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	SUMMARY OF OVERALL FINDINGS

	
	

	
	
	
	

	Provider
Collaborative for Regional Educational Services and Training
Review Dates
5/7/2019 - 5/10/2019
Service Enhancement 
Meeting Date
5/24/2019
Survey Team
Anne Carey
John Downing (TL)
Citizen Volunteers

	


			
		Survey scope and findings for Employment and Day Supports
Service Group Type
Sample Size
Licensure Scope
Licensure Level
Certification Scope
Certification Level
Employment and Day Supports
2 location(s) 6 audit (s) 
Full Review
21/28 2 Year License with Mid-Cycle Review 05/24/2019 -  05/24/2021
19 / 42 Certified with Progress Report 05/24/2019 -  05/24/2021
Community Based Day Services
1 location(s) 2 audit (s) 
Full Review
8 / 14
Employment Support Services
1 location(s) 4 audit (s) 
Full Review
10 / 22
Planning and Quality Management
Full Review
1 / 6
	

	


	
	
	

	EXECUTIVE SUMMARY :

	
	

	
	
	

	Collaborative for Regional Educational Services and Training (CREST) provides academic, behavioral, emotional and specific learning need supports for individuals ranging from early childhood through high school. The agency also provides supports to adults with intellectual disabilities through its VISIONS (Vocational Instructional and Supported Industrial Opportunities with Natural Supports) program which was the focus of this review. The agency provides community based day and employment services to approximately 40 individuals from the Merrimack Valley Area. 

The scope of this survey was a full licensure and certification review of the agency's Employment and Community Based Day Supports to individuals served by DDS.

The agency's commitment to human rights and dignity was an agency strength. The agency invested a great deal of effort to have an effective Human Rights Committee (HRC). In early 2019, the agency successfully formed its own Human Rights Committee, with complete membership, by-laws, and quorum requirements in place. The newly developed HRC held its first meeting in March 2019, with quarterly meetings scheduled to occur thereafter.

The agency also supported individuals in human rights through respect, and ensuring that they were financially valued and compensated. Most all of the individuals selected were working in familiar positions and locations, and received minimum wage compensation through CREST. CREST staff used respectful communication when speaking to or writing about individuals, and individuals were treated with respect by colleagues and had opportunities to interact during break times and planned activities with other employees. Individuals expressed feeling comfortable with their job coaches and supported to make changes in their jobs as desired. For example, two individuals had expressed their concern with the signage of the transport vehicle to their respective job coaches; all references to the vehicle also being a school bus were removed.

The agency was generally successful at ensuring that individuals were trained in the use of equipment, and supported with technology, jigs and adaptions to be more successful at work. At one work location, individuals demonstrated their use of assistive technology and implementation of safety procedures. This group of workers was responsible for packaging 50 items used in the construction of electrical circuit boards or "motherboards". To avoid any potential harm from an electrically charged particle, individuals used grounded bracelets while seated at their work stations. Counting mats were utilized to ensure individuals did not lose count and the correct number of items was packaged. 

Regarding certification, CREST was committed to ensuring individuals' daily support needs were met in both the Employment and CBDS locations. Individuals were supported to learn and utilize interpersonal skills in the work place. Individuals receiving employment supports had four stable work experiences and were included in workplace events such as holiday parties and employee appreciation events that included annual barbecues, monthly prize giveaways, etc.      

Several licensing indicators were identified during the survey require additional attention.  Within the domain of a skilled and competent work force, the agency needs to improve its systems for tracking required training for staff. While human rights were supported through familiarity with individuals, the need for annual training in how to report abuse and mistreatment and how to file a human rights grievance for every individual was identified.  The agency also needs to ensure all documents related to the ISP planning and implementation processes are created and submitted on time. Additionally, support strategies are implemented and data is collected to support strategies implementation. The agency's system of ongoing supervision and staff development also deserves additional focus.

A number of the certification indicators for the Employment Services, CBDS and for the organization require future deliberation and action. Regarding planning and quality management, the agency could benefit from the development of a strategic plan which includes and outlines strategies to improve individual career plans and employment opportunities within the VISIONS program.  On an individual level, the agency has not yet established and implemented person-centered approach to career planning that is inclusive of individual interests, choice, skills assessment, career development and employment success. The agency needs to further support job development activities and expand competitive job opportunities beyond the current enclaves.  The agency needs to utilize a variety of effective methods to assist people to explore their job interests through job exploration, interest inventories, career planning activities and job exploration beyond the current opportunities available to individuals .  In regards to the community based day supports, the agency could benefit greatly from increasing community opportunities for the individuals to connect with and become integrated with other community members.

As a result of this licensure and certification review of the agency's Employment/Day Supports model, CREST met the standards for 75% of the licensing indicators reviewed, and received a Two Year with Mid-cycle license.  The agency met 45 % of the certification indicators reviewed, and is Certified with a Progress Report.  The agency will complete a progress report on their success in meeting the certification indicators in one year's time, and submit the report to DDS OQE. The agency's Employment/Day service will be subject to a follow-up conducted by the DDS/OQE on all not met licensure indicators within 60 days of the Service Enhancement Meeting, and then receive a mid-cycle licensure review at the one year mark.

	


				
	LICENSURE FINDINGS
			
				
			Met / Rated
Not Met / Rated
% Met
Organizational
7/8
1/8
Employment and Day Supports
14/20
6/20
    Community Based Day Services
    Employment Support Services

Critical Indicators
1/1
0/1
Total
21/28
7/28
75%
2 Year License with Mid-Cycle Review
# indicators for 60 Day Follow-up
7
	
				
	Organizational Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L76
The agency has and utilizes a system to track required trainings.
For one individual, the agency's system to track required training was not effective. The individual had not completed the required curriculum for DPPC training instituted in April 2017. The agency did not have the required Formal Fire Safety training certificate for the identified Fire Safety Officer.  The agency needs to ensure it has an effective system to track required training.  


	
	

	
	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L1
Individuals have been trained and guardians are provided with information in how to report alleged abuse/neglect.
Three out of six individuals had not received training on how to report abuse/neglect. One guardian had not been provided with information in how to report alleged abuse/neglect.  The agency needs to ensure that all individuals receive annual training and that guardians receive information on the procedures for reporting alleged abuse/neglect.
 L49
Individuals and guardians have been informed of their human rights and know how to file a grievance or to whom they should talk if they have a concern.
Three out of six individuals had not received human rights training/training or information on how to file a grievance. One guardian had not been provided with human rights or grievance information.  The agency needs to ensure that all individuals receive annual training and that guardians receive information regarding human rights and how to file a grievance.
 L85
The agency provides ongoing supervision, oversight and staff development.
Employment and community based day staff had not received supervision on a monthly basis, as outlined in the agency's supervision policy. Regular staff meetings were not held in accordance with agency policy. The agency needs to ensure that supervision is effective, and occurs at the frequency outlined within agency policies. 
 L86
Required assessments concerning individual needs and abilities are completed in preparation for the ISP.
For two of five individuals, the agency had not submitted the required assessments in preparation for the ISP by the required due date. The agency needs to ensure all required assessments are completed and submitted at least 15 days prior to the ISP.
 L87
Support strategies necessary to assist an individual to meet their goals and objectives are completed and submitted as part of the ISP.
For two of five individuals, the agency had not submitted the required support strategies in preparation for the ISP by the required due date. The agency needs to ensure all required objectives and support strategies are completed and submitted at least 15 days prior to the ISP.
 L88
Services and support strategies identified and agreed upon in the ISP for which the provider has designated responsibility are being implemented.
For two of six individuals, data collection did not adhere to the outlined frequency in the provider support strategies. The agency did not have a mechanism of oversight to ensure that support strategies are implemented.   The agency needs to ensure that all services and support strategies identified and agreed upon in the ISP are being implemented.

	


	
	
	
	
	

	
	CERTIFICATION FINDINGS

	
	
	

	
	
	
	
	

	
	
	Met / Rated
Not Met / Rated
% Met
Certification - Planning and Quality Management
1/6
5/6
Employment and Day Supports
18/36
18/36
Community Based Day Services
8/14
6/14
Employment Support Services
10/22
12/22
TOTAL
19/42
23/42
45%
Certified with Progress Report

	
	

	
	
	
	
	

	
	Planning and Quality Management Areas Needing Improvement on Standards not met:
Indicator #
Indicator
Area Needing Improvement
 C2
The provider analyzes information gathered from all sources and identifies patterns and trends.
The agency had not gathered and analyzed information from all sources to identify patterns and trends. The agency needs to have a mechanism to gather and review service quality information on an on-going basis that involves broad representation from both agency staff and individuals/families. 
 C3
The provider actively solicits and utilizes input from the individuals and families regarding satisfaction with services.
Information regarding satisfaction with services had not been obtained from families and individuals.  The agency needs to ensure it is actively soliciting and utilizing input from the individuals and families regarding satisfaction with services.
 C4
The provider receives and utilizes input received from DDS and other stakeholders to inform service improvement efforts.
The agency did not have a mechanism to inform service improvement efforts based on input from internal systems, DDS and other stakeholders. The agency needs to ensure it utilizes input received internally and externally to develop and implement service improvement efforts. 
 C5
The provider has a process to measure progress towards achieving service improvement goals.
The agency did not have service improvement goals identified for Visions and/or a process to measure progress. The agency needs to identify service improvement goals and measure progress towards achieving those goals. 
 C6
The provider has mechanisms to plan for future directions in service delivery and implements strategies to actualize these plans.
The agency's strategic plan did not include mechanisms to plan for Vision's future directions in service delivery or specific action steps that move the agency towards identified future direction goals. The agency needs to develop a future directions plan with strategies in place to actualize its plan. 

	

	
	
	
	
	

	
	Community Based Day Services- Areas Needing Improvement on Standards not met:
Indicator #
Indicator
Area Needing Improvement
 C7
Individuals have opportunities to provide feedback at the time of hire / time of the match and on an ongoing basis on the performance/actions of staff / care providers that support them.
Two individuals were not provided the opportunity to give feedback regarding the staff that support them. The agency needs to ensure that individuals served are afforded the opportunity to provide feedback on the staff who support them and that this information is used as part of ongoing staff evaluation and training.
 C40
Individuals are supported to explore, discover and connect with their personal interest and options for community involvement, personal interest and hobbies.
Two individuals were not supported to explore, discover and connect with their personal interests, hobbies, and options for community involvement on a frequent and ongoing basis. The agency needs to ensure that individuals are supported to explore, discover and connect with their interests, hobbies and community involvement on an individualized, frequent and ongoing basis.
 C41
Individuals participate in activities, including those in the community, that reflect their interests and preferences.
Two individuals were not participating in community based day activities based on the individual interests and preference of each person. The agency needs to ensure that once individual interests have been assessed, people are supported to participate in these individualized community activities. 
 C42
Individuals are involved in activities that connect them to other people in the community.
Two individuals were not involved in activities that connected them to other people in the community. The agency needs to ensure that activities offered allow for frequent contact with the community at large.  
 C43
Staff act as bridge builders to support individuals to develop, sustain, and enhance relationships with others. 
Two individuals had not been fully supported by staff to develop, sustain, and enhance relationships with others. The agency needs to ensure there is support from staff to all individuals to develop, sustain, and enhance relationships with others.
 C44
Staff have effective methods to assist individuals to explore their job interests if appropriate.
Two individuals were not supported to explore their particular job interests. Work experiences were limited to the agency's pre-existing enclaves. The agency needs to ensure that individualized preferences are explored using a variety of methods and employment opportunities are based on these findings.
Employment Support Services- Areas Needing Improvement on Standards not met:
Indicator #
Indicator
Area Needing Improvement
 C7
Individuals have opportunities to provide feedback at the time of hire / time of the match and on an ongoing basis on the performance/actions of staff / care providers that support them.
Three individuals were not provided the opportunity to give feedback regarding the staff that support them. The agency needs to ensure that individuals are afforded the opportunity to provide feedback on the staff who support them and that this information is used as part of ongoing staff evaluation and training.
 C22
Staff have effective methods to assist individuals to explore their job interests.
Four individuals had not been thoroughly assessed on their job interests. Choices were limited to participation in long established enclaves, without benefit of determining people's particular job interests or career desires for exploration.  The agency needs to ensure that individualized preferences are explored using a variety of methods, for example, job tours, interest inventories and other vocational assessments. 
 C23
Staff utilize a variety of methods to assess an individual's skills, interests, career goals and training and support needs in employment.
Four people were not assessed utilizing a variety of methods to ascertain individuals' current skills, areas of interest, career goals, and training and support needs. The agency needs to ensure that individuals' employment skills and training needs have been fully assessed. Assessment should be focused both on the generic skills needed for any job, as well as the specific skills needed in the individuals' field of interest.
 C24
There is a plan developed to identify job goals and support needs.
For four individuals, no career plan had been developed. The agency needs to use information gathered from thorough and individualized assessment process to develop a detailed and person-centered career plan.
 C25
Staff assist individuals to work on skill development for job attainment and success.
For two individuals, skill development was limited, as the individuals were engaged in repetitive tasks in the enclave rather than engaged in developing new skills. Time is not being used to further skills towards job attainment. The agency needs to ensure that skill development and training is provided to individuals to support them in having skills which enable them to be more successful and attain a job.
 C26
Career planning includes an analysis of how an individual's entitlements can be managed in a way that allows them to work successfully in the community.
Four individuals did not have an analysis of how an individual's entitlements can be managed in a way that allows them to work successfully in the community. Benefits analysis should occur for each individual with the goal of employment, and inform individuals of the impact of future earnings on their current disability benefits. The agency needs to analyze how an individual's entitlements might be impacted and provide information to individuals and their families.  
 C27
Individuals and families are encouraged and supported to understand the benefits of integrated employment.
For two individuals, the individual or their families had not been presented with information pertaining to the benefits of supported employment. The agency needs to ensure that individuals and their families are educated around the benefits and advantages of employment, including increasing hours worked.  
 C28
Staff maintain and develop relationships with local businesses in order to facilitate job development opportunities.
The agency has not networked with other local businesses or marketed with the goal of developing relationships with new businesses. The agency needs to cultivate business contacts in the local community to foster relationship-building and highlight the vocational skills and strengths of individuals supported. 
 C29
Individuals are supported to obtain employment that matches their skills and interests.
For four individuals, ongoing and sustained efforts to obtain competitive employment had not occurred. The agency needs to identify the interests and skills of an individual and support placement in community positions that comport with each individual's interest and talents. 
 C33
Employee benefits and rights are clearly explained to the individual.
For four individuals, as employees of the agency, employee benefits and rights had not been explained. The agency needs to ensure that the individual is aware of the same benefits and rights as are explained to all agency employees at time of hire or ongoing as applicable.
 C34
The agency provides the optimal level of support to promote success with a specific plan for minimizing supports.
Three individuals receiving group employment support did not have a plan in place to fade the levels of support needed as greater independence was realized.  The agency needs to ensure that once employment begins, plans are developed that outline how supports will be faded.   
 C36
Ongoing supports are provided to enhance job retention and advancement.
Four individuals were not receiving support to promote job advancement.  The agency needs to ensure that support plans include assessment of the individual's desire to advance to other positions within a company or career path. Once these desires are identified, assessment of skill development needs should be conducted, and supports should be provided in a manner that enhances the prospect of job promotion or advancement.

	


	
	
	
	
	

	
	MASTER SCORE SHEET LICENSURE

	
	
	

	
	
	
	
	

	
	Organizational: Collaborative for Regional Educational Services and Training

	
	

	
	
	
	
	

	Indicator #
Indicator
Met/Rated
Rating(Met,Not Met,NotRated)

 L2
Abuse/neglect reporting
1/1
Met
 L3
Immediate Action
1/1
Met
 L4
Action taken
1/1
Met
 L48
HRC
1/1
Met
 L74
Screen employees
1/1
Met
 L75
Qualified staff
1/1
Met
 L76
Track trainings
0/1
Not Met(0 % )
 L83
HR training
1/1
Met

	


	
	
	
	
	
	

	Employment and Day Supports:

	
	
	
	

	
	
	
	
	
	

	Ind. #
Ind.
Loc. or Indiv.
Emp. Sup.
Cent. Based Work
Com. Based Day
Total Met / Rated
Rating
 L1
Abuse/neglect training
I
1/4
1/2
2/6
Not Met
(33.33 %)
 L8
Emergency Fact Sheets
I
4/4
2/2
6/6
Met
 L9
Safe use of equipment
L
1/1
1/1
2/2
Met
 L22
Well-maintained appliances
L
1/1
1/1
Met
 L31
Communication method
I
4/4
2/2
6/6
Met
 L32
Verbal & written
I
4/4
2/2
6/6
Met
 L37
Prompt treatment
I
4/4
2/2
6/6
Met
 L49
Informed of human rights
I
1/4
1/2
2/6
Not Met
(33.33 %)
 L50
Respectful Comm.
L
1/1
1/1
2/2
Met
 L51
Possessions
I
4/4
2/2
6/6
Met
 L52
Phone calls
I
4/4
2/2
6/6
Met
 L54
Privacy
L
1/1
1/1
2/2
Met
 L77
Unique needs training
I
4/4
2/2
6/6
Met
 L80
Symptoms of illness
L
1/1
1/1
2/2
Met
 L81
Medical emergency
L
1/1
1/1
2/2
Met
 L85
Supervision 
L
0/1
0/1
0/2
Not Met
(0 %)
 L86
Required assessments
I
2/3
1/2
3/5
Not Met
(60.0 %)
 L87
Support strategies
I
2/3
1/2
3/5
Not Met
(60.0 %)
 L88
Strategies implemented
I
2/4
2/2
4/6
Not Met
(66.67 %)
 L91
Incident management
L
1/1
1/1
2/2
Met
#Std. Met/# 20 Indicator
14/20
Total Score
21/28
75.00%

	

	
	
	
	
	
	

	
	MASTER SCORE SHEET CERTIFICATION

	
	
	

	
	
	
	
	
	

	Certification - Planning and Quality Management
Indicator #
Indicator
Met/Rated
Rating
 C1
Provider data collection
1/1
Met
 C2
Data analysis
0/1
Not Met (0 %)
 C3
Service satisfaction
0/1
Not Met (0 %)
 C4
Utilizes input from stakeholders
0/1
Not Met (0 %)
 C5
Measure progress
0/1
Not Met (0 %)
 C6
Future directions planning
0/1
Not Met (0 %)

	

	
	
	
	
	
	

	Community Based Day Services
Indicator #
Indicator
Met/Rated
Rating
 C7
Feedback on staff / care provider performance
0/2
Not Met (0 %)
 C8
Family/guardian communication
2/2
Met
 C13
Skills to maximize independence 
2/2
Met
 C37
Interpersonal skills for work
2/2
Met
 C40
Community involvement interest
0/2
Not Met (0 %)
 C41
Activities participation
0/2
Not Met (0 %)
 C42
Connection to others
0/2
Not Met (0 %)
 C43
Maintain & enhance relationship
0/2
Not Met (0 %)
 C44
Job exploration
0/2
Not Met (0 %)
 C45
Revisit decisions
2/2
Met
 C46
Use of generic resources
2/2
Met
 C47
Transportation to/ from community
2/2
Met
 C51
Ongoing satisfaction with services/ supports
2/2
Met
 C54
Assistive technology
2/2
Met
Employment Support Services
Indicator #
Indicator
Met/Rated
Rating
 C7
Feedback on staff / care provider performance
0/3
Not Met (0 %)
 C8
Family/guardian communication
4/4
Met
 C22
Explore job interests
0/4
Not Met (0 %)
 C23
Assess skills & training needs
0/4
Not Met (0 %)
 C24
Job goals & support needs plan
0/4
Not Met (0 %)
 C25
Skill development
2/4
Not Met (50.0 %)
 C26
Benefits analysis
0/4
Not Met (0 %)
 C27
Job benefit education
2/4
Not Met (50.0 %)
 C28
Relationships w/businesses
0/1
Not Met (0 %)
 C29
Support to obtain employment
0/4
Not Met (0 %)
 C30
Work in integrated settings
4/4
Met
 C31
Job accommodations
4/4
Met
 C32
At least minimum wages earned
3/3
Met
 C33
Employee benefits explained
0/4
Not Met (0 %)
 C34
Support to promote success
1/4
Not Met (25.00 %)
 C35
Feedback on job performance
2/2
Met
 C36
Supports to enhance retention
0/4
Not Met (0 %)
 C37
Interpersonal skills for work
4/4
Met
 C47
Transportation to/ from community
4/4
Met
 C50
Involvement/ part of the Workplace culture
4/4
Met
 C51
Ongoing satisfaction with services/ supports
4/4
Met
 C54
Assistive technology
4/4
Met
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