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Outcome Management System Report

Fiscal Year 2009-2010

Executive Summary

Goodwill Industries of the Redwood Empire (GIRE) utilizes an Outcome Management System to carefully evaluate and manage the quality of our programs.  We measure each program for effectiveness, efficiency and customer satisfaction.  Programs that are not meeting their objectives are required to develop and initiate corrective action plans to address deficiencies and/or improve quality.  Annually outcomes are reviewed and program goals and objectives are refined and renewed based on performance, trend analysis, contract requirements, CARF accreditation and other applicable standards.  The information gleaned from the outcomes helps us determine and ensure that the best quality services are being provided to the persons and communities we serve and that we are addressing both current and emerging needs. 

During the past year the majority of our programs met their objectives and continued to meet the needs of persons served and contract agencies.  Programs that were failing to meet their objectives were reviewed and when needed a corrective action plan was developed and implemented by the program manager. No programs were recommended for closure though several continue to be tracked closely and may be recommended for closure if not showing marked improvement in 2010-2011. 

Goodwill operations subsidized Workforce Development programs with $153,321 in financial support.  

As a result of a down economy and poor job growth in all of our service areas, referrals were up in most of our programs.  We began the year with all existing contracts renewed at level funding with the exception of one that reduced funding by approximately 10% as a result of internal budget cuts. Additionally, we added three new contracts; two short-term American Recovery and Reinvestment Act (ARRA) funded programs in Sonoma County and multi-year Mental Health Co-Operative contract in Lake County.  Several of the fee-for-service programs experienced financial losses as a result of a new performance based payment structure, inconsistent referral rates and changes in staffing.  An additional 3% discount was imposed on Supported Employment payments in addition to reductions in the fee schedule further eroding the program’s ability to perform without financial assistance from GIRE.

This year all employment programs struggled to meet their placement goals but managed to increase placements over last year.  A total of 303 consumers obtained unsubsidized employment, an increase of 8%, with an average wage at placement of $11.05/hr, also up over last year’s $10.24 at placement.  In addition, 83.2% of consumers retained their employment for 90 days. 

The struggling economy and area job losses due to company closures were major influencing factors in the performance of our job placement programs. Given the uniqueness of the economic situation and obvious staff efforts to affect outcomes, formal action plans were not required this year for unmet placement goals. Overall, programs performed well in light of the economic times and job shortages. 

We administered two American Recovery and Reinvestment Act programs during 09/10; the Subsidized Employment Program (SEP) for the County of Sonoma and an On-the-Job Training program for the Department of Rehabilitation. Both program are scheduled to end in September 2010.  The SEP program serves adults with dependent children, and since its inception in December has placed 179 consumers into non-profit and for profit businesses throughout Sonoma County.   

Customer service remained high with 97.8% of consumers reporting they were satisfied with our services. Information obtained from surveys and consumer and stakeholder focus groups was overall highly complementary. Suggestions were taken into consideration and used to make program changes and improvements as appropriate.

Our Mental Health programs demonstrated solid performances as we completed our 14th year as a provider of Mental Health Self-Help, peer run and operated services. Additional funding opportunities and program growth are anticipated in the future as a result of our performance history and community impact and the Mental Health Services Act (Prop. 63) which continues to augment and fund innovative mental health programs.

The cost per person served increased over last year by just over 8% and the cost per person placed in unsubsidized employment increased 9%.  Several of the Department of Rehabilitation fee-for-service programs did not meet their efficiency goals and were required to develop action plans for improvement.  They will be monitored closely and assessed to determine if we should continue to provide the services. All programs not meeting their goals are required to determine action plans to improve outcomes. (The placement goal exception is noted above.)

Purpose

We collect and analyze data about our programs to identify and evaluate the outcomes of the services provided by GIRE and develop information to improve and focus services to best meet the needs of those we serve.

The following are the essential elements of this process:  

· Establish criteria and collect the data needed to determine the characteristics of the persons served; evaluate the effectiveness, efficiency, consumer and stakeholder satisfaction of each of GIRE’s programs.

· Utilize the information to make timely corrections and improvements to assure quality services are being provided.

· Report out to the Board of Directors, leadership, consumers, stakeholders and the public on all programs.

System Components 

· Written policy on outcomes management that clearly demonstrates to the Board of Directors, leadership, staff members, stakeholders, and consumers the purpose, responsibilities, and objectives of the system and the requirements for reporting the information collected.

· A database to capture the information needed to specifically measure GIRE’s Workforce Development Division programs and services to determine if they are available to and aligned with the needs of the people and communities they serve. 

· Quarterly and annual meetings with program managers and staff to review program effectiveness, efficiency, and satisfaction. Service access, strengths, weaknesses, opportunities and threats are measured, trends and extenuating circumstances noted, and action plans developed.

· Information is shared in the following ways: quarterly reports, reports to leadership, the Board of Directors, stakeholders, posted on our website, and in our annual report. 

· Action plans are developed when needed for continual quality improvement.

Characteristics and Demographics of Persons Served

l.
General Overview

· GIRE Workforce Development programs served 2,541 consumers - up 7% from FY08/09.

· Consumers receiving Temporary Aid for Needy Families (TANF), referred by County Human Services in Sonoma and Mendocino Counties for employment and work experience services, represent our single largest referral group at 38%.

· Sonoma County Mental Health referrals represent our second largest service group at 22%, with The State Department of Rehabilitation and Regional Centers making up the balance. 

· 43% of persons served reported having a disability.

· All program consumers reported living at or below federal poverty levels.

· At 51%, women continue to be our primary consumer of services. 

· Most frequently cited disadvantaging conditions continue to be homelessness, criminal history, lack of training/skills and literacy.

· Consumer ethnicity continues to be consistent with the local population trends.

· The primary age group served at 52% was between the ages of 20 - 39.

Il.
Consumer Population by Referral Resource

In 2009-2010 we served 2,541 new consumers in 10 contracts and 8 fee-for-service programs in Sonoma, Lake, Mendocino and Napa County.  

1. Consumer Referrals and Carry Ins

	County
	Source
	Program
	Number

	Sonoma
	County-TANF
	Employment Services
	510

	
	
	Community Service
	511

	
	
	Learning Enhancement
	54

	
	
	Subsidized Employment Program
	375

	
	Social Security Administration
	Ticket to Work
	1

	
	County Mental Health
	Wellness Center
	241

	
	
	Interlink Self-Help
	213

	
	Sheriff-NCDF
	Employment Readiness Training
	251

	
	State Department of Rehabilitation.
	Co-Op Employment Services
	55

	
	
	ARRA Co-Op OJT
	Co-enrolled

	
	
	Situational Assessments
	58

	
	
	Work Adjustment
	19

	
	
	Supported Employment
	11

	
	
	Employment Services
	81

	
	
	Job Coaching
	1

	
	
	Personal Voc. Social Adj. 
	0

	
	GIRE 
	Inclusion - Placement
	21


	County
	Source
	Program
	Number

	Mendocino
	County-TANF
	Work Experience
	77

	
	Regional Center
	Supported Employment
	0

	
	
	Supported Living
	8

	
	
	Independent Living 
	2

	
	Social Security Administration
	Ticket to Work
	1

	
	
	
	

	
	State Department of Rehabilitation.
	Situational Assessments
	4

	
	
	Work Adjustment
	13

	
	
	Supported Employment
	40

	
	
	Employment Services
	31

	
	
	Job Coaching
	3

	
	
	Personal Vocational Social Adjustment 
	9

	
	
	
	


	County
	Source
	Program
	Number

	Lake
	State Department of Rehabilitation.
	Co-Op Employment Services
	0

	
	
	Situational Assessments
	0

	
	
	Work Adjustment
	0

	
	
	Supported Employment
	19

	
	
	Employment Services
	26

	
	
	Job Coaching
	1

	
	
	Personal Vocational Social Adjustment
	21

	
	
	Career Skills Assessment Group
	24

	
	Regional Center
	Supported Employment
	0


	County
	Source
	Program
	Number

	Napa
	State Department of Rehabilitation
	Situational Assessments
	6

	
	
	Work Adjustment
	7

	
	Regional Center
	Supported Employment
	1

	
	
	
	


III. Consumer Population by Need

Primary reasons services are sought from Goodwill Industries of the Redwood Empire:

· Barriers to success as a result of poverty

· Mental Health--psychological and behavioral disabilities that have seriously impacted one or more life functions

· Criminal history

· Physical disabilities

· Developmental disabilities 

· Other disabilities and disadvantaging conditions

IV. Consumer Population by Ethnicity

GIRE’s consumer population continues to closely mirror that of the communities we serve.
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V. Consumer Population by Gender

Historically our programs have tended to serve more women than men and that trend continued this year with women at 57% and men 43%. 

VI. Consumer Population by Age

We serve consumers from Transitional Age youth, ages 18 to 24, to Adults over 55 with the majority of our consumers, 57%, between the ages of 20 and 39. 

VII. Cost per Person Served  

The following information is presented by County.

	Sonoma
	
	
	
	

	Program
	Projected

Clients Served
	Actual

Clients Served
	Total

Expense
	Cost per Person Served

All Counties 

	SonomaWORKS Employment Services
	371
	510


	$785,689
	$1,540

	SonomaWORKS

Community Service
	615
	511
	$377,347
	$738

	SonomaWORKS

Learning Enhancement
	135
	54
	$88,648
	$1,642

	SonomaWORKS

Subsidized Employment 
	350
	316
	$264,365
	$836

	Ticket to Work
	5
	1
	$187
	$186

	Wellness Center
	274
	241
	$289,364
	$1,200

	Interlink Self-Help
	242
	213
	$250,214
	$1,174

	Employment Readiness Training
	159
	251
	$8,528
	$33

	Co-Op Employment Services
	55
	56
	$133,703
	$2,430

	ARRA Co-Op OJT
	12
	42
	$27,025
	$644

	Situational Assessment
	68
	60
	$72,776
	$1,212

	Work Adjustment
	28
	19
	$43,659
	$2,297

	Supported Employment
	15
	11
	$12,850
	$1,168

	Employment Services
	129
	81
	$60,309
	$744

	Job Coaching
	5
	1
	$2,981
	$2,981

	Inclusion - Placement
	14
	21
	$39,264
	$1,869

	Mendocino
	
	
	
	

	Program
	Projected

Clients Served
	Actual

Clients Served
	Total

Expense
	Cost per Person Served

All Counties 

	Mendocino Work Experience
	85
	77
	$50,058
	$650

	Situational Assessment
	6
	4
	$5,923
	$1,480

	Work Adjustment
	16
	13
	$23,700
	$1,823

	Supported Employment
	22
	40
	$21,890
	$547

	Employment Services
	47
	31
	$23,415
	$755

	Job Coaching
	1
	3
	$2,400
	$800

	Personal Vocational Social Adjustment 
	12
	9
	$1,767
	$1960

	Lake
	
	
	
	

	Program
	Projected

Clients Served
	Actual

Clients Served
	Total

Expense
	Cost per Person Served

All Counties 

	Situational Assessment
	1
	1
	$608
	$608

	Supported Employment
	18
	19
	$8,631
	$454

	Employment Services
	57
	26
	$44,015
	$1,692

	Job Coaching
	1
	1
	$15
	$15

	Personal Vocational Social Adjustment 
	6
	4
	$905
	$226

	Career Skills Assessment
	57
	24
	$1,898
	$79

	
	
	
	
	


	Napa
	
	
	
	

	Program
	Projected

Clients Served
	Actual

Clients Served
	Total

Expense
	Cost per Person Served

All Counties 

	Situational Assessment
	8
	6
	$5,213
	$868

	Work Adjustment
	12
	7
	$36,402
	$5,200

	Supported Employment
	2
	1
	$2,221
	$2,221


VIII. Outcome Management by Individual Program

A. SonomaWORKS – Employment Services

Total Served = 510

Effectiveness Measures:

To prepare TANF recipients to find, obtain and retain employment in a career that is in line with their skills and abilities and achieve a 50% placement rate.

Objective not met.

Corrective Action plan: 

Continue to focus efforts on job development and increase client understanding of networking through volunteering.  



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective met.



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

Orientation is scheduled every 2 weeks.  Days to access range from 1 to 10 working days.  Referral based program with established maximums for fiscal year.

B. SonomaWORKS – Community Service

Total Served = 511

Effectiveness Measures:

1. To prepare TANF recipients to find, obtain and retain employment in a career that is in line with their skills and abilities through placement into community non-profits to assist them in building skills, supports and current work

 history. 

2. 90% of referrals will achieve placement into a local non-profit within 45 days of the program start date.

3. Achieve a 50% placement rate.

Objectives 1 and 3 were met.

Objective 2 was not met. 

Corrective Action plan: 

Work with staff and partner agencies to understand the requirement and elicit the assistance of the County Employment and Training staff to understand our timeline and help us with resistant consumers.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective met.



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

Orientation is scheduled every 2 weeks.  Days to access range from 1 to 10 working days.  Referral based program with established maximums for fiscal year.

C. SonomaWORKS – Learning Enhancement and Achievement Program

Total Served = 54

Effectiveness Measures:

To assist TANF recipients with diagnosed learning disabilities to find, obtain and retain employment in a career that is in line with their skills and abilities.

Objective met.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective met.

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

Days to access vary depending on testing schedules. Referral based program with established maximums for fiscal year.

D. Wellness and Advocacy Center

Total Served = 241

Effectiveness Measures:

Provide a welcoming and safe environment where people can access information and services to assist them with their mental health recovery, enrolling 12 new members monthly.

Objective met.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective met with the exception of unbudgeted depreciation. 



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.  0 days

E. Interlink Self-Help Center

Total Served = 213

Effectiveness Measures:

1. To improve the social, vocational, and independent living skills for members by providing a minimum of 40 socialization activities per year.

2. Provide peer-to-peer support sessions–goal to provide 2,200 annually.

3. Conduct 3 Peer Counseling Trainings.

4. Provide 60 MHSA facilitated dual diagnosis groups annually.

Objectives 1, 3, and 4 were met.

Objective 2 was not met. 

Corrective Action plan: 

Work with staff to better report their sessions with members.  A simple tally sheet has been placed at the reception desk to facilitate this process.



Efficiency Measure:

To measure Expense to Revenue Ratio to achieve a 100% E/R.

Objective met.



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%.

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

0 to 3 days.  Membership applications are handled quickly and individuals are provided access to the center during the determination period.

F. Sonoma County Mental Health Co-Op
Total Served = 56

Effectiveness Measures:

To assist consumers with mental health disabilities to find, obtain and retain employment in careers that are in line with their skills and abilities with a goal of 12 placements into unsubsidized employment with 9 retaining employment a minimum of 90 days.

Objectives not met.

Placements Required: 20 
Actual:11

Retention Required:
18
Actual:08

Action plan:

Recommended that additional staff time be devoted to direct job development to enhance placement opportunities and increase efforts to educate employers about the Work Opportunity Tax Credit (WOTC) and the On the Job Training (OJT) funds available to them. 



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective met.



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

Averaged 3 days or less from contact to appointment.

G. Situational Assessment – All Counties
Napa = 6

Lake = 1
Mendocino = 4
Sonoma = 60
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Effectiveness Measures:

To provide situational assessments, both internally within GIRE and externally in the community, that assists consumers in understanding their skills and abilities and the world of work.  Complete 98% of all assessments.

Objective met.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met in Mendocino, Napa and Lake.



Action Plan:

Monitor referral process and balance the use of the program through better communication with referring counselors.

If referrals don’t improve in Napa, Mendocino and Lake, the programs should be deemed unnecessary and considered for closure.  



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	2
	0
	7.2
	5.5


H. Work Adjustment Training

Napa = 7

Lake = 0
Mendocino = 13
Sonoma = 19
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Effectiveness Measures:

To provide real work experience within GIRE that assists consumers in understanding the world of work, their strengths and preferences.  90% of all WAT referrals will complete the program.

Objective met in all counties.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met in Napa and Mendocino.



Action Plan:

Monitor referral process and balance the use of the program through better communication with referring counselors.

If referrals don’t improve in Napa and Mendocino the programs should be deemed unnecessary and considered for closure.  



Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	2
	N/A
	5
	5.3


There is no Work Adjustment Training in Lake County.
I. Supported Employment

Lake = 19


Mendocino = 40

Sonoma = 11

Includes all elements--Intake, Placement and Job Coaching.
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Effectiveness Measures:

Assist consumers with finding, obtaining and retaining competitive employment in the career of their choice.  40% of consumers accepted for employment services will be placed within 1 year of referral.

Objective not met.



Action Plan:

Improve placement through intensive job development, use of Work Opportunity Tax Credit (WOTC) and On the Job (OJT) incentives. Use greater discretion in accepting referrals for placement.  Garner more information about job readiness through requests for Situational Assessment and WAT before placement activities.

Consider closing the program if unable to improve.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met in Napa and Mendocino.



Action Plan:

Same as above.  

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	2
	0
	7.2
	5.5


There is only long-term follow-along in Napa. 

J. Employment Services-Ready To Work

Lake = 26


Mendocino = 31

Sonoma = 81
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Effectiveness Measures:

Assist consumers with finding, obtaining and retaining competitive employment in the career of their choice.  50% of consumers accepted for employment services will be placed in competitive employment in the career of their choosing.

Objective not met.



Action Plan:

Improve placement through intensive job development, use of WOTC and OJT incentives. Use greater discretion in accepting referrals for placement.  Garner more information about job readiness through requests for Situational Assessment and WAT before placement activities.

Consider closing the program if unable to improve.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met in any or the counties.



Action Plan:

Same as above.  

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	N/A
	5
	4.4
	2.5


Employment Services no longer offered in Napa. 

K. Job Coaching

Effectiveness Measures:

To provide one on one coaching on the job that assists consumers in learning their new job duties and adjusting to the world of work.  90% of all referrals will complete the 90 days on the job.

Objective met in all counties.



Efficiency Measure:

To measure Expense to Revenue Ratio and cost per client served. Achieve a 100% E/R.

Objective met.

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	N/A
	1
	0
	4


Job Coaching not offered in Napa. 

L. Personal Vocational Social Adjustment 

Effectiveness Measures:

To provide one-on-one coaching to consumers to help them improve a personal or vocational habit or behavior that is impacting their ability to obtain a job or is putting their employment at risk.  90% will successfully complete the program successfully by making progress.

Objective met in all counties.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met.



Action Plan:

Monitor referral process and balance the use of the program through better communication with referring counselors.

If referrals don’t improve the programs should be deemed unnecessary and considered for closure.  

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

	Napa
	Lake
	Mendocino
	Sonoma

	N/A
	3
	3.1
	0


There is currently no PVSA offered in Napa. 

M. Career Skills Assessment Group--Lake County only

Effectiveness Measures:

A 3-day career exploration and assessment program that explores the consumer’s interests, skills and experience and helps determine their job readiness.  90% of all referrals will complete the program.

Objective met.



Efficiency Measure:

To measure Expense to Revenue Ratio and cost per client served. Achieve a 100% E/R.

Objective met.


Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access.

 Classes are limited to every other month to maximize the number of referrals to the program and create a group experience the participants.  

N. Supported Living Services--Mendocino County only

Effectiveness Measures:

To provide one-on-one support to the daily living activities of consumers in their homes and in the community. Maintain 95% satisfaction with all service elements.

Objective met.



Efficiency Measure:

To measure Expense to Revenue Ratio and Revenue per client served. Achieve a 100% E/R.

Objective not met.

Satisfaction Measure:

To achieve an average score of 95% or better on the Participant Satisfaction Survey.

Objective met with an average score for all counties of 95.5%.  97.8% would recommend our services to others and 95.2% reported a potential increase in the quality of their lives.



Stakeholder Satisfaction:

To achieve an average score of 80% on the Stakeholder Satisfaction Survey.

Objective met with an average score of 86.7%. 

Service Access: Measured in the number of working days from contact to first appointment for services -Days to Access. 2 days

IX. Consumer and Stakeholder Satisfaction

Goodwill Industries of the Redwood Empire has developed a satisfaction questionnaire/survey to help us determine if we are performing to the satisfaction of our consumers and referring agencies.

All programs are required to distribute the survey in a timely manner either periodically during services or at the end of services.  The survey is given to the consumer with an envelope addressed to the Program Analyst at our main facility to assure that the consumer feels secure in expressing their opinions.  Staff is encouraged to distribute the survey before the participant exits to better control the return of the survey.  We have found that the return rate for surveys drops considerably once consumers have exited services.

Annually we mail our Stakeholder Survey and we also distribute it when we hold focus groups.  The information is used to improve communication and program function to better meet the satisfaction of our referring agencies and facilitate consumer needs.

Overall satisfaction in all programs is very high.  When a problem is brought to our attention we move quickly to investigate and resolve it. 

Results of our satisfaction surveys are shared with the Board of Directors, staff, agency leadership, consumers, stakeholders and the community.  

X. Extenuating Circumstances and Observations

The economic climate the past two years has had a pronounced effect on employment programs across the country.  GIRE is not alone in facing an uphill battle helping people find jobs.  Where we have been unsuccessful in meeting our placement goals, we have been successful in meeting our retention goals.  In fact, we have exceeded our retention goals by 3.2% with 83.2% of those placed retaining their jobs for 90 days. 

The majority of consumers who found employment had two things in common, fewer barriers to employment and recent work history. Conversely, we found that the greater the barriers to employment, especially criminal history, multiple disabilities, and lack of current work history were commonalities shared by those still seeking employment. 

We experienced an increase in the number of consumers who were accessing services for the first time in their lives.  For our workshop instructors it was difficult at times to keep the curriculum challenging enough for some and not too challenging for others. It was not uncommon to have individuals with advanced degrees and those without a GED in the same job search workshop.  The level of frustration for those who had worked all of their lives, only to find themselves out of work and unable to find a new job, was tremendous and at times overwhelming. 

This year we have provided more counseling and training for staff on compassion fatigue and stress management.  We have also been vigilant about sharing information on stress relief with both staff and consumers.  Maintaining a healthy attitude is always important but especially when there are so many facing so much difficulty.

State and County office closures and reductions in hours of service due to mandatory time off, have created additional burdens.  Communication with referring counselors is less fluid and has on occasion impacted the timeliness of consumer access to needed services.  As funding continues to shrink and need continues to grow it creates a more complicated set of problems and requires the combined energy and attention of all providing services to find ways to meet consumer needs.  

In the years to come we will continue to find ourselves presented with opportunities to rethink the way we provide services and to respond to the evolving needs of the complex world in which we live.  Greater partnership and creative thinking will be needed to bridge the ever widening gaps in funding and services.  We look forward to working with our community to build those bridges.    
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