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	Provider
GOODWILL INDUSTRIES-BERKSHIRES.
Review Dates
7/27/2017 - 7/31/2017
Service Enhancement 
Meeting Date
8/10/2017
Survey Team
Janina Millet (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
1 location(s) 2 audit (s) 
Full Review
31 / 37 Defer Licensure    
21 / 22 Certified    
Employment Support Services
1 location(s) 2 audit (s) 
Full Review
15 / 16
Planning and Quality Management
Full Review
6 / 6

		

	


	
	
	

	EXECUTIVE SUMMARY :

	
	

	
	
	

	Goodwill Industries of the Berkshires, Inc., located in Pittsfield, MA, is a nonprofit organization that has provided workforce development opportunities to individuals with varying support needs since 1956.  The agency currently operates leased retail stores and donation centers throughout the Berkshires and the Vermont area.  In Massachusetts, the agency receives funding from the Department of Developmental Services (DDS) to provide employment supports to three individuals.  The current survey was a full licensing and full certification review. Two audits, comprising the services and supports to two individuals, were conducted for the employment support service.

Since the last review, in April 2015, the agency has gone through a significant transition period. The organization hired a new President/CEO in January 2017.  He was hired from within the agency, which ensured the existing understanding of the organization's operational structure, along with its mission, vision and values. Additional key management positions in operations and human resources were filled as well. The agency's leadership developed a strategic plan for 2016-2020.  Out of this plan four initiatives were identified: financial, people, customers and efficiency. The fulfillment of these strategic goals will have a positive impact on the individuals supported through DDS. For example, the agency's goal to attract and maintain a competent workforce ensures that all employees, including those with support needs, receive competitive wages based on prevailing wage rates. In addition, the agency hired a consultant to provide guidance and recommendations on maximizing the organization's income and finances. Lastly, the agency opened two new retail stores within the past two years located in Rutland VT and in Great Barrington, MA.   

The results of the review showed that the long tenure of staff and their corresponding knowledge of individuals to be an agency strength.  Goodwill staff who worked directly with individuals in employment supports had a comprehensive understanding of individuals, their unique needs, and personal history.  This was evident during meetings with agency staff and individuals. Staff were very knowledgeable of individuals' needs for accessibility and other accommodations.  Due to the relatively small size of the agency, staff were also able to identify and effectively address problems promptly as they arose.  

The agency focused on workplace safety and oversight of individuals' human rights. Goodwill had an active safety committee to oversee workplace conditions and individual safety.  Among its various responsibilities, the safety committee met weekly to review accidents and incidents to learn how similar incidents could be prevented. One of the individuals in the sample was a member of this committee and took great pride in making sure everyone understood the importance of a safe work environment.  The organization's human rights committee fulfilled it required roles and responsibilities in promoting and protecting individuals' rights.  Individuals received ongoing training and support to understand their rights. Individuals included in the review could identify their basic rights as well as the human rights officer assigned to them, suggesting that human rights training efforts were effective. 

For agency certification, supports to individuals were reviewed in areas relating to career planning, development and employment; individual choice, control and growth; and community access and integration. Among the highlights, individuals were supported to work in integrated settings within area retail stores and earned competitive wages for the work they performed. Individuals were part of the culture of the workplace and participated in workplace functions and activities such as holiday parties and summer cookouts. Individuals' work interests had been assessed, and each person was working in a job of choice. When necessary, individuals were provided accommodations or adjustments to work duties in order for them to remain independent. Elements of personal growth were also noted. Both individuals had worked for Goodwill for a number of years and had a variety of work experiences, including working with different machines or working in various retail positions.   

In addition to the positive findings noted above, there are areas within the standards for licensing that would benefit from focused attention.  First, the agency needs to ensure that all allegations of suspected abuse and mistreatment are reported to DPPC. All staff who provide support to individuals must receive required training in basic fire safety strategies, signs and symptoms of illness, and mandated reporting to DPPC as well as maintain certifications in first aid and CPR. For work locations leased by the agency, inspections of the building's heating, fire alarm and sprinkler systems need to occur annually. In addition, safety plans need to be developed and approved by the local DDS Area Office for each work location.  Lastly, within the indicators subject to certification, the agency needs to support individuals to be actively involved in the process of hiring their supporters. 

As a result of the survey findings, the agency's level of licensure is deferred, pending results of follow-up conducted by DDS within sixty days.  The agency will receive a Two-Year Certification for the agency's Employment and Day service group.

	


				
	LICENSURE FINDINGS
			
				
			Met / Rated
Not Met / Rated
% Met
Organizational
2/4
2/4
Employment and Day Supports
29/33
4/33
    Employment Support Services

Critical Indicators
2/5
3/5
Total
31/37
6/37
84%
Defer Licensure
# indicators for 60 Day Follow-up
6
	
				
	Organizational Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement

 L2
 Allegations of abuse/neglect are reported as mandated by regulation.
The agency needs to ensure that allegations of abuse and mistreatment are reported to DPPC as required, and that the agency's policy on DPPC reflects employee's responsibilities as mandated reporters.  
 L76
The agency has and utilizes a system to track required trainings.
All staff who support DDS individuals must receive training in basic fire safety, DPPC mandated reporting requirements CPR and first aid. 


	
	

	
	
	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L5
There is an approved safety plan in home and work locations. 
When DDS individuals work at locations that are own or leased by the provider agency, a safety plan needs to be developed and submitted to the local DDS area office for approval for each such location. A copy of the safety plan and approval needs to be maintained at the worksite. The safety plan needs to be re-submitted for approval every two years or when there are significant changes to the building or to the DDS individuals receiving services that would warrant modification of the evacuation strategies. 

 L11
All required annual inspections have been conducted. 
The agency needs to ensure all required inspections have been conducted and have inspection documents on file for each location owned or leased by the provider agency where DDS individuals work. This would include an annual sprinkler system, and an annual inspection of the building's heating system.

 L12
 Smoke detectors and carbon monoxide detectors, and other essential elements of the fire alarm system required for evacuation are located where required and are operational.  
The agency must ensure that smoke detectors and other elements of the fire alarm system required for evacuation are operational at each location owned or leased by the agency where DDS individuals work.
 L80
Support staff are trained to recognize signs and symptoms of illness.
Although the agency had information on signs and symptoms of illness and health observation guidelines, there was no evidence of training provided to staff documented.  The agency will need to ensure staff are trained to recognize signs and symptoms of illness as outlined in the Health Promotion and Coordination Initiative Training and Resource Manual.

	
	


	
	

	CERTIFICATION FINDINGS
Met / Rated
Not Met / Rated
% Met
Certification - Planning and Quality Management
6/6
0/6
Employment and Day Supports
15/16
1/16
Employment Support Services
15/16
1/16
TOTAL
21/22
1/22
95%
Certified
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 and on an ongoing basis on the performance of staff that support them.
Although the agency utilized a system for individuals to provide feedback on the performance of staff that support them, there was no mechanism in place that formally tied their opinions into the hiring process. The agency needs to establish a formal mechanism for individuals receiving support to have input on the hiring of the staff who support them.

	


	

	
	

	
	
	
	
	
	

	
	MASTER SCORE SHEET LICENSURE

	
	
	
	

	
	
	
	
	
	

	
	Organizational: GOODWILL INDUSTRIES-BERKSHIRES.

	
	
	

	
	
	
	
	
	

	Indicator #
Indicator
Met/Rated
Rating(Met,Not Met,NotRated)

 L2
Abuse/neglect reporting
3/5
Not Met(60.0 % )
 L48
HRC
1/1
Met
 L76
Track trainings
0/4
Not Met(0 % )
 L83
HR training
3/4
Met(75.00 % )

	
	


	
	
	
	
	
	

	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
2/2
2/2
Met
 L5
Safety Plan
L
0/1
0/1
Not Met
(0 %)

 L6
Evacuation
L
1/1
1/1
Met
 L7
Fire Drills
L
1/1
1/1
Met
 L8
Emergency Fact Sheets
I
2/2
2/2
Met
 L9
Safe use of equipment
L
1/1
1/1
Met

 L11
Required inspections
L
0/1
0/1
Not Met
(0 %)

 L12
Smoke detectors
L
0/1
0/1
Not Met
(0 %)

 L13
Clean location
L
1/1
1/1
Met
 L14
Site in good repair
L
1/1
1/1
Met
 L15
Hot water
L
1/1
1/1
Met
 L16
Accessibility
L
1/1
1/1
Met
 L17
Egress at grade 
L
1/1
1/1
Met
 L20
Exit doors
L
1/1
1/1
Met
 L21
Safe electrical equipment
L
1/1
1/1
Met
 L22
Clean appliances
L
1/1
1/1
Met
 L26
Walkway safety
L
1/1
1/1
Met
 L29
Rubbish/combustibles
L
1/1
1/1
Met
 L31
Communication method
I
2/2
2/2
Met
 L32
Verbal & written
I
2/2
2/2
Met
 L37
Prompt treatment
I
2/2
2/2
Met
 L49
Informed of human rights
I
2/2
2/2
Met
 L50
Respectful Comm.
L
1/1
1/1
Met
 L51
Possessions
I
2/2
2/2
Met
 L52
Phone calls
I
2/2
2/2
Met
 L54
Privacy
L
1/1
1/1
Met
 L77
Unique needs training
I
2/2
2/2
Met
 L80
Symptoms of illness
L
0/1
0/1
Not Met
(0 %)
 L81
Medical emergency
L
1/1
1/1
Met
 L85
Supervision 
L
1/1
1/1
Met
 L86
Required assessments
I
2/2
2/2
Met
 L87
Support strategies
I
1/1
1/1
Met
 L88
Strategies implemented
I
2/2
2/2
Met
#Std. Met/# 33 Indicator
29/33
Total Score
31/37
83.78%

	

	
	
	
	
	
	

	
	MASTER SCORE SHEET CERTIFICATION

	
	
	

	
	
	
	
	
	

	Certification - Planning and Quality Management
Indicator #
Indicator
Met/Rated
Rating
 C1
Provider data collection
1/1
Met
 C2
Data analysis
1/1
Met
 C3
Service satisfaction
1/1
Met
 C4
Utilizes input from stakeholders
1/1
Met
 C5
Measure progress
1/1
Met
 C6
Future directions planning
1/1
Met

	

	
	
	
	
	
	

	Employment Support Services
Indicator #
Indicator
Met/Rated
Rating
 C7
Feedback on staff performance
0/2
Not Met (0 %)
 C8
Family/guardian communication
2/2
Met
 C27
Job benefit education
2/2
Met
 C28
Relationships w/businesses
1/1
Met
 C30
Work in integrated settings
2/2
Met
 C31
Job accommodations
2/2
Met
 C32
At least minimum wages earned
2/2
Met
 C33
Employee benefits explained
2/2
Met
 C34
Support to promote success
2/2
Met
 C35
Feedback on job performance
2/2
Met
 C36
Supports to enhance retention
2/2
Met
 C37
Interpersonal skills for work
2/2
Met
 C47
Transportation to/ from community
2/2
Met
 C50
Involvement/ part of the Workplace culture
2/2
Met
 C51
Ongoing satisfaction with services/ supports
2/2
Met
 C54
Assistive technology
2/2
Met
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