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OUTCOME IMPROVEMENT REPORT 
Pathfinder Services, Inc. 

Q4, 2007 
All outcomes below are established by department and service program area. Performance on outcomes should 
be reviewed within each department on a regular, on-going basis and reported quarterly. Achievement of these 
outcomes supports the organization’s mission, strategic vision, and commitment to being the best agency in our 
various fields of service.  

Goals Exceeded 
 

  Community Connections 
  OUTCOME: Have 7 persons contribute to their IDA acc ount and become eligible for matching funds. 

  - 

  MEASURE: Bank accounts displaying contributions. 

       Community Connection's received 15 additional accounts from IHCDA all were matched 4 to 1 for depositing 

their $300.00. We served 31 families this year with an increase in administration funds of $8,000. 
COMMENTS & RECOMMENDATIONS: 
 

  Community Integration 
  OUTCOME: Overtime will be minimized. 

  - 

  MEASURE: Community Integration will maintain an Overtime ratio of .5% 

       .2% 
COMMENTS & RECOMMENDATIONS: 
 

  Kids Kampus 
  OUTCOME: 99% of the families served will remain in Kids Kampus programs due to the high degree of qual ity 

services rather than transferring to alternative pr oviders for quality reasons. 

  - 

  MEASURE: Through utilization of enrollment report and exit surveys the total # of children withdrawing from services 
for quality reasons will be less than 1%. 

       100% indicated high quality services, no families left due to lack of quality. 
COMMENTS & RECOMMENDATIONS: To more clearly evaluate this outcome, new measurement tools are 
being reviewed and will be implemented this year. 
 

  OUTCOME: Marketing coupled with maximizing efficien cies and minimizing expenses will position Kids Kam pus to 
at least 10% less deficit than previous fiscal year . 

  - 

  MEASURE: Monthly tracking through P&L statements. 

       97% less deficit this quarter versus same quarter last year. 42% less deficit FY07 than FY 06 
COMMENTS & RECOMMENDATIONS: Staffing efficiencies and increased capacity have been the keys to 
success. 
 

  OUTCOME: Surveys completed by parents of children e nrolled at Kids Kampus will reflect at least a 90% 
satisfaction level with overall services.   

  - 

  MEASURE: Surveys: Parent-done at transition times (children move from one room to another), at annual review 
time for teachers, annual NAEYC, & those completed when services end. 

       99.2% of our families were 100% satisfied. 
COMMENTS & RECOMMENDATIONS: We are adding a new layer to the survey process which is the employee 
annual evaluation surveys. 
 

  Recycling 
  OUTCOME: Average 400 pounds per man hour 

  - 

  MEASURE: Comparison of available man hours to material processed and shipped 

       Apr. 415, May 563, June 276. Avg. 418 
COMMENTS & RECOMMENDATIONS: 
 

  OUTCOME: Breakeven $$$  

  - 

  MEASURE: $68.00 per ton shipped or 442 tons per month shipped 

       April $106.43, May $109.26, June $90.32. Avg. $102.00 
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COMMENTS & RECOMMENDATIONS: Recycling was profitable all 3 months. 

   
OUTCOME: No less than 6 persons with disabilities a re employed 

  - 

  MEASURE: Number of persons with disabilities employed 

       9 
COMMENTS & RECOMMENDATIONS: 
 

  Resource Connection 
  OUTCOME: 75% of Employment placements remain in emp loyment for at least 60 days 

  - 

  MEASURE: Number of placement successfully employed at 60 days divided by total placements made 

       Outcome achieved with 93% employment retention during this quarter. 
COMMENTS & RECOMMENDATIONS: 

   
OUTCOME: 80% of IMPACT clients shall be initially c ontacted by an IMPACT Specialist within 10 days of date of 
referral. 

  - 

  MEASURE: Client's initial referral date compared to initial service date. 

       96% of IMPACT clients were initially contacted within 10 days of referral. 
COMMENTS & RECOMMENDATIONS: 

   
OUTCOME: Employment's Employer Satisfaction shall a verage 80% satisfaction. 

  - 

  MEASURE: 100% equals 25 points 

       Employer satisfaction surveys average is 100% this quarter. 
COMMENTS & RECOMMENDATIONS: 

   
OUTCOME: Employment Consumer Satisfaction shall ave rage 80% satisfaction. 

  - 

  MEASURE: 100 % equals 21 points 

       Consumer surveys reflect 96% satisfaction. 
COMMENTS & RECOMMENDATIONS: 

   
OUTCOME: Impact Clients obtain an average wage of $ 6.70 per hours. 

  - 

  MEASURE: Amount of hourly wages for each client added, then divided by total number of clients 

       Average hourly wage for IMPACT clients this quarter is $7.32. 
COMMENTS & RECOMMENDATIONS: 
 

  Transitional Housing 
  OUTCOME: 85% of participants will obtain full time employment within 12 months of entering the program .  

  Marshall/Starke 

  MEASURE: Full-time employment vs. part-time or no employment. 

       100 
COMMENTS & RECOMMENDATIONS: 

 

 
Goals NOT Met 

   
Community Connections 

  OUTCOME: Counsel 40 persons for the Auto-Buying pro gram, with 25 buying cars 

  - 

  MEASURE: The number of people attending compared to number purchasing automobile's 

       4 Families were counseled for the auto program with 4 families obtaining a car loan. 
COMMENTS & RECOMMENDATIONS: Our goal for this outcome has changed the past year; we have focused 
more on re-financing families with much higher interest rates on their auto loans to put them into a better 
financial situation to purchase a home. For the new fiscal year we have lowered the amount of how many 
families we will serve and continue in the same direction as we did in 2007. 
 

  OUTCOME: Delinquent payment rate for all families w ill average less than 3% monthly, with no defaults 

  - 

  MEASURE: Number of families that are in homeownership vs. the number of delinquencies. 
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       4th quarter delinquency stands at 7.0% with an average of 62 families on the delinquency list out of 885 loans. 
COMMENTS & RECOMMENDATIONS: Same story for the fiscal year, slow auto industry has affected a lot of 
our families; we have also noticed an increase in credit card debt and families living beyond their means after 
purchasing their home. Mike continues to catch families in the very early stages of delinquency to find them 
assistance and to get them current on their payment. We are encouraged by early results and expect lower 
delinquency rates to start fiscal 2008 
 

  OUTCOME: To conduct homeownership counseling for 30 0 families this next year.  

  - 

  MEASURE: Number started versus number completing 

       22 Families were counseled through our homeownership classes. 
COMMENTS & RECOMMENDATIONS: Unreasonable goal For fiscal 08 we have improved our outcomes to a 
more achievable goal and profitability. 
 

  OUTCOME: To enable 150 more families to purchase a home this next year with at least one half experien cing 
reduced housing costs. 

  - 

  MEASURE: Current rental information versus house payment 

       16 Families became homeowners in the fourth quarter. 
COMMENTS & RECOMMENDATIONS: Unreasonable goal For fiscal 08 we have improved our outcomes to a 
more achievable goal and profitability. 
 

  Group Home 
  OUTCOME: Overtime will be minimized. 

  - 

  MEASURE: Group homes will maintain an Overtime Ratio of 3% Supported Living will maintain an Overtime Ratio of 
5.0% Community Integration will maintain an Overtime ratio of .5% 

       3.9% 
COMMENTS & RECOMMENDATIONS: Staff on medical leaves, shortage of available subs, high number of 
open positions. Increase number of subs, changes in positions to make them more attractive to potential hires. 
 

  Human Resource/Safety 
  OUTCOME: Increase a safe and healthy environment 

  - 

  MEASURE: Promote a safe and healthily environment by measuring the number of accidents during FY. 

       FY'06 = 4  FY'07 = 5 
COMMENTS & RECOMMENDATIONS: No recognizable trend. Recognize trends and take necessary action to 
correct problems. 
 

  Kids Kampus 
  OUTCOME: Kids Kampus special needs services to chil dren, 0 - 3 years of age will be provided in a cost  effective 

manner.  

  - 

  MEASURE: Early Intervention Therapists will produce billable units at 55% of their actual hours worked.   

       Total therapy billable hours were 53.39. Developmental Therapy 49.92, Occupational 51.86, Speech 58.39. 
COMMENTS & RECOMMENDATIONS: Due to state changes there has been a decrease in developmental 
referrals. First Steps therapies at large are trending in a positive direction. Continued focus from the Family 
Resource Coordinator with the personalities in our Fort Wayne office will educate and distinguish a need for 
developmental therapy. Continue to assess and evaluate developmental therapy needs in the community. 
Continued referral education programs will be a focus this fiscal year. 
 

  Manufacturing 
  OUTCOME: Add three new business contracts 

  - 

  MEASURE: Current Contracts compared to last quarter 

       No decision made on quoted jobs 
COMMENTS & RECOMMENDATIONS: Applications exceeded our expertise More personal contact with 
existing customers Target jobs than align with our expertise. 
 

  OUTCOME: Break even 

  - 

  MEASURE: Expenses versus Income 

       Renegotiated pricing on three of the five main customers 
COMMENTS & RECOMMENDATIONS: Too early to see the effect of price changing Finish raising pricing on 
jobs that are not making any money 

  Recycling 
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  OUTCOME: 10% or less Garbage 

  - 

  MEASURE: Total lbs garbage deposited in landfill divided by total lbs of material received for processing-Ensures 
materials are being processed (Nat’l ave is 15%) 

       April 7.5%, May 24.7%, June 7.1%. Avg 13.1% 
COMMENTS & RECOMMENDATIONS: A lot of broken glass and well as items that were not part of our 
recycling program. There is not much that can be done about the broken glass. An education program needs to 
be implemented. 
 

  OUTCOME: Cost per man hour 

  - 

  MEASURE: Maintain 20.00 or below 

       $33.08 per man hour 
COMMENTS & RECOMMENDATIONS: This outcome can no longer be achieved due to increased costs of 
operation Nothing Outcome needs to be reevaluated. 
 

  OUTCOME: Maintain clean "tipping floor" 

  - 

  MEASURE: number of times tipping floor was empty 

       COMMENTS & RECOMMENDATIONS: loss of employees Increase staffing to full levels 
 

  OUTCOME: Safety 

  - 

  MEASURE: No lost time accidents 

       1 injury resulting in 2 lost days 
COMMENTS & RECOMMENDATIONS: Because of injury We changed the configuration of the area that caused 
the injury The area causing the injury was not considered dangerous and had been in place for over 15 years. 
However, the injury occurred anyway. We need to look closer and more often at potential hazardous situations. 
 

  Supported Living 
  OUTCOME: Overtime will be minimized. 

  - 

  MEASURE: Group homes will maintain an Overtime Ratio of 3% Supported Living will maintain an Overtime Ratio of 
5.0% Community Integration will maintain an Overtime ratio of .5% 

       7.46% 
COMMENTS & RECOMMENDATIONS: High number of open positions, low number of subs, increase in client 
health care needs resulting in more appointments, hospitalizations and need to be at home during day hours. 
Increase the number of subs, changes in positions to make them more attractive to potential hires. 
 

  Training 
  OUTCOME: All new direct services employees will com plete Orientation within 30 days of employment. 

  - 

  MEASURE: Date of new staff orientation compared to hire date. 

       7 New Direct Services Staff  1 Attended Orientation within 30 days of employment 
COMMENTS & RECOMMENDATIONS: Orientation was cancelled twice Have presenters keep their schedules 
open 
 

  Transitional Housing 
  OUTCOME: 100% of families will set a personal goal for their family plan that includes a goal for indi vidual and/or 

family counseling, will chose a mental health provi der, make their own appointments and attend those 
appointments. 

  Marshall/Starke 

  MEASURE: Recorded attendance and participation by Transitional Housing Family members in counseling sessions. 

       67 
COMMENTS & RECOMMENDATIONS: One family continually missed or failed to make their appointments 
Encourage family to be empowered. 
 

  OUTCOME: 20% of the participants will attend the ho meownership/down payment assistance classes availab le. 

  Marshall/Starke 

  MEASURE: Recorded attendance and participation by Trans Housing participants in homeownership/down payment 
assistance classes.  

       0 
COMMENTS & RECOMMENDATIONS: Many families are just getting started on the program this quarter. 
Provide information on home ownership classes. 

  OUTCOME: 20% of the participants will go on to own their own homes within 6 months of leaving the prog ram. 
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  Huntington 

  MEASURE: After participants leave our Transitional Housing program, we monitor their progress. 

       0 
COMMENTS & RECOMMENDATIONS: Of those who left this quarter, no one was in a position to purchase a 
home within 6 months. Continue budgeting and job skills. One family who left the program 12 months ago has 
just purchased a home. 

  Marshall/Starke 

  MEASURE: After participants leave our Transitional Housing program, we monitor their progress. 

       0 
COMMENTS & RECOMMENDATIONS: Although families were working when they left the program they were 
not in the financial position to purchase a home. Continue educating with budgets, employment, and job skills. 
 

  OUTCOME: 80% of participants are successful in perm anent housing and can pay for that housing.  

  Huntington 

  MEASURE: Collect date from families and continue contact with family after exiting the program. 

       50% 
COMMENTS & RECOMMENDATIONS: 2 families left this quarter, but one moved in with family. Job skills, 
education 
 

  OUTCOME: 85% of participants will obtain full time employment within 12 months of entering the program .  

  Huntington 

  MEASURE: Full-time employment vs. part-time or no employment. 

       25% 
COMMENTS & RECOMMENDATIONS: Of the 4 families in the program 12 months or longer, 2 are working full 
time, and 2 are full time nursing students and working part time Continue 
 

  OUTCOME: When exiting the program, families will ha ve all of their utility debts paid off to a zero ba lance 75% of 
the time. 

  Huntington 

  MEASURE: Through goals, weekly visits, and budgeting. 

       0 
COMMENTS & RECOMMENDATIONS: 2 families left this quarter. Due to overwhelming debt, limited job skills, 
and poor work history, the families were unable to pay all of their past utility debt. Referrals to Voc Rehab for 
employment, or any other program to assist with employment. 

 
 

COMPREHENSIVE DETAIL REPORT 
 

  Adult DD Services 
  OUTCOME: Clients and their rights will be treated w ith respect. (84% state average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 8 key quality indicators were present in 
the clients' lives in regard to client rights and respect. 

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration Services. TIME OF MEASURE: 
Quarterly SOURCE: Annual Quality Review surveys conducted each quarter. 

  - 

       1st QTR. - 96% of clients and their rights are reported to be treated with respect. 

       2nd QTR. - 96% of clients are reported to be treated with respect. 

       3rd QTR. - 99% of all clients are reported to be treated with respect. 

       4th QTR. - 97% of clients are reported to feel treated with respect. 
 

  OUTCOME: Clients will be satisfied with their servi ces. (90% Indiana state average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 2 key quality indicators were present in 
the clients' lives in regard to Service Satisfaction. 

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration. TIME OF MEASURE: Quarterly 
SOURCE: Annual Quality Review surveys conducted each quarter. 

  - 

       1st QTR. - 95% of clients are reported to be satisfied with their services. 

       2nd QTR. - 99% of clients are reported to be satisfied with their services. 

       3rd QTR. - 98% of all clients are reported to be satisfied with their services. 

       4th QTR. - 98% of clients are reported to be satisfied with their services. 
 

  OUTCOME: Clients will feel included in their commun ity. (73% State Average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 7 key quality indicators were present in 
the clients' lives in regard to Community Inclusion.  

  APPLIED TO: All clients in Supported Living, Community Integration, and Group Home Services. TIME OF MEASURE: 
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Quarterly SOURCE: Annual Quality Review surveys conducted in each quarter. 

  - 

       1st QTR. - 87% of clients are reported to feel included in their community. 

       2nd QTR. - 91% of clients are reported to feel included in their community. 

       3rd QTR. - 90% of clients are reported to be included in their community. 

       4th QTR. - 91% of all clients are reported to be included in their community. 
 

  OUTCOME: Clients will feel safe while in our servic es. (79% State average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 3 key quality indicators were present in 
the clients' lives in regard to safety. 

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration Services. TIME OF MEASURE: 
Quarterly SOURCE: Annual Quality Review surveys conducted each quarter. 

  - 

       1st QTR. - 99% of clients are reported to feel safe while in our services. 

       2nd QTR. - 99% of clients are reported to feel safe while in our services. 

       3rd QTR. - 100% of all clients are reported to feel safe while in our services. 

       4th QTR. - 99% f clients are reported to feel safe in our services. 
 

  OUTCOME: Clients will have access to their communit y and needed services (81% State Average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 2 key quality indicators were present in 
the clients' lives in regard to Accessibility.  

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration TIME OF MEASURE: Quarterly 
SOURCE: Annual Quality Review Surveys conducted each quarter. 

  - 

       1st QTR. - 97% of clients are reported to have access to their communities and needed services. 

       2nd QTR. - 98% of clients are reported to have access to their community and needed services. 

       3rd QTR. - 95% of all clients are reported to have access to their community and the services they need. 

       4th QTR. - 98% of clients are reported to have access to their communities and needed services. 
 

  OUTCOME: Clients will have meaningful relationships . (80% State Average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 4 key quality indicators were present in 
the clients' lives in regard to Relationships 

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration Services. TIME OF MEASURE: 
Quarterly SOURCE: Annual Quality Review Surveys conducted in each Quarter. 

  - 

       1st QTR. - 92% of clients are reported to have meaningful relationships outside of friends and family. 

       2nd QTR. - 94% of clients are reported to have meaningful relationships outside of friends and family. 

       3rd QTR. - 97% of all clients are reported to have meaningful relationships. 

       4th QTR. - 95% of clients are reported to have meaningful relationships. 
 

  OUTCOME: Clients will make their own decisions. (88 % State Average) 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 3 key quality indicators were present in 
the clients' lives in regard to Choice and Decision Making. 

  APPLIED TO: All clients in Supported Living, Group Home, and Community Integration Services TIME OF MEASURE: 
Quarterly SOURCE: Annual Quality Review surveys conducted in each quarter. 

  - 

       1st QTR. - 88% of clients are reported to make their own decisions. 

       2nd QTR. - 89% of clients are reported to be making their own decisions. 

       3rd QTR. - 94% of clients are reported to be making their own decisions. 

       4th QTR. - 92% of clients are reported to make their own decisions. 
 

  OUTCOME: Outside stakeholders will be satisfied wit h the services we are providing to consumers. 

  MEASURE: Based on the average frequency of "yes" responses to whether or not 5 key quality indicators were present in 
the clients' lives in regard to Stakeholder Satisfaction. 

  APPLIED TO: All clients in Group Home, Supported Living, and Community Integration services. TIME OF MEASURE: 
Quarterly SOURCE: Stakeholder Satisfaction Surveys conducted each quarter. 

  - 

       1st QTR. - 96% of clients' outside stakeholders are reported to be satisfied with our services. 

       2nd QTR. - 97% of stakeholders report being satisfied with the services we provide. 

       3rd QTR. - 96% stakeholder satisfaction score. 

       4th QTR. - 97% of stakeholders surveyed report they are satisfied with Pathfinder's services. 
COMMENTS & RECOMMENDATIONS: The majority of these stakeholder responses are from Wabash and 
Plymouth. Huntington was not able to solicit a strong stakeholder response. 
 
 

  Community Connections 
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  OUTCOME: Conduct quarterly post counseling on all p lacements  

  MEASURE: Number of closings versus number counseled 

  APPLIED TO: All families closed on a home to date TIME OF MEASURE: Quarterly SOURCE: Counseling form in Lotus 
Notes 

  - 

       1st QTR. - 24 delinquency visits were made during the quarter, along with 46 contacts via e-mail and phone 
calls. Fall newsletter went out to over 750 families that have become homeowners. 

       2nd QTR. - 7 delinquency visits were made during the quarter, along with 32 contacts via e-mail and phone calls. 
Winter newsletter will be sent out soon. 

       3rd QTR. - 7 Delinquency visits were made from 56 delinquent accounts. With 112 phone attempts, all received 
letters asking for them to call in to speak to Mike. 

       4th QTR. - 24 Delinquency visits were made. Their were 522 efforts to contact people with 421 phone attempts 
were made as well as by mail. Quarter newsletter was sent out to over 800 families. 
 

  OUTCOME: Counsel 40 persons for the Auto-Buying pro gram, with 25 buying cars 

  MEASURE: The number of people attending compared to number purchasing automobile's 

  APPLIED TO: All people participating in auto buying program. TIME OF MEASURE: Quarterly SOURCE: Tracking sheet 

  - 

       1st QTR. - 5 Families were counseled for the auto program with 2 families obtaining a car loan 

       2nd QTR. - 7 Families were counseled for the auto program with 3 families obtaining a car loan 

       3rd QTR. - 6 Families were counseled for the auto program with 2 families obtaining a car loan 

       4th QTR. - 4 Families were counseled for the auto program with 4 families obtaining a car loan. 
COMMENTS & RECOMMENDATIONS: Our goal for this outcome has changed the past year; we have focused 
more on re-financing families with much higher interest rates on their auto loans to put them into a better 
financial situation to purchase a home. For the new fiscal year we have lowered the amount of how many 
families we will serve and continue in the same direction as we did in 2007. 
 

  OUTCOME: Delinquent payment rate for all families w ill average less than 3% monthly, with no defaults 

  MEASURE: Number of families that are in homeownership vs. the number of delinquencies. 

  APPLIED TO: All families in homeownership TIME OF MEASURE: Monthly SOURCE: Client info database & 
delinquency reports from various lenders. 

  - 

       1st QTR. - Our delinquency rate stands at 4.2% with an average of 35 families on the delinquency list out of 827 
families served. 10 families are in Accelerated/Foreclosure. 

       2nd QTR. - Our delinquency rate stands at 6.3% with an average of 53 families on the delinquency list out of 838 

served. 9 families are in Accelerated/Foreclosure. 
COMMENTS & RECOMMENDATIONS: Numerous lay-offs and the Holiday season. Education! Its hard 
convincing families to pay their mortgage before buying presents. 

       3rd QTR. - 3rd quarter delinquency stands at 6.62% with average of 56 families on the delinquency list out of 

846 loans. 
COMMENTS & RECOMMENDATIONS: There continues to be higher un-employment rates in some of our 
counties, divorce seems to be affecting us as well Mike Davis has been hired so we are looking to him to help 
our families stay afloat during tough times. 

       4th QTR. - 4th quarter delinquency stands at 7.0% with an average of 62 families on the delinquency list out of 

885 loans. 
COMMENTS & RECOMMENDATIONS: Same story for the fiscal year, slow auto industry has affected a lot of 
our families; we have also noticed an increase in credit card debt and families living beyond their means after 
purchasing their home. Mike continues to catch families in the very early stages of delinquency to find them 
assistance and to get them current on their payment. We are encouraged by early results and expect lower 
delinquency rates to start fiscal 2008. 
 

  OUTCOME: Have 7 persons contribute to their IDA acc ount and become eligible for matching funds. 

  MEASURE: Bank accounts displaying contributions. 

  APPLIED TO: All families eligible for IDA account. TIME OF MEASURE: Quarterly SOURCE: IDA Account 

  - 

       1st QTR. - IHCDA awarded Pathfinder Services 16 new accounts, to be filled by April 2007 
COMMENTS & RECOMMENDATIONS: When the accounts are filled, Pathfinders will have 30 active IDA 
accounts. 

       2nd QTR. - Community Connections has filled 5 of the 16 new accounts. All accounts will be filled by the end of 
April. 

       3rd QTR. - All 16 new IDA accounts awarded to Pathfinder Services were filled and the applicants were matched 
4 to 1 for their $300.00 deposit. 

       4th QTR. - Community Connection's received 15 additional accounts from IHCDA all were matched 4 to 1 for 
depositing their $300.00. We served 31 families this year with an increase in administration funds of $8,000. 
 
 

  OUTCOME: To average 30% leverage loan rate with USD A leverage program. 
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  MEASURE: Single family proforma, home loan and subsidy divided by USDA loan amount 

  APPLIED TO: All closings for home buying program TIME OF MEASURE: Quarterly SOURCE: Home Closing 

  - 

       1st QTR. - Our bank leveraged percentage was 30% for the 23 closings in the first quarter 

       2nd QTR. - Our bank leveraged percentage was 30% for the 13 closings in the second quarter. 

       3rd QTR. - Our bank leveraged percentage was 30% for the 6 closings in the third quarter 

       4th QTR. - Our bank leveraged percentage was 30% for the 16 closings in the fourth quarter. 
 

  OUTCOME: To conduct homeownership counseling for 30 0 families this next year.  

  MEASURE: Number started versus number completing 

  APPLIED TO: All families eligible for homeownership counseling TIME OF MEASURE: Quarterly SOURCE: Lotus Notes 

  - 

       1st QTR. - 35 Families were counseled through our homeownership classes. 

       2nd QTR. - 28 Families were counseled through our homeownership classes. 

       3rd QTR. - 26 Families were counseled through our homeownership classes. 

       4th QTR. - 22 Families were counseled through our homeownership classes. 
COMMENTS & RECOMMENDATIONS: Unreasonable goal For fiscal 08 we have improved our outcomes to a 
more achievable goal and profitability. 
 

  OUTCOME: To enable 150 more families to purchase a home this next year with at least one half experien cing reduced 
housing costs. 

  MEASURE: Current rental information versus house payment 

  APPLIED TO: All families enrolled in home buying program TIME OF MEASURE: Quarterly SOURCE: Application and 
Home closing 

  - 

       1st QTR. - 23 Families became homeowners in the first quarter. 

       2nd QTR. - 13 Families became homeowners in the second quarter. 
COMMENTS & RECOMMENDATIONS: Federal Government had not passed the budget which effects USDA's 
ability to close loans. Must wait until the budget is passed. 

       3rd QTR. - 6 Families became homeowners in the third quarter 
COMMENTS & RECOMMENDATIONS: Combination of new construction not being finished, families waiting on 
the FHLB grant monies to become available and slow housing market in the winter months We have seen a 
sharp increase in our business which will show a drastic improvement in our fourth quarter results 

       4th QTR. - 16 Families became homeowners in the fourth quarter. 
COMMENTS & RECOMMENDATIONS: Unreasonable goal For fiscal 08 we have improved our outcomes to a 
more achievable goal and profitability. 
 

  Community Integration 
  OUTCOME: Overtime will be minimized. 

  MEASURE: Group homes will maintain an Overtime Ratio of 3% Supported Living will maintain an Overtime Ratio of 5.0% 
Community Integration will maintain an Overtime ratio of .5% 

  APPLIED TO: Community Integration, Supported Living and Group Home services. TIME OF MEASURE: Quarterly 
SOURCE: Monthly Overtime reports 

  - 

       1st QTR. - .1% OT Ratio 

       2nd QTR. - .10 % Overtime 

       3rd QTR. - 0% Overtime Ratio 

       4th QTR. - .2% 

  Group Home 
  OUTCOME: Overtime will be minimized. 

  MEASURE: Group homes will maintain an Overtime Ratio of 3% Supported Living will maintain an Overtime Ratio of 5.0% 
Community Integration will maintain an Overtime ratio of .5% 

  APPLIED TO: Community Integration, Supported Living and Group Home services. TIME OF MEASURE: Quarterly 
SOURCE: Monthly Overtime reports 

  - 

       1st QTR. - 4.11% 
COMMENTS & RECOMMENDATIONS: Overtime was high due to a combination of reasons. Primarily there 
were a large number of staff vacancies and a dwindling/hard to maintain substitute pool forced overtime. We 
should re-evaluate our substitute staffing system and try to identify a better way to recruit and retain subs or 
perhaps the use and scheduling of part time staff. . 

       2nd QTR. - 4.4% Overtime 
COMMENTS & RECOMMENDATIONS: Sub system is unreliable and doesn't sufficiently meet our needs. 
Rethinking the substitute system has been discussed, but nothing substantial worthy of implementation has 
come out of it. Also, 42% of all overtime was in Plymouth Residential and Supported Living. Something will be 
done to address that area specifically. 
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       3rd QTR. - 4.67% Overtime Ratio 
COMMENTS & RECOMMENDATIONS: 

       4th QTR. - 3.9% 
COMMENTS & RECOMMENDATIONS: Staff on medical leaves, shortage of available subs, high number of 
open positions. Increase number of subs, changes in positions to make them more attractive to potential hires. 
 

  Human Resource/Safety 
  OUTCOME: Increase a safe and healthy environment 

  MEASURE: Promote a safe and healthily environment by measuring the number of accidents during FY. 

  APPLIED TO: Employees having a work related accident TIME OF MEASURE: Quarterly SOURCE: Accident reports 

  - 

       1st QTR. - FY '06 - 6  FY '07 - 4 

       2nd QTR. - FY '06 = 8  FY '07 = 3 

       3rd QTR. - FY '06 = 6  FY '07 = 9 
COMMENTS & RECOMMENDATIONS: Several employees in Plymouth received back injuries while transferring 
a client. A Hoyer lift is now being used. Recognize trends and take necessary action to correct problems. 

       4th QTR. - FY'06 = 4  FY'07 = 5 
COMMENTS & RECOMMENDATIONS: No recognizable trend. Recognize trends and take necessary action to 
correct problems. 
 

  OUTCOME: Turnover - Decrease employees leaving Path finder Services 

  MEASURE: Review and analyze staff terminations and reasons for leaving 

  APPLIED TO: Staff leaving Pathfinder employment TIME OF MEASURE: Quarterly SOURCE: Monthly termination 
reports 

  - 

       1st QTR. - 17 People Terminated 
COMMENTS & RECOMMENDATIONS: 4.3% Turnover Based on 395 Staff. Annualized Turnover Rate 12.9% 

       2nd QTR. - 21 People Terminated 
COMMENTS & RECOMMENDATIONS: 5.2% Turnover Based on 401 Staff. Annualized Turnover Rate = 15.7% 

       3rd QTR. - 17 People Terminated 
COMMENTS & RECOMMENDATIONS: 4.3% Turnover Rate based on 394 Staff  12.9% Annualized Turnover 
Rate 

       4th QTR. - 24 People Terminated 
COMMENTS & RECOMMENDATIONS: 6.1% Turnover Based on 394 Staff  18.27% Annualized Turnover Rate 
 

  Kids Kampus 
  OUTCOME: 100% of children with shared IFSP's and IE P's will be provided age appropriate activities by their teaching 

staff to assist the children in meeting their indiv idualized goals and outcomes. 

  MEASURE: The classroom curriculum will be designed to incorporate activities that are age appropriate for specified 
individual needs. 

  APPLIED TO: Children with an IFSP or IEP. TIME OF MEASURE: Quarterly SOURCE: IFSP's and IEP's 

  - 

       1st QTR. - This quarter children with IFSP's, IEP's, and mental health diagnosis were identified, plans collected, 

and consents signed to allow parents, teachers, and plan providers an open channel of communication. 100 % 

of children with plans were provided age appropriate activities to assist them in meeting their goals. 
COMMENTS & RECOMMENDATIONS: Staff training has been provided and will need to be provided on a 
regular basis to assure that everyone is familiar with specific child plans and kept abreast of individual changes 
throughout the year. 

       2nd QTR. - 100% of plans have been reviewed, discussed, and implemented by teachers this quarter. 

       3rd QTR. - 100% of children with IFSP's and IEP's were provided appropriate activities by their educators this 
quarter. 

       4th QTR. - 100% 
COMMENTS & RECOMMENDATIONS: This is reviewed by Director on a quarterly basis and verified at intake 
by the Family Resource Coordinator. 
 

  OUTCOME: 100% of Kids Kampus classrooms will promot e an environment of quality educational services fo r all 
children served. 

  MEASURE: A current curriculum and schedule will be posted in all rooms at all times. Quarterly classroom curriculum and 
flow assessments will occur in every classroom. Bi-monthly lead teacher meetings will allow for strategic planning and 
curriculum development. 

  APPLIED TO: All classrooms. TIME OF MEASURE: Quarterly SOURCE: Schedules & curriculum calendars. 

  - 

       1st QTR. - 100% achievement. Effective this quarter, all 10 classrooms have schedules and curriculums posted. 
They are rotated weekly. Special lesson planning sessions are scheduled for teachers on a weekly basis and 
regular lead teacher meetings have been conducted for planning and review. 

       2nd QTR. - 100% achievement. 
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COMMENTS & RECOMMENDATIONS: Group lesson planning and shared themes have been an area of 
significant focus this quarter. 

       3rd QTR. - 100% achievement. Team lesson planning has increased over the past quarter offering additional 
quality and program opportunities for children and teachers! 

       4th QTR. - 100% 
COMMENTS & RECOMMENDATIONS: Due to vacancy in Administrator position there has not been a bi-
monthly lead teacher meeting this quarter. 
 

  OUTCOME: 99% of the families served will remain in Kids Kampus programs due to the high degree of qual ity services 
rather than transferring to alternative providers f or quality reasons. 

  MEASURE: Through utilization of enrollment report and exit surveys the total # of children withdrawing from services for 
quality reasons will be less than 1%. 

  APPLIED TO: All children enrolled in all services at Kids Kampus. TIME OF MEASURE: Quarterly SOURCE: Monthly 
Enrollment Reports - parent surveys 

  - 

       1st QTR. - No families withdrew due to quality issues this quarter. 100% of families served remained in Kids 
Kampus due to high degree of quality services. JULY - 4 children withdrew due to parent summer non- 
employment. All 4 re-enrolled in August. AUGUST - 12 children withdrew. 1 / financial, 9 / going to school all day 
no coverage needed, 2 / need changed from full time however, 1 did enroll in Premier Preschool due to high 
quality of service. SEPTEMBER - 6 children withdrew. 2 / full day school, 2 / financial, 2 / need changed from full 
time however, both are still using our drop off service. 

       2nd QTR. - 100% of the families served at Kids Kampus are continuing to be served due to the high quality of 
service. Withdrawals for the quarter were financial, relocation, or unemployment related issues. 

       3rd QTR. - 100 % of the families served continued to be served due to the high quality services. Withdrawals for 
this quarter were financial or no longer in need of child-care services. 

       4th QTR. - 100% indicated high quality services, no families left due to lack of quality. 
COMMENTS & RECOMMENDATIONS: To more clearly evaluate this outcome, new measurement tools are 
being reviewed and will be implemented this year. 
 

  OUTCOME: Kids Kampus special needs services to chil dren, 0 - 3 years of age will be provided in a cost  effective 
manner.  

  MEASURE: Early Intervention Therapists will produce billable units at 55% of their actual hours worked.   

  APPLIED TO: Early Intervention Staff TIME OF MEASURE: Quarterly SOURCE: Recipient Service logs 

  - 

       1st QTR. - The average billable percentage for First Steps Therapies this quarter was 55%. 
COMMENTS & RECOMMENDATIONS: Changes in the First Steps program have created a decline in referrals 
and lapse of service for a few children. With the aid of our Family Resource Coordinator we are anticipating 
tracking at a higher billable rate next quarter. 

       2nd QTR. - Billable units for this quarter were 52%. 
COMMENTS & RECOMMENDATIONS: Changes in First Steps Service Coordination and Intake Coordinators 
have negatively impacted referrals this quarter. These two positions now appear to be filled and stable. This 
should demonstrate a more accurate and efficient process. In addition, Kids Kampus hosted a First Steps 
referral Forums to generate community referral support and we are planning our community wide child find 
program next quarter. Continued support by the entire Kids Kampus team with marketing and branding Kids 
Kampus as First Steps providers in the community will demonstrate increased therapist requests. 

       3rd QTR. - The First Steps quarterly billable results were 54.04%. 
COMMENTS & RECOMMENDATIONS: Referrals have been down with the ongoing state changes. One of our 
therapists participated with a family that needed special assistance. With no service coordinator to assist, Kids 
Kampus needed to aid the family. This caused a 20 % billable week decreasing the quarterly average billable 
from 55% to 54%. Continued referral focus, utilization of the family resource coordinator, and concentration on 
staff efficiency will improve results. 

       4th QTR. - Total therapy billable hours were 53.39. Developmental Therapy 49.92, Occupational 51.86, Speech 

58.39. 
COMMENTS & RECOMMENDATIONS: Due to state changes there has been a decrease in developmental 
referrals. First Steps therapies at large are trending in a positive direction. Continued focus from the Family 
Resource Coordinator with the personalities in our Fort Wayne office will educate and distinguish a need for 
developmental therapy. Continue to assess and evaluate developmental therapy needs in the community. 
Continued referral education programs will be a focus this fiscal year. 
 

  OUTCOME: Marketing coupled with maximizing efficien cies and minimizing expenses will position Kids Kam pus to at 
least 10% less deficit than previous fiscal year. 

  MEASURE: Monthly tracking through P&L statements. 

  APPLIED TO: All financial operations of Kids Kampus. TIME OF MEASURE: Quarterly SOURCE: Monthly profit/loss 
statements produced by the accounting dept. 

  - 

       1st QTR. - 1st quarter numbers display a 34% less deficit 2007 than same quarter 2006. 

       2nd QTR. - 
COMMENTS & RECOMMENDATIONS: 4th quarter numbers display a 17% less deficit this year than same 
period last year. 

       3rd QTR. - 
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COMMENTS & RECOMMENDATIONS: The child care portion of the kids Kampus business is up 9% over last 
year. The First Steps portion is struggling primarily due to the lack of Service Coordination billable but also due 
to a decrease in referrals. The First Steps division is down $41,715 this year vs. last year. This number 
constitutes 94% of the overall deficit for Kids Kampus this year. Continued focus on the First Steps program 
coupled with constant staffing efficiencies. 

       4th QTR. - 97% less deficit this quarter versus same quarter last year. 42% less deficit FY07 than FY 06 
COMMENTS & RECOMMENDATIONS: Staffing efficiencies and increased capacity have been the keys to 
success. 
 

  OUTCOME: Surveys completed by parents of children e nrolled at Kids Kampus will reflect at least a 90% satisfaction 
level with overall services.   

  MEASURE: Surveys: Parent-done at transition times (children move from one room to another), at annual review time for 
teachers, annual NAEYC, & those completed when services end. 

  APPLIED TO: Children's Services TIME OF MEASURE: Quarterly SOURCE: Parent Surveys 

  - 

       1st QTR. - Parent Surveys indicated a 100% satisfaction level with overall services this quarter. First Steps 

surveys were circulated, parent exit surveys, and classroom teacher evaluations were all included in the 

tabulation. 
COMMENTS & RECOMMENDATIONS: Comments added to the evaluations included but not limited to: Great 
classroom organization, friendly staff, love for children is obvious, wonderful job, and positive attitude. 

       2nd QTR. - 97% satisfaction level was recorded this quarter. 

       3rd QTR. - Survey results indicated 98.8 % satisfaction in overall services this quarter. 

       4th QTR. - 99.2% of our families were 100% satisfied. 
COMMENTS & RECOMMENDATIONS: We are adding a new layer to the survey process which is the employee 
annual evaluation surveys. 
 

  Manufacturing 
  OUTCOME: Add three new business contracts 

  MEASURE: Current Contracts compared to last quarter 

  APPLIED TO: Manufacturing TIME OF MEASURE: Quarterly SOURCE: Current contract listing 

  - 

       1st QTR. - Goal not met 
COMMENTS & RECOMMENDATIONS: we are making a quote package for Square D, and we are quoting a job 
for Wayne Metals, still waiting on United Tech. Try to win more job quotes and keep trying to call future 
customers 

       2nd QTR. - Did not meet goals set 
COMMENTS & RECOMMENDATIONS. Hiring a sales person. 

       3rd QTR. - Secured two, (Square D and Bendix) job of the three quoted 
COMMENTS & RECOMMENDATIONS: No active sales contacts. Recent addition of sales director means more 
sales contact will be made. 

       4th QTR. - No decision made on quoted jobs 
COMMENTS & RECOMMENDATIONS: Applications exceeded our expertise More personal contact with 
existing customers Target jobs than align with our expertise. 
 

  OUTCOME: Break even 

  MEASURE: Expenses versus Income 

  APPLIED TO: Manufacturing Team TIME OF MEASURE: Quarterly SOURCE: Monthly profit and loss report 

  - 

       1st QTR. - did not meet the goal 
COMMENTS & RECOMMENDATIONS: we are thinking that the time studies may play a role in us not making a 
profit. We are doing new time studies to see if that has some difference in the outcomes. 

       2nd QTR. - We were at a loss again. 
COMMENTS & RECOMMENDATIONS: I am not sure. Other than time studies was incorrect. We are doing time 
studies prior to quoting a job so we are more accurate. 

       3rd QTR. - Made a profit in March due to increased existing business and process changes. Still at a negative 

amount for the year. 
COMMENTS & RECOMMENDATIONS: No outside contact follow up. Increased contact with existing and 
potential customers. Review existing job cost vs. sell price and process efficiencies. 

       4th QTR. - Renegotiated pricing on three of the five main customers 
COMMENTS & RECOMMENDATIONS: Too early to see the effect of price changing Finish raising pricing on 
jobs that are not making any money. 
 

  Recycling 
  OUTCOME: 10% or less Garbage 

  MEASURE: Total lbs garbage deposited in landfill divided by total lbs of material received for processing-Ensures materials 
are being processed (Nat’l ave is 15%) 
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  APPLIED TO: Recycling TIME OF MEASURE: Monthly SOURCE: Scale tickets from City scales 

  - 

       1st QTR. - July, 7.5%, Aug., 7.6%, Sept., 7.6%. Average 7.57% 

       2nd QTR. - Oct: 19.5%, Nov: 14.9%, Dec: 4.5%. Avg: 13% 
COMMENTS & RECOMMENDATIONS: We were unable to operate efficiently We believe, with the repairs that 
have been made, that we will exceed this goal in the next quarter. 

       3rd QTR. - Jan. 6.5%, Feb. 12.5%, Mar. 18%. Avg. 12.3% 
COMMENTS & RECOMMENDATIONS: Weather and breakdowns We are exploring possibilities to improve the 
sorting process We are working on it. 

       4th QTR. - April 7.5%, May 24.7%, June 7.1%. Avg 13.1% 
COMMENTS & RECOMMENDATIONS: A lot of broken glass and well as items that were not part of our 
recycling program. There is not much that can be done about the broken glass. An education program needs to 
be implemented. 
 

  OUTCOME: Average 400 pounds per man hour 

  MEASURE: Comparison of available man hours to material processed and shipped 

  APPLIED TO: Recycling TIME OF MEASURE: Quarterly SOURCE: Tracking of material flow 

  - 

       1st QTR. - July, 379 pounds, Aug., 450.5 pounds, Sept., 407 pounds. Average 412.2 pounds per man hour 

       2nd QTR. - Oct: 422 lbs., Nov: 340 lbs., Dec: 378 lbs., Avg: 380 lbs per man hour. 
COMMENTS & RECOMMENDATIONS: Machinery breakdowns Most machinery involved has been overhauled 
The material was there. Because of the breakdowns we were not able to process it. 

       3rd QTR. - Jan. 303 lbs., Feb. 217 lbs., Mar. 443 lbs. Avg. 321 lbs per man hour 
COMMENTS & RECOMMENDATIONS: Bad weather and breakdowns played a large part. Evidence March 
numbers Not a lot. Winter is a very stressful time. Move operation to Florida? 

       4th QTR. - Apr. 415, May 563, June 276. Avg. 418 
 

  OUTCOME: Breakeven  

  MEASURE: $68.00 per ton shipped or 442 tons per month shipped 

  APPLIED TO: Recycling TIME OF MEASURE: Quarterly SOURCE: Records at Recycling and Accounting 

  - 

       1st QTR. - July $75.21, Aug., $80.11, Sept., $85.20. 

       3rd QTR. - Average revenue per ton: $78.60. Average tons shipped: 360 
COMMENTS & RECOMMENDATIONS: While the revenue per ton exceeded the goal the tons shipped did not 
meet the goal Weather and breakdowns played a big part in this. We are exploring possibilities to improve the 
consistency of the operation 

       4th QTR. - April $106.43, May $109.26, June $90.32. Avg. $102.00 
COMMENTS & RECOMMENDATIONS: Recycling was profitable all 3 months. 
 

  OUTCOME: Cost per man hour 

  MEASURE: Maintain 20.00 or below 

  APPLIED TO: Recycling TIME OF MEASURE: Quarterly SOURCE: Accounting records 

  - 

       1st QTR. - July $28.83, Aug. $29.03, Sept. $27.88 
COMMENTS & RECOMMENDATIONS: Health Ins., Fuel, Wages have increased since this was established 
Adjust goal Will make adjustment for next quarter 

       2nd QTR. - Oct: $32.09, Nov: $31.60, Dec: $31.32 
COMMENTS & RECOMMENDATIONS: Total costs of doing business have risen to the point where this goal 
cannot be achieved The goal must be raised 

       3rd QTR. - Jan. $32.75, Feb. $35.99, Mar. $30.11. Avg. $32.95 
COMMENTS & RECOMMENDATIONS: Increased cost of doing business as well as machinery repairs 
Reevaluate the costs of operation. May need to adjust this goal. 

       4th QTR. - $33.08 per man hour 
COMMENTS & RECOMMENDATIONS: This outcome can no longer be achieved due to increased costs of 
operation Nothing Outcome needs to be reevaluated. 
 

  OUTCOME: Maintain clean "tipping floor" 

  MEASURE: number of times tipping floor was empty 

  APPLIED TO: Recycling TIME OF MEASURE: Monthly SOURCE: Records at Recycling Center 

  - 

       1st QTR. - There were 0 times the floor was empty during this quarter. 
COMMENTS & RECOMMENDATIONS: Short staffed. Vacations, Personal time, Sick, etc Possibly use 
temporary workers if needed. Work through the situation. 

       2nd QTR. - 0 times this quarter 
COMMENTS & RECOMMENDATIONS: Machinery breakdowns Most of the machinery involved have been 
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overhauled. Will explore replacement possibilities for next fiscal year. 

       3rd QTR. - 0 
COMMENTS & RECOMMENDATIONS: Cold weather and machinery breakdowns Not a lot. Winter is a very 
stressful time. Explore possibilities for heating the entire building. 

       4th QTR. - 
COMMENTS & RECOMMENDATIONS: loss of employees Increase staffing to full levels. 
 

  OUTCOME: No less than 6 persons with disabilities a re employed 

  MEASURE: Number of persons with disabilities employed 

  APPLIED TO: Recycling TIME OF MEASURE: Semi-Annually SOURCE: Records of employment 

  - 

       1st QTR. - 9 persons 

       2nd QTR. - 9 

       3rd QTR. - 9 
COMMENTS & RECOMMENDATIONS: None at this time. 

       4th QTR. – 9 
 

  OUTCOME: Safety 

  MEASURE: No lost time accidents 

  APPLIED TO: Recycling TIME OF MEASURE: Quarterly SOURCE: Human Resource Dept. 

  - 

       1st QTR. - No lost time due to accidents 

       2nd QTR. - 0 lost time accidents 

       3rd QTR. - 0 
COMMENTS & RECOMMENDATIONS: Keep working safely. 

       4th QTR. - 1 injury resulting in 2 lost days 
COMMENTS & RECOMMENDATIONS: Because of injury We changed the configuration of the area that caused 
the injury The area causing the injury was not considered dangerous and had been in place for over 15 years. 
However, the injury occurred anyway. We need to look closer and more often at potential hazardous situations. 
 

  Resource Connection 
  OUTCOME: 50% of Employment clients are placed in jo bs within 7 months or less from the date of referra l 

  MEASURE: clients successfully place within seven months divided by total client referred within same period. 

  APPLIED TO: All referrals TIME OF MEASURE: Quarterly SOURCE: Referral data and job placement reports 

  - 

       1st QTR. - Result Unknown. 
COMMENTS & RECOMMENDATIONS: Data not Tracked by previous Director. Reconsider if this is an 
appropriate outcome and then design means of tracking. This outcome is currently being reconsidered. 
 

  OUTCOME: 75% of Employment placements remain in emp loyment for at least 60 days 

  MEASURE: Number of placement successfully employed at 60 days divided by total placements made 

  APPLIED TO: All Placements TIME OF MEASURE: Quarterly SOURCE: Placement reports 

  - 

       1st QTR. - 75% retention 
COMMENTS & RECOMMENDATIONS: We will begin to track date from this point forward. This will begin for the 
fiscal year, quarter 2. 

       2nd QTR. - 87% retention during this quarter 

       3rd QTR. - Outcome achieved with 75% successfully employed for at least 60 days. 

       4th QTR. - Outcome achieved with 93% employment retention during this quarter. 
 

  OUTCOME: 80% of IMPACT clients shall be initially c ontacted by an IMPACT Specialist within 10 days of date of referral.  

  MEASURE: Client's initial referral date compared to initial service date. 

  APPLIED TO: All new IMPACT clients. TIME OF MEASURE: Quarterly SOURCE: Pathfinder client information 
database - IMPACT service document. 

  - 

       2nd QTR. - 94% of IMPACT clients were initially contacted by Specialist within 10 days of referral. 
COMMENTS & RECOMMENDATIONS: This outcome will also include VR/Employment clients during next 
quarter. 

       3rd QTR. - 100% of IMPACT clients were initially contacted within 10 days of referral. 

       4th QTR. - 96% of IMPACT clients were initially contacted within 10 days of referral. 
 

  OUTCOME: Employment's Employer Satisfaction shall a verage 80% satisfaction. 

  MEASURE: 100% equals 25 points 

  APPLIED TO: Employers who have hired employment referrals. TIME OF MEASURE: Quarterly SOURCE: Employer 
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Satisfaction Survey Results 

  - 

       1st QTR. - Result Unknown. 
COMMENTS & RECOMMENDATIONS: Surveys were not completed in the appropriate manner New satisfaction 
surveys will be designed and distributed at established times to compile the necessary information. 

       2nd QTR. - Employer satisfaction average is 97%. 

       3rd QTR. - Employer surveys average 90% satisfaction. 

       4th QTR. - Employer satisfaction surveys average is 100% this quarter. 
 

  OUTCOME: Employment Consumer Satisfaction shall ave rage 80% satisfaction. 

  MEASURE: 100 % equals 21 points 

  APPLIED TO: All employment consumers following job placement. TIME OF MEASURE: Quarterly SOURCE: 
Employment Consumer Satisfaction Survey 

  - 

       1st QTR. - Result Unknown. 
COMMENTS & RECOMMENDATIONS: Appropriate surveys were not completed during this time frame by 
previous Director. New satisfaction surveys will be designed and distributed at established times to compile the 
necessary information. 

       2nd QTR. - Consumer satisfaction surveys average 96%. 

       3rd QTR. - Consumer surveys reflect 98% satisfaction. 

       4th QTR. - Consumer surveys reflect 96% satisfaction. 
 

  OUTCOME: Impact Clients obtain an average wage of $ 6.70 per hours. 

  MEASURE: Amount of hourly wages for each client added, then divided by total number of clients 

  APPLIED TO: All Placements TIME OF MEASURE: Quarterly SOURCE: Stats from PSI Client Information Database 
and Job Placement Report 

  - 

       1st QTR. - Average wage was $8.74 an hour. 
COMMENTS & RECOMMENDATIONS: Previous Director did not collect stats. A new view will be established to 
gather the information necessary to measure this outcome. 

       2nd QTR. - Average wage obtained for this quarter is $7.25 an hour. 

       3rd QTR. - Impact Clients average wage is $8.95 per hour this quarter. 

       4th QTR. - Average hourly wage for IMPACT clients this quarter is $7.32. 
 

  OUTCOME: What percentage of Impact placements recei ved health benefits? 

  MEASURE: Number of placements offered health benefits from employer divided by total placements made. 

  APPLIED TO: All placements TIME OF MEASURE: Quarterly SOURCE: Stats from PSI Client Information Database 
and Job Placement Report 

  - 

       2nd QTR. - 25% of IMPACT placements received health benefits. 

       3rd QTR. - 33% of Impact Clients receive health benefits from job placement. 

       4th QTR. - 43% of IMPACT placements received health benefits. 
 

  Supported Living 
  OUTCOME: Overtime will be minimized. 

  MEASURE: Group homes will maintain an Overtime Ratio of 3% Supported Living will maintain an Overtime Ratio of 5.0% 
Community Integration will maintain an Overtime ratio of .5% 

  APPLIED TO: Community Integration, Supported Living and Group Home services. TIME OF MEASURE: Quarterly 
SOURCE: Monthly Overtime reports 

  - 

       1st QTR. - 8.22% 
COMMENTS & RECOMMENDATIONS: Overtime was high due to a combination of reasons. Primarily there 
were a large number of staff vacancies and a dwindling/hard to maintain substitute pool forced overtime. We 
should re-evaluate our substitute staffing system and try to identify a better way to recruit and retain subs or 
perhaps the use and scheduling of part time staff. . 

       2nd QTR. - 8.79% Overtime 
COMMENTS & RECOMMENDATIONS: Sub system is unreliable and doesn't sufficiently meet our needs. 
Rethinking the substitute system has been discussed, but nothing substantial worthy of implementation has 
come out of it. Also, 42% of all overtime was in Plymouth Residential and Supported Living. Something will be 
done to address that area specifically. 

       3rd QTR. - 6.56 % Overtime Ratio 
COMMENTS & RECOMMENDATIONS: 

       4th QTR. - 7.46% 
COMMENTS & RECOMMENDATIONS: High number of open positions, low number of subs, increase in client 
health care needs resulting in more appointments, hospitalizations and need to be at home during day hours. 
Increase the number of subs, changes in positions to make them more attractive to potential hires. 



 

����������	
� � � 15�

  Training 
  OUTCOME: All new direct services employees will com plete Orientation within 30 days of employment. 

  MEASURE: Date of new staff orientation compared to hire date. 

  APPLIED TO: All Direct Services Staff TIME OF MEASURE: Quarterly SOURCE: Q & A 

  - 

       1st QTR. - 9 of 11 new direct services staff attended Orientation within 30 days of employment 
COMMENTS & RECOMMENDATIONS: College students who have classes on Mondays Work with staff's 
schedule as best we can Work with staff's schedule as usual. 

       2nd QTR. - 13 out of 14 New Direct Services Employees attended orientation within 30 days of employment. 
COMMENTS & RECOMMENDATIONS: College student couldn't get scheduled within 30 Days Continue working 
with employee schedules. 

       3rd QTR. - 7 New Direct Services Staff  6 Attended Agency Orientation Within First 30 Days of Employment 
COMMENTS & RECOMMENDATIONS: Orientation was canceled. Make sure that the instructors for orientation 
keep their schedules clear for orientation day. 

       4th QTR. - 7 New Direct Services Staff  1 Attended Orientation within 30 days of employment 
COMMENTS & RECOMMENDATIONS: Orientation was cancelled twice Have presenters keep their schedules 
open 
 

  OUTCOME: New direct services employees will have co mpleted CPR, 1st Aid, med training & Crisis Interve ntion within 
90 days of employment. 

  MEASURE: Completion date of these trainings compared to new staff hire dates.  

  APPLIED TO: All Direct Services Staff TIME OF MEASURE: Quarterly SOURCE: Q & A 

  - 

       1st QTR. - 11 New Direct Services Staff  11 Attended CPR,Fist Aid,Med. Training, and CPI within 90 days of 
employment 

       2nd QTR. - 14 New Direct Services Employees all completed CPR, First Aid, Medication Administration and CPI 
within 90 days of employment 

       3rd QTR. - 7 New Direct Services Employees 7 Attended CPR and First Aid  6 Attended CPI  7 Attended 

Medication Admin. Core A & B 
COMMENTS & RECOMMENDATIONS: Class was canceled in Plymouth due to bad weather. N/A 

       4th QTR. - 7 New Direct Services Staff  7 Attended CPR and First Aid  7 Attended CPI  7 Attended Core A & B 

        

  Transitional Housing 
  OUTCOME: 100% of families will set a personal goal for their family plan that includes a goal for indi vidual and/or family 

counseling, will chose a mental health provider, ma ke their own appointments and attend those appointm ents. 

  MEASURE: Recorded attendance and participation by Transitional Housing Family members in counseling sessions. 

  APPLIED TO: Transitional housing families. TIME OF MEASURE: Quarterly SOURCE: Documentation sheets 

  Huntington 

       1st QTR. - 80% 
COMMENTS & RECOMMENDATIONS: Family refuses to go to counseling for herself Continue to build a 
relationship with the family and encourage her to seek a mental health doctor. A son with behavior issues does 
go to counseling fairly regularly. 

       2nd QTR. - 100% 

       3rd QTR. - 100% 

       4th QTR. - 100% 

  Marshall/Starke 

       1st QTR. - N/A 
COMMENTS & RECOMMENDATIONS: Documentation not available in case notes. N/A 

       2nd QTR. - 40% 
COMMENTS & RECOMMENDATIONS: Families had been in/out of counseling but did not follow through. 
Continue encouraging as needed. 

       3rd QTR. - 
COMMENTS & RECOMMENDATIONS: Although all families have wished to attend counseling and have been 
given materials, not all have sought these services. Keep giving clients information and give them 
encouragement. 

       4th QTR. - 67 
COMMENTS & RECOMMENDATIONS: One family continually missed or failed to make their appointments 
Encourage family to be empowered. 
 

  OUTCOME: 100% of participants are successful in per manent housing and can pay for that housing. 

  MEASURE: Progress monitor after participants leave our program. 

  APPLIED TO: Transitional Housing Families TIME OF MEASURE: Quarterly SOURCE: Collected from Transitional 
Housing Families 

  Huntington 

       1st QTR. - 100% 
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COMMENTS & RECOMMENDATIONS: Family who has left the program is gainfully employed and is living in 
unsubsidized housing. 

  Marshall/Starke 

       1st QTR. - N/A 
COMMENTS & RECOMMENDATIONS: N/A. No family has left the program this quarter. Of those who have left 
year have been successful in permanent housing. 
 

  OUTCOME: 100% of the families will contact a family  physician to schedule needed immunization for thei r family 
members and attend appointments scheduled. 

  MEASURE: Immunization records 

  APPLIED TO: Transitional housing families TIME OF MEASURE: Quarterly SOURCE: Documentation sheets 

  Huntington 

       1st QTR. - 100% 

       2nd QTR. - 100% 

       3rd QTR. - 100% 

       4th QTR. - 100% 

  Marshall/Starke 

       1st QTR. - 100% 

       2nd QTR. - 100% 

       3rd QTR. - 100% 

       4th QTR. – 100% 
 

  OUTCOME: 20% of the participants will attend the ho meownership/down payment assistance classes availab le. 

  MEASURE: Recorded attendance and participation by Trans Housing participants in homeownership/down payment 
assistance classes.  

  APPLIED TO: Transitional Housing Participants TIME OF MEASURE: Quarterly SOURCE: Data collected from 
Transitional Housing Participants 

  Huntington 

       1st QTR. - 1 family has attended classes through Habitat for Humanity to purchase a home. 

       2nd QTR. - 0 
COMMENTS & RECOMMENDATIONS: Currently I have no families in a position to purchase a home. Continue 
working on employment skills to improve their income. 

       3rd QTR. - 0 
COMMENTS & RECOMMENDATIONS: There were no families in a position to purchase a home. Continue 
education and budgeting. 

       4th QTR. - 0 

  Marshall/Starke 

       1st QTR. - 20% 
COMMENTS & RECOMMENDATIONS: 1 family has attended homeownership classes 

       2nd QTR. - 20% 

       3rd QTR. - 
COMMENTS & RECOMMENDATIONS: Participants were not ready or in the position to attend classes. 
Preparing clients for participation in classes. 

       4th QTR. - 0 
COMMENTS & RECOMMENDATIONS: Many families are just getting started on the program this quarter. 
Provide information on home ownership classes. 
 

  OUTCOME: 20% of the participants will go on to own their own homes within 6 months of leaving the prog ram. 

  MEASURE: After participants leave our Transitional Housing program, we monitor their progress. 

  APPLIED TO: Transitional Housing Families TIME OF MEASURE: Quarterly SOURCE: Data collected from Transitional 
Housing participants 

  Huntington 

       1st QTR. - 0 
COMMENTS & RECOMMENDATIONS: The family who left the program this quarter had insurmountable debt 
they were unable to pay off. Continue education on debt management, financial literacy program, and 
homeownership. The family who left the program is now working full time and receiving SSDI. 

       2nd QTR. - 20% 
COMMENTS & RECOMMENDATIONS: During this quarter a family who had previously been in transitional 
housing purchased her own home. She did not leave within the last 6 months but exited our program a little over 
a year ago. 

       3rd QTR. - N/A 
COMMENTS & RECOMMENDATIONS: No one left the program this quarter. Continue homeownership 
education. 

       4th QTR. - 0 
COMMENTS & RECOMMENDATIONS: Of those who left this quarter, no one was in a position to purchase a 
home within 6 months. Continue budgeting and job skills. One family who left the program 12 months ago has 
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just purchased a home. 

  Marshall/Starke 

       1st QTR. - 0 families left the program this quarter 
COMMENTS & RECOMMENDATIONS: N/A 

       2nd QTR. - 0 
COMMENTS & RECOMMENDATIONS: Participants were not in the position to be homeowners Continue with 
budget, education, and employment. 

       3rd QTR. - 
COMMENTS & RECOMMENDATIONS: No one left program during this quarter. Prepare the clients properly to 
be able to achieve home ownership upon exiting this program. 

       4th QTR. - 0 
COMMENTS & RECOMMENDATIONS: Although families were working when they left the program they were 
not in the financial position to purchase a home. Continue educating with budgets, employment, and job skills. 
 

  OUTCOME: 80% of participants are successful in perm anent housing and can pay for that housing.  

  MEASURE: Collect date from families and continue contact with family after exiting the program. 

  APPLIED TO: Transitional Housing families TIME OF MEASURE: Quarterly SOURCE: Collect from the families 

  Huntington 

       1st QTR. - 100% 
COMMENTS & RECOMMENDATIONS: One family left and has income that supports their housing. 

       2nd QTR. - 100% 

       3rd QTR. - N/A 
COMMENTS & RECOMMENDATIONS: No one left the program this quarter Advise on housing and follow 
through 

       4th QTR. - 50% 
COMMENTS & RECOMMENDATIONS: 2 families left this quarter, but one moved in with family. Job skills, 
education 

  Marshall/Starke 

       1st QTR. - 100% 
COMMENTS & RECOMMENDATIONS: One family left and has income to support their family. 

       2nd QTR. - 100% 
COMMENTS & RECOMMENDATIONS: Two families left the program this quarter and both can successfully pay 
for their housing 

       3rd QTR. - 100% 

       4th QTR. - n/a 
COMMENTS & RECOMMENDATIONS: No family left this quarter, however of those that left the program this 
year they continue to be self sufficient. 
 

  OUTCOME: 85% of participants will obtain full time employment within 12 months of entering the program .  

  MEASURE: Full-time employment vs. part-time or no employment. 

  APPLIED TO: Transitional housing families. TIME OF MEASURE: Quarterly SOURCE: Documentation sheets. 

  Huntington 

       1st QTR. - 60% 
COMMENTS & RECOMMENDATIONS: 1 family has lost their job and the other is working part time. Job 
training, referrals for employment and vocational rehabilitation. 

       2nd QTR. - 40% 
COMMENTS & RECOMMENDATIONS: 1 family is off of work due to a back injury and 1 family was recently laid 
off from Wal-Mart. Job skills 

       3rd QTR. - 25% 
COMMENTS & RECOMMENDATIONS: Of the 4 families that have been in the program 12 months or longer, 
several are working through difficult situations. 1 is in school full time to be a nurse, but works part-time, 1 has a 
medical condition and only works part-time, 1 is working with Resource Connection to find employment, and 1 
family is employed full time. Continue working with RC and Voc Rehab, and support the families as   needed. 

       4th QTR. - 25% 
COMMENTS & RECOMMENDATIONS: Of the 4 families in the program 12 months or longer, 2 are working full 
time, and 2 are full time nursing students and working part time Continue 

  Marshall/Starke 

       1st QTR. - 60% 
COMMENTS & RECOMMENDATIONS: 1 family has been laid off and the other is a full time student. n/a 3 of the 
5 families are gainfully employed. 

       2nd QTR. - 75% 
COMMENTS & RECOMMENDATIONS: One family was employed full-time, but was recently laid off. Continue 
with job search and employment skills. 

       3rd QTR. - 75% 
COMMENTS & RECOMMENDATIONS: 75% of participants have achieved full-time or part-time leading to full-
time employment. Work towards making all participants 'job ready'. Three out of four of my participants have just 
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entered program within this quarter. Full-time employment is desired by all. 

       4th QTR. – 100 
 

  OUTCOME: When exiting the program, families will ha ve all of their utility debts paid off to a zero ba lance 75% of the 
time. 

  MEASURE: Through goals, weekly visits, and budgeting. 

  APPLIED TO: Transitional housing families. TIME OF MEASURE: Quarterly SOURCE: Budgeting sheets, 
documentation of paid receipts 

  Huntington 

       1st QTR. - 0 
COMMENTS & RECOMMENDATIONS: Stable income was only obtained 1 month before exiting the program. 
Budgeting, financial literacy Family did pay off several bills while in the program but were unable to pay off all 
utility bills. 

       2nd QTR. - 100% 

       3rd QTR. - N/A 
COMMENTS & RECOMMENDATIONS: No one left the program this quarter Budget, employment 

       4th QTR. - 0 
COMMENTS & RECOMMENDATIONS: 2 families left this quarter. Due to overwhelming debt, limited job skills, 
and poor work history, the families were unable to pay all of their past utility debt. Referrals to Voc Rehab for 
employment, or any other program to assist with employment. 

  Marshall/Starke 

       1st QTR. - N/A 
COMMENTS & RECOMMENDATIONS: N/A. There were no families that left the program this quarter. 

       2nd QTR. - 50% 
COMMENTS & RECOMMENDATIONS: Families obtained jobs late in the program and were not able to pay off 
all debt. Continue budgeting. 

       3rd QTR. – N/A 
COMMENTS & RECOMMENDATIONS: No clients have exited the program this quarter Encourage clients to 
obtain their reports and seek credit counseling. 

       4th QTR. - n/a 
 

  OUTCOME: Within 6 mon. of starting program, food st amps and Medicaid will be obtained for 100% of part icipants who 
don't already receive, but who qualify according to  the govt guidelines. 

  MEASURE: When participants enter our program, will compare their food stamp benefits to what they are receiving 6 mon 
later. 

  APPLIED TO: Transitional Housing Families TIME OF MEASURE: Quarterly SOURCE: Data collected from Transitional 
Housing participants 

  Huntington 

       1st QTR. - Not Applicable. No new clients this quarter. 

       2nd QTR. - 100% 

       3rd QTR. - 100% 

       4th QTR. - 100% 

  Marshall/Starke 

       1st QTR. - 100% 

       2nd QTR. - 100% 

       3rd QTR. - N/A 

       4th QTR. – 100% 
 

  Transportation 
  OUTCOME: No break downs of vehicle while transporti ng children 

  MEASURE: Number of maintenance reports during time children transported 

  APPLIED TO: All bus/van drivers transporting children TIME OF MEASURE: Quarterly SOURCE: Maintenance reports 

  - 

       1st QTR. - None 

       2nd QTR. - None 

       3rd QTR. - None 

       4th QTR. – None 
 

  OUTCOME: No complaints of timeliness or conduct of drivers 

  MEASURE: Number of verbal reports received from parents  

  APPLIED TO: All bus/van drivers transporting children TIME OF MEASURE: Quarterly SOURCE: Phone Log 

  - 

       1st QTR. - None 

       2nd QTR. - None 

       3rd QTR. - None 
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       4th QTR. – None 
 

  OUTCOME: Pay no more than 1% over mileage charges 

  MEASURE: Comparison of miles traveled expense versus over mileage charges 

  APPLIED TO: Leased vehicles TIME OF MEASURE: Semi-Annually SOURCE: Mileage sheets 

  - 

       1st QTR. - None 

       2nd QTR. - none 

       3rd QTR. - Paid overage for John car $33.56 
COMMENTS & RECOMMENDATIONS: John was over on the miles for his car Updates will be sent so that John 
can monitor his mileage 

       4th QTR. - None 

 
 
 


