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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 knowledge and skills to achieve economic self-sufficiency.

A. Efficiency, Effectiveness and Satisfaction Measures:

During the 2004/2005 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.

During the 1st quarter, the Workforce Investment Act Youth wage gain performance standard was not being met but by the 3rd quarter this standard was met and exceeded due to the placement efforts of the Michigan Works! team.

This year we have 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 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 minor recommendations that were immediately addressed.  

B. 2004/2005 program highlights:

Many significant events occurred in the Michigan Works programs last year.  The following highlights describe just a few:

· Numerous expansion projects to provide quality services including, Workforce Investment Act Screeners, Advanced Job Club Instructor and supplies, Education Advisor and General Education Diploma Instructor

· Chosen to implement the Regional Skills Alliance in Bay County

· Three employees selected to be on the Business Service Team with one serving as an advisor

· Reality Store operated by our Youth Works! was recognized in a statewide association newsletter

· Implemented the Michigan Opportunity Partnership in compliance with Governor Granholm’s initiative

· Midland Work First program received a special tribute from the State of Michigan

· Installed state-of-the-art assistive technology in each of the region’s service centers (Assistive Technology refers to the use of commercial or custom designed devices, modifications and/or related technical services to enhance the functional capabilities of people with disabilities.)

C. Focus for 2005/2006:  

2005/2006 will pose a number of challenges for the Arnold Center’s administration and Michigan Works staff.  The following describes a few of the areas where we will focus our attention in the new year.
· Proactively address Michigan Works! Administration’s reorganization of the local service delivery system while maintaining funding levels (all contracts will be re-bid in 2006)

· Sustain efforts put forth through Department of Labor grant (accessibility of Service Centers)

· Adapt to new “common measures” performance standards and how they will effect the operations of current programs

· Marketing focus on meeting high enrollment goals for Dislocated Worker program

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 2004/2005 program year, the Evaluation Program focused on the accomplishment of the following goals:

1.   Maximize referring agent’s acceptance of major vocational goals.

Referring agencies expressed their satisfaction with our final report 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 18 assessments this year. We actually 41.

3.  Maximize the percent of successful program completions.

     Out of 41 total referrals for evaluations, two participants chose to discontinue    

     their services.  Our goal was for 90% of the referrals to successfully complete 

     the program. In actuality, over 95% completed the program.

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 2.8 of a   

     possible 3.

B. 2004/2005 Program Highlights:

The following actions are a few of the highlights that occurred in the Vocational Evaluation program during the 2004/2005 program year:

· Identified a new source, Michigan Rehabilitation Services, Harrison

· Initiated discussions to provide evaluation services in Bay County

· Increased the number of community based evaluations 

· Exceeded income expectations by 73 percent (revenue generated from purchase of service)

· Achieved a 100% satisfaction rating from funding agencies.

C.  Focus for 2005-2006:

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)

· Develop a monitoring system or database for tracking essential program activity.

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 recreational activities and volunteerism.

A. Efficiency, Effectiveness and Satisfaction Measures:

Last year Access Midland tracked a number of Effectiveness, Efficiency, and Satisfaction outcomes including:

1. Maximize the percent of Person Centered Plan goals that are achieved during the program year.

Our goal was 90% goal achievement.  We surpassed this number, achieving 97% of customer Person Centered Plan goals.

2. Maximize customer satisfaction by maintaining an average rating of 2.5 or above on customer satisfaction surveys.  Our annual cumulative satisfaction rating was 2.6 out of a possible three.


The year average was 2.78

3. Maximize the number of customers who are supported in their activities utilizing natural supports or who have become independent in their activities.

Our annual goal was for 18 people to experience greater independence in their community jobs or activities.  We more than doubled this number with 37 people displaying greater independence in community work or activities.

B.  2004/2005 program highlights:

This past year was one of challenge and growth for the Access Midland program.

Below are a few of the year’s highlights:

· Teamed with Hemlock Semi-Conductor in a Habitat for Humanity project in Saginaw – we provided, served and cleaned-up lunch for the building volunteers each day for three weeks

· 37 people participated in community activities with natural supports or in some other way increased their independence within the community (community inclusion)

· Reorganized program structure to maximize the effective and efficient use of staff and fiscal resources

· Created 19 new job opportunities for program participants to participate in community employment

· Increased the variety of social/recreational activities available to program participants by offering three new program options

C.  Focus for 2005/2006:

We are excited about the prospects for the coming year.  Certainly, there will be tight economic challenges to face.   We feel, however, that it will be a year of opportunities also.  With this in mind, we will be focusing our efforts in the following areas:

· Evaluate program structure, services and resources to maximize efficiency in resource usage while still providing the highest quality service to our customers

· Increase opportunities for community integration and inclusion for our customers, especially those with the most significant barriers to community inclusion

· Greater use of community resources for supporting individuals within the community

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

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 2004/2005:

1. Maximize the percent of new hires (customers who found jobs) who earn minimum wage or above.

Goal:  80%

Result:  86%

We were very successful this year in developing enclaves based on a minimum wage pay scale for customers.  This was mentioned earlier.  The two Affirmative Enterprises were opened this year, the Center Court Café and Currie Café, both provide minimum wage employment to our customers.

2. Of customers who acquire employment, maximize the percent whose case is successfully closed because they have gained employment that satisfies their goals and desires.

Goal:  75%

Result:  77% 

We struggled meeting this goal but finally surpassed it during the final quarter of the year.  

3. Maximize customer satisfaction as measured by maintaining an average rating of 2.5 or above on the customer satisfaction survey.

Goal:  2.5 or above
Result:  3

All customers surveyed stated they were very satisfied with the placement services they received from the Arnold Center.

B. 2004/2005 Program Highlights:

Though off to a somewhat slow start, this year ended with some noteworthy accomplishments within Placement Services.  Some of these are listed below.

· Established a new job site with the Apothecary Shoppe providing employment for four individuals

· Opening of the Center Court Café (two new Affirmative Enterprises)

· Developed two new seasonal job sites – Schade West and Midland County Commission on aging – for grounds maintenance

· Awarded a janitorial contract to clean the Midland Ice Arena.  Five individuals were employed to work at this site

· Three individuals employed by Sodexho to work at the Dow Chemical cafeteria 

· Developed a cleaning job at Patricia Burney Law Office

· Each of the above new job sites pay minimum wage

· Operated a coffee bar at Dow Corning Corporate during the United Way campaign, providing employment experience to several customers

      C.  Focus for 2005/2006:      

   
Following are some specific focus areas to be addressed this year:

· Increase our business contacts, employers/companies in an effort to develop more job opportunities for customers

· Use more community resources for job readiness training (Michigan Works!)

· Build stronger relationship with Michigan Rehabilitation Services (MRS)

· Expand the development of both traditional and non-traditional work 

      opportunities that will meet the personal employment goals of our individual    

      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 2004/2005 program year, the Gladwin County Connection Program focused on the following outcomes:

1. Maximize the percent of individuals participating in the program who demonstrate the ability to use community transportation independently.  The goal of 30% was ambitious, but as a result of highly dedicated personnel, we were able to reach 33%.  

2. Maximize the percent of individuals who participate in community activities using natural supports.

It was a challenge to achieve the goal of 15% but the staff embraced the concept and accomplished it.

3. Maximize the percent of participants participating in community employment (50%).

This goal was also a challenge to meet, especially in our rural community.  The goal was met when our seasonal crews began in the spring and summer, but fell slightly in the fall and winter.  The annual cumulative result was 48.3%

4. Maximize the effective and efficient use of community support staff as expressed by an overall program ratio of one staff to three customers.

We were able to meet this goal because we restructured some of the activities to better utilize staff.  During the year, the program resulted in a cumulative ratio of 1 staff to 3.04 customers.

5. Increase percent of activities that allow community members to interact with customers in an effort to build relationships and promote true community inclusion.  The goal was 50%, the program’s cumulative outcome was 50.3%.  For the purpose of this measure, “true inclusion” means people with disabilities are genuinely welcomed by the general population into activities (clubs, organizations, church, recreational/volunteer activities) that are enjoyed by community members in general.

We began to develop our inclusion philosophy during the first quarter and
 began to train staff during the second quarter as to what we wanted to accomplish in our inclusion efforts.  By the third and fourth quarters we had surpassed our goals.

B. 2004/2005 Program Highlights

Many significant events occurred in the Gladwin County Connection program last year.  Some of the more notable include:

· Revising the program structure to include more community activities for 

customers resulting in increased satisfaction

· Developed 4 new janitorial crews in the Gladwin/Beaverton area that resulted in minimum wage jobs for 8 customers

· Developed two new affirmative enterprises (in Midland) that provided work for 9 customers.

· Provided opportunities for over 50% of our customers to participate in community jobs

· Developed a new customer tracking system that monitors demographics and outcome measures

· Maintained a customer satisfaction rating of nearly 2.8 based on a 3-point scale

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 next year:

· Continue to provide more community inclusion opportunities

· Continue to address transportation issues as Dial-A-Ride faces more financial cutbacks

· Provide flexibility in scheduling so that customers can make up the time they have missed (absenteeism).

· Place more effort on developing natural community supports as opposed to paid supports.  

VI.  Gladwin County Connection 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 2004/2005 program year, the Community Employment Program focused on the following measures:

1. Maximize the number of customers terminated from the job                  placement list because they have achieved successful community employment.

Our goal was to help 12 customers find employment this year.  We actually helped 18 people find jobs.  

2. Maximize the percent of new hires that are successfully employed 90 days post employment.

It is always a challenge to find good job matches for our job seekers, but once again, our Placement Specialist proved successful.  Our goal was to achieve an 80% employment rate 90 days post hire.  We achieved a 93% success rate.

3. Minimize the number of days from referral to placement (goal 90 days).

We far surpassed this goal each quarter, which is quite unusual given the rural community, we operate from.  Actually, we averaged about 4 days from referral to placement.

B. 2004/2005 Program Highlights.  The following actions are a few highlights from the Gladwin County Employment Services Program:

· There were more enclaves and mobile work crews developed this year than any other

· Our increased efforts in the area of public relations have started to pay off as more and more businesses are contacting us when they have employment openings.

· Exceeded placement goal by 50%

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

C. Focus for 2005/2006.  The new year will pose new opportunities for the staff and customers of the community employment program.  We will be focusing our efforts on:

· Transportation issues

· Developing more year round work opportunities versus seasonal work

· Increasing collaboration with community employers

· Increasing referrals from traditional and non-traditional sponsors

VII.  Vocational Exploration:  Provides school students the opportunity to work and learn beside mentors (co-workers) without disabilities 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 measures were identified as priorities to address in the 2004/2005 program year.  Included are comments regarding outcomes:

1. 
Maximize active caseload

Over the 2004-2005 year, the Arnold Center exceeded the goal of 10 students by serving 16 students throughout the year.

      2.  Maximize successful community employment for each student on 

           caseload.
Each student on caseload received the opportunity to work in the community.   Over the year, 92% were considered successfully placed.  Though our goal was to have a 100% success rate, considering the current economic conditions, we are satisfied with 92%.

3. 
Minimize length of time from referral to placement
On average, it took 27 days from referral to placement.  Our goal was 45 days, maximum.

4.  
Maximize the percent of students demonstrating growth in work skills as    

evidenced by a one point or greater increase on their most current employee evaluation.

Eighty four (84) percent of all students received a one point or higher increase on their most recent employee evaluations.  The goal was 75 percent.

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

2.5 or higher on satisfaction surveys.

Year to date results show satisfaction surveys averaging 2.7 out of a possible 3.0.

B.  2004/2005 Program Highlights:

The following are just a few of the notable highlights experienced in the Vocational Exploration program this past year:  

· The Arnold Center, along with partners in Saginaw, Midland, and Bay Counties also received a grant from the Department of Labor for what is known as Miconnections.  Funds from this grant are being used to enhance students hands on experiences through mentorships, job shadowing, and career based learning.
· Implemented several new strategies to work with youth enrolled to maintain school attendance, grades, and overall satisfaction.
· Received Grant through MSU Extension and the Michigan 4-H foundation to provide ongoing activities to involve youth with and without disabilities in projects involving the environment and technology.
C.  Focus for 2005–2006:

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

· Maintain and increase current funding with Michigan Rehabilitation Services

· Continue focusing on overall student satisfaction and achievement

· Strive to achieve a 100% success rate in job placement

VIII.  Vocational Experience:  Offers school students the opportunity to perform a variety of jobs available in the Arnold Center Organizational Employment program.  Students earn a paycheck while learning and developing job skills and work etiquette.

A.  Efficiency, Effectiveness and Satisfaction Measures:  

      The following measures were identified as priorities to address in the 2004/2005   

      program year.

1. 
Maximize Active Caseload (number of students served in the program)

By the fourth quarter, Vocational Experience exceeded students served goal set at 22 with 26 students currently being served.

2. 
Program participants will participate in one or more job shadowing experiences or job related seminar during the program year.

Over the course of the program year, each student who wanted to participate in a job shadow or seminar activity did so.  

3.  
Maximize the percent of students wishing to rotate jobs every two weeks and have the opportunity to experience 3 to 4 new jobs quarterly.
    
All students who wished to rotate jobs and experience new jobs were given the opportunity to do so.  Goal achieved.

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

At the close of the program year, the program’s average customer satisfaction  

rating (survey results) was 2.8 out of a possible 3.0.  

B.  2004/2005 Program Highlights:  In the past year, the program produced many significant highlights.  The following are a few of the more memorable:

· Received grant through Midland County Education Service Agency (MCESA) and Midland Public Schools to continue with Teen Night at the Community Center for the 4th year in a row.
· R.E.A.A.C.T. (Reaching Environmental Awareness and Action in Community Togetherness) grant received through MSU Extension and Michigan 4-H foundation.
· During the 2004-2005 year, three students gained community employment as a result of their Vocational Experience training.  Because of their work loads in the community, these students no longer have time in their day to work at the Arnold Center.  One is working 20 hours a week at Arby’s, one is working at Quizno’s Subs as a dishwasher and one owns his own paper shredding business.
· The 2004-2005 year was also the first year a job shadowing curriculum was available to all 26 students enrolled in services.  Students job shadowed at a variety of businesses including McDonald’s, the Midland Tennis Center and Shell Forward Gas Station.
The following will become primary areas of focus for the new program year:

· Maintain funding and contracts with Midland Public Schools, Bullock Creek Schools, and MCESA
· Expand REAACT programming and participation
· Develop new job shadowing experiences and opportunities 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 2004/2005 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 an increase in wages consistent with the Consumers Price Index or 2.5 percent. In actuality, we paid consumers nearly 20 percent more in 2004/2005 than in 2003/2004.

2. Maximize customer satisfaction

Our goal was to maintain an average customer satisfaction rating of 2.5 or higher based on a 3 point scale.  Our cumulative data shows an average customer rating of 2.7.

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

Throughout the year, we averaged 7.4 new jobs per quarter.

4. Maximize job variety and skill development by providing participants an opportunity to experience a new job every two week (if they prefer)

For those participants who chose to rotate jobs, 100% did so.

B. 2004/2005 program highlights:

Many significant events occurred in the Organizational Employment Program the past year.  Some of the more memorable highlights include:

· More wages were paid to customers of the agency this year than any other year in the organization’s history

· Thirty new jobs were developed

· Transitioned from QS to ISO (Quality management system)

· Expanded services to include a number of community based work sites

C. Focus for 2005/2006.  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 

· Diversify customers to ensure the department is not dependent on only two or three primary customers

· Not only weathering the current bankruptcy issues with Delphi, but further develop and strengthen this relationship

· Maintaining CARF accreditation 

XI.  Affirmative Enterprises:  Through collaborations with community partners, small business enterprises are established to provide employment/economic opportunities for agency customers as well as a viable service for the community at large.  Participants of the program, in addition to a paycheck, derive such benefits as integrated employment, career growth, increased skills, increased work hours, etc.

A.  Efficiency, Effectiveness and Satisfaction measures:

During the 2004/2005 program year, the Affirmative Enterprise program focused on the accomplishment of the following goals: 

1.  Maximize Employee Satisfaction.

The Affirmative Enterprises have exceeded their goal of maximizing employee satisfaction as evidenced through customer satisfaction surveys.  Our goal was an average rating of 2 and we have both quarterly and year-to-date results of 3.  Some of the comments from our clients include:  “It’s a good job and a good learning experience” “Great money”, and “I love my job”.

2.  Maintain material cost at 30% of sales.

Our focus has been on reducing these costs; we have switched suppliers, changed our product lines, and adjusted costs to further drive costs down.  The most recent data shows our material costs are at 30.9%.

3.  Maximize the percentage of customers whose person-centered plans have been  

      achieved.

Person centered plans have been achieve a 90% achievement rate of success for the Affirmative Enterprises.  Year-to-Date we are averaging a 97% success rate.

B.  2004/2005 program highlights:

Of the many highlights that occurred during the 2004/2005 program year, the   following were some of the more memorable:

· Provided employment for 44 customers

· Develop two new affirmative enterprises; Center Court Café and Currie Cafe

· Employees enjoy their work and want to return next season

· Personal growth for customers exceeded expectations

· Received overwhelming support from the community – positive feedback 

Currie Cafe was a success, with many of our patrons expressing that they would like to see the Arnold Center manning the cafe again next season.  Many of our customers that worked at Currie Cafe this past season also have expressed an interest to return.  Our customers are very happy with their jobs and continue to improve their job skills.  

C.  Focus for 2005/2006.  The following list describes some of the key thrusts for the  

      
affirmative enterprise program next year:

· Hire and train quality employees and staff for seasonal jobs

· Reduce material costs and improve procuring practices (positive bottom line)

· Expand service to other industries

· Enhance marketing efforts
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