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		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) 7 audit (s) 
Full Review
48 / 52 2 Year License 01/23/2017 -  01/23/2019
32 / 40 Certified 01/23/2017 -  01/23/2019
Community Based Day Services
1 location(s) 3 audit (s) 
Full Review
5 / 12
Employment Support Services
1 location(s) 4 audit (s) 
Full Review
21 / 22
Planning and Quality Management
Full Review
6 / 6
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	EXECUTIVE SUMMARY

Human Resources Unlimited (HRU) is a large nonprofit organization with its main office located in Springfield, MA. The agency provides employment and day supports to approximately one hundred fourteen individuals funded by the Department of Developmental Services (DDS). The agency provides services under its Employment, Training and Support (ETS) division, which includes sixteen individuals in job placements, sixty-five individuals in group employment placements, and thirty-three individuals in Community-Based Day Supports (CBDS). The current survey sample included individuals in two service types: Group Supported Employment and CBDS. HRU received accreditation from the Commission on Accreditation of Rehabilitation Facilities (CARF), in April 2015, for its employment services. This provides deemed status for DDS certification of the agency's employment supports. Therefore, the current DDS survey of employment services was a full licensing review, along with the application of new and revised certification indicators. The community-based day services, which were not included in the CARF accreditation, underwent a full licensing and full certification review.

Since the last licensing survey, conducted in October 2014, the agency had initiated a number of changes in its service delivery. First, the agency relocated its headquarters in Springfield, in April 2015, which improved the work environment and accessibility for employees as well as people who receive services. Center-based work was phased out in June 2016, while group supported employment was expanded. A new position was developed to assist with increasing work and volunteer opportunities for individuals. In addition, the agency developed a CBDS program. This was a new service provided by the agency in which work is not a primary focus. The agency recently relocated CBDS to a new site in Springfield. Throughout the transition, agency staff assisted individuals, family members and stakeholders to understand the benefits of the new service. They also toured interested people through the CBDS site prior to the move to ensure a smooth transition.

The results of this licensing and certification review revealed agency strengths, particularly within the employment supports. The agency had established a large network of business and community partners as sources for work opportunities. All of the individuals in the employment support sample were in successful job placements within these businesses. Some individuals worked at multiple locations, enabling them to be employed close to full-time. When interviewed, individuals indicated that they were satisfied with their work schedules and that the agency was responsive to their needs. Overall, it was found that the agency has been successful in developing numerous well-established group supported employment positons in the community.

Findings in the areas subject to licensing showed that the agency employed effective systems, ensuring the ongoing personal and environmental safety of individuals. Findings noted an approved safety plan and fire drills were conducted regularly. The fire alarm systems and other safety equipment were noted to be inspected and operational.  All required annual inspections were also conducted. The agency supported annual human rights and DPPC training for individuals and guardians, and the agency had a grievance procedure and an employee handbook for individuals. The agency also continues to meet all Department of Labor (DOL) requirements and conducted time studies when required. It was evident that during the program changes and site relocations, the agency remained focused on ways for sites and services to continue to be responsive to individuals' needs.

As a highlight of the agency's efforts to address standards for DDS certification, the survey found that the agency was highly responsive to people's employment goals. Within the career planning and development domain, individuals were in jobs reflecting their skills and occupational interests. Individual's job performance and satisfaction with services were reviewed regularly. Individuals received the supports necessary for them to be successful in their jobs. For individuals who wanted to obtain or increase community-based work, the agency provided a structured Move to Work curriculum, which focused on work readiness skills. In the area of access and integration, it was found that individuals were working in settings that were integrated into local businesses, and the agency provided transportation to and from work as needed.

Further findings of this audit also identified areas that would benefit from additional agency attention. As regards the licensing areas, the Human Rights Committee needs to convene on a quarterly basis and the committee needs to meet the composition requirements which include a legal representative. The agency needs to ensure that required ISP assessments and provider support strategies, concerning individual needs and abilities, are completed and submitted within the required timeframes.

In the certification areas, service improvements that would impact both service types include involving individuals more directly in hiring and evaluating their supporters, and assessing the benefits of assistive technology for individuals in promoting their independence. For individuals who receive community-based day services, greater effort is needed to assist individuals to access and integrate into the community. Individualized strategies are needed on how best to support individuals to engage in a variety of activities, both on site and in the community, based on their interests. Lastly, for individuals with clinical needs, the agency needs to develop support strategies that will enable them to have community based experiences.

As a result of the current licensing and certification review, Human Resources Unlimited will receive a Two Year License and Two Year Certification for their Employment and Day Supports. Follow-up will be conducted by HRU on all licensing standards that were not met during the course of the review, with the results reported within sixty days to the Office of Quality Enhancement.

	


				
	LICENSURE FINDINGS
			
				
			Met / Rated
Not Met / Rated
% Met
Organizational
7/8
1/8
Employment and Day Supports
41/44
3/44
    Community Based Day Services
    Employment Support Services

Critical Indicators
8/8
0/8
Total
48/52
4/52
92%
2 Year License
# indicators for 60 Day Follow-up
4
	
				
	Organizational Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L48
The agency has an effective Human Rights Committee.
The agency needs to ensure that the Human Rights Committee convenes quarterly meetings and that the committee make-up meets the mandated composition requirements.


	
	

	
	
	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L50
Written and oral communication with and about individuals is respectful.
The agency needs to ensure that all oral communication with and about individuals is respectful and supports individuals as valued adults.
 L86
Required assessments concerning individual needs and abilities are completed in preparation for the ISP.
This indicator was rated six times in the survey. The Service Coordinator received three of the six assessments within the required timelines.  The agency needs to ensure that assessments are completed and submitted to the Service Coordinator at least 15 days prior to the ISP meeting.
 L87
Support strategies necessary to assist an individual to meet their goals and objectives are completed and submitted as part of the ISP.
This indicator was rated six times in the survey.  The Service Coordinator received three of the six provider support strategies within the required timelines.  The agency needs to ensure that provider support strategies are completed and submitted to the Service Coordinator at least 15 days prior to the ISP meeting.

	
	


	
	

	CERTIFICATION FINDINGS
Met / Rated
Not Met / Rated
% Met
Certification - Planning and Quality Management
6/6
0/6
Employment and Day Supports
26/34
8/34
Community Based Day Services
5/12
7/12
Employment Support Services
21/22
1/22
TOTAL
32/40
8/40
80%
Certified
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 and on an ongoing basis on the performance of staff that support them.
The agency has no system in place to address this indicator. The agency needs to ensure that individuals have the opportunity to provide feedback regularly at the time of staff hire and on an ongoing basis on the performance of staff that support them.  In addition, the agency needs to include in the system a method to share the feedback with staff for evaluation and training purposes.
 C40
Individuals are supported to explore, discover and connect with their personal interest and options for community involvement, personal interest and hobbies.
There was no evidence that the sample of three individuals in CBDS received an assessment of likes and dislikes to determine what the individuals want to do during the day.  Staff need to expose individuals to a variety of community based options on a consistent and sustained basis in order to broaden their interests and assist in decision making.  
 C41
Individuals participate in activities, including those in the community, that reflect their interests and preferences.
There was no evidence of the preferences or interests in community activities being assessed for the three individuals sampled in CBDS.  The agency needs to complete the assessments and then provide individuals the support and guidance to fully engage in activities in the community that reflect the individual's interests.
 C42
Individuals are involved in activities that connect them to other people in the community.
There was no evidence that staff provided frequent opportunities for the three individuals sampled in CBDS to participate in activities that bring them into the community at large. Interactions with others in the community were not observed for the CBDS individuals sampled. The agency needs to ensure that community activities are provided on a regular basis and provide opportunities for natural interactions with others in the community. 
 C43
Staff act as bridge builders to support individuals to develop, sustain, and enhance relationships with others. 
There was no evidence that the sample of three individuals in CBDS engage with others or have established relationships with others in the community.  The agency needs to develop a system to identify individual needs in this area and strategize on how to support individuals to develop connections and relationships in the community.
 C46
Staff (Home Providers) support individuals to learn about and use generic community resources.
There was no evidence that two of three individuals in the CBDS sample were supported to learn about and use community resources. The agency needs to support individuals to access and use local community resources.  
 C54
Individuals have the assistive technology and/or modifications to maximize independence. 
There was no evidence for the sample of three individuals in CBDS that staff have fully assessed individuals' needs and identified assistive technology and/or modifications to maximize independence.  The agency needs to assess individuals to identify any assistive technology and/or modifications that may be of benefit to maximize individuals' independence.
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.
The agency had no system in place to address this indicator. The agency needs to ensure that individuals have the opportunity to provide feedback regularly at the time of staff hire and on an ongoing basis on the performance of staff that support them.  In addition, the agency needs to include in the system a method to share the feedback with staff for evaluation and training purposes.  
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	Organizational: Human Resources Unlimited, Inc.

	
	

	
	
	
	
	

	Indicator #
Indicator
Met/Rated
Rating(Met,Not Met,NotRated)

 L2
Abuse/neglect reporting
2/2
Met
 L3
Immediate Action
4/4
Met
 L4
Action taken
2/2
Met
 L48
HRC
0/1
Not Met(0 % )
 L74
Screen employees
2/2
Met
 L75
Qualified staff
4/4
Met
 L76
Track trainings
4/4
Met
 L83
HR training
4/4
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
4/4
3/3
7/7
Met
 L5
Safety Plan
L
1/1
1/1
Met

 L6
Evacuation
L
1/1
1/1
Met
 L7
Fire Drills
L
1/1
1/1
Met
 L8
Emergency Fact Sheets
I
4/4
3/3
7/7
Met
 L9
Safe use of equipment
L
1/1
1/1
Met

 L11
Required inspections
L
1/1
1/1
Met

 L12
Smoke detectors
L
1/1
1/1
Met

 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
 L25
Dangerous substances
L
1/1
1/1
Met
 L26
Walkway safety
L
1/1
1/1
Met
 L28
Flammables
L
1/1
1/1
Met
 L29
Rubbish/combustibles
L
1/1
1/1
Met
 L31
Communication method
I
4/4
3/3
7/7
Met
 L32
Verbal & written
I
4/4
3/3
7/7
Met

 L38
Physician's orders
I
1/1
1/1
Met
 L44
MAP registration
L
1/1
1/1
Met
 L45
Medication storage
L
1/1
1/1
Met

 L46
Med. Administration
I
3/3
3/3
Met
 L49
Informed of human rights
I
4/4
3/3
7/7
Met
 L50
Respectful Comm.
L
1/1
0/1
1/2
Not Met
(50.0 %)
 L51
Possessions
I
4/4
3/3
7/7
Met
 L52
Phone calls
I
4/4
3/3
7/7
Met
 L54
Privacy
L
1/1
1/1
2/2
Met
 L55
Informed consent
I
1/1
1/1
Met
 L63
Med. treatment plan form
I
1/1
1/1
Met
 L64
Med. treatment plan rev.
I
1/1
1/1
Met
 L72
DOL requirements
I
3/3
3/3
Met
 L73
DOL certificate
L
1/1
1/1
Met
 L77
Unique needs training
I
3/4
3/3
6/7
Met
(85.71 %)
 L80
Symptoms of illness
L
1/1
1/1
2/2
Met
 L81
Medical emergency
L
1/1
1/1
2/2
Met

 L82
Medication admin.
L
1/1
1/1
Met
 L85
Supervision 
L
1/1
1/1
2/2
Met
 L86
Required assessments
I
2/3
1/3
3/6
Not Met
(50.0 %)
 L87
Support strategies
I
2/3
1/3
3/6
Not Met
(50.0 %)
 L88
Strategies implemented
I
4/4
3/3
7/7
Met
#Std. Met/# 44 Indicator
41/44
Total Score
48/52
92.31%

	

	
	
	
	
	
	

	
	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

	

	
	
	
	
	
	

	Community Based Day Services
Indicator #
Indicator
Met/Rated
Rating
 C7
Feedback on staff performance
0/3
Not Met (0 %)
 C8
Family/guardian communication
3/3
Met
 C13
Skills to maximize independence 
3/3
Met
 C40
Community involvement interest
0/3
Not Met (0 %)
 C41
Activities participation
0/3
Not Met (0 %)
 C42
Connection to others
0/3
Not Met (0 %)
 C43
Maintain & enhance relationship
0/3
Not Met (0 %)
 C45
Revisit decisions
3/3
Met
 C46
Use of generic resources
1/3
Not Met (33.33 %)
 C47
Transportation to/ from community
3/3
Met
 C51
Ongoing satisfaction with services/ supports
3/3
Met
 C54
Assistive technology
0/3
Not Met (0 %)
Employment Support Services
Indicator #
Indicator
Met/Rated
Rating
 C7
Feedback on staff performance
0/4
Not Met (0 %)
 C8
Family/guardian communication
4/4
Met
 C22
Explore job interests
4/4
Met
 C23
Assess skills & training needs
4/4
Met
 C24
Job goals & support needs plan
4/4
Met
 C25
Skill development
4/4
Met
 C26
Benefits analysis
4/4
Met
 C27
Job benefit education
4/4
Met
 C28
Relationships w/businesses
1/1
Met
 C29
Support to obtain employment
4/4
Met
 C30
Work in integrated settings
3/4
Met
 C31
Job accommodations
4/4
Met
 C32
At least minimum wages earned
4/4
Met
 C33
Employee benefits explained
4/4
Met
 C34
Support to promote success
4/4
Met
 C35
Feedback on job performance
4/4
Met
 C36
Supports to enhance retention
4/4
Met
 C37
Interpersonal skills for work
4/4
Met
 C47
Transportation to/ from community
4/4
Met
 C50
Involvement/ part of the Workplace culture
3/4
Met
 C51
Ongoing satisfaction with services/ supports
4/4
Met
 C54
Assistive technology
4/4
Met
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