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EXECUTIVE SUMMARY 

Overview 

In 2009, Goodwill Columbus served *3484 people in 15 different programs, an increase of 4% from 2008 (*this is a duplicated 

number as some individuals participate in more than one program).  Total unduplicated number of individuals served was almost 

2400.   

Adult Day Programs, Residential and Workforce Development served almost 2300 people.  In addition, 300 people were served by 

our Career Closet, providing free professional clothing to women who are transitioning into the workplace, 136 students participated 

in the classes and the sale of art through the Art Studio and Gallery and 130 individuals participated in our Volunteer Partner Support 

Program.   

Goodwill Columbus provided employment opportunities for 725 individuals with disabilities and other barriers to employment.  140 

people with disabilities were employed in our five Goodwill businesses (Retail, Janitorial, Security, Assembly & Fulfillment and Auto 

Auction).  110 people obtained competitive employment through Workforce Development Programs and almost 500 participants of 

Sage, Work & Behavioral Services and Workforce Development earned wages through work services or transitional work.   

Individuals with disabilities continued to be our most significant population served, however we continued to expand our mission to 

include individuals with other barriers including ex-offenders, older workers, at-risk youth, working poor, dislocated workers, lack of 

GED/HS diploma, etc. Our largest population is individuals with developmental disabilities (43%) followed by individuals with physical 

disabilities, including visual or hearing impairment, learning disability, neurological disability, physical disability (32%) and emotional 

disabilities (18%).  

We continue to have an exceptional team of Directors to manage the Programs and Services.  Karen Waltermeyer is Sr. Director of 

DD Programs.  Karen was previously Director of Residential Services, overseeing Supported Living and On-Site Residence and has 

been with Goodwill since 2000.  Debra Shinoskie, Director of Workforce Development, has been leading the team in Battelle Career 

Education Center since December 2005.  She has successfully diversified the funding, built new partnerships and increased the 

number of people with disabilities and other barriers served by WFD.  Janet Ehrhardt, Director of Health and Wellness, has been 

with Goodwill since 2006.  Janet has transformed medical services into a comprehensive, holistic health and wellness program for 

employees and program participants.  
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The following graph shows the numbers of individuals served by Workforce Development and Developmental Disability programs 

since 2001.  

 

 

 
 

 

 Workforce Development  

 

Goodwill Columbusô Workforce Development (WFD) programs have changed and evolved significantly over the past 5 years.  This 

has been driven by changing funding sources and changing needs in the community.  The number of people that we have served in 

WFD has increased by 60% from 900 in 2005 to almost 1500 in 2009.  The number of people obtaining employment has also 

increased by 77% during the same time period (62 to 110).  The average wage has decreased by approximately 3% (from $8.65 to 

$8.38).  WFD revenue has increased by 80% ($1.1M to $1.9M) over the past four years and in 2005 our major revenue source was 

the Ohio Rehabilitation Services Commission (RSC), making up 70% of our revenue.  In 2009 RSC was just 17% of our revenue.  In 
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2008, the economic recession caused huge unanticipated budget cuts for state-funded agencies such as RSC and we were 

prepared by having diversified our funding sources over the past 4 years.  In January 2009, WFD expenses exceeded revenue by 

$22K and the department was under budget by $56K.  Staff was reduced by 2.5 FTEôs in February 2009.  In 2009, the tide changed 

and most WFD funding sources are focused on serving fewer individuals, those with the most severe disabilities and barriers and to 

serve them in a more holistic way, increasing the per person cost. In 2009, WFD was 11% below budgeted revenue but had a 12% 

gross margin. 

 

Many of WFD programs are focused on assisting individuals with gaining competitive employment.  We exceeded the goal of 

assisting 100 individuals to obtain competitive employment by 10%.  We served almost 1500 people in the Battelle Career Education 

Center and as a result hosted two very successful graduations, with both graduating classes being the largest in the agencies 

history!  Battelle Career Education Center also provided professional and personal development classes to 50 Goodwill Columbus 

employees through the Career Ladders Program.  

 
As a result of our focus on diversifying our funding streams, we were awarded an additional year for the BUY-IT Program, serving 
twenty-five 18-21 year old youth with disabilities in our retail stores.  We were also awarded  a summer youth contract to serve forty 
18-24 year old low-income youth with disabilities, who lack a high school diploma/GED, or have a criminal justice history.  Based 
upon positive outcomes, we expanded LIFE Works program from serving 46 individuals with developmental disabilities to serving 90 
in the programôs second year, which also increased the programôs budget from approximately $900K to $1.76 M.   
 
 

 Developmental Disability Programs 

 

Developmental Disability Programs (DD) consist of Adult Day Programs, Supported Living, Social and Recreational and Onsite 

Residence.  In 2009, we experienced a 3% growth in numbers served by these programs.   

 

Supported Living made some significant changes in the management of overtime which resulted in 80% decrease in overtime costs.  

They also maintained a 21% turnover rate which is well below the 50% industry average.  Over-utilization expenses were 

approximately 25% lower than projected.  

 

Onsite Residence began in-home medical care services, offering physician, podiatry, dental and vision appointments in the comfort 
of residentôs home to improve quality of care and quality of life.  In addition, it was the first full year of utilizing CareTracker, a 
database tracking system resulting in documentation or programmatic citations during the recent Medicaid survey ï this is virtually 
unheard of in the field and a first that we can find for Onsite Residence. 
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There were several new program offerings in our Adult Day Programs.  Work and Behavioral Services and Retail started a work 
enclave at the Morse Rd. store providing employment opportunities for two individuals. Sage Edgehill started a greenhouse, hosted 
the First Annual Project Runway (participants selected material, made clothing, and modeled) and participated in the Bixby Garden 
project.  Young Adult Services hosted the first annual Prom for participants. 
 

 

 Health and Wellness  

 

Hundreds of employees and  program participants participated this year in  Health and Wellness offerings including aerobics, 

ballroom dancing, onsite fitness centers, nutrition programs and yoga to name a few.  Through an onsite Weight Watchers program 

the employees lost nearly 900 pounds in 2009. In keeping with our holistic approach to wellness, Introduction to Non Violent 

Communication was presented as a lunch and learn topic. Blood pressure screenings, seasonal flu shots, and mammograms onsite 

rounded out the many preventative care initiatives offered. Our company wide annual Health Fair was a great success due to the 

participation of our various departments who helped illustrate a wide variety of health and wellness topics. We presented our first 

work place smoking cessation program this year using the American Cancer Societyôs FreshStart program.  A second annual Health 

Risk Assessment and ñKnow Your Numbersò campaign to assess blood sugar and cholesterol as well as blood pressure and BMI 

assessments.  This year we also started our own monthly in-house employee health newsletter. We sponsored our company 

participation in the City Wide ñBike to Work Weekò competition and came in third place in the city for companies our size! In addition, 

each department received an orientation to the H1N1 flu this year and we were instrumental in developing a pandemic plan for the 

agency. 

 

We have established a new relationship this year with the OSU Medical School students and have five volunteers who have started 

helping us with everything from assisting participants in the fitness room, leading nutrition classes, chair volleyball, employee 

exercise programs, ballroom dancing for the blind and performing music for our participants. What a great way to teach future 

doctors how to communicate with our participants! 

 

This year we secured a grant from Cardinal Health to develop a health education program for employees to help them appropriately 

utilize the health system better, understand their insurance coverage, where to find health care if they donôt have insurance and how 

to talk with their doctor. This program will be rolled out in 2010. The program is called, ñThe Power to Make Healthy Decisionsò éor 

ñget your PHD at Goodwillò. We have applied for the Healthy Worksite award through Healthy Ohio and feel we have a good chance 

of some recognition for our worksite wellness program.  

 

Our ñActivities in a Boxò initiative was developed this year by a staff member and a volunteer Occupational Therapist student from 

OSU. The goal of this program is to make it easier for activities specialists to bring wellness activities to their program participants. 
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A 14 week Nutrition and Physical Activity Program was presented for Supported Living consumers at the request of the Supported 

Living staff, participants and parents.  To present a high quality program specifically geared toward people with developmental 

disabilities we connected with the National Center on Physical Activity and Disability (NCPAD) to present their online pilot program 

with five individuals.  Assisting us with this program were four OSU Health Sciences students. 

 

We have continued our monthly nutrition talks for Sage participants presented by a nutritionist from the OSU Extension Program. 

 

Fire Safety talks with the Columbus Fire Department, were held three times at Work and Behavioral Services and once at Sage 

Crosswoods 

 

The ñA-Mazing Health Dayò: Coordinated with Rotary and Bohecker College of Nursing was a super hit!  Our Onsite Residents 

participated in this very popular and fun Saturday event.  A  Drumming Circle was started and now meets regularly at Sage Edgehill.  

Recently the Young Adult Services group also started a drumming circle. (Drums were purchased with funds donated by the 

Goodwill Service Board.) 

 

Chair Yoga classes started this year. We now have a volunteer who comes every Monday morning to lead the group at Edgehill.  

The program was so popular it grew from 20 attendees to nearly 40 attendees most weeks!  Staff also enjoyed participating each 

week with the participants. 

 

There has been an increase in the use of the exercise room at Edgehill and we opened an exercise room at Work and Behavior 

Services.  This year we welcomed Columbus State Community College Exercise Science students to join our roster of interns who 

help us now with this program on a limited basis.  

 

 

 Art Studio and Gallery 

 
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.   
 
In 2009 more than 100 individuals participated in art classes and the sale of art.  Almost 400 works of art went into exhibition and 
approximately 46% of those pieces were sold.  More than 60% of the artists received payments for the sale of their artwork.  In 
addition, 21 artists received payment for the right to reproduce their artwork.  In 2009 we added our 1100 th piece of artwork to the 
inventory! 
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We continue to identify ways to display and promote our artists work in the community. We participated in the Lazy Daze of Summer 

Festival and our booth was awarded Honorable Mention for the second year in a row.  In addition, through a grant funded by Franklin 

County Neighborhood Arts, we developed a collaborative project between Sage Edgehill, Art Studio & Gallery, and Glass Axis. The 

Project created 6 mosaic mural that will displayed at both Glass Axis and Goodwill and provided an hourly pay for individuals to 

create the artwork. 

 
 

 Volunteer Partner Support 
 
As a result of funding challenges, Volunteer Partner Support Program has gone through significant re-evaluation in terms of numbers 
of people served, number of people matched with volunteers and role of social and recreational programs.  Due to lack of operational 
funding in 2009, this program was simply maintained at its current level.  No new volunteers were recruited for the program.  
Goodwill Columbus has made a commitment to pursue funding to continue this very important program.  In October, 2009 funding 
was awarded through the Harry C. Moores Foundation and a new coordinator was hired in December, 2009.  We will continue with 
offering social and recreational opportunities and recruit volunteers in 2010.   
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SAGE SENIOR SERVICES AT EDGEHILL 

Overview   

 
Sage Senior Services provides adult day support services for adults 45 and older with developmental disabilities. The Franklin 
County Board of Developmental Disabilities (FCBDD) refers all participants to our program and we ensure all individuals meet the 
eligibility criteria.  Sage Senior Services is funded by an annual contract with the Franklin County Board of Developmental 
Disabilities. 
 

Participants choose their daily schedules, based on whether they would like to work, participate in planned group activities, volunteer 
in the community, and/or participate in an art or exercise class.  Some participants choose one of those options, while others choose 
to participate in all of the options during their day. 
 

The program operates two shifts Monday through Friday.  Our first shift operates from 8:30 a.m. ï 2:00 p.m. and our second shift is 
open from 2:00 p.m. ï 7:30 p.m.  In 2009, we served a total of 271 participants.   
 

In 2009, 216 participants chose to participate in paid work activities.  Participants chose to work as many or few hours each day as 
they are interested in working.  The average number of hours worked each month was 890. 
 
Community outings were offered each week, with one new site being offered each month.  Participants had the opportunity to 
volunteer with Odysseyôs Health Care Hospice program, at local schools, with the Foster Grandparent Program and with the 
Columbus AIDS Task Force.  Participants attended three area Dining Centers each week to enjoy lunch with other seniors in the 
community.   
 

 

 
Quality Assurance 
 
 Stakeholder/Customer Satisfaction 

 

We asked for feedback from participantôs families, providers, guardians, and FCBDD 
Service Coordinators.  A total of 169 responses were received with overall 
satisfaction rating of 94%.  4% were ñneither satisfied or dissatisfied.ò  Two 
comments focused on the desire for consistent work.  Examples of positive feedback 
is captured to the right.  We also completed satisfaction surveys quarterly through 
our Service Reviews Committee and yearly at participantôs Individual Planning 
meetings. 
 
 

ñThe activities are geared to the individual,  

with variety.ò 
 

ñGreat!  Very progressive ï  
cutting edge programming.ò 

 
ñMy son looks forward to ñgoing to work.ò This tells 

me youôre doing your job well.ò 
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 Service Reviews 

 
The Service Reviews Committee reviewed 56 of our 271 files in 2009.  The Service Reviews Committee also completed 29 
interviews of participants, guardians, and/or providers.  Reviews looked at whether or not a holistic approach was demonstrated 
(96% showed such), if participantôs goals were measurable (98% showed such), and completeness/organization of file (98% showed 
such).  The interview focused on overall satisfaction with services, whether or not staff act as advocates for the needs of participants, 
and if the participant had input to programming. The interviews showed that participants, guardians, providers, or family members 
were satisfied with services.  Areas of improvement cited continue to be completeness of the file and ensuring the file is current. 
  

 
Demographics/Statistics  
 
 

 

Sage demographics have not changed drastically over the past few years.  In 2009, 127 of 271 participants were in the 60-70 year-
old category, which continues to be the most populated age category in the program. 
 
Approximately 90% of the participants in our program had a primary diagnosis of MR/DD.  Approximately 38% have a diagnosis of 
psychiatric, emotional, and behavioral disorders, indicating a continuing need for staff training in the area of dual diagnosis. 
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Participants in our program are required to have an Acuity Assessment.  The Acuity Assessment assigns a score to each individual 
which then falls into a letter category/staff to participant ratio (A - 1:12, B ï 1:6, and C ï 1:3).  This score indicates staff to participant 
ratios.  We are required to maintain this staff to participant ratio each day.  These scores are very important in ensuring we have staff 
on each shift to meet the needs of participants. 
 
In 2009 there were 41 entries into the Sage program and 22 exits.  For those who chose to terminate, we follow-up after ninety days 
and at one year to make sure that any needed services are provided.  Most individuals leaving the program do so for medical 
reasons (7 due to death; one due to deteriorating health) or have chosen to fully retire (4).  Four individuals transferred to other 
Franklin County day habilitation programs, with three of those staying at the program provided by the Intermediate Care Facility 
where they also reside and one individual transferring to Goodwillôs Sage Senior Services Crosswoods location.   
 
 

 Tracking Objectives   

There has been a steady increase in the number of participants coming to our program that are interested in paid work activities.  We 

continue to offer steady work for participants in Franklin County, which attracts individuals to our program.  Participants access the 

use of Occupational Therapy when designing exercise work outs, which would be reflected in Goodwillôs Health and Wellness 

program.  We continue to offer Speech Therapy to a limited number of individuals.  The Speech Therapist offers individual sessions, 

group sign language classes, adaptive equipment assistance, & conducts a yearly statewide Alternative Augmentative Comm. Conf. 
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2009 Outcome Measurements/Extenuating and Influencing Factors 

As indicated in the following charts, program objectives were met in 2009. 

 
Reporting 

 
Evaluation Objective Measure 

Applied to 
Whom 

Time of 
Measure 

Data Source Obtained By Goal Actual 

FCBDD 
Effectiveness 

Maximize # of participants 
showing improvement on IP 
goals 

% of participants 
showing 
improvement on IP 
goals 

All 
Participants 

Annual IP Manager 97% 99% 

 

Effectiveness 
Maximize # of participants 
involved in community 
activities 

% of participants 
involved in 
community activities 

Participants 
choosing 
community 
activities 

Annual IP Manager 85%  99% 

 

CARF 
Maximize # of participants 
satisfied with the program 

% of participants 
scoring a "75" or 
better 

Those who 
complete 

Annual Sat. Index Manager 80% 93% 

 

Service 
Access 

Minimize # of weeks from 
start of intake to start of 
program 

# of weeks between 
start of intake and 
start of program 

All who start At Entry Waiting List 
Service 
Coord. 

12 
weeks 

2.5 
weeks 

 

FCBDD 
Effectiveness 

Maximize # of participants 
who have an assessment, 
participate in developing & 
implementation of IP 

% of participants who 
have assessment, 
who participate in 
developing & 
implementation of IP 

All 
Participants 

Annual IP Manager 100% 100%  

 

Effectiveness Maximize # of participants 
who volunteer at least 
monthly 

% of those who want 
to volunteer 

All who want 
to volunteer 

Annual  IP 
Service 
Coord. 

75% 97% 

 

Effectiveness 
Maximize # of participants 
who participate in 
intergenerational activities 

% of those who want 
to participate in 
intergenerational 
activities 

All who want 
to participate 

Annual IP 
Service 
Coord 

75% 99% 

 

Efficiency Maximize # of persons 
served 

Min # of persons 
served as agreed by 
the contract 

 
All participants 

Monthly Monthly 
Roster 

Program 
Director 

100% 
(258) 

100% 
(271) 
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Extenuating/Influencing Factors:  Three individuals did not 

show improvement on their goals in 2009.  Participants either 

declined to work on their goals or exited the program prior to 

data collection. 

Extenuating/Influencing Factors:  Monthly calendars were 

developed by participants and their specialists which included 

several new community outings throughout the year.  Each 

participant had input into the choice of activities that led to 

increased interest and outings. 

 

Extenuating/Influencing Factors:  Participants are surveyed 

at the annual IP meetings to ensure that we are aware of 

concerns and they are addressed to improve satisfaction.  252 

participants had 100% satisfaction; 12 had 90% satisfaction; 6 

exited the program prior to the annual IP. 

 

Extenuating/Influencing Factors:  The Intake & Services 

Manager worked to ensure those who were choosing to attend 

the Sage program were enrolled within the 12 week intake 

timeline goal.   
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Extenuating/Influencing Factors:  All individuals receiving 

services at Sage Senior Services are assessed and have the 

opportunity to participate in the Individual Plan.  Six (6) 

participants exited the program prior to their yearly IP meeting. 

Extenuating/Influencing Factors:  97% of individuals who 

stated they wished to volunteer in the community had the 

opportunity to do so in 2009.  Seventeen (17) individuals stated 

they wished to volunteer. 

 

Extenuating/Influencing Factors:  99% of the individuals who 

stated they wished to volunteer in the community had the 

opportunity to do so.  Nine (9) individuals participated in 

activities at local schools.  Three (3) individuals wished to 

participate but did not have the opportunity due to behaviors 

that prevented the desired placements.  

 

Extenuating/Influencing Factors:  In 2009, the Sage Senior 

Services program had 271 participants throughout the year, 

which exceeded our county contract year goal of 258. 
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2009 Recommendations/Opportunities/Outcomes 
 

 Sage continually strives to provide new volunteer opportunities and outings to participants. Participants volunteered at the 
Bixby Living Skills Center, which was a new volunteer site for 2009, as well as for hospice patients (making birthday cakes 
and cards), with children at a local school through the Foster Grandparents Program, and at the Columbus Aids Task Force.  
Forty-nine participants volunteered and logged in 615 hours of volunteering. 

 The Sage Greenhouse (aka Ethelôs Blooming Greenhouse) got off the ground in 2009.  Participants helped to grow tomatoes, 
cucumbers, squash, herbs, and flowers.  We celebrated with an open house in the spring.  Activity groups used the 
vegetables and herbs for cooking and enjoyed eating the results! 

 We collaborated with the Bixby Living Skills Center in creating an outdoor garden.  Participants enjoyed a weekly outing to 
tend to the garden. 

 Project Runway was a new program-wide activity 2009.  Goodwill Columbus Retail Stores donated fabric and clothing.  
Participants and staff worked together to make an outfit and participants modeled the outfits.  We had so much fun that 
Project Runway will become an annual activity! 

 Participants went on their annual outing to Buckeye Lake for a boat trip (a favorite activity) and we held our Second Annual 
Prom. 

 Staff turnover rates continued to be very low.  We had one staff exit the program in 2009. 

 
 
2009 Analysis of Trends 
 
Field Trends 

 

The Sage Senior Services program remains unique in the field in serving individuals 45 and older, and in offering both activities and 

paid work activities.  In 2009, we saw an increase in individuals referred to our program that were interested in working.  There has 

also been an increase in providers in Franklin County offering paid day habilitation programming.  In order to remain competitive and 

attract individuals to our program, we will need to ensure that we have paid work activities for participants on a consistent basis.  In 

December, 2009, a decision was made at Goodwill Columbus to discontinue contracting outside for our work opportunities and focus 

on retail processing for the Goodwill Columbus retail stores.  Beginning in February, 2010, our participants will be paid to process 

items for our retail stores.  With this opportunity, we will consistently be able to offer work to all participants.   
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Waiting Lists 
 
All referrals are made through the Franklin County Board of Developmental Disabilities (FCBDD).  The individuals interested in our 
program are placed on a waiting list with the county.  We had 41 participants enter the program in 2009 (33 entered in 2008).  We 
started in January 2009 with approximately 230 participants and ended the year with approximately 245.  We continue to work 
diligently at getting individuals off of the waiting list and into our program as quickly as possible in order to better serve the 
community.  In 2010, we will focus on recruitment, streamlining the intake process, and ensuring those on the waiting list are entered 
as quickly as possible. 
 
Human Resources/Staff 

 

Staff participated in an Employee Climate Survey, uSPEQ.  One-hundred percent of respondents stated that, overall, they are 

satisfied with their jobs and feel they are given the training and support they need to do their jobs well.  Areas of improvement 

identified were:   

 ñI am kept up to date about news and issues that affect my jobò (76.9%) (66.7% in 2008)  

 ñI am asked for input and/or ideas when important decisions are made that affect my jobò (73.1%) (53.3% in 2008).   

Last year we worked on improving communication within our department.  All staff were given access to e-mails, we utilized a 

suggestion box, and meeting agendas included time for good news sharing and staff concerns.  This year, based on further 

discussion, we determined to focus on communication and feedback.  Sage employees stated they would also like to see updates 

written on the white board in the work area and important information given by memo, in addition to receiving emails.  Employees 

determined that monthly group meetings with their supervisors would be beneficial.  We held teamwork training within our 

department and we committed to holding each other accountable for appropriate feedback.   

 

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 are submitted to the FCBDD MUI Unit for 
review.   We had 10 reported MUIs in 2009:  5 hospitalizations due to medical issues; 3 falls; 1 choking incident; 1 misappropriation.  
There were no patterns or trends identified.  We will continue to work closely with our Health and Wellness Department at Goodwill 
Columbus, as well as the individualôs team to address potential/actual health and welfare concerns as well as behavioral concerns to 
reduce the potential for risk.  There were no reported concerns regarding accessibility.  In 2009, we had 8 staff reported incidents 
which was a 50% decrease from 2008.  The incidents were:  Participant-Related Incidents (3); Cuts, Burns, Smashed Body Parts (3); 
Motor Vehicle Accident (1); and Slip, Trips/Falls (1).  There were no patterns/trends noted.  
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2010 Recommendations/Opportunities 

 

 In 2010, we will focus on training work services staff and participants on retail processing.  We will work in collaboration with 

the Director of Retail Operations and the Operations Department to ensure we have the materials and equipment needed to 

perform the work required and that we consistently deliver quality work.  

 Sage Senior Services seeks to be the provider of choice for individuals seeking day services in Franklin County.  Our goal for 

2010 is to fill all service slots to capacity 85% of the time. 

 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 and volunteer opportunities for individuals in the 

community. 

 The Sage Senior Services team will continue to work on improving our communication, asking staff for input where 

appropriate and teamwork in 2010, and to improve the results of our employee survey through uSPEQ in 2010. 

 Follow company CFIôs (Critical Few Initiatives) that are applicable to Sage Senior Services at Edgehill. 

 Track and evaluate outcome measurements as written for 2010. 
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SAGE SENIOR SERVICES AT CROSSWOODS 

 

Overview  
 

Sage Senior Services at Crosswoods, located at 625 Scherers Court, Worthington, Ohio opened in November 1997 to provide 
day support services to adults over 45 and older with developmental disabilities.  Individuals attending Sage Senior Services 
at Crosswoods require a more structured and supervised environment which we provide in a gentle and positive atmosphere. 
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 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.  In 2009 program participants took part in an Advisory Council Retreat at MCL, 
tours of Anthony Thomas Chocolate Factory, volunteering at Isabelle Ridgeway and Unverferth House, and community 
appreciation of fire and police departments.   
 
Sage Senior Services at Crosswoods served a total of 78 participants and 67,779 total service hours to those participants. 

 
 

Quality Assurance 
 

 Stakeholder/Customer Satisfaction 
In order to continually evaluate and improve our services, an annual 
satisfaction survey, participant satisfaction survey and service review 
interviews are conducted with 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.  See next page for 
thorough results of survey. 
 
 

 

 
 
 
 
 
 

ñCrosswoods staff are very proactive when 

addressing consumer issues.ò 
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2009 Stakeholder Survey - Crosswoods 

                        
Survey Question 

 
Response  Frequency 

 
Response Count 

1. Crosswoods staff treat everyone with dignity and respect Agree 84.8% 39 

Neither agree or disagree 15.2% 7 

Disagree 0.0% 0 

       Additional Comments: 

 Very good. 
 

    

2. Crosswoods addresses my concerns in a timely manner  
 

Agree 88.9% 40 

Neither agree or Disagree 11.1% 5 

Disagree 0.0% 0 

       Additional Comments: 

 Crosswoods staff is very proactive when addressing consumer issues. 

 During times of needing documentation information, Alana, Linda and others have gone out of their way to assist! 

 Annual IPs are still coming to me late, which holds up submitting the ISP to the State! 
 

    

3. Crosswoods  focuses on person-centered planning Agree 84.1% 37 

Neither agree or disagree 15.9% 7 

Disagree 0.0% 0 

       Additional Comments: 

 None 
 

    

4. Crosswoods facility meets the needs of the  persons served Agree 82.2% 37 

Neither agree or disagree 15.6% 7 

Disagree 2.2% 1 

Additional Comments: 

 There are times that Incident Reports are slow in being faxed to provider. 

 Needs to be more open to serving people with autism or behavior plans. 

 I think that they make every attempt to meet the needs and attempt many strategies before questioning their ability to meet the needs. 

 Depends on personôs unique situation and sometimes needs to be changed to meet needs. 

 Need more communications for outings. 
 

    

5.    Overall satisfaction with Sage Senior  
       Services -Crosswoods 

Agree 86.7% 39 

Neither agree or disagree 13.3% 6 

Disagree 0.0% 0 
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 Service reviews 
ü Service Reviews were conducted quarterly for a total of twenty Sage Senior Services at Crosswoods participantôs files.  

Medical, behavioral and diet obstacles were addressed and resolved as appropriate and corrections were made to all 
participant files.   

ü Eight interviews were conducted with Franklin County Service Coordinators, residential providers and guardians.  
Habilitation Managers addressed all comments to ensure obstacles were identified. 
                                                        

 
Quality Assurance    (20) 

 
Case Records (20) 

 
Interviews (8) 

Holistic approach demonstrated 19 Current IP in file 18 Overall satisfaction with services 8 

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 20 Individual attend IP meeting 8 

Obstacles identified 7 File needs purging 5 Given opportunity for input 8 

  Needs correction 13 Comments/What else would you like to do 5 

 
 

Demographics/Statistics 
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ü There was a 7% decrease in participants served from 2008 to 2009 although the number served is still 4% above our 

contract number.  Since 2006, we have served fewer individuals due to the changing needs of those served as well as less 
referrals. 

ü As our population continues to age, their abilities decline causing increased dependence on staff for assistance, i.e. 82% 
ambulating; 78% in the restroom; 69% with dining; 58% have special diets and 12% are diagnosed with dementia. 

ü The levels of needs of our individuals correlate with the Acuity Assessment grouping which determines staffing patterns.  
 
2009 Tracking Objectives  
 

 In 2009 Sage Senior Services at Crosswoods tracked objectives that describe details about the individualized services provided 
to participants. The objectives are tracked to see what services we provide that participants are utilizing.  

 
 

 
 

 

20

33

0

25

73

26

18

0

33

69

30

18

0

24

76

30

14

0

23

74

24

17

0

20

74

33

0

10

20

30

40

50

60

70

80

Behavior Support/Guideline Svcs Receive Speech Svcs Rec O.T. Svcs Attend CW on Partial Schedule Req Close Supervision Wheelchair, Walker or Cane

Tracking Objectives - 2005-2009

2005 2006 2007 2008 2009



20 
 

2009 Outcome Measurements/Extenuating and Influencing Factors 

Reporting Evaluation Objective Measure 
Applied to 

Whom 
Time of 
Measure 

Data 
Source 

Obtained 
By 

Goal Actual 

Effectiveness, 
FCBDD  

Maximize # of participants 
showing improvement on IP 

goals 

% of participants 
showing improvement 

on IP goals 

All 
Participants 

Annual IP Manager 97%  99% 

 

Effectiveness  
Maximize # of participants 

involved in community 
activities 

% of participants 
involved in community 

activities 

P's 
choosing 

community 
activities 

Annual IP Manager 89% 97%  

 

CARF  
Maximize # of participants 
satisfied with the program 

% of participants 
scoring a "75" or 

better 

Those who 
compete 

Annual 
Sat. 

Index 
Manager 80% 100%  

 

Service Access 
Minimize # of weeks from 
start of intake to start of 

program 

# of weeks between 
start of intake and 
start of program 

All who start At Entry 
Waiting 

List 
Service 
Coord. 

12 
weeks 

 7.8 
weeks 

 

Effectiveness, 
FCBDD  

Maximize # of participants 
who have an assessment, 
participate in developing & 

implementation of IP 

% of participants who 
have assessment, 
who participate in 

developing & 
implementation of IP 

All 
Participants 

Annual IP Manager 100%  100% 

 

Efficiency 
Program Utilization: Maximize 

# of persons served 

Minimum # of persons 
served as agreed 
upon by contract 

All 
Participants 

Monthly 
Monthly 
Roster 

Program 
Director 

100% 
(75) 

 100% 
(78) 
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Extenuating/Influencing Factors: All goals and objectives 

are determined by the teams and reviewed monthly by the 

Habilitation Manager to ensure continued importance for the 

participants. 

  

Extenuating/Influencing Factors:  Participants are highly 

involved in planning the activities so they want to be involved in 

the activity. 

 

Extenuating/Influencing Factors:  Sage Senior Services at 

Crosswoods continues to strive to satisfy all stakeholders. 

 

Extenuating/Influencing Factors:  Tracking number of weeks 

began once opening was available and all needed collateral 

was received. 
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2009 Recommendations/Opportunities/Outcomes 
 
The results of the 2009 Annual Operating Plan were as follows:   

1.  The staff/participant acuity ratio was met 100% of programming days.   
2.  Professional development was provided to 100% of staff in 2009. 
3.  Activity Specialists implemented 92% of activities scheduled on monthly calendar. exceeding the goal of 80%.   
4.  The customer success rate for the 2009 Satisfaction Survey was met at 86.7%, exceeding the goal of 85%.   
5.  Exploring the need to relocate Sage Senior Services at Crosswoods was deferred in 2009. 
6.  Outcome measurement goals from 2008 were continued.   
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Extenuating/Influencing Factors:  Participants had an 

assessment and were involved in the development and 

implementation of their services.  This is a FCBDD required goal. 

Extenuating/Influencing Factors:  Lack of people on the 

waiting list made this goal challenging. 
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2009 Analysis of Trends 
 
Incident Reviews/Analysis/Accessibility, Risk & Safety 

 In 2009, Sage Senior Services at Crosswoods provided individual support to many individuals who require interventions to keep them 

safe and healthy.    

 We continue to assess environmental risks and take immediate action to ensure the health and safety of both participants and 

employees.   

 The Advisory Council has been enlisted to assist in identifying accessibility barriers.  

 As indicated in the following Incident Report Chart several risk and safety areas decreased. There were 277 participant incidents in 2009 

compared to 315 in 2008.  

 There were three major unusual incidents (MUI) in 2009 which were medical emergencies.  

 Unusual Incidents were analyzed at monthly Departmental Behavior Support Committee meetings to identify patterns and trends.  The 

only Trend and Pattern identified in 2009 was an individual with repeated falls, which was addressed in special team meetings.  

 We continue to take measures to ensure the health and safety of the individuals by assisting them as needed; special meetings were 

conducted to develop team approved intervention plans, and kept staff informed of on-going issues and concerns.  

 Fourteen employee incident reports were recorded in 2009 with the majority being participant-related injury.  This was an increase of two 

from 2008. 

 

 
 

 
 

Medical Injury Falls Peer on Peer Aggression Safety/Wander MUI Other TOTAL

2008 6 43 79 56 29 18 1 83 315

2009 98 2 80 33 8 14 3 39 277
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Human Resources/Staff 
 Staff continues to meet Ohio Department of Developmental Disabilities Adult Service requirement by attending and participating in 

training that includes but not limited to: Major Unusual Incidents, HIPAA, TAPS, Annual Abuser Registry, DODD Health and Safety Alerts, 

Hazard Communication, Infection Control, Dementia with Focus of Alzheimerôs disease, Right Way Training/Right on Time Crisis 

Intervention. 

 Staff turnover rate for 2009 remained the same as 2008 at 14%. 

 Training was provided for all staff in the areas of behavior support, and goal and objective writing.  Other staff received training in 

Personality Styles, Stress and Time Management, and Supervisory training. 

 Thirteen employee incident reports were recorded in 2009 with the majority being participant-related injury.  This was an increase of one 

from 2008. 

 An Employee Opinion Survey (USPEQ) was conducted in 2009. The following Action Plan topics were developed and implemented by 

staff: 

(1) Increased recognition with staff and participants.  
(2) Increased staff development trainings  
(3) Continue to assess and improve facility housekeeping and safety.     

 
 

Waiting List 

 Seven participants entered and ten participants exited Sage Senior Services at Crosswoods in 2009 compared to 15 exits in 

2008.  Four exited for medical reasons, five expired and one relocated which are similar reasons to the 2008 statistics.  There 

was no one on the waiting list at the end of December 2009.  To increase the waiting list, an Intake/Recruiter position was 

created to contact Franklin County Service Coordinators, ARC Workshop, APSI and increasing our marketing efforts.  Despite 

the increased competition in day services, only two people have left Sage Senior Services at Crosswoods in the past two 

years to relocate to another program.  There is a strong belief that this number is low because we restructured services to 

tailor to specific needs (i.e. individuals with dementia, individuals with interest in increased community involvement, etc.).     

 
 

Services Delivery Systems 

 The GoodTrak System is proving to be a positive effect on efficiency and reporting tools. 

 With an increase in other adult day services being formed in our community, the continued growth of our program depends on 
maintaining quality services. 
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2010 Recommendations/Opportunities 
 

Sage Senior Services at Crosswords will follow and review all areas at staff meeting quarterly to ensure accountability & 
effectiveness.  

1. Demonstrate participants and staff appreciation by increasing recognition activities to include 100% participation from all 

staff.  

2. Increase consistency in all area of services, by providing staff training monthly. 

3. To develop working relationships, new staff will be assigned a mentor within first 30 days of hire to begin in June 2010. 

4. Program will be the provider of choice for individuals seeking Day Services in Franklin County as evidenced by having 

service slots filled to capacity 95% of the time by 2012. 

5. Program will be 100% compliant with all applicable federal, state and local regulations, agency polices and any other 

funder requirement and additionally, will have a mechanism in place to monitor compliance by 2012. 

6. A comprehensive marketing plan will be developed and implemented annually. 

7. Program will meet Franklin County expectations regarding number of people served, as outlined in contract each year. 

8. Employee Opinion Surveys will be completed and results analyzed annually to develop appropriate strategies to increase 

employeeôs satisfaction. 

9. In 2010 these will be formally addressed at Annual Individual Plan meetings.   
10. Follow company CFIôs (Critical Few Initiatives) that are applicable to Sage Senior Services at Crosswoods. 
11. Track and evaluate outcome measurements as written for 2010. 
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WORK & BEHAVIORAL SERVICES 

 

Overview 

For over 17 years, Work & Behavioral Services has been providing a safe and caring environment for adults with 

developmental disabilities, many of whom also have mental health challenges.  Our trained staff and low staff-to-participant 

ratios create a therapeutic setting for individuals with behavioral challenges to learn work and social skills.  Our first shift (8:00 

am to 2:00 pm) meets the needs of a wide range of participants within three distinct areas:  work all day, work half 

day/activities half day, and activities most of the day with a small portion of work.  Our second shift (1:45 pm to 7:30 pm) 

provides all work services.  In order to meet our participantsô needs, Work & Behavioral Services offers comprehensive 

behavior support services and education groups such as anger management and appropriate work behavior.  In 2009, we 

provided more than 169,000 hours of direct service. 

 

 

Quality Assurance 

 

 Stakeholder Satisfaction 

 

In order to continually evaluate and improve our program, Work & Behavioral 

Services regularly asks for input from stakeholders through annual participant 

satisfaction surveys, annual stakeholder surveys, and quality assurance 

interviews.  On the annual participant satisfaction survey for 2009, Work & 

Behavioral Services received a 97% satisfaction index.  For those who were 

less than fully satisfied, the most common reason given was a desire for 

more consistent work.   

 

 

 

 

 

 

  ñThey are always focusing on 

his positive behaviorò 




