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	Provider
MORGAN MEMORIAL GOODWILL, INDUSTRIES, Inc
Review Dates
8/7/2017 - 8/9/2017
Service Enhancement 
Meeting Date
8/23/2017
Survey Team
Anne Carey
Jennifer Conley-Sevier
John Hazelton (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 57 / 57


70 / 73 2 Year License 08/23/2017-  08/23/2019
DDS 19 / 21
Provider 21 / 21


40 / 42 Certified 08/23/2017 -  08/23/2019
Community Based Day Services
1 location(s) 4 audit (s) 
DDS Targeted Review
13 / 14
Employment Support Services
1 location(s) 5 audit (s) 
DDS Targeted Review
21 / 22
Planning and Quality Management
DDS Targeted Review
6 / 6



			
	EXECUTIVE SUMMARY :
		
			
	Morgan Memorial Goodwill Industries (Goodwill) is a non-profit agency providing a variety of educational and employment services to those living in the greater Boston area; clientele include adolescents, seniors, veterans, and adults with developmental disabilities.  The agency's primary program location is in Boston, with a smaller program located in Salem; the agency provides DDS funded Employment and Community Based Day Services (CBDS) in each location. 

During the 2015 Licensing and Certification survey, the agency met 89% of licensing indicators; as a result, Goodwill was eligible, and chose to conduct a self-assessment.  The DDS Office for Quality Enhancement conducted a targeted review, with its scope limited to evaluating only critical indicators, indicators not met during the 2015 survey, and licensing and certification indicators recently created or strengthened.  In any instances where DDS and Goodwill scores were in conflict, the DDS scores were utilized.  For the purposes of this DDS licensing and certification review, five audits of individuals receiving employment services, and four audits of individuals receiving CBDS services was conducted.

Several positive practices were identified during the course of the survey.  Within the Employment program, the agency had cultivated relationships with local businesses, and was able to offer many individuals employment opportunities in their fields of choice.  Notably, the agency has partnered with the Boston Public Schools to develop an internship and training program called Project SEARCH, in which individuals work at both Spaulding Rehabilitation Hospital and New England Baptist Hospital.  To date, 16 individuals receiving DDS services have been hired; 13 of those individuals are currently working at Spaulding Hospital.  In addition to this high placement rate, 86% of all Goodwill-sponsored individuals hired have retained their positions.  Within these employment sites, and others surveyed, individuals were found to be integrated into the larger company, and found to be involved in the general culture of the workplace.  The agency is encouraged to continue this trend, placing added emphasis on group employment sites that may not yet have achieved this high level of integration.  

Within the agency's CBDS program, individuals were found to be active in making choices about what types of activities in which they participate; activities were found to be individualized, and participants reported a high degree of satisfaction and enjoyment with the activities in which they were involved.  Individuals with goals associated with future employment received services within the Will to Work program, and were observed to be participating in recreational activities that had employment skill development components to them.  For example, grocery shopping focused on skills utilized to calculate costs of items, knowledge of making change, and social skills training consistent with skills needed in customer service careers.  For those individuals who chose not to pursue futures in employment, Project Gold afforded them rich and varied activities, such as community trips to yoga at the local library and walks on Boston Common.  Within each program, there was a skill theme for the month, the development of which was incorporated into whatever activity occurred.

There were some areas requiring further attention identified during the survey.  Within each program, the agency needs to place continued efforts to ensure ISP assessments and support strategies are submitted within the required timelines, and that each of the agency's Human Rights Committee's meet regulatory standards for composition and involvement of members with the required areas of expertise.  While the agency has begun the process of soliciting feedback from individuals on the performance of support staff, continued focus needs to be placed on utilizing this feedback for training and evaluation purposes.

Based on the combined ratings of the agency's self-assessment and the DDS's targeted review, Goodwill received a rating of met in 96% of licensing indicators; all critical indicators were met.  The agency also received a rating of met in 95% of certification indicators reviewed.  As a result, the agency will receive a Two Year License for Employment and Day Supports and is certified; follow-up on all not met licensing indicators will be conducted by Goodwill within 60 days.
		
			

	


	

	Description of Self Assessment Process:
Goodwill utilizes multiple systems to ensure that DDS indicators are consistently met throughout the year as well as during the survey. In preparation for the Quest survey, the Quality Assurance Manager coordinated regular meetings with representatives from the Employment Supports and CBDS programs to review all rated indicators and ensure that follow-up from the previous Quest survey around unmet indicators had been completed. The following describes Goodwill's efforts in each area:

Personal Safety and Environmental Safety
Goodwill ensures continued adherence to DDS indicators concerning Personal and Environmental Safety in conjunction with the Facilities Department and the management company of the corporate park that houses the Salem office. The Programs and Services department ensures that all participant-related safety indicators are met, including updating Emergency Fact Sheets and providing training regarding DPPC and human rights. The Facilities Department coordinates and tracks completion of external inspections as well as emergency evacuation drills.

Goodwill is dedicated to creating a culture of safety for staff as well as participants. Goodwill continues to run a Safety and Incident Review Committee, comprised of the Vice Presidents of Retail, Programs and Services, and HR, as well as staff representatives from Retail, Facilities, and Programs and Services. All incident reports from the previous quarter are reviewed and the data is analyzed to determine if safety-related trends exist. Based on this information, safety practices may be added or amended. An executive summary of the committee's findings and all major incidents are presented to the President &amp; CEO.

Communication
Goodwill promotes the use of person-first language in all aspects of its service delivery. New staff is trained in how to appropriately communicate with individuals with disabilities and oriented to any specific communication needs an individual may have. Goodwill staff model people-first communication for participants, new staff, and staff in other departments. Staff are reminded of the importance of respectful and appropriate communication during team meetings and written documentation is reviewed by program managers.

Goodwill values open communication and completes annual satisfaction surveys of participants, their families and guardians, and other service providers involved in their lives. This information is aggregated and analyzed by the Quality Assurance Manager and informs program improvements. Additionally, Goodwill has implemented surveys of participants regarding the individual staff with whom they have the greatest interaction, formalizing a process by which participants could address any issue they may have had with staff. These surveys are implemented in conjunction with Goodwill's annual performance appraisal process.

Health
Medication is not administered to individuals in the Employment Supports or Community-Based Day Supports Programs by Goodwill staff. Programs and Services staff regularly update staff tracking sheets of the unique medical needs of individuals as well as any assistance they require to evacuate. All staff are trained to understand an individual's unique medical needs and to recognize signs and symptoms of illness. Lists of medical needs are reviewed during team meetings to ensure completeness and accuracy of information, and to keep staff aware of individual baseline health and behavior. Any individual intervention that occurs is tracked in the participant's case record. 

Human Rights
Goodwill has two Human Rights Committees, one in Boston and one in Salem. The Quality Assurance Manager is a member of the Salem committee and the Quality Assurance Administrator is a member of the Boston committee. Meeting minutes and membership composition are reviewed regularly to ensure all HRC requirements are met. Members of each committee sign acknowledgement letters following each meeting to assure that they have received and read the meeting minutes and have no concerns regarding any issues that were discussed. 

The HRC reviews all individual behavior plans which are reviewed and approved by the Vice President of Programs and Services who is a Board Certified Behavior Analyst. Participant training regarding Human Rights and DPPC reporting is conducted at least annually during General Assembly meetings. Information is sent home with participants for parents and guardians regarding Human Rights and DPPC. Goodwill also offers annual on-site training for parents and guardians. 

Goodwill does not manage money for any participant. Adherence to Department of Labor Regulations concerning the 14(c) subminimum wage certificate is monitored by Programs, Finance, and Human Resources. Goodwill is a non-restraint program.

Competent Workforce
Goodwill's Quality Assurance Administrator tracks staff training in an Excel spreadsheet. Staff also enter their trainings in an electronic database called Success Factors. Additionally, Goodwill is supporting continual training of staff through an electronic training calendar. All Programs and Services staff can access the calendar which serves as a central location through which to access both internal and external training opportunities. 

All employees are screened by the Human Resources Department for other required qualifications before an offer of employment is extended.

Goal Development and Implementation
Goodwill practices person-centered planning to ensure each individual's goals are reflective of their needs and wants. As ISPs are requested from DDS service coordinators, case managers complete and submit the required assessments which are reviewed and approved by the program manager. Regular team meetings keep staff updated on individual ISP goals to ensure that the support strategies identified are being implemented. Program activities and outings are planned to help individuals meet vocational and other goals. The Program Manager keeps ISP deadlines in a master Excel spreadsheet to ensure timely entry of information. 

Planning and Quality Improvement
Planning and Quality Improvement processes are coordinated by the Quality Assurance Manager. Data is collected in Goodwill's online participant database - Efforts to Outcomes - which is then analyzed to demonstrate achievement of objectives or opportunities for improvements. Goodwill also establishes annual Effectiveness Measures for each program that relate to the annual goals of the agency and track important metrics regarding program effectiveness and efficiency. Meetings are held quarterly to review these measures and recommend changes based on the data.

Choice, Control and Growth
Goodwill practices person-centered planning in assisting individuals to create goals that fit their particular needs and interests. Staff actively seek and incorporate individual feedback on an ongoing basis to establish goals or determine the location for outings. Goodwill hosts monthly Participant Advisory Council meetings and General Assembly meetings to solicit participant feedback on a wide range of issues as well as to provide training in human rights, DPPC reporting, safety, and other topics. Additionally, Salem holds weekly meetings on Monday and Friday mornings to solicit input on current and upcoming program activities. Participants are supported to reach their maximum level of independence. Staff encourage participants to be as involved in their day-to-day programing as possible. 

Goodwill collects formal participant feedback through its annual Participant Satisfaction Survey. Surveys are anonymous and participants may ask for assistance to complete them from program staff. The results are tallied and analyzed by the Quality Assurance Manager to incorporate into the upcoming year's programming. 

Access and Integration
Goodwill is dedicated to ensuring access and integration for its participants in all of its services. Goodwill staff assist individuals in its work and day programs to discover their interests and incorporate them into their services through formal meetings as well as informal conversations with participants. Multiple means of transportation are utilized to ensure access to the community. Participants are supported to achieve their maximum level of independence with a variety of transportation methods and to understand how to use community resources both during and outside of program hours. 

Meaningful and Satisfying Day Activities
Participant interest is gauged in order to appropriately plan meaningful day activities. Feedback is solicited through the formalized channels described above, as well as informally at the start of the day. Participants are given options of activities and asked for their feedback after the activity has ended. For those in employment programs, Goodwill staff support them as much as possible to explore different jobs to determine their vocational goals.



	

	LICENSURE FINDINGS
Met / Rated
Not Met / Rated
% Met
Organizational
9/10
1/10
Employment and Day Supports
61/63
2/63
    Community Based Day Services
    Employment Support Services

Critical Indicators
6/6
0/6
Total
70/73
3/73
96%
2 Year License
# indicators for 60 Day Follow-up
3
Organizational Areas Needing Improvement on Standards not met/Follow-up to occur:
From DDS review:
Indicator #
Indicator
Area Needing Improvement
 L48
The agency has an effective Human Rights Committee.
Each of the agency's two Human Rights Committees did not meet regulatory requirements in composition and attendance.   The agency needs to ensure that absent committee members participate in the functioning of the committee; while sending meeting minutes informs members of the content of previous meetings, it is not a complete mechanism for participation.  The agency needs to ensure that members of the committee have no financial affiliation with the agency, and that a quorum is met as defined by the committee's by-laws.  The agency also needs to ensure that members with the required legal, medical, and clinical expertise participate in meetings.


	

	Employment/Day Areas Needing Improvement on Standards not met/Follow-up to occur:
From DDS review:
Indicator #
Indicator
Area Needing Improvement
 L86
Required assessments concerning individual needs and abilities are completed in preparation for the ISP.
For three out of eight individuals, ISP assessments were not forwarded to the area office 15 days prior in preparation for the ISP meeting as required. The agency needs to ensure assessments are submitted to the area office in accordance with DDS regulatory requirements.
 L87
Support strategies necessary to assist an individual to meet their goals and objectives are completed and submitted as part of the ISP.
For three out of seven individuals, Support Strategies were not forwarded to the area office 15 days prior in preparation for the ISP meeting as required. The agency needs to ensure Support Strategies are submitted to the area office in accordance with DDS regulatory requirements.



	

	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 18/20
Provider 16/16
34/36
2/36
Community Based Day Services
DDS 10/11
Provider 3/3
13/14
1/14
Employment Support Services
DDS 8/9
Provider 13/13
21/22
1/22
Total
40/42
2/42
95%
Certified
Community Based Day Services- Areas Needing Improvement on Standards not met From DDS Review:
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 input received from individuals regarding the performance of support staff had not been utilized for the purposes of evaluation and training.  The agency needs to ensure that individuals are afforded the opportunity to give input on staff performance, and that input is utilized for evaluation and training purposes.

Employment Support Services- Areas Needing Improvement on Standards not met From DDS Review:
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.
For five of the five individuals surveyed, there was no opportunity for participation in the hiring process, or in the evaluation of staff performance.  The agency needs to ensure that individuals are given the opportunity to be involved in the hiring and evaluation of support staff.




	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	MASTER SCORE SHEET LICENSURE

	
	
	
	
	

	
	
	
	
	
	
	

	
	Organizational: MORGAN MEMORIAL GOODWILL, INDUSTRIES, Inc

	
	
	
	
	

	
	
	
	
	
	
	

	Indicator #
Indicator
Reviewed by
Met/Rated
Rating(Met,Not Met,NotRated)
O
 L2
Abuse/neglect reporting
DDS
1/1
Met
 L3
Immediate Action
Provider
-
Met
 L4
Action taken
Provider
-
Met
 L48
HRC
DDS
0/2
Not Met(0 % )
 L65
Restraint report submit
Provider
-
Met
 L66
HRC restraint review
Provider
-
Met
 L74
Screen employees
Provider
-
Met
 L75
Qualified staff
Provider
-
Met
 L76
Track trainings
DDS
4/4
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
DDS
5/5
4/4
9/9
Met
O
 L2
Abuse/neglect reporting
L
Provider
-
-
-
Met
 L4
Action taken
L
Provider
-
-
-
Met
 L5
Safety Plan
L 
Provider
-
-
-
Met
O
 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
O
 L11
Required inspections
L
DDS
1/1
1/1
2/2
Met
O
 L12
Smoke detectors
L
DDS
1/1
1/1
2/2
Met
O
 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
 L18
Above grade egress
L 
Provider
-
-
-
Met
 L20
Exit doors
L 
Provider
-
-
-
Met
 L21
Safe electrical equipment
L 
Provider
-
-
-
Met
 L22
Clean appliances
L 
Provider
-
-
-
Met
 L25
Dangerous substances
L 
Provider
-
-
-
Met
 L26
Walkway safety
L 
Provider
-
-
-
Met
 L27
Pools, hot tubs, etc.
L 
Provider
-
-
-
Met
 L28
Flammables
L 
Provider
-
-
-
Met
 L29
Rubbish/combustibles
L 
Provider
-
-
-
Met
 L30
Protective railings
L 
Provider
-
-
-
Met
 L31
Communication method
I 
Provider
-
-
-
Met
 L32
Verbal & written
I 
Provider
-
-
-
Met
 L37
Prompt treatment
I 
Provider
-
-
-
Met
O
 L38
Physician's orders
I
DDS
1/1
1/1
Met
 L39
Dietary requirements
I 
Provider
-
-
-
Met
 L44
MAP registration
L 
Provider
-
-
-
Met
 L45
Medication storage
L 
Provider
-
-
-
Met
O
 L46
Med. Administration
I 
Provider
-
-
-
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 
Provider
-
-
-
Met
 L56
Restrictive practices
I 
Provider
-
-
-
Met
 L57
Written behavior plans
I 
Provider
-
-
-
Met
 L58
Behavior plan component
I 
Provider
-
-
-
Met
 L59
Behavior plan review
I 
Provider
-
-
-
Met
 L60
Data maintenance
I 
Provider
-
-
-
Met
 L61
Health protection in ISP
I 
Provider
-
-
-
Met
 L62
Health protection review
I 
Provider
-
-
-
Met
 L63
Med. treatment plan form
I 
Provider
-
-
-
Met
 L64
Med. treatment plan rev.
I 
Provider
-
-
-
Met
 L65
Restraint report submit
L 
Provider
-
-
-
Met
 L67
Money mgmt. plan
I 
Provider
-
-
-
Met
 L68
Funds expenditure
I 
Provider
-
-
-
Met
 L69
Expenditure tracking
I 
Provider
-
-
-
Met
 L72
DOL requirements
I 
Provider
-
-
-
Met
 L73
DOL certificate
L 
Provider
-
-
-
Met
 L77
Unique needs training
I 
Provider
-
-
-
Met
 L78
Restrictive Int. Training
L 
Provider
-
-
-
Met
 L79
Restraint training
L 
Provider
-
-
-
Met
 L80
Symptoms of illness
L 
Provider
-
-
-
Met
 L81
Medical emergency
L 
Provider
-
-
-
Met
O
 L82
Medication admin.
L
Provider
-
-
-
Met
 L84
Health protect. Training
I 
Provider
-
-
-
Met
 L85
Supervision 
L 
Provider
-
-
-
Met
 L86
Required assessments
I
DDS
3/4
2/4
5/8
Not Met
(62.50 %)
 L87
Support strategies
I
DDS
2/3
2/4
4/7
Not Met
(57.14 %)
 L88
Strategies implemented
I 
Provider
-
-
-
Met
#Std. Met/# 63 Indicator
61/63
Total Score
70/73
95.89%

	
	
	
	
	
	

	
	
	
	
	
	
	

	
	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 performance
DDS
0/4
Not Met (0 %)
 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 performance
DDS
0/5
Not Met (0 %)
 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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