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OUTCOME MEASUREMENT SYSTEM – FY 2021
(July 1, 2020 – June 30, 2021)
REPORT TO MANAGEMENT
This Management Report is a review of Arc’s Outcome Measurement System (OMS) for Fiscal Year 2021, July 1, 2020 to June 30, 2021.  Arc’s Quality Assurance Team develops the OMS objectives at the beginning of the fiscal year and meets following the end of the fiscal year to discuss and interpret the results of each OMS objective, and to decide upon the OMS objectives for the next year. The Quality Assurance Team also discusses recommendations for future Arc programs and services and the results of that discussion may be included in this report. The end of FY21 was still feeling some effects of the global coronavirus epidemic, the national Direct Support Professional (DSP) crises, and the “pinch” of the national labor shortage. However, Arc achieved 85% of OMS goals for the year, with seven goals remaining in progress and three goals not met. 
INTERPRETATION OF OUTCOMES
Satisfaction Surveys
The results of all FY 2021 satisfaction surveys were explemary. This past year the following were surveyed:  persons served; parents/guardians/ significant others; Pre-Vocational Industrial Services  Subcontract customers for parts assembly, cardboard collection, and shredding service; Community Employment (CE) employers; Vocational Rehabilitation Counselors; Pre-Employment Transition (high school program) Students, Parents, Teachers; and Volunteer Site Staff. Survey results translated to greater than 95% positive responses to questions asked regarding satisfaction.
The survey results were positive with comments of appreciation for the services provided and staff. Arc’s Team will continue to educate clients, families, and others in the community regarding the various services available for individuals with intellectual and developmental disabilities (IDD). Many individuals and families have been provided information and assistance in initiating IDD services, VR/employment services, and other services. 
Overall Agency Objectives
In FY 2021, 3 of 5 Overall Agency Short-Term and/or Long-Term goals were met and 2 goals were in progress by June 30, 2021: 

· Developing a Strategic Plan.
· Completing a successful CARF survey audit (CARF postponed to December 2021/January 2022).

· Expanding Arc’s community presence and “footprint” in the county.
· Developing a marketing/PR plan (goal in progress).

· Increasing involvement in local, state, and federal DSP initiatives (goal in progress).
Accessibility Objectives
In FY 2021, 7 of 9 Accessibility goals were met, 1 goal was not met, and 1 goal was in progress by June 30, 2021: 
· Architectural: the west ramp, platform, stairs, and railing were replaced, and inside push button doors were repaired.
· Attitudinal: community attitudes toward people with IDD improved by Arc staff making a presentation to local law enforcement regarding how to interact with people with IDD; the President/CEO sent emails and letters to the Wabash Police Department but has not yet received any response; the President/CEO will continue to follow up on communication efforts. 
· Communication: availability of access to staff job openings improved by posting open positions on Arc’s website, Facebook, and the Grow Wabash County jobs electronic platform. 
· Community Integration: accessibility to community integration improved by a pre-vocational industrial workshop team of four clients and one job coaching working on-site at Global Precision Parts in Wabash several days a week for six hours each day. 

· Employment: accessibility to community employment improved by Arc’s Community Employment programming maintaining billing revenue at a level capable of hiring a part-time assistant. 
· Environment: this goal was not met in FY21 and has been carried over to FY22; accessibility to a safe home environment was not maximized because two back bedroom windows at the Mitten Street home were not replaced. 

· Financial: accessibility to financial freedom was maximized by all clients and parents/guardians being given information on the Arc Trust.

· Technology: accessibility to technology was maximized by 3 new large screen TVs with new software being installed at the Miami Street facility for use by clients and staff.
· Transportation: No OMS Transportation Goal in FY21. 
Risk Management Objectives
In FY 2021, 3 of 5 Risk Management objectives were met and 2 goals were in progress by June 30, 2021:

· A quality health insurance benefit plan was offered to qualified employees.
· Arc recouped $148,776.00 in lost revenue from BDDS.
· Arc staff and clients were protected from crises violence by 2 Arc staff being recertified as CPI Trainers and 3 staff being trained in CPI.
· A Contingency Plan for Business Operations is still in progress; the President/CEO and Sr. VP of Business Operations have begun gathering data for a Plan.
· Arc’s PPP Loan from Crossroads Bank and the SBA was still awaiting SBA approval as of June 30, 2021.

Cultural Competency and Diversity Objectives
In FY 2021, 1 of 1 Cultural Competency and Diversity Objective was still in progress as of June 30, 2021:
· Law enforcement of Wabash County has been contacted by Arc regarding Arc conducting IDD sensitivity training with the Police Department.
Pre-Vocational Services Objectives
In FY2021, 4 of 5 Pre-Vocational Workshop objectives were met and 1 goal was not met: 
· Satisfaction of persons served regarding their opportunities to work on the subcontract jobs they choose was 98%.
· Satisfaction of subcontract customers with the quality and quantity of work by Arc was 100%.
· Maximized invoiced subcontract work by invoicing $426,882.00 of $325,000.00 goal.  
· Provided service access by including clients and families in Arc’s Strategic Planning process.
· Did not maximize efficiency by using technology to process daily tickets; upon researching the possibility of using electronic ticket processing it was decided that the venture was too expensive at this time.
Shark Shredding Objectives
In FY2021, 4 of 4 Shark Shredding objectives were met: 
· Satisfaction of customers was 100%.
· Maximized efficiency by streamlining customer forms and payment process 100% of the time.
· Maximized service access by clients returning to assisting with cardboard pick up after the COVID-19 epidemic.

· Maximized effectiveness by adding additional safety features of floor mats and a platform in the shredding area.

Community Employment (CE) Objectives 
In FY2021, 5 of 6 Community Employment objectives were met and 1 goal was in progress by June 30, 

2021:  
· Satisfaction of persons served regarding service by the CE Supervisor was 100%.

· Satisfaction of employers with the Community Employment program was 100%.
· Effectiveness was maximized by securing 7 members for the Community Employment Advisory Panel; the Panel start date was delayed by the Covid-19 epidemic and will begin October 2021.
· Efficiency was maximized by maintaining a minimum of 20 hours per week in Discovery activity billing.
· Service access was maximized by Arc’s Community Employment Program being marketing in Wabash County in 11 locations and all county high schools.
· Satisfaction of Vocational Rehabilitation Counselors was not measured because satisfaction surveys were mailed by Arc, but not returned by Voc Rehab. 

Community Support Program (CSP) Objectives 
In FY2021, 4 of 5 CSP objectives were met and 1 goal was not met: 
· Satisfaction of volunteer sites with Arc’s CSP was 100%.   
· Satisfaction of persons served with their CSP experience was 92%; 3 clients stated they were not satisfied with Arc’s CSP services.
· Efficiency was maximized by creating a Covid-adjusted CSP schedule.

· Effectiveness was maximized by conducting facility habilitation during the Covid-19 epidemic.

· Service access was not maximized by conducting an arts interest survey with clients. 

Pre-Employment Transition Services (Pre-ETS) Objectives
In FY2021, 6 of 6 objectives were met: 

· Satisfaction of students, parents, guardians, and teachers served in the Pre-ETS program was 100%.
· Satisfaction was maximized by all students in the Pre-ETS program receiving training in all 5 components of the program.

· Efficiency was maximized by all students utilizing the EVERFI system online program.
· Four Pre-ETS students completed paid work experiences, thus increasing access to services.
· Service access was maximized by a total of 50 students enrolling in Pre-ETS services.

· Satisfaction was maximized by a new customer satisfaction survey being utilized.  
Supported Living Program (SLP) 
In FY2021, 5 of 5 SLP objectives were met: 
· Satisfaction of persons served was 100%.
· Maximized efficiency by medication errors by staff decreasing by 3%.
· Maximized effectiveness by SLP residents utilizing diet and exercise plans. 

· Maximized efficiency by implementing Electronic Visit Verification (EVV) for hourly SLP residents, PAC, and Respite; and affected staff has been trained. 
· Maximized service access by investigating the feasibility of purchasing a new SLP home; staff will present cost date at September 2021 Board of Directors meeting. 

Case Coordination Objectives
In FY2021, 4 of 5 Case Coordination objectives were met: 
· Satisfaction was maximized by 100% of clients being satisfied with Case Coordination.
· Maximized effectiveness by clients and families receiving information regarding Vocational Rehabilitation and Community Employment services. 

· Maximized service access by clients having a 25:1 Case Coordinator ratio.
· Maximized efficiency by improving communication with Pathfinder Services during daily pickup of Pathfinder Pre-Vocational Workshop clients.
· Satisfaction of Case Managers was not maximized as Case Managers did not return any Satisfaction Surveys to Arc. 
Ancillary Services Objectives 
In FY2021, 9 of 9 Ancillary Services objectives were met:
· Maximized satisfaction of families with Arc services at 100%.
· Maximized safety effectiveness by conducting successful INSAFE and Koorsen inspections.

· Maximized transportation effectiveness by scheduling all affected staff for RTAP/PAT training.

· Maximized transportation efficiency by selling two older Arc vehicles.

· Maximized transportation effectiveness by replacing Arc’s 1995 box truck with a 2013 truck.

· Maximized transportation efficiency by placing Arc logo on two trucks.
· Maximized business office effectiveness by submitting PPP loan to SBA for forgiveness.

· Maximized business office efficiency by completing new hire personnel files within 60 days of hire 100% of the time.

· Maximized service access by facilitating an Advocacy Council of persons receiving services.

RECOMMENDATIONS FOR FUTURE PROGRAMS AND SERVICES
This report is prepared with the approval of Arc’s Quality Assurance Team. The QA Team is responsible to ensure Arc’s programs and services operate with the highest quality standards, to minimize errors and risks, and to generate creative solutions to problems across all sectors of the organization.  
Based on the data collected from surveys and from OMS objectives the following recommendations should be considered by the organization in FY22 and beyond: 

· The global coronavirus pandemic affected Arc across all programs and services, and it is anticipated these effects will continue into FY22 because of variants such as the Delta. As of the writing of this report, it remains to be seen if and when there will be new or continuing effects of the Coronavirus epidemic on programs, services, staff, and revenue. The pandemic was a reminder and test for the organization to be ready to respond quickly to such a crises. The pandemic was an opportunity for Arc to review and revise health and safety policies, processes for securing, maintaining, and distributing PPE, and communication processes for effectively distributing information in a timely manner during a crises period. 

· Customer feedback across all sectors of the organization continues to recommends that Arc pursue a new facility. The current facility is aging and repairs are constant. More than that, the facility is too small for expansion of programs and services. As well, parking space is limited and staff must depend upon the graces of other businesses for parking space. The nature of programs and services for people with developmental and intellectual disabilities is currently changing, and in order for Arc of Wabash County to confidently move into the future a new, larger, disability-friendly facility must be secured. Also, a new facility would greatly assist in marketing, public relations, program expansion, and staff recruitment and retention. Arc will continue working with Good Seeds Consulting to implement a new, four-year Strategic Plan, which encompasses a capital campaign for a new facility.
· There continues to be a nationwide Direct Support Professional (DSP) crises. DSPs work in residential settings with the clients Arc serves. Job Coaches work in a facility setting with clients Arc serves. There is currently a 43% national turnover rate among DSPs and pay is not commensurate with the importance of the position. Data suggests the number one reason DSPs stay or leave their position is the relationship with their direct supervisor. The second reason is pay. The DSP crisis requires a systemic change that cannot be resolved by Arc of Wabash alone. In the Spring of 2021, the Indiana state legislature legally codified a 14% increase in billing rates for core IDD services with the mandated stipulation that 95% of the 14% revenue increase be passed along directly to raise pay and benefits for DSPs and Job Coaches. Arc has complied to the law. Additional recommendations to the DSP crisis include, but are not limited to, identifying Arc’s brand and expanding Arc’s presence in the county and region in order to attract employees, restructuring Arc’s new employee onboarding process to include self-directed digital components, creating a career ladder for DSPs and Job Coaches, creating a new hire mentor component into onboarding, and identifying the unique reasons someone would want to work at Arc versus a competitor. 
· Focus groups and surveys have revealed that Arc of Wabash County needs a larger presence and a greater “footprint” in the local community. The President/CEO has made a concerted effort to be more involved in community activities, joining Rotary, holding meetings with other nonprofits and local universities, hosting local blub meetings, and partnering with groups such as Grow Wabash County. One of Arc’s new seven strategic goals is to expand our presence in the county and the region and Arc will continue to follow the strategic plan. 
· The current and future great emphasis in programs and services for people with developmental and intellectual disabilities is advocacy, inclusion, and community integration. Historically, people with IDD were isolated and segregated from society, but that has changed and continues to change. All avenues of integrating people with IDD into their communities are being explored and expanded today. Arc of Wabash County must create, initiate, and pursue more avenues of community integration for people with IDD. Arc has identified Inclusion as one of its new core values and has included Community Acceptance and Inclusion as one of its new seven strategic goals. Arc has also included Expanded Programs and Services as one of its new seven strategic goals. To promote inclusion and integration, Arc has renamed its Human Rights Council the Council on Advocacy, Human Rights, and Inclusion, and this Council is in the midst of restructuring its role and responsibilities under a new work plan. Arc is also looking for ways to include client representation, such as including a client on the newly formed AWS Vantage Grant Panel (August 2021). To address expansion of programs and services Arc recently received a $75,000.00 grant from AWS to explore local and regional obstacles to gainful employment for people with IDD (August 2021). In February 2022, Arc will make a presentation to AWS of solutions to the stated barrier along with a request of up to $1,000,000.00 to be used over 3-5 years to transform our employment services. Other recommendations include research and study of programs and services for the aging IDD population, and creation and expansion of programs and services for youth and young adults.  
· In February 2021, Arc completed a year of strategic planning with Good Seeds Consulting of Indianapolis. The major outcome of the strategic planning was the identification of seven core values and seven strategic goals. The core values identified included Advocating, Caring, Collaborating, Connecting, Empowering, Including, and Innovating. The seven strategic goals included Community Acceptance and Inclusion, Expanded Programs and Services, and Engaged and Effective Staff, Fully Incorporated Technology, and expanded Regional Profile and Presence, Diversified Funding, and a new State-of-the-Art Campus. The written Strategic Plan will be included with this report. There are numerous goals and tasks included in the Strategic Plan that Arc will be following over the next four years.
In FY2021 Arc maintained high quality service across all programs and services, adopted a new four-year Strategic Plan, navigated the coronavirus epidemic, wrestled with the nationwide labor shortage, and greatly expanded its reach and involvement in the local community. Arc continues to strengthen its relationship with the AWS Foundation of Ft. Wayne which has afforded Arc numerous grant opportunities and has facilitated a beneficial relationship with a cadre of like-minded agencies in northeast Indiana. Hope is high for great things ahead for Arc of Wabash County in FY22 and beyond. 
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