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	SUMMARY OF OVERALL FINDINGS

	

	
	
	

	Provider
WORK OPPORTUNITY CENTER
Review Dates
8/28/2018 - 9/5/2018
Service Enhancement 
Meeting Date
9/17/2018
Survey Team
Denise Barci
Melanie McNamara (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) 9 audit (s) 
Targeted Review
DDS 13 / 16
Provider 36 / 36


49 / 52 2 Year License 09/17/2018-  09/17/2020
DDS 21 / 21
Provider 21 / 21


42 / 42 Certified 09/17/2018 -  09/17/2020
Community Based Day Services
1 location(s) 4 audit (s) 
DDS Targeted Review
14 / 14
Employment Support Services
1 location(s) 5 audit (s) 
DDS Targeted Review
22 / 22
Planning and Quality Management
DDS Targeted Review
6 / 6



			
	EXECUTIVE SUMMARY :
		
			
	Work Opportunity Center, Inc. (WOC) is a private, nonprofit agency, located in Agawam, MA, that has been in business since 1969.  The organization's employment and day supports funded through contractual agreements with the Department of Developmental Services (DDS) were subject to this licensing and certification review.  The agency received a two-year license during the previous full licensing and certification review, conducted in August 2016, by DDS Office of Quality Enhancement (OQE).  This outcome resulted in the agency's eligibility to conduct a self-assessment review of its quality management processes for this current licensing and certification cycle.  This occurred in conjunction with a Targeted Review completed by OQE.  

Through its self-assessment process, the agency reviewed applicable licensing and certification indicators for a random sample of twelve individuals.  For the community-based day program, a total of eight audits were completed by the agency, and for the supported employment program, a total of four audits were completed. The Targeted Review, conduct by DDS OQE, focused on the eight critical licensing indicators and five other licensing indicators that were not met in the last survey.  The survey team also evaluated the new and strengthened licensing and certification indicators that address compliance with Center for Medicare and Medicaid Services (CMS) 'final rule' standards.  The DDS Targeted Review was comprised of a sample of community-based day and supported employment services.  The survey results reflected a combination of ratings for the self-assessment process conducted by Work Opportunity Center and the Targeted Review conducted by OQE.  

Findings from the combined review demonstrated positive results in both licensing and certification domains.  Evidence supported that WOC had safeguards and oversight practices in place, which promoted personal safety and well-being. All eight critical indicators related to health and safety standards were met. Evidence showed that individuals and guardians had been informed of their human rights and knew how to file a grievance; individuals were afforded privacy when taking care of personal needs; and communication with staff was respectful. In addition to general human rights, individuals were provided with an information sheet "Your Rights as a Massachusetts Employee."

Among the certification areas subject to review by DDS, WOC demonstrated strengths within domains relating to personal choice, control and growth and community access and integration in both day service types. Supported employment and community based-day support activities were developed based on personal preference and interest.  Individuals worked with staff to develop a monthly calendar of events.  Review and revision of the monthly calendars occurred on a weekly basis, and individuals determined their participation daily.  In addition to leisure activities, included within this calendar were learning modules that focused on areas of interest such as employee rights, health/wellness, life skills, and self-determination to name a few. Components of each module included integrated community activities.  

In some instances the agency offered integrated activities when they could not be found within the local community. For example, as part of one of the modules, a computer class was offered.  When the agency could not find one available in the area, space was used in a local library and the class was offered to everyone, including the public at large. Similarly, individual's work schedules were entered into their personal calendars, and they were then free to choose other activities to fill their day from the same calendar of events.  Individuals included in the survey expressed overall satisfaction with their schedules.

Along with the positive findings identified through the review, the survey also identified some areas which could benefit from further focus.  Submission of ISP assessments and provider support strategies need to be submitted to DDS Service Coordinators within current timeline requirements. Additionally, written consent regarding the use of an individual's photograph or other media needs to include a description of the media that is to be used or released.

As a result of the agency's self-assessment findings and the DDS Targeted Review, WOC will receive a Two-Year License and Two-Year Certification for the Day and Employment service group.  Follow-up will be conducted by the agency on the licensing standards that were not met during the survey and will be reported by the agency to OQE within sixty days.  

In preparation for this review, WOC presented the following self-assessment report, describing the agency's ongoing quality assurance systems and its current evaluation of compliance with DDS licensing and certification standards.
	
			

	


	

	Description of Self Assessment Process:
The licensing and certification indicators are a central thread for Work Opportunity Center's (WOC) agency organization and management. WOC's management team has developed a system that integrates the licensing and certification indicators into the daily operation of the organization and ensures compliance on an ongoing basis. This is verified through daily informal communication and monthly management meetings. The Licensing and certification notebook (LCN) is the central location for file maintenance and documentation relative to licensing and certification.  The LCN and regular management meetings assist WOC in remaining in compliance with licensing and certification. For this self-assessment, the Executive Director (ED), the Assistant Executive Director (AED), the Manager of Employment Supports (MES),  the Employment Coordinator (EC), and the CBDS Manager (CBDSM) performed a complete audit.  In the process of auditing, we reviewed a sample of individuals in all programs (Eight in CBDS, and four in SE). We used 80% as the benchmark to determine if any indicator was to be considered met.  Had there been any not met indicators, the manager(s) would develop an action plan and review it with the ED and AED for approval. Subsequently the ED, AED and the manager(s) would meet at weekly management meetings to ensure that the action plan was implemented and that the licensing deficiency was addressed.

PERSONAL SAFETY:  The agency utilizes a safety plan to ensure that everyone knows what to do in an emergency, a copy of which is kept on file in the LCN. The CBDSM holds three fire drills per year and documents the results. Annually, WOC obtains training from the local fire department for fire safety and police department for workplace safety. WOC has a policy regarding abuse and neglect and staff are trained in mandated reporting.  Immediate action is taken to protect individuals if an incident and/or a DPPC complaint is filed. Any incidents that meet the HCSIS reporting threshold are reported and reviewed as mandated.  Staff review procedures at least annually.  Reference materials are available in the SE office that outline HCSIS incident reporting procedures. The CBDSM and the EC maintain the Record System and review it monthly and weekly, respectively, to ensure compliance. Human rights training is provided annually to all individuals.  MES and CBDSM offer a training in abuse and neglect for parents and guardians on an annual basis. The curriculum and sign-in sheet are filed in the LCN for the ED's and AED's review. Additionally, the Human Rights Coordinator, CBDSM and MES distribute memos to program participants, staff, family members, and guardians regarding human rights and the reporting of abuse annually. SE supported individuals are assessed on their ability to safely use chemicals, machinery, etc as required in the performance of their duties as part of the fading process and as part of the annual ISP. Additionally SE staff communicate at least quarterly with employers and individuals and provide training and supports as duties change/issues are identified.  

ENVIRONMENTAL SAFETY:  All annual inspections are performed under the direction of the ED with oversight from AED who maintains a reminder calendar.  The AED is responsible for maintaining WOC's property to ensure compliance at all times. The ED  reviews the status of these indicators in monthly meetings and quarterly informal walk-through inspections as well as ongoing. Staff are required to report any issues to their supervisor immediately. WOC has a contractor on call for repairs.  

COMMUNICATION:  WOC effectively communicates with individuals in a manner best suited to their needs.  Three individuals speak Spanish and one individual is hearing impaired.  Approximately 20% of WOC's staff is bilingual and there are staff trained in sign language. To assure individuals have the opportunity to provide feedback on hiring and retention of direct care staff, individuals formally interview candidates prior to hiring and make hiring recommendations; review staff at the 90-day evaluation period and annual reviews utilizing anonymous forms that are placed in personnel files.

HEALTH:   The CBDSM is responsible for oversight of all health related supports such as seizure and dining protocols. Health care information is gathered at the onset of services, at each ISP meeting, and annually through a survey. The information is documented in the CCRS and distributed to appropriate staff.  Information regarding individual special diets is available for staff in the cafeteria.  Emergency fact sheets are kept locked (in the rear hatch area) in each WOC vehicle when transporting individuals.
HUMAN RIGHTS:  The ED is responsible to ensure that the agency meets its responsibilities in regard to human rights. The EC organizes the activities of the Human Rights Committee (HRC) and is responsible to record and file the minutes in the HRC binder. Following each meeting, the minutes are reviewed by the ED.  The HRC is composed of attorneys, medical professionals, clinicians, parents, and individuals, with redundancies for each position. The MES and CBDSM ensure compliance with human rights related indicators by meeting quarterly prior to the HRC meetings and following each meeting to assure composition and attendance compliance. The ED and AED also monitor compliance through monthly management meetings with the CBDSM, conversations with EC, and quarterly review of meeting minutes. In compliance with DOL regulations, the CBDSM, AED, and ED are responsible to perform time studies. The CBDSM records the time studies and ensures that correct wages are paid. The AED ensures that the agency maintain the State and Federal Department of Labor (DOL) certificates. 

COMPETENT AND SKILLED WORKFORCE:  The MES and CBDSM perform initial interviews. The ED and AED conduct secondary interviews and ensure that individuals meet qualifications of the job descriptions. Individuals are included in the third and final interview before an offer of employment is made. The ED and AED write and maintain job descriptions.  The MES and CBDSM ensure that staff have all DDS required and job specific training.  Logs are kept that indicate when retraining is required and reviewed on a monthly basis with the AED and quarterly with the ED. The MES and CBDSM are responsible to ensure staff is trained, supervised, and evaluated.  Managers evaluate their staff at ninety days and annually with formal input from individuals.  These evaluations are reviewed by the AED and placed in employees' personnel folders.

GOAL DEVELOPMENT AND IMPLEMENTATION:  The MES and CBDSM maintain a calendar year ISP document tracking system. The AED and ED monitor and review the system monthly. Data is kept regarding goal implementation.  

PLANNING AND QUALITY IMPROVEMENT:  A strategic plan is utilized to direct services. Annual satisfaction surveys are conducted with and input obtained from stakeholders (individuals, guardians, parents, and DDS) at least annually. This and HCSIS information is compiled and changes are implemented (when appropriate) within a three month period.  Follow-up regarding satisfaction is reviewed in the following annual review and changes made as appropriate.

CHOICE, CONTROL, AND GROWTH:  MES and CBDSM utilize interest inventories, ISP goals and daily scheduling choices to provide choice, control and growth opportunities for individuals. Each individual meets with his or her support staff each morning to direct their services for the day and again each afternoon to recap their day and discuss the next day's calendar of events. Each individual is assessed annually and supported in the use of assistive technology. Skills classes are developed as appropriate.  

CAREER PLANNING, DEVELOPMENT AND EMPLOYMENT:  The agency provides a review of the benefits of community employment to individuals as appropriate as well as parent / guardians at the annual family forum as well as to newly referred individuals at transition fairs. MES is trained in benefits planning and individuals are referred to BenePlan as appropriate. SE and CBDS staff are actively engaged with approximately 15 employers to provide streamlined employment applications or preferential hiring. Staff actively encourage integration in all aspects of employment and encourage the development of natural supports in each employment environment using fading plans. Fading plans are developed as initial employment progresses (typically within the first week) and reviewed monthly. Review dates are tailored to individuals' abilities and needs and updated at least quarterly. All individuals are included in social activities provided by those employers.  The CBDSM visits each enclave at least monthly to assure continued integration and to address any concerns that the companies might express regarding safety related to co-mingling and complete integration.  As part of the CBDS module system, CBDS staff additionally provide career planning, development and employment services to those individuals interested. Wages and hours are tracked weekly using the time and attendance sheets.  All time and attendance sheets are reviewed by management prior to submission to staff accountant for payment.  

ACCESS AND INTEGRATION:   WOC has purchased several small vehicles, which are unbranded, for transportation in the community. Each month, individuals are surveyed to ascertain which community events they would like to participate in and a monthly and weekly calendar of events generated. Each morning individuals advise staff of their preferences.  Emphasis is placed on activities which occur regularly (at least weekly) and allow individuals to form close community bonds. Following ISP team decisions, the staff are encouraged to "fade" from these activities to the extent possible. Staff also work with individuals to fully integrate into the workplace culture. On an on-going basis, staff work with the individuals and workplace managers /staff to identify upcoming "events" and provide the individual employee with the necessary supports to participate. Each Group Supported Employment site integrates the WOC employees differently. Staff at these sites are the bridge between company employees and WOC employees and help build relationships whenever possible by encouraging non-work related interactions, and encouraging and supporting natural relationship progression.
 
MEANINGFUL AND SATISFYING DAY ACTIVITIES:  The EC reviews individual interest in their daily choices and employment interests during the ISP, semi-annual assessment periods and quarterly meetings with support staff. Monthly progress notes generated by the CBDS staff and interest inventories are also reviewed to gather information regarding the participants' choices in daily activities and interests. In addition to a multitude of activities, CBDS offers modules in which an individual can learn specific skill sets through a combination of classroom learning and real life experiences.  Individuals are also encouraged to assist in all aspects of activity choices provided.  Individual input is solicited regarding activities which they would like to have placed on the calendar as well as any activities that are of particular interest that they would like to have repeated on the calendar. A monthly and weekly calendar is generated as well as a daily activity board which offers at least 16 activities per day. Emphasis is placed on work and volunteer opportunities first.  Following those are activities which occur regularly to support relationship building.



	
	

	LICENSURE FINDINGS
Met / Rated
Not Met / Rated
% Met
Organizational
8/8
0/8
Employment and Day Supports
41/44
3/44
    Community Based Day Services
    Employment Support Services

Critical Indicators
6/6
0/6
Total
49/52
3/52
94%
2 Year License
# indicators for 60 Day Follow-up
3

	

	
	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
From DDS review:
Indicator #
Indicator
Area Needing Improvement
 L55
Informed consent is obtained from individuals or their guardians when required; Individuals or their guardians know that they have the right to withdraw consent.
Written consent for release of photographs or biographical information in agency publications or social media sites need to include all required components, including a description of the specific image or personal information to be used. 
 L86
Required assessments concerning individual needs and abilities are completed in preparation for the ISP.
ISP Assessments need to be submitted into HCSIS within fifteen day prior to the ISP as required.
 L87
Support strategies necessary to assist an individual to meet their goals and objectives are completed and submitted as part of the ISP.
Provider Support Strategies need to be submitted into HCSIS within fifteen day prior to the ISP as required.



	

	CERTIFICATION FINDINGS
Reviewed By
Met / Rated
Not Met / Rated
% Met
Certification - Planning and Quality Management
DDS 1/1
Provider 5/5
6/6
0/6
Employment and Day Supports
DDS 20/20
Provider 16/16
36/36
0/36
Community Based Day Services
DDS 11/11
Provider 3/3
14/14
-3/14
Employment Support Services
DDS 9/9
Provider 13/13
22/22
0/22
Total
42/42
0/42
100%
Certified
Community Based Day Services Commendations on Standards Met:
Indicator #
Indicator
Commendations
 C41
Individuals participate in activities, including those in the community, that reflect their interests and preferences.
 Work Opportunity staff provide frequent opportunities for individuals to choose activities that reflect their interest and preference.  Individuals and staff work together to find activities in the community that are of interest and create monthly calendars.  Inclusive in the monthly calendar of activities are learning opportunities called "modules". These modules were developed by agency staff in areas of interest to individuals in a range of topics.  Modules are constructed to cover topic areas in a variety of ways over several weeks and at least half of the learning occurs in the community. Individuals in the current survey had participated in self-determination, healthy lifestyles and lifeskills modules to name a few. Schedules are then revisited and revised weekly filling in employment obligations, volunteer commitments, or current modules. On a daily basis, individuals are encouraged to sign up for activities of interest from the calendar.



	

	

	
	
	
	
	
	
	

	
	MASTER SCORE SHEET LICENSURE

	
	
	
	

	
	
	
	
	
	
	

	
	Organizational: WORK OPPORTUNITY CENTER

	
	
	

	
	
	
	
	
	
	

	Indicator #
Indicator
Reviewed by
Met/Rated
Rating(Met,Not Met,NotRated)

 L2
Abuse/neglect reporting
DDS
2/2
Met
 L3
Immediate Action
Provider
-
Met
 L4
Action taken
Provider
-
Met
 L48
HRC
DDS
1/1
Met
 L74
Screen employees
Provider
-
Met
 L75
Qualified staff
Provider
-
Met
 L76
Track trainings
Provider
-
Met
 L83
HR training
Provider
-
Met


	
	
	
	
	
	
	

	Employment and Day Supports:

	
	
	
	
	

	
	
	
	
	
	
	

	Ind. #
Ind.
Loc. or Indiv.
Reviewed by
Emp. Sup.
Cent. Based Work
Com. Based Day
Total Met / Rated
Rating
 L1
Abuse/neglect training
I 
Provider
-
-
-
Met
 L5
Safety Plan
L 
Provider
-
-
-
Met

 L6
Evacuation
L
DDS
1/1
1/1
2/2
Met
 L7
Fire Drills
L 
Provider
-
-
-
Met
 L8
Emergency Fact Sheets
I
DDS
5/5
4/4
9/9
Met
 L9
Safe use of equipment
L 
Provider
-
-
-
Met
 L10
Reduce risk interventions
I 
Provider
-
-
-
Met

 L11
Required inspections
L
DDS
1/1
1/1
2/2
Met

 L12
Smoke detectors
L
DDS
1/1
1/1
2/2
Met

 L13
Clean location
L
DDS
1/1
1/1
2/2
Met
 L14
Site in good repair
L 
Provider
-
-
-
Met
 L15
Hot water
L 
Provider
-
-
-
Met
 L16
Accessibility
L 
Provider
-
-
-
Met
 L17
Egress at grade 
L 
Provider
-
-
-
Met
 L20
Exit doors
L 
Provider
-
-
-
Met
 L21
Safe electrical equipment
L 
Provider
-
-
-
Met
 L22
Well-maintained appliances
L 
Provider
-
-
-
Met
 L25
Dangerous substances
L 
Provider
-
-
-
Met
 L26
Walkway safety
L 
Provider
-
-
-
Met
 L28
Flammables
L 
Provider
-
-
-
Met
 L29
Rubbish/combustibles
L 
Provider
-
-
-
Met
 L31
Communication method
I 
Provider
-
-
-
Met
 L32
Verbal & written
I 
Provider
-
-
-
Met
 L37
Prompt treatment
I 
Provider
-
-
-
Met

 L38
Physician's orders
I
DDS
1/1
3/3
4/4
Met
 L49
Informed of human rights
I
DDS
5/5
4/4
9/9
Met
 L50
Respectful Comm.
L
DDS
1/1
1/1
2/2
Met
 L51
Possessions
I 
Provider
-
-
-
Met
 L52
Phone calls
I
DDS
5/5
4/4
9/9
Met
 L54
Privacy
L
DDS
1/1
1/1
2/2
Met
 L55
Informed consent
I
DDS
0/1
0/1
Not Met
(0 %)
 L61
Health protection in ISP
I 
Provider
-
-
-
Met
 L62
Health protection review
I 
Provider
-
-
-
Met
 L72
DOL requirements
I 
Provider
-
-
-
Met
 L73
DOL certificate
L 
Provider
-
-
-
Met
 L77
Unique needs training
I 
Provider
-
-
-
Met
 L80
Symptoms of illness
L 
Provider
-
-
-
Met
 L81
Medical emergency
L 
Provider
-
-
-
Met
 L84
Health protect. Training
I 
Provider
-
-
-
Met
 L85
Supervision 
L 
Provider
-
-
-
Met
 L86
Required assessments
I
DDS
3/4
1/3
4/7
Not Met
(57.14 %)
 L87
Support strategies
I
DDS
4/5
1/3
5/8
Not Met
(62.50 %)
 L88
Strategies implemented
I 
Provider
-
-
-
Met
 L91
Incident management
L
DDS
1/1
1/1
2/2
Met
#Std. Met/# 44 Indicator
41/44
Total Score
49/52
94.23%

	
	

	
	
	
	
	
	
	

	
	MASTER SCORE SHEET CERTIFICATION

	
	
	

	
	
	
	
	
	
	

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


	
	
	
	
	
	
	

	Community Based Day Services
Indicator #
Indicator
Reviewed By
Met/Rated
Rating
 C7
Feedback on staff / care provider performance
DDS
4/4
Met
 C8
Family/guardian communication
Provider
-
Met
 C13
Skills to maximize independence 
DDS
4/4
Met
 C37
Interpersonal skills for work
Provider
-
Met
 C40
Community involvement interest
DDS
4/4
Met
 C41
Activities participation
DDS
4/4
Met
 C42
Connection to others
DDS
4/4
Met
 C43
Maintain & enhance relationship
DDS
4/4
Met
 C44
Job exploration
Provider
-
Met
 C45
Revisit decisions
DDS
4/4
Met
 C46
Use of generic resources
DDS
4/4
Met
 C47
Transportation to/ from community
DDS
4/4
Met
 C51
Ongoing satisfaction with services/ supports
DDS
4/4
Met
 C54
Assistive technology
DDS
4/4
Met
Employment Support Services
Indicator #
Indicator
Reviewed By
Met/Rated
Rating
 C7
Feedback on staff / care provider performance
DDS
5/5
Met
 C8
Family/guardian communication
Provider
-
Met
 C22
Explore job interests
Provider
-
Met
 C23
Assess skills & training needs
Provider
-
Met
 C24
Job goals & support needs plan
Provider
-
Met
 C25
Skill development
Provider
-
Met
 C26
Benefits analysis
Provider
-
Met
 C27
Job benefit education
DDS
5/5
Met
 C28
Relationships w/businesses
DDS
1/1
Met
 C29
Support to obtain employment
Provider
-
Met
 C30
Work in integrated settings
DDS
5/5
Met
 C31
Job accommodations
Provider
-
Met
 C32
At least minimum wages earned
Provider
-
Met
 C33
Employee benefits explained
Provider
-
Met
 C34
Support to promote success
DDS
5/5
Met
 C35
Feedback on job performance
Provider
-
Met
 C36
Supports to enhance retention
Provider
-
Met
 C37
Interpersonal skills for work
Provider
-
Met
 C47
Transportation to/ from community
DDS
5/5
Met
 C50
Involvement/ part of the Workplace culture
DDS
5/5
Met
 C51
Ongoing satisfaction with services/ supports
DDS
5/5
Met
 C54
Assistive technology
DDS
5/5
Met
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