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Without goals and plans to reach them, you are like a ship
 that has set sail with no destination.
                                                                         - F. Dodson
2006-2007
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Outcome Management System (OMS)
The Arnold Center is committed to providing customer driven services that result in a high degree of satisfaction.  In order to achieve this result, the agency, with input from customers, has implemented as part of its continuous quality improvement process, a comprehensive OMS that measures the effectiveness and efficiency of each service and the satisfaction of the Arnold Center’s various customers. Information collected by the system is analyzed and used by agency decision makers and the outcome management committee to plan revisions or improvements in services to individual customers as well as the overall service delivery system.   

I.  Michigan Works!  Midland, Saginaw and Bay Counties:  Michigan Works! services provided by the Arnold Center are designed to be a workforce development system that prepares people for work.  Assistance to all employers and job seekers is available to ensure that employers are provided with a supply of skilled workers and individuals are provided with an opportunity to advance in knowledge and skills to achieve economic self-sufficiency.

A. Efficiency, Effectiveness and Satisfaction Measures:  During the 2006/2007 program year, the Michigan Works! programs focused on the following outcomes:

1.   Maximize outcomes for customers by exceeding state average on  

applicable performance standards as documented on Michigan Works!   Administration quarterly reports.

This year The Arnold Center has met or exceeded all 17 standards set by the State of Michigan and the local Michigan Works! Administration.

2. Maximize customer satisfaction in all areas of service delivery as          

      evidenced by minimal formal customer complaints.

Due to the implementation of the No Worker Left Behind Initiative there were numerous complaints, which went directly to Department of Labor and Economic Growth.  The No Worker Left Behind  initiative, which is designed to offer Individual Training Accounts (tuition assistance) to individuals interested in training.  Unfortunately we had insufficient funds to support the initiative.  We have since received an additional $586,000 to support this initiative.

3.   Maintain compliance with mandated record keeping requirements as  

      evidenced by minimal corrective actions resulting from state, local and   

      internal audits.

Our Michigan Works services are inundated with audits of one type or another throughout the year. At the state level, there were no corrective actions.  At the local level there were several observations and only one corrective action was recorded,  plan was developed to implement all necessary changes.  Changes addressing staff training were implemented immediately. 

B.  2006/2007 program highlights: Many significant events occurred in the Michigan Works programs last year. The following highlights describe just a few made:

· In March 2007, the Arnold Center opened two Academic Centers one in Saginaw and one in Bay City.  The Academic Centers provide Basic Skills and Computer Literacy Instruction. 

· Implementation of the Microsoft Grant.

· We developed curriculum for 23 new Seminars for the Saginaw/Midland/Bay WIA program participants.  By doing this we added valued intensive service for our participants.

·  16 Arnold Center, Inc. employees participated and completed Global Career Facilitator Training.

· Increased participant enrollment and exits to employment.
· Formed Work Teams for each job classification to maximize program effectiveness and coordination between Saginaw, Midland and Bay Counties.

· Implemented marketing campaign to increase registrants.

· Implementation of the JET program, which replaced Work First.

C.  Focus for 2007/2008:  There will be a couple of challenges for the Arnold Center’s administration and Michigan Works! personnel.  The following describes a few of the areas where we will focus our attention in 2007/2008:
· Continue to improve communication between the Business Service Team and Program Staff.

·  Continue to support the efforts of the MWA Worker Certification process. The Arnold Center, Inc. will be building relationships with new partners providing youth services in Bay and Midland Counties.

II.  Vocational Evaluation:  A systematic process using standardized testing and work, real or simulated, to assess an individuals work skills, behavior and potential for employment.

A.  Efficiency, Effectiveness and Satisfaction Measures:  During the 2006/2007 program year, the Evaluation Program focused on the accomplishment of the following goals:

1.   Increase the percent of final recommendations accepted by referring agents.

Referring agencies expressed their satisfaction with our final report and recommendations (major vocational goals) by awarding us an average satisfaction rating of 3 out of a possible 3 on the satisfaction surveys.

2.  Maintain average revenue per quarter.

This fiscal year the evaluation program did not met the average revenue per quarter.  This goal was based on the prior fiscal year 2005-2006, which was an exceptional year.  Based on past history, this fiscal year’s revenue was more in line with previous fiscal years.

3.  Favorable customer reports.
The program’s average satisfaction rating from customers was 2.8 out of a possible 3. (Exceeded goal).

4.  Reduce the number of days from intake to start date for new referrals.

This goal was consistently exceeded throughout the year.
B.  2006/2007 Program Highlights:  The following actions are a few of the highlights that occurred in the Vocational Evaluation program during the 2006/2007 program year:
· Increased the number of community- based evaluations.

· Increased overall satisfaction rating from customers.

· Achieved a 100% satisfaction rating from funding agencies.

· Achieved a 100% completion rate of the evaluation program.

C.  Focus for 2007/2008:  In the new year, the Evaluation Program will focus its attention on the following goals:
· Research and update assessment tools as necessary.

· Continue to increase community- based evaluations.

· Continue to diversify referrals, (new funding sources).

· Research educational training programs.

· Continue focusing on customer and referral satisfaction.

III.  Access Midland:  An initiative that focuses on the integration and inclusion of persons served into community settings of their choosing.  Customer’s choices may include any combination of the following activities:  community employment, organizational employment, social and recreation activities and volunteerism.  

A. Efficiency, Effectiveness and Satisfaction Measures:  During the 2006/2007 program year, the Access Midland program focused on the accomplishment of the following goals:

1. Increase the overall average satisfaction rating the program receives from its customers relative to the following:

a. Organizational Employment 2.55

b. Community Employment 2.36
c. Social Recreation 2.89
Our goal was 2.5 or above, thus all goals were exceeded.
Access Midland depends on the customer’s satisfaction to design our programs.  This year’s lowest score was related to Community Employment, with the loss of 4 sites. When customers were asked to explain or if they were unhappy in this activity they answered that they were satisfied.  

2.  Maximize the units of service that customers participate in the following Organizational Employment activities;

a. Community Employment 134249.42

b. Social Recreation 12175.49

c. Community Based

Our goal was 78,000 for Community Employment which was exceed dramatically with the addition of a second shift at HSC and the new crew going to DC3.  Our goal for Social Recreation and Volunteer was 13500 which we did not meet, one reason for this is the Blitz Build has been postponed until Spring 2008. Overall the Community Employment increase more than makes up for the decrease in Social Recreation units.  

3. Of the total units of service authorized, increase the percent of service actually provided.  Our goal was 85% the result was 81%

This was the first full year that the MI population was included in the absentee rate. We have also began working on updating the CMH spreadsheets to more accurately reflect budgets / putting customers on hold, etc.  

4. Utilizing customer surveys for feedback,

· Funders 2.9

· Advocates 2.8

· Employers 2.8

The goal for this indicator was 2.5 we more than exceed this goal in all three categories, all feedback has been very positive.  

5. Reduce the average number of days from the intake day to the customer actual start date.  Goal of 7 days with an actual result of an average of 4.6 days

B. 2006/2007 program highlights:  This was a time of challenge and growth for the Access Midland program.  Below are a few of this year’s highlights:

· Implemented a Social Recreation program in blocked time with a Coordinator to design the program with the assistance of our customers.

· Access Midland has been asked to present at the CARF International conference in 2008 on our best practice providing choice for our customers. 

· Both lost and gained some community employment sites.

· Implemented a new scheduling system.

· Decreased staff turnover rates in both job coaching and placement positions.

· Began development of an absentee unit recovery process.

· Joined the Statewide CMH Taskforce to have input on issues in Lansing and on the new self-determination program being developed by DCH.
C. Focus for 2007/2008:  We are excited about the prospects for the coming year and will be focusing our efforts in the following areas:

· Ongoing evaluation of program structure and resources to ensure we are providing the highest quality service to our customers.

· Additional development of both traditional and non-traditional work opportunities that will meet the personal employment goals of our customers.

· Continue to build strong relationships with community partners.

· Continue to build an inclusion program for Midland County.

· Complete the absentee unit recovery program

· Develop opportunities to become more visible in the community.

· Develop a volunteer program for OE services.

IV.  Arnold Center Placement Services:  Provides employment options and supports, as appropriate, for individuals who have expressed a desire and preference to work in the community.  Specific services may include, but are not limited to: vocational counseling, job development, assistance with job applications and resumes, interviewing strategies, on the job training, and transportation coordination. 

A. Efficiency, Effectiveness and Customer Satisfaction Measures:  The following are results of goals established for the placement program in the year 2006/2007:

1. Maximize average hourly wage of new placements. Our goal was $6.95 the result was $7.23.  

2. Maximize the percent of job retention for six months.  Our goal was 80% our result was 25%, of the 8 placements only two retained their employment for the full six months.  

3. Minimize the number of days from referral to placement. Our goal was 120 days with the result being 221.5 days.  We have now placed all of the people that were referred to us without new authorizations under the old system

4. Maximize the number of new jobs developed.  The goal was 12 with the result of 10.  

5. Maximize the customer satisfaction as measured by maintaining an average rating of 2.5 or above regarding question of overall service satisfaction. Our goal was a rating of 2.5 and the result was 3.

B. 2006/2007 Program Highlights:  This was a year of transition, with changes in personnel.  Even with this transition the following are a list of accomplishments:

· Separated the Placement program from Access Midland to specialize in community placements and relationship building with other outside agencies and businesses.  

· Continued to focus on developing team approach with the referring agency in order to increase the amount of referrals.

· Developed an incentive program based on actual recruitment and job development time to ensure progression and placement.
C. Focus for 2007/2008:  Specific focus areas to be addressed this year are as follows:

· Diversify our customer base and funding for customers with no previous ties to the agency.

· Continue to develop relationships with local businesses and organizations to assist in job leads.

· Expand the development of both traditional and non-traditional work opportunities that meet the employment goals of our customers.

· Expand position to market all ACI services along with placement.

V. Gladwin County Connection:  An initiative that focuses on the integration and inclusion of persons served into community settings of their choosing.  Customer’s choices may include any combination of the following activities:  community employment, organizational employment, social and recreational activities and volunteerism.
A.  Efficiency, Effectiveness and Satisfaction Measures:  During the 2006-2007 program year, the Gladwin County Connection Program focused on the following outcomes:

1. Increase the overall average satisfaction rating from customers relative to the following:

Organizational Employment, Community Employment and Social/Recreational/Volunteer

Our goal was a 2.5 rating or higher

Our Year To Date results were:

Organizational Employment     2.59

Community Employment          2.82

SRV                                           2.85 

The organizational employment satisfaction rate greatly improved over the course of the year due in large part to an increase in the variety of work in the manufacturing area. 

Customer satisfaction remained consistently high in the social/recreational/volunteer areas due to the addition of new activity areas that customers could choose from

Three new enclaves were developed in the spring that gave three customers an opportunity to work that hadn’t been working in the community previously through the GCC Program.  All of the individuals were pleased with the increase in their paychecks (all were paid minimum wage) and that had an impact on their overall satisfaction ratings. 

2.
Maximize the units of service that customers participate in the following community based activities:

Community Employment—units increased

Social/Recreation/Volunteer—units decreased

Organizational Employment—units decreased

The number of community employment units typically increases during the summer months when seasonal crews (landscaping) begin. When individuals have an opportunity to work in the community their hours are often reduced somewhat in their other areas of social/recreation/volunteer and organizational employment.

3.
Of the total units of service authorized, increase the percent of service actually provided.

Our goal was 92% and our Year To Date result was 89%

This year there were ten individuals that had serious health related conditions that kept them out of services for extended periods of time.  

4.
Utilizing customer surveys for feedback, increase the following customers                  overall satisfaction with the service provided.  Our goal for Funders was 2.5, Advocates goal was 2.5 and Employers goal was 2.7.

Our Year To Date results were

Funders 
    2.90

Advocates
    2.91

Employers
   2.62
The overall satisfaction ratings of funders, advocates and employers was between 2.0 and 3.0 (2.0 equates to good and 3.0 equates to an excellent rating). 

  5.
Reduce the average number of days from the intake date to the customers actual start date.

Our goal was seven days and it was reduced to 2.3 days

We have established an excellent relationship with Community Mental Health and home care providers so that there is a smooth transition with paper work that must be in place before an individual can start in program.

B. 2006/2007 Program Highlights:  Many significant events occurred in the Gladwin County Connection program last year.  Some of the more notable include:

· Worked with Community Mental Health to secure funding for a new lift van

· Worked with DART on how to best serve our customers using wheelchairs

· Worked with DART to assist customers in making up absent days and hours

· Increased inclusive opportunities for customers in the community

· Worked to reduce transportation costs 

· Developed three new landscaping crews at Maple Manor, Antler Arms and Mrs. Hughes

· We had more variety in work in our manufacturing area that resulted in higher paychecks and greater satisfaction for customers

· Geared the GCC Program toward more customer choice 

C. Focus for 2007/2008:  The following describes a few of the areas that we will focus our attention on in the Gladwin County Connection Program:

· Transportation issues.

· Develop more year-round work opportunities versus seasonal work.

· Continue to develop more inclusive opportunities for customers

· Visit other rehabilitation facilities to share ideas

·  Increase public awareness of our program through presentations, press releases and our community newsletter

· Develop and implement a volunteer program that provides support to customers of organizational employment services

· Develop a group of parents and other advocates that could support GCI in its programs

VI.  Gladwin Community Employment Services:  Provides employment options and supports, as appropriate, for individuals who have expressed a desire and preference to work in the community. Specific services may include, but are not limited to: vocational counseling, job development, assistance with job applications and resumes, interviewing strategies, on-the-job training, and transportation coordination.
A.  Efficiency, Effectiveness and Satisfaction Measures:  During the 2006/2007 program year, the Community Employment Program focused on the following measures:

1. Maximize the average hourly wage of new placements. Our goal was $6.95 and our result was $6.95.

The $6.95 wage was considered entry level, however in July the federal minimum wage went up to $7.15. 

2. Maximize the percent of job retention for six (6) months.

Our Year to Date goal was 80% and our result was 50%.  At the close of year we had one individual in program that was not placed in the community so he/she will be carried over into the 2007/2008-program year.

3. Maximize the number of jobs developed.

Our Year to Date goal was four (4) jobs developed, however, only one position was secured.  The individual was successfully placed but due to medical reasons was unable to continue employment.  There was only one other individual referred into the program during the year and employment was not secured before the end of the program year.

4. Minimize the number of days from referral to placement. Our goal was 120 days and our YTD result was 127 days.

This goal is a challenge especially in a rural community where there are limited community jobs. 

5. Maintain a rating of 2.5 or above on surveys received, regarding overall satisfaction of services.

Surveys are typically completed when individuals have been successfully placed for ninety (90) days or more.  The two (2) individuals that were referred into the program this year were not placed successfully in the community.

B. 2006/2007 Program Highlights:  The following actions are a few highlights from the Gladwin County Employment Services Program:

· The individual placed in the community during the first quarter earned minimum wage.

· The Placement Specialist took one individual to a local job fair where they could take an active part in their own job search.

· Emphasis was placed on using the local Michigan Works! Services.
· Emphasis was placed on building relationships with the local businesses in the Gladwin and Beaverton areas to assist in job leads
C. Focus for 2007/2008:  The new year will pose new opportunities for the staff and customers of the community employment program.  We will be focusing our efforts on:

· Develop more year round work opportunities versus seasonal work.

· Continue to collaborate with community employers.

· Continue to participate in local civic organizations such as the Chamber of Commerce, Gladwin Business and Professional Association, Transition Council, Group and United Way.

· Join the newly established Job Placement Services Group.

· Identify community organizations for possible memberships.

· Cross train staff so turnover does not become an issue.

· Submit press releases focusing on our organization and what our program .could mean to perspective employers.

· Visit other rehabilitation facilities to share ideas for community placements.

VII. Vocational Exploration:  Provides high school students the opportunity to work and learn beside mentors (co-workers) in integrated community-based work settings.  Students learn specific job skills and general work etiquette and become better equipped to make future career choices.  
A. Efficiency, Effectiveness, and Satisfaction Measures:  The following is an outline of the measures identified as priorities to address in the 2006/2007 program year in addition to the 2006/2007 outcomes:  

1. Maximize active caseload (number of students served).

During the 2006/2007 program year, a total of 9 students were served in the Vocational Exploration program.  The annual goal of 10 students was not met due to lack of additional referrals from the schools.  

2. Maximize percentage of students referred who obtain community employment by their senior year of high school. 

During the 2006/2007 program year, 3 out of 4 senior students (75%) were successfully placed in community employment.  Of the 9 total students served, 7 participated in community-based employment.  

3. Maximize average referral source satisfaction with the Arnold Center's ability to meet or exceed students' vocational objectives.

The average satisfaction rating from a total of 34 surveys received was 2.96 (with 3 being the highest satisfaction rating).  

4.   Maximize customer satisfaction by maintaining an average overall satisfaction rating of 2.5 points or higher (out of 3 points possible) on the quarterly satisfaction surveys.

By the end of the fourth quarter, the average overall customer satisfaction rating was 2.65. This data was obtained from a total of 6 surveys.    

B. 2006/2007 Program Highlights:  The following is a list of a few notable highlights in the Vocational Exploration program for 2006/2007:  

· Implemented strategies to improve student participation and overall program effectiveness including the use of non-paid work experiences and Vocational Evaluations to assess work skills and behaviors prior to student placement.

· Students participated in various career exploration and skill-building activities including participating in the Reality Store, attending ‘Mock Interview Day,’ participating in team-building activities at Base Camp (located in Flint, MI) through MiConnections, and job shadowing.  

· At the end of the school year, 2 students maintained employment at Alex’s Railside Restaurant in Sanford and another student was working at Burger King on South Saginaw Road in Midland.  During the year, one student worked at Goodwill Industries and another worked at Fazolis.  In addition, two students worked on Arnold Center community-based enclaves including the Municipal Building janitorial crew, and the Hemlock Semi-Conductor crew.  At the beginning of the year, several students received non-paid work experience cleaning at the Midland Community Center.  
· Two students (both potential 2007-2008 program participants) attended a 3-day camp sponsored by Business Professional Women.  This camp was called “University of Life,” and it provided leadership training to young ladies ages 11-17 on the campus of Saginaw Valley State University.   The Arnold Center’s School-to-Work Transition Specialist served as a chaperone and assisted camp facilitators.  
C.  The following will be primary areas of focus for the 2007/2008 program    year: 

· Maximize referrals from Michigan Rehabilitation Services.  

· Maximize community-based work and training opportunities for students (paid, non-paid, and/or volunteer).  

· Develop a formal program curriculum in order to increase retention of participants, reach program goals and objectives more effectively and efficiently, and increase both sponsor and customer satisfaction. 

VIII. Vocational Experience:  Offers school students the opportunity to perform a variety of jobs available in the Arnold Center’s Organizational Employment program.  Students earn a paycheck while learning and developing jobs skills and work-place etiquette.
A. Efficiency, Effectiveness, and Satisfaction Measures:  The following is an outline of the measures identified as priorities to address in the 2006/2007 program year in addition to the 2006/2007 outcomes:  

1.  Maximize active caseload.

During the 2006/2007 program year, 30 students were served in the Vocational Experience program.  This exceeded the annual goal of 26 students.  

2. Maximize percentage of students participating in one or more job shadowing experience or job-related seminar.

Over the course of the program year, 22/26 (85%) students participated in job shadowing and/ or job related seminars. The goal of 85% of students participating was met. 

3. Maximize average referral source satisfaction with the Arnold Center's ability to meet or exceed students' vocational objectives.

      By the end of the fourth quarter, the average referral source satisfaction rating was 2.9 (out of 3 points possible).  This data was obtained from a total of 39 surveys.  
4.  Maximize customer satisfaction by maintaining an average overall satisfaction rating of 2.8 points or higher on the quarterly satisfaction surveys.

By the end of the fourth quarter, the average overall customer satisfaction rating was 2.75. Data was obtained from a total of 29 surveys.   The goal of 2.8 points or higher was deemed a bit lofty.  

B. 2006/2007 Program Highlights:  The following are a few of the notable highlights from the Vocational Experience Program for 2006/2007: 

· Received funding from Midland Public Schools to continue serving students through the Teen Social Evening Program, an inclusive social recreational activity that takes place at the Midland Community Center twice a month throughout the school year.  An average of 20 students participated at each ‘Teen Night’ at the Midland Community Center.   

· REAACT (Reaching Environmental Awareness and Action in Communities Together), a partnership between the Arnold Center and Midland County 4-H, completed the following projects this year:  built wood duck boxes and sold them to local businesses to promote regional conservation of the wood duck population, created a Power Point Presentation DVD and presentation board for the Midland County REEACT, and attended the MSU Extension REEACT Youth Forum at Michigan State University (where the group gave a presentation summarizing the Midland REEACT projects over the course of the 4-year pilot program and toured the Spartan Stadium).  

· Vocational Experience students participated in job shadowing throughout the school year to gain more awareness of different types of careers.  Featured job shadow sites included:  K-Mart, Elder Beerman, Home Depot, WalMart, and Midland Foodland. Some students also participated in the Reality Store to learn about the realities of independent living.  

· An incentive program was developed to help students increase their productivity in Organizational Employment and to increase students’ pride in their work.  Students are given production goals to reach each day, and their goals and production were maintained on their “goal calendars”.  Every two weeks the students earned prizes for meeting their goals.    
· The First Annual Vocational Experience Program Awards Ceremony was held at the end of the school year to honor each of the student participants (and the school and Arnold Center staff) and to reward them for their contributions throughout the year.  There were approximately 60-70 people in attendance at the event.  
    C.  The following will be primary areas of focus for the new program year:

· Insure and promote student safety through the development and implementation of a safety training program that will increase students’ awareness of safety issues and aim to decrease the number of student injuries at the Arnold Center. 

· Devote more time to one-on-one training and job coaching with students for increased student learning, retention of instruction, and customer satisfaction.  

· Develop and promote a formalized Summer Vocational Experience Program in collaboration with Community Mental Health.  

· Continue to provide and to develop inclusive activities for students.  
IX.  Organizational Employment:  Provides real work experiences that gives participants not only the opportunity to experience a variety of jobs and earn a paycheck but as appropriate, develop attitudes, personal characteristics, interpersonal skills, work behaviors, functional capacities, etc. and to achieve positive employment outcomes.
A.  Efficiency, Effectiveness and Satisfaction measures:  During the 2006/2007 program year, the Organizational Employment program (Arnold Center and Gladwin County Industries combined) focused on the accomplishment of the following measures:

1. Maximize gross wages paid to customers. Our goal was to provide our customers $434,488 in wages paid for the year. 

We were able to achieve this goal with wages paid being $521,680. 

2. Maximize job diversity by introducing an average of 4 new jobs per quarter.

Throughout the year, we averaged 4.25 new jobs per quarter.

3. Maximize gross profit on contract work performed by exceeding 12% gross profit. 

We were able to achieve this goal by averaging 13.5% gross profit.

B. 2006/2007 program highlights:  Many significant events occurred in the Organizational Employment Program in the past year. Some of the more memorable highlights include:

· More wages were paid to customers this year than any other year in the Arnold Center’s history.

· Seventeen new jobs developed.

· Continued ISO registration.

C. Focus for 2007/2008:  The new year will pose a number of challenges for the Arnold Center’s organizational employment program.  Some of the more significant challenges include:

· Maintaining a sufficient volume and variety of work considering the nature of Michigan’s economy. 

· Upcoming certification of the ISO Quality Management System.

· Continue to expand services to Delphi as they emerge from bankruptcy.
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