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	SUMMARY OF OVERALL FINDINGS

	
	

	
	
	
	

	Provider
NEW ENGLAND BUSINESS ASSOCIATES.
Review Dates
7/12/2017 - 7/18/2017
Service Enhancement 
Meeting Date
7/31/2017
Survey Team
Ken Jones
Joseph W. Weru  (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
3 location(s) 7 audit (s) 
Full Review
45 / 47 2 Year License 07/31/2017 -  07/31/2019
31 / 41 Certified with Progress Report 07/31/2017 -  07/31/2019
Community Based Day Services
1 location(s) 3 audit (s) 
Full Review
6 / 13
Employment Support Services
2 location(s) 4 audit (s) 
Full Review
19 / 22
Planning and Quality Management
Full Review
6 / 6

		

	


	
	
	

	EXECUTIVE SUMMARY :

	
	

	
	
	

	New England Business Associates (NEBA) is a private, nonprofit agency that provides employment and community-based day supports (CBDS) to individuals with developmental disabilities.  Among other sources NEBA receives funding from the Department of Developmental Services (DDS).  NEBA structures its supports around five programs. Its Employment Program supports individuals to identify career interests and to obtain employment, while Business Development Services works with individuals to become small-business owners. The Career Ladders Program teaches individuals the "soft skills" necessary for success in the work place, and the On Our Way Program, based at Springfield College, assists individuals to enhance their academic achievement, earn a GED, or pursue post-secondary opportunities. Lastly the Community Inclusion Program assists individuals to pursue volunteer, personal achievement, and other opportunities that promote community involvement. The current survey was a full licensing and a full certification review of the agency's Employment/Day service group.  

Since the last review in 2015, NEBA had undergone an extensive strategic planning process that was driven by feedback from a variety of stakeholders. The agency hired an external consultant that completed its 2017-2019 strategic plan. The process included surveys from individuals and their families, DDS, local business, staff and other regional service providers. 
In the areas subject to licensing, NEBA's workforce development initiatives were identified as a particular organizational strength.  The agency had an effective system in place to track required trainings. Through documentation review, the survey found that staff were current in all mandated trainings. In addition to DDS core competency trainings, staff were encouraged to take advantage of external trainings related to providing supported employment services. This included an employment support certification program that equipped staff to support individuals to find and maintain satisfying jobs. NEBA utilized on-line training management systems, Relias and eAcademy, to train staff and track the course of their professional development. The review findings also noted that staff were trained in and knowledgeable about unique individual support needs, e.g., autism, support and health related protections, and ISP goals.  The agency's investment in staff development was seen as a contributing factor in individuals' successes in achieving their employment and CBDS goals.

The survey findings also identified person-centered planning and goal accomplishment as a noteworthy service delivery strength of the agency. The individuals were supported to develop specific career and volunteer goals that were consistent with their interests. The agency worked with individuals to develop skills to accomplish their goals. Findings noted that the assessments and objectives were completed in preparation for the individual service plan (ISP) meeting within the required timeline. The documentation review showed that the ISP support strategies were implemented and tracked through the agency's electronic record system, Set-Works, and progress notes were completed as required.  Individuals were supported to modify their goals when necessary. Through these efforts, the individuals were noted to be satisfied with their progress in their path towards pursuing and obtaining employment opportunities.
In the areas subject to certification, NEBA demonstrated strengths in the areas of communication and skill development for individuals. As part of the organizational strategic plan initiative, the agency had established a multifaceted strategy to communicate both internally and externally on the status of each individual's services and supports. Through Set-Works, staff documented individuals' daily activities, supports, and communication that occurred with involved parties, e.g. employers, service coordination.  Set-Works enabled staff to access and update information in real time through portable devices, such as IPads. The review showed the agency utilized various modes of communication (e.g. e-mail, phone calls, a monthly newsletter) to regularly communicate with individuals, their family members and guardians at the frequency each preferred.  

Another highlight of NEBA's service delivery practices was its concerted focus on individuals' skills development. The agency utilized a variety of methods to identify individual's skills and training needs. Through documentation review, the survey noted that the agency had completed vocational assessments, behavioral observations and discussions with individuals to identify individual capabilities and training needs. The agency used individualized, 1:1 staffing to provide ongoing training to individuals and tracked skills development progress. A plan to fade supports was developed for each individual.  Overall, individuals were seen to be successful in finding and retaining jobs, and expressed satisfaction with NEBA's services.   

In addition to those findings highlighted above, there were some areas for improvement identified through the licensing review. NEBA will want to take steps to ensure emergency fact sheets are current and accurate and the use of support related protections that limit movement are detailed in a written protocol and reviewed by the human rights committee.  

Among the areas subject to certification, it was found that the agency's community based day service should strengthen its focus on assisting individuals to explore their personal interests for community involvement, and participate in activities accordingly.  NEBA will want to identify ways that assistive technology can be used to maximize individuals' independence. The agency should also develop additional strategies to ensure individuals' use of generic resources and involvement in activities that connect them with others in the community.  NEBA should also productively focus its attention on aspects of career planning and development for participants in employment services.  The agency should consider what additional measures could be utilized to support individuals to obtain work in integrated job settings.  Additional steps are also needed to ensure that individuals are knowledgeable of how their earnings could impact benefits.   While procedures were in place that enabled individuals to provide feedback on staff job performance, the agency will also want to develop and implement practices that enable individuals to provide input into the process of hiring new staff.  Lastly, NEBA will need to demonstrate that there is an ongoing process in place to measure progress, as a component of its service improvement practices. 

As a result of the current licensing and certification review, New England Business Associates will receive a Two-Year License for Employment/Day services, and a Two-Year Certification with a Progress Report.  Follow-up will be conducted by the organization on all licensing indicators that received a rating of not met during the course of the review, with findings reported to OQE within sixty days.

	


			
	LICENSURE FINDINGS
		
			
			Met / Rated
Not Met / Rated
% Met
Organizational
5/5
0/5
Employment and Day Supports
40/42
2/42
    Community Based Day Services
    Employment Support Services

Critical Indicators
5/5
0/5
Total
45/47
2/47
96%
2 Year License
# indicators for 60 Day Follow-up
2

			

	
	
	

	
	
	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
Indicator #
Indicator
Area Needing Improvement
 L8
Emergency fact sheets are current and accurate and available on site.
For two of the seven individual in the sample, their emergency facts sheets did not include information that they experienced substantial hearing loss and required hearing aids. The agency needs to ensure that the emergency fact sheets are accurate and current.  
 L62
Supports and health related protections are reviewed by the required groups.
One of the three individuals in the sample who had supports and health related protections had a wheelchair with seatbelt that did not have a written protocol for use and had not been reviewed by the Human Rights Committee. The agency needs to ensure that for supports which limit movement, there are HCP orders outlining rationale for use, criteria for discontinuance, authorization and supervision of a qualified practitioner, written protocol for use including items such as when to use, cleaning and care of device; documentation of use, evidence of staff training and knowledge, and that they have been reviewed by the human rights committee.

	


	
	

	CERTIFICATION FINDINGS
Met / Rated
Not Met / Rated
% Met
Certification - Planning and Quality Management
6/6
0/6
Employment and Day Supports
25/35
10/35
Community Based Day Services
6/13
7/13
Employment Support Services
19/22
3/22
TOTAL
31/41
10/41
76%
Certified with Progress Report
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.
While the agency solicited ongoing feedback from individuals on the performance of the staff that support them, it did not have a formal or consistent mechanism for involving individuals in the process of hiring their support staff. The agency needs to review its hiring process and create opportunities for individuals to be more directly involved in hiring staff that support them.  
 C40
Individuals are supported to explore, discover and connect with their personal interest and options for community involvement, personal interest and hobbies.
For two of the three individuals sampled for CBDS services, there was no process for assessing individuals' interests in activities involvement during the day.  Those individuals had not been supported to explore and discover activities they might want to be involved in. The agency needs to assess individuals' interests through a variety of mechanism to in order to support them to make informed decisions about what activities they would like to be participate. 
 C41
Individuals participate in activities, including those in the community, that reflect their interests and preferences.
Two of the three individuals sampled for CBDS services did not participate in activities that reflected their interests and preferences. After identifying individuals' interests and preferences, agency needs to ensure that it supports them to participate in activities that are inconsistent with their interests and preferences. 
 C42
Individuals are involved in activities that connect them to other people in the community.
For two of the three individuals sampled for CBDS services, the agency did not have a process or a plan to involve them in activities that connect them with other people in the community. The agency should ensure that community activities and opportunities to naturally connect with others are regularly and frequently provided to individuals participating in CBDS service.
 C43
Staff act as bridge builders to support individuals to develop, sustain, and enhance relationships with others. 
For two of the three individuals sampled for CBDS services, the agency did not have a strategy to support them to develop, sustain and increase opportunities for social contact. The agency needs to ensure that, on regular and consistent manner, individuals are supported to make social contact with people they consider as friends, and individuals are offered opportunities to develop, sustain and increase social contacts. 
 C46
Staff (Home Providers) support individuals to learn about and use generic community resources.
For two of the three individuals sampled for CBDS services, the agency did not have a strategy to support them to learn about and use generic community resources. The agency needs to ensure that individuals are supported to use varied community resources on a frequent and ongoing basis. 
 C54
Individuals have the assistive technology and/or modifications to maximize independence. 
For one of the three individuals surveyed, the agency had not assessed them for any need of assistive technology. Assistive technology should be utilized to promote greater independence.  The agency needs to review and assess each individual's needs to determine whether the individual would benefit from any assistive technology to assist them in overcoming limitations without relying on staff for assistance.    
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.
While the agency solicited ongoing feedback from individuals on the performance of the staff that support them, it did not have a formal or consistent mechanism for involving individuals in the process of hiring their support staff. The agency needs to review its hiring process and create opportunities for individuals to be more directly involved in hiring staff that support them.  
 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.
While the agency reported that it had trained a staff to support individuals on career and benefit/entitlements planning, for two of the four individuals sampled in employment services, the agency had not yet offered information on career planning and how the future earnings may impact on entitlements. The agency needs to ensure that for individual in receiving employment services, an analysis has been completed of how the earnings might affect individuals' entitlements and communicate the impact to the individuals. 
 C30
Individuals are supported to work in integrated job settings.
While the agency emphasizes on integrated setting employment for the individuals it provides supports for employment services, two of the four individuals sampled were not working in integrated settings. The agency needs to continue working with the individuals to obtain employment in integrated job settings. 

	


	
	
	
	
	

	
	MASTER SCORE SHEET LICENSURE

	
	
	


	
	
	
	
	

	
	Organizational: NEW ENGLAND BUSINESS ASSOCIATES.

	
	

	
	
	
	
	

	Indicator #
Indicator
Met/Rated
Rating(Met,Not Met,NotRated)

 L2
Abuse/neglect reporting
3/3
Met
 L48
HRC
1/1
Met
 L74
Screen employees
2/2
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
2/4
3/3
5/7
Not Met
(71.43 %)
 L9
Safe use of equipment
L
1/1
1/1
2/2
Met
 L10
Reduce risk interventions
I
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
 L37
Prompt treatment
I
4/4
2/3
6/7
Met
(85.71 %)
 L39
Dietary requirements
I
1/1
2/2
3/3
Met
 L49
Informed of human rights
I
4/4
3/3
7/7
Met
 L50
Respectful Comm.
L
1/1
1/1
2/2
Met
 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
 L61
Health protection in ISP
I
1/1
2/2
3/3
Met
 L62
Health protection review
I
1/1
1/2
2/3
Not Met
(66.67 %)
 L77
Unique needs training
I
4/4
3/3
7/7
Met
 L79
Restraint training
L
1/1
1/1
Met
 L80
Symptoms of illness
L
1/1
1/1
2/2
Met
 L81
Medical emergency
L
1/1
1/1
2/2
Met
 L84
Health protect. Training
I
1/1
2/2
3/3
Met
 L85
Supervision 
L
1/1
1/1
2/2
Met
 L86
Required assessments
I
2/3
3/3
5/6
Met
(83.33 %)
 L87
Support strategies
I
3/3
3/3
6/6
Met
 L88
Strategies implemented
I
4/4
3/3
7/7
Met
#Std. Met/# 42 Indicator
40/42
Total Score
45/47
95.74%

	

	
	
	
	
	
	

	
	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
 C37
Interpersonal skills for work
3/3
Met
 C40
Community involvement interest
1/3
Not Met (33.33 %)
 C41
Activities participation
1/3
Not Met (33.33 %)
 C42
Connection to others
1/3
Not Met (33.33 %)
 C43
Maintain & enhance relationship
1/3
Not Met (33.33 %)
 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
2/3
Not Met (66.67 %)
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
2/2
Met
 C23
Assess skills & training needs
2/2
Met
 C24
Job goals & support needs plan
2/2
Met
 C25
Skill development
2/2
Met
 C26
Benefits analysis
0/2
Not Met (0 %)
 C27
Job benefit education
3/3
Met
 C28
Relationships w/businesses
1/1
Met
 C29
Support to obtain employment
2/2
Met
 C30
Work in integrated settings
2/4
Not Met (50.0 %)
 C31
Job accommodations
2/2
Met
 C32
At least minimum wages earned
1/1
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
4/4
Met
 C47
Transportation to/ from community
4/4
Met
 C50
Involvement/ part of the Workplace culture
2/2
Met
 C51
Ongoing satisfaction with services/ supports
4/4
Met
 C54
Assistive technology
4/4
Met
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