChoinfntu nliocgatmor e .
Ensuring that the management team is following through on issues that staff bring to their attention.
Having staff sign an In-service Form for every Shift Change/Meeting, if new information is shared
Making staff accountable and responsible for reading the information that is made available to them.
Having Orientation only 1 time a month. Management team will need to organize their part of the Orientation to ensure
that everything gets covered.
Utilizing the Care Tracker System to communicate.
Having monthly Residential Specialists and Nursing Staff meetings on a monthly basis.
0 Utilizing a Plus/ Delta hind sighting practice at every meeting
o0 Debriefing after the meeting



Diversity:

Having potlucks where staff can bring in foods from their culture.

Finding opportunities to talk about diversity and different cultures within the program.

Adding cultural diversity training to the staff orientation.

Asking Human Resources if there are any legal questions we can ask during the interview process regarding the different
cultures.

To To Do I

Extenuating and Influencing Factors
e The average size of ICF-MR facilities continue to decline, over 88% of certified facilities serve 15 or fewer residents, making the larger
facilities less attractive to potential residents and as the ICF-MR population continues to age, as fewer young people are going into an ICF-
MR.

Interest List
e Goodwill maintains a list of residents who have expressed interest in the program. The Franklin County Board of MRDD refers all the
residents to the ICF-MR and also maintains an interest list. It has become apparent that there is also a need for Onsite Residence for youth

from age 15-21 with mental retardation and mental health issues, including sexual offenders, due to the contacts that we have received from
different counties throughout the state of Ohio.

2009 Recommendations/Opportunities

e The program will continue to strive to provide consistently improved training to staff, be increasingly sensitive to cultural issues, and provide
a fun place of employment. The FISH and Oz principles will be utilized to reach this goal.

e The program will continue to strive to provide the best possible living environment for the residents. Additions to the program for 2009
include implementing a Psychosexual Assessment and Quality of Life Assessment to assist with providing additional information about the
residents we serve and expand our services, where necessary. Improve medical care by bringing a portion of their medical care fhiorus e . 0
This type of service will provide improved continuity of care, consistency, compliance, and a reduction of staff time to run appointments.
| mpl ement a AGo GreendO project to educate the resident sepsogramand af f
decrease the programds carbon footprint. Expand t he wmpntreasing theirf or &
activity level and quality of life.

Onsite Residence Pae
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2008 OUTCOMES MANAGEMENT REPORT - SAGE SENIOR SERVICES AT EDGEHILL

Overview:

e Brief History of Program/Services Offered In 2008

Sage Senior Services provides adult day support services, including vocational habilitation and community home based services for
adults 45 and older with developmental disabilities. All individuals we serve meet the eligibility criteria as established by The Franklin
County Board of Mental Retardation and Developmental Disabilities (FCBMRDD), who refer all participants to our program. The
program operates two shifts Monday through Friday. We had a total of 258 participants served throughout the year. The Sage Senior
Services program provided 276,892 hours of services in 2008. In 2008, 200 participants chose to participate in paid work activities.
Work services participants were trained on twenty-one different jobs over the year.

Our program offers services based upon individual choices, interests, and needs, with an emphasis on community involvement and self
determination. In 2008, participants had eleven opportunities to go on community outings each week. Ninety-six participants
volunteered with Odysseyds Health Careds Hospice program and in
Program and with the Columbus AIDS Task Force. Twelve participants attended three area Dining Centers each week to enjoy lunch

with other seniors in the community.

Goodwill Columbus was awarded a 3-year CARF accreditation in 2008; Sage Senior Services was identified under the Community
Services/Community Integration (Older Adults) category.

e Stakeholder Satisfaction

Our 2008 Stakeholder Survey had 252 responses. Overall satisfaction with

our program was 90%. Graphs #1 and #2 are an example of survey responses. AThe people that wor
Satisfaction surveys are also done quarterly through our Quality Assurance member at Goodwill are awesome! They
Commi ttee and yearly at participant 6és arekind, caring, helpful, and totally neet i
wonderful people that | am blessed to have
To the right is a quote from the 2008 Stakeholder Satisfaction Survey. my relative in such a wonderful place! You
should feel very proud to have such
wonder f ul peopl e wor |

Sage Senior Services at Edgehill Hage



Figure 1: Sage offers a variety of activities and work option: Figure 2: Edgehill staff
throughout the day treat everyone with dignity and respect

m Agree 4% 2%
W Agree
m Disagree
| Neither Agree nor
@ Neither Agree nor Disagree
DIEEgE? m Disagree

94%

e Quality Assurance

Quality Assurance reviews are completed quarterly. The Quality Assurance Committee reviewed 56 files in 2008. File reviews consists
of ensuring that current Individual Plans and data are in file, there are measurable goals identified for participants, and that we have
demonstrated that we are

applying a holistic
approach in working with
Interview: our participants. The -
. : : . ! : Quality Assurance:
Overall Satisfaction with Services 25/25 Quality Assurance Holistic Approach Demonstrated52/54
Staff Advocate for Needs of Persons 25/25 : . :
- : Committee completed 25 Documentation of Services 54/56
Individual Attends IP Meeting 10/25 intervi f tici i M ble Goal 55/56
(15 individuals choose not to attend their In erw_ews Of parlicipants, Ceasu:a}Pe_z F(')Ias 51/56
meeting but have input into their plans) guar_dlans, and/or B“rfe”O n 'f ¢ Eil 46
Individual Has Opportunjtfor Input 25/25 providers. The tables to asic Lrganization ot e
the right and left show
results from 2008 Quality

Assurance reviews.
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Figure 3: Age Ranges of Participan e Demographics

"\

Sage Senior Services serves individuals who are 45 and older. In 2008, 126 out of 258 of

mAge 4659 | OUr participants were in the 60-70 year-old category (see Figure 3).

mAge 6670 | Approximately 82% of the participants in our program have a primary diagnosis of MR/DD.
Age 7180 | Cerebral Palsy is the second highest primary diagnosis of participants in our program.

m Over 81

In 2007, each individual in our program was required to have an Acuity Assessment.

The Acuity Assessment assigns a score to each individual. This score indicates staff to

participant ratios. In 2008 adult day habilitation programs were required to maintain this staff

to participant ratio each day.

Figure 4 shows a breakdown of how the three acuity level Figure 4: Acuity Score:

scores are represented in our program.

80%

A

e A = staff to participant ratio of 1:12 60%
e B = staff to participant ratio of 1:6 40%
e C = staff to participant ratio of 1:3

B
20% C
0% -—L

In 2008 there were 29 exits from the program. Figure 5 shows a breakdown of reasons for termination from the program. Eighteen
participants exited due to death or retirement. Two participants exited to attend the Sage Senior Services at Crosswoods. Exit rates
from 2005 7 2008 are shown below, indicating that 29 is just slightly above the four year average of 25. Follow- up is done after ninety
days and at one year to make sure that any needed services are provided to those who choose to terminate. These reports continue to

show that individuals who no longer attend our program are either unable to do so

Figure 5: Reasons for Terminatio due to medical reasons or have chosen to fully retire and have no desire or need
_ for any day support services. Sage Senior Services continues to have a steady
SeltTerminated flow of referrals.
Transferred
Retired Exits from Sage Senior Services:
Relocated -
Health/Medical 2008: 29
Family Care 2007: 16
Deceased 2006: 31
' ' ' ' ' ' 2005: 23

0 2 4 6 8 10 12
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2008 Outcome Measurements/Extenuating and Influencing Factors

As indicated in the following charts, program objectives were met in 2008; Tracking objectives are outlined in Figure 6.

Reporting Evaluation Objective Measure ARG 1 VS @ Data Source | Obtained By Goal Actual
Whom Measure
o —
FCBMRDD Maximize # of participants % if partlc;lpants
Effectiveness L showing All
showing improvement on IP | ° - Annual IP Manager 97% 98%
oals improvement on IP Participants
9 goals
Effectiveness Maximize # of participants % if participants Eﬁ(;tclgiﬂants
involved in community involved in 9 Annual IP Manager 85% 97%
D . - community
activities community activities S
activities
CARF - - % of participants
Maximize # of participants scoring a "75" or Those who Annual Sat. Index Manager 80% 94%
satisfied with the program better complete
Service Minimize # of weeks from # of weeks between Service 12 4.75
Access start of intake to start of start of intake and All who start At Entry Waiting List X
Coord. weeks weeks
program start of program
FCBMRDD - - % of participants who
. Maximize # of participants
Effectiveness who have an assessment have assessment, All
- . Lo who participate in - Annual IP Manager 100% 100%
participate in developing & . Participants
! . developing &
implementation of IP ; .
implementation of IP
Effectiveness | Maximize # of participants 0 .
who volunteer at least % of those who want | All who want Annual IP Service 75% 97%
to volunteer to volunteer Coord.
monthly
Effectiveness _ . % of those who want
Maximize # of participants . : .
- . to participate in All who want Service
who participate in ; . - Annual IP 75% 97%
. . o intergenerational to participate Coord
intergenerational activities 9
activities
Efficiency Maximize # of persons Min # of persons Monthly Monthly Program 100% 100%
served served as agreed by | All participants Roster Director (258)

the contract
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Figure 6: Review of Tracking Objective

Receives Behavior Support Guidelin
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Participates in Work Only

Participates in Retirement Activities On
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0%
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Figure 6 shows an increase in individuals receiving Behavior Support Guidelines in 2008 and a decrease in those receiving Behavior
Support Plans. We have seen an increase in individuals entering the program who require behavior support guidelines. We also have
individuals who are experiencing aging issues who require behavior support guidelines. Those that have entered who have required a

formal behavior support plan are often eventually faded from the plan and guidelines are effective to meet their needs.

There has also been an increase in individuals who choose patrtial or half-day schedules. Our participants often choose this type of
schedule due to medical needs. We have approximately five individuals who choose to attend other adult day habilitation programs in

the county as well as our program.
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Outcomes: Goal vs. Actual

Goal Actual

Goal Actual

Extenuating Factors:

Five individuals did not show improvement
on their goals in 2008. Participants either
declined to work on their goals or exited the
program prior to data collection.

Extenuating Factors:

Calendars are developed by participants
and specialists and are reviewed monthly
by managers to ensure participants are
involved in community outings.

Goal Actual

Goal Actual

Extenuating Factors:

Participants are surveyed at the annual IP
meetings to ensure that we are aware of
concerns and they are addressed to
improve satisfaction. 91% of participants
scored at 100.

Extenuating Factors:

Our Intake & Services Manager works to
ensure those who are choosing to attend
our program are enrolled within our 12
week intake timeline goal.
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Goal Actual

Goal Actual

Extenuating Factors:

All individuals receiving services at Sage
Senior Services are assessed and have the
opportunity to participate in their Individual
Plan. This is an expectation & goal of our
FCBMR/DD contract.

Extenuating Factors:

97% of the individuals who stated they
wished to volunteer had the opportunity to
do so in 2008.

Goal Actual

Goal Actual

Extenuating Factors:

97% of the individuals who stated they
wished to be involved in intergenerational
activities had the opportunity to do so in
2008.
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Extenuating Factors:

In 2008, the Sage Senior Services program
had a total of 258 participants, which met
our goal. We maximized the number of
individuals served by offering more
individuals to come patrtial or half days and
continuing home based services to those
wishing to retire or who were unable to
attend due to medical needs.




2008 Recommendations/Opportunities/OQutcomes

e Speech and Language services were offered through Sage Senior Services. Our Speech Therapist provided one-on-one
sessions, weekly sign language sessions, and a yearly Adaptive Communication Conference for individuals in Ohio.

e We revised the objective AMinimize # of weeks from refetoral
start dateo in order to collect more functional dat a.

e Participant surveys in 2008 suggested that participants wished to garden and learn about photography. In December, 2008 we
purchased a greenhouse. Two activity groups explored photography.

2008 Analysis of Trends
Field Trends

In 2008, several new providers began to offer adult day services. This provided an even higher need for Goodwill Columbus to remain
competitive in the field. In 2008, we purchased a greenhouse that we will begin utilizing spring 2009; collaboration with community
groups are underway to develop an urban garden. In 2008, we started individualized exercise programs using state-of-the-art
equipment through our Health and Wellness Department. We will focus on ensuring participants who wish to work have work to do.
Approximately 90 participants enjoyed the Art Studio and Gallery and many sold paintings, earning money for their artwork. Sage
Senior Services will continue to look at activities that will help us remain unique and attractive for placement.

Waiting Lists

All referrals are all made through the Franklin County Board of MR/DD (FCBMR/DD). The individuals interested in our program are
placed on a waiting list with the county. In 2008, we had 29 individuals exit our program. We had 33 participants enter the program in
2008 (27 entered in 2007).

We have an Intake and Services Management position that primarily focuses on working with FCBMR/DD contacts and the individuals
on the waiting list to schedule tours, discuss the opportunities our program offers, determine interest, and complete the intake process.
We will continue to ensure that the time from start of intake to entering the program is less than 12 weeks.

We are also exploring ideas for marketing the Sage Senior Services program to individuals with MR/DD and to the county Service
Coordinators to ensure referrals remain consistent.
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Human Resources/Staff

Staff participated in an Employee Climate Survey, uSPEQ. One-hundred percent of the employees in Sage Senior Services who
responded stated that they we rsienaad®@d% respanded positivety that theéy supoit thenobevad 6 mi s
direction of Goodwill Columbus. Sixty-seven percent stated that they were kept up to date about news and issues at Goodwill
Columbus that affect their jobs and 71.1% responded that they felt there was good communication in the department. The Sage Senior
Services employees chose communication as an area to target for improvement. In 2009, all team members were given access to e-
mail. This enables employees to stay up-to-date on information disseminated to all Goodwill employees as well as allows for quick
distribution of information regarding departmental updates. We now have a suggestion box in the staff work room for suggestions or
ideas. Suggestions are addressed at monthly staff meetings. Agendas have been distributed at monthly staff meetings with a
designated time for staff concerns/issues. We will continue to work to improve our communication within the department and
throughout Goodwill Columbus to keep everyone informed so that they can perform their job responsibilities better and feel better
connected.

Incident Reviews/Analysis/Accessibility, Risk & Safety

The Sage program continues to monitor our incidents for patterns and trends. Incidents are reviewed monthly at Departmental

Behavior Support Committee to ensure health and welfare for all participants. Reports identifying patterns and trends are completed
guarterly, semi-annually, and annually, as well as follow up to any concerns the Departmental Behavior Support Committee may have.
Reports are submitted to the FCBMR/ DD MUI Unit for revieendin One
2008. The individual 6s team agreed up o nFivaMapil Unusuablrfcideats (MUI®) were reportedetal u c e
Franklin County Board of Mental Retardation and Devel opmo@HRdatl D
and Wellness Department at Goodwi I | Co |l umb u sial/actual health brid wedfase t he i n
concerns as well as behavioral concerns to reduce the potential for risk. There were no reported concerns regarding accessibility.

2009 Recommendations/Opportunities
¢ We will work closely with our current contractor to communicate the need for supplies to work on contracted jobs. Goodwill
Columbusd Assembly & Fulfillment team is exploring other <con
o We will work to increase the number of individuals served by 15 while still maintaining staff to participant ratios and quality of
services offered.
e Sage Senior Services will continue to look at activities that will help us to remain unique and attractive to those looking for
placement. We will focus this year on offering a wider variety of activities for individuals, particularly when there is not work
available.
¢ In order to serve more individuals without impacting our budget, we will continue to ensure that our staffing pattern is optimal.
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2008 OUTCOMES MANAGEMENT REPORT - SAGE SENIOR SERVICES AT CROSSWOQODS

OVERVIEW:

Brief History of Program/Services Offered in 2008

Sage Senior Services at Crosswoods, located at 625 Scherers Court, Worthington, Ohio, provides day support services that
enrich the lives of senior adults with developmental disabilities. Services are provided Monday through Friday 9:30am to 3:00pm
and building hours are 8:00am to 4:30pm. Sage Senior Services is funded by an annual contract with Franklin County Board of
Mental Retardation and Developmental Disabilities. Services offered are based upon individual choices, interests and needs with
an emphasis on skill maintenance, leisure and recreational activities, and community access. Individuals attending Sage Senior
Services at Crosswoods require a more structured and supervised environment which we provide in a gentle and positive
atmosphere.

Goodwill Columbus was awarded a 3-year CARF accreditation in 2008. Sage Senior Services at Crosswoods services were
identified under the Community Services/Community Integration (Older Adults) category.

Sage Senior Services at Crosswoods served a total of 85 participants and 69,850 total service hours to those participants.

Stakeholder Satisfaction

An Annual Satisfaction Survey was conducted in 2008 to all stakeholders. Sage Senior Services at Crosswoods achieved high
scores in all areas, demonstrating not only a dedicated staff but quality services. Annual Satisfaction Surveys will be used to
track future Stakeholder satisfaction.
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2008 Stakeholder Survey - Crosswoods

Survey Question

Response Frequency

Response Count

T

he staff is always engaging the participants in activities and conversations.

1. Crosswoods staff treat everyone with dignity and respect Agree 96.6% 56
Neither agree or disagree 3.4% 2
Disagree 0.0% 0
Additional Comments:
e All of the staff | have met are extremely helpful. na 2

e | have had no concerns that needed to be addressed.

2. Crosswoods addresses my concerns in a timely manner Agree 93.1% 54
Neither agree or Disagree 6.9% 4
Disagree 0.0% 0
Additional Comments:
e Do not always receive requested paperwork in a timely manner. 2

3. Crosswoods focuses on person-centered planning Agree 85.7% 48
Neither agree or disagree 14.3% 8
Disagree 0.0% 0
Additional Comments:
e Unknown 2
e | dondt know
- 00 ]
4. Crosswoods facility meets the needs of the persons served Agree 94.8% 55
Neither agree or disagree 5.2% 3
Disagree 0.0% 0
Additional Comments:
e Lovely program na 2
e Meets chaIIen%es with different mental abilitﬁ of consumers.
5. Overall satisfaction with Sage Senior Agree 96.6% 56
Services -Crosswoods Neither agree or disagree 3.4% 2
Disagree 0.0% 0

Quality Assurance and Case Records

U Quality Assurance and Case Record reviews were conducted quarterly for a total of twenty Sage Senior Services

participantdés files. Me d i

corrections were made to all participant files.

cal ,

b e h a v ioleed aslappepriate add needdedarfll s t a ¢

Eight interviews were conducted with Franklin County Service Coordinators, residential providers and guardians.
Habilitation Managers addressed all comments to ensure obstacles were identified. In 2009 these will be formally

addressed at Annual Individual Plan meetings.
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Quality Assurance (20) Case Records (20) Interviews (8)

Holistic approach demonstrated | 18 Current IP in file 19 Overall satisfaction with services 7

Documentation of services 20 Current assessment in file 18 Staff advocate for needs of person 8

Measureable goals 20 Basic organization of file is followed 19 Individual attend IP meeting n/a

Obstacles identified 10 File needs purging 5 Given opportunity for input 8
5

Needs correction 5 Comments/What else would iou like to do

e Demographics
U As our population continues to age, their abilities decline causing increased dependence on staff for assistance.
U The levels of Mental Retardation of our individuals correlate with the Acuity Assessment grouping which determines staffing
patterns.
U Physical and mental capabilities affect the type of activities and services we provide, as these individuals require a more
structured and supervised environment.
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AGE 2008
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Acuity Assessment Grouping2008
Ratio of Staff to Participants

Group
# of
Participan
-38

m Ratio: 1:12 mRatio: 1:6 m Ratio: 1:3

Levels of Mental Retardation 2008
11
12

48 23

m None

= Mild

= Moderate

m Severe/Profound

m Substantial Functional Limitatiol
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2008 Outcome Measurements/Extenuating and Influencing Factors

upon by contract

Reporting Evaluation Objective Measure MBI MRS @ el QB Goal Actual
Whom Measure | Source By
Effectiveness Maximize # of participants % of participants All
, L P 0 0
ECBMRDD showing improvement on IP | showing improvement Participants Annual IP Manager 97% 98%
goals on IP goals
Maximize # of participants % of participants cholz):in
Effectiveness involved in community involved in community communi% Annual IP Manager 85% 99%
activities activities munity
activities
_ - % of participants
CARF Ma?(lmlze # of participants scoring a "75" or Those who Annual Sat. Manager 75% 98%
satisfied with the program better compete Index
Minimize # of weeks from # of weeks between Waitin Service 12 12
Service Access start of intake to start of start of intake and All who start | At Entry ing
List Coord. weeks | weeks
program start of program
5 —
Maximize # of participants % of participants who
Effectiveness who have an assessment have ass_essmer)t, All
’ - . Ly who participate in o Annual IP Manager 100% 100%
FCBMRDD participate in developing & developing & Participants
implementation of IP . Ping
implementation of IP
Program Utilization: Maximize Minimum # of persons All Monthl Program
Efficiency 9 ’ served as agreed s Monthly y o9 100% 100%
# of persons served Participants Roster Director
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