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“Things are only impossible until they're not.”

                                                       Jean-Luc Picard
2005-2006
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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 2005/2006 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.

There were no formal customer complaints recorded with the Michigan Works! Administration on any issues for Arnold Center operated programs.  Considering the number of customers served over the past year, this is a significant accomplishment.

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 made and a plan was developed to implement all necessary changes.  Changes addressing staff training were implemented immediately. 

B.  2005/2006 program highlights: Many significant events occurred in the Michigan Works programs last year. The following highlights describe just a few made:

· In January 2006, A Youth Works!  Out-of-School participant received the Alumnus of the Year Award from the Saginaw Midland Bay Michigan Works! and attended both local and state recognition events.  An article was published in the Midland Daily News about our Alumnus.  This article provided the opportunity for positive exposure of the Arnold Center's Youth Works! Program.

· We began working on program redesign with Michigan Works! Administration.

· Participated in Health Care Regional Skills Alliance.

· Increased awareness of accessibility among our Work First participants. 

C.  Focus for 2006/2007:  There will be a number 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 2006/2007.
· Providing youth services in Bay and Midland counties.  We will be providing General Contractor Services and operating a summer program in Bay County while providing the General Contract and Out-of-School Youth program in Midland County. 

· The Arnold Center, Inc. will be building relationships with new partners providing youth services in Bay and Midland Counties.

· The Arnold Center, Inc. will focus on serving high school dropouts, who have the greatest need of our services.  (WIA Out-of-School Program).

· The Arnold Center, Inc. will provide Work First Services in Midland County and implement the State of Michigan's program redesign.

· The Arnold Center, Inc. will provide Workforce Investment Act (WIA) Services in Saginaw Midland and Bay Counties.

· The Arnold Center, Inc. will successfully implement the new WIA program design.

· Carry into effect the preparation of WIA Basic Skills Training.

· The Arnold Center, Inc. will strategize ways to handle new "Common Measures".

· Implement awareness campaign to increase registrants.

· Continue quality training for staff for the WIA- Adult/DW/Youth  programs.

· Form Work Teams for each job classification to maximize program effectiveness and coordination between Saginaw, Midland and Bay Counties.

· Implement and provide training of WIA Seminars.
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 2005/2006 program year, the Evaluation Program focused on the accomplishment of the following goals:

1.   Maximize referring agents acceptance of major vocational goals.

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.  Maximize number of new admissions.
This fiscal year the evaluation program exceeded the goal for new admissions.  The goal was to provide 24 assessments this year. We completed 54, an increase of 13 from last fiscal year 2004/2005.

3.  Maximize the percent of successful program completions.

Our goal was for 95% of the referrals to successfully complete the program. In actuality, 85% completed the program. Out of 54 total referrals for evaluations, eight participants chose to discontinue their services.

4.  Maximize customer satisfaction by maintaining an average survey rating of  

      2.5 or above on customer satisfaction surveys.

The program’s average satisfaction rating from customers was 2.7 of a   

     possible 3.

B.  2005/2006 Program Highlights:  The following actions are a few of the highlights that occurred in the Vocational Evaluation program during the 2005/2006 program year:
· Provided contracted services in Bay County for evaluation.

· Increased the number of community based evaluations.

· Exceeded income expectations by 41% (revenue generated from purchase of service).

· Achieved a 100% satisfaction rating from funding agencies.

· Evaluation Program achieved a 3-year accreditation from CARF.

· Exceeded new admissions goals into the program by 32%.

C.  Focus for 2006-2007:  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.

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:  Last year Access Midland measured a number of outcomes including:

1. Of the total billable units of service provided, maximize the % of service units that are community based.  Our goal was 30% and the result was 32%.

This goal was met and exceeded largely due to the increase in community-based worksites such as the City of Midland Garage and the second shift at Hemlock Semi Conductor.  

2. Maximize the % of Personal Centered Planning goals that are achieved. Our goal was 90% and the result was 93%.

Arnold Center customers have specific goals in mind when beginning services in the Access Midland Program. The Access Midland team works diligently to ensure these goals are met.

3. Maximize customer satisfaction as measured by maintaining an average rating of 2.5 or above on regarding overall service satisfaction. Our goal was an average of 2.5 and the result was 2.58.

Access Midland depends on the customer’s satisfaction to design our programs.  This year’s lowest score was related to communication between Arnold Center staff and customers, this score was still above the goal of 2.5.  All surveys have been redesigned and communication will be increased due to the new Individual Service Plan forms.  

4. Maximize the % of customers who are supported in their activities utilizing the natural supports or who have become independent (require no long term job coach support) in their activities (work or soc/rec). Our goal was 20% and the result was 14%.

With the addition of a Social Recreation Coordinator and the changes made in the responsibilities of Service Coordinators our inclusion will continue to be a strong focus and major goal of the department this year.  Our work is much easier to control onsite, but the Access Midland Team plans to reach out to the community for assistance in working with consumers on projects and/or classes. If you are interested in teaching a craft or activity please contact the Access Midland department.

B. 2005/2006 program highlights:  This was a time of challenge and growth for the Access Midland program.  Below are a few of this year’s highlights.

· The department structure and program responsibilities have been redesigned.

· Access Midland achieved 3 year accreditation from CARF. 

· Increased Community Based Employment.

· Implemented a new billing system with Community Mental Health of Central Michigan.

· Began transition to ISO on outside worksites.

· Updated Social Recreation program to increase both hours and activities.

· Teamed with Hemlock Semi Conductor to provide lunch for volunteers involved in Habitat for Humanity project in Bridgeport.
C. Focus for 2006/2007:  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.

· Build an inclusion program for Midland County.

· Implement new scheduling software designed by Gladwin County Industries.

· Complete ISO certification on identified worksites.

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 2005/2006.

1. Of the customers seeking 20+ hours of community employment, maximize the % who achieve it. Our goal was 80% and the result was 100%.

2. Maximize the % of new hires who earn minimum wage or above. Our goal was 80% and the result was 100%.

3. Maximize the % of new hires who are successfully employed 90 days after employment. Our goal was 90% and the result was 67%.

4. 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.

5. Of customers who acquire employment, maximize the % that are released from job placement list because they have gained employment that satisfies their goals and desires. Our goal was 75% and the result was 100%.

6. Minimize the number of days from referral to placement. Our goal was 150 days and the result was 105 days.

B. 2005/2006 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.  

· Trained new placement person by working closely with the Placement Specialist at Gladwin County Industries and also by having the new placement person attend the 2006 MARO conference to learn new skills pertinent to placement.

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

· Trained Placement Specialist to market all of Arnold Center services rather than just the placement program.  

· Developed an incentive program based on actual recruitment and job development time to ensure progression and placement.
C. Focus for 2006/2007:  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.

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 2005-2006 program year, the Gladwin County Connection Program focused on the following outcomes:

1. Maximize the percentage of individuals who demonstrate the ability to use community transportation independently. Our goal was 30% and the result was 38%.

Consumers were encouraged to set up their own arrangements with Dial-A-Ride Transportation.  

2. Maximize the percent of individuals who participate in community activities using natural supports. Our goal was 15% and the result was 20%. 

We have seen many consumers building real relationships with community members during their volunteer experiences.

3. Maximize the percent of participants participating in community employment. Our goal was 50% and our result was 49%.

We were able to place all of the individuals in competitive employment who indicated a desire to work in the community.

4. Maximize the percentage of Person Centered Planning goals that are achieved. Our goal was 90% and our result was 97%. 

We have worked closely with Community Mental Health home providers and consumers to ensure that the consumers’ goals are realized and that they are satisfied with services.

5. Maximize the percentage of activities that allow consumers to interact with community members in an effort to build relationships and promote community inclusion. Our goal was 50% and our result was 59%.

Although successful in reaching our goal, we would like to see the percentage of activities continue to increase.

6. Maintain a rating of 2.5 or above on 95% of surveys received, regarding overall satisfaction with services. Our goal was 95% and our result was 100%.

Out of 70 surveys our overall satisfaction rating with services was 2.88.

7. Minimize the number of days from referral in intake. Our goal was 30 days and our result was 14 days.

This information was based on 4 intakes for the year. All partners in this process have been instrumental in Gladwin County Industries exceeding this goal.

B. 2005/2006 Program Highlights:  Many significant events occurred in the Gladwin County Connection program last year.  Some of the more notable include:

· Increased efforts in developing inclusive opportunities for consumers in the Gladwin County Connection Program.

· Provided flexibility in scheduling so that consumers could make up time they missed due to absenteeism (working from 3:00 to 4:00).

· Provided transportation for consumers scheduled to work at the Cup & Chaucer and Currie Café when Dial-A-Ride was unable to get them to Gladwin County Industries. This was a joint effort with Community Mental Health and Gladwin County Industries.
C. Focus for 2005/2006:  The following describes a few of the areas that we will focus our attention on in the Gladwin County Connection program for 2006/2007:

· Transportation issues.

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

· Continue to develop more inclusive opportunities for consumers.

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 2005/2006 program year, the Community Employment Program focused on the following measures:

1. Maximize the average hourly wage of new placements. Our goal was $5.15 and our result was $6.50.

The $6.50 wage was considered entry level. 

2. Maximize the percent of persons employed that utilize transportation other than agency vehicles. Our goal was 40% and our result was 100%.

Consumers either had their own vehicles or used Dial-A-Ride as their means of transportation.

3. Maximize the percentage of new hires that are successfully employed for 90 days. Our goal was 80% and our result was 100%.

This goal continues to be a challenge but our Placement Specialist proved successful in finding good job matches for individuals on the placement list.

4. Minimize the number of days from referral to placement. Our goal was 90 days and our YTD result was 170 days.

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

5. Maximize the number of consumers released from the job placement list because they have achieved successful community employment. Our goal was 5 and our result was 1.

The challenge of reaching our goal was attributed to two individuals moving to other counties after they were placed on the placement list.

6. Minimize the number of days from referral to intake. Our goal was 30 days and our result was 14 days.

This process was successful because the referral packets were complete at the time of referral.

B. 2005/2006 Program Highlights:  The following actions are a few highlights from the Gladwin County Employment Services Program:

· Employees earned minimum wage or higher on all community-based jobs.

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

· We put more of an emphasis on using the local Michigan Works! Services.
C. Focus for 2006/2007:  The new year will pose new opportunities for the staff and customers of the community employment program.  We will be focusing our efforts on:

· Developing 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 United Way.

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 2005/2006 program year in addition to the 2005/2006 outcomes.  

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

During the 2005/2006 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 a student’s moving out of state and lack of additional referrals from the schools.   

2. Maximize successful community employment for each student.  

During the 2005/2006 program year, 7 out of 9 students (78%) were successfully placed in community employment.  However, all 9 students had the opportunity to experience community-based employment.  The goal to place 100% of the students in successful community employment was not met due to lack of cooperation from students.

3. Minimize length of time from referral to placement.  

The goal was to appropriately place students in community employment or other work experience in no more than 45 days.  This goal was met, with all students being placed in 37 days from the time of referral into the program.

4.   Maximize the percentage of students who demonstrate growth in work skills as evidenced by a one point or greater increase on their most current employee evaluation.

87% of the students participating in the program over the course of the school year received a one point or higher increase on their most recent employee evaluations.  The annual goal was 75%.   

5.  Maximize customer satisfaction by maintaining an average survey rating of 2.5 points or higher on the quarterly customer satisfaction surveys. 

By the end of the fourth quarter, the average overall customer satisfaction rating was 2.8.  

B. 2005/2006 Program Highlights:  The following is a list of a few notable highlights in the Vocational Exploration program for 2005/2006.  

· 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 helping to paint the interior of a Habitat for Humanity house, participating in the Reality Store, and job shadowing.  

· Community-based employment placements at the end of the year included:  2 students at Alex’s Railside Restaurant in Sanford, 1 at Burger King, 1 on the Arnold Center’s Municipal Building janitorial crew, and 1 on the Arnold Center’s Dow Hemlock Semi-Conductor crew.  
The following will be primary areas of focus for the new program year: 2006/2007

· Development and implementation of new strategies to improve participant retention, increase the number of appropriate referrals from the schools, and increase community employment placements.  

· Maintain and increase referrals from Michigan Rehabilitation Services.  

· Build strong relationships with employers and others in the community in order to increase community employment and non-paid work experience opportunities for students.  

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 2005/2006 program year in addition to the 2005/2006 outcomes.  

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

During the 2005/2006 program year, 25 students had been served in the Vocational Experience program.  This exceeded the annual goal of 20 students.  

2.  Maximize the number of students who participate in one or more job  

     shadowing experiences or job related seminars.  

Over the course of the program year, 25 students participated in job shadowing or job related seminars. This exceeded the annual goal of 15 students.  

3.  Maximize the percentage of students who rotate jobs every two weeks and 

     have the opportunity to experience 3 new jobs quarterly.


Every student enrolled in the program was given the opportunity to experience 3 new jobs each quarter.  Each student rotated jobs every 1-2 weeks to ensure achievement of this goal.

4.  Maximize customer satisfaction by maintaining an average survey rating of 2.5 points or higher on the quarterly customer satisfaction surveys.

By the end of the fourth quarter, the average overall customer satisfaction rating was 2.71.  This exceeded the annual goal of an average rating of 2.5 on customer satisfaction surveys. 
B. 2005/2006 Program Highlights:  The following are a few of the notable highlights from the Vocational Experience Program for 2005/2006. 

· Received a grant from Midland Public Schools to continue serving students with 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.  

· 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 and placed wood duck boxes and bluebird houses, conducted an ecological study of a local river, and held an electronics recycling drive.     
· Vocational Experience students participated in job shadowing throughout the school year to gain more awareness of different types of careers.  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 are maintained on their “goal calendars”.  Every two weeks the students earn prizes for meeting their goals.    

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

· Maintain funding and contracts with Midland Public Schools, Bullock Creek Schools, and MCESA.

· The following goals pertain to REAACT:  Obtain Michigan State University Extension grants for continued funding, increase student participation, expand programming, and attend Environmental Forum to be held at Michigan State University in May, 2007.

· Develop new job shadowing experiences and other opportunities for students (e.g. an abbreviated version of the Reality Store better suited for students with moderate cognitive impairment).  

· Expand Teen Social Evening Program through participant recruitment, volunteer recruitment, development of new “Teen Night” activities, and increased funding.  
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 2005/2006 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 the highest base wage possible by basing wages higher then the commensurate wage on at least 70% of the jobs. 

We were able to achieve this goal on 79.8% of the jobs. 

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

Throughout the year, we averaged 6.5 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 13.4% gross profit.

B. 2005/2006 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.

· Twenty-six new jobs were developed.

· Expanded services to include a number of community based work sites.
C. Focus for 2006/2007:  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. 

· Incorporate external work sites into the ISO Quality Management System.

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








2

