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Our Mission:
Connecting people who have disabilities with the
community by providing opportunities for learning, living,
and employment.

Bay Center

I. Demographics
We are ending the year with 47 clients enrolled in our program, 46 in Community Services and 2 in the Tutor
program, including one client in both. Our current full time equivalent enrollment is 37.9. We maintain a
waiting list of clients who require 1:1 support or have mobility issues and require the use of a wheelchair, as we
are at capacity for people with those issues.
•
•
•
•
•

21.3% of our clients are aged 18-40 years, and 78.7% are 41-85 years old.
51.1% are male, 48.9% female.
19.1% of our clients are non-verbal.
17 are non-ambulatory; 5 use a wheelchair for mobility.
2 of our clients require a Behavior Support Plan for extraordinary behaviors.

II. Work at Bay Center
Paid Work Activity: Shredding/Sorting/Tri-City Delivery
47 clients are enrolled at Bay Center.
•
•
•

34 clients chose to work at one or more of three paid work activities offered at this time. 73% -- 34 out of
47 clients are engaged in a paid work activity.
Of the three paid work activities, two are center-based and one is community-based.
27% -- 13 clients have chosen not to participate in paid work at this time.

Volunteer Activities: Food Bank/Aluminum Recycling
47 clients are enrolled at Bay Center.
39% -- 18 clients are engaged in a volunteer activity at Bay Center. All volunteer activities are performed in the
community, with the recycling also being partly completed at the center.
Summary: There are three paid work activities at Bay Center for the clients, with two being completely
center-based and one being all or partly community-based. 73% (34 out of 47) chose to engage in one or more
of the paid activities. 39% (18 out of 47) participate in one or more of the two volunteer activities offered at
Bay Center, both being all or partly community-based.

Horizon Resources

I. Demographics
We are ending the year with 29 consumers enrolled in our program. 26 consumers are in Community Services
and 3 consumers are in the Tutor program. Our current Full Time Equivalent enrollment is 25. We have
capacity for 45 consumers. We maintain a waiting list of consumers who require 1:1 support or have mobility
issues and require the use of a wheelchair as we are at capacity for people with those issues.
54.5% of our consumers are aged 18-40 years, and 45.5% are 41-65 years old.
69.7% are male and 30.3% are female. This is not such good odds for the ladies.
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24.2% of consumers are non-verbal.
34% of our consumers are non-ambulatory. 17% use a wheelchair for mobility.
13.7% of consumers in our program require a Behavior Support Plan for extraordinary behaviors.
Horizon Resources filed 43 Special Incident Reports this year involving 44.8% of our consumers.
Consumers worked on a total of 107 ISP Objectives this year, with 37.4% being initiated by the consumer.
97.5% of consumers had at least one Objective in the Independent Living Skills domain. 67% had at least one
Objective in the Communication domain, 47.7% had at least one Objective in the Social (behavioral) domain,
28.4% in Self Care, 28.4% in Work Skills, 25.4% in Mobility, and 11.2% in Leisure Skills.
64.1% of these Objectives were for acquisition of new skills, 33% were for improvement of skills, and 2.9%
were maintenance of skills. Maintenance usually means that a consumer enjoys an Objective so much that they
wish to continue doing it even though they have mastered the skill.
Horizon Resources offers one paid job training activity – confidential document disposal. 25 consumers are
rated in the training for a commensurate wage average of $1.81 per hour. However, only 12 consumers are
actively choosing to participate in the actual training. Their average wage is $3.07 per hour.
Our consumers processed approximately 80,600 pounds of confidential documents this year.
Our single volunteer job training activity is on hold until after the first of the year. We have had a volunteer
crew assisting at the Companion Animal Thrift Shop in Arcata every Friday.
We do not have a report on Program Goals and Objectives as we had planned to start our new Periodic Service
Review earlier than we did. Our PSR was functional as of October 2005. Our first month we scored an 87.8%
and November’s score was 92.6%. Each month’s score will become part of our future monthly Board Reports.
The PSR represents a quality assurance review. Ours is based heavily on weekly Interobservational Checks
performed on staff and consumers in the community where the bulk of our training takes place.

II. Consumer Satisfaction Survey
25 consumers responded to the Consumer Satisfaction Survey. 4 consumers were non-responsive to the survey.
All surveys were anonymous. The results are as follows:
1. Do you like attending Horizon Resources? Yes = 25
2. Do you get to make choices of what you want to do each day at Horizon Resources? Yes = 25
3. Do you feel supported by staff when you are having a bad day at Horizon Resources? Yes = 20; Not Sure =
5 (3 of whom said they never have a bad day at Program)
4. Do staff let you try to do things for yourself? Yes = 25
5. Who is the most important person at your ISP meeting? Me = 20; Case Manager = 1; Mom = 1; Not Sure
=3
6. Do staff tell you when you are doing a good job? Yes = 25
7. Is the training you get at Horizon Resources important in your life? Yes = 25
8. Do you enjoy going out into the community for training every day? Yes = 25
9. Do you know why you work on the skills that you do? Yes = 21; No = 1; Not Sure = 3
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10. Who decided what skills you should learn at Horizon Resources? Me = 21 HCAR Staff = 2 Case Manager
= 2 Mom = 1 Not Sure = 2 (Totals do not add up because some consumers answered that more than 1
person was responsible).
The survey results indicate that consumers enjoy a community based program and feel the training they receive
is better learned where they will use the skills. Not all consumers are confident about who decides what they
want to learn or why they are working on those skills every week. This may be reflective of staff not reminding
each consumer each day that they are working on an ISP Objective because they (the consumer) said this is
what they wanted to work on. These answers give us some direction for our new Periodic Service Review.

Sequoia Center

I. Demographics
The summary covers the reviewing period from January 1, 2005 to December 31, 2005. Our numbers are
rounded off and are therefore approximate.
We have 42 consumers enrolled either full-time or part-time at the Sequoia Center. Of these, 35 consumers
receive community services program and 7 consumers receive tutor services. Over the course of a year we
have the following changes in consumer enrollment: 1)Three consumers moved away; 2) one full-time tutored
consumer returned to Sequoia; 3) one consumer is attending Horizon Resource Center two out of five days per
week; 4) one consumer changed from Baybridge to Sequoia Center and now attends Sequoia four days per
week. Currently, two consumers are on our waiting list.
There are 23 males and 19 females attending day program with the age range of 23 to 66 years old. (average
age is 42.5) The consumer’s ethnicity breaks down into these categories: 39% Caucasian, 1% Native
American, 1% Asian/Pacific Islander, and 1% Hispanic.
In cooperation with Redwood Coast Regional Center’s Behavioral Analyst and Sequoia’s Resource Specialist,
Sequoia Center maintains nine behavior support plans (BSP). Additionally behavior support plans are
integrated within the individual support plans (ISP). The service coordinator, and/or the resource specialist
meet on a quarterly basis with the case manager, care provider, consumer, and/or Redwood Coast Regional
Center’s behavioral analyst. Sequoia Center consumers had 122 ISP long-range goals and worked on 210
objectives to reach those goals. Consumers generated 35.9% of the objectives.
The average number of long-range goals in each domain breakdown as follows (may total more than 100% due
to goals being assigned to multiple domains)
• Communication 21.7%
• Independent living skills 56.3%
• Leisure 39.8%
• Mobility 3.9%
• Self-care 19.4%
• Social (behavioral/choice) 52.1%
• Work 18.4%
The average number of objectives in each domain is as follows:
• Communication 16%
• Independent living skills 59.7%
• Leisure 32.1%
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•
•
•
•

Mobility 1.8%
Self-care 15%
Social (behavioral/choice) 45.6%
Work 19.6%

74.7% of objectives were classified “Acquisition of skill”, 13.1% as “Improvement of skills”, 2.2% as
“Maintenance of skill”, and 2.8% as “Service/regulatory.
10.13% of all objectives reviewed were met and closed. 72.65% were continued either because the consumer
did not meet the objective criteria or because the activity was a favorite of the consumer, and they requested a
continuation. 9.95% were discontinued, deferred due to consumer priority change or lack of participation.
2.2% were deferred due to consumer request. During the semi-annual review process, consumers meet their
objectives, continue working on the objectives, or set new criterions. The survey asked consumers if they
believe that they could change their goals/objectives at any time and 70% answered “yes”, 12% answered “no”,
and 18% answered, “I don’t know”.
Sequoia Center provides a paid job which consumers have a choice in which component that they want to
participate: confidential document sorting, shredding, or pick-up. 31 consumers chose HCAR paid work
(average commensurate wage $1.70/hour) and 10 consumers contract with Tri-City delivery. Additionally,
consumers choose from a variety of volunteer activities which include the following: Park clean up, Old Town
clean-up, caring for animals, Aluminum recycling and paper recycling. The volunteer activities are both
community and site-based.

II. 2005 Consumer Survey Results
•
•
•
•
•
•
•
•
•
•
•
•
•
•

95% responded that they like coming to the Sequoia Center
96% responded that they get to choose what they do at the Sequoia Center
95% responded that they like the Sequoia Center staff
91% responded that the staff help the consumers do things by themselves
96% responded that they think that they are the most important person at their ISP meeting
92% responded that they get to choose their ISP goals
95% of the consumers like to go into the community
91% responded that when they go into the community that they go to a variety of places
82% choose to work at the Sequoia Center
60% choose to participate in Volunteer Jobs
87% stated that they know what needs to be done in order to be worker of the month
91% responded that staff support them when they are having a bad day
95% responded that staff tell them when they are doing a good job
93% responded that due to the training they have received from Sequoia Center, their life is better.

III. Status of Periodic Service Review Implementation
The Periodic Service Review (PSR) is both an instrument and a system. As an instrument, it is used to assess
the quality of staff and their consistency in performing their responsibilities. The PSR is also used as a total
quality assurance system to improve staff performance and the quality of services. Furthermore, it has proved
to be an effective way to maintain change and improvement.
Performance standards are defined as the specifications and operationalized definitions of staff responsibilities.
The rationale for developing operationalized performance standards is that they then provide the basis for
performance monitoring. Performance monitoring can be defined as the ongoing verification that staff
responsibilities have been carried out. The feedback loop is defined as managerial, supervisory, and
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consultative action based on performance monitoring. It represents the third element of the PSR system for
total quality assurance.
The PSR system was begun at Sequoia Center in November on a results level. On the first PSR review Sequoia
scored an 84%. In the month of December we scored a 90%. This is an increase of 6% in one month. The
largest area of improvement lies in teaching the staff the importance of knowing the consumers’ goals and
objectives and implementing them in the community.
We are in a new economic age. The dollars available for human services and education seem to be shrinking
daily. The responsibilities of management in human services are no less challenging than for those providing
services for profit. Planning must be done for tomorrow, not only for today.

Summit Support

As mentioned earlier, the new program quality measurement instrument, the PSR (Periodic Service Review) was
initiated in the spring of ‘05. This long-term review effort has only recently been instituted, and the kinks will be
unfolding, and they will be in the process of being worked out over 2006. The heaviest emphasis in this review is
the assessing and checking for consumer documents in their files.
In late November the ‘Program Quality Satisfaction Survey= was sent out to all consumers of the Summit Support
Services and the Regional Center service coordinators.
Surveys mailed: 110
Return %: 27

Surveys returned: 30

Surveys undeliverable: 2

1. Which of the following are you?
Consumer - 22/73% Case Manager - 6/20% Parent - 0

Other - 2/7%

Results from last year compare as follows: consumers-20/61%, case managers-8 /24%, parents-3/9%, and other
2/6%. As can be seen these results are very similar. The overall make-up of our clients has changed very little.
2. How long have you been associated with HCAR=s Support Service?
0-2 years - 8/27% 2-4 years - 4/13%
4-6 years - 3/10%
6 years & up - 15/50%
Last year=s results below show a little difference from these figures.
11/33%
5/15%
6/18%
There have obviously been some new referrals to the support service.

11/33%

3. Does the support service do a good job in assisting people to attain greater independence?
Always – 15/50% Usually – 11/37%
Sometimes – 3/10%
Never - 0
Don=t Know - 1/3%
This is the first weighted question that addresses consumer satisfaction. With the two positive ratings of ‘always’
and ‘usually’ totaling 87%, this is a good score. Only 10% of respondents stated ‘sometimes.’ There weren’t any
‘nevers’ marked, and only one person stated ‘don=t know.’
This compares to last year=s ratings as follows:
16 (48%)
12 (36%)
2 (6%)
0
3 (9%)
4. Do you think the support service provides support for consumers with a wide range of abilities?
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Always - 15/50%

Usually - 8/27%

Sometimes - 2/7%

Never - 0

Don=t Know - 5/16%

These totals also represent a high level of approval of the support services, with a total of 87% (23 respondents)
answering ‘always’ or ‘usually.’ It is interesting that as many as 5 or 16% of respondents answered ‘don=t know.’
Last year=s positive total of ‘always’ and ‘usually’ was 90% or 30 respondents. Satisfaction declined only slightly
in this area.
5. Does the support service assist with a high level of choice, encouragement, and quality of life?
Always - 13/44%
Usually - 10/33%
Sometimes - 5/16%
Never - 0
Don=t Know - 2/7%
Although not rated as high as the two previous questions, the total of ‘always’ and ‘usually’ of 77% is still a very
good rating. This compares to last year=s total of 88% for the same combined total.
6. Are support workers available for flexible scheduling to help meet a person=s individual needs?
Always - 10/33%
Usually - 12/40%
Sometimes - 7/24%
Never - 0
Don=t Know – 1/3%
There was more significant decline in this area when comparing totals from last year=s survey. 73% represents the
total of ‘always’ and ‘usually’ (22 respondents), whereas last year these totals were 82% (27 respondents).
Hopefully, the program=s continuing PSR=s will address this issue in the future.
7. Is HCAR=s Support Service helpful in handling emergency situations?
Always - 12/40%
Usually - 9/30%
Sometimes - 1/3%
Never - 0

Don=t Know – 8/27%

Again, this was an area of support that did not do as well as last year. The ‘always’ and ‘usually’ categories totaled
93% last year as compared to this year=s 70%. The support service will be seriously looking at how to improve
services (or at least perception of services) in this area.
8. Are support workers trained enough to meet different support needs?
Always - 9/30% Usually - 13/44%
Sometimes - 3/10%
Never - 0

Don=t Know - 5/16%

Last year=s totals compared to this year=s total of ‘always’ and ‘usually’ was 82%. So this year=s results represents a
slight downward trend.
9. Do consumers have a say in the hiring of their support worker?
Always - 15/50%
Usually - 3/10%
Sometimes - 6/20%

Never - 3/10% Don=t Know - 3/10%

This is the first question registering >never= responses. Last year there were no ‘never’ responses. Additionally, last
year=s totals of ‘always’ and ‘usually’ were 75% (25), compared to this year=s 60%!
Consumers have more of a say in the hiring of their support workers than they realize. However, moving to fullblown interviews with consumers and prospective support workers would involve considerable staffing time which
the program currently doesn’t have.
10. Have you been satisfied with the support service being provided by HCAR over the past 12 months?
Always Usually Sometimes
Never Don=t Know
14/47%
12/40%
2/7%
1/3%
1/3%
This final rating was quite high with a total of 87% (26) responding with >always= or >usually.= Last year=s results
compared as follows:
23 (70%)
9 (27%)
1 (3%)
0
0
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Overall consumer satisfaction is evidently down. Staff will be brainstorming on how to remedy this.
11. How can the support service better meet your needs? (Please explain)
Consumer responses:
More hours available.
If you have a worker, some reassion she or he can=t, it be nice to have someone meet the need.
My support worker name is Sal is my best worker.
I know that things have been overwhelmingly difficult in the currant financial crisis in this state but in spite of
everything the HCAR staff does an excellent job.
It=s hare to say. My life is o.k. in this program. But just can think about myself. Their are people out there who
needs help. The program is doing a great job with consumers.
Main worker is wonderful. It=s finding additonal people that=s the problem.
They could help by having a new worker that will be better and on time when they are meeting with you and make
you feel comfortable.
Help me to improve how I can do groceries different and help me to do cloth shopping different and to heop me to
lose weight.
Doing good work and hard.
Everything is excellent with Lynda Tinkham!
You good job.
Don=t know right now.
Listen to the consumers, when they call for your help Dont just hear. Listen. Dont get mad if they are having
trouble with a worker. Dont have a favorite one and other consumers have problems with you favorite worker.
Dont get Mad. Listen about the problem, Dont judge us. You put yourself in our place. Bill you wont like it. I
know you. Im letting you know I=m afraid even to call H-Car anymore. I get stall or anore by H-Car anymore. I
promise my Daddy to stay in these programs for protection for me. I had Bad and some good workers. From you,
when I try to talke to you about the problems from the bad workers. All you know how to do anymore two me is
getting mad, and staying disgusted with me. Nothing comes easy, your not on the other side. We all consumer
need respect and understanding if anyone cant it. They dont belong in this type of work. Consumers have feeling
and have the right to be heard, no matter what. You only listen to workers side, it=s a 2 way street Bill. Just
because we dont have other witnesses, you believe the workers. You care just enough to keep your job. But no Bill
you dont care like you use to. You dont want, the consumers to speak up. I have been in H-Car for 13 years so I
know what I=m talking about. Im not stupid or dumb. I=m on trail basics with you any more. To see if I can get
along with any workers that you might seen out. So Im labeled as trouble and hard to please. Dont listen and just
do their job. I cant even talk about any type of problem with workers. One I have dont even want to hear any thing
problems, or to help me. Little as possible. No respect for my spouse, because he isn=t part of H-Car. Very
upsetting. (P.S. Case Managers really dont listen either. They go by our files.)
Other Responses:
Support workers do a great job. I see a lot of support workers struggling with tough issues. Only recommendation:
continue to work on specific plans for consumers - make progress reports more specific to actual
tasks/progress/barriers and what support/training was provided.
Difficult finding someone to take consumer swimming. Needing additional support staff but unable to find any.

Leisure Companion
Review of Program Outcome Measurements

1. EFFECTIVENESS
Goal # 1
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Reason for establishment: Based on feedback from consumers, care providers, parents, and service coordinators
that more volunteers are needed, this goal is to raise awareness of HCAR’s Leisure Companion Program by
producing recorded television public service announcements (PSAs) to recruit community volunteers. Television
PSA’s are expected to reach many more potential volunteers than the radio PSAs that we have been doing over the
last three years.
Outcome Statement: This goal is aimed at raising the awareness of HCAR’s mission in the community and
HCAR’s Leisure Companion Program’s need for volunteers.
Measure/Criteria: This goal will be met when three high-quality video public service announcements are placed in
rotation on all local television stations and 20% more potential community volunteers call the program.
Implementation Date: October, 2003
Target Date: October, 2005
Baseline: Currently the LCP director has produced three video public service announcements with the help of local
school video classes. These videos have been shown to the HCAR’s executive director and program directors. We
have learned many things while working with school groups, but the quality of our product has not been high
enough to allow us to release these PSAs to the broadcast media.
Plan: The LCP director will establish a relationship with the Humboldt Community Media Center. In turn the
HCMC will train a team of HCAR video producers on the proper use of digital video cameras and video editing
equipment. The team will work together and with LCP volunteers and consumers to produce high quality video
public service announcements which will help to raise the awareness of HCAR’s mission in the community and
recruit community volunteers for the Leisure Companion Program.
Progress: HCAR became a member of the Humboldt Community Media Center in September of 2003. Training
occurred in February 2004. Filming of the first PSA took place in late February and editing was finished in late
March 2004. The quality of the PSA is much higher than our previous attempts. The PSA was immediately released
to be shown on public access television channel 12. In April of 2004 the team surveyed all local television media to
determine the best way to get our PSA out to the public. In May the PSA was dropped off at KIEM-TV channel 3.
Initial contact has been made with Cox Cable and Cox Communications. This objective has been met.
Goal # 2
Reason for establishment: To increase the number of volunteers who complete the intake process.
Outcome Statement: The Leisure Companion Program director will increase the number of volunteers who
complete the intake process.
Measure/Criteria: Goal will be met when number of volunteers completing the intake process is more than 25%.
Implementation Date: July 1, 2002
Target Date: July 1, 2004
Baseline: Currently only about 12% of the community volunteers who begin the intake process follow through and
are matched.
Plan: Program Director will keep track of all community volunteers and will work to increase the number who
make it through the intake process by logging every inquiry call and by systematically checking in with those who
express an interest in becoming matched.
Progress: The log of all inquiries that was established in January 2003 was continued in 2005. Currently 12
community volunteers have made contact this year. Five of the 12 have made it through the intake process and been
matched with a leisure companion.

2. EFFICIENCY
Goal # 1
Reason for establishment: To recognize LCP volunteers by holding quarterly breakfasts.
Outcome Statement: The LCP will retain more volunteers for longer periods of time by recognizing their
contributions.
Measure/Criteria: Goal will be met when more than 50% of our matched volunteers regularly attend the
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recognition breakfasts.
Implementation Date: July 1, 2004
Target Date: July 1, 2005
Baseline: Currently about 50% of our matched volunteers attend the recognition breakfasts.
Plan: Program Director will invite matched volunteers to quarterly recognition breakfasts as encouragement and
support of their volunteer work.
Progress: This goal has been met.
Goal # 2
Reason for establishment: There are 76 referrals to the Leisure Companion Program but only 9 active matches. In
order to involve unmatched consumers several group activities will be organized each year.
Outcome Statement: The Leisure Companion Program will involve a larger number of participants in group
activities by offering more interesting and exciting activities at little or no cost to volunteers or participants.
Measure/Criteria: Goal will be met when the number of participants increases by 50%.
Implementation Date: January 1, 2003
Target Date: January 1, 2005
Baseline: Currently the 16% of Leisure Companion Program participants attended the annual LCP picnic and 12%
of the Leisure Companion Program participants rode on the 2002 Madaket cruise.
Plan: Contact will be made with as many Leisure Companion Program participants and their care givers as
possible. The activity will be explained and transportation will be organized.
Progress: During the summer of 2005, 22 participants walked the Hammond Trail. 34 people attended the Annual
LCP Picnic and Barbecue on September 11, 2004. 20 participants attended the Madaket cruise on May 15, 2004.
Dates have been set for hiking the Hammond trail in August. The Annual LCP Picnic and Barbeque will be held on
September 11th. This goal has been met.

3. CUSTOMER SATISFACTION
Goal # 1
Reason for Establishment: Based on the extremely low response rate from many past Consumer Satisfaction
Surveys, a Leisure Companion Program Advisory Committee will be formed. This committee will be established in
order to get better feedback from all stakeholders. The LCP Advisory Committee will evaluate group activities and
formulate ideas about how to better recruit volunteers
Outcome Statement: The LCP Advisory Committee will be established to assist the program director in
determining the most effective strategies for recruiting volunteers. The committee will also assist with planning and
evaluating group activities which will in turn encourage greater participation in the program.
Measure/Criteria: The seven member committee, made up of the LCP director, 2 program participants, 1 active
volunteer, 1 regional center service coordinator (or representative), and 2 care givers (or family members), will be
established. This goal will be met when the Leisure Companion Program Advisory Committee is established and
regularly meets (minimum of quarterly meetings) to discuss program issues.
Implementation Date: The committee will hold the first meeting in late March, 2005.
Target Date: The effectiveness of this newly formed committee will be evaluated in October 2004.
Baseline Summary: Mailed program surveys have not been effective thus far.
Plan: The LCP director will appoint six interested stake holders to serve a two year term on the Leisure Companion
Program Advisory Committee.
Progress: After much consultation with HCAR Executive Director, Donna Shipley, a list of possible committee
members has been drawn up. The LCP director has talked to several potential members of the committee. The
committee has not yet been formed.
Goal # 2
Reason for Establishment: Based on the fact that there is no system for evaluating individual needs or updating
consumer information, the Leisure Companion Program director will implement a system of personal contacts,
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annual home visits and information updates.
Outcome Statement: The LCP director will contact all consumers as their birthday approaches to try to make a
home visit appointment.
Measure/Criteria: Goal will be met when all consumers are contacted and their files are updated in one calendar
year.
Implementation Date: November 1, 2001
Target Date: December, 2005
Baseline Summary: One third of consumers referred to the Leisure Companion Program are randomly interviewed
each year.
Plan: The LCP director will work to contact all consumers on their birthday each year.
Progress: 45 out of 76 consumers have been contacted to date. This system of contacting consumers on their
birthday seems to be working well.

Program Demographics
Gender

Ethnicity

Primary Diagnosis

Age Group

36 females
40 males

74 Caucasian
1 Native American
1 Other

76 developmental disabilities

18-25: 16
26-35: 25
36-45: 21
46-55: 10
56-65: 4
66-75: 2

Total number of new consumers referred: 5
Total number of consumers not yet receiving services: 67
Total number of consumers exited from program: 3
Total number of consumers presently in the Leisure Companion Program: 76
Number of consumers matched with volunteers: 9
Total number of consumers served this year (including individual matches, special events, and group activities): 52

Respite

The satisfaction survey was mailed out to sixty three consumer families early in December. We received ten back
for a 16% response. Just one of the returned surveys had “needs improvement” circled. This one was resolved. Of
the remaining nine responses, one had “fair” circled for the worker’s punctuality and the worker meeting the
family’s needs. I was able to follow up with the family and resolve the issues which turned out to be minor. The
final eight responses had both “outstanding” or “above average” circled for each of the seven questions.

THE MOST RECENT PSR CHART
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RESPITE SERVICES PROGRAM DEMOGRAPHIC TOTAL - 2005

Females
Males
0 - 18 Years
19 - 54 Years
55 + Years
Caucasian
African American
Asian American
Hispanic
Native American
Unavailable
Developmental Disability
Down’s Syndrome
Cerebral Palsy
Speech &/or Language Delays
Developmental Delay
Motor Delays
Autism
Epilepsy/Seizure Disorders
Little Person (Midget)
Parent is Consumer
Unavailable

GENDER
82
96
AGE
125
49
4
ETHNICITY
96
1
0
58
4
19
DIAGNOSIS
40
20
18
13
10
8
8
9
3
2
47

The Studio

1. EFFECTIVENESS
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Reason for Establishment:

Feedback from consumers and others in their support team has shown that many
consumers would like to participate in a performing arts program.

Outcome Statement:

The Studio will offer a drama class two days per week.

Baseline:

Currently The Studio does not have a drama class.

Measure/Criteria:

Goal will be met when a drama program has been established and is being offered
two days a week.

Plan:

The Studio will hire a teacher who has experience and would like to develop a
drama program.

Implementation Date:

July 1, 2004

Target Date:

September 30, 2005

Progress:

A teacher with extensive acting and directing experienced has been hired and has
developed a drama program. This objective has been met.

2. EFFICIENCY
Reason for Establishment:

Many artists in the program have determined that their goal on their Individual
Service Plan is to participate in art shows. Most would like to participate in an
individual or small group show at our own gallery. It is currently cost-prohibitive
for The Studio to have more than two shows per year at our gallery.

Outcome Statement:

The Studio will obtain enough additional funding to have a show in our own
gallery four times per year.

Baseline:

Currently The Studio can only afford to have two shows per year in our gallery.

Measure/Criteria:

Goal will be met when The Studio has four shows in The Studio Gallery per year.

Plan:

Program Director will seek additional funding in order to have more shows.

Implementation Date:

July 1, 2004

Target Date:
Progress:

September 30, 2005
The Studio has had four shows in our gallery this year. This objective has been
met.

3. PROGRESS
Reason for Establishment:

The Studio aims to increase self-esteem and self-reliance by providing
opportunities for consumers to show and sell their work to the public. Most of our
artists have expressed that they feel this is very important for their own
development. We believe that in order to do this, we must assist our artists in
finding other venues besides our own gallery to show their work.
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Outcome Statement:

Ten artists will show their work in local galleries or businesses once per year.

Baseline:

Currently several consumers have participated in an art show open to the public
where they’ve shown their individual work, but many more would like this
opportunity.

Measure/Criteria:

Program Director will track consumers= participation in each art show. Goal will
be met when ten artists of those attending The Studio have shown their work once
during the year.

Plan:

Program Director, Art Teachers and individual artists will schedule art shows.
Artists will be assisted in selecting and marketing their work for art shows.

Implementation Date:

January 1, 2004

Target Date:

September 30, 2005

Progress:

Five artists have been a part of a small group show this year. This objective has
not been met. It will be continued.

4. CUSTOMER SATISFACTION
Reason for Establishment:

Based on feedback from the satisfaction survey, it was determined that many
people who responded would like to see more of The Studio=s work at local events
and festivals.

Outcome Statement:

The Studio will participate in four local events and/or festival per year.

Baseline:

Currently The Studio participates in two events and/or festivals per year.

Measure/Criteria:

Goal will be met when The Studio has participated in four local events and/or
festivals in a year.

Plan:

Program Director and Art Teachers will find events to participate in, assist in the
production of marketable work, and work in booths along with artists from The
Studio.

Implementation Date:

October 1, 2004

Target Date:

September 30, 2005.

Progress:

The Studio has not participated in any local festivals this year. We had a wellreceived booth at the National People First Conference in May. This objective has
not been met. It will be continued.

SATISFACTION FEEDBACK
Total number of surveys given: 50
Total number of surveys returned: 19
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1. Which of the following are you?
Consumer 10 Family Member of a Consumer
Case Manager 4
Other 1

2

Care Provider

2

2. What do you like best about The Studio?
People can express their creativity; Everything; It=s a wonderful program.
3. What do you like least about The Studio?
People are too loud and the street is noisy; Nothing
4. Do you feel that the staff is helpful and supportive?
Yes 18
No
0
Don=t Know 1
5. Do you feel that there are enough choices in art projects?
Yes 14
No
1
Sometimes 2 Don=t know

2

6. Do you feel there are enough opportunities to have artwork from The Studio shown to the general public?
Yes 10
No
5Don=t Know/No Answer 4
7. Overall, how would you rate your experience with The Studio? (1-10, 1 being unsatisfactory and 10 being
outstanding.)
Score of 7
1 Score of 8
2 Score of 9
5 Score of 10 11
Additional Comments:
I collect all the postcards from all the shows and put them on my bulletin board; I=d like to see more consumers=
works in local businesses; I hope the drama program starts soon.

PROGRAM DEMOGRAPHICS
Total number of consumers in The Studio program: 45
Total number of consumers referred during this year: 16
Total number of consumers exited during this year: 6
Total number of consumers on the waiting list: 10

GENDER

ETHNICITY

PRIMARY
DIAGNOSIS

AGE GROUP

27 Females

44 Caucasian

41 Developmental
Disability

42 18-54

18 Males

Asian

2 Mental Illness

3 55+

Hispanic

1 Cerebral Palsy

1 African American

1 Brain Injury

Baybridge Employment and Work Services
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As of the end of December, Baybridge has not yet implemented the PSR quality assurance system. While
information and instructions were provided, high staff turnover and incomplete understanding of the system have
delayed development and implementation. Given the current state of training and procedural reviews currently in
progress and the continuing search for a new director, a workable system may not be in place for several more
months. In lieu of a PSR report, continued objectives from the old quality assurance system will be addressed.
Start Date:

October 2003

Objective 1: Based on the information from consumer time sheets, the average productivity, the percentage of
paid work time to total time spent at Baybridge Work Services, will exceed 50%.
Rationale:

This has been an objective of Baybridge in the past, but a 50% minimum has not been achieved with
consistency throughout the course of a year.

Criteria:

By October 2005, Work Services will maintain a minimum of 50% productivity each month for a
period of 6 consecutive months.

Status:

Productivity continues to be variable, frequently dipping below 50%. The major contract work is
often seasonal (or at least heavier during certain times of the year) and efforts to develop new
contracts have had limited effectiveness. Baybridge continues to put a great deal of effort into
finding new contract work and looking at possible products that might be produced internally. Work
percentage will be included as a standard in the PSR being developed and will, therefore be
measured on a monthly basis.

Start Date:

October 2003

Objective 2: As measured by monthly income and expense statements, to ensure all contracts for Work Services
are income generating.
Rationale:

Since July 2003, increased workers compensation insurance and the decreases in rates paid to
programs have increased costs and decreased program revenue. Our production side of BWS has,
over time, lost money since July 2003.

Criteria:

By October 2005, income and expense statements will demonstrate that, on average, BWS
production is generating income.

Status:

This objective has not been met when we look at annual figures, though BWS production has made
progress in recent months. Regular annual evaluation of contract costs will be measured by the PSR.

Start Date:

October 2003

Objective 3: As measured by Baybridge monthly billing for job placement, to place an average of 2 consumers in
supported employment positions each month.
Rationale:

Having established a baseline of placement rates, and taking into account the increased demand for
services, Baybridge must focus on decreasing wait time and increasing the number of people placed
on a monthly basis. Placing an average of 2 consumers per month will theoretically place all
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consumers within one year and will dramatically increase placement rate and decrease wait time
experienced by consumers.
Criteria:

By October 2005, Baybridge will place 2 or more consumers each month in viable job opportunities.

Status:

This objective has not been met. This is an area where current thinking is at odds with the rationale
originally put forward for this objective. The existence of a waiting list for placement is not
necessarily a reason to speed up the process. Baybridge is now placing much more importance on
making good placements than on making a number of placements. While waiting lists are
inconvenient, it has not been noted as a problem by consumers or funders. In general, people referred
for services are happy that we are taking the time to get to know them and to find or create the best
job possible for them. As long as we maintain contact and update people on our progress regularly,
they are willing to wait longer for placements to happen. A review of last year’s statistics indicates a
possible correlation between the number of placements/quarter and job retention, i.e., as placements
go up, job retention goes down. While placements will be a standard in the new PSR, the actual
number will be less important than satisfaction with the speed of service delivery, the position(s)
ultimately found and direct involvement in the process.

Demographics
Baybridge Work Services
27 consumers; 63% male, 37% female
59.3% between 17 and 40 years old
40.7% between 41 and 65 years old
Baybridge Employment Services
53 consumers; 56.6% male, 43.4% female
58.5% between 17 and 40 years old
39.6% between 41 and 65 years old
Ethnicity:
Service White
BWS
BES

96.3%
90.6%

African
American/Black
0
1.9%

Hispanic
0
1.9%

Asian/Pacific
Islander
0
1.9%

Native
American
3.7%
1.9%

Other
0
1.9%

Primary Disability:
Service

Developmental
Disability

Mental
Illness

Physical
Disability

Acquired
Brain
Injury

Alcohol/Other
Drug
Dependency

Visual
Impairments/
Blind

Hard of
Hearing/Deaf

Dual
Diagnosis
(DD/MI)

BWS
BES

96.3%
88.7%

0
0

0
1.9%

0
0

0
0

0
1.9%

0
0

3.7%
7.5%

Customer Satisfaction
Surveys returned:
Parents/Care Providers/Conservators – 0
Employers – 4
Service Coordinators – 4
Consumers (BES and BWS) – 21
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The average rating for the quality of Baybridge services was ‘Good’ for employers (1 response of ‘Fair’), between
‘Excellent’ and ‘Good’ for Service Coordinators and Consumers. Consumers rated the quality of services slightly
lower than Service Coordinators (i.e., closer to ‘Good’ than ‘Excellent’ with 2 ‘Fair’ responses). Service
Coordinators were split evenly between ‘Excellent’ and ‘Good’.
100% of Service Coordinators responded that they would refer others to Baybridge, compared to 95.2% of
Consumers and 75% of employers. The employer rating is the result of the low number of responses (4 overall)
with one incomplete (neither ‘Yes’ nor ‘No’ checked). Almost 35% of all surveys returned were incomplete.
Responses to questions about what Baybridge is doing well or what positive impact services have made from
employers were helping people with disabilities get jobs in the community, providing a number of people to choose
from when employers are looking for people, very happy with the last person employed, providing another resource
for finding qualified employees and job training assistance provided by job coaches. Service Coordinator responses
to the same questions were documentation, planning, relationship with community and allows people to be
productive and earn money. When asked what they liked about the services they received, Consumers responded
with flexibility, co-workers/employer, the variety of jobs, having something to do, money and working.
While the majority of all responses felt that services were good and that no changes were required, several
suggestions for improvement were received. Service Coordinators felt that our services could be improved by
increasing awareness in the community, keeping consumers working regularly and increasing job variety. Employer
responses were working to reduce job coach turnover, more professional dress for (some) job coaches, coming out
[to the jobsite] more. Consumers felt services could be improved by getting a new or different job (3), providing
independent living and transportation help, having more responsibility on the job, decreasing down time/ providing
more work (3), teaching workers to get along better, getting a coat rack with names and getting a change machine.
Summary and Recommendations
When the number of responses is so low, it is difficult to make generalizations from the results since even one low
response has a great effect on the results. Consumers seem to have a good grasp of what should be happening based
on the number of requests for community jobs and increasing the amount and variety of work available in Work
Services. Incomplete surveys also make analysis difficult as it is not always clear whether a negative response is
intended or if the respondent simply had no opinion.
Based on the low response rate and the high number of incomplete surveys it is recommended that Baybridge move
away from mailing surveys and, instead, contact a number of customers from all categories each month and obtain
survey information directly. This will allow us to deal with issues that may arise in a more timely fashion, assure
that surveys are complete and provide a larger base from which to draw conclusions. It is also recommended that
Baybridge continue to work to improve communication with other service providers to coordinate services (such as
independent living) that are being provided in addition to supported employment, an increased emphasis on moving
individuals from work services to supported employment, and continuing current efforts to increase the number and
variety of work services jobs. Work Services should also work toward increasing consumer responsibility for tasks
such as timesheet recordkeeping and supervision of other workers.
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