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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 2007/2008 program year, the Michigan Works! programs focused on the following outcomes:

1. Michigan Works shall maintain operational expenses at a minimum of 90% of the following contractual agreements for each of the following counties:  

a. Saginaw

b. Midland

c. Bay          

Due to the implementation of the No Worker Left Behind Initiative there has been an increased enrollment in training.  Currently our rate in Bay is 87%, Midland 104%, Saginaw 105%.  We are expecting an additional $700,000 to cover our current obligations and future enrollments. 
B.  2007/2008 program highlights: Many significant events occurred in the Michigan Works programs last year. The following highlights describe just a few made:

· Successful implementation of WorkKeys Testing

· Successful implementation of WorkKeys Testing and Learning Component for Dow Chemical

· Opening of a Academic Center in Midland County 

· Successful implementation of the Road Construction Apprenticeship Readiness Program 

· Success Implementation of Fast Start Program

· Implementation of The Essential Work Skills Seminar

· Increased staffing levels to increase the quality of services

· Increased participant enrollment and exits to employment.
C.  Focus for 2008/2009:  We are currently in our last year of our three year contact with Michigan Works!  The Arnold Center team will soon be working on proposals to maintain or increase our future funding. .

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 2007/2008 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 reports and recommendations (major vocational goals) by awarding us an average satisfaction rating of 3.0 out of a possible 3 on the satisfaction surveys.

2.  Maintain average revenue per quarter.

This fiscal year, the evaluation program exceeded the average per quarter.  This kind of an exceptional year seems to occur once every couple of fiscal years.  The evaluation department is expecting the next fiscal year 2008-2009 to be more in-line with prior fiscal years.

2. Increase the overall average satisfaction rating program receives.  (The goals were Consumer Responses 2.7, Advocate Responses 2.7, and Funder Responses 2.8)
a. Consumer Responses 2.85(possible 3)

b. Advocate Responses 2.89(possible 3)

c. Funder Responses 2.94(possible 3)

Each rating group exceeded the goals established.

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

This goal was consistently exceeded throughout the year.
B. 2007/2008 Program Highlights:  The following actions are a few of the highlights that occurred in the Vocational Evaluation program during the 2007/2008 program year:
· Increased the number of community- based evaluations versus in-house evaluations.

· Increased overall satisfaction rating from customers, advocates, and funders.

· Achieved a 100% satisfaction rating from funding agencies of accepting final recommendations.

· Exceeded income expectations (revenue generated from purchase of service).

C.  Focus for 2008/2009:  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.

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 2007/2008 program year, the Access Midland program focused on the accomplishment of the following goals:

1.  Maintain an average of 2.5 or above on overall customer satisfaction for each activity.  

Organizational Employment – 2.62

Community Employment – 2.72

Social Recreational – 2.76

All goals were met in regards to customer satisfaction.  This last year we had implemented the breakdown of satisfaction levels for each activity.  Organizational Employment dropped below the 2.5 goal for the month of September but the yearly average stayed above goal.  Some of this may be due to the three point system when compiling satisfaction, the current system has only 1 for poor, 2 for good, and 3 for excellent.  This was evaluated before and was found to be the best system to use.  To try to bring up the score for OE before it effects the scoring for the upcoming year we have been working with manufacturing to try to come up with a rotation schedule.  

2.  Of the total service provided, maximize the number of customers in community employment.

36.0%

This goal averaged higher than the expected 30% goal.  We have lost some sites and will most likely be loosing a large site in the first quarter of next year.  Letters were sent in September to all the Midland County churches to try to find additional sites.  We have given bid packages to two churches so far.  Similar letters will be sent to additional businesses over the first and second quarter of the New Year to other types of businesses.  We are hoping to increase the number of community work sites to off set the losses we have had over the last two years.  

3.  Of the total service provided, maximize the number of customers in social recreation activities

21.7%

This was met just above the 20% goal.  We have seen a dramatic decrease in CMH funding to provide this activity.  Currently CMH has only been approving SR budgets for those customers that do not have any other extra activities available to them from their home staff.  We have been meeting with parents, customers, and sponsors during our Curriculum Review meetings to discuss other activities but we have still not seen a large amount of support.  The Social Recreational Coordinator has been offering many different “special” activities, including several evening programs.  

4.  Overall utilization of allocated budget hours compared to actual billed.

82.45%

Our goal for this objective was 87%.  We did implement an extra 15 minutes onto our work day to make up for lost time in organizational employment.  We had about 3 people use 100% of their budget.  There are two things that have contributed to this goal being unmet.  First, the CMH coordinators are reluctant to change the customers IBR to reflect actual hours available, with the economic and budgetary conditions at CMH if a customer reduces their hours on an IBR, and two months later would like to go back to their original schedule the CMH coordinator has been unable to receive the budget support again from their supervisors.  Secondly, our system of billing is not realistic in gathering the unused portion of a customer’s budget on a year to date tally.  This has been attempted to gather but has proven to be overly time consuming. The Accounting Department and Access Midland are working together to implement a formula to extract this information more effectively.

5.  Minimize the number of days from intake to start of activities.

6.15 days

The 7 day goal was met.  Normally Access Midland can start a customer within 2 days of intake.  This year two customers did not have their social security cards and they are unable to start without them.  To get the cards it took several days to receive that needed information which increase the average number of days before starting.  

6.  Maintain a rating of "2.5" or above on surveys received from Advocates, Employers and Funding agencies regarding overall satisfaction with services. 

Advocates – 2.83

Employers – 2.45

Funders – 2.86
The goal was met for Advocates and Funders but was not met for Employers.  Again by using the 3 point system proved to lower the results.  With a score of 2 being good and 3 being excellent several employers indicated they were receiving a good service which lowered our overall score.  This upcoming year we will be analyzing our minimum wage sites to possibly move them to performance measures; this will decrease cost which will hopefully result in an excellent scoring on satisfaction surveys.  

B. 2007/2008 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 WeCycle Program with The Dow Chemical Company
· Presented at the CARF International Conference on Providing Exceptional Customer Choice

· Implemented 15 minute early start time to increase normally lost revenue

· Implemented new billing program with CMH

· Implemented and successfully completed PR plan.

· Met all agency / departmental Strategic Plan goals and objectives

· Implemented active committee for curriculum review with parents, funders, and customers in attendance.

· Consistently met earnings margin

· Developed student volunteer packets

· Hosted several informational tours including several involving Dow Chemical and EMS.

· Developed and filmed two additional safety videos

· Implemented shop floor poster program to increase productivity

· Hosted craft classes at the Grace A Dow Memorial Library

· Volunteered and provided staffing for River Days, City of Saginaw Beautification Projects, Day at the Capitol, and the Literacy Book program.

C. Focus for 2008/2009:  Specific focus areas to be addressed this year are as follows:

· Securing additional enclave employment opportunities

· Providing a variety of new Social Recreational activities

· Implementing a new tracking system for customers budget utilization

· Prepare for new standards and receive CARF accreditation

· Meet or exceed all Outcome Management and Strategic Planning goals and objectives

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 2007/2008:

1. Maximize average hourly wage of new placements. 

Our goal was $7.15 the result was $7.28  

All customers who were placed this past year have now increased their wages to the current Michigan Minimum Wage which is $7.40 per hour.  This year we received very few referrals for community employment from MRS, we were down 24% from last year, receiving only 16 referrals.   

2. Maximize the percent of job retention for six months.  
Our goal was 80% our result was 100%, all customer who were placed continued to work with the same employer for a minimum of six months.  This includes one customer who was placed in the previous year. 

3. Minimize the number of days from referral to placement. 
Our goal was 120 days with the result being 129 days.  We are now placing or exiting all customers at the end of the fiscal year.  The count will start again on the day of referral for the upcoming year.  

4. Maximize the number of new jobs developed.  
The goal was 12 with the result of 10. The focus of the placement position has changed this year with that person now doing outreach and marketing for the manufacturing jobs within the building.  If this number is counted the result would be 13 jobs developed.  Some of the jobs developed did not result in a placement but the contact with the organization may prove to be beneficial in the upcoming year.  

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.  There were very few surveys collected for this program this year, although those collected were very positive changes in procedures will be implemented to increase the numbers.  

B. 2007/2008 Program Highlights:  This was a year of transition, with changes in personnel and job duties of this position.  Even with this transition the following are a list of accomplishments:

· Outreach to a number of employers to increase enclaves, direct hires, and manufacturing jobs.

· Chamber of Commerce Ambassador

· Strengthened relationship with MRS

· Streamlined program by sharing staff with GCI

C. Focus for 2007/2008:  Specific focus areas to be addressed this year are as follows:

· 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 marketing into Gladwin area

· Develop services to assist placement of disabled veterans

· Meet with competitive agency to develop relationship (Disability Network)

· Increase number of referrals from MRS

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 2007-2008 program year, the Gladwin County Connection Program focused on the following outcomes:

6. 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     3.0

Community Employment          3.0

SRV                                           3.0 

The organizational employment satisfaction rating was high due impart to the variety of work offered.  It was also felt that having contract laborers working side by side with our customers was a positive influence.

There were more inclusive activities and creativity involved to make the activities more meaningful and less routine.

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 increased

There were additional work opportunities for six individuals during the year but unfortunately they had to give up some of their SRV time in order to have the community employment opportunity per their funding source.  

There was a decrease in the number of work sites during the year due to economical decisions made by the businesses.  So as not to loose anymore sites, we took a proactive approach and used the PMIII system to determine rates of pay for the individuals based on their performance. For example, in using the PMIII system we were able to add another position to the Beaverton Flower Crew this year.

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 93%

We were able to surpass the goal despite extremely low attendance in December, January and February due to weather conditions and no transportation from the Dial-A-Ride system.  Community Mental Health agreed to individuals making up absent days and we were able to recoup some of the revenue that was lost.

4.
Utilizing customer surveys for feedback, increase the following customers overall satisfaction with the service provided.  Our goal for Funders was 3.0, Advocates goal was 2.75 and Employers goal was 2.0.

Our Year To Date results were

Funders 
    3.0

Advocates
    2.80

Employers
   2.41
In reviewing the surveys it was apparent that the lower ratings this year over last year were based on economic reasons.  The cost of our services were increased due to the increase in minimum wage.  As was mentioned previously, we decided to take a proactive approach and use the PMIII system to pay based on performance rather than to continue paying minimum wage and take a chance on loosing more community work sites.

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

Our goal was seven days and year to date figures were 18 days.

The reason we did not reach our goal this year was because of a referral to our program by an individual that had a preplanned vacation that lasted 14 days before she was willing to start our program.

B. 2007/2008 Program Highlights:  Many significant events occurred in the Gladwin County Connection program last year.  Some of the more notable include:

· Implemented and successfully completed department PR plan & met all departmental strategic plan goals.

· A volunteer program was developed this year and resulted in two individuals volunteering from the community

· A parent advisory group was developed this year

· We provided opportunities for six additional individuals to work in the community

· We saw positive results when our customers were allowed to make up absent days  

· The curriculum was restructured to enhance growth opportunities through our social/recreational activities

· Met one-on-one with Dial-A-Ride to resolve some transportation issues.

· Presented at the CARF International Conference providing exceptional customer choice.

C. Focus for 2008/2009:  The following describes a few of the areas that we will focus our attention on in the Gladwin County Connection Program:

· Reducing the transportation issues with Dial-A-Ride through our partnership with the new director

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

· Develop more partnerships with community organizations

· Continue to develop year round work opportunities for our customers

· Continue to develop PMIII’s for community work sites in order to stay competitive in these challenging economic times.

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 2007/2008 program year, the Community Employment Program focused on the following measures:

1. Maximize the average hourly wage of new placements. Our goal was $7.15 and our result was $7.40.

The $7.15 wage was considered entry level, however in July of 2008 the Michigan minimum wage went up to $7.40. 

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

Our Year to Date goal was 80% and our result was 0%.  We had four referrals into the placement program during the year and of the four, only one individual was placed in community employment.  Two individuals dropped out of the program, one because she started receiving SSI and didn’t want anything to jeopardize her benefit and the other individual's case was closed by his referral source.
3. Maximize the number of jobs developed.

There was one job developed this year for an individual at Burger King.  The job entailed some janitorial and restocking duties two days per week and met the needs of the individual on the placement list.  This individual had also completed an OJE for four weeks at a local retail store but was not offered employment when the OJE was completed.

Job developing for the second individual on the placement list has been challenging due to the area in the county that he lives in.  Public transportation only runs on a limited basis in his area so it greatly reduces the jobs that are available to him.

Job developing in a rural community has always been challenging but it has been especially difficult for business owners to stay open with the down turned economy.  We have found that jobs are limited and the competition for them is fierce.  Employers want workers that can do multiple tasks and our populations need job carving.


4. Minimize the number of days from referral to placement. Our goal was 120 days and our YTD result was 152 days.

This goal is a challenge especially in a rural community where there are limited community jobs.  Another factor that compounds the problem is that the one individual still on the placement list lives in an area of the county that has limited use of public transportation. 

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 one individual placed at Burger King had not reached his ninety (90) days of employment at the time of this report.

D. 2007/2008 Program Highlights:  The following actions are a few highlights from the Gladwin County Employment Services Program:

· The individual placed in the community during this year earned minimum wage ($7.40).

· In 2007 it was decided to share the placement specialist position with the Arnold Center as referrals in Gladwin had been significantly reduced from MRS.  
· One of the challenges for the new placement specialist was to introduce and establish himself in the Gladwin community.  The Chamber of Commerce annual golf outing was used as a means of networking as well as making personal visits to businesses to introduce himself. 
· 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.  This was accomplished by the program director becoming involved with community organizations to enhance the networking opportunities.
C. Focus for 2008/2009:  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 and the United Way.

· Develop a core group of employers that would be willing to be on-the-job evaluation sites.

· Continue to maintain a positive rapport/relationship with our local MRS counselor.

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

· Give presentations and tours of Gladwin County Industries to interested community members and businesses.

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 2007/2008 program year in addition to the 2007/2008 outcomes:

1. Maximize active caseload ( number of students served ).
During the 2007/2008 program year, a total of 8 students were served in the Vocational Program. The annual goal of 8 students was met.

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

During the 2007/2008 program year, 4 out of 6 senior students ( 66% ) were placed in community employment. Of the 8 total students served, 6 participated in community- based employment.

3. 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 satisfaction rating was 2.4 out of 3. 

B. 2007/2008 Program Highlights: The following is a list of a few notable highlights in the Vocational Exploration Program for 2007/2008:

· 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.

· At the end of the school year, 2 students maintained employment, one worked at Taco bell on South Saginaw in Midland and the other worked at Rick’s Auto Body on West Isabella Road in Midland. 

C. The following will be primary areas of focus of the 2008/2009 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 job 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 2007/2008 program year in addition to the 2007/2008 outcomes:
1. Maximize active caseload.

During the 2007/2008 program year 33 students were served in the Vocational Experience Program. This exceeded the annual goal of 30 students.

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

Over the course of the program year, ( 94% ) of the students participated in job shadowing and/or job related seminars. The goal of 85% of students participating was exceeded.

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 3 (out of a possible 3 points).

4. Maximize customer satisfaction by maintaining an average overall satisfaction rating of 2.8 point or higher on the quarterly satisfaction surveys.

By the end of the fourth quarter, the average overall customer satisfaction rating was 2.73. 

B. 2007/2008 Program Highlights: The following are a few of the notable highlights from the Vocational Experience Program for 2007/2008:

· 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 Rock twice a month throughout the school year. An average of 16 students participated at each “Teen Night”.

· 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, Meijer’s, and Pets mart.

· An incentive program was developed to help students increase their productivity in Organizational Employment.  Students were given production goals to reach each day.  Their goals and production were maintained on their “goal calendars”. Ninety-seven percent of the students met their goals.

· The Vocational Experience Program Awards Ceremony was held at the end of the school year to honor each of the student participants, the school and Arnold Center staff. Fifty-three people attended the ceremony.

C. The following will be primary areas of focus for the new program year:

· Develop a family council.  The family council will  allow parents and guardians an opportunity to interact with one another as well as offering help and encouragement to each other. These meetings will be held quarterly. The parents may also give suggestions, for possible programs, to be implemented in the Vocational Experience Program.

· Develop a student training program focusing on teaching students how to be respectful to co-workers and staff.

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

· 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 2007/2008 program year, the Organizational Employment Program (Arnold Center and Gladwin County Industries combined) focused on the accomplishment of the following measures:

1. Maintain net earnings margin of 12% and revenue of $2,360,500
Annual revenue was $2,473,300 with an earnings margin of 18%.
2. Meet all of the 2007/2008 Public Relations objectives.
Public Relations goals were exceeded for the year.
3. Obtain MSHARP certification
MSHARP application process is finished and we are awaiting results.
B. 2007/2008 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.

· Annual revenue highest in Arnold Center history.
· WeCycle Program.

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 nation’s economy. 

· Upcoming certification of the ISO Quality Management System.

· Automotive industry faces many challenges and Delphi could be adversely impacted.
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